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Executi ve Summa ry  
 

The  Government of Mauritius sta rted  its c ompu terisa tion journey  in the  1990s. 

The ma in focus of c ompu teriza tion has rema ined  steady  ov er the  years with 

the  need  to use ICTs fo r managing revenue  c ollec tion, ma inta ining 

Governmentõs ac c ounts, ensuring tha t pay ment of pen sions and  other 

bene fits a re made to the  right bene ficia ries, sec uring  the  iden tity of c itizens 

and  borders.   La te ly, e-services hav e been  add ed to the e-Government 

agenda.  

 
This Ministry/ Dep artment ce ntric approach  to e-Government has served  the 

c ountry well ov er these  past dec ades.  However, in toda yõs world  whe re 

c itizens a re g iven  pride of p lace  a t the  ce ntre of developme nt, there  is an 

urge nt need  to ado p t a  more c itizen  and  busine ss cen tric approach  to e - 

Government as a lso advo c a ted  by  the  NICTSP 2011 ð 2014. 

 
In order to re-en g ineer the  e-Government agenda,  a  method ology b ased on 

nee ds surveys of c itizens, busine sses and  Government, resea rch  in trends in e - 

Government a round  the  world  and  applic a tion of a  framework fo r e- 

Government in Mauritius has been used . 

 
The  nee ds survey of c itizens has been  c a rried  out through  questionna ires w ith 

the  assistanc e of Sta tistics Mauritius and  ta rgeted  880 househ olds spread  out 

across the  island .     Citizens were  also surveyed  online  though  appropria te 

que stionna ires.  Sim ila rly, busine sses and  Government off ic ia ls were  surveyed 

using o nline  ques tionna ires. 
 

In ad d ition, en vironmen ta l sc anning and  resea rch  in e-Government  trends 

a round  the  world  has been c onduc ted . 
 

After ana lysis of the nee ds surveys of c itizen s, Gov ernment O fficia ls and 

busine sses and  incorpo ra ting  the  research  in e-Governme nt trends, the 

Stra tegy makes the  follow ing re c ommenda tions: 

 

I.       Gov ernment to  Citizens Inte ract ions: Empowering Cit izens 
 

Awareness of e -Services  

C1: Market and create awarene ss of Government Portal and e-services  

The  survey of c itizens shows a lack  of visibility and  awareness of the 

Government Porta l and  e-services.  In order to give visibility to and  cre a te 

awareness  of  e-services,  a  well  thoug ht  out  marketing  stra tegy  using  

b illboards, video  c lips on  the  pub lic  television sta tion  and  aud io c lips on 

pu blic  and  priva te rad ios w ill be  impleme nted .  Add itiona lly, c itizens c a lling 

a t Post Offices to ava il of the  Public  Ac c ess Points to surf the  Internet w ill be 

a lso ta rgeted  as part of  the  marketing a nd  awareness programme.  All these  
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measures w ill assist in improv ing  the  take up  of e-services, re d uc e the  pressure 

on c ounter services and  bring a bo ut savings. 
 

C2: Set up  a Help  Desk to help  citize ns facing  problems  in the  use of the  

Government Portal, e -services and m -services  

A help  desk w ill be  made ava ilable to the  c itizens to assist and  suppo rt them 

in the  usage  of e-services and  m-services.  This is expe c ted  to render e- 

services and m-services more a tt rac tive resulting  in higher  take ups fo r these 

services,  and  red uc ing pres sure on c ounter services and  yield ing sav ings. 
 

New e -Services as per Citizensõ Needs 

C3: Implement new e -Services as per Citizenõs needs in order of priority 
Citizens               have 

prioritized  the new  e- 

services tha t they 

would like to ava il of . 

This list was inspired 

from the Europe an 

Unionõs 20 basic e- 

services fo r pu blic 

service  delivery and 

loc alized  in the 

Mauritian       c ontext. 

Appli ca tion for  d riverõs lice nse 
1 

(exc luding learnerõs license) 

 
Appli ca tion for  Mau ritian 

2 
passport  

 
Appli ca tion for  ob ta ining  a  

3 c opy of  b irth or marriage 

c ertifica te 

 

Online pub lic a tion of  
4 

exam ina tion results 

Appli ca tion for  adm ission to 
8 

sc hools/c olleges 
 

Facility to effec t elec tronic  

9 payment for  Government 

services 

 
10    Facility to enrol as elec tor 

 
 

Appli ca tion for  bu ild ing  permit 
11 

e.g. Residentia l 
 

Facility to request for transfer of  

There fore, the  13 new 
5    Registration of  motor vehic les         12 

stud ents 

e-services     w ill     be 

prioritized              and  

Appli ca tion for  an  appo intment 
6 

at a pub lic  hospita l 

Appli ca tion for  ob ta ining  a  

Fac ility to make dec lara tion of  
13 

theft to the po lice 

d isc ussions  held  w ith 

service    owne rs    to 

7 
Certifica te of Chara c ter 

ch art out an ac tion plan fo r development of the  e-service  in the  c oming  year 

and  c ome to c omplement  the  existing 65 e-services.  

 
The  d irec t bene fits a re: incre ased c onvenien c e of c itizens through  24x7 

acces sib ility to  prioritised service s; poten tia l fo r reduc ing  the provision of 

c ounter services;  and  yield ing sav ings. 
 

Mobile Services  

C4: Design services that are usable on  mobile devices as well  as desktop and 

laptop computers  

Public  services  w ill  be  designed  to  be  made  ava ilable  anywhere  and 

anytime through  mob ile devices and  laptops. Peop le w ill use the  services on 

the  go  and  reduc e the  need  to c ommute to Government  off ices  or to queue  

up  fo r acces sing  services.  This is expe c ted  to bring  about a  reduc tion in the 

provision of pub lic c ounters fo r the  re-designed  services,  incre ased 

c onvenien c e fo r c itizens through  24x7 acces sibility to service  and  yield ing 

savings. 
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C5: Implement SM S-based Disaster Alerting System  

For  the  sa fe ty  of  c itizens  and  to  avoid  or  m itiga te  da nger  re la ted  to 

impending  d isasters, issuance  of a lerts is a  must.  SMS messages were  issued 

to c itizens to warn of the  d anger represen ted  by c yc lone  Imelda in Apr il 2013. 

Lessons lea rnt from this p ilot test w ill be  used  fo r developing  a  more robust 

pu blic  warning system tha t c ontributes to red uc ing  loss of  lives. 
 

Service Delivery  

C6: Operate  a One-Stop Shop for Gove rnment  Services  using the  network  of  

Mauritius Post  

A  òOne  Stop  Shopó  fo r  Go vernment  services  w ill  be  set  up  through  the 

network of (114) Post O ffices ope rated  by  the  Mauritius Post Ltd  across 

Mauritius, Rod rigues and  Agaleg a .   This w ill w iden  the  op tions ava ilable fo r 

c itizens to ben efit from Gov ernment  Services.  Citizens may w ish to app ly for a 

service  from a Gov ernment off ice  or c all a t the  Post Offic e ne arest to their 

residence.  The  Post Offic e w ill therefo re d ispense  a On e-Stop  Shop service, 

which  would  provide fo r home delivery of the  off icia l doc ument  reque sted 

by  the  c itizen, if required .  The  c onc ep t of On e-Stop  Shop is inten d ed  to be 

p iloted  w ith the  issuanc e of bi rth c ertifica tes. 
 

The  One  Stop  Shop service  w ill incre ase the  ease  and  c onvenien c e of the 

c itizen s, reduc e the  provision of c ounter services, incre ase the  effic iency of 

pu blic  service  delivery and  yield ing sav ings. 
 

C7: Set up  a Gover nment  Call  Centre  to provide  information  on  Government  

Services  

Government w ill set up  a  Call Cen tre for its service s.  This w ill p rov ide a  means 

fo r:  assisting   c itizens   w ishing   to   ob ta in   a   pu blic   service,   provisi on   o f 

info rmation to c itizens about the  progress of their reque sts fo r service  and 

hand le ci tizen  c ompla ints. 

 
C8: Provide e -services with e-payment and m -payment facilities  

The  set of new  e-services reque sted  by  ci tizens w ill be  developed  w ith e - 

pay ment and  m -payment fa c ilities where  approp ria te.  Existing e-services w ill 

a lso be  c onsidered  in a  ph ased manner.  Co nvenien c e of c itizens ranks high 

in this measure, which  is expe c ted  to a lso impact p ositive ly on the  take up  o f 

e-services, re duc ing  pressure on c ounter services and  yield ing sav ings. 
 

C9: Promote use of online transactions using Digital Signatures  

In order to incre ase the  trust in online transac tions, marketing  and  awareness 

of d igita l signa tures w ill be  c arried  out.  Add itiona lly, way s and  means  to 

make d igita l signa tures af fordab le w ill be  soug ht.   Thus, incre asing the  use of 

d igita l signa tures, ushering  in the  era  of less paper  in line  w ith the  Maurice Ile 

Dura b le Co nc ept  and  yield ing sav ings. 
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E-Participation  

C10: Formulate and implement a Social Media Policy  

C11: Promote e -par ticipation initiatives such as online cons ultation on draft 

bills, regulations, etc.  

C12: Democratise access to Government  information  

The  nee ds survey shows tha t two out of three  respondents a re on Faceb ook 

and  Tw itter.  Governmen t w ill fo rmula te and  implement  a  Socia l Med ia Policy  

to  p rov ide  the  appropria te  framework  for  Gov ernment  to  interac t  wi th 

c itizens through soc ia l med ia sites.  Such in itia tives enh anc e the  particip a tion 

of c itizens in shap ing  up  issues of na tional importanc e ð e-partic ipa tion in 

ac tion.   This w ill a lso serve to expand  the  transparency  and  acc ountabi lity in 

pu blic  administra tion. 
 

II.      Gov ernment    to    Gov ernment    Inte ractio ns:    Networked  

Gov ernment  
 

Effectiveness and efficiency of Gover nment Services  

G1: Implement the recommend ations of  existing e-Government Master Plans 

in the following ar eas: e-Health, e -Education, e-Agriculture, e-Work Permit, 

Social Security, Government Wide Area Network, and operations of the Traffic 

Branch  

Implemen ta tion of the  existing p lans nee ds to be  fast tracked  to yield 

simplified  proce dures  in  the  delivery  of  services.     Improvemen ts  in  the  

effec tiveness   and   efficiency   of   these   ope ra tions   (e.g.   work   pe rm it 

app lic a tions and  so on)  w ill a lso be  expe rience d . 
 

G2: Implement  new  e-Government  projects  as per Gover nment  agenciesõ 

needs  

The  list of priority p rojec ts c ut across Ministries 

and  Dep artments and  w ill bring about 

standard iza tion in the cross cu tt ing a reas of 

ope ra tion whilst genera ting ec onomies of 

sc ale. 

 
G3: Implement  end -to-end e -services 

(Integration  of back  end  processes  wi th  e- 

services application system to include  e- 

payment, m -payment and Digital Signa tures) 

so as to facilitate transactions  

 

Disaster Assistance and Crisis 
1 

Response Syste m 
 

2    Projec t/ Tasks Mon itoring  Syste m 
 

Doc ument Man agement a nd 
3 

Workflow  Syste m 
 

4    Integra ted HR Management System 

 
5    Inventory Management Syste m 

 
6    Physic al Asset Management System 
 

7    Tran sport/ Flee t Management System 

E-services  should  be  integ rated  with  the  back  end  processes  to  improve 

pu blic  service  delivery.   This is an opportunity to modernize the  backend  

services  and  integ rate  with  e -paymen t,  m -pay ment  p la tforms  and  d igita l 

signa tures, where  required .  By going  for en d -to-end  e-servic es, Ministries and  
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Dep artments  w ill  genera te  incre ased  ci tizen  sa tisfac tion,  h ig her  efficiency 

and  transparenc y, c ost savings, fa ster delivery of service  as they a re fully 

integ rated . 
 

Data Sharing  

G4: Formulate and Implement Data Sharing Policy  

G5: Set up  Gover nment  Service  Platfo rm and  sharing  of c itizensõ data  with  

Government Agencies  

Government holds huge  qu antities of da ta  on c itizen s, busine sses and  land , 

which w ill bene fit from being  orga nized  cen tra lly and  shared  among 

Government Agenci es.  As an example, c itizen  da ta  w ill be  c ap tured  onc e 

a t the  Civil  Sta tus Division and  shared  among  Government systems.   The 

sharing  of da ta  w ill be  gove rned  by a  policy  tha t ensures c omplianc e w ith 

Da ta  Protec tion Ac t and  appropria te IT sec urity require men ts.  One  of the 

instrumen ts of the  Policy  is the  Government Service  Pla tform tha t w ill 

speci fically add ress sharing of  c itizen  da ta . 

 
The  Policy together  w ith the  appropr ia te p la tfo rms w ill genera te ga ins in 

effec tiveness  and  efficiency  in  pub lic  service  delivery,  b ring  about  c ost 

savings in terms of reduc tion in the  infrastruc ture  required  fo r da ta storage, 

leaner  system   administra tion   and   reduc tion   in   da ta   inc onsistenci es. 

Eventua lly, the  policy may be  revisited  to  add ress the  manner  in which da ta 

may be  shared  w ith bod ies outside Government  (inc lud ing  priva te sec tor) 

w ith nece ssary sa fegu ards in p lace.  Da ta  c ap tured  onc e may be  shared 

among seve ral agencies  fo r conven ience  of c itizens and  spee d ing up 

processes and  servic e delivery. 
 

Standardisation  

G6: Prepare  guidelines  and  standards  for the  procurement  of ICT systems in 

Government  

Guidelines and  standards fo r the  procu rement of ICT systems w ill be  simplified 

and  streamlined  fo r  the  bene fit  of  Gov ernment  officia ls  and  potentia l 
bid ders. This w ill result in c ost and  time savings in procure ment  processes. 

 
Government Cloud  

G7: Consolidate Government Cloud initiatives  

G8: Extend Government Cloud to parastatal bodies  

Government Cloud  initia tives a round  the  GOC  w ill be  c onsolida ted  to 

enh anc e the  governanc e d imension whi st exp and ing  the  GOC  to c ontinue 

to suppo rt the  ICT systems in Government and  to inc rease the  resiliency  in the  

infrastruc ture  with the sett ing  up  of a  Disaster Reco very Site.  This measure  w ill 

c a ter  for  the  sa fegu ard ing  of  the  investment  in  ICT  a t  the  level   of 

Government. 
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The  possibility of exten d ing  the  Gov ernment Cloud  to p arasta ta l bod ies, 

inc lud ing  infrastruc ture sharing, w ill be  explored  as the  ec onomies of sc ale 

tha t c an result are fa r reaching and  produc e high worth c ost savings. 
 

Business Continuity Management  

G9: Implement Business Continuity Management Plans for critical sy stems  

The  e-Government  Stra tegy rec ommen ds the  development of Business 

Co ntinuity Management P lans fo r cr itic a l systems in order to enh anc e the 

pre pa redness of organisa tions in the  face of c yber -a ttac ks and  na tura l 

d isasters. This w ill en sure tha t c itizens c an c ontinue  to ava il of services in spite 

of c ybe r-a ttacks. 
 

Open Source  

G10: Formulate and Implement Open Source Software Policy  

The  Open  Sourc e mov ement h as ov er the  yea rs grown in streng th and 

c apabi lities and  c an nowaday s riva l the  big  p lay ers of the  Sof tware Industry. 

The  Stra tegy there fore rec ommends tha t an Open  Sourc e Software Policy be 

fo rmula ted  so tha t Government c an prov ide the  right framework fo r open 

sourc e applica tions to interope ra te with existing  app lica tions and  tha t the 

ma inten anc e and  supp ort is c a tered  fo r.  Such  policy  d irect ions w ill impact 

positively on the  growth of the  open  source  segment of the  software industry 

and  w ill instill more c ompe tition in the  sof tware app lica tion market. The  Open 

Government Da ta  Porta l has been  iden tified  as a  p ilot open  sourc e projec t 

fo r Government. Streng thening  the  open  sourc e segment gene ra tes 

oppo rtunities for employment  in the  ICT sec tor. 
 

Green ICT and Paperless Government  

G11: Develop and implement Green ICT guidelines  

The  Na tiona l Co mputer Board is developing a  c ompre hensive  Green ICT 

Policy  due  by  end  of 2013.   Also, bu dget 2013 advo c a tes a  pape rless 

Government using  tec hnology.  In this c ontext, Government w ill develop and 

implement gui delines fo r the  procure ment of susta inab le ICT resourc es and 

pape rless  ope ra tions.    These  w ill  be  r evisited  follow ing  the  c ompletion  of 

Green  ICT Policy. 
 

Legal and Regulatory  

G12: Set up  legal  and  Regulatory  co mmittee  to review  ex isting  Legal  and  

Regulatory framework to sustain various e-Government initiatives  

The  existing leg al and  regula tory framew ork in the  ICT sec tor in gene ral da tes 

back  to the  ea rly 2000.  Thus there  is a  need  to hav e a  fresh loo k a t the  lega l 

instrumen ts in p lace  in the  light of the  c hanges tha t hav e happened  in the 

tec hnologic al world .  The  suitabi lity of hav ing  a  speci fic  Ac t dea ling  w ith 

òPublic  Delivery of Elec tronic  Servicesó to fo rmalize the  rela tionship between 

Government and  c itizens in the  elec tronic  world  needs to be  c onsidere d . 
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Training and HR  

G13: Leverage  ICT adoption:  ICT training  to drive  e-Government  Projects  to 

be delivered by the C ivil Service College, Mauritius  

G14: Leverage ICT adoption: Provision of Incentives  

G15: Leverage ICT  adoption: Ministries/Departments to pr ocure notebooks 

instead of Personal Computers for Senior Officers  

In order to d rive through  the  e-Gov ernment Projec ts, there  is a  need  to equip  

Government  officers  w ith  the  nece ssary  ICT  skills.    Using  the  Civil  Service  

Co llege as a vehi c le, adequ a te and  ap p ropria te tra ining c an be i mparted  to 

the  officers to support implemen ta tion of e-Government Projec ts.  This should 

be c oupled  w ith ap propria te ince ntives. 
 

Add itiona lly, Senior Officia ls a re required  to work a t and  outside the  office 

and  a t home.  This c alls fo r devices tha t support mob ility.  In a  first instanc e, 

the  Stra tegy advo c a tes  tha t Senior Officer s be  equip ped  w ith notebooks 

ra ther  than pe rsonal c ompu ters.  Such  initia tives w ill bring  cost savings and 

improve the  effec tiveness and  efficiency of the  officers resulting  in improved 

delivery of  pu blic  services.  
 

Organisational Structure and Funding  

G16: Carry out i n-depth study for the cr eation of an ICT dire c torate with new 

specialised  posts in ICT for successful implementation  of e-Government 

initiatives  

G17: Reforms Steering Council to facilitate  approval and funding of e- 

Government Projects  

The  MICT has mad e a  proposal fo r the cre a tion of an ICT d irec tora te to 

regroup  a ll  its  services.    This  nee ds  to  be  stud ied  in  dep th  by  the  PSRB. 

However, pending  the  study , there  is a  need  to review  the  human resourc e 

require men ts of the  e-Government Sec tor to suppo rt the  implemen ta tion of 

the  e-Government Stra tegy.  

 
In ad d ition, a  mechanism  fo r fa ci lita ting  the  approva l  and  fund ing  of e - 

Government p rojec ts nee ds to be  put in p lace.  As such,  the  mec hanism w ill 

ensure c oo rd ina tion in e-Government e ffo rts and  keep  the holistic  vision 

developed  as part of the  e-Gov ernment Stra tegy on trac k.  In view  of the 

importanc e  of  the  mech anism,  the  Stra tegy  b acks  the  view  tha t  the 

mandate of the  RSC be  exp anded  to c ov er approva l and  fund ing of e- 

Government projec ts. 
 

Monitoring and Evaluation  

G18: Develop and establish an e -Government measurement framework  

With the  implemen ta tion of the  e-Gov ernment Stra tegy , there is a  need  to 

monitor the  take up of e-services and  c itizen sa tisfa c tion.    These 

measuremen ts w ill ma ke possible improvemen ts in pub lic delivery of services 

thus ensuring tha t c itizen  expe c ta tions a re being  appropria tely add ressed . 
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Hence,   a   measure ment   framework   w ill   hav e   to   be   developed   and 

ope ra tiona lised . 
 

III.     Government  to  Busine ss  Inte ractio ns:  Coll abo rat ing  with 

Busine ss 
 

Awareness of Government Services targeted to businesses  

B1: Develop  market ing  and  awareness  strategies  for Gover nment  Portal  and 

e-Services targeting businesses  

Sim ila r ac tion w ill be  taken  as in Rec ommenda tion C1, however ta rgeted  to 

busine sses. 
 

Open Government Data  

B2: Formulate and implement an Open Government Data Policy  

Through  the  fo rmulation and  implemen ta tion of an Open  Gov ernment Da ta 

Polic y, Government w ill make ava ilable da tasets (bud get, trade and  other 

da ta )  for   busine sses.      This   ac tion   w ill   incre ase   the   transparency   in 

Government ope rations and  is expec ted  to trigger  innova tion through  the 

development  of mob ile apps by  busine sses. 
 

E-payment facility  

B2: Integrate  e-payment  and  m-payment  facilities  in existing  e-Government 

applications  

Sim ila r ac tion w ill be taken  as Rec ommenda tion G3, however ta rgeted  to 

busine sses. 
 

Electronic Authentication and Digital Signatures  

B4: Promote  the  Ca rd Validation  Service and  fingerprint  rea ders by businesses 

to validate the identity of citizens  

B5: Implement measures to make digital certificates affordable  

With the  fo rthc oming  issuance  of smart c a rd based identity c a rds to c itizens, 

new  oppo rtunities open  up  fo r busine sses to tap  the  c ard valida tion service  

tha t w ill be  set up  to ensure tha t the  c ards a re indeed  valid .  Add itiona lly, as 

the  c ards w ill hold  add resses of c itizens on top  of their  other  b asic info rmation 

like name, gender,  etc,  busine sses c an use fingerp rint readers to va lida te the 

c itizenõs da ta  inc lud ing  add ress info rmation.   Thus the  òKnow Your Clientó 

(KYC)  Co nc ep t  w ill  be  transformed  fo r  the  c onvenien c e  of  c itizens  and  

busine sses. 
 

Business Facilitation  

B6:   Assess   the   cu rrent   state   and   re-engineer   e-Services   to   a   highly 

transactional mode  

B7: Promote the use of online Building and Land Permit with e-Payment facility  

B8: Accelerate the implementation of the e-Work Permit Plan  

B9: Assess the  effectiveness  of the  LMIS and  char t the  way  forward  to further 

improve the system  
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B10: Implement online submission of company data to Statistics Mauritius 

Under   busine ss   fa c ilita tion,   the   ob jec tive   is   to   implement/   fast   track 

app lic a tions tha t may need  to be  end  to en d  integ ra ted  with e -services and 

the  e-payment  faci lity.    Hence,  by  re-en g ineering  the  applica tions  and 

bring ing  them  online,  it  is  expe c ted  tha t  p roce dures  w ill  be  simplified , 

reduc ing the  turnaround  time, and  inc reasing the  c onvenien c e of busine sses. 
 

E-Procurement  

B11: Implement  e-Procurement  so as to enable  sustainable  procurement  in 

Government  

E-Procure ment w ill c rea te an environment  where  bid d ing  pro c edures c an be 

shortened  and  be  more transparent and  acc ountab le fo r busine sses and 

Government. Co st sav ings w ill accrue  to both pa rties. 
 

Single Window  

B12: Implement Single Window for trade facilitation  

Single  Window  w ill  provide  a  p la tform  fo r  a ll  checks  and  pe rmits  w ill  be 

hand led  together  to fulfill a ll the  trade requiremen ts. 

 
Online Filing  

B13: Promote the use of online filing of commercial court cases  

B14: Implement  onli ne filing  of objection  to Assessment  Review Committee  for 

tax issues  

The  use of the  online  filing  of c ommerci a l c ourt c ases w ill be  p romoted .  This is 

expe c ted  to trigger more adop tion of the system  by  the  business and  leg al 

c ommunities and  red uc e the  time fo r filing such c ases. 

 
The  time to file ob jec tions to the  Assessment Re view  Co mmittee  for tax issues 

w ill be  reduc ed , through  online means,  to further  ease  the  doing  busine ss 

en vironment. 
 

Concl usion  
 

The  c onc ep t of e-Gov ernment being  more of a  ògov ernm ent  transformat ion 

programmeó will be  integra ted  in the  fabric  of the  e -Government  Stra tegy 

2013-2017. The  stra tegy  a ims a t incre asing: the  particip a tion of c itizens in 

dec ision making  processes, the  c onvenien c e of c itizens and  busine sses in 

their interac tions w ith the  Authorities and  transparenc y and  acc ountab ility in 

Government ope ra tions. It is through  the  right m ix of policies and  info rma tion 

systems/e -services  tha t  the  e-Government  Stra tegy  amb itions  to  a tta in  its 

a ims.   Policies in the  a rea  of socia l med ia , da ta  sharing, Open  Sourc e 

Software, Open  Government  Da ta  have to be  pursued  d ilige ntly c oupled 

w ith the  adop tion of e-pay ment, m -pay ment and  d igita l signa tures for a 

more transparent and  ac c ountab le d elivery of  pub lic  service s. 
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The  bu dgeta ry requiremen ts together  w ith fund ing  mec hanisms fo r a 

succes sful impleme nta tion of  the  Stra tegy hav e been  worked  out. 
 

 

By bring ing  together  the  right policies, IT systems/ e-services and  suppo rted  by 

appropria te fund ing, it is projec ted  tha t the  Stra tegy w ill thrust Mauritius in the 

Top  50 leading  c ountries as measured  by  the  UN e-Government  Index by  

2017 and  lay the  groundwork fo r the  c ountries transforma tion into a  High  

Inc ome Country by 2022. 
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1 Introduction  
 

 

The  1990s saw the  introduc tion of ICT in Government w ith emph asis la id on 

the  c omputerisa tion of revenue  c ollec tion dep artments, socia l sec urity 

c ontributions and  bene fits and  identity and  border c ontrol.  These  fo rerunners 

of  c ompu terisa tion  broug ht  in  a  c ultural  ch ange  in  pu blic  ad ministra tion 

which  pav ed  the  way for the  developme nt of e-Gov ernment  systems across 

the  Civil Service.  
 

Toda y, a lmost a ll Ministries and  Departments a re equip ped  w ith ICT systems 

tha t assist them  in the delivery of their services.    Ministries and  Dep artments 

hav e been  ch arting  their way forward in e-Government on the basis of the ir 

priorities. While rec ognising this fac t, the N a tiona l Information and 

Co mmunic a tion  Techn ology  Stra tegic  Plan  2011  ð  2014  (NICTSP  2011) 

highlights the  need  to hav e a  parad igm  shift in the  c ountryõs e-Government 

outloo k and  ch ange the  focus from a Ministry/ Department to a  c itizen  and 

busine ss cen tric approa ch.  
 

This   rea lignment  to   c itizen   and   busine ss   nee ds   w ill   ensure   tha t   the 

bene ficia ries ob ta in maximum c onvenien c e and  fa c ilita tion in their dea lings 

w ith G overnment. 
 

In  order  to  give  a  new  orienta tion  and  impe tus  to  the  e -Government 

agenda,  e-Gov ernment nee ds surveys w ith respe c t to ICT usage  ta rge ting 

c itizen s,  busine sses  and  Government  agencies  hav e  been  c onduc ted 

through  the  ac tive p articipa tion of Sta tistics Mauritius. 
 

On  the b asis of the find ings of the nee ds surveys and  worldwide trends in e - 

Government, priority a reas hav e emerged . Policies ha ve to be defined  and 

appropria te ICT systems hav e to be  identified  as part of the e -Government 

Stra tegy . 
 

Policy d irec tions inc orpo ra ting  issues of transparenc y, ac c ountabi lity and 

efficiency h av e be en worked  out.  The  c ornerstones of these  policy in itia tives 

inc lude inter-a lia : òOpen  Government  Da taó to empower  ci tizens and 

busine sses w ith da ta  bui ld ing  blocks fo r da ta  ana lysis and  development of 

mob ile apps, the  òDa ta Sharing  Policyó which makes it p ossible fo r 

Government agenc ies to c ap ture  da ta  onc e and  share  amo ng the mselves 

fo r ensuring op timal efficiency  in delivery of pub lic  services and  the  òOpen 

Sourc e Sof tware Policyó which ou tlines the c ountryõs w illingne ss to d evelop an  
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open  sourc e sof twa re industry  to  support ICTs  in Government and  in  the 

na tion. 
 

Moreov er,  ICT  w ill  be  introduc ed  in  priority  a reas  like  the  he alth  and 

agriculture  sec tors. The  e-Government Stra tegy 2013 ð 2017 a lso rec ommends 

tha t rece nt br eakthroughs made through  the  introduc tion of ICT too ls in 

speci fic  sec tors like e duc a tion w ith interac tive p rojec tors a t primary sc hoo l 

level be  reinfo rced  and  exten ded  to o ther sec tors. 
 

The  e-Government Stra tegy c omes a t the right time when Maur itius is gett ing 

ready to ride the  wav e of ec onomic  and  socia l transforma tion tha t ushers in 

a Kno wledge  Socie ty. This ec onomic  and  socia l transforma tion as adv oc a ted 

by    the   Ec onomic   and   Socia l   Transforma tion   Plan,   curre ntly  under 

pre pa ra tion, p rojec ts to push  the  c ountry into a High Inc ome Co untry brack e t 

through  the  use of appropria te tec hnology  (Government of Mauritius, 2012). 
 

Through  op timal employment  of ICTs in the  machinery  of Gov ernment, it is 

expe c ted  tha t pu bl ic  service  delivery w ill be  enh anc ed re aping  muc h 

warranted  efficiency  ga ins fo r Mauritius and  enh anc ing  the  c onvenien c e of 

c itizens as well as fa c ilita ting busine sses. 

 

1.1 Purpo se 
 

The  Na tiona l ICT Stra teg ic  Plan (NICTSP) 2011 ð 2014: Towards i-Mauritius has 

c alled  fo r a  pa rad igm  shift in our e-Gov ernment Stra tegy  tha t adv oc a tes 

placing c itizens a t the cen tre of pub lic  service  delivery. 
 

 

The  pur po se of this assignment is to c a rry out an assessment  of e-Government 

nee ds and  adeq uacy of existing  infrastruc tures, and  p rep are an e- 

Government stra tegy. This repo rt w ill take stock  of gaps between  nee ds and 

ava ilab ility of services and make appropria te rec ommendations for a  more 

effec tive, sec ured  and  efficie nt delivery of Government se rvices to c itizens 

and  busine sses. 

 

1.2 Vision  
 

The  vision of MICT is òto ma ke Mauritius a Cyber  Island  and the  ICT leader in 

the  Regionó. In line  w ith this vision it is a imed to provide  Government  services 

ava ilable round -the-c lock to better serve the  c itizens in the  d ig ita l age. 
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1.3 Obje c tives 
 

The  prime ob jec tive of the  e-Gov ernment stra tegy  is to formula te policie s, 

which would  a im a t improving  effec tiveness and  efficiency  of Ministries and 

Dep artments, wi th emph asis on improving  produc tivity, qu a lity and  service 

delivery. The  stra tegy should  be  in line  w ith the  vision, m ission and  e - 

Government ob jec tives of the  MICT. 
 

 

Moreov er,  the  c onc ep t of e-Government, being  more of a  ògovernment 

transformat ion programmeó, w ill be  integ rated  in the  fa bric  of the  e - 

Government Stra tegy 2013-2017 to meet  some of the  na tiona l goa ls and 

ob jec tives. 
 

1.4 Benef its of the e-Government Stra teg y 2013-2017 
 

The   bene fits   of   the   implemen ta tion   of   the   e-Gov ernment  initia tives 

c onta ined  in the  e-Gov ernment Stra tegy  2013-2017 are n umerous, na mely: 
 

        Improvement  in the  qu ality of  life of our c itizen s; 
 

 Incre ased  c onvenien c e  fo r  c itizens  through  24x7  acces sibility  to 

prioritised service s; 
 

        Reduc tion in the  p rovision of  c oun ter services;  
 

 Incre ased  public  particip a tion in Government  processes and  in ci vic 

en ga ge ments a t a ll levels; 
 

        Incre ased ac cess to pu b lic  info rmation and  Gov ernment  d a ta ; 
 

 Embrace  tec hnology to streng then  the  pu blic  services and  improve 

the  efficiency  of Gov ernmen t; and  
 

 Simplified  proce dures, in line  w ith business fa c ilita tion, to red uc e the 

turna round  time and  inc rease the  c onvenien c e of busine sses. 
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1.5 E-Go vernme nt Stra teg ies aro und  the world  
 

Co untries  a re  elabora ting  e-Government  Stra tegies  so  as  to  reap  the 

bene fits associa ted  w ith e-Gov ernment in itia tives. Some e-Government 

Stra tegies a round  the World : 

Country            e-Government Strategy  
 

UK The  Gov ernment  ICT Strategy  (March  2011) desc ribes how the 

government ICT landsc ape  would  ch ange ov er the  curre nt 

spen d ing  review  pe riod  and  inc ludes 30 ac tions which  fo rm 

the  founda tion a c tivities fo r achi eving its c ore o b jec tives of: 

-  Reduc ing  waste  and  projec t  fa ilure,  and  stimula ting 

ec onomic  growth; 

-     Crea ting a  c ommon ICT infrastruc ture ; 

-     Using ICT to enab le and  d eliver c hange;  and  

-     Streng thening gov ernanc e. 

USA                  Digita l Governmen t: Build ing  A 21st Century Pla tform To Better 

Serve The  American  Peop le, May 2012 

Ireland             The  e-Gov ernment Stra tegy of Ireland  (eG overnment  2012 ð 

2015, Supporting  Public  Service  Reform ) p laces  the  user a t the 

ce ntre of e-Government policy  and  introduc es a  new 

approach  which  a ims to transform the way c itizens and 

busine sses en ga ge  w ith the  Sta te, and  reduc e the  c osts of 

pu blic  service  delivery and  its up take. 

Singapore  The  goal  of  the  e-Government  Masterplan  2011  ð  2015 

(eGov 2015) of Singapore is to fa ci lita te more c o-cre a tion and 

interac tion between  the  Government, the pe op le and  the 

priva te sec tor to bring about g rea ter va lue  cre a tion for 

Singapore an d  its people. 

Botswana  The  Nationa l e-Government  Strategy  2011-2016 of Botswana 

outlines five ma jor programm es and  approxima tely twenty five 

interre la ted  p rojec ts tha t would , c ollec tively, mov e a ll 

appropria te Gov ernment ser vices online, significantly improve 

pu blic  sec tor service  delivery, and  acce lera te the  up take and 

usage of Info rma tion and  Co mm unic a tions Tec hnology  (ICT) 

across all segmen ts of socie ty 
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1.6 e-Government Develop ment Ind ex 
 

Ac c ord ing  to the  UN e-Government Survey 2012, the  e-Government  

Development Index (EGDI) is a  weighted  av erage  of three  normalized  sc ores 

on the  most important d imensions of e-government, na mely: 

        sc ope  and  qu ality of online  services; 

        development  sta tus of  telec ommunic a tion infrastruc ture; and  

        inhere nt human c ap ita l. 
 
 

EGDI       =  (1ú3*onlineservice index) + (1ú3*telec ommunic a tionindex) + 

(1ú3 * humanc api ta lindex) 

EGDI of  Mauritius in 2012 is: 

0.5066  = 1/ 3*(0.4314) + 1/ 3*(0.3296) + 1/ 3*(0.7588) 
 
 

In 2012, Mauritius ranked  93 w ith an EGDI of 0.5066 as shown in Figure 1-1. 
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Figure 1-1: EGDI of Mauritius  
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1.7 Scope of the Assignm ent 
 

The  sc ope of the e-Government stra tegy c onsists of: 

ü  Developing  a  methodology for undertaking  nee ds assessme nt for e- 

Government services which  would  iden tify cr iteria  fo r selec tion of e- 

Gov ernment services  to be  implemen ted  as a matter of  pr iority; 

ü Assessing and  prioritizing demand fo r G2C and  G2B e-Gov ernment 

Services:  An  e-Government nee ds survey to be  c onduc ted  to identify 

nee ds fo r e-Gov ernment ser vices and  info rmation from d iffere nt g roups 

(c itizen s, busine sses and  Gov ernmen t); 

ü  Assessing and  prioritizing demand  fo r G2G services. An  e-Government  

nee ds survey  to be  c onduc ted  tha t would  iden tify Government  to 

Government (G2G) services nece ssary to ensure efficie nt service 

delivery acr oss the  Gov ernment; 

ü  Assessing  and  prioritizing  busine ss process efficiency  fo r high demand 

e-services; identify the  duplica tion of b usiness processes across, and 

w ithin   releva nt  Departments,   and   its   effec ts   on   the   c osts   to 

Government and  the qu ality of  service  delivery; and  

ü Prep ara tion of a  four year stra teg ic  p lan integra ting  find ings, 

rec ommenda tions, implemen ta tion p lan and  bu dgeta ry requiremen ts 

fo r projec ts identified . 
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2  E-Government  
 

This ch ap ter add resses the  sub jec t of e-Government, its app lic a tions, 

d imensions as well as bene fits. 

 

2.1 Wha t is e-Go vernme nt? 
 

 
Elec tronic  Government or òe- 

Governmen tó is defined  as the  use of 

info rmation and c ommunic a tion 

tec hnologies in Government to p rov id e 

pu blic  services, to improve manage rial 

effec tiveness and  to promote democra tic 

va lues; as well as a re gula tory framework 

tha t fa ci lita tes info rmation intensive 

initia tives and  fosters the Knowledge 

Society (Interna tiona l Telec ommunic a tion 

Union, 2008).  Often,  the  introduc tion of e-Gov ernment services  goes a long 

w ith a  ch ange towards a  more cu stomer friend ly c ulture . Thus Governments 

use ICT fo r the  exc hange of informa tion w ith c itizens and  businesses on topics 

such as  tax c omplianc e, pu blic  utility services,  as well as voting re g istra tion. 
 

 

Key Princ iples fo r e-Government are as  fo llows: 

-     Nee ds of c itizens and  busine sses are at  the  cen tre of e-Governmen t. 

-     Public  services delivered  through  the  most ap propria te ch anne ls. 

-     Reduc tion of administra tive bur den  to c itizens and  busine sses. 

-  Projec ts should  reflec t busine ss process improvemen ts, demonstrab le 

efficienc y, effec tiveness and  value  for mone y. 

-     The  online  c hannel to be  the  most a tt rac tive op tion for transac ting  with 

Government. 
 

2.2 App lica tions and  e-Servic es 
 

e-Government is often  associa ted  w ith Government web  porta ls becau se 

most Governmen ts, na tiona l or loc al, hav e cre a ted  web  sites and  umbrella 

porta ls, oper a ting  as ga teway s to info rmation and  services. Some 

Governments have mov ed  fo rward by i ntroduc ing  pe rsonalized  e- 

Gov ernment services tha t go bey ond  the provision of gene ral info rmation to 

a llow interac tion w ith ci tizens /  busine sses. 
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The  introduc tion of e-Government ap plica tions has be en bene ficia l to 

Governments and  also provide s for a  va lua ble development tool. By 

introduc ing  e-Government ser vice s, Governmen ts c an d rama tica lly reduce 

transac tion c osts and  improve interna l p lanning mec hanisms. Moreov er, the 

introduc tion of e-Government and  the  integ ration of services usually require 

Governments to streamline  their  adm inistra tive processes. Streamlining 

improves efficienc y, reduc es c osts and  gene ra tes savings, lowering  the  c ost 

of Gov ernment services. In some c ases, gene ra ted  revenues  may be  used  to 

reduc e or abolish service  fees, or c an b e reinvested  into more sophi stica ted 

e-Gov ernment app lic a tions and  services (Interna tiona l Telec ommunic a tion 

Union, 2009). 

 

2.3 Ca tegory of  e-Servic es 
 

E-Government services  a re c a tegorized  acc ord ing  to ta rgeted  aud ienc es 

and  their respe c tive nee ds. The  usual c a teg ories a re: 

1)  e-Gov ernment servic es to c itizens (G2C); 

2)  e-Gov ernment servic es to busine sses (G2B); and  

3)  Interagency e -Gov ernment  services (G2G). 

Each  of these  c a tegories varies on the  type  of nee ds they respond  to and 

the  e-Government services used  to satisfy them. 
 

2.3.1 e-Government  serv ic es to c itizens - Empowering Citizens 
 

G2C  services  refer  to  p rov ision  of  bu nd led  services  to  p rov ide  va lue  to 

d iffere nt g roups of c itizens who  find  them selves in life-events c yc le. Examples 

inc lude pe rsons who a re loo king  fo r job s, new ly married  c ouples or pe ople 

receiving s ocia l bene fits. G2C services a llow ci tizens to keep  abre ast on 

Government information, ask que stions, reque st services,  c om plete 

transac tions, submit c ommen ts, repo rt prob lems, reque st e mergency 

assistanc e and  ac c ess d a ta . 
 

2.3.2 e-Government  serv ic es  to  bu siness  -  Collaborating  with 

Business 
 

G2B  services  c ov er  service  interac tions  between  Government  and  the 

priva te  sec tor.  Typic al  a reas  inc lude  cu stoms,  tax  and  revenue s, 

procure ment and  c ompany reg istra tion. G2B services m ight be  easier  to 

implement than G2C services because  the  priva te sec tor ten ds to hav e 

access  to a w ider range of adva nc ed  tec hnologic al infrastruc ture  than the 

av erage c itizen. 
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2.3.3 Inter-age ncy      e-Government      serv ic es      -      Net worked  

Government  
 

ICT c an be  used  as an en abler fo r a  c onne c ted  Government. G2G services 

a re those tha t a  public  institution offers to other  pub lic  institutions. A goo d 

exa mple is the  Treasury Department, which  has regula r proc ess interac tions 

w ith other  dep artments. Some of these  p rocesses, such  as the  c ompila tion of 

financ ia l  rep orts wi th respe c t to expe nd iture  and  or revenue s, a re better 

suppo rted  by or exe c uted  through  online  systems. These pr ocesses also 

inc lude less interac tive ones, such  as the  provision of info rmation c onc erning 

human  resourc e  m a tters  regard ing  c ivil  serva nts,  union  ac tivities  or  other 

topics  of c ommon intere st, which c ould  be shared  through G 2G services.  

 

2.4 Benef its 
 

e-Government brings about better delivery of Government  services to c itizens 

and  c ontribute to their  empowerment (G2C), improved  interac tions with 

busine ss (G2B), effic ient re la tions wi th other  Government  agencies  (G2G), 

enh anc ed  pe rformanc e of  employees (G2E) (Lanvin, 2008). The  resulting 

bene fit of e-Gov ernment success  is numerous. For example higher 

produc tivity, improved  efficiency and  transparenc y, c itizen  sa tisfac tion, 

ec onomic  growth, c ost saving , enh anc ed  acc ess to information, cre a tion of 

Knowledge  Socie ty, better access  to Government services, erad ica tion of 

poverty and  many mo re as shown in Figure  2-1. 
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Figure 2-1: Benefits of e -Government  
 
 

 

3  Common e -Government trends Worldwide  
 

The  models and  tren ds aff ec ting e-Gov ernment a round  the  world  a re 

exa mined  in this chap ter. The e lemen ts ga thered  in this sec tion w ill serve as 

basis fo r ch arting  out appropria te rec ommendations fo r the e -Government 

Stra tegy of  Mauritius. 

 

3.1 Push and  Pull mod el 
 

Molnár (2007) c a lls fo r a  parad igm  shift in how Governments devise their e- 

Government initia tives from a  model where  Government bod ies a re a t the 

ce ntre of d evelopme nt p rogrammes to a model where c itizens a re p laced  at 

the  ce ntre  of  efforts  fo r  d evelopment  and  tha t  services  a re  shaped 

acc ord ing  to their  expe c ta tions, nee ds and  oppo rtunities. In this user-ce ntric 

approach,  user-friend ly applica tions and  services must be  implemen ted  in a 

model where  there  is more òpushó ra ther  than òpu lló. In the  Push model, the 

Government anticip a tes c itizen  nee ds and  provides them  information befo re 

they make the  requ est. 
 

 

SMS-based e-Government  (Susanto and  Goodwin, 2012) is one  such  pu sh 

tec hnology,  which  a llows  fo r  providing  pub lic  services  to  c itizens  in  a 

che ape r, easier and  faster manner such as the  follow ing: 
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 The  Austra lian Gov ernment  reminds ci tizens via SMS about tax refunds, 

sends Emergency  situa tion warnings and  sends notifica tions of pub lic 

transporta tion timetable ch anges via SMS. 

 Malay sia insta lled  313 automa ted  measuring devices in cri tic a l a reas to 

warn of floo d ing. These  devices send  a  message  to the ce ntra l 

monitoring  sta tion  which  then  warns  c itizens  in  crisis  a reas  by  SMS 

(Chete e t a l., 2012). 

 

3.2 Improving  Service  Delivery 
 

Co untries hav e moved  toward s rethinking not just their  Interne t-based service 

delivery, but their  service  delivery in  gene ral irrespec tive of the  delivery 

ch annel in order to meet the  nee ds of its people. The  go al is to p rov id e 

services tha t fit each  ind ividual user, whe ther  the  user is a  ci tizen  or a  busine ss 

(OECD, 2009). 
 

Some approa ches  fo r improving  service  delivery w itnessed  in other  c ountries 

a re introduc ed  below. 
 

3.2.1 One -Stop Sho p 
 

In the  United  Sta tes, the  Federa l Government is using  the  US Posta l Service  to 

help  ci tizens ava il of Government services.  Agenci es tha t require  front office 

pe rsonal  c ontac t  c ould  utilize  the  p ost  off ices  for  appl ica tions,  sta tus 

ch anges, and  in-pe rson w itness ce rtifica tions. The  posta l service  is seen  as a 

one -stop , shared , multi-ch annel service p la tform  to he lp  a ll levels of 

Government add ress acces sibility, ease  of use, and  sec urity gaps (U.S. Posta l 

Service  Office  of Inspec tor Gener a l, 2013). 
 

Moreov er,  the  p osta l  service  c ould  a lso  suppo rt  the  succes sful 

implemen ta tion of e-Government services  via its network of post offices.  
 

3.2.2 No wrong d oor approac h 
 

Services must be  acces sib le from multip le points of entry and  be  pe rcei ved 

as welc oming, c a ring and  acce p ta b le by  the  c itizen. For exa mple in the 

he alth c are system, a  no  wrong  doo r approach  p rov ides peop le w ith, or links 

them  to,  appropria te  service  rega rd less  of  where  they  en ter  the  he a lth 

system.  It is based on the  p remise tha t every doo r in the  he a lth c are system 

should  be  the  right d oo r.  The  expe rience  fo r pa tients should  be one  of being 

welc omed ,  feeling  hope ful,  and  being  he ard  (Queen sland  Government, 

2008). 
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3.2.3 Con tac t cen tre 
 

A c ontac t ce ntre c an transform a  ci tizenõs expe rience  of interac ting  with the 

Government by offering a  simple and  c lear point of access  fo r informa tion. 

The  c ontac t ce ntre is not only a  means  to add ress the  c onc erns of c itizens 

but a lso a  p la tform where  the  pub lic  c an c ontribute to achie ving  qu ality 

pu blic service.  
 

As such, in  the  Philipp ines, six Government agencies  hav e c ollabora ted  to 

launc h a  Government Ca ll Cen tre, which  a ims to serve as a  p lace  where 

c itizens c an ga in access  to in fo rma tion and  vo ice  their que ries, compla ints, 

c onc erns and  rec ommenda tions on various pu blic  services.  
 

 

Jordan has estab lished , as part of its e-Government pr ogramme, a  Na tiona l 

Co ntac t  Centre  fo r  Government  Services  as  a  foc al  c ontac t  ce ntre  to 

provide suppo rt to c itizen s, busine sses and  Gov ernment i nstitutions through 

va rious ch anne ls. The  ce ntre p rov ides appropria te responses to a ll inquiries, 

c ompla ints, and  suggestions ra ised  by  the pu blic and  users of e-Gov ernment 

transac tions (Gov ernment  of  Jordan, 2012). 
 

3.2.4 Single wi ndow 
 

The United  Na tions Centre fo r Trade Faci lita tion and  Elec tronic  Business 

(UN/ CEFACT) Rec ommendation Number 33 add resses the issue  of trad e 

fa c ilita tion by rec omm end ing  to Governmen ts and  traders the estab lishment 

of a  òSingle Windowó, whereby  trade -rela ted  info rma tion and / or doc umen ts 

need  only be  submitted  onc e a t a  single e ntry point to fulfil a ll import, export, 

and  transit-rela ted  reg ula tory require ments (UN/ CEFACT, 2005). 
 

The   rec omm endation   a lso   suggests   tha t  particip a ting   authorities   and 

agencies  should  c o-  ord ina te  their  respe c tive  c ontrols  through  the  Single 

Window and  should c onsider provid ing  fa c ilities for pay ment of releva nt 

duties, taxes and  fees. The  rec omm enda tion is c omplemen ted  by a  deta iled 

set of  gui delines designed  to assist c ountries in implemen ta tion. 
 

For example, PortNet is the  single w indow fo r Finland . PortNe t is a  true one- 

stop -shop  for those invo lved  in maritime trade and  it c a ters to the  varying 

nee ds of priva te ope ra tors and  loc al authorities b y ma inta ining  ship time 

tab les, c a rgo informa tion, sta tistica l da ta  on ships tha t have visited  Finnish 

ports, service  orders info rmation, fa irway payment da ta  and  other  va rious 

d rop-down  tab les  and  sta tistics.  Sinc e  its  launch  PortNet  has  d rastica lly 
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reduc ed  the  need  to fill and  process paper forms. Toda y ov er 99% of the 

ov era ll maritime traff ic  from and  to Finland  is now been pr ocessed 

elec tronic a lly through the  single w indow (Bäck ström, 2006). 

 

3.3 E-Pay me nt and  m-Paym ent 
 

For some time now, online  banking  has been  very popu la r in many c ountries. 

Peop le c an pay bi lls either  paying  by  cred it c a rd or deb iting  their  pe rsona l or 

busine ss  checking  acc ounts.  They  c an  a lso loo k  up  balanc es  and  mov e 

funds from one  acc ount to ano ther. For Governments, mobi le device  c an be 

a p otentia l means  fo r pay ing fine s, taxes, fees, and  o ther service  ch arges. 
 

 

M-PESA implemen ted  in Kenya  is one  such  succes sful project  where 15 m illion 

pe op le a re using  mo b ile ph ones fo r paying  elec tric ity bi lls and  sc hoo l fees 

(The  Ec onomist, 2013). 

 

3.4 M-Go vernme nt 
 

M-Government  is a  subset of e-Government  and  is  b ased  on  the  use of 

mob ile tec hnology in  suppo rt of pub lic  services and  info rma tion delivery. M - 

Government c an help  make pu blic  information and  Government  services 

ava ilable "anytime, an ywhereó (La llana , 2008). 
 

 

Services off ered  via c ellula r ph ones have shown very p romising results over 

the  last few  yea rs in reg ions with high mob ile teledensity. Mob ile tec hnology 

requires  less investment in infrastruc ture  and  its c ost models, inc lud ing  che ap 

pre pa id c ards, hav e made teleph ony and  da ta  transfer via  SMS affo rdab le 

to p eople w ith lower inc ome (Bertolini et  a l., 2006). 
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Some examples of mo b ile ap plica tions used  by  Governments: 
 

Application   M-Government Applications  

   
Law 

enforcement  

Police  off icers a re as likely to use a  mob ile device 

c onne c ted  to the  Internet to spot a  suspicious vehic le they 

c an d irec tly search da tabases tha t pro vide info rmation on 

who  owns the  vehic le, if it has been  reported  stolen  or has 

been  rep orted  a t  a  crime  sc ene,  and  if  the  owner  is 

wanted  by  police  or has jumped  ba il. 

 

Health         and 

safety  

 Inspec tors c an file their rep orts from the field  in real time 

using  mob ile term inals, elim ina ting  pap er fo rms and  the 

need  to re-enter the  da ta c ollec ted  when  they get back  to 

the  office. 

 

Voting   Citizens c an veri fy their vo ting in forma tion using SMS. 

Notificati on  

Services  

 The  Ca lifo rnia  sta te  Government has  estab lished  a  Web 

page  where  ci tizens c an reg ister to rec e ive notific a tion 

services  on  their  mobi le devices  fo r  a lerts, lo ttery results, 

tra ffic up da tes and  a rtic les from the Gov ernmentõs press 

off ice. 

 

Citizen Activism   M-Government  is not only ab out efficien c y but it a lso a llows 

fo r c itizen  ac tivism. In the  Philipp ines, c itizens a re ab le to 

help  enfo rce  anti-pollution laws by rep orting  smoke- 

belching pu blic  buses and  other  vehic les via SMS. 

 

Drugs  SMS is a lso being  used  to get c itizens invo lved  in the  fight 

aga inst cr ime and  illeg a l d rug s.  

Disaster Alerting   An  SMS  broadc asting  system  used  in  Mexico  City  sends 

alert messages to ci tizens in the  d istric t rega rd ing 

meteorologic al and hi gh-ra in risks, poten tia l d isasters, and 

emergency  loc a tions, as well as c ontac t numbe rs. 

 

 

3.5 Awareness and  Inc entives 
 

e-Government stra tegies  of d iffere nt c ountries foresee  a  m ix of measures to 

incre ase the  use of pu blic  services online. Many c ountries a re exploring new 

av enues  and  multip le ch annels fo r delivering  online  services, e .g . post o ffices 

in the  United  Kingdom and  pu blic  libraries in the  United  Sta tes. 
 

 

Furthermore, the u se of online services c an be en hanc ed  by  the  p rov ision of 

ince ntives  for  c itizens  and  busine sses  to  embrace  more  e-Government 

services and  the  development  of a  marke ting  stra tegy to ra ise awareness of 

services and  information d igita lly prov ided  by  Gov ernments (OECD, 2011b).  

http://www.egov4dev.org/mgovernment/resources/case/text2920.shtml
http://www.egov4dev.org/mgovernment/resources/case/text2920.shtml
http://www.egov4dev.org/mgovernment/resources/case/text2920.shtml
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Examples of  inc entives being  used to inc rease take up of e-Services inc lude: 

        Extension of  c losing da te to fill and  submit tax re turns; 

        Reduc tion or refund of processing fee s; and  

        Award of  prizes through  lotteries. 

 

3.6 E-Participa tion  
 

E-Particip a tion  is  the  usage  of 

ICT, regula ted  by law, in order to 

enh anc e and  deepen  the 

particip a tion of c itizens in 

Governmentõs decision-making 

process    (Med imorec    et    a l., 

2011). 
 

The Europe an Union has cre a ted 

e-Particip a tion  c hannels  to 

foster transparenc y and 

legi timacy  of  Europe an  policy  

making  (European Union, 2009). 

 

 

òIt has been  said, and with go od reason, 

that  wh ile soc iety has ente red the d igi tal 

era pol itics has remained anal og.  If 

de mocr atic  institutions used  the  new 

com munic ation  technol ogies  as 

instruments of  dia logue, and  not for mere 

propaga nda, they  would breathe fre sh air 

into their ope ration s.  And that would  more 

effec tively  bring them in  tune with all  pa rts 

of soc iety.ó 
 

- Luiz Inác io Lula  da  Silva , Former President 

of Brazil (2003 ð 2011), New York Times 

(2013). 

 

3.7 Soc ial  Media  
 

Social Med ia off ers new  oppo rtunities fo r better c omm unic a tion and 

knowledge  transfer among  Government officers, policy  makers, service 

delivery units and  the pu blic  a t la rge (Gov ernment of Ind ia , 2012). Acr oss the 

world , Government  agencies  from  c ountries  such  as  the  United  Sta tes  of 

America,  Austra lia and Ind ia , are using socia l me d ia p la tforms to interac t w ith 

their stakeh olders. 

http://www.britannica.com/EBchecked/topic/861479/Luiz-Inacio-Lula-da-Silva
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3.8 Da ta  Sharing  
 

Many c ountries a re implemen ting da ta sharing in itia tives and  interope rabi lity 

frameworks fo r an effec tive and  efficie nt networked  Gov ernmen t. Some 

exa mples a re hig hlighted  below: 

Country            Data Sha ring Initiatives and Interoperability Frameworks  
 

Indi a Government of Ind ia  has introduc ed  a  Na tiona l Da ta  Sharing 

and  Ac c essibility Policy  (NDSAP) in 2012 to p romote da ta 

sharing  and  fa c ilita te  access  to Gov ernment of Ind ia owned 

da ta for na tiona l p lanning  and  d evelopment  

Singapore  Government of Singapore has implemented  a  Government 

Web  Services Exch ange (GWS-X) which  is a  ce ntra l p la tfo rm 

tha t en ab les the  rea l time sharing  of info rmation and  services 

among  Government agencies  via web  services. It a lso opens 

up  the  possibility of simila r c ollabora tion w ith the  priva te sec tor 

in a sec ured environmen t. 

Hong Kong      To  enable  effec tive  and  efficie nt  systems  integ ra tion  and 

info rmation flow in the  p rov ision of c ross-dep artmenta l e- 

Gov ernment servic es, the  Hong  Kong Government has 

speci fied  the  adop tion of open  standards and gene rally 

ava ilable   tec hnology   to   assure   applica tion   and   da ta  

interope rabi lity. 
 

 

3.9 Open  Go vernme nt Da ta  (OGD) 
 

The  21st ce ntury is wi tnessing  the  emergence  of the  Knowledge  Society (KS) 

(Bagu ant e t a l., 2012) whereby  knowledge  is cre a ted  and  shared  and  used 

fo r the  prosperity and  well-being of its people (UNESCO, 2005). Knowledge  is 

rega rded  as a sourc e of c ompe titive adva ntage in  the  info rmation age 

(Europe an Comm ission, 2013). 
 

 

Public  sec tor bod ies such  as Ministries and  Dep artments, Sta tistica l Offices, 

Na tiona l Archives, Regi stra rs, Co urts, among  others p roduc e and  hold  a  w ide 

a rray of c ontent in the  fo rm of da ta  and  doc umen ts, a lso referred  to as 

pu blic  sec tor informa tion (PSI). 
 

 

PSI, rang ing  from demographic, e c onomic and meteorologic al da ta  to a rt 

works, historical  docu men ts and  books, is an incre asingly valua ble resourc e 

fo r the  produc tion of innova tive va lue-add ed  goods and  services.  PSI is a lso 

a  ma jor  sourc e  of  educ a tiona l  and  c ultural  knowledge  fo r  the  w ider 
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popu la tion. It is the refo re ec onomically important tha t PSI be  w idely d iffused 

and  reused (European C ommission, 2013). 
 

 

When  PSI is made ava ilable fo r everyone  to free ly acces s, reuse and 

red istribute fo r any pur po se sub jec t to persona l privacy  and  sec urity 

c onsidera tions, the  da ta  is c onsidered  as Open  Government Da ta  (World 

Bank, 2012). 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Sourc e: b logs.worldbank.org 
 
 

Open  Government Da ta  p lay s a  ma jor role in helping  Governmen ts a im ing 

fo r goo d  gov ernance  by lay ing  the founda tions fo r a  new  rela tionship 

between  Government and  c itizens where a ll stakeholders work together  fo r 

the  c ommon g oo d  and well-being  of  soc ie ty [UN]. 
 

Opening  up G overnment  da ta p romotes: 
 

 Transparency  ð ci tizens being  able to freely access  info rmation about 

what  their  Government is doing  

        Public  Service  Imp rovement  ð  giving  c itizens  the  raw  ma teria l  to 

en ga ge  and  c ontribute to making pu blic  services be tter as well as 

improve the  qu a lity of d ec ision-making  

        Innovation  ð pu blic  da ta , and  the ir re-use, a re key resources  fo r socia l 

innov a tion  and  ec onomic  g rowth  where  busine sses  and  ind ividuals 

c an develop  new tools and  value-add ed services in order to work w ith, 

ana lyse, and make sense  of the  da ta . 

        Efficiency  ð  Governmen ts  c an  c ome  up  w ith  smarter  and  more 

efficie nt pub lic  services and  applica tions by  a llow ing  info rma tion to be  
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Continent                               Examples of Open Data Initiatives  

Europe  Many c ountries in Europe  have undertaken  initia tives to open  as 

much  da ta  to the  pu blic  as possib le. For instanc e, UK has the 

most da tasets (app roxima tely 9000) opened  than any other 

Europe an c ountry in its da ta .gov .uk porta l. Moreov er, the 

Europe an Union Op en  Da ta  Porta l is a im ing  to bu ild  a  la rger 

da ta  repository  b y  c ollabora ting  w ith  institutions  and  other 

bod ies of the  European Union. 

Americas  USA tops the  list in the  Open  Da ta  Index 2012 pub lished  by  the 

World  Wide Web  Founda tion.    Moreov er, in its Dig ita l 

Government Stra tegy of 2012, Barack  Ob amaõs ad ministra tion 

has emph asised  on the  importanc e of developing  info rmation- 

ce ntric systems whe reby  Open  Da ta , Co ntent, and  Web  APIs will 

be  the  new  d efa ults. 

Asia  Singapore leads  amo ng the  Asian  c ountries and  c omes 3rd in the 

Open  Da ta  Index 2012.  Da ta .go v.sg is the  Open  Government 

Da ta   porta l   which   provides   over   5000   da tasets   from   50 

Government m inistries and  agencies  and  also off ers a  listing of 

app lic a tions developed  (mob ile and  w indows apps) using 

Gov ernment d a ta , as well as a re sourc e page fo r develope rs. 

Africa  In 2011, Kenya  was the  first to launch  its Open  Government Da ta 

porta l in Africa  w ith hun d reds of searcha ble da tasets and  views 

of pub lic  Government da ta  acces sib le to the  pe op le.  Simila r 

initia tives a re being  undertaken  by South Africa , Gh ana , and 

Tunisia a mong others. 

Australia  Austra lia  and  New  Zealand  a re  among  the  top  10  c ountries 

fea turing in  the  Op en Da ta  Index 2012. 

 

 

 
 

more eas ily reused  w ithin Government  and  en abling  ci tizens to help 

improve da ta qu a lity. 
 

There  is grow ing  evidence  tha t OGD is saving  Government money  and 

stimula ting ec onomic  growth. 
 

Ac c ord ing  to a  rece nt stud y c onduc ted  fo r the  European Co mm ission, 

ec onomic  impac ts from PSI applica tions and  use across the  whole EU are 

estima ted  to be  of the ord er of  EUR 140 bi llion annu ally (Vicke ry, 2011). 
 

The  bene fits as listed  c lea rly expla in why  OGD  is  ga thering such  a  huge 

momen tum  worldw ide. The  tab le below presen ts some of the  Open  Da ta 

initia tives in c ountries of  the  5 c ontinents. 
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For those c ountries which  a re en visag ing  to openi ng up  their da ta , the  United 

Na tions and  the  World  Bank (World  Bank, 2012) hav e developed  Open 

Government Da ta  Too lkits speci fica lly designed  to provide  Gov ernments with 

a  basic set of resourc es fo r initia ting  and  developing  an open  da ta 

programm e.  Both toolkits a im to add ress a  number  of issues suc h as the  kind 

of d a ta which should  be  open ed , tec hnic al and leg al require men ts as well as 

potentia l bene fits and  c osts of open da ta  initia tives among others. 

 

3.10 Government Cloud  
 

Cloud  c ompu ting  c an be  understoo d  as the  storing , p roces sing  and  use of 

da ta  on remotely loc a ted  c omputers ac cessed  ov er the  Internet.  This means 

tha t users c an c ommand  almost  unlim ited  c ompu ting power on demand , 

tha t they  do not have to make ma jor c ap ita l investmen ts to fulfil their nee d s 

and  tha t they c an g et the ir da ta f rom an ywhere  w ith an  Internet c onne c tion. 
 

 

Many c ountries a re implemen ting  Government Cloud  (G-c loud ) as a  solution 

to add ress low asset utiliza tion, a  fragmen ted  demand  fo r resourc es, 

duplic a tive systems and  long  procure ment lead  times.  In the  United  Sta tes, 

as part of the  new  Cloud  First Initia tive, Gov ernment agencies  a re required  to 

c onsider c loud o p tions be fo re making  new IT investments (Kund ra , 2011). 
 

 

UK a ims a t 50% of Centra l Government  Dep artments new  ICT spen d ing  to be 

transitioned  to pub lic  c loud  c ompu ting services by Dec ember  2015 (UK 

Ca bin et Office, 2011). 

 

3.11 Smart Identity Cards  and  Dig ital  Certific a tes 
 

Smart Iden tity c a rds c an provide iden tifica tion, authe ntica tion, da ta  storage 

and  app lic a tion  p rocessing.  A  smart ID  c a rd  a llows  ci tizens  authe ntica te 

the mselves to d ifferen t ap p lica tions through  the  use of fingerp rints. 
 

 

Furthermore,  the  use  of  d igita l  cer tific a tes  is  being  w idely  adop ted  to 

reinfo rce  the  trust of online  busine ss transac tions wi th G overnmen t. 

 

3.12 Green ICT 
 

Improving en vironmen ta l pe rformanc e, tack ling global warming and 

improving  resourc e manage ment  a re high  on the  list of g loba l ch allen ges 

tha t need  to be  add ressed urge ntly. The  ICT industry nee ds to further  improve 

its en vironmen ta l perfo rmanc e. ICT applic a tions hav e very large potentia l to 

enh anc e  en vironmenta l  pe rformanc e  across  the  ec onomy  and  society. 

http://en.wikipedia.org/wiki/Identification
http://en.wikipedia.org/wiki/Authentication
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OECD  c ountries  like  Denmark,  Japan,  United  Kingdom,  Norway  and  the 

United  Sta tes hav e  estab lished  policies and  pr ogramm es  on ICT and  the 

en vironment. 
 

 

Moreov er, many organisa tions a re ado p ting  the  EU Co de of Co nduc t on 

Da ta Ce ntres to m inim ize ener gy c onsump tion of  d a ta c entres. 
 

3.13 Legal  and  Regula tory  Framework 
 

OECD c ountry expe riences  (Uba ld i 2009) and  stud ies (Bellantoni 2009) show 

tha t a p roper leg al and  regula tory framework tha t enables ra ther  than 

imped es e-Gov ernme nt is cr itica l to the  suc cess of  e-Government  initia tives. 
 

Bellantoni (2009) a lso advo c a tes tha t: 

 Archaic  laws, old  regula tory reg imes, and  ov erlapp ing  and  c onflic ting 

responsibilities c omplica te the  implemen ta tion of e-Gov ernment 

projec ts. 

 The  development  of an e-friend ly regula tory framework should be  seen 

as a pri ority. 

 The   leg al   and   regula tory   framework   fo r   e -Gov ernment   should 

pre ferab ly be  tec hnology -indepen dent because  tec hnology ch anges 

rapid ly and may make the  laws obsolete . 

 A Whole-of -Government  approa ch  for the  development  of a  c ohesive 

legi sla tive framework fo r e-Gov ernment (e .g . Den mark and  Norway) or 

passing  of laws suppo rting e-Gov ernment goa ls on an as-nee ded  basis 

(e .g . The  Nether lands, Hung ary and  Portuga l) may be  adop ted . 
 

 

Add itiona lly, OECD (Bellantoni, 2009) rec ommends tha t regula tory framework 

c onduc ive fo r suc cessful implemen ta tion of e-Government initia tives should 

primarily inc lude the  fo llow ing are as: 

(i)  equ itab le and univers al ac c ess to pub lic  services; 

(ii) e-procure ment  legi sla tion; 

(iii) iden tity and  d igita l signa tures; 

(iv)online  pay ments; 

(v) ownership of info rmation and  d a ta ; and  

(vi)ICT sec urity and  privac y. 
 

3.14 Informa tion  Sec urity 
 

e-Government systems a re exp osed to sec urity vulnerab ilities as well as 

unintentiona l threa ts such  as en vironmen ta l haza rds inc lud ing c yc lones, 

floo ds, tsunamis, po wer fa ilures, and  fires.  It is impe ra tive to p rov ide a  sec ure 
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ICT infrastruc ture  and  make investmen ts to add ress c yber  sec urity for e - 

Government  systems.     ITU  thus  rec ommends  tha t  Governmen ts  should 

develop  an e-Government Sec urity Stra tegy and  a  Disaster Rec ov ery Plan 

(Interna tiona l Telec ommunic a tion Union, 2008). 
 

In line  w ith the  abov e, the  Government  ICT Stra tegy of UK has rec ommended 

the  development of a  risk manage ment  reg ime fo r info rmation and  c ybe r- 

sec urity risks for its ma jor ICT projec ts, c ommon infrastruc ture  c omponen ts 

and  services.  

 

3.15 Business Con tinuity Man agement (BCM ) 
 

Business Co ntinuity Manage ment is a  manage ment pr oc ess tha t identifies 

potentia l impac ts tha t threa ten  an orga nisa tion and  p rov id es a  framework 

fo r bui ld ing  resilience and  the  c apabi lity fo r an effec tive response  whic h 

safegu ards the  interests of its key stake holders, reputa tion, brand  and  va lue 

cre a ting a c tivities. 
 

 

BCM is there fore inc lusive of d isaster rec ov ery, busine ss rec ov ery, crisis 

manage men t, inc ident manage men t, emergency  manage ment and 

c ontingen c y p lanning.  
 

 

BCM must thus be  reg arded  as an integral part of an organisa tionõs normal 

on-going manage ment p rocesses. To achie ve this, top -level buy -in is vita l as it 

d issemina tes the  importanc e of BCM through out the  organisa t ion. 
 

 

The  UK Government h as developed  a  standards-based BCM too lkit to he lp 

agencies  to  implement  BCM  through  a  step -by-step  gu ide  (UK  Ca bin et 

Office,  2013) 

 

3.16 Open  Sourc e 
 

Governments a re adop ting  Open  Source  Software (OSS) as a means  of 

reduc ing licensing c osts and  of promoting  ind igenous tec hnologic al 

development  b y ha ving ac c ess to the  sourc e c ode of these  produc ts. 
 

 

As per  Ca mara and  Fonsec a  (2007), the UK rec ommen ds tha t developing 

c ountries and  their donor partners should  review  policies fo r procure ment of 

c ompu ter softw are, to ensure tha t op tions fo r using low -c ost and / or ope n- 

sourc e  software  p roduc ts  a re  p rope rly  c onsidered  and  their  c osts  and 

bene fits c a refully eva lua ted . Moreover, reasons fo r ad op ting  OSS in 

developing  c ountries inc lude: 
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             Avo id ing being ho sta ge to proprieta ry software; 

             Adva nc ing kn owledge more qui c kly; and  

             Helping  to set up an  info rma tion ec onomy. 
 
 

Add itiona lly, the  US Government has re-launc hed  its da ta  p orta l (Da ta .gov) 

using  an  Open  Source  da ta  management  system  c alled  Co mpre hen sive 

Knowledge Archive  Network (CKAN). 

 

3.17 Stand a rds 
 

 

Standard isa tion in e-Government c overs a  number  of a reas as outlined  in the 

tab le below: 

 

Area of Standardisation                                        Examples  

Software interoperability,    UK,  Singapore,  Hong  Kong  a re  c ountries  which 

data and document            hav e defined  proper  interope rabi lity frameworks 

formats                                  with the  a im to make it easier  for da ta  pu b lishers 

to  release  da ta  in  standard ised ,  open  fo rmats 

and  thus improve pu blic  service  info rma tion and 

transac tions across Gov ernment bod ies. 

Procurement of IT                 Japan,  Sweden  and  the  Europe an  Commission 

Systems                                 among  others  a re  app lying  uniformed  rules  of 

Governmenta l proc urement  which  emphasises on 

how to make be st use of ICT standards in ten der 

speci fica tions to assist Gov ernment b od ies in 

purchasing  ICT good s and  services tha t is based 

on standards. This a llows fo r: 

-     Co nsolida tion of transparency  

-  Promotion      of      c ost      reduc tions      by 

encour aging more co mpe tition, e tc.  

-  Open  ch oices  in  tec hnologic al  evolution 

and  

-     Reduc tion of the  risk of loc k-in. 

Open Sta ndards and           The   Nether lands   hav e   a   p rogramme   which  

Open Source Software        promotes the  use of Open  Stand ards and  Open  

Sourc e Software in the Government in view  of: 

-  Reduc ing      depen dence      on      external 

software suppliers and  incre asing the range 

of c hoices;  

-     Co mba ting   monopolies   in   the   software 
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User Interface and  

Accessibility  

market   in   order   to   prevent   abuse   of 

dominant market positions; 

-  Enhanc ing   the   quality   of   Government 

info rmation systems in terms of acces sibility 

of info rmation, transparency  of ac tion, 

sec urity and  future-p roof ness; 

-  Reduc ing       the       c ost       of       sof tware 

implemen ta tions; 

-     Improving   exc hange   of   da ta   betwe en  

Government doma ins. 

Co untries like Singapore and  Sw itzerland  hav e 

devised user interfa ce  gui delines to be  fo llowed 

during  the  implemen ta tion of e-Gov ernment 

projec ts so as to: 

-  Make    Government    elec tronic    servic es 

ava ilable to a ll inc lud ing  pe ople living  w ith 

d isab ilities 

-  Ensure  harmonisation  of  user  sc reens  and 

interfaces   so   as   to  p rov ide  users   w ith 

smoo th     and     user-friend ly     expe rience  

dealing  w ith the  Government  on line.  
 

 

3.18 Training  
 

Ac c ord ing  to Heeks (2008), one  of the  ma in ideas to avo id  fa ilure  in e - 

Government  projec ts  is  to  add ress  the  whole  range  of  c ompe tenci es 

nee ded .  Co mpetenc ies required  fo r an e-Government p rojec t c ov er three 

d imensions - skills, knowledge  and  a tt itudes. All three  m ust be  add ressed in 

p lanning e -Gov ernment projec ts. 
 

 

Furthermore, the Interna tiona l Telec ommunic a tion Union (2008) emph asizes 

tha t the  success  of  e-Government p rojec ts depen ds on: 

 Crea tion  of  a  cu lture  where  lessons  lea rned  from  one  p rojec t  a re 

shared  w ith a new  e-Government projec t; 

        Development  of tec hnic al skills of  officer s; 

 ICT sta ff w ith tec hnic al back grounds to ha ve manage ria l knowledge so 

they  would  understand  the  c ontext of the system  and  busine ss process 

they  a re supporting ; 

 Cross-tra ined  non-techni c al employees to understand  e-Government 

w ith an intensive man age ment tra ining  programm e fo r employees, 

inc lud ing  the  sub jec ts of managing organiza tiona l ch ange, cu stomer 
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service  prac tice s, leadership,  organizationa l  cu lture,  c ommunic a tion 

skills, and cre a ting exc ellent  workplace  quality. 

 

3.19 Effec tive e-Go vernment Struc ture  
 

Governments need  to cre a te an effec tive na tiona l institutional framework to 

lead  the  e-Government agenda  and  fulfil the  key  func tions of stra tegy and 

policy  making, gov ernanc e and  c oo rd ina tion, and  fa ci lita tion of 

implemen ta tion. 
 

 

Institutions p lay a dec isive role in the  formula tion and  implemen ta tion of e - 

Government stra teg ies and  programs. However, they a re often trea ted  as an 

a fterthoug ht. Some c ountries hav e igno red  the  need  to cre a te umbrella 

agencies  to co ord ina te highly interdep endent  e-Gov ernment  ac tivities. 
 

Thus, institutiona l c hanges and  innov a tions a re nee ded  to manage  the  cross- 

cu tt ing na ture  of e-Government ac tivities. Strong  leadersh ip,  gove rnanc e, 

and  orga nization  make  it  possible  fo r  ec onomic  and  socia l  systems  to 

func tion effec tively during  pe riods of ch ange and  transforma tion. They 

provide the  stra teg ies, implemen ta tion methods, c oord ina tion tools, and 

monitoring and  eva lua tion mec hanisms tha t e nab le innov a tive efforts to be 

undertaken  and  sc aled -up  programmes to be  succes sful. Speci a lized 

institutions and  new  c ompe tenci es a re required  to cre a te, acquire, adap t, 

and  d iffuse tec hnologies and  to sync hronize them  w ith associa ted  policy 

refo rms, intang ible investments, manageria l innov a tions, and  orga nizationa l 

ch anges (Hanna et a l., 2009). 
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4  Overall Approach and Methodology  
 

Follow ing the  d isc ussions in the  previous ch ap ter rega rd ing  e -Government 

trends, this sec tion w ill examine the  ov era ll approa c h, framework, 

methodology and  da ta  c ollec tion instrumen t. The  method ology of the  e - 

Government stra tegy is outlined  below. 

 

4.1 E-Go vernme nt Framework for Maur itius 
 

Based on the  research  and  worldwide trends on e-Governmen t, an e- 

Government framew ork for Mauritius is proposed as per fi gure  below. 

 

 
 

 

Figure 4-1: e-Government Framework for Mauritius  
 

 

The  framework highlights the  importanc e of going  ac ross the  three  identified 

d imensions of e-Governmen t, i.e. G2C, G2B and  G2G. The  framework a lso 

takes  into  c onsidera tion  interna l  and  externa l  elemen ts  tha t  c onstitute 

bu ild ing blocks for a  succes sful e-Government  Stra tegy.  
 

 

This framework serves as a  lens through  which  results of e-Government Nee ds 

Survey, existing  gaps and  issues pe rta ining  to e-Government hav e been 

analysed and  rec ommenda tions ch arted  out. 
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4.2 Que stion na ires 
 

An   e-Government   Nee ds   Survey   was   c a rried   out  w ith   the   c itizen s, 

Government agenc ies and  busine sses. 
 

Que stionna ires, workshop  and  interviews were  used  fo r da ta  c ollec tion and  

elici ta tion of stakeho ldersõ nee ds. 
 

Three  types of que stionna ires were  pre pa red  fo r G2C, G2G and  G2B. The 

que stions were a dap ted  from, inter a lia : 
 

 

(i) The  Measurement and  Evalua tion Too l fo r E-Government Readine ss 

developed  by  United  Nations Public  Administra tion Network; 

 
(ii) Web  Based Survey  on Elec tronic  Public  Services whereby  20 basic e - 

Services (G2C and  G2B) had  been  identified  fo r implemen ta tion by  the 

Europe an C omm ission (2006); and  
 

(iii) E-Government Survey  2012 by the  United  Na tions. 

 
A pi lot study was c arried  out to ensure tha t respondents had  no  prob lems in 

understand ing or an swering ques tions. 

 
For G2C, the  e-Government Nee ds Survey  was c arried  out in c ollabora tion 

w ith Sta tistics Mauritius w ith a  popu la tion of 880 househ olds spread  a round 

the  island . 
 

4.3 Online  Survey 
 

Moreov er, an online survey was c onduc ted  for G2C, G2G, and  G2B 

respe c tively. To encour age pe op le to respond  to the  survey, the  fo llow ing 

ac tions were  taken: 
 

(i)  Online  Surveys were  advertised in the  press; 

(ii) Government agenc ies were  also info rmed  through mass emailing ; 

(iii) Ministry of ICT a lso issued  a  circ ula r to Ministries and  Departmen ts about 

the  survey; and  

(iv)Small and med ium enterp rises were  invited  to particip a te through  mass 

emailing. 

 

4.4 Consu lta tion  
 

Co nsulta tions were he ld  w ith stakeholders through va rious workshops namely: 

(i)  Microsoft e-Government  Conference  (March  2013) 
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(ii) Orac le on e-Government  in c ollabora tion w ith Sta te Info rma tics Lim ited  

(June  2013) 

(iii) Samsung  on Smart Gov ernment (June  2013) 

(iv) Mauritius Export Associa tion (MEXA) on New  E-Government  Services 

(June  2013) 
 
 

Moreov er, the  busine ss c ommunity was also c onsulted  through  interview 

sessions w ith the  Mauritius Chamber  of Co mm erc e and  Industry (MCC I) as 

well as the  Small and  Med ium Enterp rises Development  Authority (SMEDA). 
 

 

Co mmen ts, which  were  also received  from stakeholders through  email 

(egov stra tegy@mail.gov.mu), were  c onsidered  fo r the  e-Government 

Stra tegy . 

 

4.5 Ana lysis and  Findings  
 

After da ta  c ollec tion from the  nee ds survey, qu antita tive ana lysis were 

pe rformed . 

 
Rec ommen dations were then  d rawn base d  on:  

 

        Find ings from the  needs survey; 

        Research  c arried  out  on e-Government tren ds worldwide; 

 Current sta te of e-Gov ernment in Mauritius. An  e-read iness assessment 

of  e-Gov ernment  in  Mauritius  using  the  templa te  of  the 

Co mmonwealth Sec reta ria t (version June 2013) has been  c arried  out; 

and  

 Inpu ts received  from va rious stakeholders through  c onsulta tions and 

workshops. 
 

 

A va lida tion workshop  was c arried  out w ith stakeholders prior to fina lising the 

rep ort. 

 
The  e-Government Stra tegy a lso enc omp asses an implementa tion p lan and 

rela ted  bu dgeta ry require men ts. 

mailto:egovstrategy@mail.gov.mu
mailto:egovstrategy@mail.gov.mu
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5  Data Analysis and Recommendations  
 

 

This ch ap ter p resents the  find ings and  rec ommendations for the  G2C, G2B 

and  G2G d imensions. 
 

5.1 Government-to-Citizen 
 

 

5.1.1 Awa reness of e-Serv ic es 
 
 

Figure 5-1: Awareness of 

Government services over the 

Internet  
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No 
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As  per  Figure  5-1,  47%  of 

respondents of the  e-Government 

nee ds survey  a re not aware tha t 

Government offers its services over 

the  Internet. 
 

Moreov er,  out  of  42%  of  people 

who  use  the  Internet  (Figure  5-2), 

55% do not access  the  Government 

porta l (Figure  5-3) and  69% do not 

use e-Services (Figu re 5-4). 
 
 
 
 
 

 

Figure 5-2: Use of Internet  
Figure 5-3: Access to Government  

Portal among Internet Users 
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From Figure  5-2, the  low usage  of Internet is a  fa c tor in c alc ula ting  the  e- 

Gov ernment Development  Index  (EGDI) of  Mauritius,  which  is  0.5066 and 

ranked  93 in 2012 (as per se c tion 1.6). Stakeh olders should  engage  to provide 

better Internet fa ci lities so as to incre ase the  telec ommunica tion index 

(0.3296). 


