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In recent d ecad es there has been a p arad igm shift in Pu blic Ad m inistrative thou ght from the
classical id eas of governm ent, to an ap p roach w hich is seen as the fu tu re of governing term ed
Governance.
This stu d y sou ght to investigate w hether or how Inform ation and Com m u nication Technology
(ICT) is being em p loyed w ithin Pu blic Ad m inistrative system s in term s of p rovid ing cu ltu rally
resp onsive service w hich fu rthers the aim s of g overnance and its p ractical end Good Governance. To focu s the inqu iry, the follow ing tw o research qu estions w ere p osed .
Is Inform ation and Com m u nication Technology (ICT) being u sed as a tool in reshap ing of p u blic ad m inistrative system s in keep ing w ith the stru ctu ra l and p articip atory d em and s of Governance/ Good Governance?
If ICT is being u sed tow ard the stru ctu ral and p articip atory aim s of Good Governance how are
these changes resp onsive to, or reflective of, the environm ental cu ltu re in w hich the ad m inistr ative system op erates?
The, national ICT strategy d ocu m ents and resu lting ICT initiatives of the U.S.A, the Philip p ines,
Gu yana, Estonia, and Kenya w ere exam ined throu gh the p rism of the Governance Theory for
intend ed u se of ICT in organizational stru ctu re, p articip ation, Know led ge Managem ent and
cu ltu ral resp onsiveness.
Up on analysis of the m aterial it w as fou nd that all five nations had intend ed to, and d id u se ICT
to shap e p u blic sector organizational stru ctu re and to p rovid e cu ltu rally resp onsive service. In
so d oing, these nations are fu rthering the aim s of Good Governance as d efined by Governance
Theory.
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1. IN TROD UCTION : FRAMIN G THE ISSUES
The acad em ic science of Public Ad m inistration, synthesizes theory from across
the scope of natural and social science in ord er to analyze, und erstand and ge nerate new theories regard ing phenom ena.

In recent d ecad es there has been a sea change or parad igm shift in Public A d m inistrative thought from the classical id eas of governm ent to w hat is seen as
the future of governing term ed governance (Peters 1996).

This shift to governance can be seen as reflective of larger shifts in the theoret ical conceptions of am ong others; m anagem ent, organizational behavior, polit ical and sociological id eas of the public sphere, and the state‟s relationship to the
citizen. Ow ing to this, construction of the new theory on governing (Governance) is an interd isciplinary enterprise w hich is ongoing. The ultim ate practical end of the theory of governance is to prod uce in practice “good governance”
w hich is

“(… ) epitomized by predictable, open and enlightened policy making; (… .) a professional ethos; an executive arm of government accountable for its actions; and a
strong civil society participating in public affairs; and all behaving under the rule
of law.” (World Bank 1994.)
This w ork is a sm all p art of that ongoing effort in the stud y of the future of governing. It is an exploratory one; m eant to investigate som e of the w ays in
w hich Inform ation Com m unication Technology (ICT) / Mobile Technology is
being used in p ublic ad m inistrative system s as a tool in governance.

Inform ation and Com m unication Technology broad ly d efined is all technology
used to m anage and d issem inate inform ation (Guislain, Am pah & Besan çon
2005: 1). That includ es storage, d issem ination, interpretation am ong a host of
other functions. More practically how ever, the term is used w hen referring to
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technologies related to the internet and its use since the internet is conceptu alized the prem ier inform ation com m unication technology (Bekkers, van Du ivenbod en & Thaens 2006: 4). Exam ples of ICT are; internet w eb sites, w eb pa ges, em ail, online d atabases, and attend ant hard w are and softw are n ecessary to
support these.

Mobile technology is often seen as a subset of Inform ation and Com m unication
Technology and is m ad e up of m obile p hones, internet enabled m obile phones,
PDA‟s, Wi Fi and w ireless netw orks. It also includ es the hard w are and softw are
necessary to support these. (H elal, H askell, Carter, Brice, Wolek & Rusinkiew icz
1999: xi.)

The focu s on Inform ation and Com m unication Technology (ICT) and its subset
Mobile Technology stem s from the fact that these have been touted as the pan acea for m uch of w hat ails the w orld . The econom ic d ivid e betw een w ealthy and
u n-w ealthy nations could be narrow ed , governm ental and private sector or ganizations could be m ore cost efficient and prod uctive, the know led ge gap b etw een rich and poor citizens of the w orld could be red uced and so on. As part
of the argum ent for the “healing” pow er of Internet Com m unication Technologies, attention has been focused on Governm ents ad opting ICTs as a strategy to
m ove tow ard s a futu re of “better governing” or governance. (Bekkers et al.
2008: 3−4.)

As it specifically relates to Pu blic Ad m inistration, ICTs are seen as the m eans to
provid ing increased : access to governm ent inform ation, efficiency of gover nm ent services and operation, quality and num ber of services offered , seam les sness of governm ent services across governm ental agencies, achievem ent of ta rgeted outcom es for policy objectives, civic interactions betw een governm ent
and citizens and vice versa. It is also seen as a m eans to contribute to gover nm ental reform . (Bhatnagar 2002; Saxena 2005; World Bank 2008: iv; USAID d otGOV 2009;.)
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Accord ing to governance theory, com m ensu rate w ith or as a part of a shift tow ard s governance, a structural shift in the organization of government need s to
occur. A m ovem ent aw ay from a vertical bureaucratic structure tow ard s a m ore
horizontal netw orked structure has to take place in ord er for the benefits of g overnance to be had . (Peters 1996.)

The overarching reason for this is, bureaucracy began as a technique for org anizing and executing p ublic ad m inistrative duties since ancient tim es in hum an
history. Later, it had com e to be seen as the m ost sensible and su ccessful m ethod of organization for the m od ern ind ustrial nation state. H owever as the
w orld rapid ly m oves through the post ind ustrial period and d eeper into the
technological age, the bureaucratic structural organization is proving less us eful. Governm ents w orld w id e are looking for a w ay to change their organizational structure accordingly. (Peters 1996.)

Unfortunately, for public sector organizations the w orld over, this poses a pa rticular challenge. The global public ad m inistrative system is notoriously b ureaucratic. In som e countries the public ad m inistrative system is synonym ous
w ith bureaucracy. For exam ple in talking about their public sector, Filipinos
usually refer to “the bureaucracy” in official and casual com m u nication. (see
Philippine Civil Service Com m ission 2009.)

Inform ation and Com m unication Technology has been suggested as an answ er
to this question of m aking governm ent structure less vertical and rigid and
m ore horizontal and flexible in ord er to ad apt to the new d em and s of the technological age. (H anna 2008: 81−82.)

If it is possible that ICT can be used to m ake governm ental structure m ore flexible, then conceivably governm ent can also becom e m ore responsive. Perhaps
the civic engagem ent betw een the governm ent and its citizens and conversely,
the citizen and its governm ent can be cond u cted in a culturally relevant w ay.
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These id eas of the use of Inform ation and Com m unication/ Mobile Technology
in Governance; its ram ifications for organizational structure in public sector
organizations, and possible cultu ral ram ifications w ithin the public sphere, are
the subject of this stud y.

1.1. Research Questions
In ord er to com e to a better und erstand ing of the larger role of Internet Co m m unications technology in governance, it becam e necessary to focus this inquiry into m anageable research questions.

The tw o research questions und er investigation in this w ork are :
Is Information and Communication Technology/M obile Technology (ICT) being used as
a tool in reshaping of public administrative systems in keeping with the structural and
participatory demands of Governance/Good Governance?

If ICT is being used toward the structural and participatory aims of good governance,
how are these changes responsive to or reflective of the environmental culture in which
the administrative system operates?

In ord er to uncover answ ers to these questions; a stud y of Governance theory
(its m ain tenets) w ill be und ertaken. This Governance theory w ill then form the
fram ew ork through w hich to exam ine the Inform ation Com m unication Technology initiatives of the United States, The Philippines, Estonia, Kenya and
Guyana.

The five cou ntries w hich are the object of stu d y span a w id e spectrum of size in
term s of geography, population, w ealth per capita, ad m inistrative structure,
available resources, sp atial location on the globe, history, national culture, and
m easured read iness (as d eterm ined by the United N ations) to im plem ent ICT.
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Exam ining the public ad m inistrative systems of such d iverse nations is a good
w ay to glean som e insight into w eather the acclaim ed potential of ICT is being
fulfilled .

1.2. Research Scope
Although this w ork partially end eavors to exam ine issues relating to public
participation and the public sphere, it is not m eant to be a d eep exploration of
the politics of public participation. Issues of public participation w ill be exam ined only in relation to Public Ad m inistration. The public‟s involvem ent in
d ecision m aking, com m unication w ith governm ent, collaboration and partne rship w ith governm ental institutions are exam ples of topics w ithin the scope of
this w ork.

This w ork is also not m eant to be a technical analysis of Inform ation Com m un ication Technology application w ithin the stud ied Public Ad m inistration sy stem s. N o com m ent nor analysis w ill be m ad e regard ing d et ailed technological
m ethod s or strategies for ICT im plem entation. For exam ple, kind s of hard w are
or softw are used and types of netw orks selected w ill not be d iscu ssed in d etail.

This is not a d irect com parative stud y between the five countries selected . Each
country w ill be stud ied ind ivid ually and com pared to the structural m od el d ictated by Governance theory.

This w ork is not one focused on public sector reform , but rather on Inform ation
Com m unication Technology as a tool w hich can be used in reform st rategies.

Lastly, this w ork w ill not attem pt to d eterm ine efficacy of ICT projects or initiatives und ertaken by the nations und er stud y. Initiatives w ill be exam ined and
analyzed based on the intent or stated aim s as com m unicated by the nations.
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1.3. Relevance
During m y course of stud y in Public Ad m inistration, I have observed an intr iguing silence on the part of ad m inistrative scholars in regard s to the public se ctor and culture. A cursory exam ination of the read er in ad m inistrative thought
assigned as one of the found ational m aterials on w hich to bu ild our stud ies
find s that the book is fairly thorough. Articles covering topics su ch as the d iscipline of Public Ad m inistration, the political context of Public Ad m inistration,
organizational theory, hum an resources m anagem ent, bud getary processes,
public m anagem ent, p ublic policy analysis and im plem entation, program eva luation, intergovernm ental relations and public service ethics w ere present. This
list of topics is representative of the bread th of inquiry in the d iscipline but absent w as culture and its effects on Public Ad m inistration.

Since this w as a cursory observation at the basic level, I kept the issue at the
back of m y m ind pending m ore ad vanced stud ies. After com pleting a course in
Public Ad m inistration at the Masters level I still noted a d earth of research on
the m atter.

I d ecid ed to d o an official investigation and found that m y hunch w as correct.
David E. McN abb (2002: 18) presents the find ings of a stud y on Topics Pu blished in Public Ad m inistration Research (see Table 1). After a w ritten d escription of the m ethod ology of the stud y he goes on to say that “an analysis of the
Public Ad m inistration literature reveals that very little research has been co nd ucted on topics relating to culture” [author‟s em phasis].

This is not to say that there is no stud y on culture 1 how ever culture as a field of
inquiry in ad m inistrative science has been und er explored .

1

scholarship on d evelopm ent ad m inistration, com parative ad m inistration, and
organizational behavior som etim es ad d ress culture
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That being the case; this w ork is relevant in that it attem pts to d rop a pebble
into that void in ad m inistrative inquiry. It does so by exam ining how or if stru ctural changes in public ad m inistrative organization (aid ed by ICT im plem ent ation) allow for culturally relevant interaction betw een the organization and its
environm ent.

Table 1. Topics in Published Public Administration Research (McNabb 2002: 82).

Policy output
Ad aptation to scarcity
Local attitud es and lead er opinion
Licensure effectiveness
Policy outcom es
Organizational costs
Attitud es beliefs and values
Cash-m anagem ent strategy
Tax lim itations
(Research ) Valid ity and reliability

Manpow er-m od eling m ethod s
Prod uctivity m easures
Effects of Fed eral Aid
Public participation
Cooperative m anagement style
Job m anaging effectiveness
Staff burnout
School Effectiveness
Risk-m anagem ent practice
Affirm ative –action effectiveness

The stud y of the intersection betw een Information Com m unication Technology
and governance is very relevant to the enterprise of Public Ad m inistration. In
his w ritten preface to the E-Governm ent survey of 2008; the d irector of the U.N
Division for Public Ad m inistration and Developm ent Managem ent placed
Know led ge Management at the cen ter of all governm ental tasks. The und erlying principle being that effective Know led ge Managem ent lead s to m ore efficiency, transparency and responsiveness. E-Governm ent utilizing ICT is seen as
the m eans to that end .

If the Division for Public Ad m inistration representing all 192 m em ber states of
the United N ations has placed ICT as a central tool in governance it suggests a
com pelling case for the relevance of any stud y w hich seeks to investigate those
areas.

14

1.4. Lim itations
Every stud y has its lim itations and this thesis is no exception. The first lim it ation is that of w orld view . Though ed u cated in three countries, in term s of acad em ia m y w orld view is d ecid ed ly lim ited . Most of the course m aterial used
throughout my acad em ic career w ere prod uced in Europe or the United States.
Although extensive exposure to m ulticultural environm ents and courses of
stud y in cultural anthropology and intercultural com m unication certainly play
a role in m itigating this lim itation; it m ust be consid ered that w hen fram ing,
analyzing and d iscussing this issue m y approach is bound by m y Am erican and
Anglo-Saxon European m od e of acad em ic training.

H ow ever, in an ord er to further m itigate this d eficiency, scholarship from
around the globe w as actively sought to increase the possibility of a d iversity of
perspectives. That how ever, w as not w ithout com plications as the found ations
of m od ern scholarship on Public Ad m inistration has its acad em ic roots in “the
West,” coloring the entire d iscipline w ith the w orld view of its originators (see
chapter 2).

Finally, as w ith all stu d ies w hich em ploy the qualitative approach, the sam ple
size und er stud y in the practical section are not rand om or representative. This
opens to d oor to all criticism s leveled at and lim itations em bod ied by the qualitative approach to research. N am ely that the find ings are only applicable to
the cases in w hich they w ere found .

Though those criticism s are valid , I believe that even if the find ings only apply
to the cases w hich I stud y, the nature of the inquiry is such that the results of
even a single case shed s light on the issue at hand .

The actions of the ad m inistrative system of any country affects m illions of lives.
A positive or negative find ing of a shift in organizational structure or respo n-
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siveness to culture w here ICT is em ployed in ju st one nation is therefore significant.

1.5. Work Structure
This thesis is organized into six chapters. An explanation of w hat can be expected in each chapter follow s.

Chapter one consists of the introd uction to the w ork and locates the issues u nd er exam ination w ithin the larger fram ew ork of ad m inistrative stud y. It also
explicitly states the research questions, the researcher‟s m otivation, as w ell as
the scope, lim itations, relevance and w ork structure of the stud y.

Chapter tw o lays out the background of m od ern ad m inistrative thought and
som e of the classic id eological found ations upon w hich it rests.

Chapter three is a theory and literature review w hich explicates Governance
theory, and presents and d efines other concepts central to the stud y.

Chapter four is an explanation of the m ethod ology em ployed for the practical
aspect of the stud y. There w ill be an explanation of how Governance theory as
d iscu ssed in chapter 3 w ill be u sed as a fram ew ork for analyzing the cases pr esented in the practical section.

Chapter five is an explanation of the practical aspect of the w ork. The cases u nd er stud y w ill be presented w ith all the relevant d ata and background inform ation for each. Then an analysis of the cases, and a report of the find ings w ill be
presented . The find ings w ill be treated w ith regard s to the stated research que stions and those in turn w ill be exam ined in light of larger issues.
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Chapter six consists of a d iscussion of em erging perspectives o n Governance
and conclud ing rem arks.

1.6. Motivation
Catalyzed by the sem inal experience of im m igrating from the country of m y
birth (Guyana) to the place w here I w as raised (The United States), I d eveloped
an interest in the pecu liar w ays in w hich people d o things “som ew here else.”
As I grew , I becam e w hat I later learned to be a perpetual stud ent of Cultural
Anthropology. I am d raw n to looking at any hum an activity through the prism
of culture.

For this grad uate d egree I chose the program in Intercultural Com m unication
and Ad m inistration for its potential regard ing m erging Public Ad m inistration
theory w ith Cultural theory and practice/ praxis.

When the tim e cam e for choosing the issue that I w ould like to exam ine for this
thesis, I looked for an area of stud y w hich includ ed the effects of culture on
Public Ad m inistration. I w as also interested in uses of em ergent technologies in
Public Ad m inistration. As it turns out, the area of Governance in Public Ad m inistration encom passes all of these issues.
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2. MOD ERN PUBLIC AD MIN ISTRATION : CLASSIC ID EOLOGY, ORGAN IZATION AL ORTHOD OXY, AN D CHALLEN GES TO THOSE

Public Ad m inistration has been in existence th roughout hum an history and is
synonym ous w ith governm ent. Regard less of governm ental structure; nation
state (monarchy, oligarchy, d em ocratic republic or d ictatorship) or pre state
(nom ad ic, clan etc) the m echanism for d istribution of resources and collect ive
d ecision m aking is Public Ad m inistration. Writings on the subject could be
found from ancient China, Greece, and Rom e. “It is possible to find m ost of the
m od ern concepts of m anagem ent and lead ership stated by one or another of the
w riters of the classical, m ed ieval, and prem od ern w orld ” (Shafritz, H yd e &
Parkes 2004: 1).

From as far back as 5200 years ago at the time of the Unified Upper and Low er
Egypt und er King Menes w hich w as the first know n nation state ( see Rice 1990:
134), Public Ad m inistration has been an im p ortant part of governing. Since the
w orld now is d ivid ed into m od ern versions of those nation states; the term s
“Public Ad m inistration”, “public sector” or “civil service” u sually refers to the
apparatus of Governm ent responsible for execu ting the w ill of the state as d efined by law s or d ecrees.

The acad em ic d iscip line of Pu blic Ad m inistration as it exists tod ay though,
find s its roots in the stud y of Cam eralism at institutions like H alle University in
the 1700s. Later, betw een 1850 and 1900 Lorenz Jacob Von Stein in Vienna and
Wood row Wilson in the United States began introd ucing the concept of Ad m inistration as a Science in its ow n right. (Stever 1988: 44; Jackson: 2005.)

The d iscip line of Public Ad m inistration took flight in the US follow ing Wilson‟s
sem inal article „The Stud y of Ad m inistration‟ in 1887 (Khan 2008: 10-16.) Prior
to that tim e, the US had been focused on d ecid ing w hat kind of gover nm ent it
w anted . Since that d ecision had been m ad e, Wilson turned his attention to in-
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vestigating w ays to adm inister the chosen form of governm ent. In „The Stud y of
Ad m inistration‟ he d eclared that

“it is the object of administrative study to discover, first, what government can
properly and successfully do, and secondly, how it can do these proper things with
the utmost possible efficiency and the least possible cost either of money or energy.” (Wilson 1887: 22.)
In this article he also laid out the id ea that “ad m inistration is the m ost obvious
part of governm ent; it is the governm ent in action ; it is the executive, the operative, the m ost visible sid e of governm ent itself” (Wilson 1887: 22) and argued
that executive m ethod s of ad m inistration should be stud ied and d iscovered
scientifically and that ad m inistration should be absolutely separated from Politics.

Follow ing Wilson‟s w ork throughout the 20th century to now , a cannon of r esearch and w ritings on Public Ad m inistration has em erged . It consists of sch olarship m ainly from the United States, w ith contributions from the United
Kingd om and other parts of Europe, m aking acad em ia on Public Ad m inistr ation a m ainly “Western” (meaning Western Europe and N orth Am erican) e nterprise. (Johnson 1992: 82.)

2.1. Classic Id eation And The “Doctrine of N eutrality”
Public Ad m inistration as a Science has had trend s in philosophy like any other
acad em ic d iscipline. There are som e pillars of acad em ic thought on w hich Pu blic Ad m inistration rests. Som e of these id eas have evolved but the effects of all
these can still be felt throughout the stud y and practice. These principles w ere
established over tim e and w ere form ed in response to challenges facing Public
Ad m inistration in its infancy. These princip als still guid e m od es of thinking
about public service and its resulting role in governing.
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One of the d octrines in civil service that had the m ost lasting effects is the d o ctrine of neutrality. This is the id ea that civil service should be p rofessional,
scientific and apolitical. “Civil servants should not have know n political allegiances of their ow n and they should be able to serve any “m aster,” m eaning
any governm ent of the d ay” (Peters 2001: 4). This d octrine got its shape from
scholars in Europe (the N orthcote Trevleyan report of 1853 in the U.K for e xam ple) and the U.S (Peters 2001: 4).

From the Am erican perspective the d octrine of neutrality w as first espoused by
Wood row Wilson in 1887 and later Frank Good now in 1900 as part of a strict
d ivid e betw een politics and ad m inistration. This id ea w as im portant for the
fled gling nation becau se its citizens w ere all too fam iliar w ith the ills of authoritarian ad m inistration in the old w orld (Stever 1988: 40; Johnson 1992: 29). Am erica need ed a Pu blic Ad m inistration suited to its values.

While Old er Europe was in a m ore pensive and reflexive m od e, w here philos ophy and art w ere treasured , Am erica w as rife w ith entrepreneurial spirit and
frontierism . “Results, not reflection, w ere elevated and becam e the chief end of
hum an action on the Am erican continent” (Stever 1988: 50). Out of this necessity, sprang the specifically Am erican w orld view exem plified by the Pr ogressive
Movem ent w hich w as a m ovem ent geared tow ard s populist reform s of m any
sections of Am erican society. (Cook 1996: 69−70.)

The progressive attitud e eventually m ad e its w ay to acad em ia w hich d eveloped
the philosophy of Pragm atism . The progressive era lead ers w anted to reform all
the m ajor institutions in the country and they turned their attention to the bus iness of how to practically ad m inister the infant republic. It is w ithin this m ileu
that first Wilson then Good now sought to tackle the im pend ing reform of
Am erican Pu blic Ad m inistration and establish ad m inistrative thought as a
science.
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Wilson sought to convince the nation that the Public Ad m inistration system
could be used tow ard progressive and positive end s. The Am erican public‟s
negative im pression of Public Ad m inistration thus far had com e from the t yrannical w ay in w hich it w as u sed in Prussia and und er the m on archy in
France. (Stever 1988: 40.)

Wilson (1887: 32) w rote

“we can borrow the science of administration with safety and profit if only we
read all fundamental differences of condition into its essential tenets. W e have only to filter it through our constitutions; only to it put it over a slow fire of criticism and distil away its foreign gases.”
H e took pains to call for this “science of ad m inistration.” H e w anted m ore a ttention to be paid to the organization and m ethod s of Am erican governm ent
offices. H e w anted to exam ine w hat governm ent can successfully d o, m ost efficiently.

Because the progressive m ovem ent had a strong populist inclination, the gen erators of progressive thought at the tim e were very skeptical of “big gover nm ent” since it w as seen as the enem y of the com m on ind ivid ual. Wilson also
had to reassure them that “professionalized Public Ad m inistration w ould not
threaten ind ivid ual liberties” (Stever 1988: 40) but w ould rather m ore effectiv ely execute the d uties of governm ent. H e spent a significant part of his treatise
„The Stud y of Ad m inistration‟ constructing this argum ent. H e painted the picture of a Public Ad m inistration that w as sim ply a neutral and technical profe ssion. H e said that “the field of Ad m inistration is a field of business. It is rem oved from the hurry and strife of politics” (Wilson 1887: 28).

Build ing on these id eas, Frank Good now (1900) another Progressive Movem ent
thinker then took up the m antle, expand ing and refining the argum ent in his
w ork „Politics and Ad m inistration.‟ H e called for a subord ination of ad m inistra-
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tion to p olitics. In keeping w ith the thought that Public Ad m inistration should
be in service of the people not an enem y of the people, he posited that ad m inistration should subm it to the w ill of the people.

In the Am erican context; since politicians are elected by the citizens to represent
their voice, policies d ictated by politicians in the legislative branch of the go vernm ent are seen as “the w ill of the people/ state.” Accord ing to Good now ,
ad m inistration should function sim ply to execute the w ill of the state. In pra ctice “it is the executing authority w hich shall be subord inate to the expressing
authority” (Good now 1900: 37) m eaning that the legislative branch of gover nm ent should have oversight pow er over the ad m inistrative system to ensure the
w ill of the people received preced ence.

With these argum ents regard ing organization, efficiency and ad m inistration‟s
d uty to “the people”, Wilson and Good now not only firm ly established Public
Ad m inistration as a Scientific course of stud y, but cem ented w hat becam e the
classic id eation for a technical, value neutral non -polity profession. (Stever 1988:
38−42; Cook 1996: 71−74.)

2.2. Extrapolating The Classic Id eation: Practical Im plications
Extrapolating from these id eas illustrates the lim its im posed on the profession
and science of Pu blic Ad m inistration fostered from such id eation.

22

Table 2. Service Limits Proposed by Classical Ideation (Stever 1988: 43).

Acceptable areas
ad m inistration

for

public N on acceptable service
areas for public ad m inistration

Culture

objects, tools

rules, values , sym bols

Self

objects: consu m ed and used by beliefs, opinions, com m itthe public; vital services only
m ents

Institutions

im plem entation of public poli- policy form ation
cy only

As illustrated by Table 2, the classic id eation can be seen to have im plications
for Public Ad m inistration in three areas; nam ely, institutions, the self, and cu lture.

Regard ing institutions, follow ing classical id eology w ould m ean that ad m inistration should play no role in the d evelopm ent and im plem entation of public
policy. The civil service should be an ad junct to the existing governm ental
structures; existing only to execute the state‟s w ill. As a tool for execution; a b u reaucratic system w here persons are em ployed and prom oted on m erit should
be used . (Stever 1988: 46.)

Regard ing the self, classic id eation w as to exclud e Ad m inistration from m atters
of the self. More specifically, leaving religion and other trad itional social institutions to ad m inister m atters of the self. This m eant that practically, civil service
w as bound to only material support of the self to the exclusion of m ost social
services. (Stever 1988: 44.)

Lastly, regard ing culture, classic id eation “d ictated that professionals in Public
Ad m inistration should not becom e involved in d eterm ining cultural values or
m ajor legal principles of culture” (Stever 1988: 43). “The civil servant w as the
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im plem enter of cultural values not the m older” (Stever 1988: 44) since orig inating cultural change w ould be ed ging into the area of politics.
N ow that som e of the found ations of Ad m inistration theory have been d iscussed , attention can be turned to w ho or w hat actually constitutes gover nm ent.

2. 3. Who Is Governm ent?
In a nation, “the state” or “the governm ent” is constituted of various actors in
com plex netw orks of organizations from the local to national level. As d escribed by the United N ations Econom ic and Social Com m ission for Asia and
the Pacific UN ESCAP, these organizations are essentially com posed of elected
officials, civil servants, private contractors and som etim es citizen volunteers.
(UN ESCAP 2009.)

Depend ent on the level of governm ent being exam ined , there could possibly be
N on Governm ental Organizations and cooper atives, research think tanks and
acad em ics, political p arties, religious lead ers and institutions, finance instit utions, land d evelopers and even organized crim e. (Ibid .)

At the national level, in ad d ition to the actors nam ed above, lobbyists, intern ational d onors, international corporations and others m ay also play a role in the
governing process. (Ibid .)

2. 4. Governm ental Action and Tools of Execution
What d oes governm ent actually d o? Ad m inistration is the m ost visible part of
governm ent and though national governm ents around the w orld m y conceptualize their level of responsibility to their publics d ifferently, generally there
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are som e basic internationally agreed upon responsibilities of functioning go vernm ents. As laid out by William C. Johnson (1992: 7) there are seven essential
public p urposes. In su m m ary governm ents und ertake to:

protect the lives, property and rights of their citizens. This m ay includ e
creating and m aintaining an effective national d efense system , law e nforcem ent, and m echanism s for public health for exam ple.

m onitor and m aintain the supply of critical resources like w ater, energy
and food supplies.

provid e for citizens w ho are unable to provid e for them selves such as the
d isabled , retirees, possibly foster care or orphanag es.

try to m aintain and prom ote constant and stable econom ic grow th. This
m ay m ean protection of internal m arkets, stim ulu s to trad e, and tran sportation infrastructure.

prom ote quality of life through ed ucation, parks and recreational facilities, and city m aintenance etc.

protect the natural environm ent to conserve w ater and soil resources
m anage pollution and control w aste.

prom ote scientific and technical ad vancem ent includ ing inform ation d issem ination, protection of inventions and subsid ies for scientific research.

Johnson (1992: 20) also posits that governments em ploy particular tools to im plem ent program s tow ard s fulfilling these pu blic purposes:
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Direct rem ittances to ind ivid uals (u nem ploym ent benefits, retirem ent
pensions, loans, hom e rental subsid ies).

Build ing and upkeep of infrastructures (schools, hospitals, prisons, airports, highw ays, streets, harbors).

Provision of services (public transportation, m ed iation and resolution of
conflicts, social services).

Regulatory control of corporate and ind ivid ual behaviors (controls on financial and m arket transactions, w age control, chem ical control, crim e
control).

Protecting the capacity to govern (tax ad m inistration and collection, policy and d ecision m aking, com m unication w ith the public, for eign relations and d iplom acy).

Above w as a d iscussion of w hat governm ents are m eant to d o and som e tools
com m only em ployed to those end s. H ow ever no d iscussion of governm ent
w ould be com plete w ithout a d iscussion of the organizational structure of go vernm ent. Until recently all m od ern states w ere organized into bureaucracies.

2.5. Bureaucracy and Organizational Orthodoxy
Bureaucracy can be d efined as a strategy of structural organization charact erized by large size such that top m anagers som etim es d o n ot have face to face
relationships w ith their subord inates. It is specialized enough to require precise
d ivision of labor and consists of offices arranged in a chain of com m and from
the top to the bottom .
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Versions of this m ethod of organization had been p racticed throughout antiqu ity in Ancient Egyptian and Sam arian societies for exam ple. H ow ever, Germ an
sociologist Max Weber first penned m od ern thoughts on bureaucracy. Weber‟s
principals of bureaucracy are as follow s:

“There is the principle of fixed and official jurisd ictional areas, w hich are generally ord ered by rules, that is, by law s or ad m inistrative regulations” (Weber
1922: 50). These rules specify how the organization or agency w ill enforce d ecisions, w hat the responsibilities and d uties of the p ersonnel are, and how the
law should be applied to each case. The rules also prevent capricious treatm ent
of em ployees and clients of the organization.

“The principles of office hierarchy and of levels of grad ed authority m ean a
firm ly ord ered system of super and subord ination in w hich there is a superv ision of the low er offices by the higher ones” (Weber 1922: 50). There is also a
system of appeal w hich protects the low er officials.

“The m anagem ent of the m od ern office is based upon w ritten d ocum ents “th e
files”, w hich are preserved in their original or d rought form ” (Weber 1922: 50).
This store of d ocum ents acts as the organization‟s m em ory. It guid es future d ecisions and provid es accountability to higher authorities.

“Office m anagem ent, at least all sp ecialized office m anagem ent and such m anagem ent is d istinctly m od ern usually presupposes thorough and expert training” (Weber 1922: 50). All em ployees are appointed based on com petence
w hich is ensured by training, years of experience or d eterm ined by an exam .
In the Am erican context, over tim e, Max Weber‟s concepts w ere expand ed upon
by ind ustrial engineers and m anagem ent scholars. Fred erick Taylor (w ho w as
the proponent of “scientific m anagem ent”), Luther Gulick (of POSDCORB2
2

Gu lick d evised this acronym to concep tu alize his organizational theory. POSDCORB stand s
for Planning, Organizing, Staffing, Directing, Co-coord inating, Rep orting and Bu d geting
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fam e) and Lynd all Urw ick created som e of the id eas that becam e so prevalent
as to be consid ered a type of “organizational orthodoxy.” As d escribed by Ed d y
(1983: 193−195) these p rinciples of organization are as follow s:

Employees should be given tasks w hich w ere in accord ance w ith th e
overarching organizational d esign.

Each agency should be chaired by one executive rather than by a board
of d irectors as w as com m on at the tim e.

There should be unity of com m and , m eaning that each em ployee should
only report to one imm ed iate supervisor

The lead ing executives should have ad vice and assistance from other
staff m em bers so that they can concentrate on im portant tasks and m ake
the m ost inform ed d ecisions. These staffers m ay also act on behalf of the
executive und er supervision if necessary . The Executive Office of the
presid ent in the U.S is a classic exam ple of this id ea.

There should be d epartm ents in an organization w hich should be d ivid ed into subunits accord ing to either, the purpose the unit serves, the
im plem entation process it uses, the clienteles w ith w hich it d eals, or geographic area covered .

Duties should be d elegated from the top echelons of the organization
d ow nw ard and the superiors should leave subord inates to their w ork
and be concerned w ith the results of their efforts on ly.

Each official or em ployee should have sufficient authority in ord er to
carry out their d uties.
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There should be sufficient “span of control” m eaning that supervisors
should have a reasonably m anageable nu m ber of units or persons to
oversee. The num ber m ost often thought of as reasonable w as 6 (u nits or
persons).

These principles of bureaucracy and organizational orthod oxy w ere seen as
id eals for the proper running of organizations. They w ere based on the arg um ent that there is a “best w ay” to d o every task and these w ere blanket principles w hich, if follow ed , result in that best w ay. (Ed d y 1983: 195.)

This com bination of organizational principles spread to societies all throughout
the ind ustrial w orld as it w as seen as

“capable of attaining the highest degree of efficiency and it is in this sense formally the most rational known means of carrying out imperative control over human
beings. It is superior to any other form in precision, in stability, in the stringency
of its discipline, and in its reliability. It thus makes possible a particularly high
degree of calculability of results for the heads of the organization and for those acting on relation to it.” (Weber 1964: 337.)

2.6. Challenges To Classic Id eation, Bureau cracy, and Organizational Orth od oxy

As history reveals, classic id eation had significant roots in Adm inistrative
thought and policy practices w ithin the profession. H ow ever, these id eas eve ntually could not hold in their id eal form in practice as the d em and s of Pu blic
Ad m inistration changed w ith tim e.

An ad m inistration system w hich plays absolutely no role in policy shaping
w ould not survive. The evolution of “w icked ” intractable problem s of the m o d ern society and the expansion of the public service, forced public service “e x-
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perts” to play a role in shaping policy. The p rofessional Policy Analyst, and the
Special Ad visor are two exam ples. Special Ad visors are m em bers of the public
sector but they are political appointees charged w ith provid ing ad vice on policy
d ecisions. (see Lind blom 1959: 177−187; Stone 1997: 571−575; Miller 2005: 37.)

The effects of increasing ind ustrialization and urbanization in the Am erican
society created the need for a battery of social services. As a result, the classical
stance of ad m inistration regard ing the self had to change. “Trad itional social
institutions” w ere unable to perform their roles effectively und er these circum stances and the civil service system had to fill that need . (Stever 1988: 46.)

Lastly Public Ad m inistration‟s role w ith regard s to cult ure has becom e com plex. There can no longer be a laissez fair attitud e on behalf of pu blic ad m inistrators regard ing culture. Public Ad m inistration system s and their relationship
to the cultural environm ent is the subject of one part of the inquiry und ertak en
in this thesis. This issu e w ill be d iscussed in further d etail in section 3.4 on cu lture and its role in governance.

An exam ination of the challenges against bureaucracy and organizational o rthod oxy reveals that significant changes in this area occurred . As the principles
of organization becam e m ore and m ore entrenched , and the concepts put into
practice, problem s em erged w hich eventually lead to the established challenge.
(Ed d y 1983: 195−205.)

H erbert Sim on (1946) for exam ple d etailed the w ays in w hich the established
principles of organization w ere at od d s w ith each other w hen put into practice.
Second ly, not sufficiently taken into account by Weber, Taylor, Gulick and their
ilk w as the hum an relations perspective.

The essential ram ifications of their concepts of organizational orthod oxy taken
to their logical end w as that em ployees w ere just another resource on par w ith
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inanim ate resources like m oney, m aterials, build ings and m achines . They w ere
sim ply a m eans to an end . N o regard w as given to the social relationships in the
w orkplace and their im pact on prod uctivity.

When social relationships are taken into account, it is possible to reject the W ebarian tenet that only through form al structural d esign can full efficiency be
gained . One of the sem inal thinkers along this line w as Mary parker Follett. She
w as ahead of her tim e since she expressed in 1918, som e of w hat cam e to be p opularly und erstood as the “hum an resources perspective” d ecad es later. (see
Follett 1918; 1924.)

The single m ost cited experim ent that posed an em pirical challenge to organiz ational orthod oxy w as the H aw thorne experim ent. It w as cond u cted at the H aw thorne Works of the Western Electric Company w ith the aim of ind ucing the
w orkers to be m ore prod uctive. It w as d iscovered that the w orkers had created
inform al organizations of their ow n w ill that both reflected and cond itioned
their behavior and m otives. Exam ination of this phenom enon revealed that the
things that influence prod uctivity (besid es form al organization) are the relationship betw een colleagues (group dynam ic), and the fact that hum ans sim u ltaneously seek to serve the organization‟s goals and pursue goals of their ow n.
Since the priority of these d ual goals alternates, it is argued that sensitivity to
w hat m otivates people and sensitivity to interpersonal situations should be a
strong part of organizational theory. (Maslow 1943; Johnson 1992: 85.)

From the hum an relations perspective m ore prod uctivity is gained from the
creation of: cond itions w hich m otivate em ployees to fulfill their ow n goals as
w ell as the organizations goals, cond itions w here em ployees cooperate w ith
their superiors rather than sim ply receive ord ers, and group d ynam ics w hich
foster interpersonal relationships that enhance rather than d iscourage the e nhancem ents m ad e by em ployees. (see Bennis 1967: 238−249; Alvesson 2004:
121−133.)
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These concepts posed a theoretical challenge w hich w as m atched in practice
only by the forced expansion of the Pu blic Ad m inistration system in the U.S
d uring the great d epression (Cook 1996: 98−99). Though the concepts of organ izational orthodoxy still rem ained prevalent, it becam e evid ent d uring this tim e
that there need ed to be a com bination of innovative m ethod s established to effectively d eal w ith the scope of problem s the ad m inistrative system faced .

In the era after the Great Depression, the lessons learned and innovations d eveloped in Am erica regard ing organizational behavior and structure w ere re cord ed , pond ered upon and subsequently proliferated throughout the w orld .

These new id eas scattered across the acad em ic land scape d eveloped and gave
birth to new field s of inquiry. One such field is the contem porary idea of gove rnance. As w ith all other theoretical concepts in m anagem ent, it is shared by
both private and public sectors in w ays m od ified to suit each. It utilizes som e of
the theories d eveloped from ad m inistration and m anagem ent, organizational
behavior, political science, and sociology among oth ers. Am ongst all the tenets
of Governance theory; id eas of m utual participation, collaboration and regard
for hum an m otivation can perhaps be traced back to lessons learned from the
stud y of organizational behavior and the challenge to organizational ortho doxy
m ounted by those w ho factored hum ans back into the prod uctivity equation.
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3. GOVERN AN CE THEORY
In this chapter governance is d efined , p ush factors causing the shift tow ard s
governance are id entified and governance theory is presented . e-Governm ent,
m -Governm ent and Ad m inistration‟s relation to culture are also covered .

3.1. Defining Governance

If governing can be consid ered as

“the totality of interactions, in which public as well as private actors participate,
aimed at solving societal problems or creating societal opportunities; attending to
the institutions as contexts for these governing interactions; and establishing a
normative foundation for all those activities” (Kooim an 2003: 4.)
then, Governance m ay be conceptualized as “the totality of theoretical conceptions on governing” (Kooim an 2003: 4).

There are m yriad d efinitions for governance, but the id ea of governance as a
theory of governing is very apt for its role in Public Ad m inistration as an acad em ic d iscipline. Therefore this d efinition w ill be incorporated into this stud y.

The read er m ust be asked , how ever, to note that the term governance is used
throughout official literature and in casual reference to m ean both a theory on
governing (Governance) and the practice of a particular kind of governing. This
practice is so prevalent that I, the researcher, am also constrained to follow this
practice. Therefore throughout this w ork the m eanings m ay be u sed intercha ngeably at tim es but effort w ill be m ad e to clarify instances w hen governa nce
refers to the theory of governing.
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3.2. Tenets Of Governance Theory
The central tenet of Governance theory is the acad em ic treatm ent of the shift
from governm ent to governance. Accord ing to scholar Janet N ew m an (2005: 4)

“Governance theory offers an account of the dispersal of power beyond and within
the state, undermining the privileged place of representative democracy as the
means of channeling citizen interests and legitimizing governmental actions.”
Though it is explored from d ifferent angles, scholars agree on the existence of
this shift. (see Peters 1996; Kooim an 2003: 5; Mayntz 2003, Gerd & Giuseppe
2006: 3.)

In other w ord s governance is characterized by a “hollow ing out” of the state,
the em ergence of m ultilevel governance, d ispersal of pow er to multiple agencies and sectors and a change in the paternalistic relationship betw een the state
and its citizens.

Governance from the public sector stand point is an approach to decision m a king and appropriation of resources w hich encom passes this structural shift
aw ay from strictly bureaucratic, hierarchical, vertical, rigid organizations t ow ard s flatter, netw orked flexible organizations.

Central to these changes are concepts of Know led ge Managem ent (KM), participation and the public sphere, and ultim ately the practical aim s of “Good Governance.” These three id eas w ill be treated in turn starting w ith section 3.2.1
follow ing an explanation of the forces causing the shift.

The forces at w ork causing this large scale change to governance w ere m an ifold . Firstly, there w ere socio econom ic forces at play. The there is a trend in
m ost ind ustrialized nations of an aging population coupled w ith a d eclining
birthrate (Finland and Japan are tw o such exam ples). The econom ic conse-
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quence of w hich is, m ore ind ivid uals d epend ent on the state for services but
less tax revenue being collected to finance these expend itures. This phenom enon puts pressure on governm ent to d o m ore w ith less. (Peters 1996: 14.)

Second ly, governm ents increasingly faced pressure from th eir publics includ ing
the private sector to be m ore efficient and to red uce the cost of d elivering exis ting service com m itm ents by sim ply stream lining ad m inistration. Such changes
had been thought to be su ccessful in the private sector and there w as a vociferous argum ent that som e of these private sector m ethod s should be im ported to
the Public Sector. (Ibid . 14.)

There w ere also global econom ic forces (globalization) w hich cam e to bear.
There w as a d esire on the part of ind ustrialized states to be com p etitive in the
global m arket. As a result there w as red uction in tax costs, increased d eregulation, red uction in econom ic protectionism and any perceived public sector ine fficiencies. (Ibid . 14.)

Accord ing to Peters (ibid . 16) there w as also an increase in “ w icked ” or intractable problem s in governing facing the ind ustrial state, “issues such as race,
gend er, participation and equality.” So called post m aterialist problem s w hich
could not be solved using the existing governm ental m echanism s.

Lastly there has been “a d ecline of stable organizations as the focu s for gover nm ent interventions as w ell as for the source of inputs into governing” (ibid . 16).
Meaning, there has been a red uction in the presence of large citizen interest
blocks (su ch as unions for exam ple) w ith w hich governm ent could bargain or
consult d uring policym aking. This forces an im m ed iate change in how pu blic
participation in the governing process is conceptualized and achieved .
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3.2.1. Know led ge Managem ent
As m entioned earlier, alongsid e theories of participation and the public sphere
and Good Governance, a m ajor contribution to Governance theory is the body
of w ork on Know led ge Managem ent (KM). Before KM is d iscu ssed how ever; a
d efinition of know led ge is necessary.

“Know led ge is a fluid m ix of fram ed experience, values, contextual inform ation, and expert insight that provid es a fram ew ork for evaluating and incorp orating new experiences and inform ation” (Baskerville & Dulipovici 2006: 84). In
the case of organizations, “it often becom es em bed d ed not only in d ocum ents
or repositories but also in organizational routines, processes, practices and
norm s” (ibid . 84).

There are also several kind s of know led ge held by both ind ivid uals and colle ctives like organizations. N am ely; inform ation (know w hat), com binational skill
(know -how ), technical know led ge and innovation, and tacit know led ge. (Ibid .
84.)

Throughout the w orld , organizations have becom e d ecid ed ly m ore d epend ent
on their ability to access and leverage these intellectual or know led ge ba sed
resources. A m yriad tools, techniques, and concepts are being used as m an agerial d evices tow ard s this end . Effective Know led ge Managem ent is seen as a
necessity in m eeting the challenges of the new “inform ation age” or “kno w led ge society” (Styhre 2003; McN abb 2006: 4).

Guid o Bertucci, d irector of the U.N ‟s d ivision for Public Ad m inistration argues
that there are benefits to be had for both the public sector firm w hich em ploys
proper Know led ge Managem ent and for the citizens w hich they serve. In the
preface to the United N ations e-Governm ent Survey com piled by the United
N ations Departm ent of Econom ic and Social Affairs UN DESA he states that

36

“ for citizens the benefits to be reaped from KM include better services, more
choices, more personalization and greater accountability of how their money is
spent. For the organization, KM provides the major benefit of improving the organization’s performance through increased efficiency and innovation.” (UN DESA 2008: iii.)
There are roughly three theoretical concep ts w hich d rive Know led ge Managem ent. The first tw o w ere d eveloped out of the im portance of valuing the “soft”
assets of organizations for d eterm ining their econom ic value (inform ation econom ics). These are intellectual capital theory and intellectual property theory.

Intellectual capital is d efined as the d ifference betw een “the book value of a
com pany and the am ount of m oney som eone is prepared to pay for it” (Baske rville et al. 2006: 86) d ue to soft assets like strength of a brand and cu stom er
loyalty w hich ad d value to a com pany.

Intellectual property refers to copyrights, trade secrets, patents and the like.

The last d riving concept in Know led ge Managem ent; core com petence m a nagem ent, arose out of w ork d one in the area of organizational strategy. (Baskerville et al. 2006: 86.)

Core com petencies of organizations and ind ivid uals are a set of know -how or
specialties that can be leveraged to the advantage (usually econom ic) of that
ind ivid ual or organization.

In sum m ary Know ledge Managem ent is the enterprise of harnessing and leveraging of all three of these: intellectual capital, intellectual property and core
com petencies; in any organization. Also includ ed in this end eavor are all the
supporting technologies used as tools to this end . This is w hy Inform ation
Com m unication Technologies are so central to Know led ge Managem ent and by
extension central to governance.
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As can be expected , KM d oes have practical im plications for organizational
structure and hum an resource m anagem ent.

In practice w hen the intellectual capital, core com petence, and intellectual
property are leveraged optim ally in an organization the result is the creation of
a Know led ge Intensive Firm (KIF). Proponents of Know led ge Managem ent
w ho apply the concep t to the public sector envision that eventually the public
sector agencies w ill be Know led ge Intensive Firm s.

The d efinition of a Know led ge Intensive Firm is a d ifficult one to cod ify. There
d oes exist how ever, som e com m onality betw een the m yriad d efinitions available. It is agreed that a Know led ge Intensive Firm or KIF in som e w ay specializes
in offering know led ge and core com petence as their prim ary prod uct and are
m ostly engaged in know led ge w ork. Know led ge w ork can be d efined as the use
of jud gm ent highly su pported by theoretical an d intellectual know led ge w hich
can be relied on. Know led ge Intensive Firm s em ploy su bstantial am ounts of
people w ho w ork on com plex tasks that require a high d egree of autonom y and
personal jud gm ent or d iscretion. (Alvesson: 2004.)

The Know led ge Intensive Firm can be consid ered as an evolution aw ay from
Webarian bureaucratic organization. In the post ind ustrial inform ation age in
w hich w e live, trad itional bureaucratic organizations have proven to be less
useful than they once w ere. Also the econom ies of t he “d eveloped w orld ,” it is
argued , have changed from natural resource based to intellectual asset based . In
thinking about the need s of the current age, acad em ics like Warren Bennis as
early as 1967 in an article titled „Organizations of the Future‟ proph etically d escribed w hat has ultim ately becom e the Know led ge Intensive Firm .

Characterized by flatter netw orks (as opposed to hierarchical) structure, re sponsiveness to rapid changes in the environm ent, tem poral substructures, e m ployee centric and highly ed ucated w orkforce, Bennis‟s d escription of the or-
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ganization of the future d oes not d iffer m uch from that characterized by Mats
Alvesson (2004) in his book „Know led ge Work and Know led ge-Intensive
Firm s.‟

Though he separates Know led ge Intensive Firm s (KIFs) into 2 categories (professional service firm s and R&D firm s), Alvesson (2004: 21) lists the follow ing as
characteristics com m on to all KIFs.

H ighly qualified , highly paid ind ivid uals d oing sym bolic w ork (meaning
that the output is not the transfer of m aterial tangible objects)
Preference for autonom y over hierarchy
Use of ad hoc sub-organizational form s (exam ple: task oriented team s or
cellular m od ules)
Extensive com m unication for problem solving
Id iosyncratic client services
Inform ation, pow er, and fin ancial asym m etry
Subjective or uncertain quality assessm ent

After Know led ge Managem ent, the next central tenet of Governance theory to
be d iscussed is participation . The com bination of Know led ge Managem ent and
participation provid e the prescription for structural organization found w ithin
Governance theory. Although they are treated separately, Know led ge Ma nagem ent and participation are highly interrelated and interd epend ent.

3.2.2. Participation and The Public Sphere
Much scholarship and theorizing have been d one regard ing the idea of public
participation and the public sphere. Though they m ay be expressed in a nu m ber of w ays, scholars in this field agree that m ore political, collective and d em ocratic m echanism s should be em ployed to send m essages to g overnm ent and
“governing should be about find ing out what the public w ants and find ing
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w ays of d elivering those services” (Peters 1996: 50). They also agree that trad itional “bureaucracy is an im ped im ent to good governm ent and if nothing else
changed there m ust be a new m eans for d elivering public services” (Peters 1996:
50).

They argue that the low er echelons of hierarchical organizations are a w ealth of
untapped resources and talent. It is thought that since w orkers at the low er
echelons of organizations are the closest to the prod uction of good s or the point
of service, that “they have the greatest insight and inform ation about the pr ogram s. It is assum ed further that if those id eas and talents w ere harnessed ad equately, then government w ould perform better” (Peters 1996: 51).

The proponents of increased participation support it in term s of public sector
em ployees having m ore say in their place of em ploym ent, clients of those pu blic sector organizations (the general citizenry) having m ore say in p ublic s ector
d ecision m aking, and public sector agencies having m ore autonomy and “say”
in their area of specialty vis a vie the total adm inistrative system .

The conceptions of a participatory state can be d ivid ed into fou r categories.
These are participatory m anagem ent, d iscu rsive d em ocracy, street level bureaucracy, and com m u nitarianism .

Participatory m anagem ent m ainly concerns m em bers of a public organization
charged w ith d elivering a service. It is argued that the m ost effective m od e of
m otivating em ployees w ithin a public sector organization is to foster involv em ent and participation. It is further argued that em ployees need w id e girth to
exercise som e initiative and should be allow ed a greater m easure of ind epe nd ent d ecisions. That w ay they w ould be w illin g to invest more tim e and energy
in the organization. (This is id ea is part of the hum an relations perspective d iscussed in section 2.6.) Accord ing to the participatory m anagem ent approach
“the general prescription for m aking governm ent function better, th erefore, is
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to foster greater ind ivid ual and collective participation by segm ents of gover nm ent organizations that com m only have been exclud ed from d ecision m a king”
(Peters 1996: 51; see Malinga 2008.)

Going one step beyond participatory m anagem ent, w hich focuses on the em ployees of public organizations, the proponents of d iscursive d em ocracy argue
that the public should be “asked to d ecid e all m anner of policy issues by a d irect vote” (Peters 1996: 58). Proponents of this view find even representative
d em ocracy to be lacking. “These id eas have a m uch broad er conception of po pular participation and d em ocracy than conventional representative d em ocracy”
(Peters 1996: 58).

Scholars w ho favor this view hold that a broad er range of citizens should be
involved in the “shaping of issues, form ulation of responses and perhaps also in
the im plem entation of program s” (Peters 1996: 58). A practical exam ple of d iscursive d em ocracy would be a referend um . In w hich m em bers of the public
vote d irectly in favor of or against a particular point of public policy. For exam ple in the United States these are routinely attached to voting ballots d uring
Presid ential (general) and Congressional (m id -term ) elections.

The d iscursive line of argum ent d ovetails w ith the id eas of theorists on the pu blic sp here like Jürgen H aberm as. H e d eveloped the concepts of the “ideal speech
community” and “communicative rationality” in ord er to d escribe the cond itions
und er w hich participation w ould be consid ered m ost effective.

Id eally, in H aberm as‟s conception, there w ould be no hierarchy of ind ivid uals
or of id eas, instead , an egalitarian open forum w here all id eas are equally v alued . H e posits that in this sphere all id eas should be voiced in ord er to gauge
the true range of opinion w ithin the com m unity. (see H aberm as 1989; Peters
1996: 59.)
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This d iscursive d em ocratic approach m ay also prom ote transparency since a
sid e effect of soliciting d irect participation by vote is that the public has to have
know led ge of the issue to be voted on.

Street-Level bureaucracy is the third approach to participation. This approach
attem pts to stud y and d escribe in m ore d etail the pow ers that em ployees at the
street level or public organizations possess. It ad d resses the w ays in w hich
“face to face contacts betw een public em ployees and the pu blic help to d efine
the relationship betw een the state and society” (Peters 1996: 56). Consequently
it is thought that particularly this group of em ployees should be the target of
em pow erm ent (see Lip sky 1983).

Lastly, proponents of com m unitarianism reject the centrality of bureaucratic
agencies in the d elivery of public service and argue instead that one should
look tow ard s “m eans of „coprod uction‟ and personal involvem ent” (Peters
1996: 62) to im prove the perform ance of governm ent. Specifically, som e scholars envision reviving volunteerism and every type of ind ivid ual and collective
initiative as alternatives to the bureaucratic m ethod of provision of services (see
Etzioni 1985; 1991a; 1991b; 2006).

Proponents of this approach favor the growth of civil society or “the third sector.” In their conception N on Governm ental Organizations, Religious Instit utions, Com m unity organizations and the fam ily for exam ple w ould provid e
m ore caring and effective services.

All four approaches d iscu ssed participatory m anagem ent, d iscursive d em ocr acy, street level bureaucracy, and com m unitarianism have im plications for the
structure of public organizations, m anagem ent of public organizations, policy
m aking and the public interest. In sum m ary, th e m od el of the participatory
state hold s that the public interest is best served by m axim um involvem ent by
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all stakehold ers. This very notion is incorporated heavily in the conception of
Good Governance.

3.2.3. Good Governance
The m em ber states of the UN have agreed upon 8 facets that constitute “Good
Governance” (see Figure 1). These are participation, the rule of law , transparency, responsiveness, consensu s orientation, equity and inclusiveness, effectiv eness and efficiency and accountability. (UN ESCAP 2009; Agere 2000: 1−10.) By
listing and d efining Good Governance it theorizes the existence of bad governance and creates the possibility to have Good Governance as a m easurable
id eal to strive tow ards. Presum ably w ith “best” governance being that w hich
com es closest to fu lfilling these 8 id eals, and bad governance being that w hich
is farthest aw ay.

Figure 1. Good Governance (UNESCAP: 2009).

Participation: Particip ation by all stakeholders in the society is a salient factor
in good governance. Both d irect and ind irect pa rticipation via legitim ate inter-
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m ed iate institutions; as is the case w ith a representative d em ocracy for exa m ple, are possible.

Participation in this sense also d em and s that the participants are inform ed and
organized . In ord er to facilitate an inform ed a nd organized participatory base,
prerequisites are freedom of expression and association and an organized civil
society. (UN ESCAP 2009.)

Rule of Law : Som e other prerequisites of Good Governance are just legal fram e
w orks w hich are enforced w ithout partiality. That in turn requires an ind epend ent jud iciary and law enforcem ent system s free of corruption. (Ibid .)

Another com ponent of Good Governance w hich exists und er the um brella of
the rule of law is protection of hum an rights especially those of m inorit ies (ibid ).

Transparency: The id ea of transparency as a com ponent of Good Governance
m eans that inform ation on d ecisions and executions of the d ecisions m ad e by
governm ent are freely available and fully com prehensible. Special em phasis is
placed on the id ea that those w ho are affected by such d ecisions should be able
to access all inform ation freely. An exam ple of a m ove tow ard transparency
w ould be the “Freed om of Inform ation Act” in the United States. (Ibid .)

Responsiveness: Governm ent institutions should be service oriented and execute all services and or processes in a tim ely m anner (ibid ).

Consensus Oriented: Consensus orientation m eans that governm ent should try
to build or gain consensus about w hat is best from am ong all stakehold ers in
Society, even though there are m ultiple actors w ith a plurality of interests. The
governm ent should also seek ad vice on how this consensu s can be achieved .
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Und er the um brella of consensus orientation is long range perspective on su stainable hum an d evelopm ent, strategies and plans for their execution. This can
be achieved w ith com prehensive und erstand ing of historical, cultural and social
contexts of affected societies or com m unities. (UN ESCAP 2009.)

Equity and inclusiveness: The w ell being of society hinges on the id ea that
m em bers feel and are assured that they are includ ed and have a stake in the
m ainstream of the society (ibid ).

Effectiveness and efficiency: Good Governance strives to fulfill the m and ate to
best m eet the need s of society w ith the lim ited resources available. This efficiency also extend s to the use of natural resources in sustainable w ays and to
environm ental protection. (Ibid .)

Accountability: Another critical com ponent of good governance is that g overnm ental, civil societal and private sector institutions should be accountable
to those m em bers of the public w hom they serve as w ell as any institutional
stakehold ers. Organizations and institutions are accountable to those w ho w ill
be affected by their d ecisions and actions. In ord er for accountabilit y to be enforced , there need s to be transparency and the rule of law . (Ibid .)

Given these d efinitions; Good Governance can be conceived as both a part of
Governance theory and a d escription of or prescription for the practical execution of theories of Governance.

Ensconced w ithin all the facets of Good Governance are id eas of Know led ge
Managem ent and participation. For exam ple equity and inclusiveness, accou ntability, and consensu s orientation all involve notions of participation. Mea nw hile transparency, the rule of law , and responsiveness can be seen from the
Know led ge Managem ent perspective. H ow ever, these are sim ply conceptual
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lines. Know led ge Managem ent and participation concepts are highly syne rgized and m utually d epend ent w hen Good Governance occurs in practice.

N otions of Governance and Good Governance have also transferred to electro nic m eans of governing as becom es evid ent in section 3.3.

3.3. e-Governance and m -Governance
From Max Weber‟s bureaucracy to the reform s of N ew Public Managem ent, th e
d iscipline of Pu blic Ad m inistration has been concerned w ith how Governm ent
can „run better.‟ With the d evelopm ent of concepts like the “Citizens‟ Charter”
in the UK and the N ational Perform ance Review of 1993 in the U.S; a m ore cu stom er (citizen) service focus w as also introd uced (Pollitt & Bouckaert 2000: 556.)

By the beginning of the 21st century, internet use in d eveloped countries w as
increasing at an unpreced ented rate (Statcan 2009). The internet w as being used
for exchange of inform ation. Businesses in the private sector realized that this
w as a cost effective m ethod of com m u nicating w ith their custom ers. It is no
surprise then that eventually governm ent agencies all around the “d eveloped ”
w orld eventually started to use the internet to co m m unicate w ith citizenry as
w ell. This use of the internet to further the goals of governm ent is term ed ele ctronic governm ent or e-Governm ent. (Al-H akim 2007: 1; World Bank 2009b.)

E-Governm ent‟s potential to bring citizen‟s closer to their government w as u nparalleled . Governm ent had the ability to publish inform ation regard ing t he
availability of services at governm ent offices such as hours of op eration and
contact inform ation. Later, m ethod s w ere d eveloped for citizens to interact w ith
Governm ent by correspond ing w ith officers of the Governm ent d irectly via the
internet. Lastly m ore sophisticated m ethod s of e-Governm ent evolved . Com pleting transactions like; paying taxes, applying for a passport, requesting and
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requesting a birth certificate are exam ples of these. E-Governm ent is also used
for stream lining intra governm ental m anagem ent and operations, increasing
governm ental interoperability and creating m ore efficiency and red ucing costs.
(Inform ation for Developm ent Program 2002; Laitner 2003.)

More recently, scholars and governm ent officials are again starting to reconceptualize w hat governm ent should be and d o. In light of the new focu s on
governance, Governments are thinking of governance as “a broad er concept
d escribing form s of governing w hich are not necessarily in the hand s of form al
governm ent” (Saxena 2005:499).

Ow ing to this, m ore partnerships betw een governm ent and civil society have
d eveloped tow ard s better governance. Following this shift tow ard s governance,
there is an em ergent com m ensurate shift from sim ply e-Governm ent tow ard s eGovernance.

Accord ing to Riley (qtd . in Saxena 2005: 500), E-Governance is the

“commitment to utilize appropriate technologies (… .).to advance democratic expression, human dignity and autonomy, support economic development and encourage the fair and effective delivery of services.”
N otions of w hat it m eans for governm ent to be efficient have changed . Ther efore a focus on e-Governance is seen as m ore beneficial for citizens because it
focuses on outcom es for the citizens. “The bottom line so to speak is effective
service of the citizen, not just outputs of governm ent” (Saxena 2005: 500).

Unfortunately for countries d eem ed “Developing” and “Transitional” (meaning
from low ($905 or less) Gross N ational Incom e GN I per ca pita to upper m id d le
incom e ($3,596- $11,115) by the World Bank), (World Bank 2009a) the benefits of
e-Governm ent/ Governance, potential or real have been only m arginally available to them . Lacking infrastructure critical to the use of the internet w hich co m -
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prises a large percent of Inform ation and Com m unication Technologies (ICTs),
lack of com puter literacy (on the part of civil servants and the public), and pr ohibitive costs, are som e of the barriers to effective use of E-Governm ent or EGovernance in those countries. (Saxena 2005: 502; Rathgeber 2006.)

In light of these barriers to E-Governm ent/ Governance faced by the d eveloping
w orld ; it is argued that effective use of m -Governance can be em ployed tow ard s Good Governance in “d eveloping” and “transitional” countries.

m -Governance refers to harnessing m obile technology (mobile phones, internet
enabled m obile phones, PDA‟s, Wi Fi and w ireless netw orks) for governance
purposes. In other w ord s,

“the strategy and its implementation involving the utilization of all kinds of wireless and mobile technology, services, applications and devices for improving benefits to parties involved (… ) including citizens, business units and all government
units.” (Kuschu & Kuschu 2003.)
Statistics on m obile phone use especially in the d eveloping countries and even
“least d eveloped ” countries show that they are the fastest grow ing m arket. As
of 2004 “globally, the num ber of m obile phones has surpassed the num ber of
fixed / w ired phones. This is also the case in m any ind ivid ual na tions, includ ing
49 m id d le-incom e and 36 low -incom e countries.” (Lallana 2008.)

“Developing" and "transitional" countries have a w id e range of availability of
internet presence. For those in the low incom e to upper low incom e category
(d eveloping), m -Governance can be conceptu alized as an entity onto itself or as
a stepping stone to e-Governance. While those in the upper m id d le incom e
(transitional) w ith a higher rate of internet penetration, can afford to use it as a
com plem ent to em erging e-Governm ent presence. (Ghyasi & Ku shchu 2004:
3−5.)
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Mobile phone use and availability, covers all strata of the population elim ina ting the problem of lacking infrastructure. Also, unlike the internet, w om en and
girls have equal access to cell phones as m en (see Rathgeb er: 2006). Also, the
learning curve is low er since even persons classified as illiterate can use a cell
phone or can qu ickly learn how to use one. Lastly this option is afford able for
m any governm ents in the “d eveloping w orld .”

Also to be consid ered is th e possibility of “leapfrogging” over com puter based
internet and going d irectly to m obile based internet. For exam ple in the Congo,
w hich is categorized as a least d eveloped country, m ost citizens are using WAP
through their phones. This m eans that for man y ind ivid uals, their first encou nter w ith the internet is via m obile phone rather than com puter. (Ghyasi & Kus hchu 2004: 4.)

Proponents of m -Governance argue that there are m any benefits to using it. It
can be a flexible tool that is tailored tow ard s cult ure ensuring its relevance to
the citizenry. It helps governm ent reach citizens across the d igital d ivid e. It also
reaches trad itionally und errepresented citizenry like w om en and girls, people
below the poverty line, and perhaps d isabled ind ivid uals m ore effectively than
e-Governm ent w hich relies only on the internet w ould . Lastly it provid es o pportunities for entrepreneurship. (see Gold stuck 2004; Quad ir 2006; The World
Bank 2007; Lallana: 2008. )

3.4. Culture and Its Role In Governance
N ow that the tenets of Governance theory have been d iscussed as w ell as the
id ea of e-Governance; the last theoretical concept germ ane to this thesis is the
id ea of culture, its effects on the public sector organizational behavior and g overnance.
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Like m any other concepts d ealt w ith in this theoretical section of the stud y, the
d efinition of culture is plural. Culture can be conceptualized as a com bination
of w hat people think (id eas, values, beliefs, know led ge, trad itions, their perce ptions of them selves and others); and w hat they d o (the w ay they organize society, fam ilial ties, their nation state and the w ay they ad apt to their environm ent).
(Keesing & Strathern 1998: 14−25.)

UN ESCO (qtd . in H uovinen 2007), has offered a d efinition that is particularly
useful
“(… ) the set of distinctive spiritual, material, intellectual and emotional features
of society or a social group, and it encompasses, in addition to art and literature,
lifestyles, ways of living together, value systems, traditions and beliefs.”
Culture has both internal and external ram ifications for organizations. Organ izational behavior is a d escription of the w ay ind ivid ual people and people as a
collective act in an organization. It is also how this collective action form s a unit
w hich in turn “acts” in relation to its environm ent.

Culture can have an intangible quality to it since although som e aspects of cu lture are very visible; like state institutions for exam ple, other aspects like
norm s, beliefs, com m unication styles and values are not. They are only m ad e
visible tem porarily through actions w hich reflect them .

The Iceberg Mod el of Culture illustrates the concept very w ell. The tip of the
Iceberg rep resents the visible aspects of cu lture, w hile the area below the w ater‟s surface represents the invisible ones (see Am orim 2001: 2).

It is this hid d en, ephem eral and chim erical aspect of cu lture that has the m ost
im pact on organizational behavior as it in flu ences organizational d ecision m aking, structure and interactions w ith the environm ent.

50

Good enough (qtd . in Keesing & Strathern 1998: 16) says culture has effects on
d ecision m aking in organizations because hid d en form s of culture (norm s, b eliefs, valu es com m unication styles) provid e the “stand ard s for d ecid ing w hat is,
(…) for d ecid ing w hat can be, (…) for d ecid ing how one feels about it (…) for
d ecid ing w hat to d o about it, and (…) for d ecid ing how to go about d oing it.”

In term s of structure, the internal culture of an organization can help to shape
the structure. An exam ple w ould be that of organizations w hich have a “kno w led ge culture.” These organizations value “learning and creativity, and these
im ply a com m itm ent of em ployee tim e for internaliz ing, reflecting, and articulating know led ge” (Baskerville et al. 2006: 91). Therefore those organizations
tend to be less rigid and hierarchical and m ore collaborative and netw ork
based . The belief is that by red ucing strict bureaucratic structures and ins tead
encouraging inform al com m unication and spontaneity, the result w ould be increased creativity springing from experim entation and freed om of expression.

Extend ing the notion of culture and organizations to its environm ental ram ifications is the very nucleolus of one of the issues und er exam ination in this th esis. The second of the tw o research questions surround s the culturally relevant
responsiveness of civil service. Recall that in chapter 2 the classic id eation of
public service called for a value free civil service w hich expressly restricts the
im pact of the civil service on culture and vice versa.

Given the characteristics of culture d iscu ssed above and its im pact on d ecision
m aking and organizational structure, it becom es clear that organizations are
inseparable from their environm ent since they are com prised of m em bers of the
society in w hich they exist. They both influence and are subject to the m ethod of
social organization, value system s, trad itions and beliefs, norm s and values of
their society. Therefore, it w as and is im possible to have a truly value neutral
civil service in practice.
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In fact the very notion of a value neutral civil service sprang out of particular
cultural values held by those in the Progressive M ovem ent in the U.S, and from
other scholars in Europe at the tim e (see Stever 1988: 43-44). Those notions of
the value free civil service w ere proliferated throughout the w orld via acad em ia
creating in turn a general culture or ethos w ithin civil service institutions
w orld w id e w hich w ere reticent to acknow led ge and accept their role as cultural
actors. Som e scholars id entify this phenom enon as a m ajor flaw in public se rvice w hich has contributed to problem s of legitim acy faced by som e civil se rvice institutions.

In his w ork, Jam es A. Stever (1988: 176) d raw s attention to this problem and
calls for a com m itm ent on the part of civil servants to “the beneficial im pact
that Public Ad m inistration can have on the d evelopm ent and m aintenance of
public cu lture.” By pu blic culture he m eans “those shared rules, custom s, com m itm ents, consum able good s, d urable objects, and facilities that m ake shared
public life possible am ong a d iverse citizenry.”

Stever (1988: 176) argues that although there are m yriad forces affecting public
culture, civil service plays a particularly superior role. H e states that the reason
for that is “it d evelops policies, enforces rules, d elivers consum able good s and
d urable objects and provid es facilities that significantly shape the p ublic culture
of the citizenry it serves.”

Stever (1988:176) posits that at the very point of service, the very act of d elivering good s, public servants shape public cu lture regard less of w hether or not
they are conscious about it. In this belief, he joins his contem poraries Michael
Lipsky and other proponents of the critical role of the civil service at the “street
level.” (see Lipsky 1980: 414−422.)

Evid ence that bears out their theory exists in the m ostly successful efforts by
civil servants w orking in the public health sector to change the cultural r e-
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sponse tow ard s persons w ith H IV in the United States. The original cultural
response to the H IV epid em ic w as one of sham e, secrecy, and of shunning persons w ith the d isease. Follow ing m assive p ublic health cam paigns, it can be
said that now the cu ltural response to persons w ith H IV in the U.S is u sually
one of com passion and w illingness to help “fight the d isease.” The stigm a attached to the d isease has been significantly red uced .

Encom passed w ithin the sam e exam ple, there also exists an exam ple of the
w ays in w hich m em bers of the public influence and help shape public ad m inistrative policy. Prior to the m assive cam paign on the part of civil service regar d ing H IV, a sm all m inority of the public consisting of persons w ith HIV and their
relatives and supporters form ed N on Governm ental Organizations like ACTUP and the Gay Men‟s H ealth Crisis. These organizations lobbied and pressured the m em bers of the public health institutions to act. (Powers, Vogele,
Kruegelr, & McCarthy1997: 10.)

This reflexive influential relationship betw een cultural environm ent and public
service institutions is m ost beneficial w hen: citizens have u nfettered access to
their civil service institutions, and w hen civil service institutions have the fle xibility and know led ge to respond in the m ost efficient, exped ient and relevant
w ay. Those notions are central to governance and it is in this very space that
theoretically, Inform ation and Com m unication Technology can be em ployed
m ost usefully.

53

4. METHOD OLOGY AN D FRAMEWORK OF AN ALYSIS
This thesis centers around tw o research questions:

Is Information and Communication Technology/M obile Technology (ICT) being used as
a tool in reshaping of public administrative systems in keeping with the structural and
participatory demands of Governance/Good Governance?

If ICT is being used toward the structural and participatory aims of good governance,
how are these changes responsive to or reflective of the environmental culture in which
the administrative system operates?

In ord er to shed som e light on these issues I have d ecid ed on an exploration of
the subject though the prism of Governance theory for the theoretical approach
and fram ew ork of analysis.

Second ly, for a practical d im ension to the inquiry, I have selected the qualit ative approach to research in w hich the object of stud y w ill be cases. These cases
w ill consist of the e-Governance initiatives of five United N ations m em ber
states: The United States of Am erica, Estonia, The Philippines, Kenya and
Guyana.

I w ill id entify each country‟s status w ith regard s to the U.N stand ard s for e Governm ent read iness, exam ine their stated goals for e- Governm ent initiatives
and finally exam ine som e of each country‟s e-Governm ent projects online.

Beginning w ith the qu alitative m ethod ; then case stud y, and finally governance
theory, a d efinition and explanation of each com ponent of m y m ethod ology
along w ith stud y m aterials follow s.
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Qualitative M ethod

Qualitative analysis is alw ays d efined in polar opposition to quantitative analysis and is characterized by sm all d eliberately chosen sam ple size, and em phasis
on exploratory theory/ hypothesis generation rather than testing of existing h ypothesis.

As Johnson, Cham bers, Raghuram and Tincknell (2004: 3) argue in their conception of research practice, the m ethod selected for the stud y is d epend ent on the
research questions asked and one m ust use approaches and m ethod s suitable to
the specific aim s and questions posed .

When conceptualizing the research process, it is also im portant to select a m ethod w hich allow s space for the id ea that research is by its nature a cultural a ctivity located w ithin the pow er relations of the acad em y and acad em ia. It w as
also im portant to select a m ethod w hich takes into account the agency of the
researcher. (Johnson et al. 2004: 2.)

The quantitative or variable oriented m ethod (w ith its proclivity to positivism
and aim s at creating law like theories) has long d om inated the field s of natural
and social science. H ow ever, perhaps because of the concerns m entioned above,
there has been m ore m ovem ent tow ard s the qualitative approach.

Accord ing to Denzin and Lincoln (1994: ix)

“a quiet methodological revolution has been taking place in the social sciences. A
blurring of disciplinary boundaries has occurred. The social sciences and humanities have drawn closer together in mutual focus on an interpretive, qualitative approach to research and theory.” “W here only statistics, experimental designs, and
survey research once stood (… ) scholars are experimenting with the boundaries of
interpretation, linking research to social change.”
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Recall that in section 3.3.3 it w as argued that the found ational ideas in Public
Ad m inistration are a cultural construct. Therefore, on the m acro level, this
stud y can be seen as one aim ed at prod ucing know led ge about cultural
processes and social change. On the m icro level, one of the research questio ns
concerns cultural resp onsiveness. Culture, w ith its intangible nature, is not eas ily given to quantification. That feature of cu lture rend ers the quantitative m ethod unsuitable in this case.

More suitable, is one of the strategies m ost utilized in the qualitative approach
to research. The case stud y.

Case Study

The case in this approach is the object of stud y. Cases m ay be sim ple or co m plex; a person, a com pany, or a country for exam ple. H ow ever, w hatever the
case is d eterm ined to be; it has to be specific and bound ed . “Its behavior is patterned . Consistency and sequentialness are prom inent. It is com m on to reco gnize that certain features are w ithin the case and other features outsid e.” (Stake
1994: 236.)

Though there are m any types of cases w hich fit su ch broad criteria, accord ing to
Stake (1994: 237), it is possible to conceptualize and categorize cases based on
the interests or goals of the researcher. H e posits that there are either intrinsic or
instrum ental interests in cases on the part of researchers. In the first instance,
the researcher und ertakes the stud y sim ply for the und erstand ing of that pa rticular case rather than because the case is representative or typical of other ca ses.

On the other hand , there is the instrum ental case stud y in w hich “a particular
case is exam ined to provid e insight into an issue or refinem ent of theory” (ibid .
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237). The case plays a “supportive role facilitating our und erstand ing of som ething else” (Stake 1994: 237) and is selected for that reason.

When several such cases are stud ied jointly tow ard s a com m on end ; it can be
term ed a collective case stud y. The cases are chosen because “it is believed that
und erstand ing them w ill lead to better understand ing and perhaps better the orizing about a still larger collection of cases”( ibid . 237).

My aim is to cond uct a collective case stud y of five countries in ord er to seek an
answ er/ som e answ ers to the stated research questions.

In selecting the cases, it w as necessary to first establish several com m on bou nd aries for each case based on the question posed . To d eal w ith the first research
question: Is Information and Communication Technology/M obile Technology (ICT) being
used as a tool in reshaping of public administrative systems in keeping with the structural and
participatory demands of Governance/Good Governance? it w as necessary that:

the countries subscribe to the sam e notion of good governance and see
the tenets of good governance as id eals to w hich they should strive
each country envisions Inform ation Com m unication Technology (ICT)
as a vehicle to realize those id eals of good governance
each country have a p articular stated interest in the participatory aspect
of good governance (since there are m any aspects to the id eals of good
governance and participation is only one such aspect)
sufficient m aterial about the countries‟ Public Ad m inistration initiatives
in this regard is available

To respond to the question: If ICT is being used toward the structural and participatory aims of good governance how are these changes responsive to or reflective of the
environmental culture in which the administrative system operates? it w as necessary
that:
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the country has at least one exam ple of an Inform ation Com m unication
Technology project available
a d escription of how the project is intend ed to w ork is available

All five cases fit these criteria and each case w ill be presented in turn in chapter
5.

Theory as Framework Of A nalysis

Governance theory is an um brella theory that is an am algam of theories d erived
from interd isciplinary approaches to the stu d y of governing. Governance is inclusive of theories from the acad em ic d iscip lines of ad m inistrative sciences, s ociology, anthropology, political science, cultural stud ies, gend er stud ies and
psychology to nam e a few . Theories that apply to governance span the conceptual areas of m anagem ent, the public sphere, Know led ge Management, organ izational structure and behavior, public sector ethics and m ore. Due to the sheer
bread th of possibilities from w hich to apply governance t heory to any stud y, it
w as necessary to focu s the scope on a few of these su b theories. These I have
used as a fram ew ork of analysis through w hich to exam ine the cases.

The aspects of Governance theory used w ill be:
Know led ge Management w ith particular focus on the structural changes
in organizations (from vertical to horizontal or netw ork necessary to facilitate effective Know led ge Managem ent.)
The eight tenets of “good governance” nam ely; participation, the rule of
law , transparency, responsiveness, consensu s orientation, equity and inclusiveness, effectiveness and efficiency and accountability
Id eas of participation and the public sphere
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These aspects of Governance theory w ere chosen because of their relevance to
the questions at hand . The Know led ge Managem ent aspect of Governance
theory clearly d elineates the structural changes one can expect in an organiz ation w hen it is im plem ented tow ard s m ore effective or efficient ou tput (Tobin &
Franze 2005: 3−4.) That being the case one should be able to com p are the civil
service structure in each case to the expected horizontal or netw orked structure
d ictated by the Know led ge Managem ent theory in ord er to d iscern w hether any
structural shift has ind eed occurred .

The id ea of “Good Governance” is an aspect of Gov ernance theory that is also
explicit. Since it exists as an id eal tow ard w hich institutions (in this instance
countries) strive as a m eans to provid ing better services to all constituents, any
actions and initiatives incorporating any of the eight id eals can be said to be a
m ovem ent tow ard s “Good Governance.” Therefore, one m ay look for stated
intent and subsequent actions tow ard s “Good Governance” on the part of the
countries that constitute these cases.

Concepts around public participation and the public sphere can be used to exam ine participation and responsiveness to environm ental cu lture.

Primary M aterials

The m aterials used throughout this thesis to offer relevant background inform ation, explain theories and support argum ents are books, articles, p eriod icals,
journals, internet w eb sites and m ultim ed ia. H ow ever I have listed m y m ost
prim ary sources for the practical section below .

The UN E-Governm ent Survey Docum ent of 2008: used to establish the
level of e- Governm ent read iness for each nation.
The latest available Inform ation and Com m unication Technology strat egy d ocum ents for the U.S.A, Guyana, The Philippines, Kenya and Est o-
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nia: used to establish the stated goals of each nation‟s e-Governm ent initiative.
The United N ations Public Ad m inistration Program m e UN PAP Ad m inistrative Profile for each country: used to und erstand the structure of the
ad m inistrative system s in ord er to d eterm ine stru ctural shift.
E-Governm ent projects cond u cted by each country und er stud y: to d eterm ine issues of participation and cultural im pact in practice.
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5. PRESEN TATION OF CASES AN D AN ALYSIS
In this chapter each case w ill be presented . The m ethod of presentation w ill be
in the form of a profile of Guyana, Kenya, The United States, The Philippines
and Estonia. Profiles w ill consist of id entifying inform ation for each country, a
very brief synopsis of ad m inistrative structure, inform ation about assessed ICT
read iness, and a sum m ary of key points the ICT strategy d ocum ent.

Follow ing presentation of all the cases, beginning in section 5.6, a presentation
and analysis of find ings gleaned from the ICT strategy docum ents and e Governance projects w ill be m ad e.

As m entioned in chapter four in the notes on m ethod ology, the three m ain d o cum ents used in this p ractical aspect of th e stud y are: The UN Adm inistration
Country Profile, UN E-Governm ent Survey 2008, and the Inform ation Com m unication and Technology strategy d ocum ents of each country.

The UN Pu blic Ad m inistration Country Profile d atabase provid es inform ation
on the Public Ad m inistration of countries w orld w id e. Each profile includ es
general country inform ation, legal structure, state and civil society, civil service,
ethics in civil service, e-Governm ent as w ell as links to relevant inform ation.

The “UN E-Governm ent Survey of 2008: From E-Governm ent to Connected
Governance” is an extensive d ocum ent and correspond ing d atabase published
by the United N ations Departm ent of Econom ic and Social Affairs (UN DESA)
Division of Public Ad m inistration and Developm ent Managem ent (DPADM).
The survey accesses the e-Governm ent read iness of each of the 192 UN Mem ber
States. The survey w as a w orld w id e collaborative effort supervised by the chief
of the Know led ge Managem ent Branch of DPADM. The rigorous m ethod ology
for the survey w as d eveloped in 2003 and refined again in 2007 to assess w eb
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read iness from a “citizen user” perspective. Accord ing to UN DESA (2008) the
stated objectives of the su rvey are to provid e a:
“Comparative assessment of the M ember States’ ability to transform their governments by using information and communication technologies to deliver online services and products to their citizens.
Benchmarking tool to monitor the advancement of governments in implementing e-Government services.”
The find ings of the su rvey are d isplayed in num erical form in several ind ices.
The num erical d ata that ind icates overall read iness is the UN e-Governm ent
Read iness Score. The countries are assigned scores on a scale from 0.000 to
1.000. The e-Government Read iness Ind ex is a com posite ind ex m ad e up of the
Web Measure Ind ex, the Telecom m unication Infrastructure Ind ex and the H um an Capital Ind ex. The Web Measure Ind ex m easures the level of sophistication of the nation‟s online presence on a continuum from “em erging” to “co nnected .” The Telecom m unication Infrastructure Ind ex is com prised of the nu m ber of internet users, num ber of personal com puters, num ber of m ain telephone
lines, nu m ber of cellular phones and availability of broad band ing per hund red
persons in the nation. Lastly the H u m an Capital Ind ex is a com posite of the
ad ult literacy rate and the gross enrollm ent ratio for prim ary to tertiary ed ucation of each nation.

Inform ation Com m unication Technology strategy d ocum ents are prod uced by
nations to outline their strategy for leveraging ICT to provid e services to citizens electronically and for creating efficiency in their intra governm ental
processes.

They typically state the im portance of ICT, m ake the case for reasons that the
country should m ake the m ost of e-Governm ent/ Governance, and state their
national goals for the use of ICT by their Governm ent. They also typically ou tline the precise strategy, recom m end ations for its im plem entation, and the d etail the prerequisites and resources necessary for execution.
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There are several levels at w hich e-Governm ent m ay be im plem ented and the
strategy docum ent is usually geared tow ards a particular level. (see UN DESA
2008; E-Governm ent Task Force 2002.)

Level 1 Emerging: The nation‟s online presence is largely based on a w eb page
or site w ith links to m inistries or d epartm ents. The inform ation is static and
there is little to no interaction w ith citizens. (UN DESA 2008.)

Level 2 Enhanced : The nation provid es som e inform ation on pub lic policy, and
or other aspects of governance. They also provid e access to archived d ocum ents
such as reports, law s, the constitution, regulations, form s etc. They also offer
som e m easure of interaction w ith citizens. (Ibid .)

Level 3 Interactive: The nation offers partially online services su ch as d ow nload able tax form s an d passport applications. There is the em ergence of an o nline portal w ith services geared tow ard s convenience of citizens. The use of
m obile technology to com m unicate w ith citizens is also consid ered interactive.
(Ibid .)

Level 4 Transactional: The nation offers fully online services like tax filing and
paym ents, birth certificate applications, passport and license renew als. The se rvices are offered on a 24/ 7 basis. There are online portals and m ultiple oppo rtunities for e-Participation in governm ent includ ing but not lim ited to voting on
the w eb or by m obile applications. (Ibid .)

Level 5 Connected : Governm ents d evelop an integrated back office infrastru cture w hereby m inistries and d epartm ents are seam less, interconnected and interoperable offering citizens “one stop” services. All stakehold ers (governm ent,
citizens, the third sector, and businesses) are also connected and even m ore o pportunities for participation is offered (chat room s, online d iscussion forum s to
speak d irectly w ith policym akers). (Ibid .)
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Besid es the levels of service, the strategy d ocum ents u sually includ e im plicit or
explicit reference to a few kind s of electronic services that can be enhanced by
ICT. They som etim es lay out specific plans d irected to each type of service:

Services from the governm ent to its citizens (G2C)
Services from the governm ent to businesses (G2B)
Inter agency services w ithin governm ents (G2G)
Intra agency efficiency and effectiveness (IEE). (E-Governm ent Task
Force 2002:10, 13; Inform ation for Developm ent Program 2002.)

The ICT strategy d ocum ent also typically ad d resses or involves the actors in
any e-Governm ent system . It ad d resses the politicians w ho m ake law s or policies. It ad d resses public ad m inistrators w ho d esign the program for im plem en ting the law s of policies. It also ad d resses program m ers w ho create the processes
for realizing the law s or policies from the technological angle. Importantly, it
ad d resses the eventual users of the system w ho are the citizens.

N ow that the three main sources of d ata for the stud y have been d iscu ssed in
d etail, the cases can be presented .
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5.1. The United States of Am erica
General Information:

Size:

9,161,923 sq km

Location:

N orth Am erica

Population:

303,824,640 (July 2008 est.)

World Bank Incom e Classification:

H igh Incom e

GDP:

$14.58 trillion

GDP per capita:

$48,000 (2008 est.)

Date of Ind epend ence:

July 4th 1776

Governm ent Type: The US has a constitution -based fed eral republic w ith a
strong d em ocratic trad ition. It is m ad e up of a constitution w hich is the central
instrum ent of governm ent. There is also an executive branch w ith a vice pres id ent, cabinet, and presid ent (w ho is head of governm ent). There is a bicam eral
congress consisting of the Senate w ith 100 seats and the H ouse of Represent atives w ith 435 seats. There is the jud icial branch w ith a suprem e court of 9 ju stices w ho are appointed by the senate and serve for life.

In ad d ition to the three branches of governm ent at the fed eral level there are
also state and local governm ents for counties, cities a nd m unicipalities, tow ns
and villages. (CIA 2009; UN PAP 2009a.)

Legal System : The U.S has a fed eral court system based on English com m on law
and each state has its ow n legal system usu ally based on English com m on law
(CIA 2009.)

65

e-Profile Information:

Internet Users:

223 m illion (2008) (CIA 2009.)

Mobile Phone Users:

255m illion (2007) (CIA 2009.)

e-Read iness Ind ex Score 2008:

0.864

e-Read iness Rank:

4th of 183

N ational Web Site:

www.usa.gov

ICT Strategy Docum ent and Date:

E-Governm ent

Strategy:

Sim plified

Delivery of Services to Citizens Febr uary 27th 2002

Sum m ary of the m ain points of the U.S.A‟s „E-Governm ent Strategy‟ d ocum ent:

“The initiatives are targeted at im proving the quality of services to citizens,
business, governm ents and governm en t em ployees as w ell as the effectiveness
and efficiency of the fed eral governm ent” (E-Governm ent Task Force 2002: 1).
The e-Governm ent strategy w as integral to a five-part Managem ent Agend a
com m issioned by the presid ent for m aking governm ent m ore focused o n citizens and results. (Ibid . 1.)

A review of the Fed eral Governm ent lines of business revealed “significant fe d eral perform ance problem s that could be ad d ressed by E-Governm ent and EBusiness concepts” (ibid . 2) and that “red und ant and overlapping agency activities have been m ajor im ped im ents to creating a citizen centered electronic go vernm ent” (ibid . 2). The strategic vision is that E-Governm ent should be “citizen
centered not bureaucracy centered , results oriented and m arket based actively
prom oting innovation” (ibid . 1).

They put in place 24 initiatives d ivid ed into G2C, G2B, G2G, and IEE.
The Governm ent to Citizen (G2C) initiatives w ere m eant to fulfill the goal of
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one-stop, online access to benefits, and services. They w ill also em p loy m od ern
relationship m anagem ent tools and id eas to im prove quality and efficiency of
service d elivery. (US E- Governm ent Strategy 2002: 13.)

The Governm ent to Business (G2B) initiatives are m eant to ad opt processes that
alleviate the burd en on businesses by d ram atically red ucing red und ant d ata
collection. The aim is to provid e one-stop stream lined support for, and enabling
of, d igital com m u nication w ith bu sinesses. (US E- Governm ent Strategy 2002:
13.)

The Governm ent to Governm ent (G2G) initiatives w ere m eant to enab le sharing
and integration of federal, state and local d ata to facilitate better leverage of investm ents in IT system s (e.g. geographical inform ation). They w ere also m eant
to provid e better integration of key governm ent operations, like d isaster response. The G2G initiatives w ere also to improve grant m anagement capabilities, as required by the Fed eral Financial Assistance Im provem ent Act (P.L 106107). These initiatives w ould also support “vertical” (i.e., intergovernm ental)
integration requirem ents for H om eland Security. (US E- Governm ent Strategy
2002: 13.)

The Internal Efficiency and Effectiveness (IEE) initiatives leverage com m ercial
best practices to key governm ent operations, particularly supply chain m a nagem ent, hu m an capital m anagem ent, financial m anagem ent and d ocum ent
w orkflow . (US E- Governm ent Strategy 2002: 13.)

Projects selected for analysis:

„Report to congress on the Benefits of the Presid ent‟s e-Governm ent Initiatives‟
„FY 2008 Report to Congress on im plem entation of E-Governm ent Act of
2002‟

67

Recovery.gov
USASpend ing.gov
USA.gov/ GobiernoUSA.gov
http://www.youtube.com/user/whitehouse

5.2. Republic of Kenya
General Information

Size:

582,650 sq km

Location:

Eastern Africa

Population:

37,953,840 (July 2008 est.)

World Bank Incom e Classification:

Low Incom e

GDP:

$66.48 billion (2008 est. )

GDP per capita:

$1,800 (2008 est.)

Date of Ind epend ence:

12 Decem ber 1963

Governm ent Type: Kenya is a Republic w ith an Executive branch consisting of a
cabinet, the vice presid ent and the pr esid ent w ho is the head of governm ent.
There is a legislative branch w hich is the unica m eral N ational Assem bly of 224
seats; and a jud icial branch w ith the Court of Appeal w hich has one chief ju stice. (CIA 2009; UN PAP 2009b.)

Legal System : The legal system is com prised of Kenyan statutory law , Kenyan
and English com m on law , tribal law , and Islam ic law .
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e-Profile Information:

Internet Users:

3 m illion (2008) (CIA 2009.)

Mobile Phone Users:

11.44 m illion (2007) (CIA 2009.)

e-Read iness Ind ex Score 2008:

0.347

e-Read iness Rank:

122nd of 183

N ational Web Site:

www.statehouskenya.go.ke

ICT Strategy Docum ent and Date:

E-Governm ent Strategy: The Strategic
Fram ew ork, Ad m inistrative Structure,
Training Requirem ents and Stand ard ization Fram ew ork. March 2004.

Sum m ary of the m ain points of the Kenyan „e-Governm ent Strategy‟ d ocum ent:

The
“e-Government Strategy outlines the objectives and processes for the modernization of Government, a means towards: enhancement of transparency, accountability and good governance; making the government more result oriented, efficient
and citizen centered; and enabling citizens and business to access Government
services and information as efficiently and effectively as possible through the use
of internet and other channels of communication.” (Republic of Kenya 2004: 2.)
The Kenyan ICT strategy also articulates in thorough and lengthy d etail obje ctives, proposed projects and im plem entation requirem ents regard ing G2G, G2B
and G2C com m unications. These are extrem ely brief sum m aries of intentions in
those regard s:

G2G: Cogent and com patible inform ation processing and m anagem ent policies
and bu siness processes. Appropriate skills, know led ge and attitud es necessary
for operation and sustainability of com m unication w ithin governm ent agencies.
(Republic of Kenya 2004: 3.)

G2C: The chosen approach w as to launch basic p ublishing services, follow ed by
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interactivity and finally transactional capabilities (Republic of Kenya 2004: 3).
Com m unication w ith citizens could range from paying utility bills to provid ing
inform ation about governm ental obligations (ibid . 10) or even to sourcing of
opinion polls on m atters being d ealt w ith in parliam ent and e-Voting. (ibid . 12.)

G2B: The strategy d ocum ent stressed that com m unications w ith bu siness entails
Governm ent both provid ing services to and receiving services from the corp orate w orld (Republic of Kenya 2004: 8). “Com m unication w ith Bu siness im plem entation covers portal and inform ation services, business ad m inistration, pr ocurem ent and financial services, and collaborative services” (ibid . 8).

Projects selected for analysis:

TEAMS cable project
Tand aa project
E-PashaDigital Villages & Bashiri Centers

5.3. The Co-operative Republic of Guyana
General Information

Size:

214,970 sq km

Location:

N orthern South Am erica

Population:

770,794 (July 2008 est.)

World Bank Incom e Classification:

Low er Mid d le Incom e

GDP:

$3.082 billion (2008 est. )

GDP per capita:

$4,000 (2008 est.)

Date of Ind epend ence:

26 May 1966
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Governm ent Type: Guyana is a republic and its governm ent is m ad e up of 3
branches. There is the executive branch w ith the presid ent as chief of state, the
prim e m inister as head of governm ent and a cabinet of m inisters appointed by
the presid ent. There is a legislative branch m ad e u p of a unicam eral N ational
Assem bly of 65 seats; and a jud icial branch w ith the Suprem e Court of Jud icature consisting of the H igh Court and the Court of Appeal (CIA 2009; UN PAP
2009c.)

Legal System : The Guyanese legal system is based on English com m on law .

e-Profile Information:

Internet Users:

190,000 (2007) (CIA 2009.)

Mobile Phones:

281,400 (2005) (CIA 2009.)

e-Read iness Ind ex Score 2008:

0.438

e-Read iness Rank:

97 of 183

N ational Web Site:

www.op.gov.gy

ICT Strategy Docum ent and Date:

ICT4D Guyana N ational Strategy Final Draft April 2006

Sum m ary of the m ain points of the ICT d ocum ent:

“The strategy is ground ed in the vision of all Guyanese having the opportunity
to fully participate in the inform ation and know led ge society in order to acce lerate national d evelopm ent and prosperity” (N ational ICT Workshop 2006: 4)
The specific objectives are:

Prom oting the d evelopm ent of ICT businesses and services to increase
job opportunities and generally im prove the econom ic and social w ell
being of Guyanese (N ational ICT Workshop 2006: 5).
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Im proving the d elivery of, and access by all citizens to, Governm ent and
other public services. This includ es inform ation on governm ent activities
and opportunities, public health, ed u cation and social d evelopm ent se rvice (N ational ICT Workshop 2006: 5).
Supporting econom ic d iversification by im p roving the com petitiveness
of existing ind ustries and facilitating the sustainable d evelopm ent of new
enterprises (ibid . 5).
Increasing Guyana‟s international com petitiveness in the d elivery of
good s and services to the global m arket place (ibid . 5).
Developing relevant, strategic, and focused netw ork infrastructure to e nable access to inform ation and know led ge (ibid . 5).
Supporting program s and initiatives w hich foster social cohesion. (ibid
5).
Ensuring access to reliable ICT at low est sustainable cost so that all
Guyanese have the opportunity to participate in the inform ation and
know led ge society (ibid . 5).
Creating a new generation of citizens w ho can use ICTs to leapfrog
Guyana‟s d evelopm ent (ibid . 5).
Developing and im plem enting the necessary policies, law s and regulations that support the sustainable d evelopm ent of the ICT sector (ibid . 5).
Mod ernizing Guyana‟s Public Ad m inistration, ind ustry, Com m erce and
com m unications sectors (ibid . 5).
Supporting initiatives to encourage innovation and creation in the ICT
sector (ibid . 5).

Projects selected for analysis

The Guyana Developm ent Gatew ay (GyDG)
DevN et
Red spid er
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5.4. The Republic of Estonia (Eesti Vabariik)
General Information

Size:

45,226 sq km

Location:

Eastern Europe

Population:

1,307,605 (July 2008 est.)

World Bank Incom e Classification

Upper Mid d le Incom e

GDP:

$28.6 billion (2008 est. )

GDP per capita:

$21,900 (2008 est.)

Date of Ind epend ence:

20 August 1991

Governm ent Type: Estonia is a parliam entary republic m ad e up of three
branches. An executive branch m ad e up of the presid ent, a cabinet and a prim e
m inister as head of governm ent. There is a legislative branch m ad e up of the
unicam eral Parliam ent of 101 seats. There is also a ju d icial branch w ith a suprem e court head ed by a chairm an w ho is appointed for life. (CIA 2009; U N PAP 2009d .)

Legal System : Estonia‟s system is based on a civil law .

e-Profile Information:

Internet Users:

780,000 (2007) (CIA 2009.)

Mobile Phones:

1.982 m illion (2007) (CIA 2009.)

e-Read iness Ind ex Score 2008:

0.760

e-Read iness Rank:

13 of 183

N ational Web Site:

www.riik.ee

ICT Strategy Docum ent and Date:

Estonian Inform ation Society Strategy
2013 Created in 2006
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Sum m ary of the m ain points of the ICT d ocum ent:

The strategy represents the lengthy m ethod ical character of inform ation society
d evelopm ent in Estonia. The d ocum ent states that Estonia has reached a level,
w here the initiatives are not single projects, services and technologies that need
to be focused on but rather m ore general and long term goals. (Ministry of Econom ic Affairs and Com m unications 2006: 2.)

It goes on to say that

“it is only natural and reasonable to use information technology for a more rationalized organization of living. Preconditions for this have, to a large extent, already been developed. The more citizens, enterprise and the Public A dministration get established in the information society, the more important it becomes, how
to employ new possibilities in a manner that would benefit us all.” (Ministry of
Econom ic Affairs and Com m unications 2006: 2)
In other w ord s the Estonian ICT d ocu m ent is focused on “shap ing a better future in Estonia from the stand point of the inform ation society” (Ministry of
Econom ic Affairs and Com m unications 2006: 2.)

Accord ing to the Ministry of Econom ic Affairs and Com m unications (2006: 5),
the principles to be follow ed in the d evelopm ent of the inform ation s ociety in
Estonia are the follow ing:

Developm ent of the inform ation society in Estonia is a strategic choice
w ith the public sector lead ing the w ay in pursuing its principles.
The inform ation society is to be d eveloped in a coord inated m anner w ith
co-operation betw een the public, private and third sector .
The public sector is to be a sm art custom er, ensuring that in public pr ocurem ents as m uch freed om as possible is left for innovative solutions.
The inform ation society is to be created for all Estonian resid ents, w hile
particular attention is paid to in tegration of social groups w ith special
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need s, to regional d evelopm ent, and to the strengthening of local selfinitiative.
The conservation of the Estonian language and culture is to be ensured .
The interests of both the creators and the users of intellectual property
are to be taken into account.
The d evelopm ent of the inform ation society should not und erm ine
people‟s sense of secu rity. The protection of basic rights, personal d ata
and id entity should be ensured , and m itigation of non -acceptable risks in
inform ation system s m ust be guaranteed .
Activities aim ed at the d evelopm ent of the inform ation society should be
linked to the R&D efforts in Estonia.
The inform ation society and the opportunities it brings w ill be cons id ered in the elaboration of all sectoral policies.
Trend s occurring in the EU and elsew here in the w orld w ill be taken into
consid eration and as an active partner, Estonia w ill share its experience
and learn from others.
The public sector w ill em ploy the already existing technological so lutions so as to avoid d uplication of IT solutions.
The pu blic sector w ill restructure its business processes so as to ensure a
one- off collection of d ata from citizens, entrepreneurs and public b od ies.
The public sector w ill use open stand ard s therefore giving equal treatm ent to d ifferent hardw are and softw are platform s and ensuring inter operability of inform ation system s.
Data collection and the d evelopm ent of ICT-solutions w ill proceed from
the principles of re-usability.
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Projects Selected for Analysis

KülaTee 3 “Village Road 3”
Traceability of the use of one‟s d ata
Mobi Solutions

5.5. Republic of the Philippines
General Information

Size:

300,000 sq km

Location:

Southeast Asia

Population:

96,061,680 (July 2008 est)

World Bank Incom e Classification:

Low er Mid d le Incom e

GDP:

$327.2 billion (2008 est )

GDP per capita:

$3,400 (2008 est)

Date of Ind epend ence:

12 June 1889 from Spain;
4 July 1946 from U.S

Governm ent Type: The Philippines is a republic m ad e up of 3 branches of go vernm ent. There is an executive branch, w ith the presid ent as the head of go vernm ent and a cabinet. There is a legislative branch w hich is a bicam eral co ngress consisting of the Senad o 24 seats and H ouse of Representatives 240 seats.
There is a jud icial branch w ith a suprem e court of 15 justices, the Court of A ppeals, and Sand igan–bayan for cases of corrupt governm ent officials. (CIA 2009;
UN PAP 2009e.)

Legal System : Based on Spanish and Anglo–Am erican law .
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e-Profile Information:

Internet Users:

5.3 m illion (2007) (CIA 2009.)

Mobile Phones:

51.795 m illion (2007) (CIA 2009.)

e-Read iness Ind ex Score 2008:

0.500

e-Read iness Rank:

66 of 183

N ational Web Site:

www.gov.ph

ICT Strategy Docum ent and Date:

Philippine Strategic ICT Road m ap
(2006-2010). Created in 2006

Sum m ary of the m ain points of the ICT d ocum ent:

In her forew ord to the ICT Road m ap, the presid ent of the Philippines Gloria
Macapagal-Arroyo stated
“my administration recognizes the value of ICT not only in our everyday life, but
more so in uplifting the socio-economic conditions in our country. The Philippine
ICT roadmap becomes more significant in this regard because it sets strategic directions and policies to guide government, private sector, civil society, academe
and the other stakeholders in their respective functions and responsibilities.” (qtd .
in CICT 2006: 1.)
The Com m ission on Inform ation and Com m unication Technology (CICT)
(2006:2) goes on to say the ICT initiatives w ould continue to allow the

“Philippines to be an effective and progressive participant in the Global economy
(… ) it would be possible to continue producing globally competitive knowledge
workers, creating an ICT enabled labor force, improving the ability of government
to use technology, and strengthening the capabilities of our enterprises. These
would ensure the continued generation of high value jobs.”
“Governm ent's prim ary role in ICT d evelopm ent is to provid e an enabling policy, legal and regulatory environm ent that levels the playing field and allow s the
private sector to lead .” (CICT 2006: 4.)
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In the Philippines ICT is envisioned as a tool for hum an and su stainable d eve lopm ent. The CICT states that d evelopm ent of an Inform ation Society requires a
m ulti-stakehold er approach. They also hold that the Philippine Inform ation Society requires the availability, accessibility and d evelopm ent of d igital content
that is relevant and m eaningful to Filipinos. And that a secure online environm ent is a critical com p onent of the Philippine Inform ation Society. (CICT 2006:
4.)

The d ocum ent is also unequivocal about the fact that the em ploym ent of ICT
requires the creation and / or strengthening of governm ent's institutional a rrangem ents for the facilitation of ICT d evelopm ent, and ICT for d evelopm ent in
the country. (CICT 2006: 4.)

Projects selected for analysis
TextDTI
TextCSC
UPOU m -Learning

5.6. Analysis
As is evid ent from their profiles, the five countries The United States, Kenya,
Guyana, Estonia and the Philipp ines are vastly d isparate in land and population size w ith Estonia being the sm allest land size w hile Guyana is m ore sparsely populated . The U.S enjoys the greatest land m ass as w ell as pop ulation size.
Also in term s of spatial location the countries also represent every hem isphere
and continent on the globe w ith th e exception of Australia.
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The countries also represent a large range of incom e; Kenya w ith a GDP of
$1,800 per person per year is categorized as low incom e by the World Bank.
Guyana, the Philippines and Estonia span the m id range from low m id d le incom e to upper m id d le incom e w hile the U.S is high incom e w ith a GDP of
$48,000 per person per year. As of now this range of incom e also affects how
m uch m oney is allotted to e-Governm ent/ Governance. H ow ever, that is a trend
that is set to change by 2011. It is pr ojected that by then low er incom e countries
w ill allot m ore of their GDP to ICT than w ill high incom e countries (Gartner
Inc. 2008).

The countries‟ legal system s share m ore comm onalities than their incom es. The
U.S, Guyana and Kenya having been colonies of Britain, have their legal basis in
English com m on law w ith som e m od ifications. The Philipp ines and Estonia‟s
legal basis em erged from a d ifferent history.

All five countries are Republics w ith three branches of governm ent but the s im ilarities end there. The legislative arm of Guyana and Estonia are parliam entary, w hile the U.S and Philippines have a bicam eral congressional system and
Kenya has a unicam eral national assem bly.

In relation to e-Read iness and presence, the countries are in various stages o f
d evelopm ent. Guyana and Kenya can be consid ered in the Level 2 or Enhanced
phase of internet presence as d iscu ssed earlier in this chapter. The Philippines is
in the Level 3 Interactive phase, Estonia is in Level 4 Transactional and the U .S
is in Level 5 Connected . The e-Read iness ind ex score and rank, w hen com pared
to other countries, also reflect a sim ilar pattern. Kenya is ranked the low est at
122nd w hile Guyana is 97th the Philippines is 66th Estonia is 13th and the U.SA. is
4th . While Kenya seem s to have m ore interactivity on the w eb it falls behind
Guyana in hum an cap ital and infrastructure causing a low er e-Read iness Ind ex
score.
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Regard less of their d ifferences in read iness and resources available, the cou ntries speak w ith one voice w hen m essaging the reasons w hy they ascribe such
im portance to Information Com m unication Technology. They all cite (in their
ICT strategies and other official com m unications about the subject) the potential
benefits of ICT for m aking governm ent functions m ore efficient, m ore transp arent, and m ore accountable therefore serving citizens better. They also all co nceptualize the w orld as entering a new inform ation age in w hich the m anag em ent of know led ge is critical for survival.

Each country d oes how ever have d ifferent goals d riving their ICT strategies,
d ifferent id eas for im p lem enting the ICT strategy and d ifferent focus areas. Below is an analysis of each country‟s ICT strategy and selected ICT projects
w hich em erged resulting from or in support of the strategy.

The ICT strategy d ocum ents w ere an alyzed for any stated intent about the use
of ICT regard ing KM, good governance, structural change, participation and
collaboration and culture. The intent could be explicit or im plicit.

The follow ing are exam ples of expression of explicit intent excerpted from the
five ICT d ocum ents. The statem ents ad d ress structural change, good governance, participation and collaboration, Know led ge Managem ent, and culture.

Structural Change: “elim inating layers of governm ent m anagem ent ,” “significant change from trad itional bureaucratic approaches” (E-Governm ent Task
Force 2002: 2).

Good Governance: “as a m eans tow ard s accountability, transpar ency and good
governance” (CICT 2006).

KM: “to facilitate effective Know led ge Managem ent” (N ational ICT Workshop
2006: 6).
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Participation and collaboration: “encourage partnerships am ong com m unity
netw orks (public, private and citizens in the d iaspora)” (N ational ICT Workshop 2006: 6).

Culture: “foster and respect cultural d iversity” (ibid . 11).
“d igitization and d igital preservation of cultural heritage” (Ministry of Econom ic Affairs and Com m u nications 2006: 15).

Exam ples of expression of implicit intent found in the ICT strategy d ocum ents
about structural change, good governance, participation and collaboration,
Know led ge Management, and culture are:

Structural Change: “the public sector reorganizes its business processes to ensure a one off collection of d ata from citizens, entrepreneurs and pubic bod ies”
(Ministry of Econom ic Affairs and Com m unications 2006: 5).
“the establishm ent of an ICT authority w hich w ill be a largely autonom ous
bod y (…) w hich w ill be guid ed by the ad vice of the ICT ad visory panel co m prising of representatives from the public and private sect ors” (N ational ICT
Workshop 2006: 41).
Good Governance: “role for IT in public sector m anagem ent (im proving efficiency, transparency) and accountability am ong others” (CICT 2006).

KM: “facilitate and enforce inter-agency cooperation, m essaging and collabor ation” (Republic of Kenya 2004: 4).

Participation and collaboration: “ICT used as an instrum ent for strengthened
connectivity and d evelopm ent to foster greater prosperity and social transfo rm ation betw een and am ong CARICOM m em ber states and the rest of the
w orld ” (N ational ICT Workshop 2006:11).
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Culture: “encourage the d evelopm ent and d issem ination of local content” (N ational ICT Workshop 2006: 6).

In Table 3 below are the find ings from the analysis of the ICT strategy docum ents for each country in tabulated form . “I” is im plicit int ent and “E” is explicit intent. This is follow ed by an explanation of the inform ation in the table by
colum n.

Table 3. Matrix of findings from analysis of ICT strategy Documents.

U.SA
Know ledge

Philippines Guyana

Kenya

Estonia

E

E

E

E

E

E

E

E

E

E

I

E

E

E

E

E

E

E

E

I

I

E

E

I

E

Management
Participation/
Collaboration
Good
Governance
Structural
Change
Culture

5.6.1. United States
The ICT strategy d ocum ent „e-Governm ent Strategy‟ explicitly states intentions
to use Inform ation and Com m unication Technology for Know ledge Managem ent purposes. They intend to d evelop the core com petencies of the agencies
by creating technology stand ard s w hich m ake sharing inform ation across age ncies fluid . The d esired result is to provid e citizens one stop access to in form ation and services.
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The ICT d ocum ent is also explicit about its intent to foster participation and
collaboration betw een citizens and government, betw een government entities,
and intra agency. There w as also an explicit intent to alter governm ent str ucture
to facilitate the aim s of e-Governm ent via ICT. As a result, a separate eGovernm ent structure w as con ceived and p ut into place (see Append ix 2).

Lastly there w ere im plicit intentions aim ed at the id eals of Good Governance
and culture stated throughout the d ocum ent. Though it also referred to general
Am erican culture, m ost culture related intentions in the ICT d ocum ent w ere
geared tow ard s intra governm ental culture. The E-Governm ent Task Force
w hich w as charged w ith the task of creating the strategy found that there
need ed to be a change in em phasis to citizen centered ness in use of technology
rather than agency centered ness.

In ord er for this to be fully realized , governm ent agencies w ould have to collaborate in unpreced ented w ays to use technolog y to prod uce value for citizens.
Consequently, a change in governm ent culture w as required in ord er to change
the w ay technology w as being used and reciprocally, the use of technology w as
also seen as a pu sh factor in changing organizational culture.

Projects em erging from or m aintained in su pport of the stated goals of the ICT
strategy d ocum ent w ere analyzed for signs of responsiveness to culture. It w as
d eterm ined that there is ind eed responsiveness to culture, both public ad m ini strative organizational culture, and general Am erican culture.

The “Report to congress on the Benefits of the Presid ent‟s e-Governm ent Initiatives” and the “FY 2008 Report to Congress on im plem entation of EGovernm ent Act of 2002” are annual reports to the legislative branch of governm ent. They chronicle the progress of e-Governm ent im plem entation and
benefits of initiatives und ertaken. They serve to und erscore the im portance of
and priority given to the ICT strategy and therefore set the tone throughout
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fed eral ad m inistrative organizational culture regard ing e-Governm ent initiatives.

The w hitehouse.gov and usa.gov/ goberino.gov portals cater to culture in that
they are citizen focused . They offer services by them e rather than sim ply by g overnm ental d epartm ent/ agency. That form at of presenting inform ation entails
collaboration across governm ent agencies ind icating the results of a culture of
citizen centered ness and KM in the use of technology.

Am ericans living abroad for exam ple can find inform ation specifically relevant
to their status. Information is presented from over tw elve governm ent agencies
spanning from the top echelons of the fed eral governm ent through to the local
governm ent in und er a m inute. Prior to the im plem entation of the N ational ICT
strategy no such collaboration and m anagem ent of inform ation occurred .

The

Whitehouse

YouTube

page

w w w .youtube.com / user/ w hitehouse,

www.recovery.gov, and www.usaspending.gov are responsive to culture in that
they ad d ress a crisis of legitim acy facing Pu blic Ad m inistration in the w ake of
the hurricane Katrina scand al (Morris: 2008), and grow ing evidence of fiscal
and regulatory irresponsibility. The Obam a Ad m inistration attem pts to use
technology to restore legitim acy to government and create a culture of trust in
governm ent through transparency, public p articipation (specifically d iscursive
d em ocracy as d iscussed in section 3.2.2), and accountability. Pu blishing the d etails of fed eral and state governm ent spend ing on interactive w ebsites (reco very.gov and usaspend ing.gov sites), and having online tow n hall m eetings
(YouTube page) w here the public can ask qu estions and offer their view s about
policy d ecisions, are som e of the w ays ICT is being used to that end .
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5.6.2. Kenya
The Kenyan Cabinet Office of the Presid ent charged w ith articulating their „EGovernm ent Strategy‟ w as explicit in the d ocum ent d ealing w ith the use of ICT
for Know led ge Managem ent, participation and collaboration, Good Governance and structural change w hile aim s regard ing culture w ere im plicit.
A separate organizational structure w as p ut into place in ord er to facilitate the
aim s of e-Governm ent (see Append ix 1).

Although culture is not m entioned explicitly in the ICT strategy d ocum ent,
projects em erging as a result of the strategy were very culturally orient ed .

The TEAMS fiber optic cable project: Broad band service is seen as key piece of
ICT critical to build ing an effective infrastructure to support other form s of ICT
on w hich e-Governm ent is based . TEAMS is a governm ent led joint publicprivate partnership to bring afford able broad band service to Kenyans. If this
project w ere left to purely m arket forces the costs w ould have been exorbitant.
This initiative d em onstrates citizen centeredness and cultural responsiveness in
d esigning ICT solutions specific to Kenyan need s.

e-Pasha Digital Villages project: In this project, the Kenyan governm ent pr ovid ed financial and technical su pport to technological entrepreneurs w ho w ish
to open e-Centers w hich bring the internet and other ICT services to rural areas.
The use of the Ki Sw ahili w ord “pasha” m eaning “inform ation,” as w ell as the
concept of the e-Center as “an inform ation village,” show s a responsiveness on
the part of the public service to m ould the technology being used to fit into e xisting cultural w orld view s.

Tand aa project: Mentioned in ICT strategy d ocum ent, is the need for local Kenyan content in cyberspace. The governm ent is enthusiastically w orking to

85

bring that vision to fruition and has com m itted resources to that end . The Tand aa project is one of those efforts and its m ission is tw ofold :

“1. To create and sustain awareness and excitement in Kenyans (including entrepreneurs, academics, venture capitalists, financiers as well as public servants)
on the opportunities of local content development.
2. To create a conductive sustainable environment to support local content development in Kenya.” (Kags 2009.)
Am ong the m any m ethod s being em p loyed to fulfill this m ission, the Kenyan
governm ent has set up Bashiri “bring new s” Centers throughout the cou ntry.
These fu nction like e-Pasha Villages but they are fully ow ned by the gover nm ent. They introd uce people to accessing pu blic service inform ation and tran sactions online, and are equipped w ith d igital cam eras, faxes, printers etcetera
and encourage users to create local content using the available equipm ent.

The initiative to d evelop local content is p art of Know led ge Managem ent. It is a
m eans of d eveloping Kenya‟s core com petence and intellectual capital. Recall
from section 3.2.1 that core com petence is a set of specialties w hich can be lev eraged to econom ic ad vantage. Kenya‟s governm ent is interested in d eveloping
local content w hich can be m arketed in the com petitive global m arket place.

H ow ever, it is also cu lturally responsive and participatory in that it incorp orates the citizenry in a collaborative effort w hich in turn ensures that ICT w ill be
em ployed in w ays relevant to Kenyans.

5.6.3. Guyana
Analysis of Guyana‟s „ICT4D Guyana N ational Strategy‟ reveals that, Kno w led ge Managem ent, participation, good governance, and cultural im pact w ere
explicitly stated purposes to w hich ICT w ould be used . The d ocu m ent also e x-
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plicitly stated that appropriate organizational configurations w ould be created
in ord er to fulfill the aim s of the ICT strategy and to execute the strategy itself.
Structural changes w ere ind eed m ad e in practice. The Guyanese Presid ent, Baharrat Jagd eo, is personally d irecting the d evelopm ent and im plem entation of
the e-Governm ent strategy. H e also appointed an inform ation liaison to w or k
on coord inating the effort. There w as also quite a bit of partnership and collab oration on conceptualizing the strategy. Representatives from m ost public sector
m inistries, m ajor private sector com panies, sm all ICT entrepreneurs and m e m bers of acad em ia w ere assem bled in a “N ational ICT Workshop” to d evise the
strategy.

Of all the cases exam ined , Guyana‟s strategy d ocum ent w as the m ost ad am ant
about hum an d evelopm ent and local culture being significant values to w hich
ICT m ust be em ployed . Public private partnership w as envisioned as the best
w ay to achieve that goal. Projects d eveloped out of or in support of the ICT
strategy are reflective of that.

Red spid er: Red spid er is a local w eb hosting service and a m em ber of the “N ational ICT Workshop.” This com pany is partnering w ith the Guyanese gover nm ent to create and host som e w ebsites of institutions of national heritage pro
bono. One such site is that of the St. George‟s Cathed ral www.stgeorges.org.gy.

This initiative is culturally responsive in that it d em onstrates follow through on
intentions to use ICT to preserve cultural heritage and foster social cohesion.

The Guyana Developm ent Gatew ay (GyDG) w w w .guyanagatew ay.org.gy is a
portal for inform ation exchange and know led ge sharing about best practices
related to Guyana's d evelopm ent. The GyDG is a virtual gathering place and a
source of high-quality inform ation on d evelopm ent. It focuses on them es r elated to social cohesion, health, ed ucation and the prom otion of econom ic activity through agriculture, tourism and sm all bu siness d evelopm ent. The GyDG is
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ad m inistered by DevN et (see below ), via a partnership created betw een d iffe rent stakehold ers in Governm ent and civil society.

GyDG is cu lturally responsive that it opens the public sp here to participation
form a w id er spectrum of Guyanese. Accord ing to theorists of d iscu rsive participation, this should lead to d ecision m aking w hich takes into account a w id er
sw ath of view s. If this is the case, then m ore Guyanese w ould have a voice in
the nation‟s d evelopm ent increasing the likelihood of culturally relevant d ecision m aking.

DevN et: www.devnet.org is a Guyana-based not-for-profit N on Governm ental
Organization w orking on ICT4D (w hich m eans using ICT to further national
d evelopm ent goals). Its board of d irectors includ es m em bership from Gover nm ent agencies, the private sector, and other N GOs.

Like Red Spid er, DevN et also hosts w ebsites of national heritage, N GOs, local
interest groups and clubs etc. at a governm ent subsid ized rate. DevN et also d esigns and runs training courses in the use of ICT.
DevN et‟s m ission is to:
Provid e efficient and cost effective access to the Internet for m arginalized
groups, build high-qu ality solutions for the collation, d issem ination, and
exchange of inform ation and know led ge betw een all sectors of Guyanese
society. (DevN et 2009.)

Design and im p lem ent innovative projects that bring new approaches to
the use of ICTs for d evelopm ent. (ibid .)
This project also d em onstrates responsiveness to culture by preserving areas of
national heritage. It also leverages know led ge from actors across a w id e range
of the society ensuring that activities und ertaken fit the need s of m ultiple layers
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of society.

5.6.4. Estonia
“The Estonian Inform ation Society Strategy 2013” announced explicit intentions
on behalf of the governm ent regard ing the use of ICT for Know led ge Manag em ent, participation and collaboration, Good Governance and cultural responsiveness. References tow ard structural change in public sector organization
w ere im plicit.

H ow ever, the im plicit m ention of structure is probably d ue to the fact that the
organizational structure of the Estonian Civil Service w as alread y cond ucive to
the successful im plem entation ICT technology in support of governance.

The Estonian country, as w e know it now , only becam e ind epend ent from the
Soviet Union in the early 1990s w hereupon the civil service und erw ent a m a ssive reform . This reform started in 1991 and w as orchestrated in part; by m em bers of the acad em ia (experts at the University of Tartu), an Adm inistrative
Reform Expert Com m ittee, and a m ulti agency Ad m inistrative Reform Com m ittee of Ministers. The reform includ ed a proposal for structural reorganization
w hich w as put forth in 1999. Eventually the civil service reform period end ed in
2005, the year before the Estonian ICT strategy d ocum ent w as p ublished . (see
Külli 2006.)

The reform w as a w id ely collaborative effort and it w as conceived at a tim e
w here id eas of governance as the future of the m od ern state w ere flourishing.
At the sam e tim e Estonia had alread y envisioned becom ing an “Inform ation
Society” and w as m oving in that d irection rapid ly.

„The Estonian Inform ation Society Strategy 2013‟ w hich is u sed in this analysis
is the second ICT strategy published by the Estonian governm ent. The first w as
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„Estonian ICT Policy: Tow ard s a m ore Service – Centered and Citizen Friend ly
State. Principles of the Estonian Inform ation Policy 2004-2006.‟ Structural issues
w ere articulated and focused on in that one. In that d ocum ent, the fact that the
existing structure w as alread y d ecentralized and prepared for horizontal coo rd ination intra and extra governm entally w as m entioned (see Antonen 2004: 2.)

This then gives cred ence to the id ea that Estonia‟s r eform ed civil service system
w as built w ith the KM and participatory aspects of Governance theory in m ind .
Ad d itional structural changes w ould have been m inim al, m aking explicit m e ntion of them in the new est ICT strategy d ocum ent unnecessary.

Cultural im pact w as a stated aim of the m ost recent strategy d ocum ent w hich
w as analyzed and ICT initiatives em erging from that d ocum ent w ere respo nsive to culture.

Village Road 3 (KülaTee 3): Village Road 3 is aim ed at provid ing broad band
internet to sparsely populated areas w here it is unprofitable for the private se ctor to operate. It serves as a follow - up to sim ilar program s Village Road 1
(aim ed at connecting local governm ent agencies) and Village Road 2 (aim ed at
connecting public libraries). (Ministry of Econom ic Affairs and Com m unications 2006: 7.)

As Estonia is actively build ing an Inform ation Society, there is scarcely a m ore
culturally relevant in itiative than m aking sure that all Estonians in every part of
the country have access to inform ation. The Village road 3 project d oes just that.
Traceability of the u se of one‟s d ata: The w id e acceptance and availability of
ICT by the average citizen in Estonia as w ell as the constant availability of inform ation and d ata has placed it w ell on the w ay to becom ing the Inform ation
Society envisioned . How ever, these sam e successes have m ad e it a target of cyber terrorism (Finch 2009).
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Concerns over the privacy and security of digitized inform ation are an im po rtant byprod uct of a technological culture. The ad m inistrative system has r espond ed to this concern in a num ber of w ays only one of w hich is to ensure
transparency w hen d ealing w ith personal d ata collected by the state. Currently,
som e areas of the public service have m ad e it possible for citizens to log onto a
portal in ord er to trace w hen their d ata w as accessed and b y w hom . The citizen
can then contact the agency responsible should they find reason to object.

This initiative is culturally responsive in using ICT to ad d ress to a concern
w hich springs out of Estonia‟s specific cultural m ilieu. Though cyber attacks
can happen anyw here, its effects in Estonia are m ore far reaching since m ore of
routine activities are done using m obile and regular Inform ation Com m unication Technology.

Furtherm ore, the initiative satisfies the aim s of accountability and transparency
w hich are facets of Good Governance.
MobiSolutions: As part of their ICT strategy, the Estonian governm ent has
com m itted recourses to the d evelopm ent of a private Inform ation Technology
sector w ith w hich it often form s partnerships to d evelop and or im plem ent innovative ICT initiatives.

One such com pany in the private sector is Mobisolutions. It has d eveloped a
series of m obile solutions for the private sector and for m -Governance in the
public sector.

Solutions in their m -Governance portfolio inclu d e w hat they term m Dem ocracy. It offers m obile voting, access to governm ent portals and d atabases
and participation in policy d ecision m aking and m ore. It also offers m Ad m inistration solutions for governm ent officials u sing m obile d evices in the
field , provision of emergency inform ation, com m unication in ed ucation, pa y-
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m ent of public service fees and taxes, d igital id entification of citizens to nam e a
few . (MobiSolutions 2009.)

If Estonia is to be an Inform ation Society, it certainly is culturally responsive on
the part of the governm ent to establish su ch partnerships. At the sam e tim e,
these initiatives build Estonia‟s core com petence and creates intellectual property and capital as d iscu ssed in section 3.2.1.

5.6.5. The Philip pines
The Philippine governm ent m ad e explicit claim s about using Inform ation and
Com m unication Technology for Know led ge Managem ent, pa rticipation and
collaboration, Good Governance cultural and structural changes.

The Philippines is brand ing itself as a society w ho‟s m ain asset is its in tellectual
capital. Its core com petence is its society of know led ge w orkers. That being the
case, leveraging know led ge for the purpose of national d evelopm ent w as a key
point of the Philippine ICT strategy.

Another key aspect was expansion of the public sphere by em ploying m obile
technology for d irect participation by citizenry.

Structural changes w ere also ad d ressed by the d ocum ent. A separate Com m ission on Inform ation and Com m unications technology w as form ed to conceive
of the strategy in collaboration w ith m em bers of the private sector. A Depar tm ent of Inform ation and Com m unication Technology w as created w ithin the
executive branch of governm ent to im plem ent, ad m inister and coord inate the
effort.

The N ational Telecom m unications Com m ission w as also taken out of the bureaucracy and m ad e an autonom ous entity charged w ith regulating the cou n-
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try‟s IT sector.

Regard ing culture, the Philippine governm ent has found a w ay to create a d ynam ic and responsive public service through innovative use of Short Messagin g
Service (SMS) on m obile d evices. The use of SMS is also referred to as “texting”
or “text m essaging.”

Filipinos proud ly d eclare that the Philippines is the “texting capital of the w orld
(…) Filipinos have also found interesting uses for the Sort Messaging Service
(SMS) feature of their m obile phones in their social, econom ic and political
lives” (Lallana 2006).

Filipinos even use text m essaging for religious purposes. TEXTMARY is a se rvice run by a catholic found ation in the Philippines w hich collects p rayer requests for intercession betw een Filipinos and God . This is the reason w hy sim ilar initiatives from the Public Service are so welcom e and su ccessful. (Ibid .)

TEXTCSC and TEXTDTI are exam ples of such initiatives. Text CSC is one of
several projects m eant to engage citizens in the elim ination of corruption and
the im provem ent of “street level services” in the civil service. Citizens are asked
to send a m essage d irectly to the Om bud sm an of the Civil Service Com m ission
if any im propriety is w itnessed .

TEXTDTI com bats price gouging at w et m arkets in and around the m etro Man ila area by provid ing the prevailing pr ices of basic good s to citizens. In so d oing,
this and the TEXTCSC initiatives satisfy the accountability, responsiv eness and
rule of law aim s of Good Governance.

University of the Philippines Open University (UPOU) is the d istance learning
section of the state owned University of the Philippines. It has a strong trad ition
of using the latest technology to fulfill its m and ate of ed ucating all Filipinos.
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From operating a school over the airw aves to using vid eo conferencing UPOU
has been a pioneer in d istance learning. It is no surprise then that they have d eveloped an m -Learning program in partnership w ith one of their lead ing telecom m unications com p anies w here stud ents can take UPOU classes and exam s
via the SMS feature on m obile phones. (Band alaria 2005; UPOU 2009.)

This initiative furthers the national d evelopm ent aim s of creating a society of
know led ge w orkers using a m ed ium that is culturally relevant.

5.7. Sum m ary of Find ings on Changes in Organizational Structure
From the collection of cases stud ied it is evid ent that all five nations found it
necessary to ad just their public service organizational structure in som e w ay
(regard less of w hether it w as stated explicitly or im plicitly) in order to m ake
full u se of Inform ation and Com m unication Technology as a contributor to
Good Governance. Below is a m ore d etailed look at the structural changes d iscussed in the d ocum ents analyzed .

The organization charts in Append ices 3 and 4 are of the Am erican and Guy anese governm ents respectively. They represent the structural style of trad itional
bu reaucracy. In the Am erican case, the organization chart only reveals the very
top echelons of the bu reaucracy as it is virtually im possible to capture all the
levels in one pictogram . Pictured in Append ix 3 for exam ple, at the low est level
is the Departm ent of Veterans Affairs. An inspection of the levels of organiz ation below that reveals at least seven more levels (see United States Departm ent
of Veterans Affairs 2009).

Accord ing to Governance theory, these trad itional bureaucracies are unsuited
for the m od ern inform ation age. The central tenets of Governance are Kno w led ge Managem ent, participation, and the p ractical aspect, good governance.
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These three tenets are inextricably linked . In ord er to optim ally leverage inte llectual capital, core com petence, and intellectual property, there must be m axim um participation from all stakehold ers.

The original princip als of organizational orthod oxy created rigid m icrom anagem ent of m em bers, lack of tim e to reflect and create, and im penetrable o rganizational levels w ithin trad itional bureaucracies. This structural d esign lim its optim al participation and collaboration by stakehold ers and as a corollary,
inhibits the leveraging of all form s of know led ge.

As m entioned in chapter 3, w ithout Know led ge Managem ent and participation,
it is not possible to achieve all the 8 facets of Good Governance. Therefore Good
Governance m and ates a particular structural organization that is alm ost b ureaucracy‟s polar opposite.

H ow ever, changing bureaucracy is d ifficult as id eas of organizational orth od oxy are entrenched in the civil service w orld w id e. Therefore the governm ents
of these five countries w ere faced w ith a d ilem m a. On the one hand they have
the existing bureaucratic structure, but on the other hand they are eager to
m ove tow ard s id eas of governance and tow ard s Good Governance in practice.
They believe a change in organizational structure is critical to achieving that
outcom e. Upon exam ination of these five cases it is revealed that four of these
governm ents have d eveloped a w orking solution.

Although four out of five nations announced som e organizational changes in
the ICT strategy d ocum ent, Kenya and the USA for exam ple envisioned a sep arate governm ental structure for m anaging e-Governm ent (see Append ices 1
and 2).

They have created separate flatter, m ore collaborative organizations for e Governm ent but these entities still “plug in” to the existing bureaucracy (com -
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pare Append ices 1 and 3). Mem bers of d iverse areas of the bureau cracy are put
into this new organizational structure as a m eans of collapsing levels of hierarchy and creating effective netw orks.

This hybrid organization is characterized by:

The creation of a separate organizational structure (e-Governm ent stru cture) superim posed over or existing alongside the bureaucracy
m em bers of the bureaucracy playing d ual roles (their position in the b ureau and their position in the e-Governm ent structure)
flatter m ore collaborative/ netw ork structure som etim es utilizing both
m em bers of the bureau, and private sector stakehold ers.
responsibilities and projects w hich span the range of bureaucratic age ncies, also requiring extra bureaucratic resources forcing collaboration betw een, and leveraging know led ge from , all stakehold ers

Guyana and the Philippines have not created a separate E-Governm ent stru cture but have created sem i autonom ous entities at the executive levels of go vernm ent in charge of ICT im plem entation. These also share som e of the sam e
characteristics of the hybrid organizations created by the U.S and Kenya in that
they exist outsid e of but plug into the existing bureaucracy in ord er to leverage
know led ge and foster participation and collaboration.

In exam ining the countries‟ ICT d ocum ents, it also becam e evid ent that there
w as a reflexive force shaping organizational structure. Sim ultaneously in som e
cases, ICT w as being u sed to shape organizational structure and or ganizational
structure w as changed to accom m od ate ICT.

Good exam ples are in the Guyanese and Philippine cases w here the pow er,
prestige, and urgency of the presid ency w as used to collapse existing levels of
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bureaucracy and barriers betw een the public and private sectors to create a
m ultilevel, cross agency m ulti stakehold er collaboration.

Follow ing that, ICT initiatives w ere und ertaken w hich w ere m eant to foster
m ore collaboration and participation across governm ent agencies and to lev erage know led ge for the benefit of the citizenry.

As d iscu ssed in section 5.6.4, Estonia had an organizational structure cond ucive
to Know led ge Managem ent and participation so they m ad e im plicit reference to
structural organization in their ICT d ocu m ent. But ICT is being u sed to m aintain the collaborative structure of their governm ent. They have employed sta nd ard ized technology and client relationship m anagem ent tools across the public
sector to foster collaboration across agencies and offer one stop services to the
citizenry.

5.8. Sum m ary of Find ings on Cultural Relevance and Responsiveness
As w as the case w ith organizational structure, all the nations expressed intentions regard ing culture. All five nations also d iscu ssed , either explicitly or im plicitly, both organizational culture w ithin the civil service and general societal
culture.

Ad m inistrative organizational culture, w hen ad d ressed in the ICT strategy
d ocum ents exam ined , w as u sually d iscu ssed in term s of three aspects of change
m anagem ent:

Changing the entire civil service organizational culture to provid e m ore
facility w ith the use of ICT (or fostering existing ICT friend liness) w ith
the aim s of im proving efficiency and better citizen service.
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Changing the entire civil service organizational cu lture to m ake it m ore
citizen centered rather than agency centered , and as a byprod uct crea ting or using ICT initiatives w hich reflect those goals.
Changing ind ivid ual organizational cultures w ithin civil service age ncies so that inter agency collaboration betw een civil service organizations is m ore possible. Especially now that the ICT technology exists to
facilitate those collaborations.

Societal culture, in the ICT strategy d ocum ents w as d iscussed in term s of:

using ICT to protect, prom ote and preserve local heritag e and cultural
d iversity
using ICT to assist m arginalized groups w ithin the culture/ society
using ICT to engend er a culture of civic pride, or a culture of collective
societal d evelopm ent, collective id entity or nationalism
using ICT to foster social cohesion
using ICT to serve d ifferent groups of citizenry in w ays that are m e aningful for them

As d iscussed in each case, exam ination of som e of each country‟s ICT initiatives
reveal that the five governm ents have follow ed through on their intentions r egard ing using ICT in the service of cultural responsiveness.
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6. D ISCUSSION AN D CON CLUD IN G REMARKS
The prim ary focus of this w ork has been an investigation of the w ays in w hich
specific technology is being used in service of (Good ) Governance.

Using the collective case stud y m ethod ology and Governance theory as the
fram ew ork of analysis, The Inform ation Com m unication Technology Strategy
Docum ents of five countries w ere exam ined . The d ocum ents w ere stud ied for
intentions regard ing the use Inform ation and Com m u nication Technology in
changing organizational structure and fostering collaboration and participation.
Projects em erging from , or in su pport of each country‟s strategy w as also e xam ined for cultural responsiveness.

A review of governance theory w as d one for explication purposes. In the narr ative of governance theory, governance is conceptualized as the future of g overning. It is characterized by participation and collaboration am ong stak ehold ers operating in horizontal netw orked organizational structures w hich
prom ote Know led ge Managem ent. These engend er the practice of Good Governance w ith its em phasis on transparency, accountability and the rule of law .
The goal of w hich is im proved services for citizenry. H ow ever as is the case
w ith all theory, Governance theory represents a sim plification of very com plex
phenom ena.

Exam ining aspects of governance in practice d uring the process of this research
prom pted an interrogation of “the governance narrative” (see Rhod es 2000).
Issues observed in practice required a complication of governance theory. It
seem s that several scholars of governance have also encountered these issues,
posed questions, and d raw n insights w hich are sim ilar to m ine. This bod y of
scholarship offers som e em erging perspectives on governance.
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6.1. Em erging Perspectives on Governance
The first issue encountered is the id ea that governance is so “new ,” and that the
shift to governance is purely unid irectional. Id eas of leveraging know led ge,
transparency, participation, and accountability ar e hard ly new but are being
packaged in a new w ay. Kooim an (2005: 5) states and Peters agrees that “governance as a concept is not new , but currently it is being treated m ore syst em atically, and this m ight be expected to continue” In earlier analyses the state
w as the central actor in governing but in new er ones, state-society relations are
the focus. (Peters 2000.)

Johansson and H vind en talk about how so called new id eas of governance m ay,
d raw upon, re-concep tualize, or m ay even be “a return to id eals or principles
set in earlier stages in history” (Kooim an 2005: 13) id eas w hich m ay have been
m arginalized at that earlier tim e d ue to com peting id eologies.

In ad d ition to the “new ness” of governance, another aspect of the governance
narrative that bears interrogation is the very id ea of know led ge and Kn ow led ge
Managem ent. As part of Governance theory there is a focus on kind s of know led ge (inform ation, com binational skill, technical know led ge and innovation,
and tacit know led ge). Those kind s of know led ge are bund led into Know led ge
Managem ent theory (as d iscussed in section 3.2.1) as part of a d iscourse about
how that know led ge can be leveraged for: better outcom es for citizens through
inform ed d ecision m aking, and know led ge sharing for increased efficiency
am ong stakehold ers.

Less focu s is placed on the process of knowled ge creation. Governance theory
particularly em phasizes Know led ge Managem ent in term s of inform ed d ecision
m aking. Know led ge though, d oes not occur acontextually, and for the actors in
the vision of inform ed policy m aking “there are alw ays pre-visions, pre-im ages,
shaping the perception of new governing inform ation” (Kooim an 2005: 30).
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There m ust be consid eration given to the id ea that “governing im ages are
created , sustained or changed by d ialogical com m unication betw een governing
actors w ith the broad er context of governing culture or cultural spheres” (ibid .
30).

In other w ord s, there should be aw areness that know led ge m ust be seen as co ntextual and that that m ilieu acts as a sieve w ithin the m ind s of all actors in governance. This sieve affects the actors‟ treatm ent of norm ative and em pirical
d ata, thus creating ramifications for d ecision m aking in governance.

In governance theory‟s use of concepts of participation and the public sp here,
p articipation is seen as autom atically positive and an im portant aspect of
“Good Governance.” An extrem e oversim plification of the argum ent for increased participation and collaboration can be conceptualized as follow s: m ore
participation from citizenry lead s to plurality of view s w hich lead s to a broad er
base of inform ation from w hich consensu s d ecision m aking (w hich is best for
all involved ) can be reached . H ow ever, the governance m od el em phasizes the
lessening of authoritarian rule of the nation state in favor of participative rule;
but fails to pay enough attention to the w ays in w hich participation is affected
by im balances of pow er.

The nation state or som etim es even supra national entities like the E.U, IMF,
WTO for exam ple set the param eters w ithin w h ich participation occurs. N ew m an (2005: 8) states that “the governance literature both ignores the continuing
role of national governm ents in exercising coercive form s of pow er and und e rm ines the significance of the role of the state in (….) setting the ru les of the
gam e.” The state d oes this by its control of resources, form al cooptation, and
other technologies of pow er.

An exam ple of this id ea w as borne out d uring the research on Kenya. In response to the id ea that N on Governm ental Organizations (N GOs) w ere being
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invited to be participants and collaborators w ith governm ent in build ing h um an capacity for ICT; representatives of some N GOs balked . The reason is that
und er the system of one-the one party rule (since abolished ), N GO‟s
represented the only opposition to governm ent and functioned as a w atchd og
for governm ental activities. The relation betw een governm ent and N GOs had
been one of mistrust and su spicion (UN PAP 2009b). In its pu sh to fulfill goals of
partnership and collaborative governance w hile prom oting the use of ICT by
the citizenry, the Kenyan state is reshaping the role of N GOs form one of “o pposition and w atchd og;” to one of “actors in governing.”

A role that not all N GOs are convinced is a positive one since som e organiz ations d erive their legitim acy from not being actors in governm ent (a concept
em bed d ed in their very nom enclature). Their choices in the m atter how ever, are
constrained by the im balance of pow er betw een them and the state.

Another factor that can‟t be ignored is that of the effect of Supra N ational entities in governance. Just as the state sets the rules of the gam e for participants
w ithin the state through the control of resources; supra national organizations
often set the rules for states. (see O‟Brien, Goetz, Scholte & William s 2000.)

Offe (2000: 11) offers the exam ple of Eastern European States like Estonia w here
he m entions that although national governm ents hold d em ocratic legitim acy,
there has been a transfer of authority that accom panied the im plem entation of
the Com m on Market system w hich red uced their pow er to secure the interests
of their national populations. Further exam ples of constraints of supra national
governm ent are structural ad justm ent program s im plem ented by global actors
such as the IMF and “World Bank prom oting a particular id eologically d riven
view of how social policy should position itself in relation to the m arket.”
(Lend vai 2005: 62.)
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In consid ering these id eas of pow er im balance, another lapse in governance
theory presents itself. N ot enough attention is paid to particular histories and
plurality of view points in the conceptualization of change. N ew m an (2005: 9)
argues that point w hen she says “the governance narrative is d erived from a
Western European (….) account of change. It is by no m eans th e only w ay of
d escribing the „rem aking‟ of governing institutions, includ ing the institutions of
the nation state.”

These id eas of the im balance of pow er and the im portance of history converged
w hen exam ining all the countries except the United States. Th e Philipp ines,
Guyana and Kenya had colonial pasts w hile Estonia w as recently und er Soviet
Rule. In the post colonial and post com m u nist tim e period s, these countries
w ere all seen as “d eveloping.” They w ere econom ically d epend ent and had to
enter into relationships w ith supra national organizations. These organizations
like the WTO and IMF held control over d istribution of the financial and other
recourses and enforced id eological requirements as cond itions for loans.

This begs the question: Is their enthusiastic approach to the aim s of governance
a prod uct of such relationships? ICT4D (Inform ation and Com m unication
Technology for Developm ent) for exam ple is conceptualized as a m eans for
“d eveloping countries” to reach the UN ‟s Millennium Developm ent Goals. Is
the id ea of Governance and ICT4D sim ply another trend em erging from a
“w estern w orld view ” d ictating yet another set of ad m inistrative “best practices?” In past instances of this issue, organizational orthod oxy and later neo liberal m arket policies w ere propagated by supra national organizations w hich
had the pow er to force the im plem entation of these id eas. In m any instances
ad option of these id eologies and practices proved not to be in the best interest
of “d eveloping” countries as those policies an d w ays of organization em erged
from a w orld view that w as outsid e of their reality. (Dw ived i 1994: 3-24; Black
2001.)
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These few critiques leveled at the theory of Governance represent only the tip of
the iceberg, how ever, though these critiques exist, gov ernance theory, w hen
view ed through a critical eye, still represents an interesting and com pelling
m od el through w hich to conceptualize the exercise of governing. “There is great
scope for a governance parad igm to arise, to be cham pioned , lau d ed and d ebated as a subject of inter-scholarly rivalry, inevitable to be replaced by a new er
rival theory” (Kooim an 2005: 5).

6.2. Conclud ing Rem arks

In the introd uction of this w ork, I stated that I w as m otivated by the prospect of
investigating issues at the nexus of culture and Public Ad m inistration. In ord er
to fulfill that curiosity, I chose to investigate w hether or how Inform ation
Com m unication Technology is being utilized w ithin Pu blic Ad m inistration sy stem s in term s of provid ing culturally responsive service w hich furthers the
aim s of Good Governance.

In so d oing I found that in the five nations investigated ; The Philippines, The
United States of Am erica, Guyana, Kenya and Estonia, ICT w as being e m ployed tow ard s the aim s of Good Governance. Governm ents also changed their
organizational structure to a hybrid betw een vertical bureaucratic organ ization
and a m ore horizontal netw orked one to facilitate its optim al use.

Moreover, the governm ents not only conceptualized ICT as a tool to achieve
culturally responsive service in policy; they actively executed initiatives in pra ctice that w ere culturally relevant. Ad m inistrators use ICT to respond to culture;
(the Philippine SMS initiatives are an excellent exam ple) and also to shape cu lture (the Estonian Inform ation Society initiatives and the Obam a ad m inistr ation‟s transparency and accountability initiatives are an exam ples of that).
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As d iscussed in chapter 4, the collective case stud y m ethod w as used in this
w ork because the object is to exam ine a group of cases in ord er to shed light on
the larger issues of interest to the researcher. The resu lts m ay not be transfer able and the sam ple size too sm all to m ake general theories but the fact that five
very d iverse countries in the w orld use Inform ation Com m unication Tech nology to be culturally responsive is prom ising.

It is ind eed ironic that the id ea of the “value neutral” or culturally neutral pr ofession of Public Ad m inistration em erged out of such a culturally specific m om ent in Am erican history. Perhaps the use of ICT tow ard s culturally responsive
service w ill represent a quiet revolution in Public Ad m inistration w orld w id e
one country at a tim e.

N ow that governm ent is once again su ch a global enterprise (Johnson 1992: 27),
it w ill require a countervailing force of culturally responsive approaches to
keep in touch w ith the need s of the local. As evid enced by these five countries,
Inform ation Com m unication Technology can be an effective tool in that regard .

Finally, although ICT is a com pelling tool, it is still a tool, subject to the w ays in
w hich it is im plem ented . Governm ents ought not fall prey to the tem ptation of
techno centricity. The U.S learned that lesson w hen it invested hund red s of m illions of d ollars in technology and ICT initiatives only to find that the y w ere ineffective. This investm ent w as d one w ithout any coord inated effort and before
the articulation of a solid ICT strategy.

The research into w hat w ent w rong w as includ ed in their ICT strategy d ocum ent. They found that though the technology w as available, the effectiveness
w as m easured w ith agency centered ness in m ind . There w as a focus on sim ply
autom ating processes d one by each agency using technology. The U.S ICT
strategy d ocum ent attem pted to rem ed y that m od e of thinking.
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Scholars of e-Governance like Saxena (2005) caution that a citizen centric position m ust exist at the root of all e-Governance initiatives in ord er for them to be
m ore than m erely efficient but rather effective. It is the quality of Governm ent
that should be the m ark not the qu antity.

Finally, I hope that this w ork has ad d ed a sm all contribution to the d iscourse
surround ing governance, the use of em erging technologies and cultural respo nsiveness in Public Ad m inistration.

Specifically, I hope to see m ore w ork on the w ays in w hich particu lar societies
conceive of w hat it m eans to have Good Governance. For exam ple the countries
stud ied su bscribed to the sam e general notions of Good Governance but the
ap proaches taken to the em ploym ent of ICT and the focus in their strategies
w ere d ifferent. There is room for further research on how culturally specific
und erstand ings shape the conception and im plem entation of ICT policy and
initiatives

On a larger scale in the future, I w ould like to see if ind igenous global-local
theories of governing arise. If m yriad conceptions of inaction/ action, particip ation/ purposeful abstinence, transparency/ protective secrecy, layered rules of
law and m easurem ent/ tacit know led ge are allow ed the sam e space in exam ining the processes of social change that is Public Ad m inistration.

“W e are still in a period of creative disorder concerning governance, optimistic
that: governance theory has tremendous potential in opening up alternative
ways of looking at political institutions, domestic – global linkages, transnational co-operation, and different forms of public private exchange.” (Kooim an
2005: 5.)
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