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ABSTRACT 

To meet citizens’ expectations of today’s world, governments are under 

pressure to become more effective, integrated, responsive and faster ones. They 

are under pressure to operate and respond in a different way. Even in many cases, 

they need to be as instant as always been ready to serve at the mouse-click of a 

citizen. This situation left no alternative for any government of the present world 

but to willy-nilly embrace e-governance. Introduction of new technologies in 

government not only involves changes to the systems, procedures, and processes of 

relevant services but also affects the way in which citizens and business community 

deals with government organizations. Bangladesh government has already started 

moving towards e-governance having its ambition to ensure better citizen services 

in the context of feeble socio-economic realities that assemble many challenges in 

the way of introducing e-governance. This research is an attempt to review the 

existing enabling factors and present footings of the government towards e-

governance, to identify strengths, weaknesses and challenges in this connection, 

and finally, to propose policy recommendations for a smooth growth of e-

governance in the country. 

The broad objective of the study is to provide the insights and understanding 

on the elevation of e-governance in Bangladesh from the perspectives of public 

administration and the world trend. However, the specific objectives of the study are: 

 To review the present status of and the initiatives for e-governance in 
Bangladesh. 

 To study the websites of some selected ministries and divisions for 
examining how they are organized to serve and connect citizens.  

 To appraise the levels of aptitude, awareness, perception and attitude 
towards e-governance, of the Class I officers working in the Bangladesh 
Secretariat. 

 To identify the strengths, weaknesses and challenges of e-governance in 
Bangladesh. 

 To develop policy guidelines for successful e-governance in Bangladesh. 
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Present research is an exploratory one and it uses both qualitative and 

quantitative data. It is descriptive and empirical in nature. Multiple research 

techniques, procedures and methods are followed in respect of collection, processing, 

presentation and analysis of data on various aspects that are required by the study. 

To attain the objectives, major techniques and methods followed here are: review of 

secondary literature, survey method, key informant interview and content analysis 

that provided both secondary and primary data for the study. Ministries and divisions 

that are located in the premise of the Bangladesh Secretariat was selected as the 

study area and the respondents of the survey were the Class I officers working in 

those ministries and divisions. 

The dissertation begins with an introductory chapter that deals with initial 

discussions, literature review and methodology. Second chapter contains two parts. 

Part I attempts to delineate conceptual ideas on e-governance from the perspective 

of public administration, and in doing so, presentation of plenty of definitions are 

avoided; rather cross-angle discussions on different theoretical perspectives are 

provided to realize a complete understanding of e-governance. Based on the 

conceptual discussions, Part II of the chapter proposes a theoretical framework that 

attempts to encapsulate both the concept of and building blocks for e-governance 

from a public administration point of view, where citizen-centricity is the main thrust. 

On the context of developing countries, proposed framework intends to identify and 

situate the 'missing-blocks' of e-governance 'puzzle'; and among other factors and 

actors, to put due focus on those missing ones, as well. This approach sets eyes on e-

governance as a whole effort perceiving that all of the components or building blocks 

of it are compact and they demand a gradual and balanced growth. Besides, the 

framework outlines the surface of the present research. Chapter 3 is designed to 

explore into the happenings of the global e-governance with particular interests in the 

areas of present status and important lessons. For this purpose, global trends and 

factual situations of e-governance are presented and analysed. In this course, existing 

divergence, variations and disparities are denoted accordingly. 

Bangladesh perspective is the core thrust of the research that is dealt in the 

fourth and fifth chapters. Chapter 4 attempts to review, in general, the present 

surroundings of e-governance in Bangladesh. In this respect, the background 

vicinities are taken under consideration; attempts are made to find out the existing 

management structures and their relationships, and to find out existing strategic 

directions of e-governance in the country. Particular interest of this chapter remains 

on to apprehend the present footings and growth of the enabling factors under 
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national e-governance initiatives. On the other hand, Chapter 5 initially deals with 

the results of the surveys and with the website review results, and than it attempts 

to identify the strengths, weaknesses and challenges of e-governance in 

Bangladesh. The final chapter (Chapter 6) concludes with providing findings and 

recommendations of the research. 

The concept of e-governance can be interpreted from various points of 

views, like: technological, public administration or governance, business, citizens 

and civil society, etc. From public administration perspective, e-governance 

encompasses the concepts of modernizing governance, good governance and 

democratic governance in itself. Focus of the concept of e-governance remains on 

citizen, where the ultimate objective is to facilitate bringing citizens closer to the 

whole governance system for achieving good governance and democracy. ICTs are 

the enabling tools, in this purpose. E-governance, in other words, is about 

reinventing governance to keep pace with demands and expectations of citizens in 

the digital world. 

E-governance is an on-going and evolutionary process. The transition 

process from traditional governance to e-governance follows different successive 

phases. However, there is no common or fit-to-all formula for e-governance 

planning and implementation. Rather, it is closely associated with specific country 

context. Nevertheless, an appropriate transformation process requires a strategic 

and tactical roadmap that is prepared through examination of all variables including 

political commitment, national resource base, technological and legal arrangements, 

and most importantly, preparedness of the public organizations, civil servants and 

the citizens. An alluring rise of e-governance largely depends on a simultaneous and 

balanced growth and readiness of the building blocks. Concomitantly, e-governance 

solutions must qualify to incorporate specific provisions, such as for- service related: 

accessibility, affordability and user-friendliness; governance related: process re-

engineering, collaboration and integration, and trustworthy; and technology related: 

reliability, scalability and interoperability. Jumping on the e-governance events in 

absence of a sound conception, in absence of set national goals and objectives, as 

well as, without being active on constant capacity building efforts- would result into 

anything but e-governance. 

In Bangladesh, national commitment for persuasion of e-governance is exposed 

with many of the governmental policies and activities. Visible e-governance initiatives, 

with particular reference to the ministries and divisions in the Bangladesh Secretariat, 
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include: creation of internal e-governance management committees, working on 

internal strategies and launching websites. Besides, few ministries have specific projects 

for e-governance, while few projects are there that would complement to some 

enabling factors for introducing e-governance in the respective jurisdictions. 

Regarding preparedness of the public organizations, the civil servants and the 

citizens, with particular reference to the Bangladesh Secretariat and the Class I 

officers, -the former one shows a nominal edge, second one tends to a mediocre tone 

and the third or the most important one is almost not in the scene. The huge tasks of 

arranging organizational change, simplification of procedures and processes, adoption 

of new communication channels, inter-agency collaboration, preparing electronic 

services for citizens yet to be any component of the current e-governance initiatives 

in Bangladesh. Study on the aptitude, awareness, perception and attitudinal factors of 

the Class I officers exhibits a mixed status, which reflect that they are currently, to 

some extent, able to adapt with the e-governance take off. However, with a low level 

of aptitude among the officials, - smooth implementation of e-governance 

applications requires a comprehensive training programme for civil servants that 

would effectively deal with awareness issues, mindset, motivational and cultural 

aspects that are consistent with e-governance goals and focus, in general.  On the 

hand, that would able to foster a wide range of perception about use of ICTs in public 

administration, provide necessary skill and build attitudes towards change and 

reforms -in particular. Such a comprehensive programme not yet present in the 

existing efforts; although, training components are not found missing. Last but most 

crucial one- the citizens’ perspective remains absent, at least not well attended, in the 

e-governance initiatives hitherto. Neither electronic services are ready nor are the 

citizens prepared. Even people are not conscious about many traditional government 

services or their rights to public services, as observed by other studies. Web initiatives 

in Bangladesh represent unselective phenomena. Both the concepts of engaging 

citizens and serving people through innovative uses of the Internet are missing in the 

web initiatives of the public sector. 

Present study noted that despite many of the strengths, - current resource 

base, technological infrastructure, legal environment, management guidance, and 

strategic directions do not adequately support e-governance initiatives in 

Bangladesh. Rather, a legacy of unresponsive public organizations, mediocre 

workforce, and an unaware, unprepared and outreach demand side assemble huge 

challenges in the course of e-governance take off. When, the central obligation of e-

governance is to ensure citizens' satisfaction, the fundamental challenge for 
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Bangladesh ultimately rests on: how to connect and serve the mass people, who are 

poor, rural and illiterate. 

From an overall consideration, present e-governance initiatives in Bangladesh 

demonstrate a deficient understanding of e-governance, particularly the public 

administration view point is not conceived in an appropriate manner. These 

initiatives are not being guided by a 'whole approach'; hence, unable to ensure a 

balanced growth of all of the enabling factors. Ultimately, they miss to aim the 

target of citizens' satisfaction in terms of providing services at the ease and needs 

of mass people.  Present study also observes that strategically, such initiatives fail 

to cover up 'adequacy' and 'a whole approach' that are allied with the crisis of 

'ability'. Former one is linked with the ability to mobilize both available and 

additional resources, on the other hand, later one is linked with the ability to 

mobilize an integrated strategy. 

E-governance is a citizen-centric concept that intends to provide public 

services at the ease and option of citizens, keep citizens informed, and solicit their 

voice in the functioning of government. The ultimate goal is to ensure providing 

citizens' stake at their hand -to put citizen at the heart of public administration 

without any exclusion. A balanced growth of the enabling factors is required to 

conquer the goal. However, the degree of success bluntly depends on organizational 

changes and reforms, legal environment, preparing the civil servants, and 

preparing, connecting and engaging citizens. Current initiatives on e-governance in 

Bangladesh are yet to regard and embrace the very concept from the perspectives 

of public administration and citizen centricity.  Besides, those initiatives are mostly 

exposed with technological drills, hence, unable to ensure a balanced growth of the 

other important components. 

In Bangladesh, national vision supported by an appropriate strategy is 

essential to put the e-governance agenda and activities in right place. The vision 

must be able to attend the idea of e-governance from its novel accent. On the other 

hand, the strategy must be able to squarely address the local challenges of e-

governance ensuring a balanced growth of the enabling factors within the resource 

base of the country. 
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Chapter 1  
Introduction 

1.1 Introduction 

To meet citizens‟ expectations of today‟s world, governments are under 

pressure to become more effective, integrated, responsive and faster ones. They are 

under pressure to operate and respond in a way that is adjacent to citizens' choice 

and voice. Nowadays, in many cases, they need to be as instant as always been 

ready to serve at the mouse-click of a citizen. This situation leaves no alternative for 

any government of the present world but to willy-nilly embrace new technologies. In 

the perspective of technological revolution along with globalisation, around the 

world, governments are accommodating innovative efforts and necessary add-ons to 

confirm desired changes in the area of public administration to keep pace with newer 

expectations of citizens. No government in the present world can avoid such 

changes. Rather, they need to rethink as to how they should be organized from the 

perspective of the people. In this course, Information and Communication 

Technologies (ICTs) are being considered as new tools for the governments. 

Exploiting the potentials of ICTs governments are becoming electronic -which is 

known as „e-government‟. However, introduction of e-governance not only involves 

changes to the systems, procedures, and processes of relevant services but also 

affects the ways and relationships in which citizens and business community, or the 

society as a whole, deals with government organizations.  

Government of Bangladesh has already started moving towards e-governance 

having its ambition to ensure better citizen services. However, with feeble socio-

economic realities the country has to face many challenges, even in the very process 

of planning for development - i.e., in the process of identifying priorities when she 

struggles for fulfilling basic needs (like: food, shelter, health, education, pure 

drinking water, sanitation, etc.). In this context, transforming towards e-governance 

needs to answer many important questions; also, unavoidably needs to follow a 

goal-oriented plan of action. Besides, these sorts of steps need constant review and 

research support to achieve desired goals. 
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1.2 Understanding E-Governance  

"In the field of public administration e-government is a summative concept 

that includes various and sometimes-heterogeneous concept".1  At the technological 

level, e-governance is deeply related to effective and innovative use of ICTs. It 

provides a technological surface for growing up of e-governance combined with 

opportunities for governmental reforms and bringing government, private sector, 

civil society and citizens together. It also enables government to come up with new 

services through multi-channel delivery. On the other hand, E-governance cannot be 

achieved by only installation of hardware, software and establishing networks. It is 

imperative to make organizational, structural and operational changes within the 

government and its respective line agencies where citizen-centricity becomes the 

focus or ultimate goal. A debate on "e" and "g" is evident, in this context. 

1.2.1 The Debate on ‘E’ and ‘G’ 

It is merely as simple as to say that „e-governance‟ stands for „electronic 

governance‟. Nevertheless, one may debate on determining the key word in 

'electronic government' or 'electronic governance' - whether it is 'electronic' (i.e. 

technology) or 'governance (or government). In the Palermo Conference, it is argued 

by some experts that  „e‟ is a major part of how we can get closer alliances to other 

governments, how we can build frameworks within our own regions and how we can 

use this tool to bring our people closer to us and create a more modern, open and 

democratic state. There were overturn arguments in the same conference stating 

„government‟ as the keyword. Because, e-government initiatives lead to 

strengthening conditions for good governance, also because, development of e-

government may be a technical issue but, first of all, it is a political one. There were 

also arguments as to what does the prefix „e‟ really suggests for. The Plan of Action 

on E-government for Development2 adopts the idea that in real sense „e‟ stands for 

(i) efficiency, (ii) effectiveness, (iii) empowerment and (iv) economic and social 

development. Richard Heeks argues for neither „e‟ nor „g‟; he argues for „i-

governance‟ saying, “In recognition of the need to integrate ICTs with people, 

processes and information, and the need to integrate all of these within broader 

direction given by governance goals, it would therefore be more appropriate to talk 
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of i-governance -integrated governance -rather than the technology-biased e-

governance".3 However, it is significant to note that all of these arguments are made 

for establishing the common understanding that e-governance is not the goal, but it 

is a set of tools and mechanisms to achieve governance objectives, address poverty 

and foster democracy and development. 

1.2.2 E-Governance : Beyond Mere Technological Exercise 

E-governance relies on a strong Information and Communication 

infrastructure but at the same time, it is conceptually distinct from the later. Success 

in the area of e-governance requires more than only deployment of technology and 

building connectivity. It includes much broader and far-reaching issues, most of 

which are not technical in nature. From governance perspective, e-governance 

requires prime attention in the areas of administrative changes, procedural and legal 

issues, preparedness of workforce and citizens, and so on. In the conference "Digital 

Opportunity Forum - Asian Diversity and the Role of Japan", held in Tokyo on 5-6 

November 2001, emphasis was given on the close relationship between e-

government and administrative reform and it was strongly argued that revision of 

existing system necessary before introducing IT. In addition, stress was given to 

change "the nature of government" and to the need to view the "citizen as a 

stakeholder" in the administration of public services4.  

'Government agencies used IT to automate existing processes, rather than to 

create more efficient and effective solutions.  ... They buy systems that address 

internal needs and rarely are the systems able to inter-operate ... Agency cultures 

and fear of reorganization create resistance to integrating work and sharing use of 

systems across several agencies.' - observes a U.S. report when assessing problems 

in development of e-government. Except these global problems, inadequate 

technical infrastructure and low Internet penetration rate, insufficient government 

effectiveness and a lack of administrative transparency and accountability are the 

major defects obstructing the progress of e-government in transitional countries. In 

spite of these long-term problems, transitional countries do not have to wait until 

their general economic, social and political conditions are improved in order to enter 
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the era of e-governance. Rather, proper implementation of e-governance can 

facilitate economic and social development of those countries.5  

E-government tends to be multidimensional, impacting above all on economic, 
social and governance dimensions. The prioritization process should focus on these 

impacts from a people-centered and development-oriented perspective. From the 
start a participatory approach should therefore be stimulated and guidance 

provided to ensure that different stakeholders and institutions start discussing the 
different available options. ... e-government cannot be introduced through a single 

major initiative but rather through small, achievable components, which can build 
success and credibility.6  

E-governance demands reform and changes in public sector‟s traditional 

structure and practices for multi-channel delivery of e-services and more importantly, 

demands changes in the relationship between the state and its stakeholders for 

performing governmental activities in accordance with their choice. Accompanied 

with reform and changes, e-governance offers benefits not only for private sector 

and citizens but also for government itself.  Government can achieve increased 

productivity combined with a higher service level by automating and simplifying 

processes. Same way, producing and offering public services electronically facilitate 

ease and convenience for the demand side. E-governance will revolutionize the 

relationship between government and citizens as more and more services are offered 

online. "The development of e-services should not only focus on making the service 

available on the Internet, but also examine the different delivery platforms of the 

service: agencies, offices, telephone hotlines, etc. A multi-channel access mix with a 

range of different contact points: government office, help desk, telephone hotline, 

shops, internet, will enable the development of an improved and more coherent 

government service."7  

1.2.3 Not Merely Going on Web  

Discussions, made above, reveal that e-government is not merely about 

building websites and posting or exposing government‟s data/forms on these. It is 

about re-organizing government processes and services, about promoting new 

relationships between government to government (G2G), government to business 

(G2B) and government to citizen (G2C), - where technologies are mere enabler. 

Enabling citizens‟ access and interactions in the governmental activities, is the key 

question, in this context. Citizens‟ access has to be ensured through connectivity, 
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connectivity has to be accompanied by the availability and affordability of the 

technologies. This is what will ultimately foster a knowledge-based society or 

information society through networking entire set of knowledge of the society. Heeks 

underlines8 three main contributions of e-governance: improving government 

process (e-administration), connecting citizens (e-citizens and e-services), and 

building external interactions (e-society). 

1.2.4 Citizen-centricity  

People remain at the heart of e-government initiatives. It is completely a 

citizen-centric concept of modern governance. The technologies, in particular, 

Information and Communication Technologies (ICTs) are the key enabler behind 

achieving the goals of this concept. How people can be encouraged for their 

effective participation, how their views can be built into the planning and decision-

making processes and how services can be produced and delivered in accordance 

with their choice -are the questions to be addressed for creating a responsive public 

administration that will correspond to the expectations of e-governance. 

… Digital Governance is a way to ensure that common citizens have equal right to 

be a part of decision-making processes which affect them directly or indirectly, and 
influence them in a manner which best improves their conditions and quality of 

lives. The new forms of governance will ensure that citizens are no longer passive 
consumers of services offered to them and would transform them to play a decisive 

role in deciding the kind of services they want and the structure which could best 
provide the same.9  

1.2.5 Preparing Both Supply and Demand Sides 

The take up of e-governance not only depends on technological and 

organizational, but equally depends on preparedness of both the supply side (public 

workforce) and the demand side (citizen). To ensure proper implementation of e-

governance and to avoid risk of resistance, motivation and effective participation of 

government employees are essentially required. An appropriate change management 

strategy is needed to prepare the workforce, in this regard. On the other hand, 

government's intervention is necessary to educate the demand side on the value of 

electronic communications and how to use them to interact with government, 

conduct transactions, and receive services. It is the responsibility of the government 
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to organize and furnish information and services around the needs and choices of 

people in order to encourage and enable the demand side to interact effectively.  

Citizens' awareness, willingness and ability to use electronic services are important 

factors in the development of e-governance. However, it can be observed in many 

cases that e-governance initiatives or projects are mostly concern with technological 

solutions or producing electronic services, where the aspect of preparing supply and 

demand sides remains unattended or slightly attended. The result is: the project falls 

flat before completion, or, if completed, cannot be sustained, or, if sustained (to 

some extent), not used by its target group. 

1.2.6 Requires a Holistic Approach for Governance Perspective 

E-governance has to be seen as a creative tool for achieving governance 

goals. The accent of the governance part of e-governance has to be understood. 

Technology is only a catalyst for happening it. The core element of e-governance is 

all about improving public services around the choices of citizens. It demands reform 

and changes in public sector‟s traditional structure and practices and in the 

relationship between the state and its citizens. Therefore, to be moving for e-

governance, it is unavoidable to perceive the concept from a governance perspective 

and to follow a comprehensive or holistic approach covering pertinent aspects of it. 

In this context, to satisfy the governance viewpoint it has to be planned, 

designed and built up around major three dimensions: modernizing governance, good 

governance and democratic governance. For modernizing governance, key challenges 

are preparing civil servants, preparing public organizations, preparing regulatory 

environment and preparing technological infrastructure. As to good governance, it is 

fundamental to ensure efficiency, effectiveness, transparency and rule of law using e-

government tools. For the purpose of democratic governance key questions are how 

e-governance can ensure citizens' participation and feedback, ensure equity and trust, 

enhance accountability, and how to prepare citizens as a stakeholder of e-governance. 

And ultimately, the whole framework combining with all of its arrangements and 

activities should show prime attention on citizen-centricity. 
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1.3 Definition of Key Terms 

1.3.1 Demand Side 

Refers to the citizens, who are not mere passive consumers of e-government 

services rather active contributors to public administration. 

1.3.2 E-Democracy 

Refers to the processes and structures that encompass all forms of electronic 

interaction between the government (elected) and the citizen (electorate) that offers 

an effective relationship between these two based on democratic values and 

principles. 

1.3.3 E-Governance 

E-governance is modernizing governance through use of ICTs for good 

governance and democratic governance that requires ensuring greater convenience 

and better services for all citizens (citizens' satisfaction) and ultimately lead to a 

knowledge-based society. 

1.3.4 E-Government 

E-government refers to a situation where government bodies and agencies 

are automated and interconnected through ICTs; they can interact with each other 

and perform their day-to-day work electronically, also maintain electronic 

communication channel to interact with business and citizen, i.e., electronically 

automated government.  

The terms e-government and e-governance are closely associated with each 

other having different meanings. As these two terms are often used interchangeably, 

it might not have been possible in the study always to follow a strict boundary line 

between these terms. 

1.3.5 E-Readiness 

A favourable environment is imperative for successful implementation of e-

governance. In this context, e-readiness refers to the existing environment and the 

strategic preparedness for e-government.  
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A country level of 'e-readiness' is the degree to which each country is prepared to 

the introduction of e-government. By assessing the relative advancement in the 
areas that are most critical for e-government adoption by different key factors, 

countries would be in a better position to evaluate opportunities and challenges, as 
well as their own strengths and weaknesses10. 

1.3.6 Information and Communication Technologies (ICTs) 

"ICT include the whole range of technologies designed to access, process and 

transmit information in regard to text, sound, data and pictures. ICT encompass the 

full range from traditional widely used devices such as radios, telephones or 

televisions to more sophisticated tools like computers or the Internet."11 Except 

many other applications, ICT is considered both as an instrument of citizen 

empowerment and public sector reform12. 

1.3.7 Supply Side 

Refers to the public workforce who are the main drivers of e-governance 

being employed in the supply chain of public utilities and services. 

1.4 Statement of the Problem 

The concept and practices of e-governance derive from introduction of 

Information and Communication Technologies in the arena of public administration. 

Introduction of ICTs caused information and governance revolution that are viewed 

as two major shifts in present days that have changed the traditional ways and 

means as to how society interacts and as to how society is governed. These changes 

offer in one hand, new 'digital opportunities' for government to be organized and to 

extend services close to citizen's expectations to become more efficient, effective 

and responsive. On the other hand, citizens are empowered with updated 

information and encouraged for their effective participation so that their voices could 

be built into the processes of planning and decision-making through a new 

government-citizen relationship.  

A linear approach of adopting technologies in government activities is not 

enough for achieving core benefits of e-governance, any way. In fact, mere 

deployment of modern technologies speaks almost nothing about e-governance as it 

is traditionally seen that governments have been always dealing with new 
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technologies to perform their functions. Around the world, again, especially in the 

developing countries, plenty of evidences are there that many projects or initiatives 

could not accrue any benefit of the concept of e-governance because of simple 

technology-driven approach. Generally speaking, e-governance is not about putting 

computers around government offices or publishing government websites on the 

Internet. Rather, e-governance means a fresh look into the soul of public 

administration in the age of ICTs. The core element of e-governance is all about 

improving public services around the choices of citizens. Such an understanding 

demands a holistic approach towards modernizing government that should include 

compound aspects of preparing public officials as the 'supply side' and preparing 

people as the 'demand side' of e-government, re-designing back-offices as well as 

preparing front-offices for delivering government information and services, using 

optimum potentials of ICTs for citizens' satisfaction to articulate ultimate goals of 

good governance and democracy in the society. 

In this context, e-governance is not simply moving to an electronic platform 

from a paper-based one. Therefore, putting computers in offices, getting them 

networked and publishing web sites are no way enough for e-governance. Rather, it 

incurs changes in the processes of public administration that include reforming or 

improving some processes, introducing some new processes and replacing obsolete 

ones. These new ways will enable electronic interactions and transactions, in many 

cases, that today require face-to-face contact, letter writing or telephone contact; and 

will facilitate increased efficiency in supply-side and convenience to demand-side.   

However, governments traditionally show a more cautious approach towards 

any change, compared to private sector. Reasons behind this attitude may require a 

big list. Not knowing by any government 'why' it is not adopting or should not adopt 

a quick leap to address the demand of change, however, the worst one. Similarly, 

situations where government moves towards changes but does not know 'why' -

should learn same effect. Meaning that any change activity by the government needs 

to be goal oriented; supported by a 'whole' understanding of the event as well as its 

surroundings. A national initiative for e-governance requires a comprehensive 

understanding of the concept, too. Next, it needs to know what are the 
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preconditions and success factors, what are the barriers and challenges, what are 

the strengths and weaknesses for happening of e-governance in a particular national 

context, how it relates to the public administration and citizens. It demands a vision 

followed by a sustainable strategy for achieving the vision, as well.  

In Bangladesh, e-governance has become an agenda for public sector reform 

and good governance. Also some practical steps, ranging from preparatory initiatives 

to implementation level programmes are visible there. Although, a National IT Policy 

exists in the country, any national vision or strategy or action plan for e-governance is 

yet to be defined by government. In this situation, how the concept of e-governance is 

being conceived within these initiatives, what are the strengths and weaknesses as to 

go ahead with further initiatives, how to design and implement a national strategy 

towards e-governance -are some of the key questions that remain unanswered.  

In 2002, Government of Bangladesh has adopted a National IT Policy that 

expresses strong commitment for achieving e-governance in the country. The IT 

Policy of Bangladesh aims at building an IT-driven nation comprising of knowledge 

based society by the year 2010. The Policy hopes to develop a country-wide IT 

infrastructure to ensure access to information by every citizen to facilitate 

empowerment of people and enhance democratic values and norms for sustainable 

economic development by using the very infrastructure for human resources 

development, good governance, e-commerce, banking, public utility services and all 

sorts of on-line IT-enabled services. The Policy also prescribes for e-governance in a 

view to improve efficiency and reduce wastage of resources, enhance planning and 

raise quality of services. It proposes that all ministries, divisions, departments, and 

all district, upazilla and union headquarters must be networked to the National 

Database Resource Centre in the shortest possible time.  It is also expected that 

each ministry, division and office shall create an IT Cell and shall set up own 

websites for access by any citizen. 

To attain the targets for e-governance stated in the IT Policy a well-planned 

preparation or e-readiness is imperative. “Lack of e-readiness contributes to both 

lack of and failure of e-governance initiatives”13. Therefore, it is necessary to 
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examine all sorts of e-readiness strategic challenges thoroughly before going for 

major e-governance initiatives. E-readiness challenges may include several important 

strategic points, like: leadership and strategic thinking readiness, human capital 

readiness, technological infrastructure readiness, legal infrastructure readiness, data 

infrastructure readiness, etc. 

A critical precondition in successful e-governance efforts, initially, requires a 

combination of a leadership with commitment and a knowledged and skilled human 

capital in the central part of the government. Leaders with vision put e-governance 

into the agenda and manpower of the next tire make it happen immediately. Such 

leadership can smash through many operational barriers. Conversely, all the 

operational e-readiness is of limited value if there is no vision and no leadership to 

give directions to e-governance14. With that note, manpower working in the central 

part of the government, say people working in the Bangladesh Secretariat, have a 

significant role in the implementation process of governmental functions; they 

constitute the vital part of policy or decision making process, as well. Therefore, 

whether their aptitude, awareness, perception and attitude in place - are some of 

the prior questions to initiate, implement and sustain e-governance.  

Besides, as Bangladesh has already started moving towards e-governance, 

such initiatives need constant review and updating. In addition, review and analysis of 

lessons learnt by the countries, those have already made excellence in this new area, 

can help to draw a comparative perspective, to understand the national context, and 

to avoid costly and time consuming „trial and error‟ approach. So, cross directional 

studies are required to find out right ways and means for establishment of effective e-

governance in Bangladesh. Proposed research is an attempt to review local initiatives 

and challenges, to refer to experiences of other countries, in this purpose, and to 

propose policy guidelines for an effective e-governance layout in Bangladesh with 

particular reference to the preparedness of officers working in the Bangladesh 

Secretariat. However, the study addresses the following specific research questions: 

 What are the basic building blocks and strategic questions of e-governance for 

development? 

 What is the global status of e-governance and what are the trends? 
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 What is the existing country context towards e-governance for development in 

Bangladesh? 

 How the government of Bangladesh is moving with changes? 

 What is the status of the Bangladesh Secretariat?  

 What are the current initiatives? 

 How the civil servants are prepared for and how they view e-governance? 

 How the government has been able to use the websites to serve and connect people? 

 What are the strengths, weaknesses and challenges of e-governance in Bangladesh? 

 What are the policy guidelines for e-governance development in Bangladesh? 

1.5 Objectives 

The broad objective of the study is to provide the insights and understanding 

on the elevation of e-governance in Bangladesh from the perspectives of public 

administration and the world trend. However, the specific objectives of the study 

are: 

 To review the present status of and the initiatives for e-governance in 

Bangladesh. 

 To study the websites of some selected ministries and divisions for examining 

how they are organized to serve and connect citizens.  

 To appraise the levels of aptitude, awareness, perception and attitude towards e-

governance, of the Class I officers working in the Bangladesh Secretariat. 

 To identify the strengths, weaknesses and challenges of e-governance in 

Bangladesh. 

 To develop policy guidelines for successful e-governance in Bangladesh. 

1.6 Focus of the Study  

The study begins with conceptual and theoretical discussions to refurbish the 

understanding of e-governance from cross-angle points and views. For this purpose, 

providing plenty of definitions is avoided, rather starting from simple discussion the 

study gives some clues on historical background then moves to discuss relationships 

of relevant aspects of e-governance. Theories on components and phases including 

e-governance perspectives and dimensions are presented. Attempts are also made to 

look into several related issues of direct relevance for introducing e-governance and, 
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in particular, to look into the inter-related and sequential strategies for e-governance 

framework. From a public administration point of view, a holistic framework is 

proposed that attempts to encapsulate, both the concept of and building blocks for 

e-governance development, where citizen-centricity is the main thrust. On the 

context of developing countries, the framework, proposed in the study, intends to 

situate the 'missing-links' (poorly attended factors) within the chain of other factors 

and actors of e-governance, with due importance. Based on review and analysis of 

the experiences, learnt by other countries, a quest for the main drivers and barriers 

of e-governance is attempted.  

The national context and perspectives of e-governance in Bangladesh is the 

core thrust of the work. Current e-governance initiatives and activities in the country 

have been reviewed. Local strategic preparedness is taken into account for 

discussion to find out the strengths, weaknesses and challenges. Human resource is 

one of the most important drivers for e-governance. Right perception, attitude and 

skills are key to avoid resistance and for effective implementation of e-governance. 

In this context, readiness of the officers working in the Bangladesh Secretariat is 

examined. Finally, based on the discussion, analysis and findings of the study, 

attempt is made to draw recommendations towards e-governance practice and 

implementation in Bangladesh, which are expected to be appropriate in our country 

context and of policy implications.  

1.7 Rationale 

Rationale of the study is presented below in the forms of literature review, 

finding out the research gap, and by stating the relative importance and utility of the 

research topic. 

1.7.1 Review of Literature  

E-governance is one of the most contemporary concepts of the present world. 

By this time, some nations already have proceeded much ahead with this. Some 

other countries are well prepared to take off or taken off. Countries like Bangladesh 

have just started moving. Therefore, in Bangladesh context, the proposed field 

remains almost a virgin one to be explored into, where substantial knowledge gap 
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exists. Very few government, business or technical reports, documents or articles are 

presently available; however, particularly from public administration perspective 

there is not any academic research or study in this field in Bangladesh, so far the 

researcher's knowledge goes. On the other hand, there are many ones in the 

international fields but almost none of those are available in printed form in 

Bangladesh. Nevertheless, Internet was a great medium for exploring some of those 

ones. The available relevant literatures have been reviewed are as below: 

BEI (2004)15 

"Study of e-government in Bangladesh" was conducted by Bangladesh 

Enterprise Institute in 2004. Starting from a conceptual discussion on e-governance 

the study attempts to present government's initiatives in this regard, offers some 

case studies that refer to identifying various constraints to the adoption of e-

government, and analyses the factors that contribute to the success of e-

government initiatives. It also provides recommendations and identifies specific 

short-term action steps for the further proliferation of e-government. The study is a 

significant one in the area of e-governance in Bangladesh; however, the nature, 

scope and objectives of the study are not similar to those of the present research. 

United Nations (2004)16 

Based on an E-government Readiness Index, which is a composite index 

comprising the Web Measure Index, the Telecommunication Infrastructure Index and 

the Human Capital Index, the UN Global E-government Survey 2004 provides 

comparative rankings of the countries in the world. Out of 191 member states, the 

UN survey covers 178 countries - 13 countries had not online facilities.  

Following the survey in 2003, this survey (2004) reconfirms that by individual 

country ranking, the USA (0.913) was the world leader followed by Denmark (0.904), 

the UK (0.885) and Sweden (0.874). Among the top 25 e-ready courtiers, 22 

countries were from high income developed economies; -similar to 2003. Regionally, 

16 countries were from Europe; two from North America; three from South and 

Eastern Asia; two from Oceania; and one each from Western Asia and South and 
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Central America. Global index was 0.413, where, the same for Bangladesh was 

0.1788 securing the previous year's 159th position. 

The UN assessments are elaborately presented in the Chapter III, while 

discussing the world status of e-governance. 

West (2004)17 

In September 2004, Darrell M. West presented the fourth annual update on 

global e-government entitled "Global E-Government 2004". The study deals with the 

global online happenings by the governments and how electronic government was 

changed over the past four years.  Using a detailed analysis of 1,935 government 

websites in 198 different nations the author presents the variations that existed 

across regions and countries, and discusses the pace at which e-government was 

unfolding around the world.   

The author observed that progress was being made in the area of e-

government during 2001 to 2004, albeit at an incremental pace.  Governments were 

showing steady progress on several important dimensions, but not major leaps 

forward. However, movements were not been more extensive in some areas 

because budget, bureaucratic, and institutional forces had limited the extent to 

which the public sector had incorporated technology into their mission -the study 

observed.  Significant findings of the research are: 

 Twenty one percent of government websites offered services that were fully 

executable online, up from 16% in 2003, 12% in 2002, and 8% in 2001. 

 Eighty nine percent of websites provide access to publications and 62% had 

links to databases in 2004. 

 Fourteen percent showed privacy policies, while 8% had security policies.   

 Fourteen percent of government websites had some form of disability access, 

the same was in 2003.   

 Countries varied enormously in their overall e-government performance. The 

most highly ranked nations included Taiwan, Singapore, United States, 

Canada, Monaco, China, Australia, Togo, and Germany. 
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 There were major differences in e-government performance based on region 

of the world.  In general, countries in North America scored the highest, 

followed by Asia, Western Europe, Pacific Ocean Islands, Middle East, Eastern 

Europe, Russia and Central Asia, South America, Central America, and Africa.   

RAND (2003)18 

"Benchmarking e-Government in Europe and the US" is a study conducted by 

the RAND Europe, a non-profit organization that helps improve policy and decision-

making through research and analysis. By the RAND study, all 15 EU Member States 

plus Switzerland and the USA was surveyed in March-May 2002; the Report 

published on March 2003. To address the demand side of e-government two surveys 

were conducted under the study: one was General Population Survey and the other 

was Decision Makers (business) Survey. Among six chapters of the Report, Chapter 4 

is the core one that focuses on an analysis by familiarity with online services and 

level of usage to understand their correlation with e-government attitudes and 

usage. The results of first survey indicated a preference for online services that do 

not require users to provide much personal information. A tendency of correlation 

between familiarity with using the Internet and a higher interest in online services 

was also noted. Added convenience and increase efficiency are the main reasons, 

indicated by the respondents, for preferring online services. Attitudes toward e-

government tended to vary by country; reasons for what were not clear to the study. 

The second survey shown that only about one third of businesses were using e-

government. Again, only one third of this part preferred new systems to old ones. 

This study, in particular, contributes to the demand side of e-government when most 

of the existing studies of e-government concentrate on the supply side. Studies on 

supply side focuses on the availability and level of sophistication of online services 

and usage.  Concentrating on demand side RAND's study includes not only usage, 

but also perceptions and barriers to utilization that have not been treated previously. 

Some major findings of the study include: 

 Sixteen percent of government websites offer services that are fully executable 
online, up from 12 percent in 2002; 

 Eighty nine percent websites provides access to publications and 73% have links 
to databases; 
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 Twelve percent show privacy policies, 6% have security policy 

 Fourteen percent have some form of disability access, meaning access for 
persons with disabilities; 

 English has become most commonly used language of e-government. 74% of 
government websites have an English version; 

 Fifty one percent of sites multilingual, meaning that they offer information in two 
or more languages 

 The most highly ranked nations include Singapore, USA, Canada, Australia, 
Taiwan, Turkey, UK, Malaysia, Vatican and Austria. 

 For users fees, the nation with the greatest employment is Taiwan, with 8% of 
its sites having user fees. Other nations relying on user fees are Oman (5% of its 
sites), Singapore (3%), and Switzerland (3%). 

 The website with the best access to services was the "e-Citizen" site of 
Singapore. The site offers 104 services ranging from inquiring about housing 
loans to applying for a visa. 

Taifur (2003)19 

SASM Taifur, who is the Project Director of the Support to ICT Task Force 

Programme -an umbrella project in the area of e-governance in Bangladesh, 

conducted the study entitled "Comprehensive Study of E-Government Initiatives in 

Bangladesh". The study was undertaken under "JICA Ex-participants Follow Up 

Program" in August 2003. It covers 303 organizations that include 

ministries/divisions, departments/ corporations and academic institutions and 

geographically include organizations from within and outside of Dhaka city. This 

study attempts to present the technology status of the surveyed organizations, their 

training schemes, constraints and success factors and provides some 

recommendations, in this regard. The study is unable to provide any theoretical 

understanding of e-governance, also lacks as to delineating a public administration 

perspective for e-governance. However, as a survey it carries important value with 

important data/information on relevant areas, particularly, valuable for policy 

planners in Bangladesh. 

United Nations (2003)20 

The UN Global E-government Survey 2003 expands and builds upon the UN 

Report “Bench-Marking E-government: A Global Perspective” published in 2002. 
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However, it was innovative and different from the previous one, such as: the survey 

and its results were placed in the context of the overall pattern and level of 

development of the country concerned. Main measurements of the survey were based 

on e-government readiness, which considered not only countries‟ specific e-

government initiatives, as evidenced by web presence, but also their infrastructure 

and human resource endowments. It was an issues-based Survey. Its focus was on 

the question, “Is e-government, as a tool, contributing to the socio-economic uplift of 

the people?” Besides, the survey assessed e-government readiness worldwide, taking 

the view that the ultimate objective remained the “inclusion of all” in development. 

Total 191 countries were covered by the survey observing that governments 

had made rapid progress worldwide in embracing ICT technologies for e-government 

in the past year. In 2001, the UN E-government Survey listed 143 member states as 

using the Internet in some capacity; by 2003, 91 per cent or 173 out of 191 member 

states had a website presence. Eighteen countries were not on line. In accordance 

with the survey, North America (0.867) and Europe (0.558) lead among the world 

regions. Next to those, South and Central America (0.442) have the highest 

aggregate state of e-government readiness followed by South and Eastern Asia 

(0.437), Western Asia (0.410), the Caribbean (0.401), Oceania (0.351), South-

central Asia (0.292) and finally, Africa (0.241). The U.S. (0.927) is the world leader 

followed by Sweden (0.840), Australia (0.831), Denmark (0.820), the U.K. (0.814), 

Canada (0.806) and Norway (0.778). 11. Among the developing countries Singapore 

(0.746) leads, followed by the Republic of Korea (0.744), Estonia (0.697) and Chile 

(0.671). Bangladesh (0.165) stands at 159th position. The world average e-

government readiness was calculated as 0.402. 

Ahmed & Jahan (2002)21 

The authors in their article "Biśwāÿan o naÿā tathya proyuktir atikathan o 

bāstabatā: pariprekit bānglādeś" [Globalisation and the Myths and Realities of New 

Information Technology: Perspective Bangladesh] examines importance of 

information technology in the globalisation context. The article also deals with the 

question whether there are any real benefits for the poor like Bangladesh in paying 

for new communication technologies through depriving other essential sectors. This 
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study is a critical and interesting one to examine new technologies to achieve 

economic benefits for the countries with limited resources but it does not provide 

knowledge as to the matter of ICTs-based new governance concept. 

Hoque (2002)22 

"Bānglādeśe tathya proyukti: unnaÿan pariprekit" [Information Technology 

in Bangladesh: Development Perspective] is the study conducted by Fahmidul Hoque 

which gives an overview of information infrastructure, human resource, internal 

market, policy issues and government's role. The study is concentrated with the 

analysis and discussion about information technology having some recommendations 

for continuous growth and development of the IT sector in the country, which does 

not contain any discussion on the proposed research area. 

Hossain (2002)23 

"Introduction of e-Government in the Ministry of Establishment" is a Seminar 

paper prepared by Safar Raj Hossain as partial requirement for fulfilment of ACAD 

Course at BPATC. Based on the secondary sources, the paper highlights the 

opportunities and threats of introducing e-governance in the Ministry of 

Establishment (MOE) of the Government of Bangladesh. Referring to the functions of 

the MOE the author attempted to identify the problems and prospects for 

introduction of e-governance in the ministry and he concluded the paper with some 

findings and recommendations in this respect. This study is an important one having 

direct focus on introducing e-governance in a particular ministry of Bangladesh. 

Nevertheless, it lacks sufficient discussion and analysis on introduction of e-

governance countrywide or.  

Riley (2002)24 

"Electronic Governance: An East African Perspective" is the first book of its 

kind on e-governance with a developing country regional focus written by Thomas B. 

Riley. The work presents electronic governance from the standpoint of improving 

good governance and contributing to a people-cantered development in an East 

African context. Implementation issues under electronic governance are presented 

within the framework of electronic government, electronic democracy and electronic 
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business. The book presents a number of pilot projects and case studies, from which 

learning experiences may be derived for cascading e-governance innovations 

elsewhere. The book responds to calls for timely, authoritative information that will 

add a great deal of knowledge in efforts by governments worldwide to mitigate the 

rapidly widening poverty divide by focusing on breaking the digital divide. However, 

this work does not carry any specific reference to Bangladesh. 

United Nations (2002)25 

A global survey (2001) of e-government entitled “Benchmarking E-

Government: A Global Perspective -Assessing the Progress of the UN Member States” 

was published in May 2002 by the Department of Economic and Social Affairs of the 

United Nations. It ranks 169 member countries according to an index that has been 

developed to capture the capacity (or lack of it) of countries to sustain e-government 

development.  The results of the e-government index reflect statistical analysis of 

telecommunication infrastructure, human capital, access to information and the 

urban/rural divide including a review of 1,900 web sites as compared with a “scale” 

marked by the for presence, content, services and information available, that are 

considered to be important features of e-governance. 

A World E-government Index was provided by the survey, where the 

countries were classified into four categories:  

 High E-government Capacity: 36 countries were in this category including 

top 10 from OECD countries. 

 Medium E-government Capacity: 26 countries. 

 Minimal E-government Capacity: 36 countries. 

 Deficient E-government Capacity: 25 countries including 25 from Africa. 

Among SAARC countries, including Bangladesh 5 were in this category. 

The average score for the world e-government capacity was calculated as 1.62 

by the index. Geographically by region, North America (2.60), Europe (2.01), South 

America (1.79) and the Middle East (1.76) all registered an index above the global 

mean.  Asia (1.38), the Caribbean (1.34) Central America (1.28) and Africa (0.84) fell 

below the global index.  Among individual countries, USA was ranked first (3.11).  
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Based on the review of governmental websites of the member countries, the 

survey again ranked the countries in the five stages of e-government, such as: 

emerging presence, enhanced presence, interactive, transactional and seamless. 

Thirty-two countries fall under the stage of emerging presence (primary information 

materials on the websites), 65 countries are in the stage of enhanced presence (more 

sites, more dynamic presence), with 55 countries in interactive presence 

(downloading, two-way interactions, etc.), 17 countries in transactional stage (online 

payments), and no country in a seamless presence (full integration of e-services 

across administrative boundaries). However, among the SAARC countries, Bangladesh, 

Nepal and Maldives fall in the stage of enhanced presence stage; on the other hand, 

India, Pakistan and Sri Lanka are with interactive presence -according to the survey. 

USAID (2002)26 

With the technical support of Carana Corporation, USAID, Bangladesh conducted 

a study entitled “Information Technology Enabled Services (ITES) –Bangladesh”.  

This study focuses on market potential, rather than the public sector 

orientation of many studies looking at policy or education systems. As such, it 

examines the issue from the perspective of the decision makers in this sector: the 

buyers and sellers of ITES. It examines the market for these products, and the 

determining factors for a market transaction to take place.  Although the study has 

focus on some common areas, like ICT education, legal environment, connectivity 

preparedness, etc but the very area of this study is different from the present one. 

CPD (2001)27 

Keeping in front the 2001's general election in the country Centre for Policy 

Dialogue's (CPD) Task Force on Information and Communication Technology 

presented the Policy Briefs for Information and Communication Technology "to focus 

the attention of the principal political parties on policy agendas that addressing the 

well-being of people and economic development as a whole". It is a very important 

work on the ICTs sector in Bangladesh suggesting for a "universal" National 

Information Infrastructure. The report highlights on different important issues of the 
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area also recommends for plans of actions for successful addressing of those ones. It 

underlines ICTs as key enabler for good governance. This report is based on content 

analysis method and focuses on the macro area of the ICTs. 

Digital Opportunity Initiative (2001)28 

"Creating a Development Dynamic" is the Final Report of the Digital 

Opportunity Initiative (DOI) jointly sponsored by the Accenture, Markle Foundation 

and UNDP published in 2001. The report is a work on the dramatic impact of ICTs on 

achieving specific social and economic development goals and on playing key role in 

broader national development strategies. It provides some examples of success 

stories of some countries including Bangladesh. Besides, the report offers an 

analytical framework that developing countries and international community can use 

as a guide for designing and implementing a strategic approach to the use of ICT for 

development. "Creating a Development Dynamic" is an excellent work mainly 

focusing on ICT as an enabler for achieving development goals. However, it does not 

have any substantial discussion on governance side nor does it have country-context 

an over-all ICT related analysis with particular reference to Bangladesh. 

Jackson (2001)29 

Paul Jackson in his article "Electronic Government in Bangladesh: Prospects 

and Approaches" deals with the definitions and issues of e-government, strategies, 

drivers and barriers. The paper is mainly engaged with the theoretical discussions on 

e-government, in general, having very few words about the situation of Bangladesh, 

in particular.  

Nasiruddin (2001)30 

The Article "Information Infrastructure in Bangladesh: Need for a National 

Approach” by Md. Nasiruddin discusses new opportunities and pressures in the area of 

information policy caused by the rapidly changing technologies. This paper carries an 

account of developments that have taken place over the past decade and half. It also 

describes various information technologies and comments on the current environment 

of library and information services in Bangladesh. To enhance accessibility and 
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usefulness of information and to assure Bangladesh's competitiveness internationally, 

the author recommends that Bangladesh urgently needs to work towards an 

integrated and interrelated set of information infrastructure. Obviously, this study is a 

useful one as to Information and Communication Technology supported services on 

the area of library and information services.  

BCS (2000)31  

"Base Line Survey on IT Sector of Bangladesh" is a study conducted by 

Bangladesh Computer Society (BCS) in association with the Asia Foundation in 2000. 

It presents a snapshot of the scenario of the IT sector of Bangladesh, which, can be 

considered as a benchmark analysis on this area. This study covers four major parts 

namely: Hardware, Software, IT Education and Training and Internet Service 

Provider that analyses background, growth, markets, strengths, weaknesses, etc. of 

these four areas. It can be treated as an important source for basic data and able to 

provide useful information in relation to IT sector in Bangladesh. 

Bhatnagar and Schware (2000)32 

Subhash Bhatnagar and Robert Schware are the editors of the book titled 

"Information and Communication Technology in Development: Cases from India" 

which is contributed by the administrators who have implemented successful 

projects, the sixteen case studies which follow spell out the various applications of 

information technology that have made a difference in the delivery of services or 

products in rural India or which have increased productivity. Among the services 

covered are health care, milk collection, disaster management, postal services, 

telephones, and services for the disabled. These applications involve the use of 

simple and inexpensive technology at the end, and sophisticated satellite-based 

communication at the other. They range from those that improve the planning and 

monitoring of development programmes, those which empower citizens through 

access to information and knowledge, to those that generate employment 

opportunities and encourage entrepreneurship in rural areas. Overall, this important 

and practice-oriented volume identifies ICT applications that can create and impact 

on development and delineates the factors that lead to success. 
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Hossain (2000)33 

Mr. Najmul Hossain presents a thorough study entitled "E-Commerce in 

Bangladesh: Status, Potential and Constraints". The study aims to highlight the 

status, statutes, potential and constraints of e-commerce development in 

Bangladesh. Both the statutory laws as well as the challenges in implementing them 

are attempted. The paper also lists specific policy changes aimed at bringing 

improvements to the legal and regulatory environment affecting e-commerce. For 

the purpose of the proposed research the study would be a very good and useful 

reference as some common issues like: information infrastructure, regulatory 

environment, etc are discussed with due importance. However, obviously the area of 

the study is not similar to the current research. 

UNESCO (2000)34 

"Global Survey on Online Governance" was undertaken by UNESCO and 

COMNET-IT (The Commonwealth Network of Information Technology for 

Development Foundation) to investige the international state of the art of on-line 

governance, in 2000. It was aimed at to explore into government-led initiatives for 

the electronic provision of information services, and of public input to the process of 

government. Sixty-two countries (39 from developed and 23 from developing 

economies) were surveyed under this study. 

The report presents the results of the survey, a discussion of key issues 

taking account of these results as well as the available literature and the experience 

of authors, and a set of concrete and applicable recommendations that address the 

issues related to e-governance. Mainly these recommendations can be divided into 

policy awareness, funding, legislative standards, access, ICT empowerment and 

involvement of private enterprises at community and local levels. This was one of the 

initial attempts to study the area of e-governance from a global perspective that 

provides useful information and guidelines for subsequent studies. Present research 

has borrowed much information from this report and benefited, as well. 
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National Computer Board (1989)35 

On December 17-21, 1989 the then National Computer Board (presently 

BCC), Bangladesh in collaboration with the Asian and Pacific Development Centre, 

Kuala Lampur, organized a Top Level National Seminar of "IT Application in 

Government Administration and Decentralised Development". The seminar was 

attended by forty secretary level officers and other participants and resource 

members were attended from Sri Lanka, Philippines, Thailand, Malaysia, India and 

Pakistan. The objective of the Seminar were (a) to sensitise the top level 

administrators in realizing the power of the computers which could assist them in 

managing different fields of activities; (b) to identify the possible areas of IT 

applications in the various government departments. Recommendations and some of 

the papers presented in the Seminar were compiled and published under the title of 

“Reports on Top Level Seminar on IT Applications in Government Administration and 

Decentralised Development". This is a useful document having some examples of IT 

applications in some other foreign country and giving some policy recommendations 

on potential uses of IT in our country. However, it lacks of empirical study and 

analysis. Besides, recommendations were mostly derived from the Management 

Information System (MIS) perspective. 

Bangladesh Computer Council (1999)36 

A joint survey was conducted by The Bangladesh Computer Council (BCC) 

and The Bangladesh Bureau of Statistics (BBS) entitled "Survey of IT Resources of 

Bangladesh and Identification of Y2K Problem Areas" in 1999. The survey was 

devoted to identify the Y2K problem areas and assess the impact of the Y2K 

preparedness of Bangladesh at the time of conduction of the survey. It also aimed to 

prepare an inventory of the information technology resources of Bangladesh. Report 

of the survey was published by the sponsoring agencies which are found to be an 

important document enabling the researchers, economists and planners of the 

country to trace out the trends in the growth of IT and to prescribe policy guidelines 

for the development of the IT and other relevant sectors.  
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Hoque (1997)37 

“Matraālÿe kompiutāraÿan o kichhu dhāraāgata ālochanā” 

[Computerization of the Ministries and Some Conceptual Discussions] is an article by 

the present researcher Shah Mohammad Sanaul Hoque. It examines status of 

computer use in different ministries, how to computerize the file management and 

other systems and procedures stated in the Bangladesh Secretariat Instructions 

having some recommendations as to computerization of the public offices in 

Bangladesh. This work lacks of adequate empirical and has limitations as to covering 

the perspective of e-governance. 

1.7.2 Research Gap 

E-governance is an independent area of study, which deserves exclusive 

attention. In global level, there are huge numbers of studies that were carried out 

from different points of view and for a variety of purposes. Very few of those contain 

some statistics or a few sentences in respect of e-governance in Bangladesh. In 

Bangladesh, most of the relevant studies, so far conducted, are exposed with the 

issues of the ICT sector and they are limited with the technological, economic or 

commercial viewpoints, -as it is revealed from the reviews of literature. A few of the 

studies that possess direct reference to the area of e-governance in Bangladesh 

provide interesting and important discussions on some aspects (particularly, the 

technology and connectivity aspects) of the field; however, they do not have specific 

focus on the public administration perspectives. Besides, they are not similar to the 

present research in terms of scopes and nature, study area, objectives, etc. 

Hence, the area of e-governance in Bangladesh yet remains almost virgin 

from the context of its independent existence, and significant knowledge gap still 

exists in this area that require cross-reference studies.  

1.7.3 Utility and Importance 

As an exploratory research, present study would help to provide insight and 

to clarify the concept of e-governance on the perspectives of theories, global 

practices and local initiatives. Policy planners are expected to be benefited through 

an understanding about e-governance from the public administration point of view 
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and through mapping the existing situation from a cross-angel analysis and from the 

findings and policy guidelines of the research.  

The present study would be useful to the people and organizations that are 

engaged in the area of e-governance, such as practitioners, private sector, NGOs, 

CSOs, IT professionals, managers, etc.  

Besides, research institutes, researchers, teachers, students are also expected 

to be benefited from this work. Particularly, future researchers, in this area of study, 

would find it useful for establishing research priorities, formulating problems for 

more precise investigations and for developing hypothesis. More precisely, this study 

helps to build a link between the existing knowledge on e-governance in Bangladesh 

and that of the rest of the world. 

1.8  Scope and Limitations 

The present research is an attempt to delineate an understanding on e-

governance from a viewpoint of public administration and based on the 

understanding, to visualize the initiatives that are undertaken for implementation of 

e-governance in Bangladesh, from a critical point of analysis.  In this course, a 

theoretical framework is derived, references are taken from world experience and 

national context is examined.  

Preparedness of civil servants, in terms of their level of aptitude, awareness, 

perception and attitude is a particular interest of this study. Besides, e-governance 

web initiatives in Bangladesh are reviewed. For this purpose, 36 ministries and 

divisions that are located in the Bangladesh Secretariat constitute the study area.  

There are other ministries and divisions including many other public 

organizations in Bangladesh that already have e-governance initiatives of their own; 

but could not explored into thoroughly because of time and resource constraints.  

Organizational preparedness, particularly, in respect of changes in procedures 

and processes, i.e. 'government process re-engineering' and preparing online 

services for people, remains as a critical point of interest of the present research. 
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This area is investigated based on secondary literature only, -again, because of time 

and resource shortages.    

The point of preparing and engaging people in the course of e-governance in 

Bangladesh is examined from two angels: (a) scenario of human development and 

awareness building activities, and (b) reviewing the public websites as to how far 

those are able to provide services and how they are interactive with the citizens. 

Despite the effort, scopes remain in this area for further studies that could be based 

on primary data and covering the target people directly. 

Other strategic questions that are closely related with the preparedness of e-

governance, inter alia, regulatory, technology and connectivity aspects, have been 

taken into account for discussion and analysis.  

However, particularly in the cases, including the above mentioned ones, 

where such areas or parts of discussions are developed on the basis of secondary 

data, for obvious reason, some data/information might appear not latest. 

Internet was a major source of information and study materials for this 

research. Web contents, related to the study area, were accessed and collected 

during the early 2002 to mid 2005. Appropriate references, with the URL, are 

provided, where such information or materials are used. However, access dates were 

not noted specifically, and therefore, could not be provided with the references. 

Sample size of the respondent officials was small and non-representative, hence, 

findings deduced from this sample size are tentative and cannot be generalized. 

As stated before, this study is conducted from the public administration 

perspective and due to this, it does not carry focus on the technical parts of e-

governance, like: software design, network architectures, database configurations, or 

other most technical matters of e-governance. 

1.9  Methodology 

Present research is an exploratory one using both qualitative and quantitative 

data. It is descriptive and empirical in nature. Multiple research techniques, 
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procedures and methods were followed in respect of collection, processing, 

presentation and analysis of data on various aspects that are required by the study. 

To attain the research-objectives, following techniques and methods were adopted: 

1.9.1 Selection of Methods 

Here, review of many literatures, both national and international was 

imperative to find out the trend and to understand the national context and 

perspective. It also facilitated to put an insight on world experience in respect of 

introducing e-governance. Survey method was introduced to collect data regarding 

present situation or status of e-governance and on its enabling factors, identifying 

strengths and weaknesses, etc. Survey was also required to collect necessary data to 

find out the levels of awareness, perception, attitude and aptitude of the civil 

servants. Besides, content analysis approach was required to dig out some features 

and realities such as, e-government management structures, strategic directions, 

etc. that were not clearly specified, however, embodied in many official letters, 

circulars, minutes project documents, etc. of the government. Adoption of this 

approach was essential also to review the web initiatives of the public sector.   

1.9.2 Sources of Data 

Both primary and secondary sources were used to collect necessary data to 

conduct the study. Primary data were collected through interview, survey and from 

content analysis; while secondary sources of data were both published and 

unpublished documents and literatures. Internet was a great source, by the way. 

1.9.2.1 Primary data 

Field based primary data was required for the research. In this regard, a part 

of the primary data was collected from 141 Class I officers, working in the 

Bangladesh Secretariat, through structured questionnaire using the sample survey 

method. Using another set of structured questionnaire, key informant interview 

method was applied to collect information about availability and connectivity of ICTs, 

their level and extent of use, e-governance related activities, etc. of 36 ministries 
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and divisions, located in the Bangladesh Secretariat. Some public documents, such 

as: letters, circulars, orders, policies, etc. were also a source of primary data for the 

purpose of the study. Besides, primary data was collected through a predetermined 

checklist, in the course of reviewing the existing 20 websites of the subject ministries 

and divisions.  

1.9.2.2 Secondary Data 

To conduct the study, relevant secondary data were obtained from both 

published and unpublished sources. These were comprised of related books, 

journals, periodicals, thesis, articles, newspapers, reports, government documents 

including study reports, minutes, circulars and orders, project documents, the 

Internet materials, etc. These sources were made available through visiting different 

libraries and offices, face-to-face contact with different persons, and through 

browsing the Web. Some of the libraries, visited for the purpose of the study 

include: the Rajshahi University Library, IBS Library, Dhaka University Library, BUET 

Library, BIDS Library, the World Bank Library, UNDP Library, ADB Library, BIM 

(former BMDC) Library, BANSDOC Library, BPATC Library, BCS (Admn.) Academy 

Library, MoSICT Library, M/O Education Library, Ministry of Establishment Library 

etc. Many documents and reports, both published and published, including related 

government circulars, orders, etc. were attained through face-to-face contact with 

the respective persons and organizations.  

For scarcity of printed literature in Bangladesh on the emerging field of e-

governance, the Internet was a major source for many of the literatures on this new 

area of study. Electronic documents including research studies, articles, survey 

reports, journals, newsletters, fact sheets, governmental and organizational 

websites, e-governance websites, etc. were extensively explored. In some cases, 

email communications were required to contact local and foreign organizations and 

individuals both for information collection and/or for academic discussions. 
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1.9.3  Tools and Methods of Data Collection 

1.9.3.1 Questionnaire Survey 

Questionnaire survey was one of the main sources of the study to collect 

primary data in respect of IT training and IT operational skill of the respondents, 

availability of ICTs around them, use of ICTs, their awareness, perception and 

attitude towards e-governance, etc. A structured questionnaire was used for this 

purpose. The questionnaire was comprised of six major parts having different 

numbers of questions/statements, such as: personal information, IT training and IT 

operational skill, availability and use of ICTs, awareness, perception, and attitude. 

Questionnaires were distributed to the respondents for their voluntary filling up and 

when filled up, those were collected by the researcher. A set of the questionnaire is 

appended as Annexure I. 

1.9.3.2 Key Informant Interview 

Another set of structured questionnaire was prepared for obtaining primary 

data that were related to organizational information in respect of availability, 

connectivity and use of ICTs in the subject ministries and divisions. Information was 

also collected, particularly, about e-governance initiatives, such as: management 

structure, strategy, projects, focus areas, etc. To collect such information, key 

person for an individual ministry or division was searched and identified through 

observation and as well as through discussion with some officials of the 

ministry/division. Key informant of a particular ministry or division included anyone 

of the following personnel: 

 the leader/chairman of the e-governance focal point/team of the respective 

ministry/division,  

 a member of that team,  

 the Deputy Secretary/Senior Assistant Secretary responsible for looking after 

the internal Administration Branch/Section,  

 an IT professional who was closely associated with the e-governance/ICT 

activities of the ministry/division. 
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In the course of administering the questionnaire, the researcher followed the 

points of the questionnaire and noted himself all of the information, accordingly, 

provided by the key informants of the 36 subject ministries and divisions. The 

questionnaire, used in this purpose, can be seen as Annexure II. 

1.9.3.3 Content Analysis 

This approach was adopted particularly in two different areas of information. 

Firstly, in absence of any specific document that contains information about the 

management structure and strategic direction of e-governance in the country, it was 

required to collect related orders, circulars and other public documents to extract 

such information. Secondly, with regard to review the web initiatives by the 

government it was required to carry out a study on the websites of the subject 

ministries and divisions. In doing so, based on the guidelines provided by the 

government for creation of public websites in Bangladesh, a checklist  was prepared 

in advance. In accordance with the checklist, the researcher reviewed 20 websites of 

the respective organizations that were available during the study, to collect primary 

data in a view to ascertain their consistency with the government's instructions and 

the purposes served to the target groups. It can be referred to that government has 

prepared a guideline as to standardization of public websites in accordance with the 

decision of the fourth meeting of the National Task Force held on 3.4.2003, which 

was circulated by the MoSICT on 12.7.2003. Main features of the guideline include: 

standardization of web address- suggesting to start the web address with the initial 

letter of the concerned agency and to end commonly with "gov.bd", avoidance of 

unnecessary graphics/animation, regular updating and to follow the Website 

Template Functional Design Parameters of Government Organizations. The checklist, 

used in this context, is provided as Annexure III. 

1.9.4  Reliability Test of the Questionnaires and the Checklist 

Before adoption, the questionnaires that were developed for collecting data 

from the key informants and the sample respondents and the checklist that was 

developed for obtaining information on the websites were pre-tested. In this regard, 

the internal consistency of the questionnaires and the checklist were verified through 

administering those in the cases of 5 ministries/divisions, 12 individual respondents 
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and 3 websites. After some modifications, based on the reliability tests, the two sets 

of questionnaires for interview and survey, and the checklist for website review were 

finalized for administering of those to collect primary data.   

1.9.5  Selection of the Study Area, Key Informants and Respondents 

1.9.5.1 Study Area 

The Secretariat System is the cornerstone of government administration and 

primarily responsible for formulating administrative and development policies, 

monitoring their execution, and evaluating their impact.38 On the other hand, e-

governance is relatively a new concept in the area of public administration in 

Bangladesh. As generally can be observed, it is currently in an infancy stage 

surrounded with initial activities that are mostly related with policy planning, strategy 

formulation, preparatory activities, pilot projects, etc., and shows almost no or very 

few signs of field level implementation or involvement, so far. In view of this, the 

Bangladesh Secretariat was selected as the study area of the research that consists 

all of the ministries and divisions of the government. Presently, including the 

President's Office, the Prime Minister's Office, the Parliament Secretariat and the 

Election Commission, there are 50 ministries and divisions in Bangladesh. However, 

not all of the ministries and divisions are situated within the complex of the 

Bangladesh Secretariat. Considering the constraints related to time and resource, as 

well as for convenience, the area of study was further limited only to the ministries 

and divisions that were located within the premise of the Bangladesh Secretariat that 

comprised of 36 ministries and divisions (27 ministries and 9 divisions). A list of 

these ministries/divisions can be seen as Annexure IV.  

1.9.5.2 Key Informants 

Methods and criteria for selecting the key informants for the 36 subject 

ministries and divisions are already discussed in the previous Para 1.9.3.2.   

1.9.5.3 Respondents of the Survey 

To ascertain the availability and use of ICTs around the civil servants and to 

assess their level of aptitude, awareness, perception and attitude towards e-
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governance, a sample survey was conducted among the officials of the subject 

ministries and divisions. The purposive sampling technique was adopted, in this 

regard. Viewing that Class I officers are the driving force in the policy level activities 

performed by the Secretariat, the sample respondents were kept limited to the Class 

I officers only. On the other hand, considering resource and time constraint, the 

sample size was planned to keep within 150.  

With a target of 150 valid returns, questionnaires were distributed among 

'four levels' of 200 Class I officers working in the Bangladesh secretariat. Officers 

including designations - Assistant Secretary, Senior Assistant Secretary, Research 

Officer, Assistant Chief and Senior Assistant Chief constitute the 'junior level' officers; 

and among them 119 (59.5%) questionnaires were distributed. Secondly, Deputy 

Secretaries and Deputy Chiefs were the 'mid level' officers, where 38 (19.0%) 

questionnaires were distributed. Thirdly, 31 (15.5%) questionnaires were presented 

before the 'senior-mid' level officers that include the designations of Joint Secretary, 

Joint Chief and Chief. Finally, Additional Secretaries and Secretaries constitute the 

'senior level' of officers, where 12 (6.0%) questionnaires were distributed. 

Percentage of distribution of questionnaires was not determined strictly following the 

actual proportionate shares of the respective levels to the total strength of the 

workforce; rather, it was determined to get an acceptable representation of the each 

level, within the small sample size of the study. Besides, 50 (25.0%) questionnaires 

were distributed among the female officers working in the capacities of those levels. 

1.9.5.4 Scrutiny, Validity Check and the Valid Respondents 

Out of 200 officials, 158 had returned the questionnaires accommodating 

their responses. However, after scrutiny, 17 questionnaires were abandoned because 

of deficiencies, such as: 10 questionnaires were found incomplete and seven 

questionnaires were found inaccurate in terms of non-validity of responses.  After 

scrutiny, 141 questionnaires were accepted that constitute the valid respondents of 

the present research. Distribution of the respondents by designation and sex is 

provided in the Table 1.1. 
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Table 1.1 
Distribution of Respondents by Designation and Sex 

Designation 
 

Sex Total 

Male Female 

Junior Level Officers 
Assistant secretary, Senior Assistant Secretary, Research Officer, 

Assistant Chief and Senior Assistant Chief 

64 

(73.6%) 

23 

(26.4%) 

87 

(100.0%) 

    
Mid Level Officers 

Deputy Secretary and Deputy Chief 

21 

(77.8%) 

6 

(22.2%) 

27 

(100.0%) 
    

Senior-mid Level Officers 

Joint Secretary, Joint Chief and Chief 

16 

(80.0%) 

4 

(20.0%) 

20 

(100.0%) 
    

Senior Level Officers 
Additional Secretary and Secretary 

7 
(100.0%) 

0 
(0.0%) 

7 
(100.0%) 

    

 Total 108 
(76.6%) 

33 
(23.4%) 

141 
(100.0%) 

1.9.6  Administering the Questionnaires and the Checklist 

Key Informant Interview: As stated earlier, based on the structured 

questionnaire, the researcher himself noted the information provided by the 

informants of the 36 ministries and divisions. The interviews were conducted during 

August-November, 2004. 

Sample Survey of the Class I Officers: Questionnaires were distributed to the 

respondents and left with them for their voluntary filling up and were collected later, 

in accordance with the dates and times given by the officers. Distribution and 

collection of questionnaires were made through face-to-face contacts except most of 

the cases of senior levels. Getting appointment with a senior position was not easy; 

and even, in some cases, where appointments were made earlier, officers were 

found having busy with internal discussions, file works, meetings or visits. Personal 

Officers or the Private Secretaries were the channels to make contact and getting 

feedback from senior level officials. Same as the key informant interview, the survey 

was conducted during August-November, 2004. 

Review of the Websites: Based on the checklist, the websites were reviewed 

by the researcher himself during mid April to mid May 2005. 
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1.9.7  Techniques of Data Analysis and Measurement Procedures 

After collection of primary and secondary data, researcher had to code and to 

classify those raw data, and to make entry into computer for further statistical 

processing. Analysis and interpretation were made both qualitatively and 

quantitatively. In this connection, descriptive, logical and quantitative analysis were 

introduced. Besides, appropriate measurement tools and indicators were used, 

where felt necessary. Following points will specify this area with more details:  

1.9.7.1 General 

Descriptive analysis, based on simple and cross tabulation, arithmetic 

average, frequency distribution, mean, range, weighted average, standard deviation, 

etc. were used to provide outputs of different points of investigation, such as: 

availability of technology, connectivity, IT training, IT trained employees, PC user 

employees, e-governance initiatives, web initiatives, etc. 

1.9.7.2 Use of ICTs and Focus of Current E-Governance Initiatives 

 Use of PCs by tasks and use of e-mail by corresponding counterparts were 

measured through a categorical scale. Responses given in the scale were calculated 

by giving scores for each category and then overall score of an individual item was 

calculated and compared with others. Based on the calculation and comparison 

analysis and interpretation were made. Same procedure was followed in respect of 

analysing the focus of current initiatives of e-governance in Bangladesh. 

1.9.7.3 Measuring Aptitude Level of the Respondents 

A five point categorical scale was provided and the respondents were 

requested to evaluate their own proficiency level in seven specific types of computer 

applications, as well as an open type was also offered. Scores were provided for 

each type, based on one's proficiency level (excellent = 4, good = 3, working = 2, 

little = 1, and no = 0) at the corresponding application. General level of IT aptitude 

of a respondent was evaluated through calculating individual score based on their 

levels of proficiency for the eight types of applications. Then, specific level of 

aptitude was determined, as below: 



 37 

Scorei Interpretation Level of Aptitude 

1-5 
Not able to manage 3 types of computer applications at a 
'working' proficiency level. 

Low 

6-10 

11-15 

Show a minimum equivalent ability to manage at least 3 
types of applications and for each type, has no less than 
'working' level of proficiency. 

Moderate 

16-20 

21-26 

Has an equivalent ability of handling minimum 4-5 types 
of applications with 'excellent' level of proficiency. 

High 

1.9.7.4 Measuring Level of Awareness, Perception and Attitude  

Respondents were offered with different number of statements in a view to 

assess their level of awareness, perception and attitude towards e-governance. 

Statements were prepared carefully so that they could suitably correspond to the 

respective factor, enclosed with variation, at the same time, unambiguous. In the 

case of attitude, both positive and negative types of statements were provided and 

values/scores were assigned in a reverse way, at the time of computation. To 

measure respondents' level of awareness, perception and attitude, - the Summated 

Rating or the Likert approach was adopted using a five point categorical scale. Based 

on the responses, and after computing the individual scores of the respondents their 

level of awareness, perception and attitude was categorized in the following way: 

Low level       < Mean - Standard Deviation 

Moderate level  < Mean ± Standard Deviation 

High level       > Mean +Standard Deviation 

1.9.8 Theoretical Framework as the Key Pointer 

The theoretical framework that is derived in the next chapter, based on 

conceptual discussions, was the key pointer in designing the layout of the research. 

Throughout the study, it provided the guiding edge for delineating discussions, 

generating arguments, and formulating recommendations. 

                                                 

i Minimum and maximum score was projected by the survey as 1 and 26 respectively. 
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1.9.9 Human and Technological Assistance 

Two Research Assistants were appointed to assist the researcher in the 

process of distribution, follow up and collection of questionnaires and in the process 

of sorting and coding the questionnaires and the checklists. Besides, for statistical 

data entry and for composing of the draft dissertation special assistances were taken 

from other individuals. 

The research was notably supported by the ICTs in the areas of data 

collection, data processing, analysis and presentation. As it is already stated, 

Internet was a source of both primary and secondary data for the purpose of the 

research. It was the Internet that made available for the researcher plenty of 

worthwhile recent literatures and documents, and global information and 

experiences, on a relatively new area of study. 

Computer based different applications were used with regard to the tasks of data 

storing, processing, analysis and presentation. Particularly, SPSS 11.0 for Windows was 

the major tool for data processing and analysis. MS Excel was also in ample use for 

tabulation and creation of charts, and for some simple numerical calculation.  

1.9.10 Ethical Aspects 

To conduct the study, due attention was maintained regarding various 

aspects of ethical issues. Data collection tool i.e., the questionnaires were contained 

with a clearly specified statement in respect of objectivity and confidentiality of the 

information given by the respondents. Purpose of the research and next use or the 

information, given by the informant, were explained and consent was taken from 

each informant before interview or data collection. Collected information was 

handled carefully in terms of confidentiality; on the other hand, those were used for 

the purpose of the study only. Due reference and acknowledgement are provided in 

the cases of secondary data, using any other's idea, literature, etc. The research has 

been conducted within the specified research methodology and avoiding bias. 
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1.10 Plan of the Dissertation 

Including the present introductory chapter, dissertation of the study contains 

six chapters. A brief outline of the rest of the dissertation is indicated below:  

Chapter 2. Conceptual Discussion and Theoretical Framework- 

Second chapter of the dissertation contains two parts. Part I attempts to delineate 

conceptual ideas on e-governance from the perspective of public administration, and 

in doing so, presentation of plenty of definitions are avoided; rather a cross-angle 

discussions on different theoretical perspectives are provided to realize a complete 

understanding of e-governance. Based on the conceptual discussions, Part II of the 

chapter proposes a holistic theoretical framework that attempts to encapsulate both 

the concept of and building blocks for e-governance from a public administration 

point of view, where citizen-centricity is the main thrust. On the context of 

developing countries, proposed framework intends to identify and situate the 

'missing-blocks' of e-governance 'puzzle'; and among other factors and actors, to put 

due focus on those missing ones, as well. The proposed approach sets eyes on e-

governance as a whole effort perceiving that all of the components or building blocks 

of it are compact and they demand a gradual and balanced growth. Besides, the 

framework outlines the surface of the present research.  

Chapter 3. The State of Global E-Governance- This chapter is designed 

to explore into the happenings of the global e-governance with particular interests in 

the areas of present status and important lessons. For this purpose, global trends 

and factual situations of e-governance are presented and analysed. In this course, 

existing divergence, variations and disparities are denoted accordingly. 

Chapter 4. E-Governance in Bangladesh: A Macro Perspective- The 

fourth chapter attempts to review, in general, the present surroundings of e-

governance in Bangladesh from a macro point of view. In this respect, the 

background vicinities are taken under consideration; attempts are made to find out 

the existing management structures and their relationships, and to find out existing 
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strategic directions of e-governance in the country. Particular interest of this chapter 

remains on to apprehend the present footings and growth of the enabling factors 

under national e-governance initiatives.  

Chapter 5. E-Governance: The Case of the Bangladesh Secretariat- 

As Bangladesh perspective is the core thrust of the present study, in continuation of 

the fourth chapter, the fifth chapter initially deals with the results of the surveys and 

the results of the review of the websites of the 36 ministries and divisions located in 

the Bangladesh Secretariat. Subsequently, the chapter attempts to identify the 

strengths, weaknesses and challenges towards introducing e-governance in 

Bangladesh.  

Chapter 6. Findings, Recommendations and Conclusion- Based on the 

discussion, analysis and arguments that have been drawn in the previous parts of 

the dissertation, the final chapter concludes with providing findings and 

recommendations of the research. 

1.11  Conclusion 

Among the many promises of the digital revolution, the most significant one is 

its potential to strengthen democracy and make governments more responsive to 

the needs of their citizens. E-governance includes: providing greater access to 

government information; promoting civic engagement by enabling the public to 

interact with government officials; making government more accountable by making 

its operations more transparent and thus reducing the opportunities for corruption; 

and providing development opportunities, especially benefiting rural and traditionally 

underserved communities. E-governance is not a tool limited to the richer countries. 

Indeed, some of the most innovative uses of recent technologies in governance are 

appearing in the developing world, as ICTs are being used to streamline government 

and connect it more closely with the people it is supposed to serve. In this rapidly 

connecting global environment, Bangladesh's ability to compete effectively in the 

region and maintain its international status will be dependent upon its active 
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involvement in the ever-increasing commercial, scientific and cultural possibilities 

offered by these technologies. Although the issue of IT is already visible in 

Bangladesh, recent studies and events seem to focus on ICTs as a relatively new 

sector, with inadequate reference to the potentials of electronic governance. The 

present study is an effort to examine the e-governance concept from the public 

administration point of view, with particular reference to the current initiatives in 

Bangladesh in this context. It has particular thrust on the issues of readiness of 

public officials towards the concept and practices of e-governance, and on the issues 

of citizens' benefits, as well. 
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Chapter 2  
Conceptual Discussion  

and Theoretical Framework 

PART I.  CONCEPTUAL DISCUSSION 

2.1 Introduction 

The concept of e-governance or e-government has a relatively short history; 

most countries are in the infancy of e-governance. Within a short pace of time, 

moves for a shift from traditional governance to e-governance is evident around the 

world, when both developed and developing countries are paying much attention to 

the potentials of this newer concept. With these moves, theories and practices of 

governance and public administration have started to step into a new digital era. 

This chapter contains two parts. Part I attempts to derive a broad conceptual 

understanding about e-governance from this perspective of public administration, 

and in doing so, presentation of plenty of definitions are avoided; rather general 

aspects, technological advancement and rise of this concept are presented to 

understand the background foundation. Cross-angle discussion on different 

theoretical models, such as: relationship among government, governance and 

democracy, relationship among government, business and citizens, and e-

governance cliental relationships are analysed to focus on public administration 

perspective and to clarify the shifting linkages between traditional and electronic 

governance. Besides, strategic planning, implementation phases and approaches for 

e-governance are the core interests of this part. Based on conceptual discussions, 

part II of this chapter proposes a theoretical framework that addresses 

understanding the focus, factors and partners of e-governance and addresses 

understanding the planning, designing and implementation of e-governance. 

2.2 E-governance Aspects  

E-governance is seen as the application of electronic means in the interaction 

between government and citizens, the government and business and in the internal 
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government operations to simplify and improve government, democratic and 

business aspects of governance. Two major dimensions of e-governance are: 

a. Applications of governance that fit to the demands and expectations of an 

emerging information society, and 

b. Applications of ICTs for facilitating governance functions and activities. 

The governance dimension indicates three major aspects of e-governance: 

government, democracy, and business. 

2.3 E-governance Objectives 

E-governance is more about governmental processes, business 

transformation and cultural change, and less about technology. In this sense, 

functionally, four major objectives of e-governance that are borrowed from the 

United Nations1 presented below:  

a. Efficient government management of information to the citizen; 

b. Better service delivery to citizens; 

c. Improved access and out reach of information; and 

d. Empowerment of the people through participatory decision-making. 

2.4 E-Governance Benefits  

In general terms, the benefits of e-governance must be a very big list that can 

include: 

a. One-stop access to interactive government information and services from 
anytime anywhere 

b. Eliminating layers of government management 

c. Lower costs as well as improved efficiency and quality of services 

d. Effective linkages between citizens and government 

e. Improve efficiency of government workers  

f. Facilitate transparency and accountability 

g. Streamlines government operations to guarantee rapid response to citizen 
needs, etc. 
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2.4.1 Creation of Public Value and Public Space 

It is noteworthy that e-governance is a tool, and like any tool, no matter how 

powerful, it has limited value and relevance in itself. However, its real benefits arise 

from its application with specific goals of creation of „public value‟ and „public space‟. 

Public Value: "Public value refers to the value created by governments 

through the provision of services, the passing of laws and regulations, and other 

actions"2 Creation of public value is a broad term that encompasses the various 

democratic, socio-economic and governance roles of governments. Tangible 

examples of such roles are: the provision of public administration and public 

services (health, education, social care); the development, implementation and 

evaluation of policies and regulations; the management of public finances; the 

guarantee of democratic political processes, gender equality, social inclusion and 

personal security; and the management of sustainable development. In an evolving 

knowledge-society, more efficient creation, management and use of knowledge is 

needed in order to create public value. Processes are needed to be more 

participatory, and governments more networked. Knowledge management should 

allow governments to be more flexible, so that they can response to changing and 

diverse environments and needs. To create public value for the citizen, governments 

must better understand and address the citizen‟s needs and understand to what 

degree they should empower citizens through e-governance. Governments must 

also take account of business needs, such as the need to minimize the costs of 

interacting with public administration, and the need for increased competitiveness in 

an increasingly global economic environment.3 

Public Space: In view of globalisation and technological advancement, the 

need for a new social contract among the public at large, the government and the 

business is being increasingly recognized. -A novel contract, which would be 

supportive to configure a civil society based on the conceptual framework provided 

by the UN Millennium Declaration, and would engage the civil society in defining 

and pursuing of the "value matrix" reflecting the aspirations of individuals and 

communities. This course can accomplish the institution of "public space", in which 

government would not simply privatise its functions; rather open them to public 
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participation. In pursuit of human development, where values are clearly 

pronounced, individuals and communities are engaged in formulating their 

development preferences and the government upholding the laws to protect the 

civil society. In this avenue, public value can be created by anyone but entrusted to 

those who can deliver it best -individuals, business firms, NGOs, CSOs and public 

organizations alike. An indicator of performance needs to be in existence that would 

ensure, inter alia, private value is not sold in the name of public value. In spite of 

everything, government is still accountable because it has been created by the 

society to deliver public value.4 

2.5 E-Government Tools 

According to their main use, e-government tools may be classified into 

following six categories.5 Some of the tools may have overlapping because of their 

more than one use. 

First category–such as idea generation, problem structuring and argument 

support, scenario building tools – is principally used to generate understandings. 

Second category – such as search agents, digital agents, sensors, and 

communication recording and storage systems – mainly used to gather, collect data 

or observations. 

Third category – spreadsheets, organizational memory tools, document flow 

tracking systems, geographic information systems, training simulation systems for 

decision makers, etc. – normally used to organize and analyse data on events, 

conditions, problems, processes. 

Fourth category – examples are: e-mail, electronic conferencing, video 

conferencing, meeting support systems argumentation support, electronic document 

interchange – used to support communication and transaction. 

Fifth category – such as spreadsheets, expert systems, neural nets, etc. used 

directly to model and advise on making particular decisions. 

Sixth category – intranets and World Wide Web – create environments that 

provide integration and storage. 
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Many of the tools of various categories, stated above, have some precursor 

or analogue in the paper and ink world, but there are others that have none – such 

as neural nets, expert systems. 

Table 2.1 
Adoption of E-Government Tools 

 1970s and before 1980s 1990s 2000s 

Data collection     Digital agents 

Data organisation 
and analysis 

Analysis of 
spreadsheets 
transaction data, 
economic modelling in 
treasuries  

 Hypermedia geographic 
information systems, 
land use development 
simulation 

 

Communication 
support 

 Video-conferencing, E-mail, electronic 
conferencing, bar code 
document and decision 
flow tracking 

Meeting support, 
argumentation 
support 

Decision 
modelling and 
advice 

 Expert systems, initially 
in case decision, then 
in consistency testing 
for law 

Neural nets 
experimented with in 
case decisions 

Neural nets 

Understanding 
generation  

  Problem structuring 
tools 

 

Integrated 
environments  

  Intranets, World Wide 
Web, groupware 

 

Source : PERRI, ''E-governance: Weber‟s revenge?'', p. 29. 

From Table 2.1 it is evident that public sector has been using IT for more 

than 40 years. Typical applications of these technologies in government‟s operations 

can be also chronologically viewed as below: 6 

a. Basic electronic data processing: since 1960s 

b. Spreadsheet: since 1970s on mainframe computers and 1980s on micro-
computers  

c. Expert systems: since 1970s in the USA and since 1980s in the UK 

d. Electronic mail (e-mail): since early 1980s  

e. Geographical Information System (GIS): since mid 1980s  

f. Modelling and simulation: since 1980s 

g. Intranets: since early 1990s  

h. Electronic Data Interchange (EDI): since 1990  

i. The World Wide Web/Internet: since mid 1990s  
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In late 1990s and 2000s adoption of “second wave tools” has been seen to 

increase which include: 

a. Digital Agents – web search support systems for the policy makers. 

b. Group Decision Support System (GDSS) – group creativity tools, electronic 
whiteboard for idea sharing, meeting management tools, etc. 

It is observed that distinction from the “first wave” tools that reached early 

stages of adoption in 1980s and before was basically a chronological one, although 

in general the degree of sophistication in knowledge management and group 

decision support system in first wave tools was lower, while conversely the second 

wave was characterized by innovation in data analysis and communication support.7 

2.6 Impact of Using E-Government Tools 

There are debates as to how e-government tools going to impact, when 

those are adopted in public sector governance system. At least four schools of 

thought8 are there in this regard and each of those represents possible future 

understanding as to the potential impact of e-governance. 

a. Pure optimism – This view uncompromisingly argues that use of these 

technologies represents a major once-for-all improvement in the capabilities 

of governance through a more effective management of all domains. This 

improvement comes only at the investment and day-to-day running costs. 

Besides, these systems reduce the costs of acquiring, ordering, coding, 

organizing, selecting, managing, and using information steadily over time; 

and ultimately the initial investment costs will more than pay for themselves 

over the life time of the systems. Classical cybernetic theoryi is the main 

basis of this optimistic view.9 

                                           
i
 Norbert Wiener first used the term cybernetics in 1947 with reference to the centrifugal 

governor that James Watt had fitted to his steam engine, and above all to Clerk Maxwell, who had 

subjected governors to a general mathematical treatment in 1868. Wiener used the word “governor” 
in the sense of the Latin corruption of the Greek term kubernètes, or “steersman”. As a political 

metaphor, the idea of steersman was already present in A.M. Ampère, who in 1843 had defined 
cybernetics as the “art of government”. Wiener defined cybernetics as the study of “control and 

communication in the animal and the machine”. This definition captures the original ambition of 
cybernetics to appear as a unified theory of the behaviour of living organisms and machines, viewed 

as systems governed by the same physical laws.  

(Source : http://www.scienzecom.unisa.it/Cybernetics.pdf) 
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b. Optimism with some concern – Here, at least the possibility of system control 

quality and rationality in decision making is accepted with observation that 

unless safeguards are put in place, e-governance systems may result in 

compromising citizens‟ rights such as: the right to individual liberty and 

privacy, the right to influence governmental decision making and loosing 

control over politicians‟ decision making agendas. This view essentially 

shares the cybernetic theorists‟ conception of information as system control, 

but also wants to explore into the possibility of the darker sides of control. 

c. Pessimism – This view rejects the cybernetic theory and expresses concern 

about “paralysis by analysis” situation caused for the delays due to excessive 

demand for policy analysis. There are also fears that cultivation and exercise 

of judgement in decision-making will be downplayed and e-government will 

actually compromise the quality of decision-making. Here, trope of 

information is as noise. 

d. Technological view – Technologies are viewed here merely as tools or means 

by which styles of governance are changed or preserved. Both continuities 

and changes in governance are driven socially and politically, not by 

technology itself. Therefore, information, on this view, is neither control nor 

noise – rather, it is a totem.10 

It is obvious that technology by itself does not necessarily result in more 

efficient and effective government. Even, it can carry a darker side also which may 

cause for some negative impacts. Nevertheless, these technologies conceive much 

potential to serve a variety of different positive ends: better delivery of government 

services to citizens, improved interactions with business and industry, citizen 

empowerment through access to information, or more efficient government 

planning and management. The resulting benefits can be less corruption, increased 

transparency, greater convenience, revenue growth, and cost reductions.11 

Technological advancements become effective when they are considered 

alongside other key parameters such as: social structure, cultural values and 

attitudes, governance process re-engineering, ethical issues, etc.12 
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2.7 Rise of E-Governance 

Both information and technology, at least, to some extent or level, were 

being employed by governments in their internal communications, interaction and 

processing functions, since long. Governments, in those days, were organized 

around agencies and bureaucracies with little information flow within themselves, 

and with operations developed to meet their own requirements, not to meet the 

needs of citizens. But from the early decades of computing the scenario of 

information technology in the government operations and decision-making system 

started getting its own shape. The industrial age big government started 

transformed into information age “integrated” government. However, the term and 

essence of e-governance was still awaiting till the integration of technologies 

happened and new model of information and communication technologies appeared 

as a key enabler of this reinvented government, where the old model of IT moved 

to a new model of ICTs.  

...e-governance is the use of information and communication technology to support good 
governance. It moves old „IT in government‟ models...The old model was one of 
information technology (IT) automating the internal workings of government by 
processing data. The new model is one of information and communication technologies 
(ICTs) supporting and transforming the external workings of governance by processing 
and communicating data.13  

This is identified as the turning point of bureaucracy into ''infocracy''. With 

more and more introduction of ICTs in governance initiatives, government has 

become connected government; - connected within government (with its 

department/agencies), connected with private sector, connected with civil society, 

and more importantly connected with citizens. Here, e-governance is not about 

changing of government‟s functions or purposes, goals or objectives, rather changing 

or reforming how government works, manages information, manages internal 

functions, serves citizens and business. It is about re-engineering of the government‟s 

business processes, both within individual agencies and across government. 

2.8 From Government to E-Government and Governance to E-
Governance 

Government is a dynamic mixture of goals, structures and functions and 

governments‟ objectives are: maintaining collective security, administering justice, 
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providing the institutional infrastructure of the economy, ensuring that vital social 

capital is enhanced through improvements in health and education and through 

strong families and communities. 14  

By adding the prefix „e‟ to the words government and governance a stream 

of thought and a conceptual framework is maintained with which one can relate 

applications of modern electronic technologies. Government and governance both 

are about getting the consent and cooperation of the governed, where government 

is the formal apparatus for this objective and governance is the outcome as 

experienced by those on the demand side. When it is well implemented and well 

managed, e-government becomes more productive version of government, in 

general. On the other hand, when it is well supported with the appropriate 

principles, objectives, programmes and architectures, e-governance can evolve into 

participatory governance.15 

E-governance is beyond the scope of e-government. While e-government is defined as a 
mere delivery of government services and information to the public using electronic 
means, e-governance allows citizen direct participation of constituents in political 
activities going beyond government and includes e-democracy, e-voting, and participating 
political activity online. So, most broadly, concept of e-governance will cover government, 
citizens participation, political parties and organizations, parliament and judiciary 

functions.”
16 

In a recent book titled “The Transformation of Governance” Professor Donald 

F. Kettle observes that government is an institutional superstructure that society 

uses to translate politics into policies and legislation. Governance is the outcome of 

the interaction of government, the public service and citizens throughout the 

political process, policy development, programme design and service delivery. 

Governments are specialized institutions that contribute to governance. The 

institution of government involves a narrower range of considerations than the 

wider functions of governance. 

Borrowing Donald F. Kettle‟s concept Thomas B. Riley, an e-government 

scholar, prepares the table, presented below, that speaks about the corresponding 

characteristics of government, governance, e-government and e-governance17:  



 53 

Table 2.2 
Corresponding Characteristics of Government, Governance,  

E-Government & E-Governance 

Government Governance 

Superstructure Functionality 

Decisions Processes 

Rules Goals 

Roles Performance 

Implementation Co-ordination 

Outputs Outcomes 

E-government E-governance 

Electronic Service Delivery Electronic Consultation 

Electronic Work Flow Electronic Controllership 

Electronic Voting Electronic Engagement 

Electronic Productivity Networked Societal Guidance 

Source : Thomas B. Riley, ''E-government vs. E-governance: Examining the Differences in a Changing 
Public Sector Climate'', p. 6. 

Transition from traditional to electronic world of government or governance is 

not the question of throwing out all the public sector that has developed over the past 

through careful debate, trial and error and implementation. Rather, it is the question 

about adaptation and change to meet the new challenges of the digital world while 

being rooted in the strengths of past. Unlike private sector, governments by nature 

are conservative organizations and slow to adapt to change; they are the stable point 

in a society. Most importantly, government is perceived and continues to be perceived 

as the bedrock of society. This is why the transition to e-government, e-governance 

and e-democracy is a smooth one. The pillars of e-government and e-governance are 

now being defined and considered as the natural extensions of the sound 

methodologies of how government organizations should be run.18 

Although, the terms e-government and e-governance are different from each 

other having different scopes of their own, but as in practice, these two terms are 

not strictly distinguished from each other and are often being used interchangeably. 

There are two other terms carrying similar corresponding meanings: „digital 

government‟ and „digital governance‟. In this study, „e-government‟ and „e-
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governance‟ will be treated as two different terms with their different meanings, 

stated above. However, for obvious reason, in many cases these terms may appear 

interchangeably, especially when referring to others‟ literatures and opinions. 

2.9 Understanding the Relationships 

2.9.1 Governance Relationships Models 

The Governance System Actors Relationships Model outlines the governance 

system through presenting three main actors and relationships that exist amongst 

them. Three main actors are: political system, public administration, and society 

(further divided into two sub-categories: businesses and citizens). The governance 

system is defined as the relational model of these three subsystems: political 

systems and public administration interacting with society. Again, all of the sub-

systems keep interface for their internal relationships. In these relationships, society 

is the primary client, which gives legitimacy and delegates power to political system 

to act as primary server towards the society. Public administration lies in between 

the primary client and primary server, which is appointed to address social, needs 

through administrative processing based on its professional expertise. Social needs 

legitimate the necessity of building the governance system. The governance system 

(political and administrative system plus interaction interface with the society) 

receives needs as input and after processing them produces services and 

regulations to address these needs.19 
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Figure 2.1 
The Governance System Actors Relationships Model 

 
Source : Vassilios Peristeras, et al., ''E-government or E-governance? Building a Domain Model for the 

governance System'', p. 4. 

In a research work,20 Katherine Reilly shows that governance can be broken 

down into three models: 

a. State governance – the modernization of public administration. 

b. Public action governance – the aggregation of demands by the state and the 

relationship between demands and state response focusing on public 

confidence in the state‟s abilities. 

c. Democratic governance – governance as an attribute of society that allows it 

to produce a basic social consensus – as expressed through a cooperative 

and non-hierarchical relationship between government and civil society. 

Good governance may be reflected through state governance and/or public 

action governance, and may also facilitate participatory democracy, but does not 

embody it. The relationship between governance and participatory democracy 

balances the relationship between societal actors. Democratic governance refers to 

the complex relationship between civil society, on the one hand, and the public 

sphere on the other. In this complex relationship, civil society demands and 

proposes solutions, participates in public affairs and keeps the state accountable by 
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imposing controls. The government in turn processes demands and proposals of the 

civil society, - responds, makes it accountable and seeks to make itself legitimate by 

articulating consensuses. Each of these dimensions has a direct link to how the 

Internet is used by the governments. 

Figure 2.2 
Democratic Governance 

   

 

 

 

 

Source : Katherine Reilly, ''Governments, ICTs and Civil Society in Central America: Is National 

government ICT Use Contributing to More Democratic States?'', p. 3. 

2.9.2 E-Governance, E-Democracy and E-Government Relationship 

Michiel Backus in his study “E-governance and Developing Countries: 

Introduction and Examples” presents the relationships through defining the terms: 

21 

E-democracy: Refers to the processes and structures that encompass all 

forms of electronic interaction between the government (elected) and the citizen 

(electorate). 

E-government: A form of e-business in governance and refers to the 

processes and public needed to deliver electronic services to the public (citizens and 

businesses), collaborate with business partners and to conduct electronic 

transactions within an organizational entity. Government consists of levels and 

branches; - levels such as: central, national, provincial, department and local 

government institutions. Branches are: executive, legislature, and judiciary. 

Government operations are all back office processes and inter-governmental 

interactions within the total government body. 
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2.1.1.1 Public 
Action Governance seeks accountability & legitimacy, 
processes demands, responds 

makes demands & proposals, 
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Democratic Governance 

State Governance 
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E-governance: Application of electronic means in the interaction between 

government and citizens and government and businesses, as well as, application of 

electronic in internal government operations. 

Katherine Rilley, on the other hand, provides an overview and comparison of 

these concepts from the perspective of civil society looking at government, which is 

presented in the following table:22 

Table 2.3 
Comparing E-Government, E-Governance and E-Democracy 

Title Focus When Online Objective of Online 
Government Activity 

Example of  
Government Work 

State 
governance 

Government E-Government Modernization of the 
state 

Online services and internal 
administrative mprovements 

Public Action 
Governance 

Good 
Governance 

E-Governance Improvement of 
legitimacy & ability to 
aggregate demands 

Government forums, online 
poling, project information 
online 

Democratic 
Governance 

Democracy 
Building 

E-Democracy Facilitation of 
participatory 
governance 

Internet facilitated 
disclosure of information, 
transparency and 
accountability mechanisms 

Source : Katherine Reilly, ''Governments, ICTs and Civil Society in Central America: Is National 
government ICT Use Contributing to More Democratic States?'', p. 5. 

2.10 E-Governance Relationship Models 

Three main target groups are distinguished in e-governance concepts, as 

suggested by most of the scholars. These are: citizens, business and government 

itself. A strategic objective of e-governance is to support and simplify governance 

for all parties. Here, external strategic objective is to satisfactorily fulfil the public‟s 

(both citizen and business) needs and expectations on the front office side through 

simple, efficient and effective online interactions. Internal strategic objective is to 

facilitate a speed, transparent and accountable process for performing government 

administration activities in the back office (within government). These three groups 

form three entities in the e-governance interaction model: 

a. Government to Citizen (G2C) 

b. Government to Business (G2B) 

c. Government to Government (G2G) 



 58 

Figure 2.3 
Interactions between Main Groups in E-Governance 

 

 

 

 

 

Source : Michiel Backus, ''E-Governance and Developing Countries: Introduction and Examples'', p. 4. 

Government to Citizen (G2C): This model of relationship between e-

government and citizens provide greater access to government information through 

making available online laws, regulations, forms and data. Promotes civic 

engagement by enabling the public to interact more conveniently with government 

officials (examples: obtaining license, certificates, filing tax return, etc.). It also 

cares for providing rural and traditionally underserved communities with information 

and communications capabilities. 

Government to Business (G2B): Here government serves as an enabler and 

broker of economic activities, a consumer of commercial goods and services and as 

the regulator of both domestic and international trade and commerce. 

Government to Government (G2G): This partnership model defines the 

relationship between other levels and branches of government for the purpose of 

efficient and effective service delivery through their smooth coordination and 

integrated functionalities. It is also about serving and preparing employees, 

allocating responsibilities and engaging in ongoing interactions with foreign states 

and international organisations to further political and economic goals. 

An additional relationship model, i.e. Government to Employee (G2E) is 

prescribed by some scholars and practitioners with the arguments that unlike 

technology, governance is essentially a normative, relational exercise, rather than a 

purely functional one. Government‟s role is to facilitate and relate rather than dictate 

or create. With this philosophical understanding government adopts the role of: (a) 
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facilitator (and repository) of political expression and action, both at home and 

abroad; (b) facilitator of economic activity, and (c) deliverer of public services. From 

these roles flow and as government facilitates business, democratic engagement and 

service delivery, so employees represent the facilitators of government. G2E 

interaction includes strategic and tactical mechanisms for encouraging the 

implementation of government goals and programmes, as well as administrative 

elements such as human resource management, budgeting and accounting.23 

Figure 2.4 
A Broad Schematic System for E-Government Models 

 
Source : Zhiyuan Fang, ''E-Government in Digital Era: Concept, Practice, and Development'', p. 10. 

Further elaboration of the types of partnership or relationship pattern also 

observed24 – based on scope of e-government and aspects of e-government as to 

how it brings citizens, civil societies and businesses closer to government. These 

are: Government to Citizen (G2C), Citizen to Government (C2G), Government to 

Business (G2B), Business to Government (B2G), Government to Employee (G2E), 

Government to Government (G2G), Government to Non-profit (G2N) and Non-profit 

to Government (N2G). Eight categories of above stated e-government partnerships 

are further summed up into five consumer to government relationships: Citizens to 

Government, Business to Government, Government to Non-profit, Government to 

Government and Government to Employee. Characteristic of these types of e-

government relationship models are briefly presented in the table below: 
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Table 2.4 
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 
responsibilities, 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 solution 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; 
communication 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, regarding 
administrative acts and laws, policy 
making, data, projects or programs, 
background information to decisions, 
etc. 

Information is exchanged among 
different authorities and different 
hierarchical levels; discussion 
forums; communication in 
negotiation and decision making; 
interaction regarding administrative 
acts and laws, projects or 
programs, etc. 

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

N2G 

and 

G2N 

Exchange of information regarding 
administrative acts, administrative 
policy, data, registers, laws, political 
programs, background information to 
decisions etc. 

Information is exchanged among 
different organizations and 
agencies; discussion forums; 
communication in negotiation and 
decision making; interaction 
regarding administrative acts 

Intra-organizational 
workflow, and exchange 
of policy and solution, 
data, information and 
knowledge management, 
etc. 

G2E Exchange of information regarding 
works and performance, personnel 
policy, data, and notice for career 
management and development of 
government employees, etc. 

Information is exchanged among 
different department or persons; 
discussion forums; communication 
in negotiation and decision making; 
interaction regarding works and 
performance, etc. 

Interpersonal workflow, 
and exchange of 
personnel policy and 
solution, data, 
information and 
knowledge management, 
participation online, etc. 

Source : Zhiyuan Fang, ''E-Government in Digital Era: Concept, Practice, and Development'', p. 8. 

However, for the purpose of the present study, these e-governance 

relationship aspects will be treated under three broad categories that are able to 

include all actors within themselves. Such as, G2G is able to define relationships 

between different levels and branches of government, government and employees 

and foreign countries and international agencies. G2B can define relationships 

between government and markets and with the private sector. G2C can include 

relationships between government and citizens, NGOs and the civil society. These 

three relationships have their corresponding interfaces in the governance system 

relationships, as pointed out earlier. On the other hand, these relationships are 
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practically achieved in the process of e-governance implementation through 

different phases. 

2.11  Phases of E-Government 

Many opinions are observed as to how many phases are there in the process 

of e-governance. Most of the scholars indicate four or five phases; however, they 

also vary in naming these phases. Discussion on some of those seems to be 

relevant for clear understanding. 

Considering the levels of online activities, web presence and maturity of 

Internet use, - the United Nation‟s study on e-governance entitled “Global E-

Government Readiness Report 2004: Towards Access for Opportunity” lists the 

following five stages of e-government:25 

Emerging presence (Stage I): The e-government online presence comprises a 

web page and/or an official website. Some archived information such as the head 

of states' message or a document such as the constitution may be available on 

line; most information remains static with the fewest options for citizens. 

Enhanced presence (In Stage II): Government provides more sources of 

current and archived information, such as policies, laws and regulation, 

reports, newsletters, and downloadable databases. The user can search for a 

document and there is a help feature and a site map provided. Interaction is 

still primarily unidirectional with information flowing essentially from 

government to the citizen. 

Interactive presence (Stage III): The online services of the government enter 

the interactive mode with services to enhance convenience of the consumer 

such as downloadable forms for tax payment, application for license renewal. 

Audio and video capability is provided for relevant public information. The 

government officials can be contacted via email, fax, telephone and post. 

The site is updated with greater regularity to keep the information current 

and up to date for the public. 

Transactional presence (Stage IV): Two-way interactions between the citizen 

and government are available that It include options for paying taxes; 

applying for ID cards, birth certificates/passports, license renewals and other 
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similar C2G interactions. Citizens are able to pay for relevant public services, 

such as motor vehicle violation, taxes, fees for postal services through their 

credit card, bank or debit card. Providers of goods and services are able to 

bid online for public contacts via secure links. 

Networked presence (Stage V): Represents the most sophisticated level in 

the online e-government initiatives that is characterized by an integration of 

G2G, G2C and C2G (and reverse) interactions. Government is willing and 

able to involve the society in participatory deliberative decision-making. 

Through interactive features, government actively solicits citizen views on 

public policy, law making, and democratic participatory decision making.  

Mehdi Asgarkhani in is his article “A Strategic Framework for Electronic 

Government” offers five phases of electronic government:26 

a. Improving Internal Functional Efficiency: Setting up technologies that focus 

mainly on increasing functional efficiency through improving the 

administrative functions that support payroll and accounts in order to reduce 

information handling and compliance costs. Integration of all departments 

and functions across an organization using a centralized computer system in 

order to bring together financial data and standardize human resources 

information – may be a more advanced version of this phase. 

b. Improving Internal Communications: This phase capable of moving images, 

files and documents from workstation to workstation and based on 

predefined specific business rules. Other examples are: claims processing 

and management, bid and proposal routine and tracking, handling of 

customer service and complaints, etc. 

c. Online Feedback and Transaction Management Systems: This phase involves 

the introduction of these ICT applications that would facilitate two-way 

communication. More convenient and flexible solutions for citizens and 

business are available here, which include: welfare claims, tax assessments, 

visa applications, business licence application, license renewal, etc. 

d. Digital Democracy: The implementation of digital democracy is not 

widespread yet and still in its very infancy. This phase involves the 

development of ICT solutions that would enable citizens to vote, to express 

opinions over the Internet. 
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e. Integrated E-government: This final stage offers boundaryless characteristics of 

government agencies where one can use a web portal in order to obtain different 

information or services without needing to know which government agencies are 

responsible for those. Online transactions are available in this phase. 

In May 2002, Government of Italy and United Nations Department of 

Economic and Social Affairs jointly formulated the “Plan of Action E-government for 

Development”, which offers an action framework for the developing countries in 

respect to e-government implementation. This Plan of Action also identifies five 

different stages of e-government maturity, such as: Full Digital Data Availability, E-

publishing, E-interaction, E-transaction and Transformed Government.27 

Marcin Sakowicz identifies four stages for e-government development, these 

are: (a) Information Available Online, (b) One Way Interaction, (c) Two Way 

Interaction, and (d) Full Online Transaction, including delivery and payment.  28 

The Economist also suggest for “four not-so easy steps” of e-government, 

such as: (a) posting departmental information on the web as an one-way 

communication, (b) based two way communication – allowing citizens to provide 

new information about themselves, (c) web-based self-service begins to challenge 

traditional working practices and processes, and (d) integrated complete range of 

government online services that provide a path based on need and function, not on 

department and agencies29.  

Based on experiences with e-governance and e-commerce in Europe and 

other western regions, Gartner, an international research consultancy firm, has 

formulated a four-phase E-governance Maturity Model: information phase, 

interaction phase, transaction phase and transformation phase. A table on evolution 

period and organizational involvement of these phases presented below: 30 
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Table 2.5 
Evolution Period & Organizational Involvement of E-Government Phases 

Period Phase Involvement 

Early 90s Information Presence 

Mid 90s Interaction Intake process 

Present Transaction Complete transaction 

Future Transformation Integration and organisational 

change 

Source : Michiel Backus, ''E-Governance and Developing Countries: Introduction and Examples'', p. 5. 

a. Information Phase: Government organizations appear on the web and provide 

relevant information to the external public (G2C and G2B). These websites are 

one-way nature, similar to brochure or leaflet. Government can disseminate 

information internally (G2G) with static electronic means. The value to the 

public is that government information is publicly accessible; processes are 

described and thus improve efficiency, transparency and democracy. 

b. Interaction Phase: Interaction between public (G2C and G2B) and 

government enhanced with various applications: use of e-mail, electronic 

comment counter, search engine, download forms and documents. These 

functionalities reduce face-to-face office contact, save time and can be done 

online 24 hours7 days a week. Electronic communication and data 

exchange facilities spread up the internal (G2G) government processes. 

Because of these range part online interactions and processes government 

offices become more transparent, efficient and effective to the public. 

c. Transaction Phase: In the transaction phase, people can finalize transaction 

by paying fee, handing over evidence or signing papers electronically, i.e. 

complete transaction can be done without going to an office. Legal coverage 

security and privacy measures and re-engineering of internal processes are 

required from the government side. 

d. Transformation Phase: With drastic change in culture, practices and processes 

different government departments transforms to a smooth and seamless 

virtual situation that leads to citizens‟ satisfaction. One single point of contact 

for all services is the ultimate goal. Cost savings, efficiency and customer 

satisfaction are reaching at the highest possible levels in this phase. 
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Figure 2.5 
E-Governance Maturity Model (Gartner, 2000) 

 
Source : Michiel Backus, ''E-Governance and Developing Countries: Introduction and Examples'', p. 4. 

This model shows four phases of e-governance solutions with the 

assumption that the government has already defined an overall vision and e-policy. 

Each of the four phases, the delivery of online services and use of ICTs in 

government operations one or more of the aspects of e-governance: democracy, 

government, and business. The model does not require that all institutions have to 

go through all phases and all at the same time. The higher the phase the higher 

value or satisfaction to public at the same time higher complexity in terms of 

technology employment, process re-engineering and resource generating. 

The Centre for Democracy and Technology (CDT), Washington based a non-

profit organization, has prepared the “E-government Handbook for Developing 

Countries” in November 2002 which identifies three phases of e-government, 

namely: publish, interact and transact.31 Transformation, as a phase, is missing in 

the Handbook.  

There are many other models speaking about phases of e-governance. 

However, four phase models are more compact and inclusive as well as popular to 

capture e-governance planning and implementation. Whatever the names or 

numbers of the phases, it is a common suggestion that starting from simple and 

static information posting online, e-governance phases move to more dynamic levels 

and ultimately tend to mature into a complex interactive phase that enables every 
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citizen enjoying and reaching government from anywhere anytime. The speed of 

moving from one maturity stage to another is highly dependent on political 

leadership, human and financial resources and as well as on the capacity of 

different institutions to move through their successive phases. However, it does not 

mean that a country can only move from one phase to another if all government 

institutions have met the criteria for that particular phase. Especially, in the early 

phases individual agencies can move relatively independently, but cooperation with 

an increasing number of other institutions will be required to move into more 

advanced phases. 

2.12  Implementing E-Governance 

Towards e-government solution, the technological issues are: networking 

and the Internet, collaboration tools, knowledge management and analysis, securing 

mechanisms, document management and preservation, user interfaces and large 

systems. Other significant non-technical issues include human factors, 

organizational learning and adaptation, emerging organizational forms and new 

models of collaboration.32 Planning for e-government is not the same as information 

technology (IT) planning. It is not about simply creating an IT infrastructure, rather 

more importantly it is about creating of a new government that is faster, more 

efficient, available anytime from anywhere and which puts residents and 

stakeholders first.33 It is also important to note that what is technologically possible 

may not be organizationally feasible or socially or politically desirable. Policy, 

technology and management are the three domains of digital government as 

perceived by the US Digital Government Research Program.34 As e-government has 

multiple dimensions, each demands leadership, strategy, cross-coordination, and 

know how combined with a technology strategy to take vision into reality. 

Considering the complex role of government, transition to e-government 

should be carefully planned. A study on e-government in 22 countries suggests that 

there are following common elements in the development of successful e-

government programs: 35 
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a. There must be visible and committed leadership within both the political and 

administrative arms of government. 

b. There must be the right infrastructure and implementation programme, with 

clear accountability for results. 

c. There must be clear policy statements, set deliverables and a timetable. 

d. There must be a framework for an authentic e-government strategy. 

The transformation process, from government to e-government, requires 

appropriate strategy that is prepared with examination of all important variables, 

like: political will, national resources, regulatory environment and readiness of 

population to make use of technologies. Recognizing that there is no unique way to 

suggest for implementation of e-government, the E-government Handbook identifies 

five key elements in the e-government transformation process:36 

a. Process Reform: Not merely about automating existing governmental 

processes, rather innovation or creation of new processes for development of 

new relationship between citizens and government. 

b. Leaderships: Both from political and bureaucratic parts, strong leaderships 

are required for long-term commitment, to push e-government reforms and 

to push public sector to adapt. 

c. Strategic Investment: In view of limited resources, priority based careful 

selection of e-government programs/projects, setting objectives and 

appropriate route and benchmarking are required for successful 

implementation and achieving objectives of those programs. 

d. Collaboration: E-government requires new relationships among government 

agencies as well as partnerships with NGOs, civil societies and the private sector. 

e. Civic Engagement: E-government is aimed at bettering the lives of ordinary 

people – not just a cost-cutting or efficiency-enhancing mechanism. To 

develop this citizen-focused vision, policy makers must keep the ordinary 

citizens in mind when designing projects. 
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Another study37 identifies following five steps for making e-government 

happen:  

a. Develop a Vision: Developing of a vision for e-government is important to 

determine the aims to achieve and such a vision should articulate the larger 

development goals of the country and broader concerns and goals of society. 

b. Conduct an E-readiness Assessment: A government-wide inventory is 

necessary to determine quantity and quality it does have and it does not 

have and also what it requires to have in respect to making e-government 

happen. Such an assessment should be able to answer the following: 

i. People and skills: 

ii. Hardware, software and equipment 

iii. Laws and regulations 

c. Identify Realistic Goals: In the initial stage of e-government small, 

manageable and reliable projects should be taken rather than the large and 

costly ones. In this respect, it is important to: 

i. Identify which government services will be made available through e-

government, 

ii. Set benchmarks to measure the success, failure or progress of an e-

government project, 

iii. Identify key agencies and champions in government that will take the lead 

in spearheading, developing and implementing the e-government projects. 

d. Buy-in and Develop a Change Management Strategy: Participation and 

motivation of civil servants are necessary from the initial planning and 

development stage not only for avoiding risks of resistance but also for 

ensuring proper implementation. Following are some effective 

considerations, in this regard: 

i. Develop an information awareness campaign both within the bureaucracy 

and for the public, 

ii. Create capacity-building measures to develop a culture of continuous 

learning within the bureaucracy, 

iii. Identify trainers and champions and through them culture of learning will 

trickle down, 

iv. Provide incentives.  
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e. Build Public-Private Partnership: Public-private partnership is essential for e-

government for various purposes, like: cost sharing, knowledge and 

expertise sharing, technology transfer, customers satisfaction, etc. 

A non-linear strategic approach38 to e-government suggests that introduction 

of e-government solutions needs to be a holistic process – one that addresses 

fundamental issues in a strategic fashion. This process needs to be viewed as a 

framework that includes various steps, such as: 

a. Considering a business oriented approach in order to clarify identifying the 

key e-government services (taking into account cultural and infrastructure 

issues but without losing sight of global connectivity needs) in order to 

establish an e-government vision.  

b. Taking into consideration future implications of ICTs in government and in 

partnership with citizens, ICT practitioners, business managers and policy 

makers developing an information vision and information architecture. 

c. Developing terms of reference and methodologies for project development, 

project management and change management. 

d. Putting together strategic, tactical and operational plans for the 

implementation of the information vision and architecture that has been 

developed. 

In this view, the total strategic process for e-government is not linear; rather 

integrating all the components of the strategic process is cyclic –often circling back 

to itself. The key elements of this cycle are: 

a. Strategic Analysis for E-government – involves establishing an understanding of the 

current situation. 

b. Strategic Choice for E-government – involves the formulation of the strategy itself 

through understanding and evaluating various alternative options. 

c. The E-government Strategy Implementation – involves tactical issues, such as 

resource assessment and planning, identifying human resources and systems, 

determining organizational structure and so forth. 

A Three Steps Model39 identifies the process of visioning, strategy and 

implementation (projects) as three crucial steps for successful implementation of e-

governance. Following figure shows the metaphor of e-governance deployment, as 

suggested by this model: 
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Figure 2.6 
Metaphor of E-governance Deployment  

 

 

 

 

Source : Michiel Backus, “E-Governance and Developing Countries: Introduction and Examples”, p. 21. 

a. Vision: E-governance Policy - Before starting with e-governance initiatives as 

commonly accepted vision is required. What is the goal that should be 

achieved with e-governance implementations? What focus point is taken: 

customer satisfactions internal efficiency, increased democracy? The vision 

can be complex and it may not be easy to realize in a short period.  

b. Strategy: Framework for Action - To translate the vision into practical 

projects a strategy is required that consists of plans. A strategy often 

consists of several phases, each with their specific goals and related projects. 

A good strategy is crucial to keep the speed in the reform and 

implementation process. 

c. Projects: Action - Projects are the building blocks that altogether form the 

vision, and therefore, each project should have a goal that supports the 

overall objectives of e-governance. Besides, each project, to some extent, 

contributes to the realization of a phase in the maturity level and contributes 

to one or more relationship model(s) of e-governance. It is ideal to go with a 

pilot project first in a complex situation and full implementation or 

adjustment can be made or implementation can be cancelled observing 

results of the pilot project. It is also prescribed that in the initial stage 

projects can be selected that are simple, measurable, accountable, realistic 

and time-related (SMART). 

2.13 Legal Aspects for E-Governance  

Applications of ICTs in many areas of activities including the public 

administration give rise to a variety of legal problems. One can trace the period of 

1940s to 1970s as the first stage in the genesis and evolution of relationship 

between law and computer. In 1970, the world's first computer specific legislation 
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was enacted in German as Data Protection Act, which is the genesis of the second 

stage of legal response. This example was followed throughout Europe during 1970s 

to 1980s. The origin of statutes against computer related crime or misuse sets off in 

the early 1980s and specific intellectual property provisions from the late 1980s. 

With the move of Electronic Data Interchange, e-commerce, e-governance a wide 

range of coverage to substantive legal topics, procedural provisions have also 

required to be modified. The 1990s witness the enactment of IT related various 

laws in many countries in the world.40
 From the early 2000s individual legislations 

started to come out that are responsive to the specific areas of e-commerce, e-

governance, etc.  

Legal issues, generated by the use of ICTs in public administration, can be 

dealt out through the following "triple framework"41: 

a. Enactment of new legislation. 

b. Expansion and amendment of existing legislation. 

c. Judicial exposition and evolution of principles already recognized in the legal 
system. 

2.14  E-Governance Architecture 

To facilitate implementation of citizen-centric access to information and 

services and to support deployment of other e-governance applications is the basic 

purpose of e-government architecture. The architecture can reduce time and cost of 

deploying applications, while making it easier to integrate information and services. 

The e-government architecture consists of three conceptual layers:  

a. Presentation 

b. Enterprise Services 

c. Applications and Data 

Starting with the state‟s gateway for access to electronic records, the 

presentation layer includes any interface between the user and e-governance 

information and services. Enterprise services are the support systems that are 

necessary for delivering applications and information to users. The applications and 

data layer is dedicated to provide specific information or resources sought and 

valued by the user.42 
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Flexible and open architecture that allows third party tool, product or 

technologies to be integrated with it is ideal for the purpose of e-governance 

implementation.  

Building a common architecture for e-government requires secure and trusted 

interoperable systems that will adopt existing Internet and World Wide Web standards 

for all government agencies. The ultimate objective of ICT architecture for e-

governance is to support the mission and objectives of the organizations and to 

promote: interoperability between dissimilar systems, application, data and 

infrastructure connectivity among and between new and legacy systems; and flexibility 

and ability to respond to change. Where the traditional enterprise ICT architecture 

focused on application, data and infrastructure integration to support production, online 

transaction and decision support systems, - the e-government enterprise architecture 

focuses on application, data and infrastructure integration for production systems, with 

multi-channel, citizen-centric service delivery as a primary goal. 

2.15  Components of E-Governance Solution 

Designing e-governance systems that are capable of catering to all possible 

clients viz. the government itself including the employees (G2G), the private sector 

(G2B), and the citizenship (G2C) are quite complex and usually such systems 

involve more than one government agencies and their inter-dependencies. A 

complete e-governance solution typically involves various components, like: 

a. Infrastructure and security design. 

b. Backend systems that include databases, enterprise resource planning (ERP), 
documents management, etc. 

c. Document exchange and integration between various departments. 

d. Intuitive and user-friendly designs for the portals. 

e. Business process re-engineering (BPR), etc. 

On the other hand, major imperatives for e-governance solutions include: 

a. Technology related: reliability, scalability and interoperability. 

b. Governance related: process re-engineering, collaboration and integration 
and trustworthy. 

c. Service related: accessibility, affordability and user-friendliness. 
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2.16  Strategic Considerations  

2.16.1  Needs for a National Strategic Framework 

In most cases there are strong advocacy to develop a national strategic 

framework before going for e-governance implementation. The framework should 

articulate government‟s vision, targets and milestones, technical approach and 

standards for e-government systems and must address information privacy, 

security, maintenance and interface standards. Such a comprehensive strategy not 

only benchmarked on global best practices but also sensitive to existing political and 

economic realities and be backed by strong leadership. 

However, critical e-government projects should not be held up simply for lack 

of a national framework, because it is not an essential prerequisite to any e-

governance project. 

The transition from government to e-government is not only technological; 

more importantly, it involves legal, organizational, socio-economic and democratic 

aspects. Essential ingredients of a successful transition include a vision, relevant 

policies, mission, strategic objectives and frameworks. Careful planning, strong and 

committed leadership and guaranteed funding are also critical factors for success.43 

2.16.2  Top-down and Bottom-up Dilemma 

In the e-governance planning level, the top-down approach is characterized by 

a high degree of control by the central government, usually includes the development 

of a strategy. Singapore and China are two examples of this approach. The top-down 

approach facilities integration but there is disadvantages also – it may delay 

implementation phase only for emphasizing on development of a national strategy.  

In the bottom-up approach individual departments and local governments 

independently move forward with their own projects, common standards are flexible 

and overall national strategy is not important. The USA and Philippines are closer 

examples of this approach. This approach is less orderly and tends to some 

redundancy, but it inspires innovation, resulting in a many grassroots projects. 



 74 

2.16.3 Think Big, Start Small and Scale Fast  

Concerning policy, many researchers and practitioners accept the popular 

strategy: think big, start small and scale fast for building e-governance presence. 

Figure 2.7 
Approach to Implement E-Governance  

(Anderson Consulting, 2000) 

 

Source : Michiel Backus, ''E-Governance and Developing Countries: Introduction and Examples'', p. 20. 

To set the overall vision and objectives of e-governance thinking big is 

required. Starting small is essential to create instant success and keep a positive 

driving force, both internally and externally. Scaling fast is only possible with a 

profound strategy that secures that all necessary resources are available in time, 

that bottlenecks are known and taken care of, and the project planning and phasing 

is aligned with the overall vision and objectives.44 

2.16.4 Public-Private Partnerships 

Public-private partnerships (PPP) refer to collaboration between the public 

and private sectors for providing public services. It is about a common undertaking 

of two or more parties from government and non-government sides, who have 

defined their mutual interests to carryout the undertaking. In that sense, a PPP is a 

contractual arrangement, where a private party performs some activities of a public 

agency and assumes the associated risks. The private party, in return, is paid 

according to predefined performance criteria, which may be: entirely from service 

tariffs or user charges, entirely from public budget or a combination of both. With 

regard to e-governance service delivery, PPP has become a strategy in the present 
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world and there are many success stories in both developed and developing 

nations; on the other hand, about PPP, bad stories are also there. 

Through public-private partnerships and interventions e-governance 

infrastructure, facilities and services can be built up. Such partnerships can be 

arranged and determined under different models, such as: 

a. Build-Operate-Transfer (BOT) model, where private sector can build, finance 

and operate such projects and can recover investment through users‟ 

charges. In this arrangement, ownership of the project ultimately reverts to 

the government. 

b. Build-Transfer-Operate (BTO) model, where transfer happens when 

construction or building part is completed. 

c. Build-Own-Operate (BOO) model, where private sector retains the ownership 

of the project and operates the facility on contract.  
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PART II.  THEORETICAL FRAMEWORK 

2.17  Quest for a Holistic Approach 

2.17.1  Background 

The theories and discussions presented in the previous part of this chapter 

indicate that the interpretation of e-governance is quite broad and divergent. On the 

other hand, methodologies, tools and applications of e-governance are very recent: 

they have emerged in the late nineties. Because of the symbolic prefix "e", at the first 

stage, the numerous definitions of e-governance encountered in relevant literature 

focus on the technological transformation of the means that public agencies employ.45 

Those are marked as technology-driven either explicitly or abstractedly. Recent 

approaches are seen to be more comprehensive with diverse perceptions and focus. 

Yet, those ones are also can be criticized for either one or any combination of 

limitations, such as: linearly dependent on relationships/components, do not 

adequately fit transitional/developing countries, not exhaustive enough to address 

both the concept and strategy from public administration point of view, the issue of 

capacity building of both supply and demand sides is not taken seriously, etc. 

Say, for example, "Some academics and companies such as Gartner have 

created a model based on maturity; how far along the implementation curve an 

entity is. This is interesting as a snapshot but does not help in implementation."46 

Gartner's maturity model, which has become 'popular' as being frequently used in e-

governance area of discourses, is animated with e-government capability and 

functionality; however, based on technological procedures. Mainly, it is about web 

or Internet functionality. 

2.17.2  The Missing Links 

Developing countries are, generally, characterized by low levels of literacy, 

knowledge and expertise combined with weak standards of economy, technological 

strength, civil society, public administration and so on. In many cases, as usually 

observed, these countries become fascinated (and/or for other reasons) with the 

exposed sides of a new development, innovation or idea and try to imitate that one, 
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to cope up with rest of the world. To do so, they hardly have a go to understand 

the internal homework that made the development possible. Besides, rarely they 

consider the national context, as a whole. As the case of e-governance maturity, it 

is observed that they generally start from giving much attention on procuring 

technologies, creating web sites and putting information there. Many other 

important aspects, particularly: preparing vision, strategy and capacity building, 

remain uncared. Here the worry is: the issue is treated from a technological view, 

not from the governance view. Hence, the result can be anything but e-governance. 

This is the missing link in e-governance initiatives of many developing countries and 

which is why, though those ones start with huge enthusiasm but soon find them 

unable to go beyond the level of putting some static information on the web. Even 

they miss to update that static information. People hardly know about these 

initiatives, or if they know, find these initiatives almost not useful. Ultimately, these 

initiatives carry no value to improve governance or to serve the citizens.  

The realization of e-government depends on two complementary aspects. First, the vision 

of e-government dictates the types of services that must be available online and the level 
of sophistication they must achieve. Second, the adoption of e-government by its 
intended users requires careful preparation, although this is not always possible, as the 
development of e-government may seem to just happen at times. Ideally, development is 
based on a thorough understanding of how users perceive e-government, how well they 
can complete expected transactions, and what barriers stand in the way of successful 
adoption. The knowledge gained by studying both sides of e-government- vision, 
acceptance and adoption -provides a necessary foundation for its successful 

implementation.
47

  

Achieving and sustaining the sophistication levels, as suggested by Gartner, 

obviously depend on a steady progression of collective learning and experience. 

Hence, necessitate to raise knowledge and awareness of both supply (public 

workforce) and demand (user/citizen) sides in order to create information society 

that will enable the former side to offer e-government services, as well as, enable 

the later to consume and participate in the whole process. Getting technology alone 

will not serve the challenges of implementing e-governance. 'High-tech computer 

systems will fail where low-tech administrators are making decisions.'48 By the same 

token, it is noteworthy that key reasons for digital divide is not only availability of 

ICT but also the readiness of users (citizens) to use it. Generating returns from an 

ICT investment in the public arena requires major investment in training and 

support. "... the costs of training, support and operations of technology investments 
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are 4-5 times the purchase price of equipment. Nonetheless organizations often 

spend larger fractions of their budgets on procurement and not enough on skills 

development."49  

Besides, there is also a need to prepare government organizations for 

adopting and adapting new ways in their service delivery, in their interaction with 

citizens, in collaboration with other agencies, etc. In that sense, to build up a new 

capacity within government and citizen is prior to any level of e-governance. 

Therefore, it can be argued that the maturity model should unambiguously carry an 

initial phase: Capacity Building. Incorporation and visualization of this phase would 

emphasize and shift attention to initial capacity building processes, like: preparing 

national vision and strategy, preparing workforce, preparing regulatory 

environment, preparing technology, preparing citizens, etc. This would also shift e-

governance initiatives from technological exercise to governance transformation. 

Not necessarily, this preparatory phase should keep other phases waiting until it is 

completed. Rather, to begin with, it will have a clear and distinct existence for initial 

motivation and capacity building. Soon, the informatization phase will follow this 

capacity building phase. This motivation and capacity building course of actions will 

continue throughout all next phases and will constantly reaffirm government‟s 

commitment towards citizens‟ satisfaction. 

Figure 2.8 
E-Governance Maturity Model 

 

(Adopted from Gartner's Maturity Model) 
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2.18  Theoretical Framework 

With the experience and observations, stated above, this study proposes an 

approach that attempts to encapsulate, from a public administration point of view, 

both the concept of and building blocks for e-governance development in a holistic 

framework. On the context of developing countries, proposed framework intends to 

identify and situate the 'missing-blocks' (poorly attended aspects) of e-governance 

'puzzle', and among other factors and actors, to put due focus on those as well. The 

proposed approach sets eyes on e-governance as a whole effort perceiving that all 

of the components or building blocks of it are compact and they demand a gradual 

and balanced growth. 

For the purpose of the proposed approach, a holistic definition of e-

governance can be: e-governance is modernizing governance through use of ICTs 

for good governance and democratic governance that requires to ensure greater 

convenience and better services for all citizens (citizens' satisfaction) and ultimately 

lead to a knowledge-based society. Meaning that e-governance has three major 

dimensions; and to satisfy the governance viewpoint it has to be planned, designed 

and built up around all of the three dimensions. 

Here, E-Governance =  

Modernizing Governance + Good Governance + Democratic Governance. 

Under the three major dimensions, as stated above, the framework 

recapitulates twelve imperatives in the course of planning and implementing e-

governance. These imperatives are further clustered into two aspects: strategic and 

provisions. Strategic aspects refer to the planning and preparatory parts, while rest 

of the factors refers to the provisions and outcomes of e-governance. 
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Figure 2.9 

E-Governance Framework for Development 

 

2.18.1 Modernizing Governance 

Modernizing governance = Preparing (Workforce + Legal environment + 
Organizations + Technology and connectivity). 

Modernization of government is necessary for an effective switch over to e-

governance that will enable government to act and interact in 'new ways'. For 

adoption of 'new ways and means', many spheres of public administration demand 

changes that require: (a) Preparing workforce, (b) Preparing legal environment, (c) 

Preparing organizations, and (d) Preparing technology and connectivity.  

In the process of modernizing e-governance, managing change is a major 

challenge. Changes in the decision making procedures, processes, delegation of 

power etc. would lead to organizational and institutional changes effecting both 

peoples and methods at all the bridges of delivery chain. Proper acceptance, 
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understanding and adoption of these changes are key questions in the area of 

public administration, in respect of implementing e-governance. 

2.18.1.1 Preparing Workforce 

Human resource is the driving force of any organization. Public workforce, as 

main drivers, is the 'supply side' of e-governance; also key to planning, designing 

and implementing any e-governance initiative. Therefore, necessarily they require 

being equipped with right aptitude (skill) perception (understanding), attitude 

(desire) and to move with changes.   

A competent and well-motivated public administration lies at the core of good 

government.50 People engaged in the public service need to realize and refresh the 

inner driving force –the very desire to make a meaningful contribution to the society 

that brought them to this arena of public administration. Public administration is 

responsible for improving citizens‟ life and for delivering „public value‟. It is something 

more than that how efficiently a public servant performs his/her duties. This is about 

his/her professional commitment to contribute to a better life for all. This professional 

commitment has to manifest in the way they do their work, in the way they interact 

with political leaders, in the way they engage with citizens, and in the way they bring 

about positive changes in their organizations and in their communities. They need to 

know as to who they are, why they are in the public administration, why all supports 

including new technologies are around them, how to ensure appropriate use of those 

technologies in their daily work that will ultimately lead to citizens‟ benefit. How they 

perceive e-governance deeply relates the issue of how they will engage with e-

governance initiatives. "When everyone becomes a partner in the enterprise, 

whatever its mission, the possibilities for quantum leaps in performance are very real. 

... Re-inventing government can have dramatic results, but only if those involved are 

prepared to use dramatic methods."51  

On the contrary, a stiff or negative attitude usually lays critical resistance against 

organizational changes, when a positive attitude can become a powerhouse for such 

changes. Employees usually feel comfortable with existing environment, procedures 

and tools because of long practiced organizational culture and habit. They often fear to 
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adopt or handle with new technologies, newer ways and means of functioning. Besides, 

corrupt civil servants may dislike a transparent and smooth functioning with e-

governance efforts. Such cultural habits are difficult to fight with. A change in the 

mindset of public sector workforce helps enabling effective e-governance.  

Lack of confidence, knowledge or skill among workforce pushes them to a 

negative stand. In many cases, lack of skill and knowledge also leads to failure of e-

governance project. Once the project is handed over to the respective agencies, the 

management and sustainability of the systems seem to be a major problem. For 

smooth running of e-governance, Gord Jenkins observes an overriding need for an 

updated aptitude of government program managers. As he says: "In every project I 

worked on, no matter the location, not enough time was spent on making sure that 

senior management understood exactly what e-gov was and how it would be 

implemented."52  

Amongst public officials, a generic lack of e-governance leadership and 

commitment is observed because of lack of awareness, knowledge, skills and 

confidence. This lack leads to such e-governance initiatives that are basically 

planned and driven by vendors, donors or by consultants. As a result, inappropriate 

systems from other sectors or countries that do not fit specific realities are often 

being forced in. It is also observed that many recent e-development initiatives from 

bilateral and multilateral donors appear to be deliberately avoiding government. This 

is partly because of the human capacity and regulatory constraints within 

government, and partly because of continuing 'government bad, markets/NGOs 

good' mentality. Therefore, many e-initiatives are seen bypassing the state and 

going for community telecentres, ICTs in schools, telemedicine, e-commerce, e-

society, etc.53  

Change in the mindset and skill level of senior level civil servants can be 

brought about by focused organization development interventions and training 

programs. Once this is done, they can take the lead as 'champions' and act as 

'change agent' that can ultimately result into a corresponding trickle down effect 

right through the spectrum of government. 
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Informing the workforce about the objectives, needs and as to how e-

governance has planned to be implemented will encourage their acceptance and 

participation right from the beginning. Publication of well structured and easy to 

understand e-governance guidelines that are signed by senior officials and 

distributed to the civil servants will help official dissemination of useful information 

on e-governance move, at the same time, will expose the drives and supports of 

senior management. 

Proper acceptance, understanding and adoption of these changes by the 

employees require further specific efforts including integrated training plan and 

motivational activities. Training provision needs to be driven by individual requirements 

and based on skill assessment. Important questions, in this regard, include: 

 What portion of employees does have ICT skills? 

 What type of ICT skills currently they posses? 

 What is their competency level? 

 What skill gap exists to run e-governance? 

A recognized standardization of ICT skills will help with the assessment of 

ICT user skills of present employees and new recruits. A clear definition of ICT skills 

would be the appropriate starting point for such an exercise. A comprehensive 

framework for ICT user skills, to identify and articulate the skills required by non-

technical persons to use ICTs effectively at their work can be instrumental, in this 

purpose. Such a framework can provide a common definition for ICT user skills to 

input to training plan, curricula, and national standards, to describe the user skills 

required for specific jobs. Additional steps can help governments to prepare their 

employees with right knowledge and skills toward e-governance include: massive 

awareness campaigns, development of a culture of continuous learning for capacity 

building and updating, identifying 'champions' or 'change agents' within the 

bureaucracy, providing incentives, etc. 

Therefore, to ensure proper implementation of e-governance and to avoid 

risk of resistance, motivation and effective participation of government employees 

are essentially required. An appropriate change management strategy can help 
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governments to prepare their human capital, in this regard. Nevertheless, all of the 

provisions require to be organized around the idea as to furthering the governance 

processes toward easier ones and making them citizen-friendly.   

2.18.1.2 Preparing Legal Environment 

This is another vast area also a vital one, that needs continuous attention 

throughout the whole move and development of e-governance. Some of existing 

laws, rules or regulations may become obsolete partly or wholly, many of those may 

require revisions and also some fresh ones may require to be enacted for 

introducing e-governance practices. In many cases, it can be observed that 

technological arrangements and other preparations are going ahead keeping the 

regulatory environment behind, and in a certain stage the project falls flat with huge 

time, money and labour spent -simply because of putting cart before the horse. 

For many reasons, the provisions for e-governance preparations and services 

necessitate to be regulated by laws, directives or other standards. Such as for: legal 

freedom for an action toward e-governance, legal restriction against any action that 

goes beyond legal provision and finally for verifying an action's conformity with legal 

framework. Often, existing legal provisions may not prove to be conforming to 

demands of administrative changes, innovative use of technology, greater service 

integration, protection and exchange of information, etc. Here is the need for 

examining closely the existing laws when contemplating the development of digital 

public services. 

Specific functions of public organizations are based on the organizational 

objectives that is normally defined by the existing rules and regulations. In order to 

modify organizational processes, procedures and structures- administrative internal 

rules and regulations often need modifications. In this respect, related changes 

include: modification of the procedural rules, adaptation of staff regulations, 

procedural descriptions, manuals, etc. modification of the key lists in the public 

agency and modification of job descriptions. It is important to involve the work force 

in the modification processes, where necessary, and distribute all modified 

instructions to them in advance so that they are well informed.54 
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Except administrative rules and regulations, there are many other areas 

where legal readiness is required equally. Following is a common list of concerns for 

preparedness of legal framework for e-governance: 

a. Accommodating citizens' voice and choice: Codifying ways and means as to 

how citizens' voice could be built up in public administration and how 

government services could be arranged in accordance with their choice 

through innovative use of technologies. 

b. Ensuring information rights: Rights for access to government information. 

c. Ensuring inclusions: Ensuring equity and preserving rights of cross-sectional 

people including disadvantaged group(s) and disabled persons as to sharing 

digital opportunities. 

d. Safeguarding social/cultural rights: Such as, intellectual property rights, 

safeguarding children, preventing illegal or unlawful content, harassment, 

pornography, etc. 

e. Safeguarding information security and privacy: Framework for information 

security standards and programs, and safeguarding user's privacy. 

f. Making online interaction and transaction: Legal provisions for online 

communication, contractual arrangements, digital certificates, signatures, 

money transfer, etc. 

g. Providing online information and services: To codify actions for improving 

management of online information and services. 

h. Collecting, storing, using and sharing data: Laws those allow or prevent 

collection, sharing, pooling, integrating and re-use of data or determine their 

amount, degree and extent. 

i. Integrating government processes and service delivery: Legal provisions for 

re-engineering of government processes and structures to facilitate 

integrated service delivery mechanisms. 

j. Collaboration among government agencies: A framework for establishing 

desired relationships among public sector organizations. 

k. Automating government agencies: Legal directives related to adoption and use of 

technologies in government entities, automating their procedures and processes. 

l. Partnering with private sector organizations: Legislation for facilitating public-

private partnership and collaboration. 
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m. Outsourcing of governmental work: Legal arrangements as to giving 

authority to government agencies to award 'share-in savings' contracts for 

improving and accelerating government work. 

It is neither necessary nor possible to accommodate and codify all of the 

areas covering all relevant sections in a single day or in a single law. Some new 

laws may appear depending on major areas of action or category. Nevertheless, in 

many cases, existing laws, regulations and directives will require thorough scrutiny 

and updating for conformity with an e-governance environment. Such updating may 

range from omission to insertion of single word or single clause to any number or 

any nature of provisions related to the areas, stated above. An acceleration in the 

growth of e-governance mandates appropriate measures for instantaneous 

management of procedural and legal changes.   

2.18.1.3 Preparing Organizations 

The systematic initiation and implementation of e-governance can mean that 

established processes and structures of a government organization have to be 

modified. This will require some sort of departure from the existing ways of working 

and lead to an organizational change ranging from rethinking on objectives of an 

agency to re-engineering of processes and structures of it, and collaboration with 

other public and/or private organizations with regard to e-governance service 

delivery. From the perspective of organizational change e-governance require public 

administration to be re-organized in such ways that it has changed its traditional 

shapes and natures, like: 

a. from hierarchical to networked 

b. from vertical to horizontal 

c. from in-line to on-line 

d. from island agency-shaped to seamless  

e. from many-stops to one-stop. 

Flatter organization with less hierarchical levels, capability of ICT-based 

decentralized operation, transformation of hierarchical structures based on 

networks, creation of new horizontal and strategic services through inter-

organization co-operation and harmony are some of the important features of the 

information age public administration. Governments are no more to rule but to 
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serve, not to administer but to deliver, not to control but to collaborate; -these 

changing features making governments impossible to retain any more their closed 

and introvert nature rather become open and inclusive ones. Today, power needs to 

be exercised as close as possible to the desires of citizens and local communities. 

Partnership with other organizations including the private sector, and focusing on 

citizen‟s convenience and choice are some of the visible outcomes of these changes. 

The Internet creates a vision of virtual government that transcends government 

bureaucratic boundaries. 

Traditionally, government agencies are organized in a vertical way. Creating 

a horizontal flow of information and services across government agencies in a 

vertically organized government is a major challenge for e-governance. One of the 

mostly prescribed solutions is an appropriate integration of the whole public 

administration sector based on a strategic collaboration and partnership. Other 

areas of action include the automation of administrative procedures, the networking 

of functions and internal services and communication between various levels of the 

public administration. In order to achieve these objectives, a complete back office 

reorganization is needed, which requires a full reengineering of the internal 

processes and structures -often called business process re-engineering (BPR)ii. 

Agencies ought to streamline their processes to better adapt them to the new 

environments before automating them in web applications. So, it requires to give 

emphasis on simplifying procedures, rationalizing processes, restructuring 

government then use ICT to institutionalise such changes. 

For the purpose of e-governance, transforming the hierarchical structures of 

public administrations into networked structures is imperative. This new type of 

structural transformation essentially requires coordination and collaboration within 

and among agencies and government levels to ensure interoperability, to avoid 

duplication, to ensure coherent action in a range of crucial areas such as security 

and privacy, and to provide a framework and capacity for seamless services with 

'public value'. Services are to be developed where citizens receive value in return for 

their taxes, rather than services that mostly create interest of government.55  

                                           
ii Jerremy Millard argued for "Government Process Re-engineering (GPR)" because, for many 

reasons governments are unlike businesses. ("Reorganising the Back-office and Changing the Public 

Administration", presented in the e-Gov India Conference, Chandigarh, India, 18-20 October 2004). 
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New ways for production and delivery of public services suggest structural 

re-engineering process, which distinguish 'front offices' from 'back offices'. Back 

offices are the physical government agencies that are responsible for producing 

public services, while front offices are the delivery channels or interfaces between 

government and public and may appear both as physical and virtual forms, such as:  

Internet portals, call centres, or physical one-stop shops, all enabled and assisted by 

ICTs. Front offices are created to come closer to citizens and enterprises, while back 

offices can be located anywhere. Back offices as service production centres can be 

on different locations, and their interconnection, collaboration and co-ordination 

become more crucial than ever. Typically, several back offices are accessed from 

different front offices major benefit of which, is: enabling a shift of government 

from 'in-line' to 'on-line'. Back office receives and processes a request entered by a 

user through a front office in order to produce and deliver the requested service. 

This may be done manually or electronically or by any combination of both.  

This new service production and delivery model offers opportunity for 

downsizing and integrating back offices and developing high quality services with 

more relational approaches in the front offices. The "(r)e-balancing" (figure: 2.10) 

between front and back office makes public administration more efficient, 

streamlined and citizen centric and make all stakeholders benefited.56 

Figure 2.10 

(R)e-Balancing between Front and Back Office 

 

 

 

 

 

 

 

Source : Jeremy Millard, ''eGovernance Foresight'', p. 40. 
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2. traditional services and channels 
supported by ICT – human, 
organizational and physical 

3. e-democracy – greater 
accountability, openness, 
transparency, accessibility, 
participation, etc. 
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administration 

1. intra Government Process Re-
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2. inter Government Process Re-
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administrations and across borders 
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Government can achieve increased productivity with a higher service level by 

automating and simplifying processes and through service integration. Service 

integration combines process integration and channel integration. Prime benefit of 

service integration is efficient reuse of information, where one government agency 

uses information technology to coordinate information requested from other public 

authorities in order to prevent superfluous collection and registration of data. One-

stop-government is achieved through service integration, which means that citizens 

and businesses only need to report the same information once or visit one web site 

once to complete a transaction.57 Following strategic steps are suggested by 

Millard58 to prepare organizations for seamless government services, in accordance 

with e-governance move: 

Digitisation of largely unchanged back-offices: Digitisation of records, 

information, workflow, processes, etc. of government offices, side by side, erecting 

a virtual front office, at the initial level.  

Deep reorganization of back-offices: Normally involves re-thinking of the 

complete service organization and delivery, of the work process structures and of 

the interoperability between back-offices and different organizations.  

Back-office clearinghouse: It appears as a „middle-office‟ or „shared service 

centre‟ that provide a platform for the interoperability of diverse data, which have 

been individually developed over many years by agencies having their own 

processes. A clearinghouse is often outsourced within or outside the public sector.  

Centralization of back-office and de-centralization of front-office functions: 

Centralization of the mostly similar and/or iterative nature functions of different 

back offices is likely to contribute to efficiency, effectiveness and quality gains. On 

the other hand, decentralization of front office can provide benefits for category-

based services, multi-channel delivery, convenience and supports for users. 

Generic types of interaction between user and agency: Standardization of 

many interactions (between user/front office and agency/back office) with common 

features for use and re-use. These generic types of interaction can achieve ease, 

simplicity and saving time and cost. 
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 Portals: One of the popular trends of e-governance has been the 

development of portals. A portal, normally a website, offers online services to users 

with their ease and convenience and typically acts as a one-stop-shop for 

government services. The distinctive feature of a portal is that it keeps hidden 

organizational internal processes, structures and concerns, rather organizes services 

from the user‟s perspective. 

Pro-active services: As back offices become more and more integrated and 

able to share data and resources, An interesting and growing strategy at the front-

office is the ability to offer users a pro-active service where user's input or 

responsibility is minimized.  

Greater user responsibility and control – user self-service: Unlike pro-active 

services, the user takes the most responsibility and control for the service. This 

enables user to determine how, when and where he is going to use the service, can 

determine features of the service and follow the progress. 

Service intermediation: This is a third type of strategy as to how services are 

initiated and controlled, and who takes responsibility. Intermediaries, as third 

parties (voluntary organizations, paid professionals, etc.) initiate and implement the 

service on behalf of the users. This could happen for the services having complex, 

time consuming or specialized nature.  

Such strategies for organizational transformation are mainly based on 

integrated work processes, effective communication, sharing data and resources, 

collaboration, interoperability and common technology solutions across government 

agencies. It is noteworthy that mere moving with websites and online services does 

not offer any such transformation for e-governance. Rather, transformation comes 

from a comprehensive re-engineering of both processes and structures of 

government organizations that enables them to simplify interaction, reduce cost and 

improve service, and more importantly, puts citizen at the centre of every provision. 

Meaning, it no way refers to technological transformation but to a real 

transformation in governance -technologies are mere enabler. However, it may not 

seem easy to happen such a transformation into long-established organizational 
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practices and structures, and certainly would need strong political will, skilled 

workforce, as well as legal and technological support. Besides, cultural challenge 

and resistance from internal environment and privacy concerns from users are two 

other major issues that require due attention from the very beginning of the move 

for preparing organizations. 

2.18.1.4 Preparing Technology and Connectivity 

Technology, in particular, ICTs are considered as effective tool for happening 

e-governance. "ICT include the whole range of technologies designed to access, 

process and transmit information in regard to text, sound, data and pictures. ICT 

encompass the full range from traditional widely used devices such as radios, 

telephones or televisions to more sophisticated tools like computers or the 

Internet."59 Except many other applications, ICTs are regarded as effective tool for 

both citizen empowerment and public sector reform.  

Technologically, e-governance requires computerization of functional areas, 

appropriate hardware platform, networks, software applications, electronic 

databases, communication channels, etc. for automating government agencies, 

enabling transformation, connecting people and effective service delivery to public. 

Activities, issues and challenges, in this respect, can be categorized under two 

distinctive scopes or natures, such as: issues that are under technological scope or 

technical in nature and issues under governance scope or nature. However, this 

section will concentrate discussion on technologies from governance perspective. 

2.18.1.4.1 Activities and Issues under Technological Scope 

Some of the technological activities, in respect of e-governance, that 

required for technology and connectivity preparedness can include: 

a. Identify functional areas in every government organization in accordance 
with objectives of e-governance 

b. Identify and develop appropriate hardware and software solutions 

c. Identify and develop suitable connectivity solutions for diversified 
interactions and transactions among stakeholders (e.g., G2G, G2B, G2C, B2B, 
B2C, C2C, etc.)  

d. Digitise records and documents 

e. Digitise workflows 
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f. Develop data/information infrastructure 

g. Identify and develop online content and services 

All of the technological activities need further attention to provide solutions 

as to many of the issues and challenges of technical nature. These issues and 

challenges are: technological compatibility, functionality, versatility, scalability, 

interoperability, reliability, security, standardization, speed, ease, etc. 

2.18.1.4.2 ICTs and Governance Scope 

Preparing technology and connectivity for e-governance refers to creation of 

a technological infrastructure meaning: make technologies available with 

connectivity both for government and public, make those functional for 

governmental operation and make accessible, usable and affordable by common 

people, civil society and businesses. Building technological infrastructure is a core 

area of public-private partnerships for its success. What may be the case, however, 

designing and implementation of technological architecture for e-governance has to 

comply with every aspect of governance and citizens perspective. 

ICTs have three basic change potentials within the context of governance:60    

a. Support- ICTs can assist with existing tasks and processes that involve 
complex decision-making, communication and decision implementation.  

b. Supplant- ICTs can automate tedious tasks done by humans which involve 
accepting, storing, processing, outputting or transmitting information.  

c. Innovate- ICTs can support innovating new tasks and processes that did not 
exist before. 

The change potentials, offered by ICTs, provide opportunities for re-organizing 

government in terms of internal processes, structures and external services. As a result, 

governance can achieve both efficiency and effectiveness gains in a transparent way 

and at citizen's convenience. Besides, configuring ICTs in an appropriate manner and 

their right infusion can attract citizens to be connected with governmental processes 

and activities in such ways that were not possible ever before.  

2.18.1.4.3 Connecting Citizens 

The most attractive feature of ICTs is, they can bring together people who 

were previously separated by locations, economics or politics. Mutual understanding 

between government and citizen and effective use of this feature can lead to good 
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governance and democracy. Appropriate applications and usage of ICTs can 

contribute to ensure that all citizens could have their voices heard by the public 

sector. But inability of access to technologies because of low rate of PC and Internet 

penetration, cost, unavailability, complexity, user's ignorance, etc. could lead to a 

blank picture. The issue of preparing technology for e-governance must answer: 

how to make technology available for citizens, how to prepare connectivity for them 

and how to ensure citizen's access to technology. Availability, accessibility, 

connectivity, and affordability are the prime drivers of e-governance. Any lack of 

these drivers may cause users' reluctance as to acceptance and adoption of e-

governance initiatives or users may limit their usage of e-governance activities. 

Availability can be measured through the rates of technology (generally, PC) 

and connectivity (telephone, Internet, etc.) penetration -that looks at what is 

actually accessible by users. It also seeks to measure what level of interaction exists 

with the citizens. The online availability of public services is determined by the 

extent to which it is possible to provide a service through Internet. Both for 

information and for service delivery by e-governance initiatives Internet provides the 

underlying infrastructure. Internet penetration rate is therefore indicates to what 

extent e-governance is close to the mass; also indicates to what extent a new form 

of electronic participatory democracy going to flourish among the population. On 

the other hand, government becomes under pressure to get its information and 

services online in a society where Internet penetration is high. 

Accessibility refers to usage of e-governance. Inadequate permission, 

interconnectivity, interoperability, and inappropriate user facilities can limit 

accessibility. Interconnectivity requires that 'cables and sockets' are compatible. 

Interoperability requires that message formats and protocols can be exchanged 

between platforms and programs. Appropriate user facilities for access become an 

issue when language or disability creates a barrier.  

Ensuring reasonable connectivity to enough people and locations to create a 

sustainable virtual e-society followed by constant effort for broader participation of 

people and further extension of the network to the community is an essential. "The 

degree of connectedness of the citizenry determines to a large extent the efficiency 
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with which online information and service delivery systems can function and their 

value to bureaucracies."61 Networked computers in offices, businesses, schools, and 

homes, availability of wired and wireless communications for broader 

interconnectivity and community access points throughout the country can help 

building connectivity.  

Usability is defined as the ease with which users are able to use an electronic 

service that is provided with adequate functionalities. Here, functionality focused on 

functions and features of the service. A service with increased functionality but 

difficult to use, then a low usability is shown. Usability can be measured by the 

different criteria, such as: easy to find the service, easy to use, satisfactory speed, 

easy to find the web site, understandable language. 

Cost of technology, Internet charge, and expensive online services could be 

the barrier for affordability of the major part of population. Online services require 

to be designed in accordance with their local and real needs and convenience, 

otherwise not all of the arrangements will find the target group online. 

Technologies have all the potentials to provide support for public 

administration to enable desired changes including re-engineering of processes and 

structures of public agencies and enable improved service deliveries. Innovative use 

of ICTs can facilitate governance with more accountability, transparency, efficiency 

and greater citizen's participation. But, it is very important to keep in mind to 

address any technological solution for e-governance that technology on its own 

cannot suffice to modernize governance and in respect of e-governance, technology 

by itself is not the goal; rather, mere tool for achieving the governance goals.  

2.18.2 Good Governance 

Good governance = Efficiency + Effectiveness + Transparency + Rule of Law. 

“Good governance is considered to be a sine qua non for development across 

the globe …. Good governance is defined as „harmony between performance of the 

state and aspiration of the society‟. And the gap between the two is the absence of 

good governance.”62 Electronic governance deals with reform of governance 
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towards good governance. Good governance generally refers to, inter alia, 

efficiency, effectiveness, transparency and rule of law.  

2.18.2.1 Efficiency  

In the cases of G2G, G2B and G2C interactions, e-governance has proved to 

achieve saving time and cost and thus achieve efficiency. Efficiency comes through 

creating same outcomes at a lower cost, creating more outcomes at same cost, and 

creating same outcomes at same cost in less time. 

Efficiency comes through ensuring ease and convenience in forms of option, 

place and time. Ability of multi-channel online delivery of services enable citizen to 

opt when, where and how (s)he wants a service. A study63 in Europe observes that 

most widely reported benefit among users achieved by transforming a service from 

off-line to on-line is 'saving time and gaining flexibility'.  

The various stages of information processing that result in the output of 

public services constitute the "value chain design" of government bureaucracy. In a 

paper-based arrangement, approvals take considerable time and personnel to get a 

document from application to authorization. With electronic networks, there are 

considerable savings on both the cost of processing and the person-hours involved.  

With a network, the information processes of the workflow can be simplified and 

standardized. One person can run an application or authorization through successive 

templates and get a choice or decision much more quickly than with paper-based 

methods. Documents can be routed back and forth between branches, department 

or regions, permitting closer collaboration and faster feedback. The saving in 

person-hours on the data processing could be better deployed in the back office to 

support the increased participation that electronic governance is moving towards.64  

2.18.2.2 Effectiveness  

Effectiveness gains come through creating same outcomes at same cost in 

same time but to a higher quality or producing entirely new outcomes that did not 

exist before. Effectiveness also comes from providing services in accordance with 

expectations and needs of society. Through appropriate application of e-governance 
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tools government can ensure proper management and best use of available 

resources that can speak about effectiveness of public administration. E-governance 

requires dealing with the concept of effectiveness covering all of its angles. 

Singapore can be one example, which has designed many of its public 

services under e-governance initiatives that are able to serve citizens in innovative 

and effective ways. The Singapore government‟s citizen portal 

(www.ecitizen.gov.sg) provides electronic services with the whole „life journey‟ of a 

citizen. The website offers many clickable events of individual and family interest, 

starting with children and parenthood, through teenage and youth, courtship and 

marriage, and the elderly and aging, plus it includes guides to family support and 

family resources. The site also offers links to many other topics, such as: arts and 

heritage, recreation, sports, safety and security, education, employment, health, 

housing, travel and transport, etc. 

2.18.2.3 Transparency   

Generally, transparency refers to openness of governmental processes and 

activities that can be achieved by arranging adequate information available and 

accessible by citizens. E-governance constantly offers opportunities for monitoring of 

governmental activities by broad range of people and that is able to increase 

transparency and reduce corruption. "The foundations for accountability in 

government are transparency and openness - to be accountable, the activities of 

government agencies need to be visible."65 It means: citizens are involved in the 

decision-making process in the way that before making a decision, related information 

are provided to those who will be affected by such decisions. It also ensures that 

enough information is provided in easily understandable forms and media.66 

2.18.2.4 Rule of Law 

The provision for rule of law refers to an informed citizenry, who is equipped 

with instantaneous access to laws, rules and regulations. The advent of Internet can 

make the legal instruments available to the citizens. Such availability of rules and 

regulations facilitates empowering citizens and strengthens their vigilance so that 

laws are equally applied and exercised. Besides, ensures that decisions are taken 
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and their enforcement are done in compliance with rules and regulations. However, 

most important aspect is, citizens are involved in the legislative functions, they are 

consulted in the process of preparation of legislation. People are able to give 

feedback on a draft bill, participate in debate, organize public opinion through e-

mail, group discussions, websites, etc. 

2.18.3 Democratic Governance 

Democratic governance = Participation and feedback + Equity and trust + 
Accountability + Preparing citizens.  

Democracy differentiates itself from other political systems by its dependence 

on the peoples' participation. In democracy, participation is not only one of the 

primary rights of citizens but also a prime responsibility of their part. E-governance 

offers a participation-feedback-accountability loop between government and citizen 

that promotes democracy. Participatory democracy is an implicit promise that e-

governance carries with it. How people can be encouraged for their effective 

participation and how their views can be built into the planning and decision-making 

processes -are the questions to be addressed for creating a responsive public 

administration that is correspond to the expectations of e-governance.  

2.18.3.1 Participation and Feedback 

Participation refers to engaging citizens in state activities and offering all 

possible ways of interaction through innovative use of e-governance tools. From this 

point of view citizens' participation, enabling them to communicate with each other 

and with the government electronically merits serious consideration in the process 

of e-governance. Participation can be either direct or through legitimate 

intermediate institutions or representatives. With ICTs, e-governance can increase 

the broad involvement of citizens in the process of governance at all levels by 

providing the possibility of on-line discussion groups and by enhancing the rapid 

development and effectiveness of pressure groups. "Opportunities for involvement 

and co-determination, e.g. in the form of opinion shapers or discussion forums on 

plans and decisions can, moreover, also counter the frequently bemoaned 

disenchantment with politics and the state."67  
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Citizen can use e-mail and other electronic means to interact with politicians, 

representatives, public officials, and different civil society organizations (CSOs); to 

publish moral appeals; to protest and to give opinion/suggestion on an issue or a 

draft policy or law. This can ensure a more active role for citizens, not merely as 

voters, but also as empowered partners -the dynamics for a legitimate government. 

Citizens‟ voice and choice are key to defining government actions, policy planning 

and decision making process. Common people have higher expectation and demand 

for more effective, efficient and economical levels of service from government. E-

governance is to respond to those demands by developing tailored approaches.  

Responsiveness is one of the important criteria of e-governance. With 

adequate procedural and technological arrangements government can integrate 

citizens‟ feedback into the decision-making process in order to respond better to 

citizens‟ expectations and by being responsive to those expectations and needs 

public trust can be achieved and/or strengthened further. This is a way how 

government can legitimise its power and exercise it in society. Government not only 

acquire legitimacy from citizens‟ voice but also retains it by being responsive to their 

needs through ensuring their constant participation, feedback, providing information 

and quality services that leads to citizens‟ satisfaction -the ultimate target that any 

e-governance initiative should attempt to achieve. 

E-governance is viewed as a tool for citizens' increased participation in the 

government and political processes that would lead to participatory democracy. 

2.18.3.2 Equity and Trust 

Equity refers to ensuring all members of the society, particularly the 

vulnerable ones, that they have their own and equitable stakes in the state. It 

ensures that everybody's right, including human rights is protected equally under 

'rule of law'. Here, e-governance is to facilitate citizens' ability to gather information 

about any social, political or legal discrimination, follow the state activities, mobilize 

and create debate and coalitions around these problems and ensure equity in the 

society. The goals of equity take into consideration every factor that could influence 

actual access by the marginalized sections of a society. In addition, ensure the 

specific responsibility of governments to account for the needs of the marginalized. 
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When e-governance efforts are made on the super-structure of social inequalities, it 

is not different from any traditional ones. 

Citizens are sensitive to the privacy and security concerns when using e-

government services. Citizens‟ concerns about privacy means that nobody would 

want his/her personal information to be shared or sold to any third party. Also, 

nobody would like a record of the transactions or his/her specific inquiries on the 

web to be accessible to a third party. Many of the surveys reveal that people are not 

fervent to transact online or to use those services that require personal information. 

Citizens‟ trust, in respect of privacy and security, is therefore, unavoidable for 

introducing e-governance. 

2.18.3.3 Accountability 

In a democracy, people are not just the clients or customers, they are not 

merely passive users of government services, rather, they are the „actual bosses‟ 

because they elect and pay the government. Therefore, they deserve no less than 

full and complete involvement and participation in the work of government that 

leads to a new type of government-citizen relationship. Where, e-governance tends 

to look into the foundation for governmental accountability as such it is aimed at 

putting ownership of government truly in the hands of citizens. 

Because of Internet, government-citizen relationship getting changed. It 

offers an effective channel of communication between public and private that 

carries all potentials to empower people to interact and give feedback in respect of 

government policies, decisions and actions. This sort of interaction brings 

government under vigilance of public, -the more the participation the more the 

accountability. However, the extent to which e-governance can promote 

accountability depends not only on technology but also on the norms and 

institutions prevailing within a political system. 

A new dimension of accountability is possible to create through information 

flow from government to citizens that increase pressure on public sector to perform 
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well and to improve citizens' understanding of government. On the other hand, 

information flow from citizens to government makes public decision more responsive 

to citizens' view or needs. Accountability encourages citizens' enhanced participation 

into public sector's processes that contributes to transparency, reduces corruption 

within government activities, and ultimately facilitates the process of 

democratisation. "Where governments have been hesitant to be accountable to 

citizens for their actions, activist civil society groups can use the Internet to 

publicize their criticisms of governance and to organize meetings."68  

Because of public-private partnership or the convergence of public and private 

sectors, now, many state activities are being shared with many non-state actors. 

However, it is important to note that government cannot share responsibility and 

accountability with others; i.e., government can outsource its functions but cannot 

outsource its responsibility and accountability. "Agencies remain accountable for the 

delivery of services, even where the service delivery is provided by the private sector. 

Central to the accountability principle is the need to maintain awareness of client 

needs and how they are being met."69 Constituency or election-based accountability 

of public leaders is now facing a new sense of accountability to the public that is 

being created by more direct interaction with the appearance of e-governance. 

2.18.3.4 Preparing citizen 

As being a new concept, people have no real exposure to e-governance 

practices and they have no experience about it. It requires educating and informing 

people, raising awareness, knowledge, and understanding for the purpose of their 

meaningful engagement with governmental activities. 

To educate people Hart/Teeter suggests for both public and private 

initiatives to lead campaign to educate the public on the value of electronic 

communications and how to use them to interact with government, conduct 

transactions, and receive services. Special attention is necessary for working with 

segments of the population most often on the wrong side of the digital divide. It is 
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necessary to organize a national series of public forums on electronic government, 

including electronic forums, to obtain maximum public input into e-government 

strategy, and to map a set of long-term policy goals with measurable objectives for 

the public and private sectors. These forums focus particularly on engaging people 

in the democratic process and the potential for electronic voting technology in which 

the public can have complete confidence.70  

It is necessary to keep people informed about ongoing and forthcoming 

changes. By providing information government can promote willingness and ability of 

users to accept the online services, also can secure value added by them through 

keep talking with users regarding the services. However, it is necessary to be careful 

about pre-mature promises so that people not become aroused with excessive 

expectations and become disappointed not seeing their expectations fulfilled. 

Ease of interaction can encourage people's engagement. Interaction between 

government and citizens happens in many ways. Most conventional forms are: face-

to-face contact, snail mail and telephone contact. Advent of the Internet now offers 

online interaction that has potentials to facilitate users with a speedy way of 

interaction with government. They can deal with government through e-mail and/or 

through web sites at their own convenient place and time.  But a departure from 

conventional forms of interaction and adopting new ones requires changes in users' 

culture and skill, to some extent. In this course, efficiency and effectiveness of 

electronic channels of interaction/transaction are established over their traditional 

counterparts. Efforts from public and private sector and civil society can help 

making people aware of the advantages of new systems, to make them familiar with 

electronic services and invite them for a shift. It is observed in a European study71 

that citizens were not always aware of which government services are available 

online. Therefore, government's intervention for promotion of e-government is a 

necessity. Besides, local content and demand-based services will encourage people 

in the area of electronic mode. Community-based kiosks, telecentres can 

complement for further usage of e-government services where users' skill gap exists 
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as a barrier. Users' awareness, willingness and ease of use of electronic services are 

important factors in the development of e-governance. 

2.19 Conclusion 

The concept of e-governance can be interpreted from various points of views, 

like: technological, public administration or governance, business, citizens and civil 

society, etc. From a holistic point of view, e-governance encompasses modernizing 

governance, good governance and democratic governance, having close relationships 

with each other. Focus of the concept of e-governance remains on citizen and the 

ultimate objective is bringing citizens, leaving no pocket, closer to the whole 

governance system for achieving good governance and democracy. Here, ICTs are the 

enabling tool for this purpose. E-governance, in other words, is about reinventing 

governance to keep pace with demands and expectations of citizens in the digital 

world. In that sense, it is less about technology and more about business 

transformation and cultural change. “It requires changing how officials think and act, 

how they view their jobs, how they share information between departments (G2G), 

with business (G2B) and with citizens (G2C). It requires re-engineering the 

governments business processes, both within individual agencies and across 

government.”72 The transition process from traditional governance to e-governance 

follows different successive phases, and there is no common prescription to fit e-

governance planning and implementation process for all nations. However, an 

appropriate transformation process requires a strategic and tactical roadmap that is 

prepared with examination of all variables, like: political will, national resources, 

technological and legal environment, preparedness of public employees and citizens, 

etc. Especially, for developing countries this is more critical because of resource 

scarcity, weak infrastructure and technology, poor education, cultural barrier, unequal 

access to technology, etc. Bangladesh and other countries, of this category, can be 

benefited through exploring knowledge and experiences of other countries in the 

process of implementing e-governance. Based on secondary literature, next chapter will 

attempt to explore into global e-governance trends and experiences, in this respect.  
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Chapter 3  
The State of Global E-Governance 

3.1 Introduction 

Since mid 1990s, governments in different countries started serious moves 

with integrating information and communication technologies in the public sector 

management and in the process of delivering services for citizens that made the 

terms 'e-government' and 'e-governance' trendy hitherto. During last five to seven 

years, e-governance has experienced massive attention throughout the world. A 

number of only 50 official web pages in 1996 has grown to 50 thousands websites in 

2001.1 However, this expansion and its actual and potential impact on public 

administration cannot be overrated while the governments' policy documents on e-

governance promise superior governance, increased citizen participation, open 

communication, increased social inclusion and enhanced transparency. A UN survey2 

on e-governance observes governments, around the world, to play the dual role of 

enablers and users of ICT in public administration. They have been found to 

formulate visions, strategies and plans for e-governance, to determine the regulatory 

policies and structures and to fund e-government projects. It is also observed that 

governments had been using ICT to enhance internal administrative practices, 

deliver information and services and interface with citizens in the process of 

governing. However, the growth of e-governance varies from country to country and 

from one region to another regarding degree of their preparedness that relates to 

availability, accessibility and the nature and level of ICT use, and in respect of 

preparing and providing services at the needs and ease of citizens.  

Present chapter is designed to study the state of the enabling factors and 

status of e-governance in the world in a comparative and brief manner. For this 

purpose, global trend and factual situation of e-governance are presented and 

analysed. In this course, existing divergence, variations and disparities are denoted 

accordingly. Secondary literature -mostly regional and international study and survey 
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reports, typically extorted from the Internet, is the principal source of information 

that creates the bedrock of this chapter.  

3.2 Enabling Factors and the World Situation 

3.2.1 Teledensity 

One of the Millennium Development Goals solicits to make available the 

benefits of new technologies, especially information and communications, in co-

operation with the private sector. In this context, telephone (fixed and mobile) 

subscribers have grown to three times over a ten years period; total telephone 

subscribers per 100 inhabitants were 11.6 in 1993 and 36.4 in 2002. Compared to 

the fixed telephones, mobile phones have experienced a faster increase. By the end 

of 2002, there were more mobile subscribers than the fixed ones. Developing 

countries now account for 49% of total telephone subscribers in the world, up from 

just 19 per cent in 1990.3 

Figure 3.1 
Mobile, Fixed and Total Telephone Subscribers  

per 100 People in the World, 1993-2002 

 

 

 

Source : ITU, World Telecommunication Development Report 2003, (ICTs and the Millennium 
Development Goals), p-75. 

All of the developing regions of the world have grown their fixed and mobile 

telephone networks at a faster rate since 1992 than in the entire period before that 
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date. Following figure projects the growth of total teledensity in the developing 

regions of the world during 1992 and 2002.  

Figure 3.2 
Total Teledensity in 1992 and 2002 in Developing Region 

 

Notes : Here "teledensity' refers to total fixed and mobile telephone subscribers per 100 people. Developed 
countries are excluded. 

Source : ITU, World Telecommunication Development Report 2003, (ICTs and the Millennium 
Development Goals), p-74. 

3.2.2 Computer and Internet Penetration 

It is estimated that at the end of 2002, there were 615 million computers in 

the world - more than five times up compared to 120 million in 1990. While 

developing countries accounted for around 20% of PCs in the world in the early 

1990s, they now own about 30%. Internet has become an important means of 

communication throughout the world since the first World Wide Web browsers 

became available in only over a decade ago. From only 27 countries that had a direct 

connection to the Internet in 1990, the figure grew to almost every country in the 

world by the end of 2002.4 The world Internet user population rose from 530 million 

in 2001 to 795 million in 2004.5  

Developed countries account for the major share of connected users, over 

half the adult population is online in most developed countries. The US shows the 

highest percentage of people using the Internet. Globally, just over 10% of all 

Internet users, and 22% of all Internet subscribers have access to broadband 

connections, and this figure tends to grow rapidly. Third-generation mobile services 
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are available in some countries that provide Internet access via mobile networks at 

speeds higher than a dial-up connection. At the same time, there are a growing 

number of locations around the world providing high-speed wireless Internet access. 

While developing countries‟ share of Internet users is less than their share of 

telephone subscribers, the Internet has been growing fastest in these nations. In 

2002, 34% of users were in developing countries, a big jump from the 3% in 1992.6 

3.2.3 Overall Policy for Information and Communication Technologies 

In 2000, a global study on online governance indicates that 92% of the 

respondent countries had a policy for information and communication technologies that 

is at some stage of development and/or implementation. Such a policy existed and was 

partly implemented in 50% of the respondent states, while in 12% of the countries this 

policy was existing and was about to be implemented. In 20% of the countries, the 

policy was still being discussed, while in 10% of the countries this policy was fully 

implemented. Four percent of the countries indicated that there was no such policy.7 

3.2.4 Investment on ICT 

A consensus among the governments regarding promotion of the use of 

information and communication technologies in public administration is evident 

worldwide as the study; mentioned above, show that 89% of the respondent 

governments had launched their own initiatives, in this respect. In parallel, 

commitment to invest in information and communication technologies by the 

governments is universal -the same study observed. This reflects an increasing 

awareness by governments that the completive edge of their countries can depend 

significantly on having a sound ICT infrastructure. Following table of the study shows 

a negligible number decreased the budget for information technology and that most 

countries have registered an increase:  

Table 3.1 
Changes in Government Budgets for Information Technology   (n=62) 

Change Developing Industrialized 

Increase 38.0 48.0 
Decrease 0.0 4.0 
No Change 13.0 9.0 
No Reply 49.0 39.0 
Total 100.0 100.0 

Source : UNESCO, ''Global Survey on On-line Governance 2000'', p. 10. 
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Responses from some countries provide an indicator of IT expenditure as a 

percentage of the national budget such as: Bulgaria 0.8%, Greece 2%, Hungary 

1.1%, Japan 1%, Jordan 0.2%, Senegal 0.05%, USA 1.5%, Malta 1.5%, Chile 

0.64%, India 2.5%.8 

3.2.5 Commitment to Increase Availability and Accessibility 

Governments throughout the world have some sorts of initiatives in order to 

increase availability and accessibility of information and communication technologies 

around the people -the above mentioned study revealed. Such initiatives typically 

include: deployment of public kiosks and some form of subsidy for equipment and 

ISP costs.9  

Figure 3.3 
Initiatives by the Governments to Increase  

Availability and Accessibility of ICTs 
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Source : UNESCO, ''Global Survey on On-line Governance 2000'', p-15. 

"Other" initiatives referred by the countries were: 

a. Subsidies in schools and/or libraries (Norway, Ireland, Netherlands), 

b. Public awareness campaign (Switzerland), 

c. Communications Training Institute (Uganda), 

d. All-country access at local call-rates (Lithuania), 

e. Free access to schools (Jordan), 

f. Internet and email access at post offices (Jamaica), 

g. Internet at local council offices, and  

h. Familiarization/training at local councils in partnership with private sector 
sponsors at nominal fee (Malta). 
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With regard to the efforts being made so that more people will have more 

access to on-line information and services show that public kiosks seemed to be 

more popular in Asia and the Pacific, Europe and North America, and Latin America 

and the Caribbean, while government subsidies are relatively more frequent in the 

Arab States and in Africa.10 

Figure 3.4 
Initiatives by Region to Increase Availability and Accessibility of ICTs  
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Source : UNESCO, ''Global Survey on On-line Governance 2000'', p. -16 

3.3 Current Status of E-Governance in the World: The UN 
Assessment 

The UN Global E-government Readiness Report 200411 comprises Part I as 

the UN Global E-Government Survey 2004 and Part II as Access for Opportunity. The 

UN Global E-government Survey 2004 is a composite measurement of the capacityi 

and willingnessii of countries to use e-government for ICT-led development that 

assesses the use of e-government, as a tool, to further the dissemination of 

information and service delivery. It ranks the member states according to the state 

of e-readiness and the extent of e-participation indices. Employing a statistical model 

                                                 

i Refers to the e-government readiness that espouses financial, infrastructural, human capital, 

regulatory, administrative and systemic capability of the state for improving knowledge and 
information in the service of the citizen. 

ii Government's willingness to provide information and knowledge for the empowerment of the 

citizen. 
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for the measurement of digitised services, the UN Survey assesses the public sector 

e-government initiatives of member states according to a weighted average 

composite index of e-readiness based on website assessment, telecommunication 

infrastructure and human resource endowment.  On the other hand, the Access for 

Opportunity part explores the disparity in real access to ICTs. 

This section imparts the status of e-governance around the world based on the 

results of the UN Global E-government Survey 2004; however, reference will be drawn 

from the previous year's survey12 and from other studies for comparison and insight.  

3.3.1 E-Government Readiness 

Based on an E-government Readiness Index that is a composite index 

comprising the Web Measure Index, the Telecommunication Infrastructure Index and 

the Human Capital Index the UN Global E-government Survey 2004 provides 

comparative rankings of the countries in the world. Out of 191 member states, the 

UN survey covers 178 countries -as the survey could not trace online presence of 13 

countries; where in 2003, a total of 173 countries were online in some form. 

Countries that had no online presence, during the survey, were: Central African 

Republic, Democratic People's Republic of Korea, Equatorial Guinea, Eritrea, Guinea-

Bissau, Haiti, Kiribati, Liberia, Libyan Arab Jamahiriya, Somalia, Tajikistan, Tuvalu, 

and Zambia. 

3.3.1.1 The World 

By individual country ranking, the United States (0.913) is the world leader 

followed by Denmark (0.904), the U.K. (0.885) and Sweden (0.874). Among the top 

25 e-ready courtiers, 22 countries are from high income developed economies; -

similar to 2003. Regionally, 16 countries are from Europe; 2 from North America; 3 

from South and Eastern Asia; 2 from Oceania; and one each from Western Asia and 

South and Central America. South and Central Asia or Africa has no space in the list 

of top 25 countries.13  
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Table 3.2 
Comparative E-Government Rankings 2003 and 2004 

Country 2004 rank 2003 rank Change 

United States  1  1 0 

Denmark  2  4 2 

United Kingdom 3  5 2 

Sweden  4  2 -2 

Republic of Korea  5  13 8 

Australia  6  3 -3 

Canada 7  6 -1 

Singapore 8  12 4 

Finland 9  10 1 

Norway 10  7 -3 

Netherlands 11  11 0 

Germany 12  9 -3 

New Zealand 13  14 1 

Iceland 14  15 1 

Switzerland  15  8 -7 

Belgium 16  23 7 

Austria  17  21 4 

Japan 18  18 0 

Ireland 19  17 -2 

Estonia  20  16 -4 

Malta  21  27 6 

Chile  22  22 0 

Israel 23  24 1 

France 24  19 -5 

Luxembourg 25  26 0 

Source : The UN, Global E-governance Readiness Report 2004, p. 25. 
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When the rankings of top 25 countries are compared with the 2003 UN 

rankings, big jumps can be noted for the Republic of Korea an eight-step jump (from 

13th position in 2003 to the 5th in 2004), Belgium a seven-step progress (from 23rd 

to 16 the) and Malta goes six-step ahead (from 27th to 21st). On contrary, big drops 

include: Switzerland, as experienced a seven-step fall, France goes down by five-

step (from 19th to 24th), and Estonia by four-step (from 16th to 20th). However, the 

survey indicates that a relative decline in rankings may not necessarily imply that the 

losers did less, rather, that the gainers performed extremely well.  

The UN Survey 2004 measured the global e-readiness as 0.413. 

Box 3.1 
Transparency: The OPEN Initiative of the Republic of Korea14 

In 1998, Seoul Metropolitan government introduced the OPEN to impede 
corruption in the city administration. People can file an application or complaint 

online and observe procedures of cases that are undergoing administrative 
processing. Fifty-four categories of applications, where corruption is most likely to 

occur, have their procedures posted on the OPEN system. People can reach the 

concerned officials including the in-charge and monitor the progress online. 

Key features of the system are- 

Guarantee of Transparency: Real time information on progress of the case 
are available. 

Easy Access: Without making a phone call or a visit people can be informed 
about anything related to processing of the application. 

Enhanced Credibility: The openness of the OPEN system secures fairness and 

objectivity, thereby citizens' dispelling distrust in public governance. 

More details: http://english.metro.seoul.kr/government/policies/anti/civilapplications/ 

3.3.1.2 The Regions 

Following the survey in 2003, the 2004 survey reconfirms that the countries 

in the regions of North America (0.875) and Europe (0.586) are the world leaders in 

e-government readiness. In the rest of the world, the regions of South and Eastern 

Asia (0.46); and South and Central America (0.455) had the highest indices followed 

by the Caribbean (0.41); Western Asia (0.409); South and Central Asia (0.321); 

Oceania (0.3) and finally Africa (0.252).  

http://english.metro.seoul.kr/government/policies/anti/civilapplications/
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Figure 3.5 
Official Web Portal of the U.S. Government 

 

 
Source: www.firstgov.gov 

Notes: The comprehensive U.S. FirstGov portal contains some 180 million pages15 and attracts 

around 6 million visitors a month16.  

When compared with 2003 rankings, gradual improvement can be observed 

as the global index has been increased to 0.413 in 2004 from 0.402 in 2003. The 

survey shows that in terms of relative performance, some regions did better than 

others did. Regionally, except Western Asia and Oceania, same trend is observed 

(Figure: 3.5). The survey clarifies that a lower average regional index for 2004 

compared to 2003 does not mean that the region has performed worse than in 2003 

but that some of the individual countries in other regions may have performed 

better. For example, a closer look at the countries of the Oceania region indicates 

that whereas half of the countries of the region performed well, the performance of 

others such as Fiji and Tonga, was outranked by countries elsewhere, leading to a 

lower aggregate average for Oceania, as a whole. 
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Figure 3.6 
Regional E-readiness Index 2003 and 2004 
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Source : The UN (Global E-government Readiness Report 2004) data. 

The region wise indices make obvious that out of nine, only four regions stay 

above the world index, however, the Caribbean and the Western Asia are almost close 

to world average. As the survey shows, Africa is the least e-ready region in the world. 

3.3.1.3 Zoom in the South and Central Asia Region 

Although, some countries show slow to moderate progress, the South and 

Central Asia region has ensured major improvement in e-government readiness, 

compared to 2003. The present average e-readiness index in this region is measured 

as 0.3213 that shows a 0.0293 progress compared to 0.292 in 2003, however, 

remains below to the average world index. Kyrgyzstan leads the region with a big 

jump of 44 steps (to 66th in 2004 from 110th in 2003) in the world rankings. 

Kazakhastan (0.4344, 2nd in the region) and Pakistan (0.3042, 9th in the region) 

also show excellent improvement, when compared with 2003 world rankings; on the 

other hand, Sri Lanka experiences a remarkable drop. Bangladesh (0.1788) remains 

unchanged with the position of 159th among 178 countries, and in the region, it is 

just above Bhutan and Afghanistan. All of individual indices of the countries in the 

region, except those of Kyrgyzstan and Kazakhastan, are below to world index. Table 

3.3 provides a detailed picture of the e-government readiness rankings in the South 

and Central Asia region. 
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Table 3.3 
E-government Readiness Rankings: South and Central Asia 

 Index 2004  Global ranking  
in 2003 

Change  

Kyrgyzstan 0.4468 66 110 +44 

Kazakhstan 0.4344 69 83 +14 

Maldives 0.4106 78 79 +1 

Uzbekistan 0.3965 81 - - 

India 0.3879 86 87 +1 

Sri Lanka 0.3748 96 84 +12 

Turkmenistan 0.3409 108 106 -2 

Iran, Islamic Rep. of  0.3282 115 107 -8 

Pakistan 0.3042 122 137 +15 

Nepal 0.2807 132 130 -2 

Bangladesh 0.1788 159 159 0 

Bhutan 0.1590 165 161 -4 

Afghanistan 0.1337 171 168 -3 

Average 0.3213 - - - 

Source : The UN, Global E-governance Readiness Report 2004, p. 41. 

3.3.1.4 Further Zoom in the SAARC Countries 

The following figure, which is derived from the respective statistics of the 

Table 3.3, speaks about the e-readiness status and trend of the countries in the 

SAARC sub-region. 

Figure 3.7 

E-Readiness Status and Trend in the SAARC Countries 
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Source : The UN (Global E-government Readiness Report 2003 & 2004) data. 
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The e-government readiness index of the SAARC sub-region in 2004 is 

calculated as 0.2994 that shows a little progress over 2003 (0.2864). Except Sri 

Lanka, all of the countries have improved their readiness indices, compared to 2003. 

E-government readiness indices of all of the countries are below to the world index, 

where being the leader of the sub-region, Maldives (0.4106) stands almost close to 

that mark, and is followed by India. Bhutan that has placed just below Bangladesh is 

the least e-ready country in the sub-region. In 2004, Sri Lanka has been replaced by 

India in the second position and Pakistan has replaced Nepal securing the fourth 

position. Pakistan shows a notable difference (0.0572) between its indices of 2003 

(0.247) and 2004 (0.3042).  

Box 3.2 
Pakistan: Leaps with Overt Strategy and Integrated Initiatives 

Following a clearly outlined e-strategy and integrated initiatives Pakistan has 
improved its position in the global rankings by 15 steps, and tends to continue 

progress in coming years. The e-government strategy of the country is a simple 
and illustrative model of steady incremental e-government development. 

In the first phase, it sought to integrate all services and information across 
agencies in one place Pakistan.Gov (http://www.pakistan.gov.pk) – a national 

portal. Through the relatively new portal, Pakistan aims at making all services 
and information accessible progressively. Emulating some best practices in the 

developed world, it employs the tagline “The Official Web Gateway to the 

Government of Pakistan” aiming at a true one-stop citizen service in the future.  

Secondly, it has consolidated all forms and government materials and made 

those available online in a standardized format for ease of use of the citizen. In 
this course, the country has established and further developed an e-forms portal, 

- http://www.forms.gov.pk, which is a well-developed site that displays the 

country‟s long-term vision of an integrated portal. 

The next phases in the strategy are still under implementation. For example, 

while the forms-portal has a huge number of forms they are currently all in 

printable PDF format, however, not yet ready for online submission.17  

In spite of steady progress, the SAARC countries or the countries, as a whole 

in the South and Central Asia region, are far behind the world in all aspects of access 

to ICT for development. Having about 25% shares in the world population, however, 

has a GDP per capita equal to merely 10% of the world average that represents the 

poor economy base of the region. Ultimately, which is characterized by poor enabling 

environment, such as: irregular or nonexistent electricity supplies, especially outside 
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large cities, telephones remain luxury items and Internet access is available to only 

the privileged few in the upper income brackets. The lack of infrastructure and 

education is the most serious barrier to further expansion of e-government and ICTs 

for development in this region, as identified by the UN study.18 

Figure 3.8 
E-Forms Portal of Pakistan 

 
Source: www.forms.gov.pk 

Notes: The E-forms portal of Pakistan provides a wide range of public forms online that can be 

accessed by categories or issuing authority with search options.   

3.3.2 Web Measure Assessment 

While the UN's overall e-government readiness rankings are based on a 

composite index comprising web measure, infrastructure and human capital 
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assessments, -the web measure index, in isolation, is an assessment of 

government's ability to employ ICTs for the provision of basic services dealing with 

the question as to how the countries are using their e-government websites. 

Therefore, ranks pertain to web measure index, with the U.S. as comparator, are 

slightly different from the overall e-government rankings, discussed earlier.  

Table 3.4 
Online Profile of UN Member States : Year on Year Progress 

 2004 2003 Change  

UN Member States 191 191  

With a government website presence 178 173 +5 

With a single entry portal 63 45 +18 

With online transactions provision 38 33 +5 

Source : The UN, Global E-governance Readiness Report 2004, p. 54. 

The study observes that the global leaders have had a strategy of concurrent 

development of their e-government programs along with investment and expansion 

in technological and human development infrastructure, as except four, all of the top 

25 e-ready countries remain in the list of 25 high-scoring countries as per web 

measure index. Again, majority of countries in the top 25 list are from industrialized 

economies, however, a number of developing countries are also rated as the best 

global e-government websites, such as: Singapore, the Republic of Korea; Chile and 

Malta. Four of the top 25 e-ready countries, namely- France, Iceland, Luxemburg 

and Switzerland are ousted by Mexico, Argentina, Colombia and Brazil in accordance 

with web measure index.  
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Table 3.5 
Web Measure Index 2004: Top 25 Countries 

 Country  Index 2004 

1  USA 1.000 

2  United Kingdom 0.9730 

3  Singapore 0.9891 

4  Republic of Korea 0.9459 

5  Denmark 0.9344 

6  Chile 0.8812 

7  Canada 0.8726 

8  Australia 0.8301 

9  Finland  0.8369 

10  Germany  0.7954 

11  Mexico 0.7838 

12  Sweden 0.7722 

13  Belgium 0.7722 

14  New Zealand 0.7413 

15  Malta 0.7375 

16  Netherlands 0.7181 

17  Estonia 0.6988 

18  Austria 0.6988 

19  Israel 0.6911 

20  Norway 0.6873 

21  Ireland 0.6564 

22  Argentina 0.6429 

23  Columbia 0.6409 

24  Brazil 0.6371 

25  Japan 0.6293 

Source : The UN, Global E-governance Readiness Report 2004, p. 52. 
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A comparison between two sets of the top 25s (Table 3.2 and Table 3.5) 

underlines that with limited human and technological infrastructure support, many 

countries, which invest in e-government, tend to lose out in the set of world 

comparative rankings when assessed for overall e-readiness. Despite considerable 

improvements in expanding and consolidating e-government portals the effective 

outreach and access eludes the majority of the populations in these countries. This 

point escorts to an important lesson in e-government planning: "Whereas it is 

important to focus on improving access to service delivery, e-government programs 

must be placed in – and run concurrently with – an integrated framework aimed at 

improving infrastructure and educational skills." On an overall e-government 

readiness, countries may lose out if the progress is not evenly balanced. Mexico is an 

example that positioned 11th globally when assessed, in isolation, with the web 

measurement index, however, placed in 30th when ranked by the composite e-

government readiness index.19 

The UN study provides a five-stage model in respect of e-government evolution 

with web initiatives. As discussed earlier in the chapter 2, the stages are: emerging 

presence, enhanced presence, interactive presence, transactional presence and 

networked presence. The study found most of the countries within the first three 

stages; however, some of those show 

intermittent features of other two stages. 

Progression from one stage to another is not 

necessarily linear. About one third of the 

countries maintain integrated national portals to 

provide a one-stop window for easy access to all 

public services. Around 85-90% countries 

provide online databases, documents, laws, 

policies, etc., and about one third country provides public services online. In 

accordance with the study, scores secured by the countries regarding their stages of 

service delivery, it is observed that only 18 countries are in the 'top scoring' (67-100% 

utilization of e-government potentials) category, 47 in the 'mid scoring' (34-66%) and 

114 in the 'lowest scoring' (0-33%) category.  

Box 3.3 
Stages of service delivery 

Stage I:  Emerging Presence 

Stage II:  Enhanced Presence 

Stage III:  Interactive Presence 

Stage IV: Transactional Presence 

Stage V:  Networked Presence 
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Table 3.6 
Some Common Stage-II Characteristics of Country Websites 

 2004 2003 

Integrated single entry portal 35 26 

Sources of archived information laws, policy documents, etc. 92 90 

Databases (e.g. web access to / downloadable statistics) 85 79 

Public services true services and / or substantive service information 37 36 

Source : The UN, Global E-governance Readiness Report 2004, p. 54. 
 

Except for six countries (Bangladesh, Saint Vincent and the Grenadines, 

Grenada; Comoros, Zimbabwe and Niger), all of the remaining 172 countries provide 

some of the interactive services in Stage III on their e-government websites -the 

study noted. The number of countries offering some of the two-way 

interaction/transactional features of Stage IV rose from 28 in 2003 to 38 in 2004. 

While 170 countries allow for downloading of forms for services, only 38 countries 

offer the facility of online payment of fees and 32 countries provide facility for 

payment by credit card. As said by the 2004 survey, 28 countries offer services 

across all of the five stages, which is straight double to the respective figure of 

2003.20 An estimated 68 million Americans who accessed a government website 

(federal, state and local sites) in 2001, 5.4 million or 8% conducted a transaction 

online.21  

Figure 3.9 
Official Web Portal of the Canada Government 

 
Source: www.canada.gc.ca 
Notes: One of the most innovative features is citizens are offered the ability to customize the national 

homepage according to personal preferences. 
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3.3.2.1 Low-Ranking Countries 

Out of the 'lowest scoring' 114 countries, 41 countries have 10% or lower 

utilization of full potentials of e-governance. As denoted by the UN study, e-

government initiatives in these countries are limited to providing static national 

websites with some links to other ministerial sites and a few downloadable features. 

They are scarcely updated. If provided, the range of interactive services remained 

limited to some downloading and phone, fax and email contact information. None of 

these countries provided any transactional services and most had a very rudimentary 

networked presence at best.22  

Among SAARC countries, India (53.6%) and Pakistan (44.9%) are listed in the 

'mid scoring' group, rests of the countries are in the 'lowest scoring', while Bangladesh 

(7.7%) and Bhutan (4%) fall in the above stated 'marginal 41' category.23 

It is evident from the UN study that around the world, improvements 

regarding e-governance web initiatives are limited to simple presence with most of 

the countries; where, transactional and networked online services are mostly the 

features of developed countries. This trend gives the clue that very few countries are 

in the way of utilizing the full potentials of e-governance to provide information and 

services to their citizens. 

3.3.3 E-Participation 

The UN's E-participation Index assesses the quality, usefulness and relevancy 

of the information and services and the willingness of countries to engage citizens in 

public policy making using the e-government programs. E-information, E-

consultation, and E-decision making are the three components that constitute the E-

participation Index. "Whereas the web measure index assesses the availability of 

information and services online, the e-participation index measures „how useful‟ are 

these services and frequently they appear. In particular, the index attempts to 

qualify if these tools and materials are conducive to an online deliberative and 

participatory process between the government and the citizen."24 The measurement 

is based on website assessment and the comparative ranking of the countries is 

purely for illustrative purpose. 
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The overall snapshot demonstrates a relatively low performance by the 

countries in the area of e-participation. As to quality and relevance of e-participation, 

only two countries are in the position of utilizing 67-100% potentials of e-

governance, 15 countries are in 34-66% use, and 133 countries are utilizing 1-33%; 

while 28 countries has no score, at all.25 Reasons behind this scenario may include, 

among others, - most of the countries are belonging to a too early stage of e-

governance web initiatives to adequately accommodate e-participation features, and 

might be for some countries, the e-participation features are yet to be included in 

their e-governance strategic planning and design. 

Table 3.7 
Quality and Relevance of E-participation 

 67 – 100% 34 – 66% 1 – 33% No score 

No. of countries  2 15 133 28 

% of countries 1.12 8.4 74.7 15.7 

No. of countries online      

Notes : Top 1/3rd = 67 – 100%; Middle = 34 – 66%; Lowest 1/3 = 1.33%; No score = Countries scored a 
zero on e-participation. 
Source : The UN, Global E-governance Readiness Report 2004, p. 67. 

In respect of performance by individual countries, the e-participation index 

largely mirror to the e-government readiness index and web measure index that reflects 

the same developed nations in the top echelons combined with some alluring feats by a 

few developing countries. By e-participation index, U.K. leads the world followed by 

U.S., Canada and Singapore. Colombia, Austria, Belgium and Malta demonstrate 

excellent performance in improving their participatory services for citizens.  
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Table 3.8 
E-Participation Index 2004 : Top 20 Countries 

Country Index Rank Rank 2003 Change 

United Kingdom 1.000 1 1 0 

United States 0.934 2 2 0 

Canada 0.902 3 3 0 

Singapore 0.836 4 13 +9 

Netherlands 0.803 5 7 +2 

Mexico 0.770 6 (tie) 9 +3 

New Zealand 0.770 6 (tie) 5 -1 

Republic of Korea 0.770 6 (tie) 12 +6 

Denmark 0.738 7 15 +8 

Australia  0.672 8 8 0 

Estonia 0.639 9 4 -5 

Colombia 0.623 10 55 +46 

Belgium 0.607 11 37 +26 

Chile 0.607 11 (tie) 3 -8 

Germany 0.590 12 11 -1 

Finland 0.574 13 (tie) 21 +8 

Sweden 0.574 13 (tie) 10 -3 

France 0.459 14 (tie) 7 -7 

Malta 0.459 14 (tie) 32 +18 

Austria 0.443 15 61 +46 

Source : The UN, Global E-governance Readiness Report 2004, p. 66. 
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A total of 43 (24%) countries have an official policy of encouraging people on 

government polity making process. It is observed by the study that many countries 

encourage online participation but provide limited and qualitative mechanisms to 

allow citizens' feedback (11%); even fewer (6%) provide online consultation. 

Figure 3.10 
Types of Online Participation by Citizens 
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Source : The UN, Global E-governance Readiness Report 2004, p. 69. 

Providing e-participation services that are attractive and effective for public 

sector decision-making and policy planning yet remain as uncommon features of e-

governance practices in the world, where the developing countries have any rare 

stake. The survey shows that provision of e-participation not necessarily depends 

just on level of development, economic resources and/or technological abilities of a 

country, rather on a big part depends on its political willingness to engage the citizen 

in the process of policy and decision making.  

In general, it is observed that an increasing number of e-governance 

initiatives are being employed to improve the delivery of public services to the 

people, and to tap the potential synergy from the interaction between new 

technologies, an educated population and an enabling environment for the 

attainment of knowledge-based economies. Nevertheless, pointing at the existing 

disparities, in this area, the survey stipulates that if such disparities are to be 

removed in the collective global march towards a knowledge society, free access to 

information and knowledge must become a way of life for all.26 
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3.4 Income Level and E-Government Development 

The UN E-government Survey 2004 observes a functional relationship 

between the development level of a country and the extent, and type of, ICT and e-

government services it provides. The following table reveals that the countries of 

high-income level have a higher level of e-government maturity and sophistication, 

while the lower income groups show relatively lower performance.  

Table 3.9 
E-government Development by Income Classification Percent  

of the Maximum Services 

Income Group I II III IV V Total 

High Income (n = 39) 86 74 60 27 27 54 

Upper Middle Income (n = 36) 68 46 38 7 12 32 

Lower Middle Income (n = 55) 65 39 30 2 8 25 

Low Income (n = 61) 50 16 14 1 3 11 

Notes : The table includes all 191 Member States including those with no web presence; n = no, of countries in the class; 
Income Group : Economics are divided according to 2003 GNI per capita, calculated using the World Bank Atlas method : 
The groups are - low income: $765 or less, lower middle income: $766 - $3,035, upper middle income: $3,036-$9,385 
and high income: $9,386 or more. 
Source : The UN, Global E-governance Readiness Report 2004, p. 67. 

3.5 Strategic Plan and Management 

An integrated approach or a blueprint of e-government for development is 

not common to the countries in the world; particularly the developing countries have 

been slow to adopt such an integrated plan.  As a result, national e-government 

programme development lacks of co-ordination, particularly in those countries. 

A management team for national e-government programme is significant to 

organizational change and a tangible sign that government is serious about e-

government implementation. There are several management models around the 

world in the area of e-government that include special task forces, designated offices 

of Chief Information Officers, teams or committees, etc. A UN study in 2001 found 

that over 100 countries have official Chief Information Officer, many of Cabinet rank. 

However, the study observed that e-government project management teams were 

the exceptions rather than the rule.27 



 130 

3.6 Failure of E-Governance Projects 

Rate of failure of e-governance projects, in both developed and developing 

countries, are awful. In the countries of developing economies, the rate of failure of 

such projects is around 60-80% and in industrialized nations, it is 60%. A study 

estimates that in US in both government and industry, only 28% of all ICT projects 

in 2000 were successful with regard to budget, functionality and timeliness.28 

3.7  Online Services in the World 

Numerous examples are available world wide that web-based services are 

developed without a business plan and without a projection of costs and their 

benefits to the target audience. However, some common online services for citizen 

that e-government initiatives, particularly in the developed countries, tend to arrange 

currently are: several sorts of public information, personal documents, job search, 

social security benefits, car registration, application for building permission, 

declaration to the police, public libraries, birth and marriage certificates, enrolment in 

higher education, announcement of moving, income taxes, health-related services, 

etc. E-information and e-services about issues such as health, education and 

employment; national and community level e-services are all relevant content. On 

the other hand, services for business include: registration of a new company, 

submission of statistical data, social contribution for employees, corporate tax, VAT, 

customs declaration, environmental permits, public procurement, etc. Some 

developing countries show growing commitment towards development of such 

services under their e-initiatives. A trend in online services is found to organize by 

topics, types, or a combination of both rather than by respective organizations -

looking at the citizens' ease. Except elementary level services that are designed for 

providing static information to the users with some printing and/or downloading 

options, feedback facility, e-mailing, etc., most of the services require, at least, 

dynamic interactive and transactional level of maturity, -which are not commonly 

present in developing countries, yet. "The low-income countries are primarily in the 

first three stages, though some have made an effort to provide some form of 

participatory service to the public."29 Besides, transactional services are found to 

vary depending upon the type of political system.  
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3.7.1 Users' Preference 

Many of the studies and report show that the demand-side of e-governance 

mostly prefers to use online services for searching and downloading information. It is 

observed that the U.S. users perceive the availability of e-governance first and 

foremost as an opportunity to get easy and quick access to information. Among the 

U.S. non-users, who assumed to use the Internet in future, the largest number saw 

it is an opportunity to conduct a general search for information. Education and 

employment needs are also in priority. In France, 40% of users visit public websites 

to seek information, 35% visit for discovery, 30% use the websites for application 

forms and only 5% use the same for paying tax online. The studies quote users' 

concerns about personal privacy as one of the key reasons behind not for showing 

much interest on online transactions.30  

Table 3.10 
Users Engaged in the US E-Government Sites  

with Popular Types of Activities 
Political Participation 

 Seek information about a public policy of issue of interest 62% 

 Send comment about an issue to a government official 34% 

 Get information about elections, such as where to vote 22% 

 Get information that help to decide how to vote in an election 21% 

Health conditions 

 Get advice or information about a health (or safety) issue 49% 

Education and skills development opportunities 

 Do research for work or school 70% 

Economic opportunities 

 Get information about potential business opportunities 34% 

 Get information on or apply for a government job 24% 

Personal security 

 Get advice or information about health (or safety) issue 49% 

Related in generic way 

 Find out what services a government agency provides 63% 

 Get information about or apply for government benefits 20% 

Others 

 Get tourism and recreational information 77% 

 Download government forms 63% 

 Get information about a lottery 21% 

 File taxes 16% 

 Renew driver's license or auto registration 12% 

 Renew a professional license 7% 

 Get a fishing, hunting or other recreational license 4% 

 Pay a fine 2% 

Source : UN, World Public Sector Report 2003, p. 65. 
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3.8 A Divide is Evident 

Concept of the digital divide is based on the hypothesis that there are both 

"information-haves" and "information-have-nots" and that the basis for that division 

may include any or all of such demographic characteristics as age, gender, income, 

education, ethnicity, region, and locality.31 However, if unchecked, the impact of the 

digital divide in today's globalised world is likely to exacerbate the economic divide, 

the social divide and the democratic divide among peoples of the world.32   

Comparing the population with availability of telephones, computers and 

Internet a divide between developed and developing nations is evident. Some 

examples are: roughly, half of the world's population has never made a telephone 

call, and only 9.5% of the population had online access in 2003.33 On the other 

hand, around 30% of the global online population is in two developed countries – 

the United States & Canada alone. The 5.1% of the population of North America has 

around 69% of the Internet share and the region forms more than 28% of all users 

of the Internet. On the other side, of the 893 million inhabitants of Africa a mere 

1.5% have access to the Internet. In Bangladesh, cost of Internet per month for a 

user is equivalent to 66.8% of monthly GNI per capita, where in USA it stands at 

0.5%, in Singapore 0.6%.34  

The ITU, as presented in the following figure, shows (a) the distribution of 

population, fixed and mobile telephone subscribers, PCs and Internet users, (b) fixed 

and mobile telephone subscribers, and (c) PCs and Internet users per 100 

inhabitants, by economic grouping, 1992 and 2002. The figure is self explanatory as 

to how wide the divide is. 
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Figure 3.11 
How Wide the Divide? 

              
 

             
 
 

            

Notes : Developed includes Western Europe, Australia, Canada, Japan, New Zealand and the United States. 
Developing refers to all other countries. 

Source : ITU, World Telecommunication Development Report 2003, (ICTs and the Millennium 
Development Goals), p-77. 
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3.8.1 Divide in the Area of E-Governance 

Technology, connectivity, availability, accessibility, affordability -all of these 

limitations have linkages with e-governance; -with its development, implementation 

and expansion. Hence, countries with scarce resources show minimal progress in 

implementing e-government agenda and thus a further divide breeds, in this 

connection. When, top 25 e-ready countries (Table: 3.2) are coming up increasingly 

with innovations and encouraging success stories, the 25 countries at the bottom are 

found creeping. Following table illustrates how far the most bottom-ranked 25 

countries stay from the e-government leader -the USA and from the world average. 

Table 3.11 
The Bottom-ranked 25 Countries and their Gaps  

with the USA and the World Average 

Country Rank Country Index 
Difference with  
the USA Index 

Difference with  
the World Index 

Yemen 154 0.1948 -0.7182 -0.2182 

Liechtenstein 155 0.1937 -0.7193 -0.2193 

D.R. Congo  156 0.1885 -0.7245 -0.2245 

Comoros 157 0.1826 -0.7304 -0.2304 

Burkina Faso 158 0.1819 -0.7311 -0.2311 

Bangladesh 159 0.1788 -0.7342 -0.2342 

Côte d'Ivoire 160 0.1729 -0.7401 -0.2401 

Sierra Leone 161 0.172 -0.741 -0.241 

Gambia 162 0.171 -0.742 -0.242 

Mauritania 163 0.1696 -0.7434 -0.2434 

Vanuatu 164 0.1618 -0.7512 -0.2512 

Bhutan 165 0.159 -0.754 -0.254 

Burundi 166 0.1567 -0.7563 -0.2563 

Andorra 167 0.1563 -0.7567 -0.2567 

Guinea 168 0.1423 -0.7707 -0.2707 

Chad 169 0.1399 -0.7731 -0.2731 

Ethiopia 170 0.1365 -0.7765 -0.2765 

Afghanistan  171 0.1337 -0.7793 -0.2793 

Mali 172 0.0956 -0.8174 -0.3174 

Niger 173 0.0623 -0.8507 -0.3507 

Timor-Leste 174 0.0463 -0.8667 -0.3667 

Micronesia 175 0.0456 -0.8674 -0.3674 

Marshall Islands 176 0.0447 -0.8683 -0.3683 

Palau 177 0.0425 -0.8705 -0.3705 

Nauru 178 0.0351 -0.8779 -0.3779 

Source : The UN (Global E-Government Readiness Report 2004) data. 



 135 

Whereas the table, presented above, indicates existing marginalities of some 

individual countries when compared to the U.S. status and with the world average of 

e-government index, the subsequent figure demonstrate how the regions differ from 

the world index and from each other, as well: 

Figure 3.12 
Regional Differences with the World Index 
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Source : The UN (Global E-government Readiness Report 2004) data 

In such a scenario, the challenge ultimately rests on the world leaders as to 

how to build the information-age world given, inter alia, the situation that the 

leading two regions, i.e., North America and Europe, respectively, are almost 350% 

and more than 230% percent e-ready than Africa. 

3.9   World Trends in E-Governance Applications 

"Broad trends of e-government development around the world in 2004 

reaffirm that political ideology, economic and social systems; level of development; 

resource availability, human and technological infrastructure; institutional framework 

and cultural patterns all have a bearing on how, and how well, an e-government 

initiative is utilized." -the UN Survey 2004 indicates. Some other trends and patterns, 

in the area of e-governance, identified by the survey are:35 

a. Efforts towards a knowledge society using e-government as a pertinent tool, 

is evident, particularly among the leading countries.  

b. To lay down the foundation of an informed knowledge society, e-governance 

initiatives around the world are inclined to promote awareness about public 
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policies and programmes to the citizens. Now, more and more information 

about public events, legislations, education, health and employment is online. 

c. Governments are resolute in making their e-government websites interesting, 

easy to use and accessible to involve and engage increased number of 

citizens. 

d. An integrated portal approach, with a varieties of models have become 

popular among the leading countries to ensure ease of navigation, to facilitate 

access to the citizen by making all information and services available through 

one-stop shop sites.  

Another UN study traces three main trends, around the world, in the course 

of development of e-governance applications, such as: 36  

Online Customer Interface Applications: Examples of such  applications are- 

public forms and applications, public documents, rules, regulations, personal records, 

ownership titles, certificates or licenses that are easy to provide by government 

agencies. Online provision of such documents is significant for life, work, business 

and political participation. Such provisions are also significant in respect of 

transparency, promptness and spatial outreach. These applications have economic 

value in terms of saving money and time, and reduce corruption. On the other hand, 

they contribute to create awareness, to enhance capacity of public administration, 

business and citizens -the society, as a whole. As well as, they encourage further 

development and use of new or complex services. Typically, these applications are 

"mono-functional" and tend to use only one of the ICT features, e.g., speed or 

precision or outreach. 

Function Optimising Applications: These applications reflects e-government as 

digital government in which delivery of communication channels may be mixed- via 

the Internet also via the traditional and non-digital means. Among others, SchoolNet 

of Canada and the Integrated Network Fire Operations Programme of North Carolina, 

U.S. fall under this category of applications. 

Platform Applications: E-government is represented as a multiplier of individual 

capabilities. Platform applications amplify the capacity of individuals, businesses and 
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civil society organizations to act, ensure integrated services for them, provide specific 

attention to disadvantaged groups, and facilitate participation. Good example of such 

applications include: eCitizen portal in Singapore and FirstGov portal in U.S. 

Except these applications, a hybrid type of trend is also identified by the 

study. Three standard applications relate to this hybrid area, such as- integrated 

financial management, procurement and taxation. Examples are- SAIFI, the 

Integrated Financial, Budgetary and Asset Management System in Brazil, GeBIZ -the 

public procurement system in Singapore, the Internal Revenue Service's Electronic 

Tax Administration Programme in the U.S., etc. 

Table 3.12 
 Examples of Some Best Practice Approaches in the World 

Country Best practice model for- Location 

USA One-stop portal of all recalls announced by 
the government 

http:/www.recalls.gov 

USA One-stop shop for government forms http:/www.fedforms.gov 

USA Government Benefits http:/www.govbenefits.gov 

USA Student Aid http:/www.studentaid.ed.gov 

USA Employment http:/www.usajobs.opm.gov 

USA E-government http:/www.egov.gov 

Canada  Canada‟s Business and Consumer Site http:/www.strategis.jc.gc.ca 

Canada Job Bank http:/www.job.bank.gc.ca 

Republic of Korea  The one-stop site for e-procurement http:/www.g2b.go.kr 

Singapore True e-services one-stop portal http://www.ecitizen.gov.sg 

Singapore Comprehensive Government Consultation http://www.feedback.gov.sg 

Chile  A user friendly, Simple and effective 
approach 

http://www.gobiemodechile.cl 

Chile Interactive National Education Information 
Centre 

http://www.600.mineduc.cl 

Brazil  One-stop shop portal http://www.e.gov.br 

Israel  All encompassing e-Payment Service http://www.ecom.gov.il 

Australia  Education http://www.education.gov.au 

Australia Comprehensive Job information http://www.workplace.gov.au 

New Zealand Integrated portal http://www.govt.nz 

New Zealand Innovative portal for online application of 
student loans 

http://www.studylink.govt.nz 

New Zealand Innovative bi-lingual online Learning Centre http://www.tki.gorg.nz 

Mauritius  Live Vacancies Job Bank http://www.labour.gov.mu 

Botswana The Road to 2004 General Elections http://www.iec.gov.bw 

Source : The UN, Global E-governance Readiness Report 2004, p. 50. 
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The world trend shows that the functionality and flexibility offered by e-

governance allow governments to streamline their processes and services in 

unprecedented and innovative manners that not only enhance citizens' convenience 

and satisfaction but also reap economic benefits for governments through saving 

operational cost and time, efficient resource management, reducing corruption, etc. 

However, reasons for implementing e-governance vary from country to country. For 

example: in Singapore and Sweden where corruption is not an issue, e-governance 

was put in place to make already efficient programs even more efficient.37 On the 

other hand, preferences for e-government services compared to their traditional 

counterparts can be quite dramatic for some services or for certain countries. A 

study38 shows that Finland has a higher preference to use online services over using 

government services in traditional way, while the Irish people have the strongest 

preference for using the traditional way for interacting with governments. Particularly, 

it indicates the needs for taking right care of the national context at the stage of 

formulating vision, setting objectives and designing e-governance; which would not 

only take account of economic or resource considerations but would fairly incorporate 

many other factors that are related with the socio-politico-cultural aspects.  

Comparing to the potentials, present applications of e-governance in the 

world still indicate the nascent stage; nevertheless, outcomes of current initiatives 

"must be characterized as meaningful" -the aforementioned study pronounced. 

However, in view of digital divide, the study enunciates that as long as governments 

continue to focus on Customer Interface Applications the existing rich-poor, urban-

rural gaps in access to government will grow.  

3.10  Lessons Learnt 

Relevant studies and surveys illustrate that generally a country's social, 

political and economic composition closely correlates with its e-government program 

development. Key factors that play important roles in the growth of e-governance 

are: the state of a country's telecommunications infrastructure, the strength of its 

human capital, the political will and commitment of the national leadership and 

shifting policy and administrative priorities. Each of these factors influences how 

decision makers, policy planners and public sector managers choose to approach, 
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develop and implement e-government programs for betterment of the common 

people. In respect of e-government development, efforts and practices around the 

world provide many lessons that are valuable to avoid 'trial and error', save cost and 

time. Some of such lessons can be listed as below: 

a. Integrating ICT in the public administration, naming, e-government or e-

governance has become a part of political agenda. 

b. Goals and objectives of e-governance not to be pondered typically with 

efficiency, effectiveness, etc.; rather, they must closely deal with the matters 

to respond to the public needs and raising the quality of people's lives. 

c. E-governance cannot progress ahead of the public, its interests, skills and 

willingness; -designing of e-governance tools and applications, therefore, 

must take place on people's terms. 

d. Without back-office integration, e-governance interfaces become empty 

shells. Integration of back-office systems and databases of different 

government agencies with the 'customer interface' is an enduring challenge, 

particularly critical in the initial stage of implementation. 

e. The prevailing culture in the government offices is one of the main risks 

towards change, where public officials are not unlikely to be fearful about 

increased vigilance over their work-related behaviour and losing control over 

information. 

f. Prior exposure of government organizations to administrative reforms and 

change management helps successful application of e-government services. 

g. E-governance applications make sense only if appropriate work processes 

support them, hence, change must involve present work practices.   

h. While intensive training is necessary for civil servants and the public at large, 

little practice undermines the effectiveness of training and brings back to ICT-

illiteracy.  

i. "In addition, the governments need to educate the upcoming ranks of 

government leaders, managers and administrators in planning and managing 
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ICTs across all public sectors, focusing on access opportunity, economic 

development, and effective delivery of public information and services."39  

j. E-governance applications must be simple to users, at the same time, ensure 

effectiveness and able to run in popular operating systems and browsers. 

k. Attracting the users is a strategic challenge in respect of designing and 

delivering electronic services. People do not show interest on those services 

that are not easy, advantageous and are not in line with their needs and 

trust. 

l. Government needs to make aware the people about availability of online 

access to its current and new services. 

m. E-government websites are mushrooming around the globe in a haphazard 

manner. State and sectoral websites reflect wide variations among - and 

between - countries in the provision of on-line information and basic public 

services. 

n. E-governance websites throughout the world show importance on the use of 

integrated portals. On the other hand, online services are arranged by types, 

rather than by delivering agencies. However, a unified fashion is uneven 

because of the lack of ability of the various governments to develop and 

present them in such an integrated manner. 

o. Traditional forms of services have to be continued in parallel with the 

electronic forms of services. 

p. Networks and knowledge sharing are crucial for securing the quality and 

sustainability of online services. 

q. Government alone cannot ensure successful implementation of e-governance, 

rather, partnerships and collaborations with business sector, NGOs and CSOs 

is a prime need. 

r. People are much concerned about their privacy in respect of dealing online. 

s. Without jeopardizing simplicity, digital initiatives require high standard of 

privacy and security measures. The issue is partly technical and partly legal. 
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t. The cost factor for e-governance is an important one and needs proper 

attention, particularly, where financial resources are limited. 

u. E-government sector tends to adopt ambitious goals with tight deadlines. 

Politically motivated "think big" often translates into sweeping initiatives and 

large size projects. The public budgetary process seems to encourage this 

too. Quite the opposite, experience shows that expensive, long-term and 

complex e-governance initiatives, often fail.  

v. The low level of purchasing power of the vast majority of the populations, the 

lack of development of an adequate regulatory framework and an inadequate 

integration of operations among various government agencies and 

departments imposes a serious constraint on e-government reach and 

expansion. 

3.11   Conclusion 

It is obvious that the countries with strong economies are leading the e-

governance journey.  Some developing countries also have some innovative 

programmes, in the area of e-governance. However, as confirmed by the UN global 

surveys, growth of e-governance remains at its nascent stage. No country in the 

world is using yet full potentials of e-governance as a tool. In most of the countries, 

e-governance initiatives are still confined with accumulating only limited number of 

capacities of ICTs. The applications tend to low levels of back-office re-engineering 

and inter-agency co-operation. Main factors impeding the growth of e-governance, 

particularly in respect of transactional purpose, in the developed countries, are the 

security and privacy concerns. The users often refer to privacy concern as the reason 

for their disinclination to use online services. While, in the developing nations, which 

are struggling with the take-off efforts, initial barriers are manifold such as: resource 

constraint, lack of skill, shortage of technology and infrastructure, etc. The majority 

of the developing country population faces a grave challenge from the new 

technological revolution, however, some of the developing countries which have in 

place the right mix of reforms, institutions and programs, no doubt, can benefit from 

the integration of ICTs in public administration. 
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Chapter 4  
E-Governance in Bangladesh: A Macro 

Perspective 

4.1 Introduction 

Bangladesh, having a population of 114 million with a high illiteracy rate and 

a low-income level, is striving with the challenge of accelerating development and 

administrative goals through effective use of ICTs. Barriers and potentials both are 

enormous. This chapter attempts to review, in general, the present surroundings of 

e-governance in Bangladesh. In this respect, the background vicinities are taken 

under consideration; attempts are made to find out the existing management 

structures and their relationships, and to find out existing strategic directions of e-

governance in the country. Particular interest of this chapter remains on to 

apprehend the present footings and growth of the enabling factors under national e-

governance initiatives. The theoretical framework provides the overall guidelines, in 

this connection.  

4.2 Background 

4.2.1 National Commitment 

National commitment for introducing e-governance in Bangladesh is evident. 

ICT has been declared as a thrust sector of economy, and including the highest-

level, government is vocal and keen to roll out e-governance activities.  Some 

specific measures already have been taken to strengthen the ICT sector that has 

direct or indirect effect on e-governance. Import duty and tax on computers is 

removed, the then Ministry of Science and Technology has been re-organized and 

renamed as Ministry of Science and Information and Communication Technology 

(MoSICT) in 2002, an ICT Incubator is established with an allocation of Taka 360.00 

lakh in 2002, the National ICT Policy is approved in 2002, the ICT policy promises to 

spend 2% of ADP in ICT sector, setting up of a Hi-tech Park with a cost of Taka 251 

lakh is underway, distribution of computers in schools has been enduring, IT 
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education is brought under curricula, public workforce including teachers (both 

public and private) are being trained, etc. 

4.2.2 ICT in Policy Agenda  

Persuasion of e-governance is manifested in policy agendas, as well. The 

National ICT Policy 2002 declares, "The Government shall use IT system within the 

public administration to improve efficiency, reduce the wastage of resources, enhance 

planning and raise the quality of services." The ICT Policy extends particular attention 

to and provides specific guidelines for introducing e-governance in the country.1 

The impact of ICT for good governance, economic growth, people's 

empowerment and poverty reduction is acknowledged in the National Strategy for 

Accelerated Poverty Reduction. The Strategy recognizes that ICT "has capabilities to 

overcome barriers of social, economic and geographical isolation, increase access to 

information and education, and enable poor people to participate in more of the 

decisions that affect their lives." It is essential to convert the vast population into 

human resources trained in ICT, both in rural and urban areas, supported by 

adequate and efficient ICT infrastructure facilities, connecting the rural and urban 

men and women to the global village - the Strategy emphasizes.2 

4.2.3 Administrative Reform Reports 

Efficiency, transparency and accountability of public administration, citizen-

centricity, re-organization, simplification of public forms and procedures and use of 

modern technology for improved public administration -is not a new concept, in 

Bangladesh too. Many administrative reports and documents, including the early ones, 

have been advocating for these features for ensuring a better governance system.  

Report of the "Administrative and Service Reorganisation Committee", formed 

in 1972, observes that "Progress in science and technology and the vast amount of 

new knowledge have made a major impact on the tasks of the Government and on 

the process of decision-making."3 It suggests for a permanent organization "for the 

continuous study for the simplification of the forms and procedures with a view to 

removing the hardships the people have to undergo because of the cumbrous forms 
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and complicated procedures."4 However, modern information and communication 

technologies were not in the scene at that time. 

In 1982, the government constituted a Committee for Administrative 

Reorganization to recommend an effective administrative system based on the spirit 

of devolution and the objective of placing administration nearer to the people. In 

accordance with the recommendations, made by the Committee, the upazilla system 

was introduced as the basic administrative unit and all subdivisions were upgraded 

into districts. 

 Report of the Public Administration Efficiency Study, 1989 recommends for 

modernizing government offices and improving file management system and office 

operations through introducing computers and through training of the workforce to 

use new technology. The Report, in particular, provides suggestion to transform the 

Establishment Ministry's Organization and Management Wing into a Division for 

extending activities for organizational changes and improvements in office and work 

procedures, personnel development, information management system etc.5 

A report on administrative reform, prepared by four secretaries of the GOB, in 

1993, suggests for increased use of modern office equipments including computers 

for efficiency and transparency in the public sector. It also recommends, "In all 

training programmes - short, medium or long - functional English, computer literacy 

and modern office equipment use must be introduced."6  

In 2000, Report of the Public Administration Reform Commission specifically 

suggests for "Electronic Government: Introduction of Modern Technologies and Their 

Optimal Use in the Government Functioning."7 It continues saying, "To ensure 

customer services of a particular department or organisation all information, 

procedures, list of services obtainable, and requirement for the services can be 

preserved in the computer at the reception from where a customer can easily get 

information on the status of the services he/she has sought."8 For rapid and efficient 

use of technology in public administration, the Report recommends for more 

budgetary allocation and comprehensive training programme.9 

These reports, including many others, provide thorough discussion on 

identifying the issues and problems of Bangladesh's public administration also offer 
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necessary recommendations for addressing the issues. Some suggestions of the 

various reports have been implemented that have brought some changes in the 

structure of the civil service. However, many micro-level problems such as internal 

procedures, work methods, logistical support have received limited attention.10 

4.2.4 Five Year Plans 

Government's plans, including the Five Year Plans also call for use of 

technology for an effective public administration in Bangladesh. The Fourth Five Year 

Plan advocates to "increase the comparative strength of the economy through 

continuous technological innovations and adaptations."11 It gives emphasis on using 

technology for record management, personnel management, financial management 

in public sector and specifically mentions for computerization of some public 

organizations. "The Bangladesh Computer Council will promote use of computer and 

information technology, provide advisory and technical services to different 

organisations and standardise computerisation and information technology."12 This 

Plan categorically emphasize on preparing the public workforce for using new 

technologies saying, "Administrative training at all levels should now cover the area 

of technology as well."13 The Fifth Five Year Plan takes a strategy, along with others, 

of “exposing the country as a whole to the process of change and progress at the 

frontiers of production, development, knowledge, market and changes through the 

information technology."14 Particularly, for organizational development, personnel 

management and system improvement the Plan acknowledges importance for 

"extension of computer facilities to government organisations"15 and sets an 

objective to "introduce large-scale technological changes in all public organisations 

with computerisation that will foster modern record-keeping, filing and other office 

procedures."16 It recognizes the need for capacity building of the public workforce in 

accordance with technological changes and provides, "All officers should be able to 

operate computers."17 

4.2.5 Early Initiatives  

In Bangladesh, application of information technology in public sector for better 

information management and to improve decision-making system was started in the 

early 1980s. In 1983, National Computer Committee was formed, and to extend the IT 
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activities in the country the National Computer Board was established in 1988. With its 

activities, the National Computer Board identified the areas (among many others) of 

record keeping, record management and training for an efficient administration 

through computer applications. Under the activities of the National Computer Board, 

government envisaged "to introduce computers in the District and Upazilla level 

administration besides the Ministries and Corporations."18 Pursuing a further expansion 

the National Computer Board was transformed into the present Bangladesh Computer 

Council in 1990. To identify the possible areas of IT applications in government 

agencies, the then Computer Board in association with Asian and Pacific Development 

Centre, Malaysia, arranged a top level national seminar in Dhaka on "IT applications in 

Government Administration and Decentralised Development" in 1989. The seminar 

was attended, among others (including foreign participants and resource persons), by 

top-level bureaucrats at ranging the status from Joint Secretary to Secretary. The 

Seminar suggested an Outline19 for a National Information Technology Plan that 

includes, among many others, - 

 Use of information technology in public sector to improve the delivery of 

government services to the people; to promote transparency in 

government transaction; and to increase the government's capability for 

integrated development planning and policy formulation; and better 

implementation of government programmes and projects. 

 Establishment of a nation wide data communications network for 

government use and to support electronic transactions between the 

government and the private sectors. 

 Use and conduct of a massive information campaign on IT. 

 Installation of common application systems in all departments and major 

offices. 

 Implementation of the priority components of the local government 

computerization programme. 

 Institutionalisation of IT as an area of concern in all government 

departments, major offices, as well as local government units. 

 Continuing implementation and update of the IT manpower 

development programme in both public and private sector. 



 149 

4.3 E-Government Administrative Structure and Key Players 

4.3.1 National Task Force 

Government has formed a National Task Force (NTF) on ICT on 4.1.2001 with 

the Prime Minister as Chairperson and the Secretary of Ministry of Planning as 

Member-Secretary. Total members of the NTF stands at seventeen as revised on 

21.4.2002; members include leaders/representative from public sector, private sector 

and academic institutions. Major Terms of Reference of the NTF include: 

 To identify potentials of ICT in the economic, social, commercial and 
scientific areas in Bangladesh. 

 To formulate guidelines for development and extension of ICT. 

 To identify national targets and formulate time-bound action plan for-  

 ICT applications, such as: e-governance, e-commerce/trade/ finance, e-
education/training, etc. in the country. 

 computer software and IT-enabled services in the export market. 

 development of human resource and physical infrastructure (network 
infrastructure, telecommunication equipment and service, etc.). 

 legal and control infrastructure (intellectual property rights, electronic 
authentication, network security, etc.).  

Up to March 2005, the NTF sits five times for meetings. The first meeting of 

the NTF held on 7.2.2001 and the fifth one held on 11.4.2004.  

4.3.2 Executive Committee on ICT  

In relation to develop the ICT sector towards the ultimate goal of national 

development a thirteen members Executive Committee is formed by government on 

21.3.2002. The Principal Secretary of the Prime Minister's Office heads the Executive 

Committee; the Planning Secretary is the Member-Secretary, who is the Member-

Secretary of the NTF too. Other members include high-level bureaucrats, 

representative from private sector and academic institutions. Terms of Reference of 

the Executive Committee, inter alia, include: 

 To put forward necessary recommendations to the NTF,  

 To take planned and integrated steps in national level and to implement 

short, mid and long term action plans and to give directions as to 

developing ICT infrastructure and network, formulating legal framework, 

poverty alleviation through use of ICT, etc. 
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 To take integrated action for modernizing public management and to 

create an effective and transparent public management structure, etc.  

By February 2005, the Executive Committee could sit for ten meetings. Major 

outputs of those meetings are: formation of an E-Governance Committee (later 

faded away), launching an umbrella project on e-governance, arranging E-

Governance Focal Points in different ministries/divisions, etc. 

4.3.3 E-Governance Committee 

In accordance with decision 12.1 of the Executive Committee's meeting held 

on 19.9.2002, an E-Governance Committee was formed with ten secretaries under 

the chair of the Cabinet Secretary on 21.10.2002 to implement e-governance in the 

ministries/divisions. Secretary, Ministry of Science and Information and 

Communication Technology was to act as the Member-Secretary of the Committee. 

Terms of Reference of the Committee were: 

 To identify administrative and financial measures for quick and gradual 

implementation of e-governance in the ministries/divisions. 

 To provide overall guidelines to the Ministry of Science and Information 

and Communication Technology, which is the responsible ministry for 

implementing e-governance. 

 To monitor the e-governance implementation activities. 

 To provide necessary recommendations to the government as to new 

rules and regulations and/or revision of existing rules and regulations 

that needed for implementing e-governance. 

 To monitor e-commerce activities being implemented by the Ministry of 

Commerce. 

 To evaluate effectiveness of e-governance initiatives. 

Since its inception the E-Governance could sit for four meetings before it was 

faded away by the NTF's meeting held on 11.4.2004 saying that the Executive 

Committee will co-ordinate the e-governance related activities. As a result, most of the 

decisions of the Committee, including plan for a project for development of websites 

for all the ministries and divisions -the brainchild of the MoSICT, were not realized. 

Following the decision of the Executive Committee's meeting held on 

19.9.2002, the MoSICT issued the administrative order for formation of the E-
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Governance Committee. As per the Terms of Reference, the Committee was 

specifically formed for managing, implementing, supervising and monitoring e-

governance. However, the area of jurisdiction of the Committee was only the 

ministries and divisions, -as the Order mentioned. It was remained unanswered as to 

which authority would act for the rest of the government organizations and which 

authority would look after the public sector as a whole. However, no formal order 

was issued to dissolve the E-Governance Committee or to replace it by the Executive 

Committee. It is notable that the Terms of References of the Executive Committee 

and E-Governance Committee were not same. As per the Terms of Reference, the 

Executive Committee holds a broader area of whole ICT sector under its purview 

where, e-governance is a partial activity.  

As mentioned in the E-Governance Committee formation order, the MoSICT was 

responsible ministry for implementing e-governance. At the same time, objectives of 

Support to ICT Task Force (SICT) and literatures published by SICT speak that 'primary 

responsibility' of e-governance happens to this programme, which is under the Ministry 

of Planning. For better management, experiences of many other countries show that e-

governance deserves an individual body that is dedicated for e-governance itself. 

Nonetheless, such a body has to run with a clear mandate and authority. Any ambiguity, 

in terms of jurisdiction, responsibility or authority can result into half-hearted initiatives 

with lack of confidence, sincerity and drive. 

4.3.4 Ministry of Science and Information & Communication 
Technology 

The Ministry of Science and Technology was restructured as the Ministry of 

Science and Information & Communication Technology (MoSICT) by a declaration by 

the Prime Minister on 24 March 2002 to facilitate the wider linkage of Bangladesh 

with the advancement of ICT throughout the world. Although, the "Allocation of 

Business" or the charter of duties and jurisdiction of the ministry is not yet finalized, 

it has already proceeded with some achievements and on-going activities to prosper 

the area of information and communication technologies. The National ICT Policy has 

been prepared and approved, the Copy Right Act has been amended, a draft bill on 

ICT Act is prepared, and ICT Incubator is set up, programme for establishment of a 

High-Tech Park is on-going, programmes for developing skilled ICT human resource 

are undergoing, guideline for standardization of public websites is circulated, etc. are 
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a brief list of such activities. The ministry was found to proceed with specific e-

governance projects and programmes for implementation, however, yet to start with 

any. The ministry also faces the problem as to spell out its place and jurisdiction in 

the national e-governance journey. 

4.3.5 Support to ICT Task Force 

Support to ICT Task Force Programme (SICT) is a GOB financed project under 

the Planning Division, Ministry of Planning with a revised cost of Taka 8748.00 lakh to 

be implemented by July 2002 to June 2007. Vision of the programme, as mentioned in 

the project document, is to provide foundation for an ICT-driven nation comprising of 

an information and knowledge-based society by the year 2010. The mission statement 

is mentioned as: to provide support to National ICT Task Force to ensure access to 

information by every citizen to facilitate empowerment of people and to enhance 

democratic values and norms for sustainable economic development by using the 

infrastructure for human resources development, e-governance, public utility services 

and various online ICT-enabled services.20 Objectives of the programme are: 

a. Create favourable atmosphere in the country, play effective role for the 

development of the ICT sector, and utilize its opportunity for effective and 

efficient decision-making. 

b. Provide assistance for development, expansion and implementation of ICT 

related integrated programmes. 

c. Assist and support in implementing ideas and views in the form of decision 

taken by ICT Task Force. 

d. Launch e-governance for increasing dynamism and efficiency of the 

government and build necessary institutional capacity through ICT training. 

e. Undertake and implement different programmes/pilot projects in order to re-

enforce the stakeholders for motivation and more participation in ICT sector. 

f. Support to ICT Task Force in formulating related policies and monitor the 

activities undertaken by concerned government and non-government agencies 

including ministries to implement the decision taken by the ICT Task Force. 

g. Implement any other task assigned by the National ICT Task Force. 

 

"Currently, the primary responsibility of SICT is to implement e-Government 

projects in different offices across the country."21 
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4.3.6 E-Governance Focal Points 

The letter no. 33.34.07.00.03.01.2003-75, dated 20.4.2004 sent to the 

secretaries of different ministries/divisions from the Principal Secretary of the Prime 

Minister's office contains some important directions and guidelines for introducing e-

governance in the country. This letter suggests for forming a Committee or Focal 

Point/Team in every ministry/division for identifying scopes and measures and 

preparing strategies to introduce e-governance in the concerned ministry/division. In 

accordance with this direction, at the level of Joint Secretary in the 

ministries/divisions Focal Points have been appointed. Presently, they are taking the 

lead to formulate plan, procedure and strategy, in relation to e-governance, for their 

concerned ministries/divisions. They have been also active to interact and share 

experience and views with other offices including the Executive Committee, stated 

above. They are being treated and appeared as the 'e-governance contact points' as 

well as 'e-governance champions' in their jurisdictions.  

Figure 4.1 
E-Governance Management Structure and Key Players 
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has been brought under the MoSICT in 1991. The wide range of activities of BCC are 

outlined and facilitated by Bangladesh Computer Council Act, 1990. BCC has 

provided training services to more than 4000 trainees by the year 2003-2004. It 

provides consultancy services to the government agencies as to computerization, 

hardware/software purchase and IT personnel recruitment. On an average, 50 

organizations receive such consultancy services from BCC in a year. The on-going 

projects under BCC are: Strengthening the Bangladesh Computer Council Project, 

Providing Assistance for Introducing Computer Courses in Secondary Level (3rd 

Phase) Project, Conducting Standard Computer Courses in the Divisional 

Headquarters Project, Development of Infrastructure for IT Applications Project and 

Bangladesh-Korea Institute of ICT Project. Through BCC, 725 sets of computers (1 

PC, 1 printer, 1 UPS, 1 stabilizer, software & accessories) have been distributed to 

secondary level educational institutes and by June 2004 BCC provided training for 

838 teachers.22 BCC owns a super computer, however, remains under utilized. 

4.3.7.2 Center for Environmental and Geographic Information Services 23 

The institutional capacity of management of geographic information in public 

and private sectors in Bangladesh is limited. To build and retain the capacity of 

processing, analysing, production and handling of geographic information, a Center 

for Environmental and Geographic Information Services (CEGIS) has been 

established under the Ministry of Water Resources as a public Trust. The main 

objective of the Trust is to continue to function as a centre of excellence for advisory 

services, research, databases and training in the fields of integrated environmental 

analysis and GIS to assist in enhancing the quality of planning, implementation and 

monitoring of projects in both public and private sectors. CEGIS is the leader in 

developing large web enabled spatial databases, spatial decision support system, 

and satellite image processing and geo-information development.  

4.3.7.3  Institute of Water Modelling 24 

Institute of Water Modelling (IWM) is an institute of excellence in the field of 

water modelling, computational hydraulics and allied sciences in enhancing the 

quality of planning and implementation activities in the relevant fields and providing 
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solutions to water problem in holistic approach. The Institute provides models and 

allied software products for improved planning, designing and decision-making. IWM 

is a trust established by the Ministry of Water resources. IWM models are widely 

used in the field of flood control, flood forecasting, irrigation and drainage, water 

resources management, river morphology, salinity and sediment transport, coastal 

hydraulics, Port, Coast & Estuary management, bridge hydraulics and related 

infrastructure development. IWM aims at becoming a reference centre in the region 

by the year 2006 and in Asia by 2010. 

4.4 Strategic Directions for E-Governance 

Government is yet to formulate an integrated national strategy to implement e-

governance in Bangladesh, however, has a visible move in this connection. As stated 

earlier, the National Task Force and the Executive Committee on ICT provide the 

overall guidelines and directions for implementing e-governance in Bangladesh. The 

very first meeting of the National Task Force was eager to find out the vision and 

mission statements for IT sector in Bangladesh, and in this relation a committee was 

formed under the leadership of the Minister of the MoSICT. The meeting also 

appreciated the need for developing the human resource in this sector and another 

committee was formed for identifying targets and formulation of an action plan. 

However, all of these initiatives were taken from the perspective of commercial growth 

of the IT sector in Bangladesh; the governance perspective was yet to taken under 

consideration by the NTF. The third meeting of the NTF held on 8.8.2002, which was 

much concern about connectivity, legal activities, private entrepreneurship and e-

governance, in particular having following discussions and decisions: 

Discussion 7.1 (16): For the purpose of computerization, supports will be 

provided to private entrepreneurs under BOT or BOO strategy. 

Decision 7.2.3 (kha): Steps will be taken to establish at least one public call 

office and/or multi-media community centre at every village in the country. 

Decision 7.2.3 (ga): Necessary sponsorship and support will be granted to the 

private organizations that are interested to provide Internet services in the 

district and upazilla level. 
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Decision 7.2.4: Steps will be taken to provide Internet services in every 

district and upazilla by the next one year. 

Decision 7.2.5: Necessary steps will be taken to enact the Cyber Law and 

Copyright Act. 

Decision 7.2.6 (ka): Necessary measure will be taken to bring all 

ministries/divisions under a planned e-governance system. 

The fifth meeting of the NTF also had particular attention on e-governance 

having discussion on various e-governance activities taken under the Support to ICT 

Task Force Project. Other discussions include: ministries/divisions can start by 

identifying specific initial e-governance services and gradually mature through 

outsourcing [discussion: 5.04 (7)] and to expedite regulatory actions for 

standardization of Bangla Key Board to introduce e-governance [discussion: 5.04 

(8)]. However, the meeting decided to dissolve the Committee on E-Governance 

headed by the Cabinet Secretary and opined that the Executive Committee on ICT 

Task Force could co-ordinate e-governance related activities (decision: 5.05.4). 

In accordance with a decision of the meeting held on 11.4.2004, of the 

National ICT Task Force the Principal Secretary to the Prime Minister, who is the 

Chairperson of the Executive Committee on the ICT Task Force, requested (vide 

letter no. 33.34.07.00.03.01.2003-75, dated 20.4.2004) all the ministries/ divisions 

to take measures, under respective Focal Points/Teams, for formulating integrated 

'roadmaps' that are implementable by the concerned ministries/divisions and their 

respective agencies and departments. Following the direction, the Focal Points of the 

ministries/divisions are now on action to formulate and finalize 'e-governance 

roadmaps' for their respective sectors. These 'roadmaps', when finalized, would help 

preparing an integrated 'national roadmap' or strategy for e-governance.  

Including the letter of 20.4.2004 there are some other letters, circulars issued 

by the same and other authorities that bring common guidelines and directions on e-

governance implementation for other ministries/divisions. An analysis on some of 

those that carry strategic value for e-governance is presented below: 
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Table 4.1 
Government’s Orders/Circulars Related to Guidelines for E-Governance 

Issuing authority, No. & Issue Date Contents Focus 

The Prime Minister's Office 
No: 33.34.07.00.03.01.2003-75, dated 
20.4.2004 

Importance and government's sincerity; GOB's commitment 
Enhancing governmental efficiency & citizen 
services; 

G2G & G2C 

IT training for employees; Preparatory 
(Capacity building) 

Creation of Focal Point/Team Preparatory 
(Sectoral key players) 

Short & long term actions: training & HRD, 
connectivity, cyber law, citizen interface, etc; 

Preparatory 
(Sectoral roadmap & 
priority areas) 

Some examples of activities for online 
publication; 

G2C 
(Web content & priority 
areas) 

One-stop service for paying utility bills. G2C  
(One-stop service) 

   
Ministry of Science and ICT  
No: Sec-13/IT-47/2002  (Part-2)/117, 
dated: 29.3.03 

To carry survey on existing facilities, resources, 
websites including problems & needs; 

Preparatory 

   
Ministry of Science and ICT  
No: Secretary-1/2001/442, 
dated: 7.1.02 

Assistance from Non-Resident Bangladeshis, 
private sector and NGOs. 

Public-private partnership 

Country wide expansion of IT education, IT 
professionals, IT institutes;  

HRD 

Changes of laws  Legal framework 
   
Ministry of Science and ICT  
No: Sec-13/computer-7/97/273, dated: 
12.7.2003 

Standardization of  
public websites, Website Template Functional 
Design Parameters for Government 
Organizations 

Preparatory guideline 

Regular updating of websites G2G, G2B, G2C 
   
Ministry of Establishment. 
No: MOE(PACC)-e-mail/2001-108, dated: 
26.5.2004 

Use of e-mail in governmental communications G2G 

   
Ministry of Establishment 
No: MOE(PACC)-E-Governance –
203/2004-148, dated: 5.5.2005 

Guidelines for short-term and long-term actions 
to be taken by all ministries and divisions- 

Preparatory guidelines 

Ensuring development and regular updating of 
websites  

G2G, G2B, G2C 

Connectivity infrastructure for the Secretariat 
and Internet connections in all district level 
offices 

Connectivity 

Training for civil servants Preparing workforce 
E-Governance roadmap Strategic guideline 
Introducing Bengali in Internet G2C 
Public-private partnership, open source policy Strategic option 
Extending ICT education Preparing citizens 

4.5 National Connectivity Status 

4.5.1 Connectivity Infrastructure 

Bangladesh Telegraph and Telephone Board (BTTB), the only public sector 

telephone service provider, has equipped all district headquarters with digital 

exchanges. It provides all types of telecommunication services in urban and rural 

areas in Bangladesh. Recently BTTB has started operating with mobile phones also. 
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In Bangladesh, Nation-Wide long Distance (NWD) telephone dialling system was first 

introduced in 1983 replacing old Subscribers Trunk Dialling (STD) services. Including 

all districts and 172 upazillas 236 stations were brought under direct dialling system, 

where 33,781 NWD circuits were in operation by June 2003.25 All upazilla 

headquarters are connected with their respective district headquarters through UHF 

links most of which are now radio systems. In addition, some district headquarters 

are interconnected through digital UHF links.26  

4.5.2 Fibre Optic Routes in Bangladesh 

Since 1998, high capacity Optical Fibre System with Spur Link is in operation in 

the country. Optical fibre networks between Dhaka-Chittagong, Dhaka-Brahmanbaria, 

Lakshmipur-Maizdi-Choumohani-Feni, Kushtia-Meherpur-Chuadanga & Bogra-

Panchagarh (along with Spur link between Rangpur-Nilphamari, Rangpur-Lalmonirhat, 

Netrokona-Mymenshngh-Sherpur, Pabna-Sirajgonj, Rangamati-Betbunia, Khulna-

Satkhira) have been completed by the June 2003. Dhaka-Chittagong optical fibre cable 

route has already come under operation. Besides, after installation of optical fibre 

networks between Dhaka-Bogra and Brahmanbaria-Sylhet, by June 2004, BTTB has a 

complete backbone optical fibre network from Chittagong to Panchagarh and Dhaka to 

Sylhet.27 With assistance from the German government, Bangladesh Railways laid the 

fibre optic communication technology in the late 1980s to support 1200 phones within 

the railway's signalling and train control system. Bangladesh Railway's fibre optic 

connectivity is established around 1800 kilometres railway network covering major 

cities with the capital city of Dhaka.28  In addition, Roads & Highway, Titas Gas and 

Power Development Board have built telecommunication infrastructures of their own, 

including fibre optic cabling in some areas. 

4.5.3 Programme for Expansion of BTTB's Transmission Systems 

In Bangladesh, long distance transmission systems are mainly composed of 

microwave, UHF and VHF radio links; inter-district optical fibre transmission links are 

available in few routes -as stated before. Projects are on going under BTTB to 

replace all analogue transmission links by digital ones up to district level. It has also 
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programme to improve the quality and quantity of the national long distance 

transmission backbone network. Transmission routes under implementation will 

introduce ring formation in some areas of backbone transmission that will enhance 

better system reliability.29  

4.5.4 Future Architecture 

For a next-generation telecom system in Bangladesh, following architecture 

has been planned: 

Access Networks: Connectivity from the customer premises to BTTB core 

network provided through packet switches, fixed wireless, cable facilities and 

switched access scenarios. 

Core Networks: Creation of core/backbone network that is based on highly 

reliable, available, low cost, high capacity and scalable long-haul connectivity 

between edge networks. 

Edge Networks: Edge networks will be designed to interface with customers 

via the access technology and with other networks via core technology. 

Telephony Call Control: Telephony services would be supported across a 

packet based multi-service network using several options for establishing the 

voice path including Internet protocol, switched virtual circuits, etc. 

4.5.5 International Telecommunication 

4.5.5.1 Satellite Earth Stations 

To facilitate international telecommunication through satellite BTTB has 

established four earth stations since 1975. These earth stations operating with 

different INTELSAT satellites located in the Indian Ocean Region. Through four 

Satellite Earth Stations BTTB has established 3,730 international direct circuits with 

37 operators of 26 countries and transit circuits with 171 countries, up to June 2003. 

For immediate selection and connection of the appropriate circuit for incoming calls 

and sending the necessary information to the receiving country's switch to complete 

the calls, BTTB has three international switching centres. Besides, BTTB is linked 

with INMARSAT (International Maritime Satellite Communication) mobile satellite 

communication system to link the mobile earth station on vessel or aircrafts with 

land earth stations.30 
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Table 4.2 
Satellite Earth Stations in Bangladesh 

Name of Earth 
Station 

Year of 
Establishment 

Standard Carrier Working with 
INTELSAT 

Betbunia 1975 A IDR 60o E IOR 

Talibabad 1982 B IDR 60o E IOR 

Mohakhali 1994 A IDR 64o E IOR 

Sylhet 1995 F3 IDR 62o E IOR 

Source : BTTB, Annual Report 2002-2003, pp. 15-16. 

4.5.5.2 Submarine Cable Network 

For international communication, BTTB at present solely relies on the existing 

Satellite Communication System. Submarine cable system is able to provide cheaper, 

more reliable, speedy and secured communication facility than the traditional 

satellite system. For technical limitations and bandwidth constraint, the satellite 

system cannot adequately serve the purpose of today's high-speed data network 

requirements. Considering this situation, BTTB has undertaken a project to join a 

submarine cable consortium namely South East Asia - Middle East -Western Europe-

4 (SEA-ME-WE 4) Consortium that is to start from Singapore and end in France via 

Malaysia, Thailand, Bangladesh, India, Sri Lanka, Pakistan, UAE, Saudi Arabia, Egypt, 

Italy, Algeria and Tunisia. With a second revision, the project is scheduled to be 

completed on June 2006 and from then an enormous improvement in terms of 

higher speed and quality and lower charge in overseas voice and data 

communication is expected. This project will complement remarkably to the ICT 

sector as well as to e-governance connectivity and infrastructure requirements. 

4.5.6 Privatisation & Regulatory Structure of Telecommunication 
Services  

Within the region, Bangladesh has become pioneer to start privatisation of 

telecommunication sector when it awarded license as early as 1989 to a private 

mobile telephone company. However, a complete privatisation of the sector is the 

demand of present time. Government has liberalized telecommunication regulations 

in recent years under the „Bangladesh Telecommunication Act 2001‟ and established 
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an autonomous Bangladesh Telecommunications Regulatory Commission (BTRC) in 

2002 for overall supervision and management of the area. Upgrading the tele-

communication and data-communication infrastructure, i.e., ensuring an effective 

ICT infrastructure in the country is one of the major tasks of BTRC. Following table 

presents the statistics as to licenses issued by BTRC tele/data-communication up to 

03 February 2005: 

 

Table 4.3 
Licenses Issued by BTRC for Tele/Data-Communications 

Sl. Category No of License 

1 Public Switched Telephone Network (PSTN) (17 companies) 37 

2 Cellular Mobile Telecom Operator License 5 

3 Internet Service Provider (ISP) 175 

4 Nationwide Internet Service Provider 29 

5 VSAT-User 85 

6 VSAT-Provider 30 

7 VSAT-HUB 4 

8 Domestic Data Communication Service Provider (DDCSP) 24 

 Total 389 

Source : BTRC (data collected through personal contact). 

Except BTTB, private operators in Bangladesh offer fixed, mobile, paging and 

radio trunkling services. Private operators are also given license to install and 

operate digital exchanges in rural areas. Recently, some more private operators have 

started their telecom services, in addition to the following table that projects the list 

of private operators in 2002-2003 in Bangladesh: 
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Table 4.4 
Private Telecom Operators in Bangladesh ( up to 2002-2003) 

Sl. Name of Operators Function 

1. Pacific Bangladesh Telecom 
Limited (PBTL) 

Cellular radiotelephone services. 

2. Bangladesh Telecom (Pvt.) Limited 
(BTL) 

Paging, Radio trunkling & Riverine telecom services. 

3. Bangladesh Rural Telecom 
Authority (BRTA) 

Establishment, operation & maintenance of digital 
telephone exchanges in 200 upazillas. 

4. Seba Telecom (Pvt.) Limited Rural telecom services in 199 upazillas & Cellular 
mobile radio telephone systems. 

5. Telecom Malaysia International 
(BD) Limited (TMIB) 

Cellular mobile telephone systems. 

6. Grameen Phone Consortium Consortium cellular mobile radio telephone system. 

Source : BTTB, Annual Report 2002-2003, p. 16. 

4.6 Telephone Growth in Bangladesh 

At the end of 2002-03 fiscal year, BTTB had 652 telephone exchanges with 

total capacity of 920,993 lines and 716,721 connections. Growth of BTTB‟s telephone 

exchange capacity in Bangladesh, in a five yeas period of 1998-99 to 2002-03, was 

on average only 89,000 lines per year31 that tends to a lower rate then the rate of 

pending demand, as the following table indicates: 

Table 4.5 
Telephone Growth in Bangladesh (BTTB, 1998-99 to 2002-03) 

Year Type of 
Exchange 

Number of 
Exchange 

Exchange 
Capacity 

Telephone 
Connection 

Pending 
Demand 

1998-99 Manual 

Auto (Analog) 

Auto (Digital) 

479 

108 

44 

44,301 

141,520 

288,501 

36,341 

129,796 

266,831 

17394 

75,842 

78,860 

  631 474,322 432,968 172,906 

1999-00 Manual 

Auto (Analog) 

Auto (Digital) 

476 

102 

65 

45,845 

139,420 

394,529 

39,045 

115,606 

336,652 

21,769 

18,220 

95,125 

  643 579,794 491,303 135,114 

2000-01 Manual 

Auto (Analog) 

Auto (Digital) 

440 

91 

131 

41,815 

107,720 

539,825 

34,672 

70,690 

459,518 

18,903 

18,307 

161,900 

  662 688,920 564,880 199,110 

2001-02 Manual 

Auto (Analog) 

Auto (Digital) 

416 

84 

168 

39,293 

55,598 

651,187 

32,449 

45,182 

528,300 

21,997 

10,484 

178,630 

  668 746,078 605,931 211,111 

2002-03 Manual 

Auto (Analog) 

Auto (Digital) 

359 

53 

240 

33,260 

18,820 

868,913 

26,045 

13,640 

677,036 

24,017 

6,592 

171,243 

 Total 652 920,993 716,721 201,852 

Source : BTTB, Annual Report 2002-2003, p. 17. 
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Bangladesh‟s teledensity is one of the lowest in south Bangladesh as well as 

in the world as ITU estimates it 1.56 per 100 population in 200332 and as indicated 

by the MoSICT in December 2003 it stands at 1.7 per 100 population33. Following 

table represents the status of telephone availability in Bangladesh as on March 2005: 

Table 4.6 
Availability of Telephones 

Operator’s Name No. of Subscribers 
Fixed Phones:   
 BTTB 1,001,000 
 BRTA Ltd. 5,500 
 Seba Rural 950 

 Sub Total (Fixed Phones) 1,007,450 

Mobile Phones  
 Grameen Phone Ltd. 3,195,000 
 TMIB 1,560,000 
 PBTL 355,000 
 Seba Telecom Ltd 290,000 
 TeleTalk Bangladesh Ltd. 13,800 

 Sub Total (Mobile Phones) 5,413,800 

Grand Total (Total Telephones) 6,421,250 

Source : BTRC (Data collected through personal contact). 

As projected in the Table 4.6, presently fixed phones are available to slightly 

more than one million people in Bangladesh. However, with a rapid growth of mobile 

phones, total (fixed and mobile) telephone subscribers stand at 6.42 million. With 

this estimate, teledensity of fixed phones only, per 100 persons stands at 0.72 and 

teledensity of total (fixed and mobile) phones stand at 4.6 per 100 persons. On the 

other hand, targeting 10% of the population (i.e. highest earners), the potential 

customer base can be estimated at 14 million.34 Fixed telephones are mostly urban 

oriented. A newspaper report on May 2003 shows that out of 8,95,000 fixed 

telephones installed by BTTB, 7,70,000 lines are in urban areas where Dhaka alone 

had 4,56,000 lines.35 Grameen mobile phone covers a countrywide network and 

earned global reputation for covering rural people, particularly the rural women. 

Mobile telephony has been growing at a rate of 35-40% per year36. “… the number 

of connections is projected to increase more than 200% over the next few years." 

However, most of the mobile phones that are currently in the hands of people only 

have a mobile-to-mobile accessibility.37 

Recently, BTTB has reduced nation-wide and international tariff charges for fixed 

phone. Its tariff on recently introduced mobile phone calls is also comparatively low, 

however, the private sectors' mobile phones are under criticism for their high charges. 
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4.7 Technology Status 

In 1964, with the installation of an IBM 1620 analogue type computer at the 

Atomic Energy Commission computer was first introduced in Bangladesh for their 

scientific research as a Colombo Plan grant. The then United Bank Ltd. (later Janata 

Bank) installed the first commercial digital computer ICL 1901 series in Dhaka in 

October 1967. Then in 1969-70, IBM 1401 computers were installed in Agrani Bank 

(the then Habib Bank Ltd.) and Adamjee Jute Mills Ltd. Bangladesh Bureau of 

Statistics (BBS) installed IBM-360 computer in 1973. Before installation of own 

IBM/370/115 computer in 1979 Bangladesh University of Engineering and 

Technology (BUET) used to work with the computers of the Atomic Energy 

Commission and BBS since 1968.38 It had taken almost 20 years from the time when 

it was first introduced, to set off computers in the country to be used commercially 

in 1980s, -still in limited extent. Printing and publishing industry started using 

computers in 1987. As the price fall and awareness got high, personal computers 

started get going popular among individuals and in public and private offices since 

early 1990s. Sales of PCs climbed up rapidly from 1998 because of exemption of 

taxes on computers and accessories. Everyday, on an average, 250 computers are 

sold in Bangladesh.39 The "Base Line Survey on IT Sector of Bangladesh" forecasts 

the following annual increase on sales of PCs in Bangladesh40: 

Table 4.7 
Forecasted Computer Sales (up to 2005) 

Year Sales (in quantity) 

1999 62,500 

2000 90,000 

2001 120,000 

2002 148,333 

2003 177,083 

2004 205,833 

2005 234,583 

Source : BCS, Base Line Survey on IT Sector of Bangladesh, 2000. p. 10. 
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Figure 4.2 
Year Wise Growth of PC in Bangladesh 
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Source : BCS (Base Line Survey on IT sector of Bangladesh) data. 

Annual growth rate of PCs is estimated about 32.88%, comparing the years 

1999 and 2000, in the study jointly conducted by Bangladesh Computer Council 

(BCC) and Bangladesh Bureau of Statistics (BBS).41 As per ITU estimate, PC per 100 

population in the year of 2003 stands at 0.78 only.42 "Bangladesh has experienced 

an increase of 35% in PC imports and currently it is reported that the number of PC's 

(PCs) in the country stands at 1.5 million."43 With this figure, currently PC per 100 

population can be estimated as 1.07. However, rate of computer penetration in 

Bangladesh remains far behind from any acceptable standard. Most of those 

computers are concentrated in the urban areas, - particularly in Dhaka. The BCC & 

BBS's survey result shows that Dhaka division has the highest concentration 

(72.76%) of IT involvement, followed by Chittagong (11.14%), Rajshahi (7.39%), 

Khulna (4%), Sylhet (2.8%) and Barisal (1.3%)44 that indicates an existing digital 

divide within the country.   

The same survey also reveals that 41.31% of computers, in Bangladesh, are 

being used for human resources development, while 11.74% of them are connected 

to the Internet. Among the user, Data Entry Operators are the highest with 44.72%, 

followed by the Teachers with 16.37%, then Administrators with 12.74% and 

Network Experts with 2.30% usage.45  
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A separate survey conducted by the Sustainable Development Networking 

Programme (SDNP), specifically focusing on utilization of computer, found that 53% 

of the surveyed organizations have common email account for the whole 

organization, while 29% organizations have email accounts on department basis and 

18% have personal email accounts. 9% of the surveyed organizations have indicated 

that ISP service has become expensive for them. It has been found that most of the 

surveyed organizations have 1:1 or 1:2 computer and employee ratio. Only one has 

been found with very low computer-employee ratio, which is 1:44.46 

4.8 Internet Connectivity 

The Internet came late in Bangladesh, with UUCP e-mail beginning in 1993 

and IP connectivity in 1996. By July 1997 there were an estimated 5,500 IP and 

UUCP accounts and by the end of 2000 it had been forecasted that the account 

holder would reach more than 50,000. In June 1996, the government decided to 

allow private entrepreneurs to act as ISPs using VSATs. In 1999, there were about 

22,000 account holders with 10 ISPs (8 in Dhaka and 2 in Chittagong) and the total 

number of users was ranged around 100,000, while in 2000, there were about 50 

ISPs providing Internet services to more than 350,000 Internet users.47  

In the early years of Internet in Bangladesh, the bandwidth was limited and 

expensive because of high cost of VSAT. The deregulation of VSAT has made 

available the increased bandwidth at lower rates. More than two hundred licenses 

are provided for ISPs, of which nearly 50% are yet to start or fully go on operation. 

ISPs have grown in Bangladesh at a 65% per year48. These are mostly concentrated 

around Dhaka city. Beyond Dhaka, there are 8 ISPs in Chittagong, 6 in Sylhet, 2 in 

Rajshahi, and 1 each in Khulna, Kustia and Bogra.49  

BTTB has started providing dial up Internet services in all of the districts and 

172 upazillas with a plan to extend the facilities to rest of the upazillas as early as 

possible. BTTB's Digital Data Network (DDN) and Broadband Internet service is 

available in 41 districts. Present services include: dial up access service, leased 

access services for enterprises, access for local ISPs, mail, web hosting and .bd 

name registration and DNS services.  For Internet services, BTTB has now a 
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backbone connectivity of (2+2) Mbps with Teleglobe Canada and another (4+2) 

Mbps backbone with C&W, U.K.50 

Presently in Bangladesh, speed of Internet connection is not satisfactory; 

individual bandwidth of ISPs varies from '128 Kbps to 8 Mbps'51 but 'one may be 

limited to 14 Kbps to 19 Kbps due to telephone line connection'52 and at the very 

individual user level, it often goes down further due to being shared by many other 

parties. Cost for Internet access at individual level varies from Taka 15 to 30 per 

hour and for unlimited use Taka 1000 to 3000 per month. For 64 Kbps to 512 Kbps 

broadband connection monthly fee varies from Taka 10,000 to 90,000. Annual 

license fee for private VSAT is US$ 3500. At the same time, "an average Bangladeshi 

ISP pays (as of late 2002) Tk. 290 (or US dollar 5) per month per Kbps for their 

international bandwidth. This translates into a monthly fee of U.S. dollar 5,000.00 

per Mbps on an average. In neighbouring India and China, the corresponding 

monthly prices are US Dollar 2500 and USD 1800."53 

In Bangladesh, Internet users per 100 population was 0.18 in 2003, as per 

ITU's estimate54. Comparing to neighbouring nations, number of Internet subscribers 

remains lower in the country.  A newspaper report indicates that in Internet use 

Bangladesh's position in South Asia is 2nd lowest with 1.53 Internet user per 1000 

people against 0.21 by Myanmar, the lowest in the region. The Maldives topped the 

list with 53.76, followed by India with 15.91, Bhutan with 14.46, Sri Lanka with 

10.56, Pakistan with 3.45 and Nepal with 2.64.55 Presently total Internet subscriber 

stands at nearly two lakh and multiplying by the users of cyber cafes, academic 

institutions, libraries, etc. total number of users assumed to reach nearly one million. 

With this estimate, Internet users per 100 population can be calculated as 0.71. 

So, a divide between Bangladesh and other countries (even with the 

neighbouring and competing ones) is already evident and closure of what is unlikely 

to happen in an immediate future. Within the country, there are further divides 

between various sections of people and between geographic regions too. There are 

divides between rich and poor, male and female, advantaged and disadvantaged, 

rural and urban, etc in respects of availability and affordability of technologies and 

connectivity. Besides, "A dependable information system has not yet been developed 
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for the management of large volume data/information transactions in the 

public/private sectors."56 From cross-sectional citizens‟ perspective, therefore, 

challenges lye with making technology available around the grassroots also planning 

and building of a common network infrastructure throughout the country and make 

it accessible, available and affordable for every citizen. 

4.9 Technology and Connectivity in the Public Sector 

The extraordinary development of ICT in recent years has largely by-passed 

Bangladesh's public sector57. A recent study58 indicates some key points as to 

availability and use of technology in the public sector of Bangladesh. The study was 

conducted in August 2003 that covered 43 ministries and divisions, 236 departments 

and corporations and 24 academic institutions in the public sector. Out of these 303 

organizations, 108 were from outside Dhaka. So far the survey goes, following table 

may represent an idea on technology situation of the public sector: 

Table 4.8 
Hardware Resources in the Government 

Type of 
Organization 

PC Printer Server Scanner CDR Modem 
Web 
Cam 

Projector Total 

Department 4301 2957 147 244 339 694 32 65 8779 

Corporation 3760 2170 141 171 166 957 18 70 7453 

Academic 2707 760 79 104 94 249 48 58 4099 

Ministry 1044 771 29 77 17 113 8 10 2069 

Division 650 337 20 32 23 92 13 7 1174 

Total 12462 6995 416 628 639 2105 119 210 23574 

Source : SASM Taifur, Comprehensive Study of E-Government Initiatives in Bangladesh, pp. 133-134. 

In public sector, on an average 43% of organizations have LANs and 41% of 

the computers in those offices are connected in respective LANs -as the result of the 

study reflects. Out of 303, the study indicates that 232 organizations are connected 

with the Internet, which, represents to more than 76%. Comparing to the number of 

PCs in the organizations, 21% computers are connected with the Internet. The 

connectivity distribution are presented as below: 
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Table 4.9 
Internet Connectivity in the Government 

Type of 

Organization 

Organizations 

Connected with the 
Internet (%) 

No of Internet 
Connected PCs for 

every 100 

Employees 

PCs Connected 

with the Internet 
(%) 

Department 

76 1 

12.39 

Corporation 17.44 

Academic 75 10 40.89 

Ministry 
79 4-5 

17.88 

Division 21.96 

Total 76.56 5 21.07 

Source : SASM Taifur, Comprehensive Study of E-Government Initiatives in Bangladesh, pp. 133-134. 

Majority of the organizations are connected with the Internet through dial-up, 

where, types of connectivity in the government include dial-up, broadband, radio link 

and own VSAT. Seventy nine percent of ministries/divisions, 77% departments/ 

corporations and 42% academic institutions connect through dial-up only. Only 17.5% 

offices have websites many of those are with poor quality and are not updated. 

The study shows PC-employee ratio in the public sector as 0.09 and PC-

officer ratio as 0.35. In corporation and department level, PC-employee ratios are in 

worst position (0.06 and 0.07 respectively) where, among ministry, division and 

academic institution these ratios found almost same (0.23, 0.22 and 0.23 

respectively). In the public sector, only 21.3% officers and 7.8% staff have IT 

training, the report observes. Rate of PC-users at ministry/division level is found 

comparatively high, although not satisfactory. Here, 30.64% officers and 32.64% 

staff use PCs. In department/corporation level 20.6% officers and 6.49% staff and in 

academic institution 40% officers and 7.4% staff use PCs. The study also points out 

that 33.66% of the surveyed organizations use own customized software (most of 

those are accounting, payroll, personnel management related) in addition to 

traditional software packages.  
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4.10  Regulatory Environment 

Like any modern state, Bangladesh has thousands of regulations, however, 

what distinguishes those in Bangladesh is that many are archaic, conflicting, and 

serve no perceivable public interest.59 This statement provides an overview on 

general status of the regulatory environment in Bangladesh, thus, endows with 

recent legal concerns that appeared with the particular area of e-governance.  

4.10.1 Policies 

E-governance necessitates clear policy directions that are supported by 

sufficient legal provisions. For e-governance in Bangladesh, the National ICT Policy is 

adopted in 2002, as stated earlier, that imparts the policy guidelines. One of the 

most important objectives of the ICT Policy is to "Establish legislative and regulatory 

framework for IT issues like IPR, data security and protection, digital signature, e-

Commerce, IT education, etc."60 Besides, the 'e-governance part' of the ICT Policy 

set sights on national ambition and indications on some major aspects. 

To comply with the applications of the Internet in the public administration, 

the Ministry of Establishment has adopted the Official Internet Connection and Usage 

Policy, 2004. The Policy offers provisions for using the Internet facilities in 

government offices and determines some aspects in this regard, such as entitlement, 

procedures, cost-limit, etc. As the policy is limited to the matters of entitlement, 

approval procedures, cost-limit only, it is unable to provide any guideline in respect 

of online services for e-governance in Bangladesh. 

4.10.2 Laws  

Government has replaced the age-old Copyright Ordinance 1962 in 2000 by 

enacting the Copyright Act 2000 with the demands of development and adoption of 

ICT in many spheres of life.  For more suitability and conformity, government has 

further amended the existing Copyright Act recently. 

As the scope of e-government services expands, the enactment of cyber laws 

is becoming increasingly important.  Presently in Bangladesh, legal provisions 
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recognize only paper-based transactions, maintenance of records and documents, 

signing of contracts, awards and orders, face-to-face contact, etc., and these are 

admissible in providing evidence for disposal of disputes. E-governance, in most 

cases, deserves legal support and recognition of digital forms of these activities -like 

the ink and paper forms. It becomes increasingly important that evidence of these 

activities be available to demonstrate legal rights and obligations that flow from 

those, as more and more activities are carried out by electronic means. For e-

governance, areas require to be satisfied by legal provisions include: data protection 

& communication, delivery of online services, electronic transaction, electronic 

certification & signature, cryptographic products & services, citizens' rights 

protection, electronic archive, document retention, evidence & contact, 

administrative law & procedures, judicial procedures, etc.  

In accordance with the demand of a sound legal framework, government has 

been progressing with task of enactment of an Information and Communication 

Technology (Electronic Transaction) Act. A draft bill has been prepared in this area. 

"The Draft was prepared on the basis of Model Law on E-Commerce adopted by the 

United Nations Commission on International Trade Law (UNICITRAL)."61 The 

proposed bill contains ten chapters that include various provisions, such as: 

electronic record, electronic signature, certification authority, Cyber Appeal Tribunal, 

electronic security and hacking, etc. Provisions are kept for bringing necessary 

amendments in the Penal Code 1860, Evidence Act 1872, Banker's Books Evidence 

Act 1891, Bangladesh Bank Order 1972, etc.62 The proposed Act will help creating, in 

general, a legal environment for electronic transaction and disposing of disputes.  

However, in particular, plan for introducing an act for e-governance is not 

visible yet in the country. Such a law could exhaust all relevant items ranging from 

definition of e-governance to its basic parameters, from standardization of websites 

to electronic archives, from workforce training standard to electronic service delivery 

for citizens, security and privacy measures, it could also extend provisions for 

creating an office/authority for e-governance that are beyond many of the other 

pieces of legislation including the proposed ICT Act.  
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4.10.3 Administrative Rules and Regulations 

Rules and regulations require simplification as well as modifications in order 

to serve as efficacious tools of administration in Bangladesh.63 Major administrative 

rules, that are currently in operation in Bangladesh, include: the Rules of Business 

(1975), the Secretariat Instructions (1976), the Official Secrets Act (1923), the 

Delegation of Financial Powers, the Treasury Rules, the Bangladesh Service Rules, 

the Bangladesh Financial Rules, the Government Servants (Conduct) Rules (1979), 

the Public Service Commission (Consultation) Regulations (1979), the Government 

Servants (Discipline & Appeal) Rules, 1985, the Delegation of Administrative Powers, 

the Delegation of Financial Powers, the Recruitment Rules,  the Seniority Rules, etc. 

These rules ordain structure and authority within the bureaucracy, allocate powers, 

define responsibilities and endow with procedural instructions. Except some 

modifications, most of the provisions of these administrative rules and regulations 

are carried over from the British period. Introducing e-governance in Bangladesh 

obviously depends on appropriate modifications of the existing administrative rules 

and regulations that will ultimately contribute to prepare the regulatory environment 

and prepare the public organizations and side by side facilitate preparing online 

services for people. Despite many initiatives that have been taken by the 

government, in some other areas of e-governance, the vast area of administrative 

laws, regulations and orders remain yet unattended.  

4.11  Modernizing Public Administration 

4.11.1 Public Administration Reforms in Bangladesh  

Bangladesh has more than its fair share of studies on public administration - 

with few practical reforms64 and the general problems afflicting the public sector in 

Bangladesh are well known and well documented65 in many reports produced by 

government or by other local or foreign organizations. Some of the major studies are 

described in the following table: 
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Table 4.10 
Studies on Public Administration in Bangladesh 

Year Report & Agency Description 

1973 The Report of the Administration and 
Services Reorganization Committee, 
GOB. 

After the War of Liberation, the first report of its kind for 
re-structuring government agencies, hierarchies and 
reforming processes of the public administration of 
independent Bangladesh. 

1977 The Report of the Pay and Service 
Commission, GOB. 

Reorganization of pay and civil service structure that "led 
to what is called Open Structure System in the Secretariat 
Administration and creation of about twenty eight 
cadres."66 

1982 The Administrative Reform Report, 
GOB. 

Reorganization of field level administration and 
introduction of upazillas as the basic administrative unit. 

1989 The Public Administration Efficiency 
Study, USAID. 

Principal areas of the report include Secretariat system 
and work procedures, relationships of departments & 
corporations with ministries, and project cycle policies and 
procedures. The study proposes for increasing delegation 
and accountability and human resource development 
including recommendations on improving office practices. 

1993 The Public Administration Sector 
Study, UNDP. 

This report focuses on increasing transparency, 
accountability and public sector performance and provides 
recommendations both for consolidation and reform.  

1993 Towards Better Government in 
Bangladesh, GOB. 

Four secretaries, based on a visit to UK, prepared the 
report that mostly relates to good governance through 
improved performance of the Civil Service. 

1996 Government that Works: Reforming 
the Public Sector, the World Bank. 

This report highlights on the problems related to 
efficiency, accountability and responsiveness of public 
administration and civil service personnel management in 
Bangladesh. 

2000 Report of the Public Administration 
Reform Commission, GOB. 

With a title "Public Administration for 21st Century" the 
report produces analyses and suggestions on improving 
transparency, efficiency, accountability, effectiveness and 
dynamism; institutional and procedural changes, 
improvement of service delivery, reorganization of 
government, etc.  

Rigid hierarchies, red-tapism, complicated procedures, sluggish decision-

making and lack of accountability often characterize public administration in 

Bangladesh, as observed by the reports. It is also observed that the inadequacies of 

government's services reflect not only resource constraints, but also deep-seated 

organizational problems and procedural flaws.67 Government agencies are 

unresponsive to people's needs; citizens have little access to information about 

government processes and decisions, and lack any effective means of obtaining 

redress when officials abuse their power.68 Even the filing and record keeping system 

are outmoded and inadequate for the present day requirements of information 

management.69 
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4.11.2 Reforms and Changes for E-Governance 

The situation, stated above, inevitably demands appropriate measures for 

organizational and procedural reforms in the public administration. Most of the 

reports contain significant suggestions for such reforms. Hence, particularly for the 

purpose of e-governance, the immense task of arranging necessary changes to 

facilitate electronic information management, simplification of procedures and 

processes, online presence, adoption of technologies and new communication 

channels, inter-agency collaboration, electronic service delivery, etc. remain 

unattended. As a result, existing technologies, even their further consumption in the 

public sector become unable to bring any improvement in relation to efficiency, 

transparency, accountability, or responsiveness of the bureaucracy. A study 

observes, "There are many ministries and organizations which have already 

equipped themselves with computers or are in the process of doing so. But to what 

extent this new technology is helping to improve management remains a moot 

question. ... The use of the computer for improving the basic functions of 

government organizations has not been attempted seriously."70 E-governance 

initiatives, so far taken, miss the component of changing government procedures 

and processes to facilitate adoption of new technologies in public administration and 

to offer new services for citizens in new ways.  

4.12  Preparing Public Officials 

4.12.1 Civil servants of Bangladesh 

Civil servants of Bangladesh are usually grouped under four classes. The class 

system helps distinguish public officials by rank. Class I employees are officers of the 

government, Class II include next step staff who are mainly supervisory employees, 

generally clerical employees fall under Class III and sub-clerical employees or 

supporting staff are grouped in Class IV. Total number of civil servants currently 

stands at 757348 in Bangladesh.71 However, a government statistics on class wise 

civil servants in 1996 is presented in the following table: 
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Table 4.11 
Statistics of Civil Servants in Bangladesh  
(O&M Wing, M/O Establishment, 1996) 

Class Ministry/Division Department/Directorate Total Percentage 

Total Percentage Total Percentage 

I 2333 23.27 45627 6.34 47960 6.57 

II 108 1.08 17852 2.48 17960 2.46 

III 4767 47.54 516809 71.77 521576 71.44 

IV 2819 28.11 139802 19.41 142621 19.53 

Total 10027 100.00 720090 100.00 730117 100.00 

Source : M.M. Khan, "Reorganization of Government Offices and Autonomous Bodies for 

Decentralisation in Bangladesh [Paper presented at the International Conference on 
Administrative Reforms for Development of Bangladesh, organized by PARC], Dhaka 14-16 

March 1999. Extracted from Report of the Public Administration Reform Commission, Vol. 1, 
GOB, Dhaka, 2000, p. 60. 

Table 4.11 shows that number of civil servants is mostly concentrated in 

departments/directorates by agency, and by class they concentrate in the Class III.  

4.12.2 Training for Civil Servants 

After recruitment, particularly for Class I, Class II and Class III employees, 

government arrange different on-the-job training courses to update knowledge, skill 

and motivation for their effective induction in the public administration. National 

Training Council has been set up and a National Training Policy is formulated for 

providing overall guidelines for public personnel training. There are approximately 

150 training institutions in the country72 for on-the-job training of the civil servants. 

The basic objective of on-the-job training is to improve knowledge, skills and 

attitudes that are directly related to the work environment.73 Some of the training 

institutes include: Bangladesh Public Administration Training Centre (BPATC), four 

Regional Public Administration Training Centres (RPATC), Academy for Planning and 

Development (APD), academies for Bangladesh Civil Service Cadres (B.C.S.), 

Institute of Chartered Accountants of Bangladesh, Institute of Cost & Management 

Accountants, Bangladesh Institute of Management, Bangladesh Institute of 
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Administration & Management, National Academy for Education & Management, etc. 

Except these, overseas training is also available for government employees, 

particularly, for Class I officers in various fields, though very few in numbers. 

Besides, respective organizations also organize in-house training courses under 

revenue budget and/or as a component of development project(s) to adapt their 

employees with new knowledge and skill. There is no up to date inventory of the 

number of training institutions, their budget and other relevant details74 and so as to 

the number of training courses and trainees including areas of training. Training 

institutions operate below 50% of their capacity, in-house training facility is little, 

absence of systematic training needs assessment, impact of training on job 

performance do not get evaluation, only 50% Class I officers have receive training in 

the course of whole careers, officers takes training casually  -are only few of the 

drawbacks of this area, as a report mentions.75   

4.12.3 IT Training 

At present in many cases, particularly where duration is not too short and 

where equipments are available, IT is usually included in general training courses for 

employees by government-run different training academies/institutes. A trend of 

arranging specific IT training courses by these training academies or institutes is also 

noticeable in recent years. However, IT training courses are often locked up with 

word processing and with some other elementary operations, where trainees limit 

their concentration merely on word processing. Such training courses hardly include 

any component to provide the broader concept and practices of ICT in public 

administration. This situation happens to leave trainees to perceive computer as a 

modern typing machine with storage capacity that leads to restrict themselves within 

word processing jobs in using computers in their work places -provided that there is 

a computer and they do not forget the lessons. Therefore, scopes remain for 

significant improvement in the area of IT training for civil servants regarding training 

plan, facilities, methods and curriculum. 
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4.13  Preparing Citizens: Human Development & Awareness Building  

The most vital component of human development is empowering people with 

knowledge and skill.76 Realizing the need for 'widespread introduction of IT 

education as a prerequisite for producing skilled human capital'.77 The National ICT 

Policy ensures that facilities shall be built to promote IT education and computer 

aided education in all levels.78 The policy also identifies the shortage of trained and 

qualified teachers and trainers for ICT education and training as an impediment to 

the HRD plan. It proposes building capacity in teacher training institutions through 

special certification and in-service programmes to upgrade skills that will create a 

pool of skilled trainers. 

4.13.1 ICT in Educational Institutes  

Initiatives were taken about 13 years back to introduce computers in schools 

and colleges in Bangladesh.79 Course curricula for Secondary and Higher Secondary 

levels have been developed and these are taught in school and colleges as optional 

subjects. Government has a plan to distribute 10,000 computers in first phase and 

then 15,000 computers in second phase in schools, colleges and madrasas in the 

country.80 By June 2004, more than 12,000 have been distributed under the Ministry 

of Education, on the other hand, about 6000 teachers have received IT training.81 By 

the same period, BCC has distributed 725 computers in educational institutes and 

838 teachers have received IT training, as mentioned earlier. Nonetheless, there are 

some other efforts from public and private sector and from NGOs in relation to 

distributing computers in educational institutes and providing training for teachers. 

Completely privately owned educational institutes have their own efforts, in these 

respects. The question of optimum or proper use of the computers, placed under 

Secondary and Higher Secondary level educational institutes, particularly, which are 

located in rural areas, is not beyond debate. Major problems, in this connection, are 

related with power, place, trained or capable teacher, motivation and awareness, 

etc. However, government has a further plan to introduce ICT as a mainstream 

subject at secondary and higher level education. 
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4.13.2 ICT in Higher Education  

At the higher level, presently 21 public universities, 52 private universities, 31 

colleges under the National University and a number of foreign affiliated 

universities/institutes are offering computer science courses, producing about 5000 

computer science graduates per year.82 The Ministry of Science and ICT has been 

conducting one year Post Graduate Diploma in ICT through public universities to 

create skilled manpower and trainers in ICT. The Ministry also has a 3 years 

programme for ICT internship to facilitate on the job training to new IT graduates, 

who, for a period of six months, will receive 60% of monthly allowance from MoSICT 

and rest 40% to be provided by the concern organization. An amount of Taka 

125.00 lakh has been allocated for this programme. 

4.13.3 IT Training Institutes for Mass Level 

In a period of four years, Bangladesh has experienced a growth of 300% in 

ICT training institutes, with total investments in training facilities exceeding 2000 

million taka.83 About 1500 ICT training institutions in private sector are reportedly 

functioning in the country -says an unpublished progress paper of the MoSICT. But 

many of those are running with lack of standard syllabus and technical qualities that 

lead to a discrepancy between market demand and the ICT training courses, being 

offered in the country.  Therefore, scopes are there to establish IT institutes with 

high quality services at reasonable fee to produce professionals both for local and 

global markets. Bangladesh Computer Council has initiated a program to evaluate 

and rank existing training institutes to ensure a standard for ICT training courses 

offered by the private training institutes. Except some institutes that are affiliated 

with the National University or with foreign universities, private ICT training institutes 

in Bangladesh, provide short-term diploma, programming, networking, graphical, 

hardware maintenance and basic computer literacy training courses. Within these 

courses, most of the institutes are concentrated with basic computer literacy training 

–where majority of trainees concentrate themselves. The youth including students 

are becoming increasingly interested for ICT training as an additional skill of present 

days. Some government agencies, such as: the Department of Youth, the 

Department of Women Affairs, BCC, etc. too have specific projects for providing ICT 
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training for citizens. Some of those organizations have facilities for providing training 

in divisional and district level, although far behind the requirement. ICT courses of 

these public organizations are also pondered with basic literacy. Therefore, this trend 

of basic computer literacy training can be generalized in respect of ICT training 

scenario that exists in the country excluding few exceptions, like: higher education, 

long courses or other specific courses for specific target/interested groups. 

4.13.4 Status of ICT Education and Citizens' Preparedness  

A study shows that out of surveyed students, turned out in formal and non-

formal IT education, only 5.36% passed from formal sector and rest are non-formal 

sector. Among them, 0.42% are graduates, 6.36% are diploma holders and 90% 

passed in short certificate courses.84 

It is noteworthy that preparing citizens for e-governance is not heavily linked 

with a higher level or extent of ICT education, particularly in respect of enjoying 

services by mass people. However, it speaks about preparedness of the human 

resource of a country and indicates vis-à-vis notion, alertness and trend of the 

society and awareness about ICTs as new technologies. Referring e-governance, the 

question of preparing citizen categorically relates to bringing people close to the 

public administration or to the decision making process and making them aware and 

capable of enjoying government services that are offered at their choice and 

convenience through electronic channels. In Bangladesh, neither electronic services 

are ready nor the citizens are prepared; even they are not conscious about many 

traditional government services or their rights to government services. "The vast 

majority of people in Bangladesh are severely handicapped in their dealings with the 

bureaucracy by their illiteracy and lack of knowledge of their rights as citizens. ... In 

short, ordinary taxpayers in Bangladesh have no sense of a right to services, or, 

indeed, of ownership of the government for which they pay."85 

This situation demands government's interventions that would include sincere efforts 

for identifying and implementation of specific public programmes, partnerships with 

private sector and collaboration with NGOs. Attention needed in the areas of making 

people aware of government services, their rights to services and citizen-government 
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relationship, introducing technology throughout the country, connecting people with 

the help of ICTs, attracting them towards government services in innovative ways, 

etc. Campaigning, publicity and literacy programmes generally help building 

awareness and empowering people. Besides, among many other attempts, 

distribution of computers in educational institutes has a secondary impact on making 

rural people familiar with new technologies and making them aware of their use. 

Programmes are on going for distribution of computers in educational institutes of 

Bangladesh, however, not sufficient, as observed earlier.  

4.14  Conclusion  

National commitment for strengthening the ICT sector, particularly, persuasion 

for introducing e-governance is evident in many of the governmental policies and 

activities in Bangladesh. "However, there are nations who are finding the resources 

and the expertise to make e-government happen. Bangladesh, ... for example 

recognize the importance of the role technology plays in development and have 

embarked on e-government programs representative of their respective development 

agendas."86 -the UN Global E-government Survey 2001 observed. E-governance 

management structures are emerging and strategic directions are coming up from 

many public decisions and documents. Regarding telecommunications, Government 

has specific plans for upgrading core infrastructure, including digitising telephone 

switches, installing fibre and radio technologies and expanding national networks to 

rural areas. Submarine cable network and radio technologies are being explored. 

Growth of technology and connectivity is visible. Reforming the public administration 

has been explored since independence, although very little has been achieved, 

practically. Needs for preparing the public employees both for a modern public 

administration system and for better citizen service is acknowledged. In the same 

way, human development and awareness building agenda for preparing citizens 

towards a knowledge-based society is not missing. However, something very crucial 

is missing: 'adequacy' and a 'whole approach'. Both of the setbacks are allied with 

the crisis of 'ability', -one is linked with the ability to mobilize resources and other is 

linked with the ability to mobilize an integrated strategy. When inadequate efforts 

are bundled with disorganized strategies, benefits are often disguised by disparities. 
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Chapter 5  
E-Governance: The Case of the  

Bangladesh Secretariat 

5.1 Introduction 

The administrative set-up of Bangladesh is organized hierarchically with the 

Secretariat at the apex that consists of the ministries and divisions of the 

government. It is the mainspring of all governmental policies and activities. Primary 

responsibilities of the Secretariat are formulation of administrative and development 

policies, monitoring their execution, evaluation and co-ordination.1 

For the purpose of the present study, a survey has been conducted in the 

Bangladesh Secretariat to find out the technology and connectivity status and usages 

in relation to e-governance initiatives in different ministries and divisions. Presently 

27 ministries and 9 divisions are located within the Bangladesh Secretariat campus. 

Besides, including the President's Office, the Prime Minister's Office, the Parliament 

Secretariat, the Election Commission, there are another 24 ministries and divisions 

that are located outside of the premise of the Bangladesh Secretariat. The present 

survey covers all of the thirty-six ministries and divisions, situated in the Secretariat. 

A list of these ministries/divisions can be seen as Annexure IV. 

Each ministry or division is comprised of several numbers of working units. 

The lowest unit is a Section. Sections are assembled under several Branches that 

work under Wings and next are the offices of the Additional Secretary, Secretary and 

Ministers. In some ministries/divisions special Cells, like: Planning Cell, Computer 

Cell, Law Cell, etc. exist and these cells may further consist of some more units. 

Besides, there is an Accounts Section in every ministry/division and some have other 

units like: Library, Store, Record Keeping, etc. These units are lead by persons of 

different ranks and designations, and they work as individual office within a 

hierarchical chain of command. Except Accounts Section, Library, store, etc., other 

units are run by Class I officers with the support of Class II, Class III and Class IV 

employees. Except the IV employees, all of the rests are normally involved with 

deskwork in the Secretariat. 
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5.2 Availability and Use of ICTs in the Secretariat 

5.2.1 Availability of Technology 

The survey shows that in the Bangladesh Secretariat, under 36 ministries and 

divisions, there were 4306 Class I, Class II and Class III employees, who could be 

treated as potential users of computers. Total number of computers occupied by these 

ministries was 1399, as the survey counted. The minimum number of PCs stands at 

five that is owned by the Internal Resources Division and the maximum number of PCs 

was 158 owned by the Ministry of Establishment. PC was available to 32.5% 

employees in the Secretariat and PC-employee ratio was computed as 0.32; however, 

minimum and maximum ratios among the ministries range from 0.12 to 0.59 

respectively. Figure 5.1 projects the state of PC-employee ratio that exists in the 

Bangladesh Secretariat.  

Figure 5.1 
PC-Employee Ratio in the Secretariat 
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Number of individual working units or offices, as described earlier, in different 

ministries and divisions varies from 8 to 130. Total number of such individual offices in 

the Bangladesh Secretariat is counted as 1433. The survey observes that out of these 

offices, 1056 offices have individual PCs and rest 377 are PC-less offices. It indicates 

that within a ministry/division, 73.7% units or offices have individual PCs; while the 

minimum stands at 8.3% and maximum is 100%. There are five (about 14%) 

ministry/divisions in the Secretariat that own 100% of their working units equipped 

with computers. Ministry-wise statistics of employees, individual working units and 

availability of PCs is furnished in the Annexure V.  
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5.2.2 IT Training by the Ministries and Divisions 

As mentioned earlier, total Class I, Class II and Class III employees of the 36 

ministry/divisions is 4306, on the other hand, total employees received IT training by 

the respective organizations in one year is 906. Out of these ministries and divisions, 

11 did not carry out any training programme for their employees during the same 

span of time. However, against an average of 120 personnel in a ministry/division, 

average number of officials trained in one year is 25.  

Table 5.1 
Distribution of Employees Received IT Training during Last One Year    

Number of Personnel No. Of Ministry/Division 

0 11 

1-25 19 

26-50 3 

51-75 2 

76-100 1 

Total 36 

5.2.3 IT Skill of Employees 

The survey observes that every ministry/division has no less than 20% of 

employees who have IT skill or can operate computer, while only one (2.8%) has 

81-100 percent IT literate personnel. However, in 11 (30.6%) ministries and 

divisions, only 21-40 percent of existing employees can operate PC, where in 19 

(52.8%) cases 41-60 percent of employees are IT skilled and rest 6 (16.7%) 

ministries/divisions have 61-100 percent IT skilled manpower. This figure indicates 

that in the Secretariat, on an average 48.28% IT literate personnel exist in different 

ministries and divisions. When weight has been given to a specific class for the 

respective ministries according to their percentage share in total Class I, II & III 

employees, the weighted average IT skilled employees is calculated as 49.68. 
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Table 5.2 
IT Skilled Manpower in the Bangladesh Secretariat      

Percentage of Employees 

that can Operate PC 

Mid 

value 

(x) 

No. of 

Ministry/ 
Division 

(f) 

Number of Class I, II & III 

employees for given 
ministries 

Weight given to 

specific class 

(w) 

fx Wx 
x  wx  

21-40 30.5 11 1211 28.12 335.50 857.77 

48.28 49.68 

41-60 50.5 19 2214 51.42 959.50 2,596.54 

61-80 70.5 5 728 16.91 352.50 1,191.92 

81-100 90.5 1 153 3.55 90.50 321.56 

Total  36 4306 100.00 1,738.00 4,967.79 

Notes: Weight has been given to a specific class for the respective ministries according to their percentage 

share in total Class I, II & III employees; 



f

fx
x ; 




w

wx

wx . 

5.2.4 PC User Employees 

As observed by the survey, in the cases of 29 (around 86%) ministries and 

divisions, 21-60 percent of employees use computers in their daily work, where 23 

(about 64%) of ministries have 41-80 percent of employees who use computers, but 

there is none, where all or above 80% employees work with PC. Average percentage 

of PC user employees in the Bangladesh Secretariat is 44.94 and the weighted 

average is 46.30. It is notable that compared to the IT skilled personnel, rate of PC 

user personnel declines by about 3.4%, which seems to happen because of existing 

lower rate of PC-employee ratio in the ministries and divisions. "It is imperative to 

make more budgetary allocation to get optimum use of IT and undertake 

comprehensive training program for its rapid and effective use."2 

Table 5.3 
Percentage of PC User Employees in the Secretariat     

Percentage of PC 
User Employees 

Mid 
value 

(x) 

No. of 
Ministry/ 
Division 

(f) 

Number of Class I, II 
& III employees for 

given ministries 

Weight 

given to 
specific class 

(w) 

fx wx x  wx  

01-20 10.5 2 117 2.72 21.00 28.53 

44.94 46.30 

21-40 30.5 11 1318 30.61 335.50 933.56 

41-60 50.5 18 2224 51.65 909.00 2,608.27 

61-80 70.5 5 647 15.03 352.50 1,059.30 

Total  36 4306 100.00 1,618.00 4,629.66 

Notes: Weight has been given to a specific class for the respective ministries according to their percentage 

share in total Class I, II & III employees; 



f

fx
x ; 




w

wx

wx . 
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5.2.5 Use of PCs 

It is noticed that in all of the 36 organizations, PCs are 'mostly' engaged with 

word processing. Next to word processing, three other trendy applications are: 

spreadsheet, graphical presentation and Internet. Following table provides the facts 

in respect of PCs remain busy in various tasks, as the informants of different 

ministries and divisions have reported in a five-point categorical scale. Last column 

of the table shows the calculated scores obtained by the individual applications 

based on their extent of use. It reveals that around 40% ministries/divisions has own 

customized software and same percentage of organizations deal with advanced uses, 

such as: database management, programming, statistical analysis, etc. However, in 

overall consideration, PCs are dominated by mere word processing job, hence the 

technology remains mostly underused in the Secretariat. A study on Bangladesh‟s 

Public Administration sector as observes in 1993 “Most government departments are 

now equipped with some sort of computers but many of them are believed to be 

heavily underutilized”.3 

Table 5.4 
Percentage Distribution of Use of PCs by Tasks  

(n=36) 

PC busy with Only with Mostly with Sometimes with Rarely with Not at all Score 

Word Processing 0.0 100.0 0.0 0.0 0.0 300 

Spread Sheet 0.0 5.6 63.9 30.6 0.0 175.2 

Graphical Presentation 0.0 2.8 38.9 52.8 5.6 139 

Internet 0.0 5.6 38.9 47.2 8.3 141.8 

Database Management 0.0 2.8 11.1 30.6 55.6 61.2 

Statistical Package 0.0 0.0 13.9 27.8 58.3 55.6 

Programming 0.0 0.0 2.8 36.1 61.1 41.7 

Customized Software 0.0 0.0 19.4 22.2 58.3 61 

Notes : Score calculated by giving values for the categories as: Only with=4, Mostly with=3, Sometimes 
with=2, Rarely=1, Not at all=0. 

The survey shows that in Bangladesh Secretariat, 25% ministries/divisions 

have databases, 11.1% are 'on process' for preparing databases and rest 63.9% 

ministries/divisions neither currently posses any database nor they are „on process‟ 

to prepare any. The existing databases, however, do not exclusively cover all areas 

of activities of the respective ministry/division, meaning that all of the organizations 

have substantial scopes for developing databases that would ultimately facilitate e-

governance. 
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5.2.6 Connectivity in the Bangladesh Secretariat 

Among the surveyed ministries and divisions 15 (41.7%) are presently under 

Local Area Network (LAN), 4 (11.1%) organizations are on process for creating LAN. 

The ministries/divisions, which are already networked, vary from each other as to 

coverage of their LANs. Following figure displays current status of network of the 

surveyed organizations. 

Figure 5.2 
Status of Network in the Ministries and Divisions 

Network extended to 

other 

department/agencies

100% of computers 

are networked

Up to 75% of 

computers are 

networked

Up to 50% of 

computers are 

networked

Not networked

Up to 25% of 

computers are 

networked

 

5.2.7 Internet Connectivity and Use of E-Mail  

The respondent ministries/divisions let know that except 4 (11.1%), all of the 

rests (88.9%) are presently connected with the Internet and the same have their e-

mail accounts. In the sample organizations, 66.7% are connected through dial-up 

only, 5.6% are through broadband only and rest 16.7% have either dial-up and 

radio link or broadband and radio link combinations. 

Figure 5.3 
Internet Connections in the Secretariat 
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As to e-mail use by the workforce, it is informed that in 93.7% cases, only 

'selected' or 'few' officers use e-mail, in 6.3% ministries 'some' officers use it, and 

there is no instance of using e-mail by 'almost all', or 'all' of them. In the same way, 

about 78% of the e-mail user ministries informed that e-mail correspondence 

happens 'rarely' or 'few times' and about 22% of them reported that they 

'sometimes' use e-mail. 

Table 5.5 
E-Mail Communication by the Ministries and Divisions  

           (n=32) 

E-Mail Occurs with Only Mostly Sometimes Rarely Not at all Score 

Own departments/agencies 0.0 0.0 0.0 50.0 50.0 50.0 

Other ministries/divisions 0.0 0.0 3.1 40.6 56.3 46.8 

Foreign missions and organizations 12.5 50 31.3 6.3 0.0 268.9 

NGOs and civil society 0.0 0.0 21.9 50.0 28.1 93.8 

General people 0.0 0.0 0.0 16.7 72.2 16.7 

Notes: Scores calculated by giving values for the categories as: Only=4, Mostly=3, Sometimes=2, 

Rarely=1, Not at all=0.  

It is evident that practice of electronic correspondences, by the ministries and 

divisions, has not yet become trendy, in general. In respect of communication 

among government agencies, with NGOs and civil society and with general people it 

happens hardly ever. As the table 5.5 shows, e-mail correspondences by the 

ministries/divisions mostly happen with foreign organizations and next it happens 

with NGOs and civil society. E-mail communication with the counterpart ministries 

and departments happen very rarely. More than 72% ministries/divisions, so far, 

never communicate with general people through e-mail.  

5.2.8 Technological Support 

Out of 36 ministries/divisions, only 16 (44.4%) have particular arrangement for 

technological support, such as: a separate computer cell. Among those there are some 

cases, where the cells are arranged internally through putting some computers and 

some IT literate manpower of the ministry or deputing one or two technical persons 

from attached department/agency. The computer cells are equipped with various 

numbers of PCs ranging from minimum 3 to maximum 26, while all of the cells occupy 
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a total of 147 PCs of the ministries/divisions. Average number of PCs engaged in a cell 

can be computed as 9.18. Out of 16 cells, 11 have Local Area Network; rest 5 deal 

with islands of PCs. Total manpower, engaged in the computer cells is 102, where 

minimum is 2 and the maximum number is 36. The computer cells are supervised by 

technical personnel like: System Analyst, Network Engineer, Programmer, etc. 

However, some cells are found to be supervised by computer operators or by non-

technical ministerial staff, particularly, in the cases where such cells are arranged 

internally. Average number of human resource engaged in a computer cell is 

calculated as 6.37. Out of 36 ministries and divisions, only 3 (8.3%) have their Web 

Designers, rest 33 (91.7%) have no designated person for their web initiatives. 

5.3 E-Governance Initiatives 

All of the ministries and divisions in the Bangladesh Secretariat have started 

moving for e-governance. As it is informed by the subject organizations, 83.3% 

ministries/divisions already have moved with specific steps and rest of the ministries 

and divisions are 'on process'. However, in most of the cases, such steps are limited, 

so far, with formation of Focal Points/Teams or Committees and preparing 

'roadmaps' or strategies for e-governance -as same number (83.3%) of 

ministries/divisions let know that they have already formed their Focal Points/Teams 

or Committees and rest of them are 'on process' for creating Committees or Focal 

Points. Only 13.9% of the respondent ministries/divisions have prepared their 

strategic guidelines or 'roadmaps', 69.4% are active on doing this and 16.7% have 

not yet moved with strategy. It is noteworthy that creating committees and 

preparing strategies for e-governance by the respective ministries and divisions has 

started with the direction given by the letter (No: 33.34.07.00.03.01.2003-75, dated 

20.4.2004) from Prime Minister's Office, which is already described earlier. As to 

goals and objectives of e-governance, 8.3% informed that they have already set 

specific goals and objectives, and 91.7% have not yet identified any. This 

information discloses that some ministries/divisions have prepared their e-

governance strategies without having identified any goals and objectives. Currently 
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in 38.9% ministries/divisions have one or more projects that are either direct result 

of e-governance initiatives or outcome(s) of such projects will somehow facilitate 

their future e-governance efforts. On the other hand, 16.7% ministries/divisions 

informed that they are currently active for launching projects for e-governance, and 

44.4% have responded negatively in respect of e-governance related project. Except 

one, there is no ministry, which has completed any e-governance project, so far, in 

the Bangladesh Secretariat. 

Table 5.6 
E-Governance Initiatives in the Secretariat           

(n=36) 

E-Governance Initiatives Yes On Process No 

Whether has any move, so far? 83.3 16.7 0.0 

Already has created Focal Point/Team or a Committee  
for e-governance activities. 

83.3 16.7 0.0 

Prepared 'roadmap' or strategy. 13.9 69.4 16.7 

Specific goals and objectives are identified. 8.3 (Option not 
given) 

91.7 

Has taken project(s). 38.9 16.7 44.4 

Has any project completed, so far? 2.8 0.0 97.2 

5.3.1 Focus Areas of E-Governance 

In respect of focus of e-governance initiatives, majority of the contact 

persons of the sample ministries/divisions were reluctant or decline to response 

arguing that their status of e-governance drive had been too immature to determine 

the focus areas or they had had no knowledge, in this regard. This part of the 

questionnaire could be filled up by only 14 ministries/divisions. As responses of these 

organizations show, current e-governance drives are mainly concentrated around 

preparing plan and strategy, creating connectivity and infrastructure, procurement of 

technology, and creating websites. As illustrated in the Table 5.7, better use of 

available technology and preparing human resources get hold of an average amount 

of focus. However, the less focused areas are: preparing regulatory environment, 

organizational changes and government process re-engineering, citizen services, and 

building awareness for of e-governance. 



 194 

Table 5.7 
Focus of Current E-Governance Initiatives 

(n=14) 

Focus Areas Most 
Focus 

More 
Focus 

Some 
Focus 

Little 
Focus 

Not at 
All 

Score 

Preparing plan and strategy 35.7 28.6 28.6 7.1 0.0 292.9 

Identify project/programme 0.0 0.0 21.4 42.9 35.7 85.7 

Connectivity and infrastructure building 35.7 28.6 28.6 7.1 0.0 292.9 

Procuring technology 14.3 50.0 21.4 14.3 0.0 264.3 

Use of available technology 14.3 35.7 35.7 7.1 7.1 242.8 

Preparing rules and regulations 0.0 14.3 28.6 14.3 42.9 114.4 

Creating website 14.3 50.0 28.6 7.1 0.0 271.5 

Human resource development 7.1 35.7 35.7 21.4 0.0 228.3 

Arranging changes in organizational 
processes and procedures 

0.0 0.0 14.3 21.4 64.3 50.0 

Preparing services for citizen 0.0 7.1 21.4 35.7 35.7 99.8 

Raising awareness 0.0 7.1 21.4 50.0 21.4 114.1 

Notes : Scores calculated by giving values for the categories as: Most focus=4, More focus=3, Some 
focus=2, Little focus=1, Not at all=0. 

5.3.2 Current Initiatives 

A sketchy presentation, given below, on a few e-governance projects that are 

now under implementation can help mapping the steps in this area of activities in 

Bangladesh. To bring out almost a whole picture, this list does not confines itself 

within the ministries that are located inside the Bangladesh secretariat only, rather 

include the ministries that have some sort of visible e-governance activities, where 

launching of an official website was not an essential criteria. However, it is further 

noteworthy that this list does not include all projects or initiatives that are directly 

linked with e-governance. Because, there are many projects under different ministries, 

although do not have direct reference to e-governance, but will contribute to it -having 

one or more activities in relation to creating enabling environment for e-governance, 

such as : acquiring technologies, network or connectivity building, digitising records 

and creating databases, office automation, training for manpower, etc.  

5.3.2.1 Strengthening the ICT Capacity of Prime Minister's Office 

This is a UNDP assisted project that will support the Prime Minister's Office to 

initiate the automation of work processes with an estimated cost of Taka 99.48 lakh. 
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Duration of the project is August 2004 to July 2007. Among others, the automation 

will enable the office to track development projects and extend services to the public 

through web-based technology. The project is also aimed at improving the capacity 

of staff to manage e-government systems and determine the future ICT needs of the 

Prime Minister's Office. Major components of the project are: procurement of 

hardware, introducing e-applications, expansion of the existing LAN upto all levels, e-

citizen service initiatives and training. Besides, under this project initiative will be 

taken to prepare a national roadmap for e-governance in Bangladesh. 

5.3.2.2 Ministry of Planning 

5.3.2.2.1 E-Governance Pilot Projects under SICT 

As mentioned earlier that support to ICT Task Force (SICT) is a GOB financed  

programme under development budget with a cost of Taka 8748.00 lakh to be 

implemented during July 2002 to June 2007. It is an „umbrella project‟ and currently 

the largest project of its type that is under implementation in the area of e-governance 

in Bangladesh. Several e-governance initiatives are under implementation with the 

jurisdiction of SICT, such as: 

a. Video-conferencing : This component aims at establishing a dedicated network 

for audio-visual communication connecting the Prime Minister and some other 

important functionaries of the civil administration, such as: Prime Minister's 

Office, Cabinet Division, Ministry of Establishment, Planning Commission, Ministry 

of Finance, Ministry of Home, All Divisional Commissioners and all Deputy 

Inspector General of Police in divisional level. With an estimated cost of Taka 

378.00 lakh the system consists voice communication, e-mail communication, 

data sharing and data transfer, fax communication and one-to-one or multi-party 

video conferencing with appropriate reliability and security measures. This will 

offer an alternate communication network among the parties, which will enable 

instant meeting, transmission and sharing of information, managing emergency 

situation, instant release of information with picture and video clips to the media, 

non-conventional follow-up and monitoring, etc. A successful completion and 

effective use of the system is expected to contribute to enhance efficiency in the 

public administration. 
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b. e-Police : Scope of this component include: a central police information system 

with a fibre-optic based Metropolitan Area Network connecting more than 50 

police institutions in Dhaka. Hardware with LAN for those including software for 

storing information about criminals/suspects, criminal cases including warrants, 

fingerprint verification will be arranged. An interactive police website is under 

creation, which will contain an updated list of unidentified missing persons or 

road-accident hurt persons. Besides, 'several thousand' police personnel of all 

ranks will receive IT training under the initiative. The total cost is estimated at 

Taka 500.00 lakh. Improved law and order with efficiency in combating crime 

and criminals are the expected benefits of the project. Moreover, citizens will be 

benefited through getting information from online information and interaction. 

c. Digital Town : Digital content creation and use for faster decision making as well 

as enhanced citizen service are the major scope of the Digital Town component 

under SICT. Following foreign lessons of urban digital services, this component 

intends to provide digital ways of information and citizen service delivery 

mechanism in 64 districts that includes: providing online information on history of 

the district, accommodation, educational an health care facilities, arts and culture, 

transportation and communication facilities, tourism, community centres, 

environment, e-commerce/product information, emergency services, employment, 

governmental information, legal information, population groups, utilities, etc. 

Gradually it will be expanded towards electronic processing of other citizen 

services, such as: birth, death and marriage registration, online circulation of 

governmental forms, land record management, etc. This initiative will have direct 

benefit as to empowering local citizen and public representatives, introducing 

Internet kiosks to increase accessibility of citizen to the digital form and content. 

An amount of Taka 500.00 lakh has been earmarked for this pilot project.  

d. E-Government Initiatives (National Data Resource Centre): Under this 

initiative a National Data Resource Centre is proposed to establish that will act as 

a storehouse of the database systems where all necessary and important data of 

the nation will be stored, maintained and updated for organizational and 

individual use. Data proposed to be maintained by the National Data Resource 

Centre include: meteorological, geographical, population, household, labour and 
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manpower, agricultural, industrial, energy, transport and communication, trade 

and commerce, finance and accounts, prices and wages, educational, health, 

planning and development, etc. The cost is estimated, in this purpose, as Taka 

200.00 lakh. 

e. Implementation of other decisions and ideas taken by the National 

Task Force : A block allocation of Taka 6000.00 lakh has been kept for 

implementing ICT/e-governance related decisions and ideas taken by the 

National Task Force time to time or implementing e-governance initiatives taken 

by other ministries/divisions. A tentative list of executable e-governance 

programmes with this allocation has been prepared as below: 

Table 5.8 
Tentative List of Executable E-Governance Programmes under SICT 

Sl. Area Description 

1. Land related activities Digitisation of land records, automation of registration, 
ownership, land use, etc. 

2. Tax collection Automation of tax collection, treasury record, pension, 
salary-wages, collection of bills, etc. 

3. Agricultural information Online access to price of agricultural products for farmers, 

storage facilities, etc. 

4. Employment information Preparation of database to give information about job market 

in country and abroad. 

5. Education Automation of educational information and statistics, online 

access to examination results, etc. 

6. Training International standards training i.e. MCSE, SUN, OCP, CNE, 

etc. for officials. 

7. Union/Upazila council, 

Municipality/City Corporation 

Automation of birth, death and marriage registration and 

other registration procedures. 

8. Road transportation Automation of records vehicle registration, accident record, 
licenses, etc. 

9. Poverty alleviation Automation of records about credit programmes, training 
conferred by GOB/NGOs, etc. 

10. Information system Automation of the system for information entry, storage and 
retrieval in various government offices across the country. 

11. Interactive websites Development of interactive websites for various government 
offices across the country. 

Within the block allocation this component has earmarked an amount of Taka 

100.00 lakh (foreign exchange) for training and study tours of the project officials for 

further knowledge in the fields of e-government project management, emerging 

technologies of e-government, public-private partnership models, policy and legal 

framework for e-government. 
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Almost 70% of the total cost of the SICT programme has been kept under an 

unspecified block allocation, which may not be seemed to be a good practice and 

can cause others sceptical. However, this arrangement can bring exciting result by 

providing flexibility for funding and undertaking many crucial pilot projects (as per 

the tentative list or otherwise) in line with national e-governance graph, provided 

that sufficient transparency and competency mechanism are applied when selecting 

and allocating money for such unspecified initiatives. 

f. Training, Workshop and Seminar : With an allocation of Taka 100.00 lakh 

1300 government officials will be trained in the fields of: basic computer literacy, 

e-government project management, information system management, system 

analysis and design, basic troubleshooting, Internet and web management, 

network management, database management, e-government policy and strategy 

formulation, e-commerce concepts and management. Another amount of Taka 

20.00 lakh has been allocated for workshop, seminar and IT fair. Besides, for 

research and development in the area of e-governance an amount of Taka 15.00 

lakh has been kept. Successful implementation of this component would 

contribute to build awareness and skill development of public officials. 

Components of the project shows to contribute in many vital areas of e-

governance, such as: G2G communication and connectivity building, government 

process automation, development of data infrastructure, G2B services, online citizen 

services (G2C) and human resource development in the public sector. Successful 

completion of the project is expected to make visible some of the e-governance services 

to citizens and businesses and create some strategic connectivity for government. 

5.3.2.2.2 Assistance to SICT for Strengthening Planning Division, ERD, 
IMED through ICT 

Assistance to SICT for Strengthening Planning Division, ERD, IMED through 

ICT is a technical assistance project financed by UNDP with an estimated cost of 

Taka 1520.48 lakh to be implemented from December 2004 to November 2007. 

Objectives of the project are: 

a. Strategic inter-connectivity among government institutions. 

b. Develop a strategy for communication. 

c. Standardization of connectivity. 
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d. Network-based e-government services. 

e. ICT capacity building/training of government officials. 

The project is planned to go under three phases. Phase 1 will have a six 

months duration under which following tasks are to be undertaken: 

a. Creation of network maintenance team: A strong maintenance is proposed to 

create for maintaining the existing connectivity among the Planning Commission, 

the Prime Minister's Office, M/O Finance, M/O Establishment, M/O Science and 

ICT, M/O Agriculture, and M/O Local Government and Rural Development. 

b. Study on optimal network design and maintenance strategy: A study based on 

baseline survey will be undertaken to create an optimal network design for 

efficient maintenance and future expansion including a plan for setting up 

Planning Division's own VSAT. 

c. Provide existing services to all connected in WAN: Digital facilities, presently 

available at the Planning Commission will be extended to all offices connected to 

the WAN that are include: communication and sharing of information, access to 

ADP database and Information System for Project Analysis and Appraisal (ISPAA). 

d. Need Assessment for expansion of e-government services: Another study will be 

undertaken to identify for further enhancement of e-government services, such 

as: project management system, file management system, individual agency 

information system, data information and knowledge system, enhanced 

communication system. The study will also bring out plan and strategy as to how 

the existing databases of different offices can be customized and accessed as per 

individual organizational needs. 

With a duration of eighteen months, second phase of the project intends to- 

a. Set up VSAT and update network set-up in accordance with the study result of 

the Phase 1. 

b. Evaluation of network system. 

c. Need-analysis study and strategy for further expansion of the network to some 

other important and nearby offices at Sher-e-Bangla Nagar including Local 

Government Engineering Department (LGED), Bangladesh Bureau of Statistics, 
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Bangladesh Institute of Development Studies (BIDS), and Bangladesh Computer 

Council (BCC) -each of which has unique potentials and advantages for 

enhancing e-government services. 

d. Expansion of e-government services based on study of Phase 1. Initially some 

prototypes will be created for testing acceptability and usability. 

Phase 3 will continue for a duration of twelve months to manage the tasks- 

a. On the basis of the study, WAN connectivity will be expanded to other selected 

offices located in both the Sher-e-Bangla Nagar and the Bangladesh Secretariat. 

b. After testing of prototypes, e-government services will be further rolled out to the 

offices connected to the WAN. 

Capacity building of public employees: Throughout its three phases, the 

project has a capacity building component by providing training for government 

officials. This component includes in-service training, foreign training, study tour 

and workshop. With an estimated cost of Taka 87.03 lakh, approximately, 1300 

officials will share the benefits of this component. Besides, an on-going exercise 

of technology transfer is expected to happen, as, a number of local and foreign 

consultants are expected to involve throughout the implementation period of the 

project and ultimately the government officers will take over from them. 

The project is expected to bring fruitful implications in the areas of government 

process automation, G2G connectivity and capacity building of public employees.  

Besides Bangladesh Planning Commission has developed database on Annual 

Development Programme, software for file tracking system, for interfacing between 

development and revenue budget, file sharing facilities through LAN, Digital Library 

containing policies and important documents in searchable formats, Electronic Notice 

Board, etc. 

5.3.2.3 Ministry of Establishment 

Public Administration Computer Centre (PACC), established under the M/O 

Establishment in 1984, has been matured over time with an established computer 

network including sufficient number of computers supported by servers and back-up 

server. Major achievements of the PACC are: strengthening the personnel 
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management information system within the M/O Establishment through development 

and maintenance of an up-to-date database of about 5000 officers under jurisdiction 

of the ministry, networking most of the computers of different level officers working 

the ministry, expansion of network with the Prime Minister's Office, Divisional 

Commissioners, Deputy Commissioners and Chief Account Officer, computerized 

billing of monthly salary, computerization of cataloguing system of the Bangladesh 

Secretariat Library and providing training to nearly 2000 government employees 

mostly working in the Bangladesh Secretariat.  

5.3.2.3.1 Provide E-mail Connection to all Ministry/Divisions, Divisional 
Commissioner and Deputy Commissioners' Offices 

The Ministry of Establishment has implemented this project during the period 

June 2002 to June 2004 with a total cost of Taka 494.35 lakh. Main purpose of the 

project was to bring the President's Office, Prime Minister's Office, Election 

Commission, Parliament Secretariat, all ministry/divisions, six Divisional 

Commissioners' Offices and 64 Deputy Commissioners' Offices under e-mail 

communication. Under this project 218 computers including modem, printer and UPS 

have been distributed and set up with dial-up e-mail connection in those offices. 

Among e-governance initiatives in Bangladesh, it is the single project that has 

completed, so far. Appropriate use of the facilities that are brought by the project 

can result into making those government offices more effective, efficient and 

accountable in discharging their functions through a speedy information 

communication network. 

5.3.2.3.2 Modernization and Computerization of District Administration 
and its Offices 

As a pilot, first phase of the project include the Gazipur district administration 

to digitise the records of the courts, land records, district profile, information of 

development activities, personnel management, etc. It also aims at bringing all 

sections of the district administration under a LAN comprising of 15 terminals. The 

ultimate objective is to ensure proper record management, collection and 

dissemination of information and to ensure administrative mobility, transparency and 

accountability in the district administration. Total cost for the pilot phase is estimated 
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as Taka 112.37 lakh within a duration of two years. After successful completion of 

the pilot, rest 63 districts will gradually come under the second phase of the project. 

5.3.2.4 Ministry of Education 

Ministry of education is one of the ministries that are well equipped with PCs 

and networks. It has a database for management of BCS (Education) Cadre personnel, 

educational institutes countrywide, school mapping customized software for national 

pre-university examination system automation, etc. Despite being a ministry that is 

owning relatively more technological facilities and from earlier than many other 

ministries, until now, the ministry has no website. However, under the SICT initiative, 

creation of an interactive website for the ministry is presently underway. 

5.3.2.5 Ministry of Environment & Forest (MoEF)  

The Ministry of Environment & Forest (MoEF) is implementing its own e-

governance agenda. MoEF is connected with many government and non-government 

organizations through radio links and dialup Internet connectivity. The ministry owns 

a very organized website having posted with relevant information, rules, regulations, 

some forms, on-going activities, working officials with their contact phone number & 

e-mail, etc. Steps have been taken to enhance the ICT capacity of the ministry in 

terms of access to computer and internet as well as in terms of capacity building by 

imparting relevant training to the officers.  

Several customized applications are already developed and are being 

implemented in the ministry. Under 'e-environment initiatives', the Department of 

Environment, a department under the ministry, developed an information-rich web 

site. The web site contains a collection of official forms for public downloading along 

with instructions to fill up those forms. A CD is also published with these forms and 

instructions so that member of the public can get these forms without taking the 

trouble/time/cost of physically visiting the office of the department. Department of 

Environment has introduced several computer software applications to computerize a 

good number of manual processes. To improve the participation of the member of 

civil society and interest groups in environmental decision-making and to ensure 

transparency steps are taken to develop a digital archive of all environmental 
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assessments done/approved by Department of Environment. There are also plans to 

introduce on-line opinion/discussion boards on Environmental issues. 

5.3.2.6 Parliament Secretariat 

Digitisation of the Parliament Library, various important bills and ordinances, 

computer user centres for the Parliament Members, establishment of a training 

centre, etc. are the major tasks undertaken by this organization in a view to use 

ICTs for better management of internal affairs and to provide services for people. 

Strengthening the Parliamentary Democracy in Bangladesh is an on-going project 

with the assistance of UNDP that include a component for introducing e-governance 

in the Parliament Secretariat. 

5.3.2.7 Ministry of Foreign Affairs 

The ministry has an interactive website that contains searchable databases of 

Bangladeshi missions abroad and foreign embassies and missions in Bangladesh. 

Networked PCs are available for all of the officers. 

5.3.2.8 Ministry of Finance 

The Ministry of Finance has developed customized software for budget 

planning, sensitivity analysis, impact analysis, financial projections, software to 

facilitate interface between the development and revenue budgets, etc. 

5.3.2.9 Ministry of Communication  

Under the ministry, nationwide seat reservation and ticketing system has 

been computerized for Bangladesh Railway. The system was completed in 1996 and 

serves nearly one million passengers each month. Preparing and administering the 

motor vehicles and drivers registration database is another e-initiative under the 

ministry. The ministry and its departments, particularly, the Roads and Highways 

Department has organized websites that include many of the important features, 

such as: online searchable database of contractors, tenders are available via web. A 

Project Monitoring System for tracking progress of projects has been developed.  
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5.3.2.10  Ministry of Religious Affairs  

An interactive website on Haj is available that includes facilities for searching 

particulars of individual Hajis and their respective flight particulars, and for sending 

and receiving messages, important news bulletins, etc. However, the website 

belongs to a body (Islamic Foundation) under the ministry, -as the ministry does not 

has any website of its own hitherto.  

5.3.2.11  Post and Telecommunication Ministry 

Under the Ministry of Post and Telecommunication the Postal Department has 

started e-mail service in 2000 and e-post service in 2001, in some selected Post 

Offices. With a slow growth, by mid 2003 e-post services were extended in 16 Post 

Offices. Government has decided to increase it 122 by the year of 2005.4  There are 

9,697 Post Offices in the country, out of which 8,903 Post Offices are located in the 

rural areas. These Post Offices can be equipped with a view to provide Internet 

services for rural people throughout the country.5 

5.3.3 Sorry Figures 

Some initiatives, which were however not taken in the name of e-governance 

but have closely related to it, by this time, have experienced breakdown caused by 

different reasons. Three examples of those are briefly discussed below:  

a. The Election Commission Secretariat had undertaken a national project that came 

into operation practically in 1995, to generate a computer-based ID card for each 

registered voter. The project failed almost completely due to poor planning, over-

ambitious goals, and most importantly lack of adequate political commitment. 

The project was eventually abandoned.6  

b. The National Data Bank (NDB) project, under Statistics Division, was taken in 

1994 and planned to provide a broad range of data and information support to 

many levels of stakeholders both inside and outside Bangladesh.  The NDB was 

undertaken also to link twelve ministries and divisions with network connections 

to the planning cells of all other ministries/divisions. The project failed to achieve 

its goals and outputs with a huge amount of money spent. Major reasons behind 
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the failure can include: big size, inadequate human resource, poor government-

supplier relationship and lack of management and leadership, etc. 

c. Computerization of Land Records Project, under the Ministry of Land, started in 1996 

and discontinued to operate in the mid 2001 with having money spent Taka 1.5 

crore. Main causes behind failure of the project may include: managerial, lack of 

commitment and leadership, poor government-supplier relationship, corruption, etc. 

These are some expensive lessons of failure that propose to avoid ambitious 

and large e-governance initiatives, at the same time, bring to mind the stipulation for 

political commitment, profound insight and competent management. 

5.3.4 Trends of Present Initiatives 

E-governance initiatives in the public sector, including the early initiatives and 

most of the current ones, confine themselves around introducing information 

technology for office automation, information management for governmental 

decision making, building networks for offices, i.e. they are typically limited with a 

G2G focus. However, some recent initiatives are inclined to progress around other 

important components (G2B & G2C) and some of those have a relation to bring 

direct benefit for citizens also, though very limited in terms of number, scope and 

nature. E-governance is expected to be rolled out gradually in Bangladesh to cover 

all of the beneficiary groups. "The most common e-government innovation, however, 

remains automisation and the computerisation of internal management processes. 

The later begins with Government-to-Government services, and then moves on to 

Government to business and then, finally to Government to citizen. Government to 

citizen developments is easily the most risky and complex to introduce and they 

involve considerable political will."7  

However, overlapping of components of different programmes is already 

evident in some e-governance initiatives in Bangladesh. For example:  

 Some of the ministries/divisions, as a part of their individual e-governance 

initiative, arranged Internet connection and e-mail account of their own (thus 

procured necessary technologies). Subsequently, the E-Mail Connection project 
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by the M/o Establishment supplemented the effort commonly for all of the 

ministries/divisions (with a total set of necessary technologies). Again, other 

programme is there (e.g., SICT project) to provide Internet/e-mail facilities (once 

more with technologies) for some selected ministries/divisions/offices that have 

already covered by the earlier efforts.  

 With regard to distribution of computers to educational institutions M/O 

Education has projects (under D/o Secondary and Higher Education and Board of 

Education, Dhaka), same time, MoSICT is also working in the area with 

development project under Bangladesh Computer Council. Although, the 

educational institutes are not overlapped by these efforts that are being run by 

different authorities, however, must have implications regarding other important 

points, such as: uniformity and relevancy in technological facilities, 

implementation and monitoring, etc. Even irrelevant component can be bundled 

with such island efforts, e.g., BCC under the project entitled Assistance for 

Introducing Computer Course in Secondary Level Education (3rd phase) when 

has arranged distribution of 725 sets of computers in the secondary level 

educational institutes, also provided 64 sets of computers to other offices that 

include the President's Office, MoSICT, B.C.S (Admn.) Academy and Bureau of 

Anti-corruption!  

 Besides, poor designing of ICT/e-governance projects including ambitious goals 

and big size is another curse that is existent. Besides, "...it is frequently found 

that one project funds hardware procurement while another project provides 

resources for customized software and information systems."8 

5.4 Connecting People through Websites: A Review on Websites  

For the purpose of the study, government's websites were reviewed using the 

guideline of the MoSICT as the parameter. Among 36 subject ministries and 

divisions, 20 were found to appear with their web presence and these 20 websites 

were reviewed, accordingly. 
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5.4.1 Website as a New Mean for Connecting and Engaging People   

To prepare and empower citizens, it is more important to bring them close to 

decision making by providing information and soliciting their opinion, whom government 

decisions are likely to affect. "Most industrial and developing countries now regularly 

consult concerned citizen groups. In the UK, for example, the Government informs the 

people of proposed policies through series of official 'white' or 'green' papers. In the US, 

before Congress starts formal consideration of the budget, the proposals are made 

public several months ahead of the fiscal year."9 This practice has now become easier 

and more comprehensive through accruing the advantages of the Internet and the Web. 

Government can publish information and connect people through websites. These 

websites make governmental information and services available for overall population; 

also offer on effective way to interact with government from their convenient place and 

time. Bangladesh government, as well, trying to reach e-governance by taking initiatives 

to provide information and services online. A review of these websites, presented below, 

would provide so the ideas in respect of standards and quality of the websites, as well 

as, nature and extent of information and services provided through the websites that 

would reflect the "ability and willingness" of the government to bring people closure to 

the public administration. 

5.4.2 Government's Guidelines for Standardization of Public Websites 

Government of Bangladesh has a guideline for the public sector agencies for 

preparing their websites. The guideline was prepared in accordance with the decision 

of the 4th meeting of the National Task Force held on 3.4.2003. The MoSICT 

circulated the guideline on 12.7.2003 to all government agencies. Main features of 

the guideline include: 

a. Standardization of web address- suggesting to start the web address with the 
initial letter of the concerned agency and to end commonly with "gov.bd". 

b. Avoidance of unnecessary or too much graphics or animation in public 
websites. 

c. Updating regularly the websites. 

d. Website Template Functional Design Parameters of Government 
Organizations. 

The Website Template Functional Design Parameters for Government 

Organizations provide following six instructions to design a website for a public office: 

1) No heavy graphics and flash animation on Home/Welcome page 
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2) Menu:  

i. About Us 

ii. News 

iii. Contact Us 

iv. Links to the website of attached department/organizations 

v. Public Notices/Forms 

vi. Publications 

3) Boxes on Homepage: 

i. Brief Description of the organization 

ii. Uploading all public forms/documents and reports 

iii. Latest News 

iv. Latest public notice 

v. List of projects and its implementation 

4) Government/Organization's logo and national flag on the home page 

should be static and the sizes should not exceed 5 KB. 

5) Interactive Functions: 

i. Queries/Complaints 

ii. Comments/Suggestions/Compliments 

iii. Statistical Queries ....pull down menu options 

6) Colour Scheme: 

i. Red and Green ... similar to flag colour 

ii. Background colour ... white or light grey 

These guidelines provide the designing outline for a „common look and feel‟ of 

public websites in Bangladesh, essential features for users' convenience and indicate 

as to their contents/services for users. Many ministries/divisions are yet to create a 

website for them, however they are now active on this task, after formation of Focal 

Point/Team or Co-ordination Committee.  

For the purpose of the present research, existing websites of different 

ministries and divisions of Bangladesh have been reviewed to find how those are 

presented, what features they carry, what type of information and services they 

provide, how they attract businesses and citizens and ultimately who could be 

benefited from those websites, etc. In this regard, the instructions of the guideline, 

stated above, are taken as basic yardstick. 
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5.4.3 Web Initiatives of the Ministries/Divisions 

It is found that out of total 50 ministries and divisions of the government, as 

stated earlier, 28 have already gone for web initiatives. Two of them have launched 

websites that simply display blank homepages saying "Under Construction" or "Under 

Development". However, the survey is concentrated on the 36 subject ministries/ 

divisions located in the Bangladesh secretariat only. It is noted that out of these 36 

ministries/divisions, 20 (55.6%) have websites, including "Under Construction" 1. Rest 

16 (44.4%) is yet to start with web initiatives. Detail descriptions of the 20 websites 

are presented in the Annexure VI. 

Figure 5.4 
Website of the Ministry of Social Affairs 

Source: www.msw.gov.bd 
Note: A website with mere presence (Under Construction) 

5.4.3.1 Standardization of Web Address 

The circular of the MoSICT, dated 12.7.2003 specifies that website's address of 

any public organization of the country should start with the first letter of the 

organization and end with "gov.bd". The present survey finds that all of the twenty 

ministries/divisions, but two, have already standardized their web addresses, in this line. 
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Figure 5.5 
Website of the Ministry of Chittagong Hill Tracts Affairs  

Source: www.bangladesh.gov.bd/mochta/index.htm 

Note:  Web address is not standardized; and provides essay-type single page 
information. 

5.4.3.2 Updating Websites 

Only three (15%) of existing websites show date of last update; rests do not 

say anything as to when they were updated last. It was required to browse the web 

pages and to study the contents thoroughly for digging out clue in respect of latest 

update of the websites of the later group. As the three websites show the dates, 

they were brought up to date within a one week period time. Out of rest seventeen, 

which do not show any date of their last change, only two (10%) found to hold clear 

evidence of their changes that were made within last one month. This figure display 

that 75% of the host ministries and divisions are not regular on updating their 

websites. For example, one of the websites was found to continue with displaying a 

tender notice of 27.1.2004. This might have been happened because of 

absence/shortage of any designated person for updating the public websites. In this 

regard, it may further refer to that out of 36 ministries and divisions in the 

Secretariat, 91.7% have no Web Designer to support their web initiatives. Websites 

of the ministries/divisions, are observed to be launched with help of technical 

persons of the Computer Cells -those which have, or getting support from a 

development project or outsourcing the work to private firm. These arrangements 

are ad-hoc in nature; and therefore, hardly carry clear responsibility, commitment or 

accountability regarding continuous effort for change and updating; hence, lack on 

managing website effectively that comply with uniformity and set standards. 
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Figure 5.6 
Website of the Ministry of Information 

Source: www.moi.gov.bd 

Note: A website with simple and attractive appearance and with organized template design; 
however, not fully consistent with the government's guidelines. 

5.4.3.3 Appearance 

All of the homepages of existing websites of the 20 ministries/divisions 

appear with government's logo, except 2 (10%). National flag is common to 12 

(60%) cases out of which 3 are static and 9 are flying or animated. Fourteen (70%) 

ministries/divisions have arranged their websites with extra graphics and design 

other than logo and flag. Including the flying flags, 13 (65%) websites are found 

animated. Within the animated website, 4 websites are animated in that sense that 

they carry flying flags, there are 4 websites that do not carry any flag or carries a 

static flag but otherwise use animation and rest 5 websites have extra animation in 

addition to their flags are flying. In respect of size, logos are found to vary from 351 

bytes to 38120 bytes, where only 2 websites kept their logos within the prescribed 

(5kb) size – however another 4 were found close to the set standard. In the same 

way, sizes of the flags were found to vary from 5208 bytes to 73069 bytes – where, 

only 2 were close to the standard. Seventeen sites show similarity with the standard 

as they arranged the background colour with white and/or grey. On the other hand, 

except colour used for logo, flag, background and text (black), 4 websites were 

found to use single colour, 6 used two colours, 7 had three colours and rest were 

with more then three colours. At least 2 websites are built with heavy graphics and 

animation, which neither is allowed by the government's instruction nor comply with 

any standard web design practice in the public sector.  
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Figure 5.7 
Website of the MoSICT 

Source: www.mosict.gov.bd 
Note: A website with heavy animation. 

It is attention-grabbing that the very ministry, which has issued the circular of 

instruction regarding standard web design parameters for government offices in 

Bangladesh, is one of the two that uses the heaviest graphics and animations in its 

website. In respect of graphical appearance, none of the ministries / divisions were 

found to follow the official guidelines to design their websites. As a result, some of 

the websites show major dissimilarities among them in one hand, and make them 

difficult to access and browse on the other. 

Table 5.9 
Graphical Appearance of the Official Websites  

(n=20) 

Feature Exists Not Exists Comment on Existing ones 

Logo 90.0 10.0 Two within standard size 

Flag 60.0 40.0 None within standard size 

Other Graphics 70.0 30.0 Two websites use heavily extra graphic and 

animation 

Animation 65.0 35.0  



 213 

5.4.3.4 Menu or Contents  

The above stated web design parameter, stated earlier, provide guidelines in 

relation to menu and contents of the homepage of a public website of Bangladesh. 

Websites of the subject ministries/divisions were reviewed to find out their 

conformity with the prescribed guidelines of the government. Observations of the 

review are summarized in the Table 5.10. 

Table 5.10 
Contents of Existing Websites of the Ministries/Divisions  

(n=20) 

Item Exists Not Exists Comment on Existing ones 

About Us 60.0 40.0 - 

News 20.0 80.0 Blank 25%, under construction 25%. 

Contact Us 50.0 50.0 Under construction 10%. 

Links to Attached Departments/ 

Offices 

45.0 55.0 - 

Public Notices 35.0 65.0 Outdated tender notice 28.6%, blank 28.6%. 

Publications 25.0 75.0 Blank 20%, list only 20%. 

Public Forms 20.0 80.0 Very few in number. 

Public Documents/Reports 45.0 55.0 Very few in numbers. 

Rules and Regulations 45.0 55.0 Very few in numbers. 

List of Projects 40.0 60.0 Blank 12.5%. 

All of the items 0.0 100.0 - 

It is studied that existence of the items vary from 20% to 60% and none of the 

websites assemble all of the items that are prescribed by the guideline. It is further 

noted that there are cases, where websites display some of the items, however, do 

not have any content or hold outdated contents. Regarding publications, reports, 

regulations and public documents, such items are found to carry either mere list of 

those documents or to offer a very few. Only 4 (20%) ministries/divisions offer public 

forms in their websites, however, do not provide plenty of those forms that could 

facilitate convenience for citizens and attract the audience. 
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Figure 5.8 
Website of the Local Government Division 

Source: http://www.lgd.gov.bd 
Note:  A website with Notice Board and News Updates; however, found not updated. 

 

5.4.3.5 Interactive Functions 

For interactive functions, the guideline suggests to include three options for 

citizens' use, such as: queries/complaints, comments/suggestions/complements and 

statistical queries with pull-down menu. Out of the 20 ministries and divisions, only 

one (5%) demonstrates Frequently Asked Question (FAQ) option that can meet some 

pre-specified queries of a user. Four (20%) provide comment or feedback box for 

users. None has the option of statistical query or pull-down menu. Hence, existing 

websites of the government almost do not have any interactive feature, so far. 

Table 5.11 
 Interactive Functions of the Existing Websites 

(n=20) 

Options Exists Not Exists Comment on Existing Ones 

Queries/Complaints 5.0 95.0 As FAQ only. 

Comments/Suggestions/Compliments 20.0 80.0 - 

Statistical Queries: Pull-down Menu  0.0 100.0 - 

5.4.3.6 Other Features 

Table 5.12 shows occurrences of some other necessary features that go 

beyond the standards of the guideline of public websites in Bangladesh. The present 

survey notes that mere 15% of the 20 websites use Bengali content, to some extent, 
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together with English, while 85% are created in English only. E-mail address of the 

respective ministry or division is displayed in 50% websites, where 40% show the e-

mail address with shortcut or hyperlink. Only one (5%) website provide a simple 

search facility. It is further noted that in isolation with links with own departments / 

agencies, 55% carry links to other sites, 5% display privacy policy and 45% show 

copyright declaration. Three (15%) websites have hit counters that provide the 

number of visits to the site. As the hit counters displayed, the lowest and highest 

visits among the 3 websites, are observed as 1648 and 30495 respectively, during 

the survey that reflect a poor audience. 

Table 5.12 
Other Useful Features of the Existing Websites  

(n=20) 

Feature Exists Not 
Exists 

Comment on Existing ones 

Presence of Bengali language 15.0 85.0 - 

E-mail address 50.0 50.0 - 

E-mail shortcut 40.0 60.0 - 

Search facility 5.0 95.0 Simple search. 

Links to other sites 55.0 45.0 - 

Privacy Policy 5.0 95.0 - 

Copyright 45.0 55.0 - 

Hit count 15.0 85.0 The lowest and highest visits are observed as 

1648 and 30495 respectively. 

5.4.3.7 Purpose and Benefits of the Websites 

The present survey of the websites of the 20 ministries and divisions notes 

that these sites narrowly serve any purpose for public administration or scarcely 

bring any benefit for businesses or citizens. Discussion, made above, and the next 

table reveal that they are yet to grow with appealing features that could attract a 

large audience, in general -and the businesses and citizens, in particular. As much as 

20% websites are in a status of almost no presence or mere presence, 35% limit 

their presence only around organizational information. Despite the fact that rest 45% 

also goes to the category of simple informative websites, however, hold a thin 

flavour of peoples' benefit. 
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Table 5.13 
 Purpose and Benefits of the Websites 

Status, Purpose or Benefit Number Percent Comment 

Under construction 1 5.0 - 

Mere presence 3 15.0 - 

Organizational information only 7 35.0 Informative 

Tender notice / documents for 

business sector and organizational 
information 

3 15.0 Informative; also carry, in a very 

limited sense, G2B aspect. However, 2 
sites found to carry outdated tender 

notices. 

Some useful information, documents 
or rules-regulations for citizens 

including organizational information 

4 20.0 Informative, and have a nominal G2C 
purpose. 

Few useful forms for citizens and 

organizational information 

2 10.0 Informative, and have a nominal G2C 

purpose. 

Result of the present survey on the websites of the 20 ministries show that 

none of the instructions of the government's guideline is commonly materialized by 

all of the organizations so far. On the other hand, an entire compliance of the 

guideline does not happen hitherto with any ministry/division. Keeping websites 

updated is observed unusual to 75% host ministries and divisions. In respect of 

appearance, the websites deviate from the guideline and consequently do not show 

any „common look and feel‟. 

Contents of the websites do not fulfil the requirements that are suggested by 

the guideline of the government. Public information and forms are not adequately 

available, and electronic services are not prepared or offered by the existing websites. 

In view of that, they hardly provide any value related to needs and choices of people, 

thus fail to attract the audience. Besides, desired interactive functions are not yet 

present, and so, the websites become unable to earn active users or partners. 

Rather, these websites are mostly confined with detailed information on 

respective organizational structure, hierarchy, activities, achievements, top 

personnel, etc. that tend to continue with posing the legacy of traditional 

governance. The concept of engaging citizens and serving people through innovative 

uses of the Internet are yet portrayed in the web initiatives of the ministries and 

divisions in Bangladesh. 
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5.5 Preparedness of Secretariat Officials: The Case of Class I 
Officers 

Preparedness of the Class I officers, in the Bangladesh secretariat, was 

studied in respect of their aptitude level to work with new technologies, their 

awareness level regarding happenings in the respective area of activities, and level 

of perception and attitude towards e-governance in Bangladesh. A sample survey 

was conducted among 141 Class I officers, in this regard. 

5.5.1 Training among Officers 

The survey observes that out of 141 respondent officers working in the 

Bangladesh Secretariat around 51% have received formal training on IT. By 

designation, significant difference is not prevalent regarding IT training; however, 

slightly a higher trend is evident among the junior level officers.  Among the IT 

trained personnel, 23.6% are female. Almost all of the training courses, received by 

the officers, are concentrated around basic literacy -only 5.6% have received IT 

education on diploma and above level. It is also observed that 12.5% have obtained 

training from abroad. In most of the cases, government has provided the training for 

officers, where 13.9% have arranged the same of their own. 

Table 5.14 
IT Training among Sample Population 

Formal Training on IT by Designation 
Formal Training on IT 

Total 
Yes No 

Junior Level Officers 
48 

(55.2%) 
39 

(44.8%) 
87 

(100.0%) 

Mid Level Officers 
13 

(48.1%) 
14 

(51.9%) 
27 

(100.0%) 

Senior-mid Level Officers 
9 

(45.0%) 
11 

(55.0%) 
20 

(100.0%) 

Senior Level Officers 
2 

(28.6%) 
5 

(71.4%) 
7 

(100.0%) 

All  
72 

(51.1%) 
69 

(48.9%) 
141 

(100.0%) 

(n = 72) 

Distribution of IT Training by Sex (%) 
Male Female 
76.4 23.6 

Officers' IT Training by Course Type (%) 
Basic IT Literacy Diploma & Above 

94.4 5.6 

IT Training Distribution by Home & Abroad (%) 
Home Abroad 
87.5 12.5 

IT Training by Sponsorship (%) 
Government Sponsored Self Sponsored 

86.1 13.9 
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5.5.1.1 Training Needs 

Although 51% of total respondents are already trained, as shown above, 

77.3% have answered positively when asked about their training needs on IT. This 

situation partially speaks about ineffectiveness or inadequacies of IT training 

received by the overlapping respondents (22.2%) and partially about respondents' 

further interest on IT. Among these personnel, 56% opted for preliminary or basic 

courses, 29.3% require higher or advanced training and 14.7% kept them 

unanswered, in this regard.   

Figure 5.9 
IT Training Needs by the Respondents 

56%

29.3%

14.7%

Basic course Higher course No response

 

5.5.2 IT Literacy 

The survey shows that 52.5% of the respondents can operate computer, 

which is 1.4% higher than the percentage of IT trained personnel. It represents a 

growth through adaptability or informal training. The growth is not significant when 

compared between aggregates of IT trained and IT literate personnel; however, 

when considered by designation, 11% to 15% decline can be observed among mid 

and higher-mid level officers. In contrast, among the junior level officers, more than 

9% increase is studied. This observation demonstrates an existing adaptability 

among junior level officers towards change and innovation that might be considered 

as an added strength for e-governance move in the country. 
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Table 5.15 
 Distribution of IT Literacy 

  IT Literacy Total 

Yes No 

Junior Level Officers 56 

64.4% 

31 

35.6% 

87 

100.0% 
Mid Level Officers 10 

37.0% 

17 

63.0% 

27 

100.0% 
Senior-mid Level Officers 6 

30.0% 

14 

70.0% 

20 

100.0% 
Senior Level Officers 2 

28.6% 

5 

71.4% 

7 

100.0% 

 All  74 

52.5% 

67 

47.5% 

141 

100.0% 

Among the IT literates, 21.6% officers do not use computers because of 

absence of or limited access to technology or because of they can get work done by 

their supporting staff; another 6.8% do not use it because of lack of confidence or 

they do not feel convenient to use computer. With that note, PC user officers in the 

Bangladesh Secretariat can be calculated as 71.6% among the IT literates and 

37.6% among the all of the respondents.  However, in respect of skill, 20.3% inform 

that they do not find their own skill sufficient to perform daily work, 41.9% notify 

that their skill is sufficient for performing daily work, and 9.5% evaluate that their 

skill remain underused.  

5.5.2.1 Level and Type of IT Proficiency  

Following table projects the level and type of IT proficiency among IT literate 

respondents. When they were offered a five point categorical scale to evaluate their 

own proficiency level in seven specific types of software, as well as an open type 

(“others”), 24.3% of them informed that they were not able to work with any other 

software except word processing. They further tend to show a concentration of their 

skill within four types of application, namely: word processing, spreadsheet analysis, 

presentational and Internet. The table, however, indicates general limitations as to 

handling other important computer applications and shows that most of the 

respondents virtually have no aptitude in statistical work, database management or in 

any other advance use of ICT. 
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Table 5.16 
Level and Type of IT Proficiency among IT Literate Civil Servants  

(n = 74) 

 Excellent Good Working Little No 

Word Processing 14.9 23.0 50.0 12.2 0.0 

Spread Sheet 2.7 14.9 35.1 23.0 24.3 

Statistical Package 0.0 5.4 8.1 9.5 77.0 

Database 0.0 2.7 9.5 23.0 64.9 

Graphical Presentation 4.1 13.5 31.1 17.6 33.8 

Internet 9.5 17.6 32.4 9.5 31.1 

Programming 0.0 2.7 6.8 8.1 82.4 

Others 0.0 0.0 0.0 5.4 94.6 

5.5.2.2 Aptitude Level of Officers for E-Governance 

Based on the individual data on IT proficiency, general level of IT aptitude is 

evaluated through calculating respondents' scores in five point scale ranging from 

zero to four, as below: 

Scores for each category: 
Excellent = 4, Good = 3, Working = 2, Little = 1 and No = 0 

Minimum individual score calculated = 1 
Maximum individual score calculated = 26 
Mean = 8.0 
Standard Deviation = 6.54 
Range = 25 
Low Level of Aptitude = Score 1-5 
Moderate Level of Aptitude = Score 6-15 
High Level of Aptitude = Score 16-26 

Based  on the calculation, individual scores in classes and corresponding levels 

of aptitude are shown in the Table 5.17. 

Table 5.17 
 Frequency Distribution by Individual Scores and Aptitude Level 

Score f % Cumulative % Level of Aptitude 

1-5 35 47.3 47.3 Low 

6-10 19 25.7 73.0 Moderate 

11-15 9 12.2 85.1 Moderate 

16-20 7 9.5 94.6 High 

21-26 4 5.4 100.0 High 

Total 74 100.0 - - 
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Distributions of individual scores show that 47.3% of the IT literate officers 

fall in the „Low Level of Aptitude‟. This group has a score of maximum five only. 

Meaning that they are not able to manage three types of applications at a working 

proficiency level and pose a low level of IT aptitude. Further effort, in particular, 

supplementary training is necessary for this group to improve their aptitude level. 

About 38% of IT literate officers show a „Moderate Level of Aptitude‟, members of 

this group hold an equivalent ability of managing at least three types of computer 

applications, and for each type, they have no less than a 'working' level of 

proficiency. These officers are expected to be able to inflate their present level of 

competence by themselves as well as gradually adept with further technological 

applications and changes in their official activities. In that contemplation, they are 

presently ready for e-governance applications. About 15% possess a „High Level of 

Aptitude‟. Officers, within this group, have an equivalent ability of handling minimum 

4-5 types of applications, and having 'excellent' level of proficiency for each type.  

It is revealed from the analysis that about 53% of the IT literate officers or 

about 28% of the sample population presently have an aptitude level of managing 

technological applications of e-governance. On the other hand, 5.4% of IT literate 

respondents or 2.8% of the total respondents have an advanced level of IT aptitude 

who can contribute to introduce e-governance. 

Figure 5.10 
Aptitude Level of IT Literate Officers for E-Governance 
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5.5.2.3 Colleagues' IT Aptitude 

The sample population indicates that a higher size of junior co-workers is 

capable of operating computer than that of their senior colleagues. In relation to co-

workers' IT aptitude, 34.7% let know that 'all' or 'almost all' of their junior colleagues 

can operate PC, 14.2% opine for the same in respect of senior colleagues. On the 

contrary, 20.5% and 54.6% of the informants opine that 'none' or 'very few' of their 

junior and senior partners, respectively, can operate computer. When, 44.7% 

respondents confirm about 'some' of their junior co-workers' IT skill; regarding the 

seniors 31.2% is in favour of the same opinion. 

Figure 5.11 
Respondents’ Views about Colleagues’ IT Aptitude 

9.9

2.1

24.8

12.1

44.7

31.2

18.4

41.1

2.1

13.5

0

5

10

15

20

25

30

35

40

45

50

%

None  can

operate PC

Very few  can

operate PC

Some  can

operate PC

Almost all  can

operate PC

All  can operate

PC

Junior colleagues

Senior colleagues

 

5.5.3 Availability and Use of ICTs among Officers 

5.5.3.1 Availability 

As to availability, 65.2% of total respondents inform that they have individual 

PC(s) in their own offices (in their own working unit). Additional 8.5% has access to 

computers that are under else's jurisdiction or located elsewhere in their 

ministries/divisions, and can get their important tasks done over there. Although PCs 

are available in every ministry/division, as the survey observes, 3% of respondents 

report an access-restriction to such PCs, while about 35% have no individual PC in 

their own office. These figures disclose that in the Bangladesh Secretariat, 73.7% of 

officers either directly or indirectly, have access to computers. 
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5.5.3.2 Users and Use of Technology 

In relation to information about users of official computer, 3.3% of 92 'PC-

owner' respondents notify that their PCs are not in use by anybody, on contrast, in 

41.3% cases, both the respondents and their supporting staff use their office 

computers. In 16.3% cases, barely the respondents use the office PC. While in 

39.1% cases, the supporting staffs only use the equipment - which is observed to 

happen commonly with the senior level officers.  

About extent of use of respondent's office PC, in a five-point scale ranging 

from 'maximum use' to 'no use', 19% and 3% of them are in favour of the maximum 

and the minimum („no use‟) respectively. When, 34% consider that their PCs are in 

'frequent use', 31% consider for 'some use' and rest 13% for 'less use'. In a similar 

way, when respondent is invited to give his/her finding as to how he/she agree or 

disagree to the statement that his/her PC merely used as an sophisticated alternative 

of a typewriter machine - 8% officers 'strongly agree', 43% 'agree', 22% were 'not 

sure', 21% 'disagree' and 6% 'strongly disagree' to the statement. PCs in 

ministries/divisions are engaged in a variety of tasks ranging from simple word 

processing to complex data/information management purposes and using Internet, 

at various extents. However, in most cases officers are found to ponder their 

activities in word processing, spreadsheet and presentational work giving high 

concentration on the former one.  Following table projects as to how respondents' 

office computers are engaged with different tasks.  

Table 5.18 
 Percentage Distribution of Use of Office PCs by Tasks 

(n = 92) 

PC busy with Only with Mostly with Sometimes with Rarely with Not at all 

Word Processing 17.4 67.4 10.9 1.1 3.3 

Spread Sheet 0.0 2.2 25.0 42.4 30.4 

Graphical Presentation 0.0 1.1 19.6 20.7 58.7 

Internet 0.0 0.0 8.7 16.3 75.0 

Data Management 0.0 0.0 8.7 19.6 71.7 

Statistical Package 0.0 0.0 3.3 13.0 83.7 

Programming 0.0 0.0 0.0 8.7 91.3 

Others 0.0 0.0 8.7 3.3 88.0 
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Figure 5.12 
Respondents' Views as to Whether their PCs are  
Being Mainly Used as Alternative of Typewriters 
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It is evident that computers in ministries and divisions are mostly engaged 

with mere word processing activities. Both lack in capability of and limited scope (in 

terms of automation and process reengineering) for diverse use of computers are 

responsible for leaving PCs with simple task of word processing in government 

offices. Specific reasons, among many others, can include:  

a. lack in aptitude,  

b. lack in perception as to potentials and diverse utility of computer, 

c. information management, including management of file and record keeping 
systems are not automated,  

d. processes and procedures of public administration including services are not 
prepared,  

e. lack of connectivity with both internal and external environment, etc. 

5.5.3.3 Connectivity of the Computers and Use 

Among PC-holder 92 respondents, 45.6% of them convey that LAN exists in 

their ministries/divisions, however, only 21% officers inform that they are currently 

connected with the LAN, which indicates a limited scope of existing LANs -mostly 

concentrated within the computer cell or among selected officers. In the same way, 

concentration of Internet connectivity also can be traced among limited officers; as it 

is observed from the survey that when almost all (89%) of the ministries/divisions 
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are connected with the Internet, only 15.2% respondents' own PCs are connected 

with Internet. However, rate of access to Internet is indicated to be higher as 20.6% 

officers inform that they use their ministries/divisions' e-mail facility. As responses 

show, almost 23% officers visit government websites. 

5.5.4 E-governance : Officers’ Awareness Perception and Attitude 

5.5.4.1 Awareness 

Five statements on e-governance associated premise were offered to the 

sample respondents to provide their scrutiny in respect of own awareness. 

Responses, received from them in a five point categorical scale, are presented in the 

Annexure VII. 

To evaluate their awareness level, individual responses for the statements were 

coded into five point values then individual scores were calculated. Based on the 

calculated scores respondents' awareness levels were assessed in the following way:  

Scores for each statement: 

Quite aware = 5, Aware = 4, Slightly aware = 3, Simply heard = 2 and  

Not aware = 1 

Minimum individual score calculated =  11 

Maximum individual score calculated=  23 

Mean =      17.4 

Standard Deviation =    3.5 

Range  =      12 

High Level of Awareness =   > Mean + SD 

Moderate Level of awareness =   Mean  SD 

Low Level of Awareness =   < Mean - SD 

Table 5.19 
 Level of Awareness about E-Governance 

(n=141) 

 Level of Awareness 

High Moderate  Low  

Junior Level Officers 17.2 59.8 23.0 

Mid Level Officers 29.6 66.7 3.7 

Senior-mid Level Officers 75.0 25.0 0.0 

Senior Level Officers 100.0 0.0 0.0 

 All  31.9 53.2 14.9 
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Result of the computation, provided in the Table 5.19 indicates that the 

sample respondents possess significant level of awareness as to the concept of e-

governance i.e., about happenings of its relevant premises. In particular, about 85% 

of the respondents belong to the clusters of 'moderate' and 'high‟ levels of 

awareness. Basically, the 'low level of awareness' cluster is comprised of the junior 

level officers (23%), touching slightly the mid level officers (3.7%). Besides, this 

portion of civil servants have smaller share (17.2%) on the 'high level of awareness' 

cluster compared to the high-ranking officers. It is evident; therefore, compared to 

the senior level civil servants, the junior level officers show a lower level of 

awareness. Appropriate training plan including awareness-building programme can 

contribute to further their awareness level. 

5.5.4.2 Perception about E-Governance 

“Perception is process by which individuals organize and interpret their sensory 

impressions in order to give meaning to their environment”.10 There are several factors 

(such as: personal background, culture, education, awareness, etc.) that influence the 

development of the individual‟s perceptions. However, study on employees‟ perception 

is important for managing organizational changes, because, “people‟s behaviour is 

based on their perceptions of what reality is, not on reality itself”.11 

Perception level of the sample population was measured through obtaining 

their degree of concurrence in Likert's five-point categorical scale and following the 

same calculation model described in the previous para (5.5.4.1). Twenty statements 

were provided in three areas of e-governance, namely: modernizing governance, 

good governance and democratic governance. Responses in detail are provided in 

the Annexure VIII. 
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Table 5.20 
 Perception Level of Officers  

(n=141) 

Area 

Level of Perception 

High  Moderate  Low  

 Modernizing Governance 24.1 58.9 17.0 

 Good Governance 25.5 57.4 17.0 

 Democratic Governance 23.4 58.9 17.7 

Designation  

 Junior Level Officers 20.7 55.2 24.1 

 Mid Level Officers 22.2 66.7 11.1 

 Senior-mid Level Officers 25.0 70.0 5.0 

 Senior Level Officers 42.9 57.1 0 

Overall 22.7 59.6 17.7 

The table projects that by area (modernizing governance, good governance and 

democratic governance), respondents‟ perception level is almost close to each other. 

However, compared to other two areas, officers demonstrate little high bit about good 

governance through e-governance. Where, in respect of democratic governance through 

e-governance, perception level is little slim. On the other hand, by designation, above 

assessment represent that the higher the rank the higher the perception. The junior and 

mid-level officers erect the 'Low Level of Perception' group. However, the overall 

(combining area and designation) perception level is estimated as „high‟ for 22.7% 

respondents, 59.6% „moderate‟ and 17.7% 'low level of perception'. Hence, officers 

working in the Bangladesh Secretariat, tend to hold a favourable perception about e-

governance that represent a hidden strength, in this connection. 
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Figure 5.13 
Officers' Perception about E-Governance 
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5.5.4.3 Attitude towards E-Governance 

From organizational perspective, attitude can be defined as “complexes of 

beliefs and feelings that people have about specific ideas, situations, or other 

people”.12 An attitude is analogous to a filter, where certain kinds of things can pass 

through it whereas others are rejected by it. Perception is an important element of 

an attitude. The meaning and importance of a new idea or a change in organization 

are largely influenced by the attitudes of the workforce. 

Based on responses given by the sample population, attitude of the Class I 

officers is assessed in the ways that were adopted in the cases of awareness and 

perception. Regarding attitude, fifteen statements were placed before the 

respondents to evaluate their attitude. Responses, of these statements, given by the 

informants are presented in the Annexure IX. Some of those are demonstrated in the 

following figure.  
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Figure 5.14 
Attitudinal Responses towards E-Governance 
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 Result of the assessment of the responses is calculated and based on the 

same, respondents' attitudinal states are clustered under three categories as 

provided in the following table. 

Table 5.21 
 Officers' Attitude towards E-Governance 

(n=141) 

  Level of Attitude 

High Moderate  Low  

Junior Level Officers 18.4 59.8 21.8 

Mid Level Officers 40.7 44.4 14.8 

Senior-mid Level Officers 35.0 55.0 10.0 

Senior Level Officers 42.9 57.1 0.0 

All 25.5 55.3 19.1 
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It is revealed from the table that high-ranking officers show higher levels of 

attitude towards e-governance compared to the junior officials. Out of the total 

respondents, 25.5% has a high level of attitude, 55.3% has moderate level of 

attitude and 19.1% officers hold unfavourable or low level of attitude. More than 

80% officers can be assembled under a cluster of favourable attitude towards e-

governance, when moderate and high levels of attitudes are combined together. 

Figure 5.15 
Officers' Attitude towards E-Governance 
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5.5.4.4 Comparing Aptitude, Awareness, Perception and Attitude 

When the aptitude, awareness, perception and attitude levels are examined, 

side by side, it reveals that aptitude of the civil servants lags behind compared to 

other three aspects. On the other hand, awareness level among them is 

comparatively strong. Perception and attitudinal aspects are almost close to each 

other (Figure 5.16).  

Study on the aptitude, awareness, perception and attitudinal factors of the 

Class I officers exhibits a mixed status, which reflect that they are currently, to some 

extent, able to adapt with the e-governance take off. However, with a low level of 

aptitude among the officials, - smooth implementation of e-governance applications 

requires a comprehensive training programme for civil servants that would effectively 

deal with awareness issues, mindset, motivational and cultural aspects that are 

consistent with e-governance goals and focus, in general.  On the hand, that would 

able to foster a wide range of perception about use of ICTs in public administration, 
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provide necessary skill and build attitudes towards change and reforms -in particular. 

It can be noted here that although, training components are not missing in present 

efforts by the government, however, such a comprehensive training plan yet to 

appear that could further the motivations and functional capabilities of civil servants 

and prepare them as a competent 'supply side' for e-governance in the country.  

Figure 5.16 
Comparing Aptitude, Awareness, Perception and Attitude 
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5.6 Strengths and Weaknesses of E-Governance Initiatives 

Both strengths and weaknesses are evident with regard to e-governance 

initiatives in Bangladesh. Major points are furnished below in six categories: 

Strengths Weaknesses 

a. Political, Management and Strategic 

Commitment exists to introduce e-governance. Lack of ceaseless support and follow up. 

National Task Force on ICT, Executive Committee and sectoral 
Committees/Focal Points/Teams are formed. 

Absence of an appropriate institution or 
management body with specific mandate 
for implementing and monitoring e-
governance. 

Sectoral strategies of 'roadmaps' are being prepared. Absence of a national strategy and 
undecided objectives. 

The National ICT Policy is in place with specific agenda for e-
governance. 

Lack of an integrated approach to carry 
out the agenda. 

b. Technological 

The telecommunication sector shows a steady growth.  Low level of teledensity. 
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Strengths Weaknesses 

Privatisation of the telecommunication sector. Private operators are growing with mobile 
phones only and call rates are high. 

Incentives exist for investment in ICT sector. Investment trend is trade-centred. 

Annual growth of PCs is estimated as 32.8%. Still exists a very low level of PC 
penetration; urban-based growth of PCs. 

Internet has become an event of interest among government, 
businesses and public. 

Poor intensity of Internet access.  

Growth of low-cost Internet cafes. Urban-centricity. 

BTTB has started providing dial up Internet services in all of 
the districts and 172 upazilas. 

Absence of a nation-wide connectivity 
infrastructure. 

Existing fibre optic cable network of the Bangladesh Railway. Lack of appropriate measures to harness 
the potentials of the network. 

The submarine cable network is underway. Connecting the submarine cable network with 
a national backbone network is not in way. 

c. Legal 

The draft for an ICT Act is prepared that includes vital areas of 
legal concerns. 

The draft ICT Act is awaiting approval and 
enactment since long.  

The Copyright Act is amended and government is keen to 
move with other related areas. 

Absence of any initiative for preparing an 
act particularly in the area of e-
governance. 

The Ministry of Establishment has prepared  the Official 
Internet Connection and Usage Policy 2004. 

The policy confines itself with mere 
approval procedures for Internet 
connections in government offices, 
entitlement, cost, etc. 

- The vast area of administrative rules and 
regulations remain unattended. 

d. Public Administration 

Problems afflicting the public administration in Bangladesh are 
already well documented by many of the studies and reform 
reports, also appropriate suggestions are there for 
administrative changes and reforms. Although, not directly 
related with e-governance, many of the suggestions have 
implications on e-governance. 

Very few of many excellent suggestions 
are realized, so far.  

Keen to adopt e-governance. Shy to change and reform. 

Most of the government organizations are currently equipped 
with some sorts of ICTs. 

ICTs remain heavily underutilized. 

Almost all of the ministries and divisions have e-mail account. E-mail is rarely used for official 
correspondences. 

Government agencies now realize the needs for moving with e-
governance initiatives. 

E-governance initiatives, so far, taken miss 
the component of changing government 
procedures and process to facilitate 
services for citizens. 

E-governance projects are rolling out. Poor project planning, particularly, 
electronic elements are getting more 
attention than the governance elements. 

Government has prepared a guideline for standardization of 
public websites 

Guidelines of the government not being 
followed. 
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Strengths Weaknesses 

Government is moving with web initiatives to provide 
information and services to the people. 

General people scarcely know about these. 

e. Preparedness of the Public Officials/Supply Side 

There are approximately 150 training institutes for public 
employees in Bangladesh, where IT is usually included in the 
training courses. Besides, provisions are there for 'in-house' IT 
training.  

Training on IT is often locked up with 
word processing and other elementary 
applications - farming up of a wide-
ranging perception regarding potentials 
and use of ICTs is not in attendance. 

About 50% officials can operate computer. Percentage of PC user officials goes down. 

Young officers show adaptability with new technologies. Generally, show a low level of aptitude. 

Most of the officers  tend to show a favourable level of 
awareness, perception and attitude towards e-governance. 

 

f. Preparedness of Citizens/Demand Side  

Government recognize the need for widespread introduction of 
IT education. 

Inadequate interventions. 

IT has been introduced in the Secondary and Higher 
Secondary level education. 

Lack of trained teachers and equipments. 

Programmes are on going to provide computers in educational 
institutes and to train the teachers.  

Insufficient effort. 

Poor power supply in the rural areas. 

A growing trend of emergence of new IT institutions 
throughout the country. 

Absence of standardized course curriculum 
and performance measurement indicators. 

Importance of ICTs is growing up among public. Absence of any specific plan or initiative to 
capitalize the trend. 

5.7 Challenges of E-Governance in Bangladesh 

Technology is a double-edged sword and usually brings some challenges with 

it.13 In respect of introducing e-governance in Bangladesh, already an array of 

challenges is in existence and some of those are emerging. However, these 

challenges can be categorized under following four banners: 

5.7.1 Leadership and Strategic Challenges 

5.7.1.1 Political Leadership 

For introducing e-governance in Bangladesh, primary challenge remains with 

acquiring political leadership with generous will, promise and sustenance towards 

change and reforms in the public administration. 

5.7.1.2 Bureaucratic Devotion 

Within the public administration, how to arrange devotion for innovation and 

changes, regarding e-governance, is the next step challenge. 
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5.7.1.3 Strategic Roadmap 

  It is a huge challenge for the policy planners to scrutinize the alternatives 

and prepare an appropriate roadmap for e-governance in Bangladesh within the 

country context. The country is waiting yet for such a strategic roadmap. 

5.7.2 Technological Challenges 

5.7.2.1 Diffusion of Technology 

How soon and to what extent government will be able to roll out e-

governance much depend on the answers of how soon and to what extent 

government will be able to increase the rates of teledensity, PC penetration and 

Internet penetration throughout the country. Hence, the initial challenge to embrace 

e-governance is an adequate diffusion of technology in the society. 

5.7.2.2 National Connectivity Infrastructure 

Creation of a national connectivity infrastructure throughout the country is 

the next-step technological challenge for introducing e-governance in Bangladesh. 

5.7.2.3 Rescuing Technologies from the Setback of Underutilization 

Given the resource constraint in a county, like Bangladesh, it is imperative to 

ensure best possible use of available technology. Computers are seen to be used as 

mere word processors in public offices. On the other hand, in training institutes, in 

both public and private sector, most of the training courses are pondered with 

teaching word processing. "With the current trend, the social impact of ICTs in 

Bangladesh will be largely limited to the emergence of a breed of computer 

typists."14 This sort of inclination produce the challenge as to how farming up a 

wide-ranging perception regarding potentials and use of ICTs among public and 

private sector people and how to facilitate them with right knowledge and skill for 

rescuing technologies from the setback of underutilization. 

5.7.2.4 Creating Connectivity for Rural Areas 

For the purpose of use of technology and Internet connectivity in rural areas, 

Bangladesh stands at a very marginal level and it appears to be a constraint for 

introducing e-governance in the country. Therefore, creating a connectivity 
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infrastructure, particularly in rural areas, is a major challenge for e-governance 

initiatives in Bangladesh that needs distinctive attention in terms of both arranging 

new facilities and ensuring optimum use of existing facilities. 

5.7.2.5 Security and Privacy 

With the growth and maturity of e-governance, security and privacy is 

increasingly becoming a prime concern in the world. For obvious reason, it has not 

yet emerged with its edge in Bangladesh; however, will roll out following the 

appearance of e-governance interaction and transaction levels. It is, therefore, a 

challenge how to fold-in the security and privacy issue in the initial architectural level 

in a view to make e-governance reliable and trustworthy.  

5.7.3 Challenges to Connect and Engage Citizens  

5.7.3.1 Minimizing Digital Divide and Ensuring Access of Mass People 

Accessibility, connectivity, availability and affordability are the prime drivers of 

e-governance. Any lack of these drivers may cause users' reluctance as to 

acceptance and adoption of e-governance initiatives or users may limit their usage of 

e-governance activities. The well-off high class including the people of urban middle 

class has a moderate access to technology. As e-government services are often seen 

to be created around the needs of the urban middle to high class, the middle class 

as a whole is expected to manage access eventually with the growth of e-

governance. The challenge remains as to how to ensure access for poor and rural 

people and bring them close to e-governance activities, when this vast group 

struggles with hardships of food, health & nutrition and shelter; given the situation 

that rural areas are under immense crisis of power supply and connectivity. 

5.7.3.2 Bringing Citizens in the Mainstream of E-Governance Initiatives 

Low level of purchasing power combined with lower literacy rate and 

inadequate infrastructure cause a very thin ICT penetration within the rural 

community in Bangladesh. Above and beyond, rural population in the country are not 

used to or familiar with technology in their daily lives. They lack of awareness, 

orientation and familiarization with technology. E-governance, on the other hand, 

never can happen excluding these people. As a result, problems related to 
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connecting these people include economic, social and cultural too. Increased 

purchasing power and higher literacy rate among ordinary citizens, on the other 

hand, cannot be achieved within a short span of time. Therefore, how to ensure the 

proper share of mass people and how to bring them in the mainstream of e-

governance initiatives is one of the real challenges to launch e-governance in the 

context of Bangladesh.  

5.7.3.3 Creation of Local Contents and Services 

Besides, rural communities will also demand for suitable applications and 

contents that would be able to fit their local needs and convenience, as well. 

Identifying and preparing local contents and services that would be appropriate to 

serve needs and choices of common people will require heartfelt endeavours to 

materialize e-governance in the country. Another challenge, therefore, hangs around 

e-governance as to creation of services in accordance with options and exigency of 

the mass people. The early challenge is to develop initial prototype systems that are 

able to handle enough features to be of benefit to users. 

5.7.3.4 Language Barrier 

Local contents need to be accompanied by local language for the convenience 

of masses. With that note, language barrier is often considered as another vital 

challenge for smooth implementation of e-governance, particularly for attracting 

general people. Introducing a Bangla computing platform in the shortest possible 

time and enabling Bangla content in common software applications and in the 

Internet is unavoidable for the success of e-governance initiatives. 

5.7.4 Challenges related to Organizational Change and Reforms 

5.7.4.1 Managing change 

Managing change in the process of implementing e-governance is a major 

challenge, particularly in the context of Bangladesh. Many spheres of public 

administration demands changes for an effective switch over to e-governance. 

Changes in the decision making procedures, processes, delegation of power etc. would 

lead to organizational and institutional changes effecting both peoples and methods at 

all the bridges of supply chain. For e-government, one of the central tenets is that 

governments must change from a process-centric to a citizen-centric organization.  
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5.7.4.2 Collaborative Governance 

How to ensure collaboration and cooperation among public agencies to 

provide one-stop services for citizens, to avoid duplication and to ascertain 

interoperability and coherent action is the prime question to be answered for e-

governance. Rearrangements on the legacy of organizational structures and 

processes produce massive challenge with reference to redefine and redesign the 

back offices, creation of front offices, and to transform the hierarchical structures of 

public administration in Bangladesh into networked structures. It also requires to 

think on public-private partnerships and to harmonize mutual tasks and interests. 

5.7.4.3 Back office Integration 

Without back-office integration, e-governance interfaces become empty 

shells. Integration of back-office systems and databases of different government 

agencies with the 'customer interface' is an enduring challenge, particularly critical in 

the initial stage of implementation. 

5.7.4.4 Creation of Attractive Online Services 

As it is observed in the study, government's online initiatives neither are 

organized nor up to the standard. Therefore, it remains a challenge for the public 

agencies as to how quickly and how effectively they can organize their websites to 

provide online information and services close to the needs and choices of people and 

how they can attract the users to give feedback and interact with the public 

administration. 

5.7.4.5 Adapting New Skill and Culture 

Proper acceptance, understanding and adoption of these changes by the 

employees require further specific efforts including integrated training plan and 

motivational activities to address the challenges relating to skill, mindset, culture, 

and the resistance to change. 
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5.8  Conclusion 

Present survey in the Bangladesh Secretariat discloses many of the strengths 

and weaknesses, as well as, challenges in the vicinity of e-governance in Bangladesh. 

Currently, almost all of the ministries and divisions are, more or less, active on the e-

governance agenda. They are increasingly equipped with ICTs but these equipments 

are not deeply integrated with the core goals and functions of public administration. 

Particularly, e-governance initiatives tend to hang around technological workouts 

rather than expose with organizational and regulatory aspects or preparing citizen 

services. This situation shows implications on the web initiatives, as well. Websites of 

the surveyed ministries/divisions represent unselective phenomena as regard to their 

appearance and arrangements. Contents of the websites rather represent the 

traditional governance than e-governance. They hardly carry any feature that could 

provide real benefit for citizens, hence, unable to tag people with public 

administration. Regarding preparedness, public officials, particularly the Class I officers 

of the Bangladesh Secretariat show strengths for e-governance in respect of their 

adaptability with new technologies and in respect of their levels of awareness, 

perception and attitude towards e-governance; -notwithstanding, pose to a low level 

of aptitude. Robust training and motivational programme can erect a brilliant supply 

side for e-governance service delivery in Bangladesh. 
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Chapter 6  
Findings, Recommendations and Conclusion 

6.1 Preamble 

Applications of Information and Communication Technologies (ICTs), inter 

alia, in the area of Public Administration in many countries already have confirmed 

as effective tools for achieving transparent, responsible, accountable, participatory 

and responsive governance. Innovative applications of ICTs also offer new ways for 

delivering information and many of public services at citizens’ convenience. It has 

now, therefore, turn into a common point of dialogue as to how new technologies 

can be integrated into public administration in respect of modernizing existing 

systems, ensuring good governance and enhancing democratic practices. In that 

edge, e-governance tools have become trendy, by now around the world.  

E-governance is a creative tool for achieving governance goals. 

Notwithstanding, the term itself carries an electronic part; the other one that is the 

governance part is where its merits remain. Moreover, the accent of 'governance' is 

amplified in new ways, when e-governance encompasses modernization of 

governance, good governance and democratic governance in itself. Main focus of e-

governance remains on citizen and on organizational process re-engineering. The 

transition from traditional governance to e-governance depends on some enabling 

factors and follows different successive phases. There is no fits-to-all formula for 

planning and implementing e-governance, rather it maintains country context. 

In Bangladesh, introduction of computer-aided applications in the public 

sector organizations was started as late as in 1980s. Those tools, initially, appeared 

in very few agencies in a few numbers. They remained as islands of PCs and their 

applications were mostly limited to provide support for management information 

systems, report generation for higher level, maintenance of payroll, accounts & 

budget, etc. This corresponds to an ‘IT in government’ situation; however, not 

extensively grown. The concept of e-governance that emerged with the advent of 

the ICTs also comes late in the country and their innovative use in the public 

administration not yet detectable. In this situation, how the very concept is being 
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conceived with the current e-governance initiatives in the country, what are the 

existing strengths, weaknesses and challenges towards further initiatives, how to 

design and implement a national strategy for e-governance -are some of the key 

questions that remain unanswered.  

Cross directional studies and research are, therefore, imperative to find out 

the appropriate ways and means and to examine the current ones in a view to 

successfully introduce e-governance in the country. Besides, review and analysis of 

lessons learnt by other countries can help to draw a comparative perspective, to 

understand the national context, and to avoid costly and time consuming ‘trial and 

error’ approach. Major objectives of the study include: to study the local e-

governance initiatives, to identify the challenges, to capture the experiences of other 

countries, in this purpose, and to propose policy guidelines for an effective e-

governance layout in Bangladesh with particular reference to the preparedness of 

officers working in the Bangladesh Secretariat.  

The study is an exploratory one. It is descriptive and empirical in nature. Both 

qualitative and quantitative data used in the study, which has been collected from 

primary and secondary sources. Multiple research techniques, procedures and 

methods are followed in respect of collection, processing, presentation and analysis of 

data on various aspects. To accomplish the objectives, the study attempts to renovate 

the understanding of e-governance from cross-angle point of view. It looks into 

several related issues of direct relevance in the course of introducing e-governance 

and, particularly, looks into the inter-related strategies for e-governance. Since, 

Bangladesh perspective is the main thrust of the study, current initiatives and 

activities, taken by the government, in favour of e-governance are reviewed discreetly. 

Besides, the issues of strategic preparedness have been taken into account for 

discussion to find out the strengths, weaknesses and challenges, in this context.  

This chapter is the concluding part of the study that attempts to delineate the 

findings and recommendations, based on the above. Findings and recommendations 

of the study, furnished as below, are drawn mainly from the investigations on the e-

governance national context in Bangladesh and from the results of the field surveys. 

Besides, world's trends and practices also have been taken into account, in this 
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regard.  Nevertheless, conceptual aspects, particularly, the theoretical framework 

provides the overall surface, in this area of discourses.   

6.2 Summary Findings  

6.2.1 General 

a. Integrating ICTs in the public administration, naming, e-government or e-

governance has become a part of global political agenda. 

b. Each country has its own context to devise own approach for introducing e-

governance.  

c. In developing countries, low level of purchasing power of general people, lack of 

telecommunication infrastructure, inadequate regulatory framework and an 

inadequate integration of operations among various government agencies and 

departments impose a serious constraint on e-government reach and expansion.  

d. An incremental approach to e-government service delivery with concurrent 

advances in infrastructure development and access outreach is considered as 

one of the best practices by the developing economies. China’s e-government 

policy and strategy is an example in this regard. 

e. E-governance applications make sense only if appropriate work processes 

support them, hence, change must involve present work practices. Without 

back-office integration, e-governance interfaces become empty shells. 

Integration of back-office systems and databases of different government 

agencies with the 'customer interface' is an enduring challenge, particularly 

critical in the initial stage of implementation. 

f. Attracting the users is a strategic challenge in respect of designing and 

delivering electronic services. People do not show interest on those services 

that are not easy, advantageous and are not in line with their needs and trust. 

g. Throughout the world, e-governance web initiatives exhibit importance on the 

use of integrated portals. On the other hand, online services are arranged by 

types in those websites, rather than by delivering agencies. However, a 

unified fashion is uneven because of the lack of ability of the various 

governments to develop and present them in such an integrated manner.  

h. Traditional forms of services have to be continued in parallel with the 

electronic forms of services. 
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i. Government alone cannot ensure successful implementation of e-governance, 

rather, partnerships and collaborations with business sector, NGOs and CSOs 

is a prime need. 

6.2.2 National Commitment, Management and Strategy 

a. National commitment for strengthening the ICTs sector, particularly, 

persuasion for introducing e-governance is evident in many of the 

governmental policies and activities in Bangladesh.  

b. Despite not carried out from e-governance perspective; there are several 

administrative studies and reform reports in the country, which offer some 

basic suggestions that have significance in respect of facilitating e-governance.  

c. The management structure for e-governance is yet to be clearly spelt out. 

Different authorities are present in the scene; however, their capacities, 

responsibilities, jurisdictions and relationships are not determined.  

d. A national level designated body/office for e-governance is non existent. 

Experiences of many other countries show that for better management, e-

governance deserves an individual body or office that remains dedicated for 

national e-governance. Such an entity has to run with clear mandate and 

authority. Any ambiguity, in terms of jurisdiction, responsibility or authority can 

result into half-hearted initiatives with lack of confidence and sincere drive. 

e. E-governance Focal Points/Teams are emerging within the ministries and 

divisions that have potentials to lead, implement, manage and monitor e-

governance activities in their own jurisdictions. However, they lack any 

standardized terms of reference. 

f. E-governance in Bangladesh has started rolling out without having any set 

vision and objectives.  

g. National strategic roadmap for implementing e-governance is non-existent. 

Strategic guidelines come from decisions of National Task Force and 

Executive Committee for ICT, and from some official letters or circulars issued 

by different authorities; that indicates a lack in integrated strategic directions 

for e-governance. 
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6.2.3 Technology and Connectivity 

a. Progress in the telecommunication sector is evident; BTTB has specific plans 

for upgrading core telecommunications infrastructure, including digitising 

telephone switches, installing fibre and radio technologies and expanding 

national networks to rural areas; however, not yet able to provide a nation 

wide connectivity infrastructure.  

b. National teledensity (including mobile phones stands at 4.6 per 100 

population, as estimated by the present survey) represents a too marginal 

level that can facilitate the growth of e-governance. 

c. Existing computer penetration per 100 population is estimated as 1.07 and 

Internet users (including non-subscriber users) per 100 population is 

estimated as 0.71; however still show unfavourable for e-governance. 

d. Technologies, particularly, telephone, computer and Internet highly tend to 

grow around urban areas that indicate an increasing digital divide within the 

country.  

e. Absence of a Bangla computing platform has been a major constraint in 

respect of popularising the technology in one hand and ensuring extroverted 

use of it, on the other. 

6.2.4 Regulatory Environment 

a. Generally, existing rules and regulations carry the legacy of the British rule 

and embody an archaic character; hence demand a massive groundwork for 

their consistency with e-governance. 

b. Except the enactment of the Telecommunications Act and the Copyright Act, 

many important legislative initiatives have not yet been placed on the 

legislative agenda nor have they been the subject of public discourse and 

debate. The draft ICT Act is awaiting enactment since long. 

c. There is no indication of bringing any specific legislation(s) particularly for e-

governance. 

d. The vast area of administrative laws, regulations and orders remain 

unattended by any e-governance initiative. Such rules and regulations are not 

in place with regard to integrate ICTs with public administration, 



 245 

organizational change, process re-engineering, electronic service delivery, 

etc.; therefore, this area requires immediate thought. 

6.2.5 The Public Sector Organizations 

a. In Bangladesh, application of information technology in public sector for better 

information management and to improve decision-making system was started 

in early 1980s. However, "The use of the computer for improving the basic 

functions of government organizations has not been attempted seriously."1 

b. In public sector organizations, PC-employee ratio was calculated (as on in 

2003) as 0.09, on an average 43% of organizations have LANs and 21% 

computers are connected with the Internet. Only 33.66% public organizations 

use own customized software.2  

c. Existing culture of the public administration that is often characterized by red-

tapism, complicated procedures, unresponsiveness, shy to change, etc. is an 

impediment for introducing e-governance in Bangladesh. 

6.2.6 Availability and Use of ICTs in the Secretariat 

a. In the Bangladesh Secretariat, PC-employee ratio is 0.32; where minimum 

and maximum ratios among the ministries range from 0.12 to 0.59 

respectively. In respect of individual working units (sections, branches, wings, 

etc.)   73.7% such individual units or offices have individual PCs.  

b. In the Bangladesh Secretariat, 41.7% ministries/divisions have LANs and 

another 11% are on process to introduce LANs for them. However, only 8.3% 

organizations have brought all of their PCs under respective LANs. 

c. About 89% ministries/divisions in the Secretariat are connected with the 

Internet; 66.7% are connected through dial-up, 5.6% through broadband and 

16.7% have either dial-up and radio link or broadband and radio link 

combinations of Internet connections. All of the Internet connected 

ministries/divisions (89% of the sample organizations) have their e-mail 

accounts. 

d. In case of Class I officers in the Bangladesh Secretariat, 73.7% officers have 

access to computers, while 65% of them have PC in their individual 

units/offices. Only 21% of the individual PCs of the officers are connected 

with respective LANs and 15% are connected with Internet.  
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e. The ministries and divisions lack technological supports. Only 44.4% have 

particular arrangement for technological support, such as: a separate 

computer cell. However, such arrangements are found running with 

inadequate technologies and professional human resource. 

f. In the Bangladesh Secretariat, about 50% officials (Class I, II and III) can 

operate computer. On the other hand, with a 3.4% decline, 46.3% officials 

use PC in their office work. Among other reasons, lower PC-employee ratio 

and officers' (particularly, in senior levels) dependence on supporting staff 

has caused a reduction in PC use. 

g. Among Class I officers, a trend of self-learning or adaptability with new 

technologies is apparent in one hand, however on the other hand, they tend 

to decline to adopt technology, in practical use; as the survey shows that 

51% officers have formal training on IT, 52.5% can operate computer and 

37.6% virtually use computer in office work. Three reasons can be identified 

in this connection: unavailability of technology, dependency on supporting 

staff and inadequate skill. 

h. Within the 'IT literate' Class I officers, 24.3% are not able to use computer 

except for word processing job, in 20.3% cases, skills are not sufficient, -and 

ultimately 47.3% of them show a low level of IT aptitude. 

i. Presently, about 53% of the 'IT literate' Class I officers or about 28% of the 

Class I officers in the Bangladesh Secretariat have an aptitude level of 

managing technological applications of e-governance. On the other hand, 

5.4% of IT literate respondents or 2.8% of the total respondents have an 

advanced level of IT aptitude, who have potentials to contribute to the e-

governance implementation process. 

j. The culture and practice of official e-mail communications are yet to flourish. 

In official correspondences, e-mail communications happen 'rarely' by the 

ministries, 'selected' or 'few' officers practice it and such communications are 

pondered with foreign organizations. E-mail communication to and from 

public is not in the scene hitherto. 

k. The overall state of use of PCs in the ministries and divisions illustrates 

serious underutilization of the available technologies. Computers are mostly 

engaged with mere word processing activities. Both lack in capacity and 
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limited scope (in terms of automation and process reengineering) for diverse 

use of PCs are responsible for this situation. Specific reasons, inter alia, are:  

 Lack in employees' aptitude, 

 Lack in employees' perception as to potentials and diverse utilities of 

ICTs, 

 Office management and information management (file and record 

keeping, electronic communication, electronic flow of information, etc.) 

are not ready for using new technologies, 

 Procedures and processes of public administration including services 

are not prepared, 

 Lack of connectivity with both internal and external environment, etc. 

6.2.7 E-Governance Initiatives 

a. All of the ministries and divisions in the Bangladesh Secretariat have started 

moving for e-governance initiatives, where most of the moves are, so far, 

limited with creation of e-governance committees or focal points/teams and 

preparing strategies. A predisposition of strategies without having identified 

specific goals and objectives is evident. 

b. Present e-governance drives by the ministries and divisions are mainly 

focused around preparing plan and strategy, creating connectivity, procuring 

technologies and creating websites. Conversely, less focused areas include: 

preparing regulatory environment, organizational changes, citizen services, 

building awareness for e-governance. 

c. For the purpose of e-governance, the immense task of arranging necessary 

changes in public administration to facilitate electronic information 

management, simplification of procedures and processes, adoption of new 

communication channels, inter-agency collaboration, preparing electronic 

services for citizens, etc. remain unattended. 

d. In the Bangladesh Secretariat, about 39% ministries and divisions have one 

or more projects that are either direct result of e-governance initiatives, or 

outcome(s) of those projects will indirectly facilitate their future e-governance 

initiatives. Only one project (the E-Mail project by the M/o Establishment), so 
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far, completed in the area of e-governance. On the other hand, Support to 

ICT Task Force is the largest ongoing e-governance project in Bangladesh. 

e. Overlapping of components of different programmes is already evident in 

some e-governance initiatives in Bangladesh. 

f. Current initiatives for e-governance miss to provide any look at how ICTs can 

address the needs of the poor and disadvantaged people, in general, and 

poor women in particular, towards their economic and social empowerment. 

g. Public websites represent unselective phenomena with regard to their 

appearance and arrangements showing inconsistency with the government's 

prescribed guidelines. Contents of the websites rather represent the 

traditional governance than e-governance. None of the concepts of engaging 

citizens and serving people through innovative uses of the Internet are yet 

portrayed in the web initiatives of the ministries and divisions in Bangladesh. 

h. Websites of the ministries/divisions are, generally, launched either with the 

assistance of technical persons of the computer cell or getting support from a 

development project or outsourcing the work to private firm under ad-hoc 

arrangements. As a result, lack any specific responsibility, commitment or 

accountability regarding continuous efforts for change and updating of the 

websites. 

6.2.8 Training and Preparedness of the Supply Side 

a. Given the facts, as stated before that about half of the officials working in the 

Secretariat do not have formal training on IT and among 'IT literates', again 

half of them show 'low' level of IT aptitude - presently in the Secretariat, 

77.3% Class I officers have needs for IT training. 

b. Officers' levels of awareness, perception and attitude tend to favourable 

towards e-governance, nevertheless, smooth implementation of e-governance 

will require motivational and awareness building programme among the 

officers. Because, 15%, 18% and 19% officers show 'low' or unfavourable 

levels of awareness, perception and attitude towards e-governance, 

respectively. Rests possess 'moderate' to 'high' levels, where majority belong 

to the 'moderate' levels of awareness, perception and attitude. 
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c. Against an average of 120 Class I, II and III employees in a ministry or 

division in the Bangladesh Secretariat, the organizations on an average show 

arranging IT training for 20% employees in a year. However, 30.5% 

ministry/division does not show any effort, in this regard. It brings forward 

the fact that preparing employees for handling new technologies has not yet 

become a rule for the respective organizations. Specific directions from the 

government are required to overcome the situation. 

d. There are approximately 150 training institutes for public employees in 

Bangladesh, where IT is usually included in the training courses. But training 

on IT is often locked up with word processing and other elementary 

applications - farming up of a wide-ranging perception regarding potentials and 

use of ICTs in public administration is not in attendance. Therefore, scopes 

remain for significant improvement in the area of IT training for civil servants.  

6.2.9 Preparedness of the Demand Side  

a. In Bangladesh, neither electronic services are ready nor are the citizens 

prepared for e-governance. Even they are not conscious about many 

traditional government services or their rights to public services. This situation 

demands government's intervention followed by specific programmes having 

partnerships with business sector, NGOs and CSOs. 

b. The aspect of preparing citizens through human development and awareness 

building is not adequately patronized. In this context, computers in 

educational institutions and training for teachers expected to bring positive 

result that need adequate exertion and follow up.  

c. Computers in rural school has a secondary impact on making rural people 

familiar with new technologies and making them aware of their use and 

applications. 

d. There is a growing trend of emergence of IT training institutes throughout 

the country. However, most of those are limited to basic computer literacy; 

and nationally, they do not have any standardized curriculum or performance 

measurement indicator to follow. 

e. These training institutes have enormous potentials in respect of extending IT 

literacy also to elevate awareness among the mass people. 
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f. Innovative and integrated efforts towards use of Bangladesh Railway's fibre 

optic network and existing organizational infrastructure of the Postal 

Department throughout the country have enormous potentials for ensuring 

availability, connectivity and accessibility of ICTs for remote and rural people. 

Effective collaboration with non-governmental actors can amplify benefits of 

such endeavours. 

E-governance initiatives in Bangladesh are not consistent with the demand of 

a balanced growth of the enabling factors. Particularly, steps for preparing the public 

organizations, planned moves for preparing the civil servants and an ultimate thrust 

for preparing the citizens -are narrowly focused in the current initiatives.  In general, 

the initiatives miss two crucial attributes: 'adequacy' and a 'whole approach'. Both of 

the setbacks are allied with the crisis of 'ability', -former is linked with the ability to 

mobilize resources and other is linked with the ability to mobilize an integrated 

strategy for e-governance. 

6.3 Recommendations 

Recommendations of the study are provided under two broad categories: 

recommendations on policy implications and recommendations for future research. 

6.3.1 Recommendations on Policy Implications 

Recommendations on policy implications are mainly derived based on the 

findings of the study, particularly, in the context of Bangladesh. These are 

assembled below, under nine broad categories, such as:  

6.3.1.1 Strategic 

a. Enunciate a national vision; articulate long-term goals and objectives for e-

governance in the country. Based on the vision and objectives prepare a 

national strategy. In this course, prior dialogues within the public 

administration and with private sector and non-government stakeholders 

should be treated as an essential aid. 

b. Based on above, prepare an action plan for e-governance in Bangladesh. In 

accordance with the guidelines of the action plan, let e-governance be rolled 

out by the public sector organizations individually. 
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c. Ensure that the national strategy and the action plan are not imitated with 

mere ambitious targets and programmes, rather have links with national 

economic and social development framework, considers resource constraints, 

addresses strategic challenges and more essentially, provides emphasis on a 

balanced growth of the enabling requirements having adequate focus on 

public administration goals and citizen's satisfaction. 

6.3.1.2 Management 

a. Define a national e-governance management framework keeping the 

Executive Committee for ICT and the National Task Force at the top. 

b. Empower and Keep engage the ministerial Committees, Focal Points/Teams in 

the process of development of e-governance in their respective jurisdiction, 

as well as, involve them in the national e-governance events. Also, empower 

them by providing specific terms of reference and linking them with the 

national e-governance management framework.  

c. Set up a permanent office with clear mandates and responsibilities ranging 

from e-governance planning to continuous reforms of public administration. 

Some administrative studies and reform reports in Bangladesh, endow with 

suggestion for a separate office to modernize public administration towards 

better citizen services. In this regard, examples of other countries can be 

explored, such as: UK has commissioned an Office of the e-Envoy, an Office 

of Public Services Reform and Performance and Innovation Unit, Malaysia has 

created the Malaysian Administrative Modernization and Management 

Planning Unit (MAMPU), India's Department of Administrative Reforms and 

Public Grievances, and so on. However, in Bangladesh such an office can - 

 provide central coordination and oversight for planning, 

implementation and monitoring national e-governance agenda,  

 extend activities for designing and creation of citizen services and for 

bringing people closer to public administration,  

 continuously engage to move up and modernize public administration 

through organizational change and re-design including harmonization 

and collaboration among public agencies, logistic support, etc., 

 facilitate modifications of administrative rules and regulations, 

simplification of work procedures and forms, etc.   
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6.3.1.3 Technology and Infrastructure 

a. Increase availability of ICTs for both government and society through 

investment and diverse strategies. Availability of ICTs for wider range of 

people can be arranged by reducing cost, encouraging low-cost technologies, 

providing ICTs in educational institutes, libraries and CBOs -with priority for 

rural ones, establishing rural tele-centres, cyber kiosks, etc.  Partnerships with 

NGOs and businesses can substantially intensify such efforts. 

b. Establish a nation wide fast and secure data communication network 

including remote connectivity to support electronic communication and e-

government service delivery.  

c. Pursue for an integrated approach to capture advantages of available 

infrastructures including BTTB's existing fibre optic routes and Railway's and 

other agencies' fibre optic network that can readily contribute to address 

connectivity constraints and can provide facilities for e-government service 

delivery all over the country.  

d. Explore and use supplementary facilities that are presently available with 

many other GOs and NGOs. One example, in respect of NGOs: UNDP financed 

Sustainable Development Networking Programme (SDNP), a non-profit 

initiative that provides digital connectivity to academics, national and 

international agencies and development partners. Utilizing SDNP backbone, 

Internet services can be extended to some remote areas through its regional 

hubs. Besides, remote level NGO infrastructures and activities can contribute 

to e-governance service deliveries for the outreach people. 

6.3.1.4 Preparing Legal Environment 

a. Finalize the draft ICT Act and ensure its enactment without further delay. 

b. Invite public agencies to urgently accomplish review on existing laws, rules, 

regulations, administrative orders, etc. of respective jurisdictions with a view 

to satisfy an e-governance regulatory framework. 

c. Prepare and organize a particular legislation package to enable e-government 

initiatives to be implemented including necessary ingredients of public sector 

modernization programme. Such a legal initiative can exhaust all relevant 

items ranging from definition of e-governance to its basic parameters, from 

standardization of websites to electronic archives, from workforce training 
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standard to electronic service delivery for citizens, security and privacy 

measures. It can also extend provisions for creating an office/authority for e-

governance that are beyond many of the other pieces of legislation including 

the proposed ICT Act. Implementing a legislative package can be done in 

phases; but priority must be given to the simultaneous and timely rather than 

sequential formulation of the legislation package. Priority areas would include 

legislations to permit: 

 Filing of government documents in electronic form, 

 Keeping of electronic records, 

 Electronic flow of information, 

 Electronic communication, 

 Electronic service delivery, 

 Use of electronic signatures,  

 Collaboration among government agencies, 

 Partnerships with non-government entities, like: businesses, NGOs and 

CSOs, etc. 

d. Replace the Official Secrets Act, which is a colonial legacy by an appropriate 

Access to Information Act that would enable citizens' access to public 

information and simultaneously ensure protection of privacy and security of 

personal and private data in possession of the state. 

6.3.1.5 Preparing Public Sector Organizations 

a. Mandate the use of information and communication technologies in the 

course of modernizing government and extend the agenda throughout the 

public sector including the field offices. 

b. Increase PC-employee ratio by procuring and providing more PCs in all level 

of government organizations including ministries, divisions, departments and 

other field offices. 

c. Create Local Area Network in every public organization, connect all of the 

available PCs with the LAN, and prepare software solutions for electronic 

workflow. Extend the connectivity with other organizations. 
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d. Ensure Internet connections for, at least, 50% of available PCs in the 

government offices, immediately. 

e. Encourage e-mail communications among government agencies and with 

other counterparts including the citizens. In this area, a good practice exists 

in the Department of Roads and Highways, Bangladesh that conducts regular 

campaigns on use of e-mail among officials and recognizes the 'E-mail user of 

the Month'. Such efforts could bring 50% of the Class I officers of the 

Department to use e-mail by the year 2004. 

f. Rescue existing technologies from the setback of underutilization by 

producing assorted attempts, such as: raising awareness, aptitude, perception 

and attitudes of the civil servants towards diverse use of ICTs in public 

administration, automating office procedures and workflows, etc. 

g. Promote a culture of change and reform throughout the political and civil 

government. Provide recognition/incentive for innovation in public administration. 

h. Formulate and follow an appropriate change management strategy to 

facilitate organizational preparedness for e-governance. Immediate priority 

areas for all public sector organizations ranging from ministries/divisions to 

field offices can include, with regard to- 

 ascertain individual functional areas for e-governance, 

 digitise records, documents and workflows, 

 preparing databases, 

 digitise accounts, budget, project management, personnel 

management and file tracking systems, 

 identify and develop online content and services, 

 find out appropriate solutions for diversified interactions among 

stakeholders (G2G, G2B, G2C, B2B, B2C and C2C),  

 determine collaboration with other public agencies,  

 sort out areas for partnerships with non-governmental actors, etc. 

i. Ensure interoperability that would eliminate inconsistent procedures and 

adopt common formats so that all government agencies could use 

harmonizing electronic system and save time, energy and cost as well as earn 

trust of citizens. 
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j. Scrutinize privacy and security issue in preparing and providing online 

services for citizens. Public administration must gain citizens' confidence by 

addressing privacy perceptions and ensuring that security, privacy and trust 

are core attributes of e-governance services. 

k. Assign appropriate/balanced focus on various strategic aspects, as well as, 

avoid overlapping, duplication and redundancy in the course of e-governance 

project formulation. Scrutinize project's size, scope, implementation plan, 

relevancy with public administration goals, and benefits for citizens. Ensure 

stakes of women, disabled and other disadvantaged people. 

l. Develop a performance measurement framework with tools and indicators for 

benchmarking e-governance projects/programmes and services, which will 

encompass, inter alia– consistency with national objectives and set standards, 

interoperability, improved and responsive governance, citizen-centricity. 

6.3.1.6 E-Government Services and Web Initiatives 

a. Follow an incremental approach to intensify quantity and excellence of e-

governance service delivery with concurrent advancements in infrastructure 

development and access outreach. At this point, identify e-governance 

services for citizens and businesses that can be arranged immediately by the 

government agencies within available facilities and resource base. Such 

services, presently, can include-  

For citizens: 

 More information on life events, 

 Public documents, legislations, policies, including all public forms, etc., 

 Health, education, agriculture, market price, weather forecast, disaster 

management, social security related services, job search, etc., 

 Birth, death and marriage registration, Income tax returns, land 

registration certificates, 

 Applications for public utilities, submission of complaints and 

grievances, 

 Feedback forms, e-mail shortcuts, Frequently Asked Questions,  

 News, Notice Board, online forum, contact persons, simple searches, 

etc. 
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For businesses: 

 Business statistics, information and forms, 

 Application for registration of a new company/trade license,  

 Income Tax returns, VAT registration, 

 Environmental permits, 

 Applications for utility services, 

 Public procurement notices, online tender documents, etc. 

b. Gradually shift from the agency-based service delivery to type/event-based 

services with the advancement of back office integration and enhanced 

collaboration among agencies, -where citizens would not require to know the 

agency or agencies that is/are involved with the delivery of the services or the 

internal procedures and processes that were needed to deliver the services. 

Consider life-events approach and explore into the best practices in the world 

before preparing such services. 

c. Introduce integrated web portal technique in connection with the public 

sector web initiatives. Separate web portals should be introduced for separate 

functional groups or activities. Regarding this, among many other best 

practices, examples of the US and Singapore can be studied. 

d. Ensure that existing websites of the public sector organizations, including 

ministries, divisions and other offices are consistent and standardized with the 

web guidelines provided by the MoSICT so that they have a common look and 

feel, provide desired features and services, and are updated regularly.  

e. Consider a revision of the official 'web guidelines' to accommodate added 

features that are presently beyond the guidelines. Explore into the best 

practices, in this regard.  

f. Appoint a Web Master in every ministry, division and in all departments. 

6.3.1.7 Preparing the Supply Side 

a. Introduce a comprehensive training programme for civil servants that would 

effectively deal with awareness issues, mindset, motivational and cultural 

aspects that are consistent with e-governance goals and focus, in general.  

Also able to foster a wide range of perception about use of ICTs in public 
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administration, provide necessary skill and build attitudes towards change and 

reforms -in particular. 

b. Streamline the in-service training programmes, provided by the public training 

institutes/academies, in accordance with above stated features, as well as, 

with the proposed 'Framework for ICT Users Skills', as provided in the 

following section. 

c. Issue directions for facilitate more in-house training on ICTs for officials by 

the respective ministries, divisions and other public agencies. 

d. Ensure use of available ICTs by all levels of the civil servants; particularly, 

emphasizing on the senior levels that show a lower trend compared to the 

junior level. Use of ICTs by the seniors would have a demonstrative and 

trickle down effect on the others in one hand, and would ensure increased 

use of available technologies in government offices, -on the other. 

e. Prepare and circulate a set of e-governance guidelines among public officials 

to inform and involve them. Such guidelines should be as brief as possible, 

however, able to outline major features of national e-governance including 

objectives, advantages, strategic directions, upcoming events and changes, 

services and benefits for citizens, management structures, contact/key 

persons, etc. Apart from creating awareness, circulation of such guidelines 

that would be signed by senior level, can help to allay fears, encourage 

acceptance and motivate officials, also can put forward a message to them 

about seriousness of the government. 

6.3.1.8 Ensuring Availability, Connectivity and Accessibility for Mass People 
and Preparing the Demand Side 

a. Develop shared infrastructure and facilities to cover, connect and engage the 

wider range of population. Such shared facilities and infrastructures can 

include: Internet kiosks, telecentres, cyber cafes, community information 

centres etc. that are able to address availability and accessibility challenge in 

rural areas. Initially, presence of intermediaries in those centres is required to 

help rural people to use ICTs.  

b. Apply innovative approaches in bringing e-governance services to a wider 

mass. Such approaches may include: installing the shared facilities outside 

cities, along railway stations, using solar power for computers, and leveraging 
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new access techniques, such as, digital subscriber loop (DSL) and wireless in 

the local loop (WLL), etc. Promotion of such facilities can be accelerated 

through involving various interest groups, NGOs, CSOs, CBOs, etc. 

c. Consider assimilate available facilities, resources and infrastructures of the 

public sector organizations with national e-governance framework. For 

instance: using the Railway's fibre cable network, cyber kiosks or cyber 

centres can be established around the railway stations through which rural 

people can access the Internet. On the other hand, about ten thousand Post 

Offices, most of which are located in the rural areas, can be equipped with 

low-cost ICT solutions to provide Internet services for rural people all over 

the country. 

d. Ensure better utility and attractive services because citizens have their own 

choices and other priorities within their limited earnings. Only better utility 

and attractive services can get people interested to purchase and use 

technologies.  

e. Make citizens familiar with new technologies and aware them about new 

services and benefits of those services. Certain level of awareness, orientation 

and familiarization of the people is necessary to bring them to use new 

technologies. Computers in schools, community telecentres, local training 

institutes, cyber cafes can help to build such awareness and provide 

orientation for rural people.  

f. Assign priority in local contents and demands. Despite many efforts, mass 

people will not show their interest to come close to technology if services are 

not created in accordance with their options and exigency and if they do not 

find the arrangements are loyal to their interests and comfortable to exercise. 

g. Ensure availability of Bengla-based computing and web content that will help 

increased use of computers and Internet. For the less educated people, 

modest graphics can be used to ensure a wider use of ICTs. 

h. Take advantage of the enormous potentials of the existing private IT training 

institutes located throughout the country in respect of extending IT literacy 

and to elevate awareness, and with a long term view, to prepare the mass 

people as a true demand side of e-governance. 



 259 

6.3.1.9 General 

a. Ensure specific/special allocations, at least of 2% of ADP as stated in the ICT 

Policy, particularly to promote ICTs and ICT project implementation in the 

public sector. 

b. Provide a guideline for spending of such allocations by the respective 

organizations in respect of priority selection, project identification and 

management, harmonization, also to ensure transparency, effectiveness, 

accountability and interoperability. 

c. Prepare a comprehensive 'Framework for ICT User Skills' to be used by both 

public and private entities in respect of ICT training. The proposed framework 

should be sufficiently comprehensive to be relevant for as many ICT users as 

possible, at the same time, should be concise enough to be easily understood 

and usable by a wide range of training institutes, employers and employees. 

Such a framework should be able to - 

 provide a common definition for ICT user skills 

 describe the user skills required by for specific jobs, 

 assist to develop ICT training plan, 

 give input to training curricula, 

 set standards for ICT training programmes and evaluation of skill 

levels, etc. 

d. Design and introduce massive information and awareness raising campaigns 

on e-governance within and outside of the public administration. Target 

groups of such campaigns would range from political leaders to grass root 

people including all levels of civil servants, civil society leaders, etc. Suitable 

measures and ways should be identified and adopted to reach the different 

target groups, for this purpose. 

e. Strengthen R&D with specific allocations and mandates. 

6.3.2 Recommendations for Future Research 

E-governance is a wide and relatively new area of study. Present research, 

being an exploratory one attempts to provide insight into the inner meaning/thrust 

of e-governance and to review the e-governance initiatives in Bangladesh from that 
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light. In this course, discussions and analysis were delineated on conceptual and 

theoretical aspects, status of global e-governance practices and trends, the 

Bangladesh context with regard to existing enabling factors, happenings around e-

governance in the country, and particularly, status of the ministries and divisions in 

the Bangladesh Secretariat.  

The wide scope of the field, in contrast, the limitations of the present study 

generate a diversity of demands for future research. From Bangladesh perspective, 

some of those may include: 

a. Investigation on the multi-angled strategic options for implementing e-

governance in the country is an immediate need, in this area. 

b.  Study on the legal sector, to specify the needs and pockets for interference, 

is essential. 

c. A thorough study on the organizational aspects would facilitate administrative 

re-arrangements for integrating new technologies in the public administration, 

re-engineering of process and procedures, integration of back offices, 

creation of front offices, creation of online services, etc. 

d. Identifying the training needs, motivational issues and composing a 

comprehensive training plan for civil servants is necessary in the way of 

preparing the public work force for e-governance. 

e. Cross-perspective studies on the demand side are necessary to ensure ease 

and interests of the citizens in e-governance service delivery, and to bring 

them close to the public administration. 

f. For introducing e-governance in Bangladesh, partnerships with no-

governmental actors are unavoidable. Scopes and needs are there to conduct 

series of studies, in this area. 

Arrays of pursuits remain to deal out by the policy makers for happenings of 

e-governance in Bangladesh. Innovative and strategic approaches are fundamental 

to prevail over resource and other constraints. Strengthening the technological and 

telecommunication infrastructure, including capturing advantages of available 

facilities and resources around the public sector, require specific attention. 
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Identifying, prioritising and phasing out of the organizational preparatory events are 

necessary because accomplishment of the tasks necessarily depends on other 

strategic preparedness, adequate resource and time. Preparing the civil servants and 

the citizens, as the supply side and the demand side of e-governance, respectively, 

are crucial to make all efforts and their outcomes visible and meaningful. Constant 

focus on a balanced growth of overall enabling factors is compulsory to upsurge the 

evolutionary process of e-governance. Nevertheless, for various reasons, 

collaborations and partnerships with non-governmental actors in many areas of e-

governance activities are unavoidable. 

6.4 Conclusions 

Theoretically, different scholars and practitioners comprehend e-governance 

in different ways as the concept itself is quite broad and divergent; at the same 

time, very recent and emerging one. Therefore, it deserves a holistic approach for 

both the purposes of theoretical understanding and practical implementation. 

Theoretical aspects of e-governance represent complex phenomena of modernizing 

governance, good governance and democratic governance. Where, in practical 

implementation, - modernizing governance, together with new information and 

communication technologies, ordains the tools and measures for conquering the 

benefits and outcomes of good governance and democratic governance. From a 

public administration point of view, exercise of e-governance intends to shift focus 

from technological perspective to organizational change and reforms, prepare and 

motivate the civil servants to act as the driver or supplier of e-governance services 

and ultimate focus rests on the satisfaction of the demand side or the citizens, -to 

whom e-governance efforts are to be submitted. Hence, to satisfy the public 

administration goals and objectives, e-governance has to be planned, designed and 

built up around the dimensions of modernizing governance, good governance and 

democratic governance.  

E-governance is an on-going and evolutionary process. The transition process 

from traditional governance to e-governance follows different successive phases; 

however, there is no common or fit-to-all formula for e-governance planning and 



 262 

implementation. Rather, it is closely associated with specific country context. 

However, an appropriate transformation process requires a strategic and tactical 

roadmap that is prepared through examination of all variables including political 

commitment, national resource base, technological and legal arrangements, and 

most importantly, preparedness of the public organizations, civil servants and the 

citizens. An alluring rise of e-governance largely depends on a simultaneous and 

balanced growth and readiness of the building blocks. Concomitantly, e-governance 

solutions must qualify to incorporate specific provisions for- service related: 

accessibility, affordability and user-friendliness; governance related: process re-

engineering, collaboration & integration and trustworthy; and technology related: 

reliability, scalability and interoperability. Jumping on the e-governance events in 

absence of a sound conception, in absence of set national goals and objectives, as 

well as, without being active on constant capacity building efforts - would result into 

anything but e-governance. 

As an emerging concept, e-governance has become trendy since mid 1990s 

around the world, with various moves by the governments integrating information 

and communication technologies in the public sector management and in the process 

of delivering services for citizens. However, the growth and status of e-governance 

varies from country to country regarding degree of their preparedness that relates to 

availability, accessibility and the nature and level of use of e-governance tools and in 

respect of preparing and providing services at the needs and ease of citizens. The 

world happenings indicate that countries with scarce resources show minimal 

progress in implementing e-governance agenda and a divide breeds among the 

countries, in this respect; although, the overall growth of e-governance remains at 

its nascent stage. It is also noticeable that through a right mix of reforms, 

accumulation of available resources along with innovative and strategic approaches, 

developing countries can competently address the challenges of e-governance. 

In Bangladesh, national commitment for persuasion of e-governance is 

exposed with many of the governmental policies and activities. E-governance 

initiatives such as preparing the enabling factors that are essential for e-governance 
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are apparent in discourses, in policy agenda and in some implementation level 

activities, including few e-governance projects. Visible e-governance initiatives, with 

particular reference to the ministries and divisions in the Bangladesh Secretariat, 

include: creation of internal e-governance management committees, working on 

internal strategies and launching websites. Besides, few ministries have specific 

projects for e-governance, also few projects are there that would complement to 

some enabling factors for introducing e-governance in the respective jurisdictions. 

Existing e-governance projects as well as the web initiatives demonstrate the 

deficient understanding of e-governance in respect of public administration view 

point, not conceiving a 'whole approach' and thus unable to aim the target of 

citizens' satisfaction.  Strategically, such initiatives are found to miss 'adequacy' and 

'a whole approach' that are allied with the crisis of 'ability', -former is linked with the 

ability to mobilize both available and additional resources, and the later is linked with 

the ability to mobilize an integrated strategy. 

Regarding preparedness of the public organizations, the civil servants and the 

citizens, with particular reference to the Bangladesh Secretariat and the Class I 

officers, -the former one shows a nominal edge, second one tends to a mediocre 

tone and the third or the most important one almost not in the scene. Existing 

organizational culture in Bangladesh is often characterized by unresponsiveness, shy 

to change and complicated procedures that create an impediment for introducing e-

governance. The huge tasks of arranging organizational change, simplification of 

procedures and processes, adoption of new communication channels, inter-agency 

collaboration, preparing electronic services for citizens yet to be any component of 

the current e-governance initiatives in Bangladesh. Study on the aptitude, 

awareness, perception and attitudinal factors of the Class I officers exhibits a mixed 

status, which reflect that they are currently, to some extent, able to adapt with the 

e-governance take off. However, with a low level of aptitude among the officials, 

smooth implementation of e-governance applications requires a comprehensive 

training programme for civil servants that would effectively deal with awareness 

issues, mindset, motivational and cultural aspects that are consistent with e-

governance goals and focus, in general.  Also able to foster a wide range of 
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perception about use of ICTs in public administration, provide necessary skill and 

build attitudes towards change and reforms -in particular. Such a comprehensive 

programme not yet present in the existing efforts; although, training component is 

not missing. Last but most crucial one- the citizen's perspective remains absent, at 

least neglected, in the e-governance initiative hitherto. Neither electronic services 

are ready nor the citizens are prepared; even they are not conscious about many 

traditional government services or their rights to public services. Web initiatives in 

Bangladesh represent unselective phenomena. Both the concepts of engaging 

citizens and serving people through innovative uses of the Internet are missing in 

the web initiatives.  

Present study noted that despite many of the strengths, - current resource 

base, technological infrastructure, legal environment, management guidance, and 

strategic directions do not adequately support e-governance initiatives in 

Bangladesh. Rather, a legacy of unresponsive public organizations, mediocre 

workforce, and an unaware, unprepared and outreach demand side assemble huge 

challenges in the course of e-governance take off. When, the central obligation of e-

governance is to ensure citizens' satisfaction, the fundamental challenge for 

Bangladesh ultimately rests on: how to connect and serve the mass people, who are 

poor, rural and illiterate.  

Innovative and strategic interventions by the government are compulsory to 

ensure availability, connectivity and accessibility for mass people that should include 

investment, as well as, taking advantages of existing facilities and installation of 

shared facilities in strategic locations. Preparing the public through making them 

aware and accustomed with new tools and services, simultaneously creation of 

services in accordance with their ease and interests can bring people close to e-

governance. Bangla-based computing and web content, and use of modest graphics, 

including presence of intermediaries can enlarge the user level. Government must 

identify appropriate areas to collaborate with non-governmental actors to introduce, 

implement and sustain e-governance. 
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E-governance is a citizen-centric concept that intends to provide public 

services at the ease and option of citizens, keep citizens informed, and solicit their 

voice in the functioning of government. The ultimate goal is to ensure providing 

citizens' stake at their hand -to put citizen at the heart of public administration 

without any exclusion. A balanced growth of the enabling factors is required to 

conquer the goal. However, the degree of success bluntly depends on organizational 

changes and reforms, legal environment, preparing the civil servants, and preparing, 

connecting and engaging citizens. Current initiatives on e-governance in Bangladesh 

are yet to regard and embrace the very concept from the perspectives of public 

administration and citizen centricity. In contrast, these initiatives are mostly exposed 

with technological drills; hence, unable to ensure a balanced growth of the other 

important components.  

In Bangladesh, a national vision supported by an appropriate strategy is 

essential to put the e-governance agenda and activities in right place. The vision 

must be able to attend the idea of e-governance from its novel accent. On the other 

hand, the strategy must be able to squarely address the strategic challenges of e-

governance ensuring a balanced growth of the enabling factors within the resource 

base of the country.  
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Annexure I 
 

 
 

Questionnaire for Ph.D. research entitled : 

E-Governance in Bangladesh: Initiatives and Challenges 
 
Hints: E-government = Electronic government, ICT = Information & communication technology, IT = Information 
technology, LAN = Local area network, NA = Not applicable, Pls = Please, URL = Uniform resource locator, WWW = 
World wide web 
 

Part A 
1) Name (optional)  :  

 

2) Designation         :         

 

3) Ministry/Division   :      
 

4) Age  :                    years  
5) Sex  :     □ Female                      □ Male         

 
 

Part B 

6) I have formal education/training on IT:          □ Yes         □ No      

7)  If yes, please mention below- 
 

Course Title Certificate/ 
Diploma/Degree 

Duration 
 

Local/ 
Foreign 

Sponsorship :  
Official/Personal  

     

     

     
 

8) Tick one of the following statements that best fits you - 

         □ I don’t have any IT skill                        

       □ I do have IT skill, but it is not in office use, because - 

  □ there is no computer in my office 

  □ there is computer but out of order 

  □ I don’t feel confident or convenient using computer 

       □ I do have IT skill, I use it in my office and find it sufficient to perform my daily work 

       □ I do have IT skill, I use it in my office and find my skill underused 

       □ I do have IT skill, I use it in my office but find my skill insufficient to perform my daily work 

       □ Any other statement: 
 

9) I Can operate computer :                       □ Yes              □ No 

          If yes, I can work with the following - 
[For each row tick one] 

Excellent 
skill 

Good 
skill 

Working 
skill 

Little 
skill 

No 
skill 

     Word Processing                                                          □ □ □ □ □ 
     Spreadsheet  (MS Excel, etc)                                                 □ □ □ □ □ 
     Statistical package  (SPSS, etc)                                                 □ □ □ □ □ 
     Database (MS Access, Oracle, etc)                                       □ □ □ □ □ 
     Graphical Presentation (Powerpoint, etc)                          □ □ □ □ □ 
     Internet (Browsing, e-mail, etc)                                       □ □ □ □ □ 
     Programming task                                                          □ □ □ □ □ 
     Others(pls. mention):                         □ □ □ □ □ 
 

10) I need IT training  :                                □ Yes               □ No 

If yes, I need training on : 
 

Code  # Q1/       /200 Form  #  Q1 
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11) Tick one of the following statements that best fits you - 

□ All of my line superiors (seniors in the same chain) can operate computer 

□ Almost all of my line superiors can operate computer 

□ Some of my line superiors can operate computer 

□ Very few of my line superiors can operate computer 

□ None of my line superiors can operate computer 

□ No idea 

□ Any other statement: 
 

12) Tick one of the following statements that best fits you  (please exclude Class IV employees) – 

□ All of my subordinates (juniors in the same chain) can operate computer 

□ Almost all of my subordinates can operate computer 

□ Some of my line subordinates can operate computer 

□ Very few of my subordinates can operate computer 

□ None of my subordinates can operate computer 

□ No idea 

□ Any other statement: 
 

Part C 
 

13) Put tick as many apply - 

□ There is no computer in my ministry/division                                           

□ There is computer in my ministry but I can’t get done my office work over there for access restriction 

□ There is computer in my ministry/division and I can get done my office work over there 

□ In my own (section/branch/etc) office there is no individual computer        
□ In my own (section/branch/etc) office there is individual computer but none of us can operate it 

□ In my own office individual computer is there and only I myself operate it  

□ In my own office individual computer is there and only my supporting staff operates it 

□ In my own office individual computer is there and my supporting staff including myself operates it 

□ In my own office individual computer is there and we all (excluding Class IV) can operate it 

□ Any other statement: 
 

14) When in operation, my official computer is engaged 
with software like -               [For each row tick one] 

Only 
with 

Mostly 
with 

Sometimes 
with  

Rarely Not 
at all 

      Word Processing                                                          □ □ □ □ □ 
      Spreadsheet  Analysis  (MS Excel, etc)                                                □ □ □ □ □ 
      Statistical package  (SPSS, etc)                                                 □ □ □ □ □ 
      Database Management    (MS Access, Oracle, etc)                                   □ □ □ □ □ 
      Graphical Presentation   (MS Powerpoint, etc) □ □ □ □ □ 
      Internet (Browsing, web update, e-mail)                                       □ □ □ □ □ 
      Programming task                                                          □ □ □ □ □ 
      Others(pls. mention):     □ □ □ □ □ 
 

15) My office computer is in [Tick one] - 

          □ Maximum use          □ Frequent use            □ Some use          □ Less use             □ No use 

16) My office computer is basically used as a sophisticated alternative of a typewriter machine 

          □ Strongly agree            □ Agree           □   Not sure     □ Disagree       □ Strongly disagree                  
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17) My office computer is networked (LAN/WWW/etc) with -           

            □ Internet   □ Other ministries/external offices  □ Other internal sections/branches/offices                

                     □Not networked           □ NA 
 

18) My ministry/division has an e-mail account      □ Yes  □ On process        □ No        □ No idea 
 

19) I use e-mail for my official correspondence        □ Yes    □ No         □ NA (I can’t operate/others) 
 

20) My ministry/division has its own website            □ Yes    □ On process          □ No     □ No idea 

            If yes, I visit my official website  

                 □ Frequently         □ At times        □ Very few     □ Yet to visit    □NA (I can’t use/others) 

21) [[[I visit other ministries/division/offices' website                

             □ Frequently          □ At times         □ Very few     □ Yet to visit    □ NA (I can’t use/others) 
 

Part  D   

For Each Statement Tick one Quite 
Aware 

Aware Slightly 
Aware 

Simply 
Heard 

Not 
Aware 

22) About the concept of e-government □ □ □ □ □ 
23) A National IT Policy is in adoption now □ □ □ □ □ 
24) Government has decided to create a Focal 

Point/Team in every ministry/ division to introduce 
e-governance 

□ □ □ □ □ 

25) Government has decided to create website for every 
ministry/division □ □ □ □ □ 

26) For speedy communication government encourages 
e-mail correspondence □ □ □ □ □ 

 

Part  E  [For Each Statement Tick one] 

In respect of modernizing governance-  
 

Strongly 

agree 
Agree 

Not 

sure 
Disagree 

Strongly 

disagree 
27) E-governance, as an appropriate tool, can 

facilitate modernizing governance □ □ □ □ □ 
28) Introducing e-governance will put the 

government in a competitive advantage □ □ □ □ □ 
29) Organizational changes & collaborations 

among public agencies are necessary for e-
governance  

□ □ □ □ □ 

30) E-governance demands innovations and 
changes in government's working processes 
& procedures  

□ □ □ □ □ 

31) Preparing the government employees is vital 
for introducing e-governance  □ □ □ □ □ 

32) An appropriate regulatory environment is 

prior to introduce e-governance  □ □ □ □ □ 
33) Making available of adequate technology on 

its own cannot suffice to e-governance □ □ □ □ □ 
34) Public-private partnerships & collaboration 

with others is important to introduce e-
governance 

□ □ □ □ □ 

 

In respect of good governance, e-governance can- 
35) Improve efficiency of public administration □ □ □ □ □ 
36) Improve effectiveness of public offices  □ □ □ □ □ 
37) Support quality decision & policy making □ □ □ □ □ 
38) Increase transparency in public sector □ □ □ □ □ 
39) Reduce corruption in public administration □ □ □ □ □ 
40) Reduce costs for public services □ □ □ □ □ 
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In respect of democracy and citizen centricity, e-governance can - 
 Strongly 

agree 
Agree 

Not 

sure 
Disagree 

Strongly 

disagree 
41) Enhance accountability  & responsive of 

government □ □ □ □ □ 
42) Reduce  isolation between government & 

citizen                 □ □ □ □ □ 
43) Keep citizens informed □ □ □ □ □ 
44) Enhance citizens participation and feedback 

in public administration                         □ □ □ □ □ 
45) Increase convenience and choice for citizens  

in relation to delivering public services □ □ □ □ □ 
46) Reduce social, political, geographical & legal 

discrimination □ □ □ □ □ 
 

Part  F   

For Each Statement Tick one Strongly 

agree Agree 

Not 

sure 

Disagree Strongly 

disagree 

47) Building employees' e-attitude (state of mind 
toward e-governance) is prior to happen e-
governance 

□ □ □ □ □ 

48) Integrated training plan and awareness raising 
program can address skill gap, cultural change 
and motivational issues among public 
employees 

□ □ □ □ □ 

49) E-governance demands employees to work in 
new ways & to acquire new knowledge and 
skill  

□ □ □ □ □ 

50) Such new knowledge & skill will create 
opportunities for employees' professional 

advancement & career development 
□ □ □ □ □ 

51) E-governance will badly affect the existing 
organizational culture  □ □ □ □ □ 

52) Considerable skill gap exists among officials to 
manage e-governance □ □ □ □ □ 

53) Such skill gap is likely to lead to an 
unmanageable situation for e-governance  □ □ □ □ □ 

54) E-governance will create employees' mismatch 
with new happenings and changes □ □ □ □ □ 

55) It will cause worries among employees (about 
take-up capability, performance fall, job 
security, etc.) 

□ □ □ □ □ 

56) E-governance will face some sorts of 
resistance to change within administration □ □ □ □ □ 

57) Adoption of e-governance will make loss of 

human contact & create adverse social effect □ □ □ □ □ 
58) E-governance initiatives will end up with no 

positive change □ □ □ □ □ 
59) I prefer for a very quick move by the 

government towards e-governance □ □ □ □ □ 
60) I have ability to develop & manage skills & 

culture for new operational capabilities & 
organizational changes regarding e-
governance 

□ □ □ □ □ 

61) I prefer switch over to new system offered by 
e-governance □ □ □ □ □ 

 

Declaration: This questionnaire is designed as a part of a Ph.D. research and carries academic interest only. All 
information, received through this questionnaire, will be used only for academic purpose giving due attention 
to privacy.  

-Shah Mohammad Sanaul Hoque, Ph.D. Fellow,  
Institute of Bangladesh Studies, Rajshahi University, Rajshahi. 
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Annexure – II 
 

Questionnaire for Ph.D. research entitled : 
 

E-Governance in Bangladesh : Initiatives and Challenges 
 
 
Hints: E-government = Electronic government, ICT = Information & communication technology, IT = 

Information technology, LAN = Local area network, NA = Not applicable, Pls = Please, URL = Uniform 
resource locator, WWW = World wide web 

 

 

1) Ministry/Division : 
 

2) Total number of employees : 
 

 3) Class I:  4) Class II & III: 

 
 

5) Total number of internal individual offices (section + branch + etc) : 
 

 

6) How many offices owning computers : 
 

 7) Total no.  of computers in this 
Ministry/Division: 

 

8) Percentage of officials having IT skill :       

        □ 81-100%           □ 61-80%            □ 41-60%            □ 21-40%          □ 1-20%          □ 0% 

 

9) Percentage of officials use computers in office work :  

       □ 81-100%          □ 61-80%            □ 41-60%             □ 21-40%           □ 1-20%          □ 0% 

 

10) How many personnel received IT training through ministerial sponsorship in last one year : 
 

 

11) Official computers, when in operation, basically 
engaged with software like- [For each row tick one] 

Only 
with 

 

Mostly 
with 

Sometimes 
with  

Rarely Not 
at all 

      Word Processing                                                          □ □ □ □ □ 
      Spreadsheet  Analysis   (MS Excel, etc)                                                □ □ □ □ □ 
      Statistical package  (SPSS, etc)                                                 □ □ □ □ □ 
      Database Management  (MS Access, Oracle, etc)                                     □ □ □ □ □ 
      Graphical Presentation  (MS Powerpoint, etc) □ □ □ □ □ 
      Internet (Browsing, web update, e-mail)                                       □ □ □ □ □ 
      Programming task                                                          □ □ □ □ □ 
      Own customized software □ □ □ □ □ 
      Others(pls. mention):     
                                                   □ □ □ □ □ 

 

12) Whether this ministry has own Network (LAN)?           □ Yes              □ On process           □ No 

         If yes, the Network is connected with - 

□ All computers of this ministry      (100%) 

□ Maximum computers of this ministry (up to 75%) 

   [Tick as many apply]                    □ Many computers of this ministry (up to 50%) 

□ Some computers of this ministry   (up to 25%)    

□ Few computers of this ministry (less than 25%) 

□ Subordinate departments/offices 

□ Other ministry/division 
 

Code  # Q2/       /45 Form  #  Q2 
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13) Whether this ministry has separate computer cell          □ Yes           □ On process           □ No 

If yes, (a)  Total number of computers in computer cell :                      

          (b)  Whether computer cell is networked (LAN)    □Yes      □ On process           □ No 

          (c)  Total number of IT personnel working in the computer cell : 

                               System Analyst and above :                                

                               Programmer : 

                               Web Designer :                                                 

                               Operator : 

                               Others (please specify) : 
 

14) Whether this ministry maintains any electronic database?       □ Yes       □ On process           □ No  

(a)  If yes, please mention in brief : 

 

(b)  If no, is there any plan to develop any electronic database in near future ?   □ Yes       □ Not yet 
 
 
 

15) Whether this ministry has internet connection?       □ Yes               □ On process           □ No 

     If yes, (a)  type of internet connection         □ Dialup       □ Broad Band     □ Others (please specify): 

               (b)  Who can use internet facility? □ All officials  □ Most  □ Some □ Few □ Selected ones only  
 

16) Whether the ministry/division has any e-mail account?           □ Yes         □ On process  □ No  

          If yes,    (a) for official purpose, e-mail account is free to use by 

□ All officers   □Almost all officers  □Some officers  □Few officers  □Only selected ones 

(b) for official purpose, e-mail correspondences happen 

    □Very frequently     □Frequently    □Sometimes       □Few times       □Rarely 

 

17) Through e-mail official interaction happens with 
following partners-                [For each row tick one] 

Only 
with 

 

Mostly 
with 

Sometimes 
with  

Rarely Not 
at all 

Own departments, agencies, subordinate offices                                                          □ □ □ □ □ 
Other ministries, divisions, offices □ □ □ □ □ 
NGOs, associations, business community, local 
scholars/experts, etc                                                   □ □ □ □ □ 
Foreign missions, foreign organizations, UN bodies, 

consultants, etc                                       □ □ □ □ □ 
General people, local community, etc  □ □ □ □ □ 
Others (pls sepecify): □ □ □ □ □ 

 

18) Whether the ministry has own website?                □Yes           □On process          □No  
 

19) Whether the ministry/division has any e-government initiative, so far?  □Yes     □On process     □No 

(a) If yes, please give a brief : 
 
 

20) What are the set objectives, if any, of introducing e-government in this ministry/division? 
 
 
 

 
 

□Specific objectives are not set yet 
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21) Whether the ministry/division has developed any policy/strategy, in this respect?  

                                                                  □Yes        □On process         □No 

      If yes, please give a brief : 
 

 
 

22) Whether the ministry/division has any designated person/body for implementing/monitoring its  
             e-government agenda?                                         

               □Yes               □On process                  □No                              

If yes, please give a brief : 
       
 
 

 

23) Whether the ministry/division has identified any project/program for e-government application in its 
jurisdiction?                                                      

                □Yes               □On process                  □No            

If yes, please give a brief : 
 
 
 

 

24) Is there any e-government project/program on going now?      □Yes        □On process         □No   

      If yes, please give a brief : 
 
 
 

 

25) Whether any e-government project/program completed, so far?     □Yes         □On process    □No 

        If yes, please give a brief : 
 
 

 

 

 

26) Major e-government initiatives, already taken by this 
ministry/division are focused on –       [For each row tick 

one]  

Most 
focus  

More 
focus  

Some 
focus 

Little 
focus 

Not 
at all 

Preparing plan and strategy                                               □ □ □ □ □ 
Preparing rules and regulations □ □ □ □ □ 
Procuring technology  □ □ □ □ □ 
Connectivity & infrastructure building                                                       □ □ □ □ □ 
Use of available technology □ □ □ □ □ 
Identifying project/programme □ □ □ □ □ 
Preparing employees (human resource development)                                    □ □ □ □ □ 
Arranging changes in organizational processes and 
procedures □ □ □ □ □ 
Preparing services for citizens □ □ □ □ □ 
Raising awareness □ □ □ □ □ 
Creating website      

 

27) Any additional comment/information : 

 

 

 
Declaration: This questionnaire is designed as a part of a Ph.D. research and carries academic interest only. 
All information, received through this questionnaire, will be used only for academic purpose giving due 
attention as to privacy.  

- Shah Mohammad Sanaul Hoque, Ph.D. Fellow,  
Institute of Bangladesh Studies, Rajshahi University, Rajshahi. 
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Annexure III 
Web Review Form 

 

1 Ministry/Division   
 

2 URL   
 

3 Launching Date   
 

4 Last updated   
 

5 General appearance  □ Colours  

□ Logo                    □Flag                 □ Other graphics                                                                                               

□ Animation            □ Background colour                                                 

□ Pull down menu                      
 

6 Major items  □ About us                □ News                     □ Contact us    

 
□ Links to attached departments         □ Publications 

 
□ Public notices/forms                      □ List of projects 

 
 

 

7 Other sites’ link  □ No                                                                       □ Yes                    
 

8 Contact address   □ No                                                                      □ Yes                    
 

9 Search facility   □ No                                                                      □ Yes                    
 

 

10 Hit counting   □ No                                                                      □ Yes                    
 

11 E-mail address   □ No                                                                      □ Yes                    
 

12 E-mail shortcut   □ No                                                                      □ Yes                    
 

13 Ministerial events   □ No                □ Yes:      □ Many      □ Some     □ Few 
 

14 Ministerial statistics   □ No                □ Yes:      □ Many      □ Some     □ Few 
 

15 Ministerial forms  □ No                 □ Yes:      □ Many      □ Some     □ Few 
 

 

16 Ministerial documents/white papers  □ No     □ Yes:    □ Many    Some   □ Few 
 

17 Ministerial laws/regulations  □ No    □ Yes:    □ Many  □ Some   □ Few 
 

 

 

 

18 Comment/feedback box  □ No                              □ Yes 
 

 

 

19 Privacy declaration  □ No                              □ Yes 
 

20 Copyright declaration  □ No                              □ Yes 
 

21 Other contents   
 

 

22 Language   □ English       □ Bengali      □ Other: 
 

 

 

23 User can obtain feedback     □ No                              □ Yes 
 

 

 

 

24 Purposes being served   
 
 

 

 

 

 

25 Comments   
 
 
 

 
Date: 
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Annexure - IV 
List of Subject Ministries and Divisions 

 

Sl. Ministry/Division 

1 Cabinet Division 

2 Energy Division 

3 Finance Division 

4 Internal Resources Division 

5 Local Government Division 

6 Ministry of Agriculture 

7 Ministry of Chittagong Hill Tract Affairs 

8 Ministry of Civil Aviation & Tourism 

9 Ministry of Commerce 

10 Ministry of Communication 

11 Ministry of Cultural Affairs 

12 Ministry of Education 

13 Ministry of Environment & Forest 

14 Ministry of Establishment 

15 Ministry of Expatriate Welfare 

16 Ministry of Fisheries and Livestock 

17 Ministry of Food & Disaster Management 

18 Ministry of Health & Family Welfare 

19 Ministry of Home Affairs 

20 Ministry of Information 

21 Ministry of Jute & Textile 

22 Ministry of Labour and Employment 

23 Ministry of Land 

24 Ministry of Law and Justice 

25 Ministry of Post & Telecommunication 

26 Ministry of Religious Affairs 

27 Ministry of Science & ICT 

28 Ministry of Shipping 

29 Ministry of Social Welfare 

30 Ministry of Water Resource 

31 Ministry of Women & Children Affairs 

32 Ministry of Works 

33 Ministry of Youth & Sports 

34 Power Division 

35 Primary & Mass Education Division 

36 Rural Development and Cooperative Division 
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Annexure V 
Availability of PCs in the Subject Ministries and Divisions 

Ministry/Division No. of 
Employees 
(Class I, II 

& III) 

Total 
PCs 

No. of 
Individual 
Offices 

No. of 
Individual 
Offices 

with PCs 

PC-
Employee 

Ratio 

PC & 
Individual 

Office Ratio 

Cabinet Division 123 45 43 40 0.37 0.93 

Energy Division 61 18 24 14 0.30 0.58 

Finance Division 414 114 130 94 0.28 0.72 

Internal Resources Division 29 5 8 4 0.17 0.50 

Local Government Division 175 66 58 50 0.38 0.86 

Ministry of Agriculture 182 50 65.00 44 0.27 0.68 

Ministry of Chittagong Hill Tract 
Affairs 

54 14 20.00 10 0.26 0.50 

Ministry of Civil Aviation & Tourism 62 20 24.00 18 0.32 0.75 
Ministry of Commerce 182 70 55 49 0.38 0.89 

Ministry of Communication 109 38 38 27 0.35 0.71 

Ministry of Cultural Affairs 73 9 24 2 0.12 0.08 

Ministry of Education 153 73 50 50 0.48 1.00 

Ministry of Environment & Forest 88 52 31 31 0.59 1.00 

Ministry of Establishment 320 158 99 99 0.49 1.00 

Ministry of Expatriate Welfare 34 11 12 7 0.32 0.58 

Ministry of Fisheries and Livestock 92 24 34.00 22 0.26 0.65 

Ministry of Food & Disaster 
Management 

215 71 66.00 60 0.33 0.91 

Ministry of Health & Family 
Welfare 

263 107 82 82 0.41 1.00 

Ministry of Home Affairs 157 50 53 46 0.32 0.87 

Ministry of Information 117 38 38 31 0.32 0.82 

Ministry of Jute & Textile 69 22 28.00 19 0.32 0.68 

Ministry of Labour and 
Employment 

123 18 43 15 0.15 0.35 

Ministry of Land 131 28 31 20 0.21 0.65 

Ministry of Law and Justice 182 46 64 41 0.25 0.64 

Ministry of Post & 
Telecommunication 

77 16 26 12 0.21 0.46 

Ministry of Religious Affairs 49 13 19.00 10 0.27 0.53 

Ministry of Science & ICT 94 42 33 33 0.45 1.00 

Ministry of Shipping 78 20 30 15 0.26 0.50 

Ministry of Social Welfare 44 6 17.00 5 0.14 0.29 

Ministry of Water Resource 130 26 33 21 0.20 0.64 

Ministry of Women & Children 
Affairs 

60 32 23.00 18 0.53 0.78 

Ministry of Works 99 24 35.00 17 0.24 0.49 

Ministry of Youth & Sports 66 12 23 9 0.18 0.39 

Power Division 72 15 24 11 0.21 0.46 

Primary & Mass Education Division 65 32 23 20 0.49 0.87 

Rural Development and 
Cooperative Division 

64 14 27.00 10 0.22 0.37 

Total 4306 1399 1433 1056 0.32 0.73 

 



Annexure VI 
Appearance and Contents of the Websites 

Name and URL Appearance Content Comment 

Energy & Mineral Resources 

Division 
www.emrd.gov.bd 

Logo Home 

About us 
Brief Introduction 

Functions of the Energy and 

Mineral Resources Division 

Contact us 

Links  
Public Notice Publications  

Development Activities  

Reform Activities 

Organizational 

information 

Finance Division 

www.mof.gov.bd 

Flag (Fi) 

Logo 

Other graphics 
Animation 

Home 

Terms of Loans 

The Finance Minster Contact 
Useful Links 

Budget 

Economic Survey  

Previous Budget  
Ministry Fiscal Reports  

Organizational 

information 

Ministry of Agriculture 

www.moa.gov.bd 

Logo Role of Agriculture in Bangladesh Economy 

Basic Information of Agriculture in BD 
Opportunities & Constraints of Agriculture in BD 

Objectives & Functions of the M/O Agriculture 
Objectives & Functions of the M/O Agriculture 

Agriculture Extension System in Bangladesh 
Agriculture Research System in Bangladesh 

Review of the Past Agriculture Sector Policy Reforms 

Major Policy Directions of the Ministry 
Agriculture Development Strategy of the Ministry 

Multi page essay-

type information 

Ministry of Communication  

www.moc.gov.bd 

Flag (F) 

Logo 

Overview 

Organograms  
Key Personnel 

Databases Publications 

Public Procurements 

Websites links 
Check mail 

Departments under MoC 
Latest Updates 

Informative 

Ministry of Establishment 

www.moestab.gov.bd 

Logo Home,  

About MOE 
Bangladesh 

 Downloads 

Check mail 
Other links 

Organizational 

information 

Ministry of Food & Disaster 

Management 

Flag (F) 

Logo 

Response Needs 

Coordination and Monitoring 

Food Situation  

Area affected  

Simple 

information 

 

http://www.emrd.gov.bd/
http://www.mof.gov.bd/
http://www.moa.gov.bd/
http://www.moc.gov.bd/
http://www.moestab.gov.bd/


Name and URL Appearance Content Comment 

www.mofdm.gov.bd  Other graphics 

 

Contact details  

Procurement-Intl. Tender 
Food Situation Report 

Current situation of the Major rivers  

District wise Damage Assistance 
Provided by MFDM  

Ministry of Health and Family 
Welfare 

www.mohfw.gov.bd 

Logo 
Other graphics  

Animation 

Home 
About us  

Biography  

Medical Administration 

Health Services 
Reports 

Drug Administration 

Seminar 

Informative 

Ministry of Home 

www.mha.gov.bd 

Flag 

Other graphics 

Animation 

Home  

About us  

Departments  
News & Views  

Press Release  
Photo Gallery  

Feedback  
Contact us 

Achievement 

Profile 

Departments & Affiliates 

Site map 

Download : 
Passport Application Form 

Visa Application Form 
Bangladesh At a Glance 

Terms of use  
Privacy Policy  

Related links 

Some forms for 

citizens 

Ministry of Information 

www.moi.gov.bd 

Flag (F) 

Logo 

Other graphics 
Animation 

Home  

Our activities  

List of Secretaries  
Tender Notice  

National Film Award  
Contact us  

E-mail 
Bangladesh Betar  

Bangladesh Television  

Press and Information 
Department 

Films and Publications 
Department Bangladesh Film 

Development Corporation 

National Institute of Mass 
Communication  

Bangladesh Films and Archive 
 

Bangladesh Press Council Development 

Programme Summary  

Mass Communication (Short) 
Mass Communication (Detail) 

Investment, (Bangladesh Radio),   
Mass Media sector 

Annual Development Programme   
Bangladesh Betar 

Bangladesh Television 

Department of Film & Publication 
Annual Developement Programme   

Press Institute of Bangladesh 
Bangladesh Films Censor Board  

Bangladesh Sangbad Sangstha 

Informative 

http://www.mofdm.gov.bd/
http://www.mohfw.gov.bd/
http://www.mha.gov.bd/
http://www.moi.gov.bd/


Name and URL Appearance Content Comment 

 

 
 

Ministry of Law 
www.minlaw.gov.bd 

Flag (F) 
Logo 
Other graphics 
Animation 

Home 
Site map 
About us 
Minister's office  
Law & Justice Wing  
Legislative Drafting wing 
Solicitors office 
Planning Unit  
News & Notice  
Other Govt. Office 

E-mail 
Contact us 
Check mail 
Logout 
About Bangladesh 
The Judiciary Organization   
       and Departments 
On going project 
Public Information 

Some contents in 
Bangla 

Ministry of Science & ICT 
www.mosict.gov.bd 

Flag (F) 
Logo 
Other graphics 
Animation 

Mission  
Minister  
ICT Policy  
ICT Act  
Scientist & Technologists 
Parliamentary Committees 
Employment 
Training Programs 
Program 
Whats new 

International 
Cooperation 
Development Project 
NCST  
Ict Activities (Video clips) 
Links 
S & T Education 
Personnel 
Seminal/Workshop 
Public Notice & Forms 

Informative 

Ministry of Shipping 
www.mos.gov.bd 

Logo 
Other graphics 

Home  
About  

Organizations under M/O Shipping 
Important Circulars/Singnals 

Organizational 
information 

Ministry of Social Welfare 
www.msw.gov.bd 

Flag (F) 
Logo 

Under construction Mere presence 

Ministry of Textiles & Jute 
www.motj.gov.bd 

Logo 
Other graphics 

Home 
Query 
Contact 
About Ministry   
Functions of Ministry   
Allied Organization 

Strategy, Act, Policy &  Plan  
Projects 
News & Publications 
Photo Gallery 
Useful Links 
Site map 

Informative 

Ministry of Water Resource 
www.mowr.gov.bd 

Flag  
Logo 
Other graphics 
 

Home 
About  
Organogram  
Site map 

Key Personal  
Mandate  
Policy & Plan 
Organizations 

Informative 

http://www.minlaw.gov.bd/
http://www.mosict.gov.bd/
http://www.mos.gov.bd/
http://www.msw.gov.bd/
http://www.motj.gov.bd/
http://www.mowr.gov.bd/


Name and URL Appearance Content Comment 

Contact us 
Useful Links 
 

News & events Publications 
 

Ministry of Chittagong Hill 
Tracks Affairs 

www.mochta.gov.bd 

- Preface 
General Information about Rangamati 

Single page 
essay-type 

information 

Ministry of Women and 
Children Affairs 

www.mwca.gov.bd 

Flag (F) 
Logo 

Other graphics 
 

Home  
About MWCA  

Structural Components  
Objectives & Functions  

Positive Actions  
Cooperation  

Contact Us 

Celebration of Special Day 
Structural Chart 

AT a Glance 
Documentation & Resource Center 

Department of Women Affairs  
Jatiya Mohila Sangstha (JMS) 

Bangladesh Shishu Academy 

Informative 

Local Government Division 
http://www.lgd.gov.bd 

Logo 
Other graphics 

Animation 

About us  
Current ADP Program  

Projects  

Organogram  
Staff information  

Department 
LG Institute 

Site map 

Guest Book 
Contact us 

Informative 

Ministry of Cultural Affaires 
www.moca.gov.bd 

Flag (F) 
Logo 

Other graphics 

Animation 

Home 
Activities 

History 

About Us 
Our Mission 

Organizations 
Organogram 

Downloads 

Contact Us 
Image Gallery 

Informative 

Ministry of Land 

www.moland.gov.bd 
 

Flag 

Logo 
Other graphics 

Animation 

Activities 

Projects 
Legislation & Policies  

Standing Committee 
Land Information of 

Bangladesh 

Background  

Manpower  
Work Distribution  

Subordinate units  

Organizational 

information 

F=Flying 

http://www.mochta.gov.bd/
http://www.mwca.gov.bd/
http://www.lgd.gov.bd/
http://www.moca.gov.bd/
http://www.moca.gov.bd/Organogram.htm
http://www.moland.gov.bd/
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Annexure VII 

Officers’ Awareness  
(n=141) 

Statements Response 

Quite 
Aware 

Aware Slightly 
Aware 

Simply 
Heard 

Not 
Aware 

About the concept of e-governance 11.3 54.6 25.5 8.5 0.0 

A National IT Policy is in adoption 
now 

15.6 49.6 25.5 9.2 0.0 

Government has decided to create a 
Focal Point/Team in every ministry/ 
division to introduce e-governance 

22.7 24.8 31.9 19.9 0.7 

Government has decided to create 
website for every ministry/division 

12.1 41.1 37.6 9.2 0.0 

For speedy communication 
government encourages e-mail 
correspondence 

5.0 28.4 32.6 32.6 1.4 
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Annexure-VIII 
Officers’ Perception about E-governance     

(n=141) 

In respect of modernizing governance-  

 

Strongly 

agree 

Agree Not 

sure 

Disagree Strongly 

disagree 

E-governance, as an appropriate tool, can 

facilitate modernizing governance 

44.0 47.5 7.1 1.4 0.0 

Introducing e-governance will put the 

government in a competitive advantage 

14.9 66.7 15.6 2.8 0.0 

Organizational changes & collaborations 

among public agencies are necessary for e-
governance  

1.4 50.4 39.0 9.2 0.0 

E-governance demands innovations and 

changes in government's working processes 
& procedures  

19.1 66.0 12.8 2.1 0.0 

Preparing the government employees is vital 
for introducing e-governance  

38.3 43.3 15.6 2.8 0.0 

An appropriate regulatory environment is 

prior to introduce e-governance  

2.8 72.3 16.3 7.1 1.4 

Making available of adequate technology on 

its own cannot suffice to e-governance 

1.4 22.7 51.1 23.4 1.4 

Public-private partnerships and collaboration 

with other actors is important to introduce e-
governance 

2.1 30.5 31.2 36.2 0.0 

 

In respect of good governance, e-governance can- 

improve efficiency of public administration 63.1 35.5 1.4 0.0 0.0 

improve effectiveness of public offices  36.9 58.2 5.0 0.0 0.0 

support quality decision & policy making 15.6 63.1 19.1 2.1 0.0 

increase transparency in public sector 13.5 51.8 31.9 2.8 0.0 

reduce corruption in public administration 4.3 68.8 26.2 0.7 0.0 

reduce costs for public services 36.2 51.1 12.8 0.0 0.0 
 

In respect of democracy and citizen centricity, e-governance can - 

enhance accountability  & responsive of 

government 

55.3 39.7 3.5 1.4 0.0 

reduce  isolation between government & 

citizen                 

28.4 66.7 4.3 0.7 0.0 

keep citizens informed 12.8 56.7 26.2 4.3 0.0 

enhance citizens participation and feedback 

in public administration                         

3.5 66.7 27.7 2.1 0.0 

increase convenience and choice for citizens  

in relation to delivering public services 

4.3 41.8 45.4 8.5 0.0 

reduce social, political, geographical & legal 

discrimination 

19.9 60.3 19.1 0.7 0.0 
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Annexure - IX 
Officers' Attitude towards E-Governance  

                           

(n = 141) 

Statements Strongly 

agree 

Agree Not 

sure 

Disagree Strongly 

disagree 

Building employees' e-attitude (state of 
mind toward e-governance) is prior to 

happen e-governance 

14.2 52.5 29.1 4.3 0.0 

Integrated training plan and awareness 

raising program can address skill gap, 

cultural change and motivational issues 
among public employees 

38.3 53.9 7.1 0.7 0.0 

E-governance demands employees to work 
in new ways & to acquire new knowledge 

and skill  

18.4 66.7 13.5 0.7 0.7 

Such new knowledge & skill will create 
opportunities for employees' professional 

advancement & career development 

9.2 47.5 28.4 14.9 0.0 

E-governance will badly affect the existing 

organizational culture  

0.0 2.8 24.8 61.7 10.6 

Considerable skill gap exists among officials 
to manage e-governance 

9.9 56.7 24.1 9.2 0.0 

Such skill gap is likely to lead to an 
unmanageable situation for e-governance  

0.0 10.6 32.6 46.6 10.6 

E-governance will create employees' 
mismatch with new happenings and 

changes 

0.0 7.1 40.4 48.9 3.5 

It will cause worries among employees 
(about take-up capability, performance fall, 

job security, etc.) 

0.0 6.4 30.5 54.6 8.5 

E-governance will face some sorts of 

resistance to change within administration 

0.0 5.0 30.5 63.1 1.4 

Adoption of e-governance will make loss of 
human contact & create adverse social 

effect 

0.0 .7 31.9 57.4 9.9 

E-governance initiatives will end up with no 

positive change 

0.0 5.7 26.2 56.7 11.3 

I prefer for a very quick move by the 

government towards e-governance 

11.3 54.6 27.7 6.4 0.0 

I have ability to develop & manage skills & 
culture for new operational capabilities & 

organizational changes regarding  

e-governance 

15.6 66.7 17.0 0.7 0.0 

I prefer switch over to new system offered 

by e-governance 

33.3 60.3 5.7 0.7 0.0 

 


