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CHAPTER 1

E-Government: Enabling Public 
Sector Reform

James SL Yong and Lim Hiap Koon

56565656
The art of government simply consists in making things right, 

or putting things in their right places.
When the ruler himself is “right”, then the people

naturally follow him in his right course.

Confucius (551 –  479 BC)

56565656

ON GOVERNMENT

Today, with the possible exception of organised religion, the institution 
of government probably touches the lives of more people worldwide than 
any other institution in the history of mankind. Government policies and 
programmes impact numerous facets of individual and organisational 
development and growth. The public sector is the single largest source 
of employment in most countries. Government-led economic strategies 
and spending play a pivotal role in determining the growth or decline of 
entire industry sectors within the nation. Indeed, government has become 
a pervasive infl uence on everyday life.

In this study, e-Government in Asia, it is apt to begin our journey by 
refl ecting on the word “government” and considering some fundamental 
questions. Questions such as: What really is government? Why do we need 
government? What is the primary purpose of government?

What is government and why do we need it?

The fi rst two questions are intractably linked. The defi nition of government 
is often phrased in terms of key requirements that society places on 
its government.

The New Oxford English dictionary defi nes government as “the system 
by which a state or community is governed” or “the action or manner of 
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controlling or regulating a state, organisation, or people”.
Other common defi nitions include “the exercise of political authority 

over the actions or affairs of a political unit, people, etc, as well as the 
performance of certain functions for this unit or body” and “the executive 
policymaking body of a political unit, community, etc”. While all these 
defi nitions are individually informative, they often do not lend a deep 
enough appreciation of how government has been perceived by different 
peoples over different eras.

An etymological view may shed some light. The word “govern” 
originates from Middle English, from Old French governer, from Latin 
gubernare meaning “to steer or rule”, and from the Greek kubernan or 
“to steer”. It is interesting to note that after many decades of governments 
steeped in controlling, or at least having a large (and possibly invasive) role 
in multiple facets of citizens’ lives, current thinking on the government’s 
role seems to gravitate towards “steering and not rowing”. In other words, 
governments are now advised to undertake more the role of a catalyst and 
facilitator rather than trying to provide all the services themselves.

We can also find a wealth of meanings when we look at some 
Asian words, characters or scripts for “government”. Let’s consider a 
few examples.

The Chinese characters for “government” 
(shown on the right) are read as “zhèng f ”.

The fi rst character “zheng” is made up of two 
radicals. The leftmost radical “zheng” means 
“proper”, “right” or “correct”, while the radical 
on the right denotes a hand holding a stick. Thus 
“zhèng” has connotations of someone using 
punitive means to enforce the right behaviour.

The second character “f ” is made up of an upper radical “yan” which 
looks like a roof, and depicts a shelter or building. Beneath this is the 
radical “fu” which means “handing over, usually of papers or money”. 
So the complete character “f ” connotes a building where documents are 
consigned or money handed over.

Hence the combined characters “zhèng f ” embodies very rich meaning 
— associations with a punitive authority which tries to enforce proper 
behaviour, and which is normally housed in some offi cial building where 
documents and money change hands. Such are the origins of government 
in ancient China.

In the Malay or Indonesian language, the word government is kerajaan 
which comes from the root word raja or ruler. In the ancient Malay 

Figure 1-1: Chinese
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world, the authority of the ruler was fi nal, and the ruler was effectively 
the government.

Figure 1-2: Hindi

In the Indian sub-continent, there are multiple variations of words meaning 
“government”. In Hindi, Sarkar means government or an organization that 
governs. It can also be used as ‘Lord’, ‘Master’ or ‘Administrator’ (as a 
salutation). In Tamil, government is aracankam from the root word arac 
– atchi – which means rule or reign of a king or of an elected member 
of a political party. There are more than 30 different variations of the 
word government in Sanskrit. These include administration, guidance, 
government business, system of government, good government, exercise 
of government, principles of government and instruments of government. 
Most of the descriptions tend to emphasise what it means to have a good 
government.

Government consultants and authors Osborne and Gaebler1 wrote 
simply that:

Government is the mechanism we use to make communal decisions: 
where to build a highway, what to do about homeless people, what kind 
of education to provide for our children. It is the way we provide services 
that benefi t all our people: national defense, environmental protection, 
police protection, highways, dams, water systems. It is the way we solve 
collective problems: drug use; crime; poverty; homelessness; illiteracy; 
toxic waste; the spectre of global warming; the exploding cost of medical 
care. How will we solve these problems? By acting collectively. How do 
we act collectively? Through government.

The difference between government and governance is often raised. 
Governance, according to the New Oxford English dictionary, is defi ned 
as “the action or manner of governing”. Rather than engage in a debate on 
semantics, for the purposes of this study we found Osborne and Gaebler’s 
distinction a convenient and practical one to adopt: “Governance is the 
process by which we collectively solve our problems and meet our society’s 
needs. Government is the instrument we use.”

It has been noted that there are two broad forms of government: 
totalitarianism and constitutionalism, both of which exist in varying degrees 
in different countries. Totalitarianism is a system in which the government 



6 e-Government in Asia

attempts to control all aspects of the individual’s life. The totalitarian 
system usually has one leader at the top of the government pyramid who 
rules for life. He is typically surrounded by advisors who carry out his 
dictates. Examples from history are Nazi Germany and the former USSR. 
Constitutionalism is a government form that attempts to limit the scope of 
government in the average citizen’s life and attempts to guarantee individual 
liberties. Examples would be the USA, UK and France.

What is the primary purpose of government?

This question is more profound than one might expect. There are several 
possible levels of approach. A seemingly obvious way is to just accept 
observations of current practice as the basis for our defi nition of the proper 
role of government. We start listing such areas as: defence, economic 
management, healthcare services, law enforcement, transportation, trade 
and industry regulation, immigration, foreign affairs, education, and so 
on. At the end of the exercise, we realise we are merely mouthing the 
names of the existing government ministries and agencies that we are 
familiar with.

A second way is to revert to some arbitrarily chosen historical period and 
list what some governments of that era did. We then try to weed out those 
actions which have no modern equivalent or relevance, to leave behind the 
roles that may be construed as fundamental. This usually produces a shorter 
list, but suffers from a strange assumption that a past age had especially 
enlightened government, which is often not a valid premise.

A third approach is to try to think what the roles should be rather 
than what they are or were. This can be much tougher as it can be very 
diffi cult to clear one’s mind of current practice and historical precedent. 
Some examples of such roles may be “obtaining the greatest good for the 
greatest number” or “resolving confl ict between people living in societal 
groups”. It would be nice to base a theory of government on one simple, 
generally agreed description from which all other aims of government 
could be developed, rather than starting with an arbitrary collection of 
unrelated aims, but this writer is not convinced whether such an ideal is 
achievable.

Modern governmental bodies carry out and engage in a range of 
activities, some directly derived from statutory powers as defi ned by 
legislation, some not. Some of these functions include:

• foreign diplomacy;
• military defence (protection of national sovereignty);
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• maintenance of domestic order;
• administration of justice;
• provision for public goods and services;
• promotion of economic growth and development (leading to more jobs 

and higher incomes); and
• operation of social programmes to alleviate poverty.

At the local government level, these functions may translate into more 
“tangible” facilities or amenities. These include housing and building, 
roads and road safety, public utilities (ie electricity, water supply and 
sewerage), development incentives and controls, environmental protection, 
recreational amenities, agricultural support, education, health and welfare 
to name but a few.

In constitutional democracies, the functions of government also include 
protection of civil liberties and making provision for and regulating the 
conduct of elections.

PUBLIC SECTOR REFORM

The traditional portrait of many governments worldwide – that of a 
massive bureaucratic machinery operating at high cost, agencies delivering 
ineffi ciently, unresponsive offi cials shirking accountability – is gradually 
fading. Over the past two decades, a series of initiatives to transform 
government processes, “reinvent the government”, create the “new public 
management (NPM)” or set up “Government 2.0” has been widely 
discussed and selectively adopted in an attempt to address perceived short-
comings and generally make government “work better”. As pointed out 
by B. Guy Peters,2

… the defi nition of “working better” may differ across governments, 
and even across components of the same government. The basic point, 
however, is that if government is to be able to overcome the discontent 
and distrust of its citizens, it must fi nd ways to become more effi cient 
and effective in the processes of making and implementing policy. At the 
same time, however, there are also pressures for government to become 
more responsive to the public and to be more transparent in the way in 
which it makes decisions.

Some reforms have been radical while others are more incremental. However, 
it is diffi cult to fi nd a political system that has not seriously examined its 
public administration and imposed some form of change. The degree of 
the change may vary, but almost invariably there has been change.
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The global nature of this public sector reform movement is also striking. 
The concept of the “new public management” has caught the attention 
and gained momentum across governments, nations, continents and 
cultures. An impressive number of public administrations have picked up 
the gauntlet – from Western nations such as New Zealand, Sweden, USA 
and UK to Asian governments in Hong Kong, South Korea, Malaysia and 
Singapore.

Various studies2, 3 have revealed that the ideas and principles underlying 
the government reform movement are remarkably consistent:

• Market Alignment
 The key idea has been based on the assumption that the public sector 

organisation would be more effi cient and effective if it were more like 
the private sector entity. The reforms suggested hinge on trying to use 
private sector methods, and market-style strategies and incentives to 
drive public policy, strategies and behaviour. Some examples of reforms 
driven by market alignment are introduction of rewards and incentives 
based on measurable civil servant performance, and privatisation of 
selected state-owned enterprises.

• Productivity Enhancement
 The relentless search of greater effi ciency – often driven by public 

demand for more services to be provided without commensurate increase 
in taxes – leads public administrations to review their key processes, 
eliminating or streamlining them where possible.

• Service Orientation
 In an attempt to make the government more “customer-friendly” and 

“service conscious”, public administrations have tried to reinvent 
their service delivery programmes. Instead of designing programmes 
from the perspective of the service providers (especially government 
offi cials) and managing them through existing bureaucracies, reformers 
have literally turned the system on its head and tried to put the service 
recipients (mainly citizens and businesses) fi rst. In some cases, this 
strategy has meant giving citizens choice among alternative service 
systems or providers.
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Figure 1-3: Reinventing Service Delivery

• Decentralisation
 A key structural reform that has been implemented has been to break 

up tightly integrated ministerial departments and replace them with an 
“agency model”, which allows programme implementation activities 
to be moved to relatively autonomous agencies while policymaking 
remains in a central unit. Such empowering of agencies is geared towards 
developing programmes that are more responsive and effective.

• Separation of Policymaking and Service Delivery
 By splitting the roles of purchaser of services (the policy function) from 

that of providing the service (the service delivery function), government 
administrations can remove a potential confl ict of intentions and improve 
their policymaking and monitoring. After doing this, these governments 
have sought to improve the effi ciency of service-delivery, which might 
or might not remain in the hands of government, while improving their 
purchasing capacity.

• Accountability
 To improve their ability to deliver what they promise, governments try 

to get offi cials to focus on outputs and outcomes, rather than processes 
and structures. In addition, the citizen-centric approach makes them 
accountable for their performance not only up the chain of command, 
but also to their customers.

At the broadest level, these reforms seek to replace traditional rule-
based, authority-driven processes with market-based, competition-
driven tactics.

At one period, the NPM or public sector reform trend was seen to be 
geared towards downplaying or downsizing government. Subsequently, the 
focus shifted more towards government transformation, and on re-affi rming 
and revitalising the role of the state and public sector, with a new modus 



10 e-Government in Asia

operandi (that of a steering state), rather than focusing primarily on size 
of government per se.4

Different nations have chosen different paths for implementing public 
sector reform. In the 1990s, work by consultants Osborne and Gaebler 
has infl uenced some of the governmental policies and strategies with 
their proposals of broad principles for reinventing government (refer to 
Endnote 1):

• steering rather than rowing;
• empowering rather than serving;
• injecting competition into service delivery;
• transforming rule-driven organisations;
• funding outcomes, not outputs;
• meeting the needs of the customer, not the bureaucracy;
• earning rather than spending;
• prevention rather than cure;
• from hierarchy to participation and teamwork; and
• leveraging change through the market.

There is the perennial question of whether NPM as a new administrative 
paradigm has achieved its claims and intentions to bring about a better 
and more effi cient government. Answering this question involves debates 
on how to defi ne and measure performance and productivity in the public 
sector. Empirical studies of reform implementation are still needed to 
provide analytical tools and perspectives to facilitate such debates.

EMERGENCE OF E-GOVERNMENT

It was observed after some years of effort on public sector reforms 
that progress had been much more limited than originally envisaged. 
Specifi cally, practitioners and academics cited the lack of an enabler to 
achieve signifi cant leaps needed to effect reforms.

One such enabler came in the form of Information and Communications 
Technology (ICT). The advent of the Information Age has resulted in 
important transformations to many facets of life. Rapid advances in 
computing technology and connectivity have forever changed how people 
live and work, how companies carry out business, and how governments 
serve their constituents. Witnessing the speed at which the private sector had 
exploited emerging technologies to create new business models, services 
and delivery channels, the public sector too began to experiment in the 
early 1990s and were soon exploring in depth how technology could be 
leveraged on to enhance effi ciency and public services.
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At the same time, increased exposure to the possibilities of the Internet 
and other ICTs had begun to redefine citizens expectations of their 
government and its services. As emerging ICTs diffused into the society, 
citizens demanded services of similar quality to those found in commercial 
organisations. Consequently, public sector leaders grappled with how to 
deliver these.

The use of technology by government to enhance access to and delivery 
of public services to benefi t citizens, business partners and employees 
has been labeled “Electronic Government”, or e-Government for short. It 
can be said that e-Government creates a new paradigm of public service. 
The traditional administrative focus of governments has gradually shifted 
to become customer-focused, serving citizens and business partners directly 
by providing integrated and seamless services, information and transactions. 
Indeed, e-Government has the potential to profoundly transform citizens’ 
perceptions of civil and political interactions with their governments.

Although much of the attention and excitement have centred on public 
service delivery through the Internet, e-Government affects every aspect of 
a public organisation. It is not just about technology, infrastructure, business 
processes or human resources. It is all these areas (and more) combined 
and integrated. Delivering such integrated services require inter-agency 
cooperation, coordinating and collaborating between different departments 
and levels of government. In essence, it provides a new way forward, 
fundamentally reshaping workfl ows and innovating new processes.

E-GOVERNMENT DEFINED

When the e-Government movement began in earnest just a few years 
ago, the Internet presented governments around the world with a set of 
theoretical possibilities for new service delivery. Many governments were 
looking toward the future and wanted to capitalise on the tempting potential 
of revolutionising the government-customer relationship through emerging 
web-based technologies.

A large number of public administrators, academics and technologists 
were enticed to invest signifi cant efforts in the research and development 
of e-Government. As a result, different initiatives refer to their own 
programmes by different names. During the course of our study, interactions 
with various stakeholders revealed terms such as “digital government”, 
“internetworked government” 

5 and “government online”. For the purpose 
of this paper, we have deemed all these terms to be synonymous.
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In order to make progress in understanding the trends and issues 
involved in digitising the government, it is important to develop a clear 
understanding of what the term e-Government means to both academics 
and practitioners.

A number of defi nitions for e-Government have been offered in existing 
literature. Very often, these defi nitions have come to imply e-Government 
as the government’s use of technology, in particular, web-based Internet 
applications to enhance access and delivery of government services to 
citizens, business partners, employees and other government entities.

To a large extent, the phenomenon of e-Government can be explained 
unambiguously by adopting a defi nition of e-Government that includes 
all electronically executed transactions between government agencies 
and citizens.

In particular, the adoption of Internet technologies has enabled 
governments to embrace a citizen-centric approach to service delivery 
and be the public service that operates “one-stop” and “non-stop”.6 

Customer-centric governments are embracing Internet technologies to 
share information, track customer behaviour, link up legacy systems, and 
integrate technology across horizontal functions. For example, instead 
of having to visit multiple agencies to effect the change of a residential 
address, a citizen can change his address details with all the government 
agencies through a single interface at the click of a mouse.

These predominantly Internet-driven activities increase the value 
of customer self-service and encourage citizen participation in the 
governmental process. The relationship is no longer just a one-way, us-
versus-them proposition; rather it is about building a partnership between 
government representatives and citizens.7, 8

Despite the citizen-centric focus, the defi nition of e-Government is 
not limited to a service-based view of offering electronic public services 
to citizens. It has been observed that e-Government in this information 
age has also become an inter-organisational phenomenon, and that 
technological improvements have implied more cooperative initiatives 
between government departments and organisations in complex, diverse 
and often divided political systems.

Therefore, to envisage e-Government comprehensively, it is necessary to 
include the concept of “e-Administration” ,9 which implies the application of 
electronic media for the management of the internal public organisation.

Within the administrative perspective, e-Government acts as a catalyst 
or a “guiding vision” to transform governments. Efforts to use new 
technologies to transform public organisations can cover changes at multiple 
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levels through reengineering and renewing organisational structure, business 
processes, network and scope.10, 11, 12, 13

Although there are different views on the concept of e-Government, 
the adoption of ICTs by the public sector will almost consistently affect 
(i) public service delivery, (ii) organisational settings and (iii) the social/
political system. First, service enhancement initiatives will improve 
reliability and accessibility. Second, ICTs can be used with organisational 
transformation to generate phenomenal gains in organisational effi ciency 
and effectiveness. Third, increased interactions between government and 
citizens encourage citizens to be more participative. This in turn allows 
governments to be more responsive.

The ultimate goal of e-Government is to continuously improve the 
interactions of the government, business and citizens, so as to stimulate 
political, economic and social progress of the society.

In this chapter, we have adopted a perspective on e-Government that is 
grounded on the broad concept of emerging ICTs transforming the role 
and function of various stakeholders in public administration. With regard 
to this view, e-Government implies the adoption of such technologies by 
the government to reform and reinvent public organisations. This initiative 
enables the government to steer and serve the society in a citizen-centric 
nature, resulting in more effi cient and effective governance.

PERSPECTIVES OF E-GOVERNMENT

The struggle to defi ne a common perspective of e-Government is partially 
rooted in the phenomenal expansion of the Internet and its penetration 
into markets, communities and public organisations. Yet, it also refl ects 
our continuous search for better ways to adapt in order to meet new 
spatial, digital and demographic realities. It has long been realised that 
e-Government cannot be simply derived by imposing new technology on 
existing governance models.

As the public sector adapts itself to a new environment, it must also 
serve as a catalyst for guiding all stakeholders toward a common path. 
E-Government invariably becomes intertwined with the broader governance 
transformations, reshaping our economy, society and polity.

In order to facilitate understanding and implementation of e-Government, 
academics and practitioners develop frameworks to provide a schematic 
description of the e-Government system, theory, and phenomenon. Many 
of these proposed frameworks or models also serve to present a simplifi ed 
view of the relationships between different stakeholders.
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A generally accepted e-Government strategic framework (Figure 1-4) is 
centred on critical dynamics between different bodies within the society. 
These bodies include the “government”, “citizens” and “businesses”. To 
move these three critical sectors towards the e-Government vision, the 
“government” sector functions both as an “initiator” and a “reactor”, which 
continuously engages in two-way interactions with other critical sectors.

Figure 1-4: Interactions with Critical Sectors

The Government-to-Government (G2G) sector represents internal systems 
and procedures which form the backbone of public organisations. G2G 
involves sharing data and conducting electronic transactions between 
governmental actors. This includes both intra and inter-agency interactions 
between employees, departments, agencies, ministries and even 
other governments.

Government-to-Business (G2B) initiatives have been receiving a 
signifi cant amount of attention, partly because of the dynamic nature of 
commercial activities in general and the potential for reducing transaction 
costs through improved procurement practices. Shifting government 
transactions online provides the opportunities for companies to simplify 
regulatory processes, cut through red tape, keep legal compliance, and carry 
out operations faster and easier through electronic fi ling and statistical 
reporting. Rather than travelling to a government offi ce to fi ll up paper 
forms, a contractor, for example, will fi nd it more convenient to apply for 
building permits over the Internet.

The delivery of integrated, single source public services also creates 
opportunities for businesses and government to partner together to offer 
a hybrid of public and commercial services under the same umbrella. For 
instance, an online portal to renew a vehicle license also provides drivers 
with the option to purchase car insurance or schedule for maintenance.
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Government-to-Citizens (G2C) initiatives have been designed to facilitate 
citizen interaction with the government. The focus of G2C is customer-
centric and integrated electronic services where public services can be 
provided based on a “one-stop shop” concept. This implies that citizens 
can carry out a variety of tasks, especially those that involve multiple 
agencies, without needing to initiate contacts with each individual agency. 
A single access point also reinforces citizen participation in democratic 
processes since they can access administrative proceedings readily and 
articulate their needs more conveniently to public offi cials.

As researchers seek to deepen their understanding of relationships 
between stakeholders, new frameworks which evolved from a redefi nition 
and refi nement of fundamental relationships were developed. For example, 
Heeks (refer to Endnote 9) presented the domains of e-Governance, 
consisting of “e-Administration”, “e-Citizens and e-Services” and 
“e-Society” (Figure 1-5).

While e-Administration initiatives improve internal government 
processes, e-Citizens and e-Services deal with improving communication 
and quality of service between government and citizens. Finally, e-Society 
initiatives concern interactions of government with businesses and civil 
communities. As each domain develops and progresses, e-Government 
initiatives may increasingly fall into overlaps. A successful e-Government 
project therefore constantly strengthens connections within government, 
between government and citizens, and between government and other 
civil society institutions.

Figure 1-5: Overlapping Domains of e-Governance

The concept of a “relationship” between government and each of its 
stakeholders has been unique and dynamic. While many frameworks 
are rhetoric in nature and developed based on segments of transactions 
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between stakeholders, a robust framework for e-Government also seeks 
to analyse issues from the perspectives of “knowledge”, “process” and 
“tele-cooperation” (refer to Endnote 10).

Knowledge management represents an effective way of looking at and 
improving how a public organisation uses its intellectual resources. The 
“knowledge” perspective recognises that the role of public administrators 
and their work are sources of knowledge in public organisations. While 
redesigning transactions in e-Government, it is important that both explicit 
and tacit knowledge of the organisation be adequately captured to prevent 
any knowledge loss.

From the “process” perspective, the utilisation of ICT to enhance service 
delivery effi ciency in public organisations can fundamentally reorganise 
and redesign business processes within the public administration. 
This exercise can lead to a rethinking of the workings of government, 
where organisational boundaries fade and give way to innovative 
organisational design.

The “tele-cooperation” perspective deals with the interactions involving 
various agencies and trading partners in a work process. A partnership-
driven e-Government, which delivers more integrated and collaborative 
services, will imply a major organisational challenge for the government 
to simultaneously manage partnerships both internally across governments 
and externally across sectors.

Today’s conventional thinking about e-Government has to go beyond 
seeking theoretical explanations to the e-Government phenomenon in 
terms of rhetoric stakeholder interactions and domain perspectives. Since 
the e-Government movement began, much attention has also been devoted 
to plotting its evolution, including the genre and order of new services 
and capabilities that would evolve. What emerged were generally accepted 
models that described and predicted e-Government growth in stages or 
strategic phases.

The question, on the minds of every public administrator, technology 
analyst and academic has been, “Is there a better way to understand the 
e-Government evolution and develop e-Government successfully?”

E-GOVERNMENT DEVELOPMENT MODELS

As much as it seems that a successful e-Government integrates strategy, 
people, process and technology, governments have been working very 
hard to formulate comprehensive development models and effective action 
plans to chart successful implementation.
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Many have turned to a stage-based approach, describing discrete phases 
of e-Government development and analysing structural transformations.

Generally, the initial stages of e-Government evolution involve 
publishing or cataloguing information on the Web. Subsequently, the 
internal systems are connected to online interfaces and citizens are able 
to transact electronically with the government.

The focus on developing citizen-centric portals presents citizens with a 
single point of entry where citizens are able to customise the portals with 
desired features of their own. In doing so, governments build “one-to-one 
relationships between themselves and their citizens”, thus establishing 
two-way communication channels.

At the fi nal stage of evolution, the perception of different government 
departments will disappear and the public will view the government 
as one entity. Full integration and enterprise transformation eliminate 
“silos” at different levels (vertical) and functions (horizontal) of government 
services. Through a “one-stop shopping” concept, citizens can contact 
one point of government and complete any level of government 
transaction, eliminating redundancies and inconsistencies in the information 
bases.14, 15, 16

Figure 1-7: Dimensions and Stages of e-Government Development

While traditional models of evolution were adequate for the times when 
governments and analysts alike were exploring new territory, it does not 
seem to be so now. Development models, which depict growth in discrete 
stages, have since been deemed to be fl awed and unrealistic.



E-Government: Enabling Public Sector Reform 19

Figure 1-8: Strategic Phases of e-Government Development

Critics have commented that these traditional models are purely functional 
charts which just show different complexities of portal development.

In particular, while most traditional models place “enterprise-wide 
transformation” as the fi nal stage in e-Government evolution following four 
or fi ve technological stages, organisational change at the enterprise level is 
not necessarily an end result. In fact, recent e-Government developments 
have incorporated enterprise-wide transformation as the driving force 
behind the design, development and implementation of each new service 
that would appear on each development stage.17 This allows governments 
to continuously look for opportunities to improve service and realise 
economic benefi t for each service at each stage.

While new paradigms of understanding the e-Government phenomenon 
have been discovered, the challenge remains for governments traversing on 
the e-Government journey to chart, formulate and develop evolution models 
that fi t tightly to their unique context and operating environment.

Almost certainly, there can never be a single development model that fi ts 
all e-Government implementations and guarantees success. In particular, the 
issues that have been raised or will be put forward in subsequent sections 
are by no means comprehensive or representative of all e-Government 
projects. Nevertheless, we hope to provide a foundation for further analysis 
and offer practical guidelines for governments to implement successful 
e-Governments.
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CONCLUSION

Government in the 21st Century is pervasive, touching billions of lives 
worldwide. Public sector reform is not new, and has been widely discussed 
and selectively embraced for over two decades. While some progress was 
made in the early years, signifi cant advances only came when ICT was used 
as an enabler. Governments, taking a cue from private sector organisations, 
began to experiment with ICT to boost effi ciency and enhance the quality 
of services to the public. Moving onto the e-Government era, we witness 
governments worldwide rethinking their interaction with citizens and 
organisations, challenging their current models, and conceptualising 
innovative ways to leverage on technology and talent.

The journey will not be free from obstacles. Many challenges will 
be faced and resolved, and through these experiences, much knowledge 
and experience will be developed. In transforming the fundamental 
relationship between government and the public, government agencies 
need to continually ask of themselves:

• With the advent of Internet technologies as a catalyst, how have the 
roles and functions of governments changed – then and now?

• How can we responsibly transform our current business models, while 
incorporating new and emerging technologies?

• Are these new business models refl ective of the collective concerns 
and priorities of the public; or do they threaten the public trust?

• What real (and measurable) results are being achieved?

In this chapter, we have attempted to forge a deeper understanding of the 
e-Government phenomenon through a study of defi nitions, frameworks 
and development trends. However, as we learn more, we also realise the 
knowledge accumulated is never suffi cient or exhaustive. The journey 
is one without end. Indeed, as traditional mindsets of governance 
are surpassed by new concepts, principles and best practices of new 
governance – no doubt enabled by new technologies – we move closer to 
the day when all “e-Government” will simply become “Government”.
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