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By
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Abstract
E-government is one of the tools that have emerged from the significant
development in the Information and Communication Technology sector.
E-municipality is one of the e-government systems that help municipalities
to provide services efficiently and effectively via electronic means

(Internet, computer, mobile, etc.) to the citizens.

Palestine has paid great attention to the e-government and developed
a national strategy to achieve it. Many Palestinian municipalities have
started the transformation towards e-municipality, but experienced

challenges that might have exceeded their potential.

This study has addressed the need for the assessment of application of
e-municipality, including the readiness, acceptance and adoption of
e-municipality initiative in local government bodies, and identification
challenges related to e-municipality development and implementation, to
developing strategies to meet the challenges that hinder the optimal

application of the e-municipality.



XV
The objective of the study is achieved by reviewing and evaluating the
strategic framework developed for the Palestinian e-municipality, through
SWOT analysis, in addition to assessing the readiness, acceptance and
adoption the e-municipality in the Palestinian municipalities using the
TAM model. This has relied on information collected through documents,
interviews with experts from the Palestinian institutions, as well as the

questionnaires distribution in Palestinian municipalities.

The findings for this research indicate that the TAM model has assisted in
identifying the perceived usefulness, perceived ease of use, level of
technology use and availability, administrative and management support,
level of e-services, availability of laws and legislation and attitude towards
of e-municipality that affect the transformation towards e-municipality. In
addition, the matching process between the internal and external factors for
e-municipality in the Palestinian municipalities, expressed through the
developed SWOT matrix, has assisted in formulating a set of strategies that
are proposed to meet the challenges facing the optimal application of the e-

municipality.
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Chapter One
Introduction

1.1 Introduction

The many technologies of Information and Communication Technologies
(ICT), especially in the last century, have affected all fields of life and the
accessibility of information anywhere and anytime. The rapid access to
information through the Internet, computers, mobile phones and many
other means of communication and technology has been facilitated, leading
to huge development changes. This has affected the emergence of new
concepts that the world has never experienced before, from the information
revolution to the digital era, globalization, electronic commerce, and the
electronic government, whether on the central or municipal level. Besides,
the ICT has been used to update the government itself and increase its
competitiveness. The government agencies and public sector institutions
began to adopt the concepts of electronic business to accomplish their
activities and to provide services to citizens. The huge developments had
affected the government, and the transformation of the performance of its
work from the traditional way to follow an electronic style, and had

resulted in what is called as electronic government (e-government).

Each government seeks to provide the best services to its citizens for
efficiency and acceptable performance. This goal can be achieved by

improving the performance of services for entire sectors of society. Billions
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of dollars have been invested by governments to take their first step

towards the implementation of the e-government initiatives.

Chen et al., (2006) defined e-government as a cost-effective solution that
works to improve communication between the government and its
components by providing access to information and services via the
Internet. There is also a constant commitment by the government to
improve the relationship between the private and public sectors by
enhancing the provision of information and services in a cost-effective and
efficient manner. Furthermore, as Huang et al. (2005) indicated, e-
government is one of the aspects of public administration related to the
functions of the executive authority. According to Mahizhnan and
Andiappan (2002), the term "e-government™ is used to refer to the concept
of the use of ICT as a means of organizing and managing the administrative
processes of the government, especially the interactive processes between
the government and the public. In summary, e-government can be summed

up in the administration's interaction with its citizens.

As for e-municipality, it is considered as a subsystem of e-government,
which aims at facilitating the provision of services and information to
citizens, and through which the efficiency of performance and services
provided in municipalities is raised. E-municipality supports citizens'
interaction with their local governments via the internet to enable them to
access services online effectively and efficiently, as well as to see their data

and the status of services they seek more easily. In addition, the e-
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municipality employs the internet to provide information to citizens and to
promote the exchange of knowledge and the foundations of awareness and

accountability through the provision of services.

The recently developed E-municipality Strategic Framework can be
considered as the cornerstone for the successful implementation of the e-
municipality in the Palestinian municipalities (Ministry of Local
Government, 2018a). Therefore, the strategic framework can be used as a
reference to measure the extent of e-municipality implementation in these

municipalities and for monitoring and continuous evaluation.

This thesis focuses on evaluating the extent of adoption and acceptance of
the e-municipality, as well as studying the challenges and obstacles related
to the e-municipality, the lessons learned from the successful e-
municipality model in Palestine, and identifying ways to overcome the

challenges facing the different municipalities.

1.2 Significance of the Study

E-municipality in Palestine is the focus of this research. The already
developed strategic framework of e-local government is the basis for
advancement of e-municipalities, where it defines the methodologies and
procedures necessary to achieve the strategic goals of e-municipality.

Therefore, the strategic framework should be as a reference for assessment.
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The municipalities” use e-municipality tools (such as; portal websites,
e-services and e-payment) as a modern means of management, linking its
departments to each other, and linking its various services to private
institutions and the general public. The main aspect of the research is that it
focuses on e-local government in Palestine, precisely the evaluation of the
strategic framework implementation in the Palestinian municipalities,
evaluation of the acceptance and adoption of e-municipalities, and the
study of the challenges and obstacles related to the e-municipality that may
had hindered the success and development of e-municipality in the
Palestinian municipalities. This research is expected to have a positive
impact on community development, and on continuous evaluation of the

achievement related to the indicated strategic planning framework.

This research will highlight the evaluation of acceptance, adoption and
implementation of the e-municipalities in Palestine using Technology
Acceptance Model (TAM), the obstacles and challenges that hinder the
strategies of development and application of e-municipality in Palestinian
municipalities, as well as the identification of the best strategies for the
development of e-municipalities as a means to improve performance and

service delivery in Palestinian municipalities.



1.3 Problem Statement

The development of e-municipality is one of the important aspects of
e-government in the ICT sector in the world in general, and in Palestine in
particular (Abu Jaber, 2011). There have been applications of strategies
related to the e-municipality, but there is no assessment for acceptance and
adoption of the e-municipality, as it is noticed that there is failure in the
application of e-municipality in a number of Palestinian municipalities due
to the existence of challenges that were not overcome. Therefore, there is
need for continuous improvement of the e-municipality on the light of the
developed strategic framework. Also, there is need to identify the obstacles
that prevent the activation of the e-municipality at the national and
municipal levels in order to achieve the optimal use of local e-government

and benefits for the improvement of the situation of the ICT sector.

1.3.1 Research Questions

As derived from the problem statement, this research is designed to answer

the following questions:

1. Are the Palestinian municipalities ready to accept and adopt the

e-municipality system?

2. How far did the Palestinian municipalities accomplish in implementing

the e-municipality system?
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3. What are the challenges that impede the implementation of the
e-municipality in Palestine, and what are the lessons learned from the

implementation attempts of the e-municipality?

4. How can the Palestinian municipalities overcome the challenges and
obstacles facing the implementation and development of the

e-municipality?

1.4 Obijectives of the Study

This research aims at assessing the acceptance, readiness, adoption and
current status of the e-municipality in the Palestinian municipalities.

Specific objectives of this research include:

1. Analyzing and evaluating the current status of the Palestinian
e-municipality, and acquaintance with the most important achievements in

the field of e-municipality.

2. Studying and evaluating the readiness of the Palestinian municipalities,

and the acceptance and adoption of the e-municipality system.

3. Presenting the achievements and failures of the e-municipality in the

Palestinian municipalities.

4. ldentifying the obstacles facing the Palestinian municipalities in

becoming e-municipalities.
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5. Proposing strategies and the framework for the implementation of
e-municipalities in Palestinian municipalities, including those to overcome

the identified obstacles.
1.5 Research Approach

The design of the research is the conceptual schema through which the
research is conducted, and the outline of the collection, measurement and
analysis of the data (Akhtar, 2016). The researchers who undertake any
kind of research to guide themselves during the study process always need
detailed plans. The research plan consists of three main steps: the defining
and designing phase, data collection phase, and finally, the

analysis/conclusions phase, as illustrated in Figure 1.1.

Definines and Desienime Phase
Develop the plan,
Review Literature Deefine research
Felevant
Start  — and Define Research —*  questions, aines and ]_.itenl:m
objectives l

Develop Conceptuaal
Model and Generate
Hypotheszes

+

A Lived ' Duantitatve « Define =
l ™ Qualitative * |  method

Data Collections Phase
Select Sampling
Alethod

+
Design Data
= -

+—]—+

Conduct the Conduct the
imterviews questionmaires

1 |

Amnalvsis Diata and Concusions Phase

Data Amalyzis
‘1' Concluzion

i . T End
™ua Recommendatio

Figure 1.1: Research Approach
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In the definition and design phase, literature is reviewed on e-municipality.
In addition, the research problem, research questions, significance of the
study, and aims and objectives are defined; the hypotheses are generated;

and the research methods are identified.

The second phase of the research is the data collection, which deals with
the selection of the sample and data collection methods, as well as
questionnaires and interview questions, and conducting the process of the

data collection.

The third phase encompasses the research data analysis and conclusions,
which are produced as outcome of the analysis of the results carried out on
the questionnaire and interviews. This last phase is to close the loop, and

verifies and checks the validity of the results.
1.6 Thesis Structure

This thesis is divided into nine chapters. The initial chapters offer
background to the study and present an overview of the research aim,
objectives and the theories related to the study. The later chapters illustrate
how the study was conducted, whilst the final chapters provide an analysis
of the information gathered, and display the results and conclusions of the

study.
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The contents of the rest of this research are summarized as follows:

Chapter 1 presents background information and the purpose of this
research along with the main objectives of the study, and how this research
can help and/or contribute. This chapter pinpoints the problem addressed
and explains how it is significant. The overall structure of the thesis is also

discussed in this chapter.

Chapter 2 clarifies the concept, importance, benefits, and duties of
e-municipality and strategy. In addition, a set of case studies on the
strategic framework of the e-municipality were presented at the
international and Arab countries levels. It presents the extent of readiness,
acceptance and adoption of these municipalities and the challenges faced

by the application of e-municipality.

Chapter 3 outlines the methodology followed in the study. It presents the
mixed methodology adopted (quantitative and qualitative research).
Besides, it presents the data collection methods and data analysis

methodology and tools used.

Chapter 4 introduces a general overview of e-municipality in Palestine in
terms of the objectives and requirements. In addition, it presents the
transformation and general features of the application of the e-municipality
initiative in the municipalities, illustrating the current status and the

experiences of the Palestinian municipalities in the implementation of the
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e-municipality, and the extent of their readiness, acceptance and adoption

of the e-municipality within the municipality.

Chapter 5 aims at developing a conceptual model that demonstrates the
acceptance and adoption of e-municipality, based mainly on the TAM
model. In addition, it presents the development and formulation of

hypotheses related to the study and its objectives.

Chapter 6 deals with the quantitative and qualitative analysis of data
gathered through the questionnaires and interviews, and the transformation

the raw data into meaningful results.

Chapter 7 discusses the main issues and general challenges facing the
optimal implementation of e-municipal initiatives in the Palestinian
municipalities. In addition, it defines the strategic objectives to be reached
to implement the e-municipality and the critical success factors to

implement of the e-municipality.

Chapter 8 presents the proposed strategies to the challenges facing the
optimal implementation of the e-municipality at the Palestinian

municipalities through a strategic framework.

Chapter 9 presents the study’s summary, conclusions, recommendations,

and the limitations of the study.
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Chapter Two
E-Municipality Literature Review

2.1 Introduction

As previously mentioned in Chapter 1, the aim of this research is to
evaluate to acceptance, adoption and implementation of the e-
municipalities in Palestine, in addition to clarifying the obstacles and
challenges that hinder the strategies of development and application of e-
municipality in Palestinian municipalities. It also aims to identify of the
best strategies for the development of e-municipalities as a means to
improve performance and services in Palestinian municipalities. The main
concern of this chapter is to provide needed background and information to
understand the research subjects, and to presents a review of relevant

literature.

This chapter firstly presents definitions and concepts for e-municipality.
Secondly, it outlines the benefits and duties of e-municipality. Thirdly, it
clarifies concept of strategy, SWOT Analysis, SWOT Matrix, and TAM
model. Finally, this chapter presents a set of case studies for e-municipality

in Arab and other countries.
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2.2 The Concept of e-Municipality

2.2.1 Definition of e-Municipality

This section, presents a set of views related to the concept e-municipality
and its objectives. The e-municipality plays an important role in
representing the interests of the citizens, and providing local services more

efficiently and effectively.

The e-municipality is a subsystem of e-government which aims at changing
the way local officials interact with the local community, and where local
governments do their works and duties more effectively (Bojang &

Bwando, 2018).

In general, the major principle of e-municipality is to provide opportunities
to improve the quality of services which are provided to citizens. The
adoption and implementation e-municipality will significantly improve the
municipality's presence, including streamlining the provision of services to
citizens and removing the layers of municipal management. These are
achieved through integrating and eliminating redundant systems and
streamlining municipality operations to guarantee rapid response to

citizens' need (Huang et al ., 2005).

The e-municipality is a system that provides services quickly, availably,
and safely in the field of municipality duties to citizens. The services of this
municipality are around the clock and free of timely and spatial restrictions

in a city (Layne & Lee, 2001).
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According to Akman et al. (2013), the e-municipality is a leading
organization that shares a large form of data processing and exchanging
with the general public for easier and cheaper services. Likewise, the E-
governance Academy (2018) status that local e-government is the closest
government unit to citizens in a country and provides the majority of public
services to them. E-services are the product of e-government that helps to
regulate communications between public authorities, local governments
and citizens efficiently. The e-municipalities is a sophisticated and
relatively new system in the administration through which the
administrative efficiency and level of performance are intended to be
raised, and the working environment to be improved to facilitate all the
services and business provided by local government institutions for
citizens. Under it, this system enables the citizen to complete government
transactions and work through electronic means quickly with high

efficiency (Sure, 2018).

According to (Koyliioglu et al., 2013), the e-municipality is that modern
local governments satisfy social demands pertaining to citizens from the
provision of services through the principles of efficiency, effectiveness,
speed, accountability and administrative audit. Moving to the local
e-government system by providing its services in an electronic environment

leads to positive results for employees and citizens.
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In summary, the local e-government (e-municipality) is a modern and new
system, based on providing all the services of the municipality in an
electronic environment including access to the Internet and provides an
electronic portal especially in the municipality. It also provides services
efficiently, effectively, and quickly leading to high performance, and
saving time and effort on employees and citizens. In addition, it seeks to
make optimal and effective use of ICT in order to improve services and
provide them in a better way for beneficiaries. In addition, it is based on
improving the work environment and eliminating the administrative layers,
as it is an administrative method to improve the work environment and

provide better services.
2.2.2 Benefits and Duties of e-Municipality

Municipalities are recognized as one of the key elements of governments to
provide satisfactory services to the people. Public administration is an area
that enables compliance with ongoing changes and constant innovation at
all stages of the globalization process. National governments and local
level governments have paid great attention to the importance of ICTs and
how they can help transform business performance electronically. For local
administrations, the provision of local services in the e-environment means
interaction with state institutions and institutions, private sector institutions
and citizens through IT. Within municipal activities where personal
satisfaction depends heavily on the quality of services provided, the flow of

information, interaction, and private sector institutions, individuals and
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local management units can be implemented more efficiently with the help
of IT among local government units. Municipalities have important tasks to
meet local needs, which are significant in the local government system.
Municipalities are the leading institutions responsible for providing
services to citizens living in urban areas. Municipal activities are defined
by regulations through urban planning, building, transport, infrastructure

and mapping (Bojang & Bwando, 2018).

According to Mowaffak (2015), the e-municipality realizes that the world
today is advanced and developed. The e-local government is distinguished
by availability of several basic conditions which are accountability,
transparency and good governance. The importance of e-municipality is

highlighted by the benefits of its application as follows:

1) Economic benefits, by providing money, time, and effort savings to all
parties dealing with the e-municipality compared to the traditional way, and
by providing new job opportunities in many areas such as data entry,

operation and maintenance of the infrastructure of the e-municipality.

2) Administrative benefits, through the organization of processes and
improvement of the performance of the functions, the administration in the

e-municipality is than more transparent in dealing with the citizens.

3) Social benefits, by motivating citizens to use the e-municipality and
thus creating an information society capable of dealing with technical

works.
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In order to overcome the burden on the citizens and institutions, an e-
services framework for the local municipalities was examined to provide
municipal services through the Internet and to collect fees and taxes
electronically in cooperation with the local banks. This is in addition to
improving the citizens relations with the municipality in order to follow up

their complaints and meet their needs electronically (Mowaffak, 2015).
2.3 The Concepts of Strategy
2.3.1 Strategy Definition

The term strategy came from the ancient terms derived from the Greek
word “strateégia” meaning the army or the military crowd, and it has used in

military and adopted later in business.

Various definitions for strategy term were identified and introduced from

different point of views.

One of the most frequently used terminology in politics and business is
“strategy”, as it refers to a long-term plan that aims at achieving the goals
of the organization. The strategy is to choose the day that will affect the
results of tomorrow. Successful strategists make plans and policies to
reach their goals and what they aspire to, because it is well known that
planning organizations reach their goals as well as maintain them, in
contrast to companies and organization that do not give strategic planning

any importance (David et al., 2011).
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The strategy refers to a general plan of action to achieve one's goals and
objectives. A general strategy or plan of action can be formulated for long-
term general goals and objectives, for more specific business unit
objectives or objectives, or for a functional unit, even if it is a small unit

(Nickols, 2011).

From the above mentioned definitions, the strategy is found to be a term
that refers to a set of ideas, plans of actions, procedures and methodologies
that help to achieve a set of intended goals. The strategy reflects predefined
plans to achieve particular long-term or short-term goals. Furthermore,
strategy helps decision makers to take the right decisions based on a set of

plans to achieve envisaged results.

2.3.2 The SWOT Analysis Concept

SWOT Analysis as indicated by Sammut-Bonnici and Galea (2015) is a
tool, that uses the organization's knowledge of its internal and external
environments to formulate strategies accordingly. SWOT analyses internal
strengths and weaknesses, opportunities and external threats in the

organizations environment.

SWOT analysis refers to a framework to assist researchers or planners to
identify and prioritize business objectives, and to further define strategies
for their achievement, a technique used to analyze the strengths,
weaknesses, opportunities and threats of public and private firms (Ommani,

2011).
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2.3.3 The SWOT Matrix Concept

David et al. (2011) defined the Strengths-Weaknesses-Opportunities-
Threats (SWOT) Matrix as "an important matching tool that helps
managers develops four types of strategic solutions: SO (strengths-
opportunities) Strategies, WO (weaknesses-opportunities) Strategies, ST
(strengths- threats) Strategies, and WT (weaknesses-threats) Strategies.
Matching key external and internal factors is the most difficult part of
developing a SWOT Matrix and requires good judgment, as there is no one

best set of matches."

In this research, SWOT analysis and SWOT matrix was used to generate
strategies to overcome the challenges and issues facing the proper

implementation of the e-municipality.

2.4 The TAM Model Concept

2.4.1 The TAM Model Definition

The TAM was developed by Davis (1989) refers to the technology
acceptance model, which is one of the most popular search models to
predict use and acceptance of information systems and technologies by
individual users. TAM has been extensively studied and verified through
various studies examining the acceptance behavior of individual technical
information systems in various constructs (TAM model elements). In TAM
model, there are two factors perceived usefulness and perceived ease of use

is relevant in computer use behaviors (Surendran, 2012).
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According to Hassan and Meliji (2017), the TAM model is an information
systems theory that explains how to accept users and use technology. The
model suggests that when a user his/her is introduced to new technology,
a number of factors will influence the decision about how and when to use
it. According to this model, the behavior of the use of the information
system can be explained by the behavioral intentions that are formed as

a result of conscious decision-making.

In this research, population of the sample was drawn from municipal
management or staff involved in e-municipality, i.e., individuals who deal

with e-municipality.
2.4.2 The TAM Model Framework Concept

In the TAM model, there are two factors, perceived usefulness and
perceived ease of use, which are relevant in computer use behaviors. Davis
defines perceived usefulness as the prospective user’s subjective
probability that using a specific application system will enhance his or her
job or life performance. Ease of use can be defined as the degree to which a
potential user expects the target system to be effortless. According to TAM,
ease of use and perceived benefit are the most important determinants of
actual system use. These two factors are influenced by external variables

(Surendran, 2012).
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The TAM model, which deals with perceptions rather than real use,
suggests that when new technology is introduced to users, the important
factors affect their decision about how and when they will use them. These
key factors, presented in Figure (2.1), are as follows (Omwansa et al.,

2012).

e Perceived Usefulness (PU): This was defined by Davis as "the degree
to which a person believes that using a particular system would enhance his

or her job performance”®.

e Perceived Ease-of-Use (PEOU): Davis defined this as "the degree to
which a person believes that using a particular system would be free from

effort"@,

e Attitude Toward Usage (ATU): This variable is defined "as an
individual’s positive or negative feelings (evaluating affect) about
performing the target behavior"®. The attitude towards use has been
identified as a factor that directs future behavior or the cause of intent that
eventually leads to a particular behavior. This variable would affect the
actual use or acceptance of a computer system or technology (Abu et al.,

2013).

(") (Omwansa et al., 2012, p.33).
(*) (Omwansa et al., 2012, p.33).
(%) (Abu et al., 2013, p.5).
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Figure 2.1: TAM model by Davis (1989) Sources: (Abu et al., 2014)

The TAM Model includes the basic variables of user motivation (i.e.,
perceived ease of use, perceived usefulness, attitudes toward technology)
and outcome variables (i.e., behavioral intentions, use of technology), as
presented in Table (2.1). PU and PEOU are key variables that explain
outcomes directly or indirectly. These variables are often accompanied by
external variables that explain the variance in perceived interest and ease of
use. In general, PU and PEOU, the most important factors in TAM, refer to
the degrees to which a person believes that using technology would be free
from effort (PEOU) and that the use of technology will enhance the
performance of their function or task (PU). Finally, external variables in
TAM indicate perceptions of how important is the use of technology,
perceptions of the ability to master computer or technology tasks and

organizational support for the use of technology (Scherer et al., 2019).

In summary, the TAM model explains and clarifies the user’s acceptance of
new technology and how a combination of factors will influence his/her

decisions.
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Table2.1: TAM Model Variable and Conceptualization

TAM variable | Conceptualization

TAM-core variables

Perceived Ease of Use (PEOU) | “The degree to which a person believes that using
technology would be free of effort”.

Perceived Usefulness (PU) “The degree to which a person believes that using
technology would enhance his or her job
performance”.

Attitudes Toward Technology | Evaluate a person's specific technology or behavior

(ATT) associated with the use of technology.

Outcome variables

Behavioral Intention (BI) A person's intention to use technology.

Technology use (USE) A person's actual technology use.

External variables

Subjective Norm (SN) “A person's perception that most people who are

important to him or her think he or she should or
should not perform the behavior in question”
Computer Self-Efficacy (CSE) | The degree to which a person believes he\she can
perform a specific mission using a computer.
Facilitating Conditions (FC) The degree to which a person believes that
organizational and technical resources exist to
support the use of technology.

2.5 Case Studies

In this section, eight world and Arab region case studies that have concepts
related to providing their services electronically are presented, starting with
government level (Singapore, Estonia, Kingdom of Saudi Arabia and
Egypt), and ending with the municipal level (Local e-Government in
United Kingdom, Kuusamo Municipality in Finland, Greater Amman
Municipality in Jordan, Dubai Municipality in United Arab Emirates, and
Muscat Municipality in Sultanate Oman), to determine the acceptance and
adoption of technology and its systems within municipalities. In addition,
this section illustrates the provision and evaluation of the strategic

frameworks and the identification of the challenges faced by the
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application and implementation of the electronic system, and the lessons

learned from them.

2.5.1 The Government Level

2.5.1.1 e-Government in Singapore

Singapore is an Asian country/city that does not have many resources or a
large population, but the technological level is advanced, and it has the
acceptance and adoption of e-government and its tools. Since the 1980s, it
has been working on modernizing e-government through several directives
to develop and modernize e-government (Center for e-Government Studies,
2014). Singapore has come a long way in e-government efforts. However,
the adoption of the e-government and the usage of technology and
communications have not been seen as an end in itself, but rather as a
means to achieve the goal to reinvent the government and serve the
customers and citizens in the best way possible (Info-comm. Development

Authority of Singapore, 2010).

» e-Government Strategy

The Vision

“Collaborative Government to facilitate more co-creation and interaction

between the government, the people and the private sector to bring about
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greater value creation for Singapore and its people”® (Hanna & Knight,

2012).
Thrusts of Strategic Action Plan

In order to reach the vision of Singapore's cooperative government, it is
necessary to look at the thrusts of strategic action plan (Hanna & Knight,

2012), which include:

1. To create greater value, where customers are enabled to participate in

the creation of new e-services with the government.

2. Linkage to effective participation, where citizens are informed and

involved in the government in national policies.

3. Stimulate government transformation as a whole, where the entire
government cooperation is enhanced through innovative and sustainable

technologies.

» The Readiness, Acceptance and Adoption of Singapore’s e-

Government

In the case of Singapore, the advent of e-government has its origins in the
Government's decision to computerize the civil service in 1981. However,
had it been an isolated development focused solely on the civil service,
e-government in Singapore today reached the level it possessed.

Singapore's e-government movement has become an integral part of a

(*) (Hanna & Knight, 2012, p50).
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larger national strategy to transform a country into a "smart state™. It’s
important to note that simple technical knowledge of ICTs will be totally
inadequate to start e-government. There was therefore a need for capacity-
building, identification of service providers and users, and public
acceptance before the e-government becomes common (Mahizhnan &

Andiappan, 2002).

Singapore is a success story in harnessing the technologically advanced
revolution despite its limited natural resources and initial economic
conditions, but Singapore has a good technological readiness to take
advantage of its systems and programs to acceptance and adoption
electronic systems within its institutions. ICT applications in the public or
government sector have been planned and developed with the support of
enabling components: information infrastructure, information technology
literacy and capacity development (human resources for ICT), capacity
development, stakeholder transformation and adoption, and governance

(Hanna & Knight, 2012).

» The Challenges Faced by e-Government in Singapore

As explained by Su lyzee, Head of the Government Main Information
Office at the Singapore Telecommunications and Information Development
Authority, the main challenges faced by e-government include speed, ease
of use and knowledge of information, and the population’s expectation to
have access to effective and fast services. Therefore, the challenges of the

e-government lies in "how to continue to improve to meet demands, not
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just to develop services, but also to be rapid, effective and responsive to the

population's expectations” (SIman, 2010).
» The Lessons Learned from e-Government in Singapore

Singapore offers a wide variety of integrated online services. By the end of
2001, Singapore had access to 92% of all public services offered online.
The success of Singapore can be attributed to the commitment and
persistence of its government in transforming a promising vision into
reality, and perhaps even more importantly, into the strategies it has
adopted. From the experience of Singapore, several lessons may be drawn.
Firstly, strong leadership with vision is crucial to government success; the
government must clearly define its vision of e-government and motivate all
stakeholders to share this vision. Secondly, the government should pursue
e-government by developing an information infrastructure and bridging the
digital divide. Thirdly, strong political will to provide integrated citizen
services must be consistent with coordination measures, in addition to the
formation of various coordinating committees. The Government has
regularly organized various political forums and gatherings to promote a
culture of knowledge exchange and facilitate open communications
between agencies. At the same time, the government has used a common

e-service infrastructure (Ke & Wei., 2004).
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2.5.1.2 Republic of Estonia (e-Estonia)

Estonia may be the only country in the world where 99% of public services
are available online. When Estonia began building the information society
about two decades ago, there was no digital data collected from its citizens.
There was no Internet or hardware used by the general public. E-
government has been the strategic choice for Estonia to improve the
competitiveness of the state, and to increase the well-being of its people.
The efficiency of e-government is clearly expressed in terms of working

time saved by citizens and officials (E-estonia, 2015).

The most powerful tools in building e-Estonia are the integrated e-services
of Estonia. The e-Estonia component system is very flexible and allows the
easy addition of e-services in the future, to the development of the
government system more than ever before. The main elements in e-Estonia
are the Estonian electronic ID card, X-Road and the Estonian State Portal.
The ID card enables authentication and use of secure e-services. X-Road is
the backbone of the e-state that maintains various e-service databases in a
single system, the state portal that links all e-services available in one site

(Juurikas, 2015).

» e-Government Strategy

The Vision

“In Estonia, the possibilities of information and communications

technology (ICT) are used to full extent in cooperation between the public,
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private and third sectors: in order to improve the quality of life for people,
increase the employment rate, ensure the viability of Estonian cultural
space, increase productivity in the economy, and make the public sector
more efficient”® (Ministry of Economic Affairs and Communications,

2014).
The Action Plan

The Information Society Strategy 2020 addressed the introduction of
information and communication technologies in various areas of life. The
highest objective is to support the competitiveness of the economy through
ICT, human well-being and the efficiency of the state government
(European Commission, 2016). The ICT strategy includes a number of

necessary steps:

1. Setting up a ready-made high-speed internet base to allow 60% of the

population to use the Internet on a daily basis.

2. Enhancing the capacity of cross-border electronic services in cooperation
with the Nordic Institute of Creativity with the aim of developing X- road,
electronic identities and electronic signatures. By 2020, 20% of the

population will use an electronic signature.

3. Provide people with technical and regulatory infrastructure to control the
use of data at any time who, why, how, and how such data is used by their

governments.

(*)(Ministry of Economic Affairs and Communications, 2014, p15)
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4. Modernization of Estonian public electronic services, implementation of
standardized quality standards and support for the reform of old IT

solutions.

5. Launch a virtual or electronic residence by issuing a digital 1D to non-

residents and providing electronic services.

» The Readiness, Acceptance and Adoption of Estonia’s

e-Government

Estonia's use of modern information and communications technologies in
the public sector and governance has placed the country at the forefront of
countries that aim to modernize its public sector and provide transparent
governance. Estonia’s success in converting their public services online is
first and foremost based on the widespread use of electronic identification
cards (Vassil, 2015). According to Kitsing (2011). In the case of Estonia,
the roots of e-government are based on several interpretations of some of
the decisions taken by the main officials that formed the development of
e-government in Estonia in the early 1990s. One of the most important
variables that helped in this is the readiness of information technology,
which helped implement the X-Road system, government databases
communicate with each other; in addition to the role of politicians and

public sector officials and their interaction with the e-government initiative.
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According to Kalvet (2012), the success factors in the Estonian
e-government that helped to adopt and accept e-government in Estonia so
far have been the following: leadership and public sector competencies,
adequate funding, legislative and regulatory support, development of
(strategic)  information  technology infrastructure,  public/private

partnerships, and private sector competencies.

» The Challenges Faced by e-Government in Estonia

The Estonian government is the most distinctive model in Central and
Eastern Europe. Despite the high rating of Estonia in the implementation of
e-government between the countries of Central and Eastern Europe, which
was revealed by many indicators, some studies indicate that there is a gap
between the official indicators of the performance of e-government and the
actual practice of e-government is clear, through the analysis and
submission of some examples of online services as well as the coordination
of information technology within the government. That is not a sign of its
failure, but to draw attention to the fact that the actual e-government
practices are much more heterogeneous than what some aggregated

indicators would suggest (Kitsing, 2014).

» The Lessons Learned from e-Government in Estonia

Through its e-Estonia's initiative, Estonia has developed a digital
community and built the most technologically advanced government in the

world. As a result, Estonia relies heavily on the information systems and
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data stored. One of the most important lessons learned according to
Estonia's officials is the importance of finding partners who are equally
thinking, enthusiastic about innovation, with which mutual trust exists or

can be cultivated (Collins & Farm, 2018).
2.5.1.3 e-Government in Kingdom of Saudi Arabia (KSA)

The Government of Saudi Arabia has considers e-government a top priority
and attaches great importance to the concept of e-government and the
process of transformation that leads to it (Basamh & Qudaih, 2014). The
extensive use of technology by the Government of Saudi Arabia is poised
to embrace a new technological era, one in which technology is utilized as
a tool to maximize the exposure of information, services, communication
and opportunities. This technology, popularly referred to as e-government,
has contributed significantly to the management of the state machinery
more importantly and has emerged as an efficient and effective tool for the

people (Khan et al., 2013).

According to Al-Sobhi & Weerakkody (2010), the Government of KSA
started implementing a national e-government program in 1998. Also, the
Government of Saudi Arabia had begun the process of implementing its
concept of e-government, which is referred to as "Yesser" - an umbrella
and government observer of all actions, activities, legislation and all other
issues and actions related to it (Al Nagi & Hamdan, 2009). The vision
aimed at that the in the end of 2010, everyone in the kingdom will be able

to enjoy — from anywhere and at any time — world class government
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services offered in a seamless, user friendly and secure way by utilizing a

variety of electronic means (Alsheha, 2007).
» e-Government Strategy
The Vision

According to Khan et al., (2013), Yesser’s program vision is based on
providing easy access to operators, including individuals, companies,
government agencies and employees. It says; "Enabling everyone to use
effective government services, in a secure integrated and easy way, through

multiple electronic channels"®.
The Action Plan

As mentioned in Khan et al., (2013), the action plan includes building
a sustainable e-government workforce, improve public interaction with the
government, develop a culture of cooperation and innovation, and improve

government efficiency.
» The Readiness, Acceptance and Adoption of the KSA e-Government

Since the Government of Saudi Arabia began implementing the Yesser
program, it has shifted the e-government program significantly, especially
between 2005 and 2008. The initial efforts of Yesser focused on large
cities, despite the vision of the Yesser program boldly aiming at ensuring

that everyone in the KSA would enjoy the benefits of the e-government

(°) (Khan et al., 2013, p4).



33
program by 2010, in-depth analysis of adoption rate and progress in
program implementation suggests that only core e-government services
have been implemented by 2014. Many studies indicated that the slow rate
of government adoption and implementation is due to challenges for
various obstacles, most of which are related to user aspects (citizens), and

government service providers (Basamh & Qudaih, 2014).

A number of initiatives have been undertaken by the Government of Saudi
Arabia to help in the adoption and dissemination of ICTs in general and
e-government in particular. The Prime Minister and the King of Saudi
Arabia (SA) have ordered the investment of 3 billion Saudi Riyals in 2003
to support e-government readiness and 3 billion in late 2006. Although the
overall implementation and application of e-government was slow in SA,
intermediaries were helping to improve e-government adoption and
deployment as intermediaries (e-offices) were introduced as part of the
government's e-government strategy, to facilitate citizens' access to
e-government services. In addition, intermediaries help bridge the gap SA
faces in terms of information technology and infrastructure readiness for

e-government deployment (Al-Sobhi & Weerakkody, 2010).

Due to the rapid development and significant improvements in information
and communication technologies, the adoption of e-government services by
citizens is of concern to the Government of SA due to the poor readiness of
citizens to use these technologies. In order to succeed in the future, the

Government of SA has been working to adopt and activate communication
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and technology systems for all citizens and encourage citizens to use e-
government services through the readiness and adoption (Alateyah et al.,

2013).

» The Challenges Faced by e-Government in KSA

There are some challenges and obstacles facing the adoption and
implementation of e-government (Yesser) in the KSA. There are a number
of challenges to external and internal challenges associated with
e-government implementation as well as the high costs associated with
implementation. One of the main challenges facing the implementation of
the e-government system in the establishment of e-government
infrastructure, the adoption of e-government system availability, computer
literacy, trust, accessibility, authentication, ease of use, and accountability

issue (Basamh & Qudaih, 2014).

In addition, security problems have hindered the implementation of
e-government not only from the perspective of government but also from
the citizen’s side. The technical infrastructure is not integrated at the
moment; not all government departments share the e-government portal
and not all government services are available online (Al-Sobhi &
Weerakkody, 2010). Besides, Alsheha (2007) discussed some of the
challenges facing the e-Government program in SA, including the problem
of rules and regulations, one of the most difficult concerns is the rules and
regulations of government agencies, where many of these systems are

complex and centralized, lack of qualified staff and IT professionals to
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effectively and efficient run the e-government program. One of the
difficulties that the Government of Saudi Arabia may face in establishing
e-government is that the use of the Internet throughout the e-government
was very low, where between 13% and 15% of the population actually use

the Internet (Alsheha, 2007).
» The Lessons Learned from e-Government in the KSA

The experiences of the first five-year plan suggest that a clear strategic
approach (action plan) may provide a sustainable framework for
e-government adoption. However, it has shown that a good plan alone does
not guarantee success. The plan must be flexible enough to adapt to
external and internal challenges (Franke & Eckhardt, 2014). In addition,
the implementation and subsequent adoption of e-government requires
a substantial and sustained commitment to resources, public-private

cooperation and government (Basamh & Qudaih, 2014).
2.5.1.4 e-Government in Egypt

Egypt had been investing in building ICT infrastructure since 1985 as a
vital tool for development. Egypt continues to face many challenges in its
efforts to implement e-government initiatives successfully; this is mainly
due to traditional problems or obstacles such as; resistance by employees
and citizens alike, weak ICT infrastructure and lack of confidence and
security in e-services and their use, that can limit the growth of any

government as illustrated below (Zaied et al, 2017).
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Egypt, which was particularly among from the first and successful in the
implementation and application of e-government in Africa, is driven by a
clear strategy and with the support of a customized organizational setup
(Klischewski, 2015). Since early 2004, Egypt started implementing the
e-government program with the assistance of the Ministry of State for
Administrative Development (MSAD), the organization responsible for e-
government programmed in Egypt; the e-government project is one of the
strategic projects to build the information base in Egypt. It will also pave
the way for an Egyptian society based on information technology that will
be able to confront the information technology revolution and narrow the

digital divide between Egypt and the developed world (Abdelkader, 2015).
» e-Government Strategy

The Vision

The vision of e-Government initiative in Egypt is (Abdelkader, 2015);

“Delivering high quality government services to the public in the format

that suits them” .

Such vision relies mainly on three principles,
Citizen centric service delivery;
Community participation; and

Efficient allocation of government resources.

(")(Abdelkader, 2015).
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The Action Plan

The Egyptian e-Government program has been divided into two phases.
The first phase was implemented during the period (2001-2007) in which
the identification and approval of the strategic plan was the main issue,
implementation and evaluation of pilot projects. In addition, this phase
witnessed the geographical and sectorial deployment of some projects. The
second phase was implemented during the period (2007-2012) focused on
the expansion of pilot projects at the national level and the development of

the government administrative apparatus (Ayman & Azim, 2016).

» The Readiness, Acceptance and Adoption of the e-Government in

Egypt

Ayman & Azim (2016) discussed the beginning of the readiness for
e-government in Egypt; the Egyptian Government has recognized the
importance of providing e-government services since 2004. Ministry of
Communication and Information Technology (MCIT) launched the
Egyptian e-government program in 2001 as part of a technology strategy
Egyptian Information and Communications and in 2004, the program was
transferred to the Ministry of State for Administrative Development
(MSAD) as a component of administrative reform and development.
During the period from 2001 to 2003, preparatory and support initiatives
were taken to launch the e-government project, such as the launch of the
free Internet service in 2002 to provide everyone with easy access and at a

reasonable cost to the Internet. This is in addition to what IT clubs
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launched in 2003 to facilitate access to ICTs even in disadvantaged areas.
Finally, in January 2004, the Egyptian Government announced the launch

of its first official portal.

The government's readiness is a function of three variables or indicators:
the web measurement index (reflecting the content and delivery of
e-government services); the telecommunication infrastructure index
(reflecting the degree to which a country is prepared for electronic
transformation and electronic delivery); the human capital index (reflects
the willingness of citizens to participate in the world connected to the
network). Overall, Egypt has made some efforts to improve its
e-Government readiness rating over the last few years. In terms of
achievements in telecommunication infrastructure, communication and
access has been improved through the adoption of a number of policy
measures, including the liberalization of the telecommunications sector
through the launch of three licenses for mobile network operators; in
addition, high quality broadband connections in major cities and
commercial complexes. Given that the government of Egypt had taken
some initiatives to improve the classification of e-government readiness as
mentioned above. But the United Nations (UN) e-government survey
(2012) ranked Egypt's e-government at 107th place worldwide (Gebba &
Zakaria, 2015).
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The Egyptian Government seeks to adopt and accept e-government. The
factors that affect the acceptance and adoption of e-government in Egypt
are identified as follows. First, the vision should be clear from the
beginning with the creation of a roadmap for the future. Second, supportive
leadership for e-government and its services, is one of the important factors
for the e-government success. Third, the training of citizens on
e-government to be able to use the related techniques. Fourth,
e-government requires collective efforts from many public sectors
constituents. Fifth, the awareness includes the use of the media to introduce
the concept of e-government to people in the public sector, demonstrate the
benefits of e-government and the importance of e-government
implementation. Sixth, information and communication technologies are
important element in the implementation and development of
e-government, not only the adequate distribution of computer technology
or social networking, but the general application of telecommunication
services is essential to achieve e-government. Finally, information
technology standards, which means hardware and software specifications,
and their important role in helping the citizens to manage and use

technology (Abbassy & Mesbah, 2016).
» The Challenges Faced by e-Government in Egypt

Despite the fact that Egypt was a pioneer in launching its e-government
program, e-government in Egypt is still slow and uneven compared to other

countries in the Middle East to a degree far from other Arab countries,
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where this is due to challenges and barriers to the successful
implementation of e-government (Ayman & Azim, 2016). These include

the

lack of an electronic signature mechanism,

lack of e-payment transactions,

computer illiteracy and low internet access, and

staff resistance.

» The Lessons Learned from e-Government in Egypt

According to the challenges faced by e-government in Egypt include the

lessons to be learned the following (Klischewski, 2015):

1. Creators of a network hub must clarify the direction of the goal, the
responsibilities of membership and performance evaluation of all

government agencies involved.

2. Participating government agencies need to understand, commit to, and

practice sharing of accountability beyond hierarchy or ownership.

3. The country with little collaboration culture and network experience is
better off to rely on accepted dominant actors for managing inter-

organizational collaboration hubs in e-government.
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2.5.2 The Municipal Level
2.5.2.1 Local e-Government in United Kingdom (UK)

Since the benefits of Internet-based business opportunities involving ICT
have become evident and have been felt not only by businesses, but by
governments around the world, investments in e-services have doubled.
The United Kingdom (UK) is one of those countries that has eagerly
embarked on a number of e-government programs on both the local
government and the national level to enable all major public services

(Weerakkody et al., 2004).

The e-government efforts in the UK are increasingly viewed as a means of
modernizing public services, not merely a tool to automate current
government services processes. In recognition of the need for local councils
to provide efficient and better public services, the central government in the
UK has initiated the idea of ‘Modernizing Government’ to achieve multiple
goals such as delivering customer services more efficiently. To achieve
these goals, the UK government has created e-governance. Local
governments in the UK began implementing e-government by 2005 (Jain &

Kesar, 2007).

Most citizen-government transactions are conducted at the local
government level. The UK government realized this by allocating some
funding to local authorities to enable to meet their targets of 100%

electronic service delivery by 2005. Despite this, most of the funding went
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to the central government initiatives. The progress is measured against

e-government application data (Paris, 2005).

» The Readiness, Acceptance and Adoption of Local e-Government in

UK

The success of e-government depends to a large extent on the benefits and
level of utility services offered to citizens. The current e-government
program in the UK focuses on enabling local e-governments in various
precincts of the UK, providing services and information via the Internet

and preparing e-government portal (Weerakkody et al, 2004).

The implementation of local e-Governance began in 2004, focusing on
improving infrastructure facilities, operating systems, databases, e-services,
and free Internet access. In addition, the adoption and acceptance of
technological developments helped to implement the local e-government.
The shift from manual to electronic environment took a number of steps,
such as the integration of remote offices in the Wide Area Network
(WAN), and implementing security features such as firewalls, load
balancing programs, single directory structures, and passwords to promote
digital media and optimize local e-government (Weerakkody & Choudrie,

2005).
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» The Challenges Faced by the Local e-Government in UK

The main challenge is to ensure compatibility and interoperability between
various government databases. The UK has barriers such as dissemination,
awareness and content designed when deploying local e-government

(Weerakkody et al., 2004).

Jain and Kesar (2007) discussed the challenges facing the optimal
implementation of the local e-government initiative in the UK. Based on
the results and studies in the implementation of the local e-government in
the UK, some of the main issues and challenges in the implementation of
local e-government appear. The first is the availability of relevant
information and lack of resources to update the information on regular
basis has proved to be a major issue. The second is the lack of positive
processes and mentality towards local e-government and insufficient
planning and support for the local e-government initiative, where there is a
lack of e-government knowledge and skills among managers at the local

level in the UK.
» The Lessons Learned from Local e-Government in UK

A more positive and strong marketing campaign is needed in the UK at the
local and national levels to encourage local e-government. This campaign
can include stimulating public awareness of local e-government through
government-sponsored workshops and seminars at the local and national

levels (Weerakkody et al., 2004).
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2.5.2.2 Kuusamo e-Municipality (Finland)

The digitization of Finnish municipalities is still far from the highest level
of e-government among governments, but the trend is clear. Digitalization
has the potential to make municipal operations more efficient, while
increasing customer experience through modern interactive digital services
can also provide them with structured data and action intelligence to
improve the decision-making process and the ability to rely on them in real

time (Ahveninen, 2016).

Finland is one of the largest European countries with a population of 5.1
million, and it’s the most developed European countries in the field of
information technology and communications. The project of e-government
in Finland is part of a huge project to restructure public administrations in
Finland. The project was launched in 1990 to improve the level of
government services provided to citizens. The Finnish government started
its project by launching the One Stop Government (OSG) Government is
unified so that all government departments are assembled in one building
so that the citizen can complete his transactions from one place (Hayajneh,

2012).

Finland has a total of 444 municipalities spending a total of 720 million
euro a year on ICTs for the implementation and application of the
e-municipality project, one of the e-government projects in Finland
(Hayajneh, 2012). The municipality of Kuusamo was one of the

municipalities in Finland that carried out this project.
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The municipality of Kuusamo began its efforts to build a knowledge
society in the city to systematically develop cognitive capabilities. It is the
first municipality in Finland to use the concept of strategic IT planning

(Hayajneh, 2012) .

Kuusamo began to implement a strategy for economic and social
development since 1987, which led to concrete and measurable changes.
The objective of this strategy is to enable e-services and establish a
specialized local authority. This strategy focused on developing an IT
culture, utilizing ICTs in business and improving the IT infrastructure
(Improvement and Development Agency (IDeA) & Society of Information

Technology Management (Socitm), 2002).
» e-Municipality Strategy
The Action Plan

The e-Municipality project was implemented within the municipality of

Kuusamo through four main phases (Hayajneh, 2012). It is as follows:

1. Phase 1: started in 1987 when a decision was made to invest in the
long-term information technology and its use in municipal work. Where a
number of projects aimed at computerizing the internal works of the
municipality have been initiated. The most important project in this period
is the KuusamoOn project and aims to develop the uses of information

technology in the work of the municipality.
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2. Phase 2: Started in 1990 during this phase, the One Stop Shop (OSS),
which provides all municipal services from a single window, was

developed.

3. Phase 3 (1995-1997): This phase began with the project of developing
the information network in the municipality. A team was also set up to
develop a strategic program to develop a number of electronic services that

the municipality can provide.

4. Phase 4 (1997-2004): At this stage, most of the services approved in
phases | and Il were activated and new services were developed and

delivered via electronic means.

» The Readiness, Acceptance and Adoption in e-Municipality in

Kuusamo

Kuusamo has struggled to accept and embrace local e-government in its
municipality. It focused on increasing the empowerment of e-services in
the municipality. In addition, the municipality has shown courage in
adopting new and modern technologies that have helped in the electronic
transformation in the provision of services. Furthermore, Kuusamo focused
on customers and citizens to improve its e-service experience and increase
its ability to deal with electronic transformation (Improvement and
Development Agency (IDeA) & Society of Information Technology
Management (Socitm), 2002).
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The digital government in Finland has a long history, where leading
policies can be traced back to the 1970s when ICTs were seen as an
essential part of good governance. However, the 1990s were considered the
golden age when Finland became one of the leading countries in
information technology. Also Finland ranked first in Internet
communications in terms of capital and technological innovation. Many
government projects were implemented and implemented. In the 1990s,

Finland became one of the best international practices (Osifo, 2018).
» The Challenges Faced by e-Municipality in Kuusamo

According to Organisation for Economic Co-operation and Development
(OECD) (2003), while Finland is a leader in e-Government and
e-Municipality initiatives, it had been facing a number of critical challenges
for e-municipality and broader governance, such as delivering a clear
vision to the e-municipality and increasing inter-agency collaboration.
Other challenges also included strengthening internal management

structures and ensuring ownership of e-municipality initiatives.
2.5.2.3 e-Municipality in Greater Amman (Jordan)

Since its inception, the Greater Amman Municipality has consistently and
continuously endeavored to improve its business and services for the
convenience of its citizens and to provide the best services. As the Internet
entered Jordan, the municipality became aware of the importance of the

Internet and began to think about how to use the Internet to serve the public
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and provide services at the lowest cost and time and at the highest

efficiency (Mofleh & Wanous, 2008).

» e-Municipality Strategy

The Vision

“Amman Municipality is a pioneer to be a flexible city, organized, modern,
intelligent, safe, attractive, sustainable, spiritually oriented, friendly, viable,

55(8)

and proud of its heritage and authenticity (Greater Amman

Municipality, 2018).

The Action Plan

The Greater Amman Municipality adopted the five stages of implementing

the e-Municipality (Hayajneh, 2012). Include:

1. Phase 1: Fast-track pilot projects, where a range of services have been

implemented and submitted via the Amman municipality website.

2. Phase 2: The development of the administrative control of the project
with the design of some of the main technological foundations and the

identification of the necessary resources.

3. Phase 3: The constructions of message exchange services, re-

engineering (design) of services and procedures.

(®) https://www.ammancity.gov.jo/ar/gam/about.aspx.
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4. Phase 4: Selection and construction of the main information systems for
back office systems, document management systems, document movement

and the Internet portal.

5. Phase 5: Building a payment portal through financial payment,
analyzing traffic over the telecommunications network and developing

plans to ensure business continuity.

» The Readiness, Acceptance and Adoption of Greater Amman e-

Municipality

In the case of the Municipality of Greater Amman, one of the factors that
helped to adopt and accept the e-municipality in the Greater Amman
Municipality is the technological readiness in Jordan for the citizens, the
availability of infrastructure, internet connection and the portal all helped to
implement and adopt the municipality's work electronically. Studies
revealed that there is a positive relationship between the information
technology infrastructure with the quality of information and its use and its
organizational impact, since without a strong infrastructure, the
municipality cannot build a relationship of trust among stakeholders and
encourage of the adoption of e-municipality. This is in addition to the
people's awareness of the importance and benefits of e-Municipality and
access to services electronically (Al-rawahna et al., 2018) and (Trawnih &

Bechcoum, 2018).
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» The Challenges Faced by e-Municipality in Greater Amman

This paper discussed the challenges and obstacles to the implementation of
e-Municipality in Jordan, where barriers were presented from two different
perspectives. First, from a service provider's perspective, it has explored the
following barriers: IT infrastructure gap, lack of awareness, insecurity and
privacy, mistrust, insufficient skilled human resources, lack of
collaboration, public-private partnerships, lack of training and resistance to
change. The second point is the citizens' perspective. They have explored
the challenges faced by the citizen. The citizens prefer face-to-face
services, lack of confidence in electronic services, lack of financial ability
to purchase computers and subscription in the internet also insufficient
legislation and regulations governing of e-transactions (Al-rawahna et al.,

2018).
» The Lessons Learned from e-Municipality in Greater Amman

The technological changes that have affected all areas of life have
contributed to major changes. This has contributed to the development and
modernization of Greater Amman Municipality. One of the lessons learned
from the implementation of the e-municipality is the development and use
of the best technologies and the installation of a technological
infrastructure capable of implementing the e-municipality. In addition to
overcoming resistance to change, cooperation with the private sector can be

beneficial in cost-sharing, increasing people's awareness by adopting
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training courses and considering transformation in electronic services as a

process of restructuring (Darwazeh et al., 2016).
2.5.2.4 Dubai e-Municipality (United Arab Emirates)

Dubai Municipality (DM) is considered one of the largest institutions in the
Emirate of Dubai in terms of the size of its employment, the size of the
services it provides, and the projects it carries out. It is the leading and
driving municipality for the growth and development of the Emirate of
Dubai (Dubai Municipality, 2016a) and (Hayajneh, 2012). In addition, the
launch of the e-government project in DM is part of the change and
development taking place in Dubai. The change adopted, which the
municipality has been following; is based on a clear vision and a strong
desire for change. This has produced a successful experiment that became

an important reference for all the Arab cities (Hayajneh, 2012).

» e-Municipality Strategy

The Vision

“Building a happy and sustainable city”® (Dubai Municipality, 2016b).
The Action Plan

According to Hayajneh (2012), three stages were identified for the

implementation of the e-government project in DM. The stages were

() (Dubai Municipality, 2016b, p4).
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divided depending on the available technological infrastructure and the

services that could be implemented at each stage. These phases include:

1. Phase 1: Focus on strategic planning of the project and foundation of

the transition to an e-municipality.

2. Phase 2: Development and modernization of the infrastructure of
telecommunications and information technology and the selection of a

range of services to implement and provide electronically.

3. Phase 3: The stage of integration and full interaction to provide

integrated interactive services to customers.
» The Readiness, Acceptance and Adoption of Dubai e-Municipality

Over the past decade, the emergence of new technology has led to the
emergence of smart cities aimed at providing their stakeholders with
technology-based solutions that are efficiency and effectiveness.
Furthermore, Dubai was ranked 28th in 2012 in its readiness to implement
and provide its services electronically in 192 countries. This is a proof of
Dubai's readiness to adopt and accept e-municipality in order to provide

e-services (Samara & Raven, 2015).

Dubai has begun to develop its ICT infrastructure to cope with rapid
developments. The successful management of change in DM, which had
relied on a clear vision and a strong desire for comprehensive change based

on the communications and information revolution, had an impact on the
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success and adoption of the e-municipality. In addition, the use of private
sector companies, training of customers and employees and focusing on the

needs and requirements of customers (Hayajneh, 2012).

DM had seeked to adopt and accept e-government in its municipality, and
to reach the desired transformation has worked to adopt on its resources to
move towards a technology-intensive information environment. It also
helped to adopt and accept the Dubai e-municipality's successful leadership
that supported the country's electronic transformation. This is in addition to
adopt and accept the best technologies and equip the technological

infrastructure of the government and promote it (Sethi & Sethi, 2008).

» The Challenges Faced by e-Municipality in Dubai Municipality

According to Alketbi (2018), the biggest challenges and barriers facing the

e-municipality in Dubai are:

1. The position of the stakeholders that the project will not succeed and

resistance to change by the employees and employers.

2. The fear held by the employees that, through the implementation of e-

government, their jobs would be taken over by computers.

3. Technological challenges through the purchase, installation and
maintenance of equipment. However, this is mitigated by the increase in

technological progress.

4. Lack of required technical resources.
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5. Dependence on foreign technology, as the country has great experience
in the use of technology, but development is not within its competence and

field.
» The Lessons Learned from e-Municipality in Dubai Municipality

DM offers a variety of online services for both individuals and businesses.
Within a short period of six years, Dubai has managed to get 90% of
government services online. The lessons learned from the Dubai
e-municipality implementation experience can serve as a guide in
managing similar complex initiatives. These include, strong leadership,
commitment and vision, flexible and robust infrastructure, development
strategies, human resource development and public-private partnerships

(Sethi & Sethi, 2008).
2.6 Conclusion

In this chapter, the concept of e-municipality and its benefits have been
identified in several viewpoints of different researchers. Then, the concept
of strategy and SWOT analysis was presented as a tool that will be used to
develop strategies to overcome the challenges and obstacles for the optimal
implementation of the e-municipality in the Palestinian municipalities. In
addition, the TAM model was presented and clarified, which will be used
to measure and assess the readiness, acceptance and adoption of the

e-municipality in the Palestinian municipalities.
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In the second part of this chapter, the researcher presented some
international and Arab experiences at the national and local levels to
benefit from these experiences in the Palestinian municipalities, and to

assessment of e-municipality in Palestine.

The Arab and international cities have considerable experiences that can be
used and transferred to the Palestinian experience. The adoption of the
e-municipality helps and contributes to raising efficiency and performance
and providing the highest levels of services to citizens. However, these
cities face some challenges, including those who have been able to
overcome them and develop strategies that have contributed to the optimal
implementation of the e-municipality, and some of them are still trying to

overcome these challenges.

The most important challenges facing these cities can be summarized as

follows:

1. Absence of regulations and laws supporting the application of e-

municipality.

2. Lack of adoption of modern technologies in municipalities and

technical infrastructure that is not ready for the new system.

3. Weak experience and lack of sufficient awareness in the electronic

municipality and its benefits.

4. Poor strategic planning to accommodate and adapt to new technology.



56

5. Low level to accept and adopt technology in municipal departments.

6. Some workers do not accept the principle of switching to
e-municipality, which requires a great deal of changes in working methods

and procedures.

7. Poor training and lack of IT specialists.
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Chapter Three
Research Methodology

3.1 Introduction

This chapter presents an overview of the research design and methodology
used in this thesis. It identifies the research paradigm and methods adopted.
Initially, there is a brief account of the theory and the reasons for choosing
particular approaches and methods; this is followed by a list of differences

between the various types.

This chapter also offers an explanation and justification for the research
method strategy. Data collection methods then discussed in detail, followed
by a specific focus on the sources from which information was obtained
and on the selection of the sample of participants. The process used to
satisfy the aims and objectives of the research to reach any conclusive
result is discussed in detail. The chapter ends by explaining the methods of
data analysis adopted to ensure the validity and reliability of the findings

and ultimately to provide logical answers to the research questions.
3.2 Research Methodological Approach

The choice of methodology is an important decision that the researcher
must make. There are two main types of research methodologies;
quantitative research and qualitative research. The choice of proper type

depends on the problem that the research addresses.
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This research follows mixed (quantitative and qualitative) research
approaches in order to reach the research objectives. As mentioned before,
the purpose of this research is to study and analyze the acceptance and
adoption of the Palestinian municipalities of the e-municipality considering
an appropriate model (the TAM model), identify the challenges and
obstacles facing the e-municipalities in Palestine, and propose solutions to
these challenges. This is in addition to identify the best ways to implement
the e-municipality in the Palestinian municipalities, through the considering

an appropriate analysis approaches.

This section will highlight some issues regarding the quantitative and
qualitative research, their features, and the reason behind the selection of

quantitative and qualitative research approaches in this research.
3.2.1 Quantitative Research

Quantitative research can be defined as explaining a phenomenon
according to numerical data which are analyzed by mathematical methods,
especially statistics. It is a kind of experimental research in a social
phenomenon or a human problem and a theoretical test consisting of
equations measured by numbers and analyzed using statistics to determine
whether the theory interpreted or predicted phenomena and aimed at

development of forecasts and generalizations (Yilmaz, 2013).
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Quantitative data focuses on the quantity of objects. This includes the
determination of how many of them? What are statistical patterns? It
usually takes the form of numbers, and its analysis includes counting or

measuring these numbers to draw conclusions (Nasuti, 2016).

The quantitative research involves the use and analysis of numerical data
using specific statistical techniques to answer questions such as who, how
much, what, where, when, and how. It requires the reduction of phenomena
to numerical values in order to carry out the statistical analysis

(Apuke, 2017).
3.2.2 Qualitative Research

Qualitative research, a set of comprehensive data on many variables over a
long period of time, based on the cognitive assumption that social

phenomena are very complex and intertwined (Yilmaz, 2013).

Qualitative research focuses on the quality of things. This includes the
determination of what is their nature? What are they like? How can they be
described? Often includes participants' opinions or their inner worlds, and
may include data generated through the use of interviews, focus groups,
and so forth. Qualitative research often combines data from relatively small
samples of people. Because qualitative data often takes the form of words,
narratives and descriptions, which are not easy to analyze, the researcher

must do a lot of intelligent interpretation of these data to identify relevant
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topics and make them understandable and reliable to the reader

(Nasuti, 2016).

Quantitative and qualitative research designs differ in terms of their
epistemological, theoretical and methodological underpinnings.
Quantitative research is informed by the objective knowledge theory and
thus seeks to develop illustrative global laws in social behavior through the
statistical measurement of what is supposed to be a fixed fact. On the other
hand, quantitative approach supports the view that psychosocial
phenomena have an objective reality independent of the subjects being
studied, i.e. that the world, the researcher, the teacher or the subjects are
viewed as relatively separate and independent (Yilmaz, 2013). Table 3.1
provides a summary of the key typical differences between qualitative and

quantitative research.
3.2.3 Mixed Research

Mixed methods focus on collecting, analyzing and mixing both quantitative
and qualitative data in a single study, and are seen as the third
methodological movement. The mixed methods involves a qualitative and
quantitative dimension, but difficulties often arise when the researcher
attempts to articulate how the two elements relate to one another (Doyle et

al., 2012).
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This research methodology is considered to be deeper than either
qualitative or quantitative research method separately. It is common to
combine qualitative and quantitative research. Combining methods in one
search project may be useful for several reasons. Using more than one

method to collect evidence helps reduce the risk of generating false results.
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Table 3.1: The Key Typical Differences between Quantitative and

Qualitative Research Approaches.

Criteria

Quantitative Research

Qualitative Research

Purpose

To test hypotheses, look at
cause and effect, and make
predictions.

To understand and
interaction.

interpret  social

Group Studied

Larger and randomly selected.

Smaller and not randomly selected.

Variables Specific variables studies. Study of the whole, not variables.

Type of Data | Numbers and statistics. Words, images, or objects.

Collected

Form of Data | Quantitative data based on | Qualitative data such as open- ended

Collected precise measurements using | responses, interviews, participant
structured and validate data- | observations, field notes, and reflections.
collection instruments.

Type of Data | Identify statistical | Identify patterns, features, themes.

Analysis relationships.

Objectivity and | Objectivity is critical. Subjectivity is expected.

Subjectivity

Role of Researcher

Researcher and their biases are
not known to participants in
the study, and participant
characteristics are deliberately
hidden from the researcher
(double blind studies).

Researcher & their biases may be known
to participants in the study, and
participant characteristics may be known
to the researcher.

Results Generalizable findings that | Particular or specialized findings that is
can be applied to other | less generalizable.
populations.

Scientific Method

Confirmatory or top-down: the
researcher tests the hypothesis
and theory with the data.

Exploratory or bottom—up: the researcher
generates a new hypothesis and theory
from the data collected.

View of Human | Regular and predictable. Dynamic, situational, social, and
Behavior personal.
Most Common | Describe, explain, and predict. | Explore, discover, and construct.

Research Objectives

Focus Narrow-angle  lens;  tests | Wide-angle lens; examines the breadth
specific hypotheses. and depth of phenomena.
Nature of | Study behavior under | Study behavior in a natural environment.

Observation

controlled conditions; isolate
causal effects.

Nature of Reality

Single reality; objective.

Multiple realities; subjective.

Final Report

Statistical report with
correlations, comparisons of
means, and statistical
significance of findings.

Narrative  report  with  contextual
description & direct quotations from
research participants.

Sources: (Apuke, 2017)
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Also, qualitative research can be done to identify the research questions to
be addressed later by quantitative methods; or a quantitative study may
indicate appropriate questions for further research by qualitative methods.
The combination of methods may allow a broader range of issues to be
addressed during the course of conducting a research project than would be
possible if exclusive use of either quantitative or qualitative methods had
been made. Although many research projects clearly refer to a specific
approach, in many cases projects may benefit from a combined-methods

approach (Philip, 1998).

3.3 Type of Sampling

There are two types of sampling; the purposive (non-probability) and
random (probability) sampling. The appropriate sampling type for this
research is the purposive (non-probability) sampling, because the target
people have some appropriate characteristics needed to get the required
information and data cannot be obtained from other choices, also under this
category of sampling, there are two kinds of purposive sampling; the

judgment sampling and the quota sampling (Taherdoost, 2016a).

According to Etikan & Bala ( 2017), judgment sampling is based on the
judgment of the researcher as to who will provide the best information to
succeed for the objectives study, and the quota sampling is which
participants are chosen based on predefined characteristics such as sex, or

races. Therefore, judgment sampling is selected for this study.
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In this research, the interviews are intended to be conducted with five
experts and high-rank employees at the municipal and national levels. The
same person may be interviewed more than one time. Those sample
members were chosen as subjects on purpose as they have the best source
of needed information on e-municipality in Palestine in general, and in the
Palestinian municipalities at specific, as their experiences and interests are
related to the strategic analysis, planning and development of

e-municipality.

In this study, a sample of Palestinian municipalities was selected to be
analyzed through their websites and documents or through a number of
interviews with specific officials there, namely mayors, information

technology and strategic planning officials.

The questionnaires were distributed to the sample of nine Palestinian
municipalities. The sample members were selected from the employees
who are familiar with the e-Municipality initiative. Specifically, the sample
was targeted to managers and information technology officials in the
municipalities as well as any employee with sufficient experience and

expertise in the e-Municipality initiative and its applications.
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3.4 Data Collection Methods

Data collection relevant to the mixed methodological approach, utilized in
order to achieve the research objectives, is presented in this section. Several
methodologies have been used to collect relevant information from the

various sources, including the following:

e Review of relevant literature: A systematic analysis of literature is used
to collect research-related information in order to understand basic
concepts and know the experiences of other countries in the e-municipality.
The literature reviewed included relevant electronic research, articles, and
available studies and books. This is in addition to documents by produced

the Palestinian government institutions, whether published or unpublished.

e Analysis of municipalities' websites: Reviewing and analyzing of
a number of websites for Palestinian municipalities was done in order to
assess the level of readiness, acceptance, adoption and development
towards e-municipality, and what each of the selected municipalities

achieved in the matter of delivering services electronically.

e Distributed Questionnaires: This involved distributing questionnaires
which were designed to collect qualitative and quantitative data on the
acceptability, adoption and readiness of Palestinian municipalities for
e-municipalities. With data collected and analyzed, the challenges facing

the Palestinian municipalities can be identified, in order to develop
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strategies to deal with them, and measure the performance indicators within

the municipalities in the transition to an electronic municipality.

e Conducting Interviews: To collect the information needed to complete
the research, tools used include face-to-face interviews organized for
collecting qualitative information with representatives of national official

institutions and local bodies on the current state of the e-municipality.
3.4.1 Interview Design

In this research, the unstructured interview form was adopted to get the
needed detailed information and data for the readiness, acceptance and
adoption for e-municipality, strategic framework and the challenges faced

the implement of e-municipality.

A consent letter addressed from the university to the officials or

interviewees was delivered upon request of the participant.

The researcher scheduled a number of unstructured interviews and
meetings -that will give an overall picture of e-municipality current
situation, strategic concepts and approaches- with government agencies
personnel, such as the Ministry of Telecommunication and Information
Technology (MTIT), the Ministry of Local Government (MOLG), and the
Municipal Development and Lending Fund (MDLF). Detailed
internal/external environment information were gathered, and several
important key issues were discussed and considered such as leadership,

change management, strategic planning, the acceptability and adoption of
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e-municipality systems by the Palestinian municipalities and their readiness
and implementation issues, and the requirements and the available support

for e-municipality development.

In this interviewing approach, one to one conversations between the
interviewer (researcher) and participants (interviewees) were conducted.
The researcher had a list of questions or topics to be discussed, with
minimal control over the order in which the topics are covered, and over
the respondents’ answers. According to Mathers et al. (2005), the
unstructured interviewing (sometimes referred to as "depth" or "in depth"
interviews) is called because they contain very little structure, the
interviewer approaches the interview to discuss a limited number of topics,
sometimes only one or two topics, and sets up consecutive questions

according to the previous response.

In total, five unstructured interviews were conducted with key persons,
who have experience in the domain of the research. Because unstructured
interviews often involve open-ended questions and discussions that may
lead to less focus than the side being searched, while trying to take notes
and could miss another chance, this approach will result in poor notes.
Registration was therefore used in interviews, recorded and later transcript
for analysis. This allows the interviewer to focus on interacting with the

participant and follow the discussion.
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One step must be taken before interviewing, which was related to taking
the permission of the participants (interviewees). For this research, the
researcher was ready for the letter of approval and permission from the

experts and officials to record their interviews.

The researcher phoned or emailed each participant to confirm the meeting
date, time and location of the interview. Prior to each scheduled interview,
the researcher made a follow-up phone call or sent an e-mail to remind the

participant of the meeting’s date, time and location.
3.4.1.1 Transcription and Translation

As with written notes and detailed recording, a necessary component of
interviews is associated with transcription and translation, as this forms the
basis for data analysis. The unstructured interviews were conducted in
Arabic and recorded using tape recorder. The researcher read the
transcription several times to ensure the accuracy of the relationship
between recorded and written transcripts. Then, each participant was given
the opportunity to review and confirm the final draft of the response, if

he/she requested. Then the Arabic transcripts were translated into English.

The information generated from the interviews was classified under

a specific item and target, based on the relevant keywords.
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The information and data gained from each interviewee on a specific issue
would be under a comparison process with the information and data gained
from the others on the same purpose. If there was consistency in the
gathered data, it would be approved for used, but if this is not the case, the
researcher should have schedule a new meeting with each interviewer with
conflicting observations. The researcher needed to be more focused on the
contradictory issues and would determine a set of questions to achieve the

right information.
3.4.2 Questionnaire Design

This study adopted the drop-off/pick up questionnaires approach,
considering self-completion surveying method, to collect a quantitative and
qualitative primary data about the e-municipality in the Palestinian
municipalities. The questionnaire is an important research instrument. It is
used for gathering or extracting information from a sample. In this
research, which aims to assessment of development and application of
e-Municipality strategies in Palestine, the questionnaire is one of two
primary research instruments. The questionnaire designed for this research
Is comprehensive and detailed, with all closed questions so as to obtain a
specific opinion from the participants to the questionnaire regarding

e-municipality implementation.
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The questionnaire design stage is crucial. The questionnaire was designed
in light of the aims, objectives and research questions. To design
questionnaire questions, which served the purpose of the research,
a detailed review of the literature was necessary. Key variables from
various sources were identified, and an inclusive list of variables, which
included variables relating to the research objectives, aims and research
questions, was developed for every variable evaluated, regardless of
whether or not it was relevant to the implementation of e-municipality at

the Palestinian municipalities.

The questionnaire consists of five main parts; the first part comprises 9
questions related to the questionnaires’ responders’ general information
and demographic information, containing nominal and categorical (non-
metric) scales. The second part comprises 12 questions relating to the
implementation, application and development of the e-municipality in
addition; to knowing the beginnings of the application of e-municipality
and the services provided by the municipalities. The third part comprises
14 questions relating to the e-municipality is concerned in terms of
administration to see the availability of understanding and vision about the
e-municipality and measuring the administrative factors and human
competencies and the availability of laws and legislation in support of the
application of e-municipality, depending on a five-point Likert scale,
ranging for 5 "strongly agree" to 1 "strongly disagree”. The fourth part
comprises 16 questions relating to the e-municipality in terms of

technology aimed at measuring the readiness of the municipality to develop
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the electronic system and the extent of acceptance and adoption to the
system of e-municipality to be application and implementation in the
Palestinian municipalities, depending on a five-point Likert scale, ranging
for 5 "strongly agree" to 1 "strongly disagree". Six other questions have
been included in the fifth part, to identify the challenges facing the optimal
implementation of the e-municipality. In total, the questionnaire consists of

57 questions.

The questionnaire was distributed from mid-May 2019 until in mid-June
2019. Around fifty hard copies of the questionnaire were sent to the
respondents (municipal employees) of the Palestinian municipalities, where

all valid questionnaires were returned for analysis.

3.4.2.1 Pilot Test

It is necessary to try a questionnaire in advance to identify any ambiguity in
the questions and to determine the range of possible answers to each
question. Pre-pilot is not a formal procedure; it is a process of collecting
information. The researcher should sit down with a few suitable subjects,
who may be friends or colleagues, and browse the questions together to
identify potential problems. After each session, the researcher must modify
the questionnaire before forwarding with another group of testers. This
process should continue until the researcher is confident that your questions
are unambiguous, appropriate and acceptable to the respondents. As with
other forms of science, the researcher need to be able to show that the data

collected from the questionnaire are valid and reliable. Ideally, each
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questionnaire should be undergo a formal pilot during which the
acceptability, validity and reliability of the measure are tested (Williams,

2003).

In this research, in order to increase the content validity of the
questionnaire items, a pilot test of the questionnaire has been conducted by
supervisor study. As a result, the word, length and consistency of the
questions have been modified. A pilot questionnaire was then distributed to
a small group of municipal staff (six) to test the rationality of the
questionnaire as suggestions were offered by some participants, and thus

the final form of the questionnaire was reached and distributed.

Among the topics that have been modified or added to the questionnaire,
determining the classification of the municipality, knowing what are the
action plans within the municipality to reach the e-municipality, the
number of posts/internal movements (within the municipality) or external
movements related to the e-municipality as a daily average, and how to
overcome the challenges and obstacles facing the implementation of the e-
municipality. In addition, the wording and consistency of the questionnaire
have been modified to make it clear and easy to understand for the

respondents.
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3.5 Data Analysis

After the previous steps of data collection and gathering, the analysis of the
data collected was carried out based on interviews and questionnaire. The
TAM model was used to evaluate the effectiveness of the use of the e-
system in the Palestinian municipalities, and to follow the acceptance and
adoption of technology in the Palestinian municipalities in the transition to

e-municipality.

Based on TAM model, the technological related factors impacting the
readiness of the people in the Palestinian municipalities to adopt e-

municipality will be identified.

In addition, the data collected for the internal and external environment
factors will be analyzed on the e-municipalities through SWOT analysis.
This process will identify the strengths and weaknesses of the internal
environment at the national level (i.e., ministries and relevant
organizations), or at the municipal level (i.e., municipalities and local
councils). In addition, threats and opportunities will be identified from the
external environment to develop strategies to address the challenges and

obstacles that hinder the implementation of e-municipality.

Based on this analysis, the strategic formulation will lead to the
identification of strategies that will help solve the challenges and obstacles
that impede the implementation and application of e-municipality in the

Palestinian municipalities. The researcher would therefore reach the
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matching process. This would be done for the four concluded external and
internal factors; the strengths, weaknesses, opportunities and threats. Each
internal factor would be matched with an external factor to identify four
types of strategies; SO, ST, WO and WT. This combination process would

be performed through developing the SWOT matrix tool.

SWOT analysis and SWOT Matrix are used to define all feasible proposed
corrective measured strategic solutions. After thorough assessment for
these, strategies that could be applicable to our case in the Palestinian

municipalities.

Moreover, the statistical program SPSS will be used to analyze quantitative
data from distributed questionnaires to conduct a kind of comparative

analysis and to get casual relationships between questionnaire elements.

By this, the research would have evaluated the acceptance and adoption of
e-municipality systems and the effectiveness of the system within
municipalities. The challenges and obstacles facing the implementation of
e-municipalities and their success will then be identified. Therefore, the
researcher will draw proposals, strategies and action plans to facilitate the
implementation of the e-municipality, and suggest mechanisms to solve
and meet the challenges that hinder the implementation of e-municipality in
the Palestinian municipalities. This is in addition to taking lessons learned

from the application of e-municipality.
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3.6 Validity and Reliability

Reliability and validity are the most important and fundamental attributes
in evaluating any tool or measurement instrument for a good research
(Mohajan, 2017). Reliability and validity are needed to present in research

methodology chapter in a concise but precise manner.

Validity, according to Taherdoost (2016), shows how well the data
collected in the actual area of the investigation, (i.e., measures what is
intended to be measured), while reliability is related to the extent to which
the measurement of the phenomenon provides a stable and consist result,
also concerned with repeatability. The validity is represented through
ensuring the truthfulness of findings, whereas reliability is referred to the

stability of findings (Mohajan, 2017).

In this research, the validity includes two basic parts: internal and external.
Internal validity encompasses whether the results of the study are
legitimate because of the way in which the groups were selected, data was
recorded or the analysis performed. On the other hand, the external
validity, often called "generalizability", includes whether the results of the
study are transferable to other groups. An important point to remember
when discussing validity is without internal validity, cannot have external

validity (Perakyla, 2002).

Reliability estimates the consistency of your measurement, or simply

measures the degree of the instrument in the same way each time it is used
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under the same conditions with the same subjects. Validity, on the other
hand, includes the degree to which the researcher is measuring what is

assumed, and simply more accuracy measurement (Cook, 1979).
3.7 Conclusion

This chapter discusses the methods employed in carrying out the research.
It presents an overview on the research methodology and highlights the
importance of mixed (qualitative and quantitative) technique adopted in
this research. It also illustrates data gathering procedures including

unstructured interviews and distributed questionnaire.

The analysis stage methodology, which is imperative and significant in
order to draw a meaningful conclusion, has been illustrated. The
components of the methodological procedure are utilized in the next

chapter.
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Chapter Four
The E-Municipality in Palestinian Municipalities

4.1 Introduction

Local government plays a vital role in satisfying the interests of its citizens,
providing and running local services and encouraging the society. The
simplest definition of local government is that type of governance that
ensures that people within a given territory act collectively to ensure their
well-being (Ndreu, 2016). Moreover, the local government is the focus of
national development by virtue of its existence as the lowest level of

government (Abdulkareem et al., 2017).

The Palestinian government, represented by the Ministry of
Telecommunication and Information Technology (MTIT), Ministry of
Local Government (MOLG), Municipal Development and Lending Fund
(MDLF), as well as donors, paid great attention to e-government and
e-municipality related initiatives. They have been providing the elements
for success to serve the citizens and to strengthen the economy (Ministry of
Telecommunication and Information Technology, 2016). The MOLG,
MDLF, in collaboration with the Palestinian Association of Local
Authorities (APLA), and with the support of donors, examined and
analyzed the reality of the municipalities, and supported developing them,
raising their capacities and improving their services (Ministry of Local

Government, 2018a).
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This chapter presents an overview of the e-local government in Palestine,
the methodology of transformation towards e-municipality, in addition the
requirements for the optimal implementation and application of the

e-municipality within the Palestinian municipalities.
4.2 The Local e-Government in Palestine
4.2.1 Historical Background

Municipalities in Palestine are responsible for the planning and
organization of cities and public services in accordance with the Local
Council Law No. (1) for 1997. The capacities within the municipalities
vary widely in different types, sizes and availability of resources.
Municipalities are the main actors in controlling key risks. They have an in-
depth knowledge of the facts on their land; they serve as an interface with
the population, play a role in development and organization of activities,
are responsible for local planning and development, and actively participate
in crisis management before, during and after major events (Rammal &

Hamad, 2008).

The State of Palestine seeks to keep abreast of technological development
in order to achieve the well-being of its citizens and to achieve sustainable
development. In this regard, the Palestinian Government has made
numerous efforts to transform itself into an e-government. In this
transformation, municipalities and local bodies were not far from this

transformation. Therefore, the MOLG, MDLF and partners have made
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great efforts to develop and guide municipalities, upgrade their services and

improve their services.

The move towards e-Municipality was not the nascent of the moment, but
because of the rapid development and progress in ICT, the beginning of the
transformation towards the e-municipal system was through the
computerization of the works of local bodies. The concept of computing
was gradually expanded as a result of technological progress to

e-Municipalities (Ministry of Local Government, 2018a).

The MOLG, the MDLF and in cooperation with the MTIT supported the
implementation of various projects in the field of computerization of the
work of local bodies and the provision of technological infrastructure and
the establishment of public service centers and any other activities that

contribute to the transformation into an e-municipality.

The e-municipality is a primary system for the delivery of services to
citizens via the Internet, where citizens will be able to access the system via
smart phones and computers connected to the network, and receive a
package of services, e-municipality does not mean the provision of
computers and connect them together, because the real concept exceeds to
the depth of effective and fast administrative practices, which have become
centers of public services in a number of municipalities provide, providing

citizens with services with the speed and accuracy required.
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The Municipal Development and Lending Fund (2016), considered the e-
municipality as a targeted model for the delivery of local services to
citizens in Palestine via the Internet. The local e-government uses the
Internet to provide services and information to citizens, where citizens have
access to the municipal electronic system through smart phones and
computers. The citizens can visit the website of the municipality through a

username and password can have his/ her business done.

The e-municipality is a system based on transformations in the way the
local authority and the joint services councils operate through the efficient
and effective use of ICT to improve the management of services and
provide better services for the beneficiaries. The aim is to reach the largest
number of beneficiaries who receive services from all local bodies

(Ministry of Local Government, 2018b).
4.2.2 Local e-Government Objectives

According to Ministry of Local Government (2018a), the e-local
government sector has several objectives to be achieved, as mentioned
within the Strategic Framework for the MOLG in Palestine (2019-2023).

Those objectives include the following:
1) At the national level:

v Develop the necessary policies to motivate local bodies and citizens to

transform electronic services.
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v' Complete the development of legislation, laws and regulations

supporting the transformation of e-municipalities.

v" Develop the necessary working mechanisms to facilitate electronic

transactions between government departments and local authorities.
2) At the level of local bodies:

v/ Raise capacities and raise awareness among the leadership of local
bodies and their employees about the importance and how to transform into

e-municipalities.

v' To create the necessary technical and information infrastructure to
transform into e-municipalities in accordance with the requirements of

integration with e-government.

3) At the citizen level:

v Increase the demand of citizens to use e-Municipality services.
4.3 The Requirements of the e-Municipality in Palestine

There are requirements differ to transform the local government towards
the e-municipality, which differ from municipality to another. Based on to
the above these requirements include as identified by the Ministry of Local

Government, (2018a) the following:
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1. Administrative Development:

In order to promote the success of any initiative to implement
e-municipality, administrative development should be carried out in terms
of enhancing awareness and culture among the cadres of the local
authority, developing the human cadres in the local authority, developing
the organizational structure of the local authority to respond to the
administrative and technological development and allowing the adoption of
new solutions. In addition, there is need for re-engineering procedures in
the municipalities in services provided or in administrative procedures in a
fast and effective manner, as well as to developing the computerized
systems used within the local authorities to cope with the technological

developments.
2. Technological Infrastructure:

The importance of building and developing the technological infrastructure
in the local authority as the basis for the construction and operation of
computerized information systems, while ensuring their interconnection
and integration with each other and enable the exchange of data with other
parties to secure e-services. The building and development of the
technological infrastructure in the local authority includes many aspects,
such as hardware and equipment, networks, data centers and computerized

information systems.
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3. E-Services Development:

The development of e-services to reach the citizen wherever it is
accurately, efficiently and quickly, through the establishment of an
effective system of services and re-engineering the procedures of services
provided in all stages and provide multiple channels to provide the service
that allows citizens who are able to deal with the computer or those who do
not have the skill to deal with them, on services in an accessible, efficient,

fair and transparent manner and to raise the level of citizen satisfaction.

4. Financial Development:

The idea of e-municipality is to provide services in all its forms through
technology in its various concepts. Therefore, there is a need for the
electronic transformation process in the financial aspect as well, through its
reflection on the methods of providing financial services in various
electronic ways and finding solutions to provide these services. The
transition to the provision of financial services is done through two
methods, the direct transition from traditional operations to electronic
financial services, or the gradual transition to the provision of financial
services electronically. This is done through firstly, the providing the query
services of financial information electronically, secondly, provide payment
services, and finally, proactive in financial services. The choice of a direct

or progressive transition method depends on the reality of the local body.
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In summary, there are several basic requirements for the adoption and
acceptance of e-municipality. The administrative requirements include the
leadership enhancement of the municipality to the e-municipality project
and its acceptance, and raising awareness of the importance and benefits of
e-municipality among the municipality cadres and beneficiaries (citizens).
These also include enhancing the culture of adopting the use of
technologies in the municipality towards readiness for e-services and
developing administrative systems in the municipality. The technological
infrastructure requirements include the development of the municipal
technical infrastructure towards readiness for the transition to an
e-municipality, and to integrate and enable the municipal databases to
ensure access to e-services for all, and to link and unify the existing
municipal systems with the municipal electronic systems for the proper
adoption and acceptance of the e-municipality initiative. The e-services,
development requirements include upgrading the e-services to reach
citizens wherever they are; accurately, efficiently and quickly, through the
establishment of an effective system of services and re-engineering
procedures for services provided, and to provide unified databases within
the municipalities. The e-payment requirements in the municipalities
include the provision of methods of e-payment with the provision of laws

and legislation supporting it.
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4.4 Methodology of Transformation and General Features of

Application e-Municipality

In order to transform into e-municipalities, there is a need for a
methodology of transformation that serves as the basis and reference on
which to build, to refer to in the process of implementation, and to find
ways and solutions to achieve the desired transformation. The variation in
the reality of local bodies, their readiness for transformation, and the
multiplicity of factors and determinants of transformation require a
methodology based on objective analysis and diagnosis of reality,
determinants and best practice (Ministry of Local Government, 2018a).
Therefore, municipalities can adopt the following methodological
foundations for the transition to e-municipalities; based on the MOLG

strategic plan for Palestine (2019-2023).

e The transition process is a spiral process:

The adoption of the spiral model of change aims to enable the local body to
progress steadily in the transformation process, where the local authority
can initiate small or basic programs through which it can perceive the
benefit and touch it by beneficiaries both internally and external. In the
next session, the municipality will reach new benefits or increase the

amount of interest obtained in the first cycle.
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e Synchronization in the transformation process:

In order for the transformation process to succeed, it requires work in

parallel paths:

1. The transformation in the culture of the local body and individuals: One
of the features of the transformation in this area is the participant’s
recognition of the importance of his/her role in the overall system whether
the participant is an individual or a circle and his/her keenness to link his

goals to the overall goals of the local authority.

2. Shift in procedures and processes: It is the features of transformation in
this area simplify and shorten the procedures and processes carried out by

the local body.

3. Shift in the use of technology: One of the features of the shift in this
area is the presence of sustainable investments in information and
communication technology to create a flexible infrastructure with open

architectures.

4. Shift in the awareness and culture of the community of the importance

of benefiting from the services of local e-bodies.

Overall, the transformation process is a long-term and gradual process.
Each local body can focus on a particular aspect at each stage, as reflected

in the vision and mission of the local body.
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e Follow-up, evaluation and ongoing review:

The existence of many components in the process of transition to
e-municipalities and their interdependence with each other and the impact
of each component on the other components of the transformation system
requires the adoption of follow-up and evaluation and continuous review as
a basic methodology in the transformation process, applying this
methodology at the macro level of transformation of the local body and at

the level of each component of the transformation process.
4.5 Conclusion

In summary, the e-municipality in the Palestinian municipalities is a new
and modern system that has come to light with the continuous development
of technologies and the continuous modernization of communication
technologies. The e-municipality faces many problems, challenges and

obstacles.

It is very important for the researcher to understand the local e-government
aspects before analysis of the sector. The requirements for e-municipality;
administrative development, technological infrastructure, e-services
development and financial development, are very important in order to
achieve optimal implementation and application within the Palestinian
municipalities. These requirements must be taken into account prior to the

commencement of both strategic analysis and knowledge of the extent to
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which an electronic municipality is accepted and adopted within Palestinian

municipalities.

The administration responsible for the local authority in the municipality
must confront them correctly and make proper planning, promotion,
studying and analysis of the acceptance and adoption of the Palestinian
municipalities implementing the e-municipality, so that the e-municipality

can be implemented without tangible problems.
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Chapter Five
Conceptual Model and Research Hypotheses

5.1 Introduction

This chapter aims to develop a conceptual model for e-municipality
acceptance and adoption based on the TAM model. The purpose of a
conceptual model is to form a basis to establish a comprehensive overview
of e-municipality initiative acceptance and adoption within the context of

the Palestinian municipalities covered by the scope of this thesis.

The TAM model, introduced in 1986, continues to be the most widely
applied theoretical model in the Information Systems (1S) field. Of all the
theories, the TAM model is considered as the most influential and
commonly employed for describing an individual’s acceptance of IS (Lee
et al., 2003). The model suggests that when a new IS is introduced to users,
there are factors that influence the decision on how and when to use it (Abu

etal., 2014).
5.2 The Conceptual Model

Based on the previous literature on the TAM model, and related research
efforts on technology adoption, this research can be considered as an
extended model for analyzing acceptance and adoption of the
e-municipality initiative in Palestinian municipalities. The municipality
staff (or user) readiness to adopt and use e-municipality system will be

evaluated using TAM, based on what is mentioned in the literature review.
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A discussion on the TAM model and factors on e-municipality acceptance

is presented and the conceptual framework and model are proposed.

As stated in Chapter 1, it was indicated that there is no assessment for
readiness, acceptance and adoption of the e-municipality in Palestine, as it
Is noticed that there is some failure in the application of e-municipality in a
number of Palestinian municipalities due to the existence of challenges that
were not overcome. In addition, the aim of this research is to evaluate the
readiness, acceptance and adoption, as well as the implementation, of the

e-municipality in Palestine using TAM model.

E-municipality systems are extensively used around the world. In recent
years, e-municipality applications have been introduced in Palestine to
provide public services in electronic environment. Much of the previous
research focused on the adoption of e-government, primarily on the
acceptance of technology, while there is lack in the adoption of technology
in e-municipalities research. Thus, this study develops a TAM model to
assess the acceptance, readiness and adoption of the e-municipality in

Palestine.

5.2.1 Proposing Model for e-Municipality in Palestine

TAM model states that the user’s view of a new technology in a system is
determined by two factors: Perceived Usefulness (PU), defined as the
extent to which a person believes that using the system will enhance his or

her performance, and Perceived Ease of Use (PEOU), defined as the extent
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to which a person believes that using system with limited effort. Decision
to adopt an e-municipality services, which is, basically a web and new
technology based service, depends a lot on technology acceptance by the
user. The two factors (or constructs) of PU and PEOU play a very
important role in shaping users attitudes and intention to adopt new

technology.

Based on the previous studies, it was found that the most common factors
affecting the acceptance and adoption of e-municipality include perceived
ease of use, perceived usefulness, compatibility, trust in government, social
influence, cultural influence-language, voluntariness, facilitating
conditions, awareness, perceived cost, and trust in technology and

perceived risk (Surendran, 2012) and (Mayasari et al., 2018).

When analyzing and studying in depth the situation of Palestine, it was
found that the factors that affect the acceptance and adoption of the
electronic municipality, include perceived usefulness, perceived ease of
use, attitudes, level of technology use and availability, administrative and
management support, level of e-services and availability of laws and
legislation. Consequently, the conceptual model was built on these factors
that examine the relationship between them and their impact on the
acceptance and adoption of the e-municipality. The conceptual model is

shown in Figure 5.1.
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Perceived Usefulness
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Figure 5.1: The Proposed Research Model and Hypotheses

The constructs of the model are perceived usefulness, perceived ease of
use, attitudes, level of technology use and availability, administrative and
management support, level of e-services and availability of laws and
legislation. The model can be used to measure the acceptance and adoption
of technology use in e-municipality in Palestine. Those constructs will be
analyzed, and depending on the results, the indicated hypotheses can be

accepted or rejected, as presented later in Table 5.1.
e Perceived Usefulness

Perceived usefulness of web-based service can be judged based on
improved performance, productivity and service usefulness. Customers
who realize that e-government services will help them achieve these

benefits are more likely to adopt e-government services (Lal, 2012). The
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perceived usefulness is defined here as the degree to which a person

(municipal management and staff) believes that the use of a particular

system would enhance his/her job performance. A system high in perceived

usefulness, in turn, is one for which a user believes in the existence of a

positive use-performance relationship (Davis, 1989).

Table 5.1: Constructs/Variables, the Questionnaires Item No. and

Sources

Constructs Questionnaires (Item No.) Sources

Perceived Usefulness | Q26:Perception’ (Davis, 1989) and (Lal,
Q48:‘Desire’ 2012).

Q55:‘Desire to continue or
develop’

Perceived Ease of Use

Q29: ‘Awareness’
Q44: ‘Safety system’
Q45:‘Data
Q49:‘Follow-up
without come to
municipality’

privacy’
requests
the

(Davis, 1989), (Lal, 2012),
(Al-adaileh,  2009) and
(Trawnih &  Bechcoum,
2018).

Level of Technology
Use and Availability

Q36: ‘Internet’
Q37:‘Technical infrastructure’
Q38:“Specialize T’
Q39:‘latest devices’
Q40:‘Computer device’
Q41:‘e-Portal’
Q42:‘Updating
municipality website’
Q43:‘Computer connected to
the network’

the

(Lal, 2012).

Administrative  and
Management Support

Q22: ‘Awareness plan’.

Q23: ‘Manual’

Q24: ‘Meeting and seminars’
Q25: ‘Need to  raise
awareness’ Q28: ‘plans’

(Al-adaileh, and

(Sebetci, 2015).

2009)

Level of e-Services

Q46:‘e-Payment’
Q47:‘Most municipal
transactions are made through

electronic system’
Q50:‘Transactions  between
municipality and other

institutions are made through
electronic system’
Q51:‘Smartphone
applications’

Interviews, Focus Group and
Questionnaires.
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Availability of Laws [ Q33:  ‘Availability  laws’ | Interviews, Focus Group and

and Legislation Q34:’Availability laws cover | Questionnaires.
all  aspects of the e-
municipality’

Q35:’Lack of laws is obstacle
to implement of the e-

municipality’
Attitude Towards Q27:’Conviction’ (Davis, 1989) and (Davis et
Q30:’Humanity’ al., 1989).

Q31:’Capacity of staff to deal
with e-municipality’
Q32:’Capacity of all staff to
deal with computer’

e Perceived Ease of Use

It is seen as the degree to which a person believes that the use of a
particular system in them will be with limited effort, easy to understood
and use (Al-adaileh, 2009). This factor will aim to determine the degree to
which a person thinks about the extent of the efforts that he/she will have to
put towards understanding of the use of the e-government portal. In other
words, this factor will determine the ease with which people (municipal
management and staff) believe that e-government is easier to use (Trawnih
& Bechcoum, 2018). With regard to e-government services, perceived ease
of use means a clear and easy to understand service, and capable of
performing tasks according to citizens’ needs (Lal, 2012). Perceived ease
of use, in contrast of TAM, refers to the degree to which a person believes
that using a particular system would be with limited effort (i.e., an
application perceived to be easier to use than another is more likely to be

accepted by users) as indicated by (Davis, 1989) .
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e Level of Technology Use and Availability

The implementation of e-government services varies from country to
country, due to various reasons. The availability of ICT infrastructure is
one of the major concerns. Governments are increasingly using ICTs to
provide services at convenient locations for citizens. In addition, the
technology and its tools must exist before the introduction of electronic

services to be delivered efficiently and effectively to the public (Lal, 2012).

e Administrative and Management Support

Management support is defined as receiving the approval and constant
support of the management during the application and at the operational
stage of a system (Al-adaileh, 2009). In addition, it was found that
providing persons (municipal management and staff) with administrative
support of the system has a positive impact on the attitude, the acceptance
and adoption of the system. It is considered one of the most important
factors that play a role in the successful application of technological
systems, where inadequate administrative support is one of the obstacles to

the successful application of information systems (Sebetci, 2015).
e Level of e-Services

Level of e-services is the domains of services that municipalities provide to
citizens electronically through the municipality's official portal. The
availability of e-services is one of the most important factors that help

implement the e-municipality initiative. E-services must be available prior
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to the launching of the e-municipality initiative so that users can use
(municipal management and staff) it effectively. It’s considered as a first

step in the implementation of the initiative and its success.
e Availability of Laws and Legislation

The presence of laws and supporting regulations is a reason for the
acceptance and adoption of electronic systems. It helps towards the success

and optimal implementation of the new system.

Based on the previous analysis of the literature and considering the
questionnaire proposed for the study, Table 5.1 shows the references, based
on which the indicators and constructs were identified. In addition, the
column (Item No.) shows the questions that measure and clarify construct

(see Appendix B).
5.3 Hypotheses Development

According to the proposed model as shown in Fig. 5.1, and in order to
study the acceptance and adoption of e-municipality in Palestine, seven
hypotheses were proposed depending on an empirical research and
systematic literature analysis. The inferential statistics will be conducted to
test the significant effects and differences of the suggested study variables
(i.e., perceived ease of use, level of technology use and availability,
administrative and management support, level of e-services and

availability of laws and legislation), and their relationship with the
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dependent variable, which is the acceptance and adoption of

e-municipality.

Level of technology use and availability, administrative and management
support, level of e-services and availability of laws and legislation
constructs were used as independent variables in a TAM-based model for
e-municipality as considered this study. Other constructs of the model were
typical constructs of TAM including attitude, perceived usefulness,

perceived ease of use, which are frequently used in the literature.

Attitude construct was used as mediating variable, and this variable is a
certain technology was conceptualized as the assessment of user’s
willingness to use that technology. Therefore, according to TAM, attitude
is a predictor of technology use of a person (Davis, 1989) and (Davis et al.,
1989). In other words, attitude towards using a new technology has a
supposedly positive impact on the use of that system. Hence, the following

hypotheses were proposed to inferentially test the suggested relationships:

e H1: There is a significant effect of perceived usefulness on attitude

towards e-municipality.

The positive attitude towards perceived usefulness for e-municipality
services leads to a positive attitude towards the adoption of technology,
thus leads to the adoption and acceptance of e-municipality. H1 has been
proposed to investigate the relationship between perceived usefulness and

attitude.
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e H2: There is a significant effect of perceived ease of use on attitude

towards e-municipality.

The positive attitude towards perceived ease of use for e-municipality
services leads to a positive attitude towards the adoption of technology.
The attitude towards ease of use has been identified as a factor that directs
future behavior or the cause of intent that eventually leads to a particular
behavior. This variable would affect the actual use or acceptance of a
computer system or technology. Thus it leads to the adoption and
acceptance of e-municipality. H2 has been proposed to investigate the

relationship between perceived ease of use and attitude.

e H3: There is a significant effect of level of technology and

availability on attitude towards e-municipality.

ICT infrastructure availability such as Internet connection, software and e-
portal, and level of technology use will positively affect the likelihood
attitude of e-municipality service acceptance and adoption. H3 has been
proposed to investigate the relationship between level of technology and

availability and attitude.

e H4: There is a significant effect of administrative and management

support on attitude towards e-municipality.

The availability of administrative and management support will positively
affect the likelihood of the attitude to use the new technology and, thus

leads to the acceptance and adoption of the e-municipality and the success
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of its implementation. The management support measures selected are: to
encourage management, to provide all necessary resources, to discuss
problems associated with the system, to assess the optimal use of the
system, to have sufficient knowledge of the system, awareness, and to
provide human resources and competencies for the new systems. H4 has
been proposed to investigate the relationship between administrative and

management level and attitude.

e H5: There is a significant effect of level of e-services on attitude

towards e-municipality.

The availability of e-services on the electronic portal of the new system
will affect the likelihood that an individual attitude will adopt and accept
the system. This research assumes that the provision of e-services and the
related development provided by municipalities is a sign of the acceptance
and adoption of the e-municipality and its success as well. H5 has been
proposed to investigate the relationship between level of e-services and

attitude.

e H6: There is a significant effect of availability of laws and

legislations on attitude towards e-municipality.

The availability of laws and legislation in support of new technology will
affect the likelihood of an individual’s attitude to adopt and accept the
system. This research assumes that the availability of laws and their

support for the procedures and transaction of the municipality helps to
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accept and adopt e-municipal systems and their success. H6 has been
proposed to investigate the relationship between availability of laws and

legislations and attitude towards.

e H7: Attitude toward e-municipality has a positive and direct effect

on the acceptance and adoption of e-Municipality.

Based on those perspectives, a person’s attitude could be related to using a
new technology which leads to acceptance and adoption of the
e-municipality. Subsequently, the hypothesis (H7) has been proposed to
inferentially study the relationship between attitude and acceptance and

adoption the e-municipality.
5.4 Conclusion

This chapter illustrates the proposed conceptual model behind this research
based on the TAM model. The variables of the model were identified
which are likely to lead to the acceptance and adoption of the

e-municipality in the Palestinian municipalities.

Based on the proposed conceptual model, the hypotheses are examined, as
presented in the coming chapter, as these have been formulated and

developed.
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Chapter Six
Research Data Analysis

6.1 Introduction

After data collection and gathering, data analysis is carried out based on the
outcomes of the interviews and questionnaire. This chapter presents the
quantitative and qualitative analysis, through transforming the raw data into
meaningful results that will provide helpful information to achieve the

study objectives.

The first section of this chapter discusses quantitative analysis. The aim of
quantitative analysis is to provide a clear numerical position regarding the
acceptance, readiness and adoption of the e-municipality initiative by the

Palestinian municipalities'.

The second section of this chapter discusses the qualitative analysis of the
study. It provides qualitative analysis of the part of the questionnaire that
includes open ended questions, as well as the interviews with relevant
persons in the e-municipality initiatives. This helps to shed a light on the
challenges facing the proper implementation of the e-municipality and
provide the best strategies for good implementation and the success of the
e-municipality initiatives, and avoid the obstacles that hinder the optimal

implementation of e-municipality.
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6.2 Quantitative Analysis

This section discusses the results of the questionnaire designed in the
previous chapter. As mentioned above, the aim of quantitative analysis is to
offer a clear numerical stance with respect to the readiness, acceptance and
adoption of the e-municipality in Palestine through TAM model, to assess
the maturity and acceptance among the municipalities, and to evaluate the
effectiveness of the use of the e-Municipality in the Palestinian
municipalities. Moreover, the statistical program SPSS is used to analyze
the quantitative data obtained from the filled questionnaires to conduct
comparative analyses and get casual relationships between questionnaire

elements.

6.2.1 Demographic Analysis

Demographic analysis is a means of research into the dimensions and
dynamics of the model population. When looking for human factors in
social sciences, demographic analysis is always useful in identifying the
various indirect factors encountered when conducting the analysis (Alketbi,

2018).

A total 54 questionnaires were distributed by hand; six questionnaires for
each municipality. All valid questionnaires were retrieved. Table 6.1 shows
the demographic characteristics and general features of the study sample

for this research.
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Table 6.1: Demographic Characteristics

Variables/Details Frequency Percentage
o Gender
> Male 38 70.4
» Female 16 29.6
e Age
» 25-35 17 315
» 36-45 25 46.3
» 46-55 9 16.7
» More than 55 3 5.6
e Qualification
» High School = -
» Diploma 3 5.6
> BA 40 74.1
» Postgraduate 11 20.4
e Career Status
» Mayor 1 1.9
» Director 9 16.7
» Assistant Director 4 7.4
» IT Officer 9 16.7
> Others’ 31 57.4

Note: "This includes programmers, HR officer, PR officers, IT vice presidents,
Financial Managers, Directors of Engineering Departments, Heads of the Departments,

etc.

Several points are worth stating here in relation to Table 6.1. The female
respondents accounted for 29.6% from the 54 valid cases, while the male
respondents accounted for 70.4%. Those in the simple with age from 36-45
years form the highest percent all of 46.3%, while the lowest age range was
those with age more than 55 years with a share of 5.6 %. Only 3 (5.6%)
have below BA qualifications where around 74.1% have BA and above
qualifications. Finally, regarding to the career status of municipality
employee under study, 16.7% are (directors or IT officer), while the highest

percentage was 57.4% for the other positions.
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6.2.2 Measurement Model: Reliability and Validity Analysis

Studying the reliability and validity of the proposed conceptual model is
important to assess its internal consistency and validity, and to ensure that
model is reliable and valid to be used for other similar studies (Bagozzi,

2011).

6.2.2.1 Reliability Analysis

As mentioned, the reliability expresses the possibility that the questionnaire
will give the same results if applied to the same sample under the same
conditions. Given the questionnaires different questions, there is a need to
assess questions reliability. While using SPSS, the Cronbach's Alpha value

Is @ major and significant aspect of reliability.

The reliability coefficient of the study instrument was calculated in its
overall dimension and proportions in a manner internal consistency, using
the formula Cronbach Alpha. Traditionally, Cronbach’s Alpha had been
used to assess the inter-correlation for each construct’s items, the value of
more than 0.7 is considered to be a good reliability indicator (Hair et al.,

2014).

To assess the consistency and reliability of the all of the constructs,
Cronbach’s Alpha coefficients were calculated for all of the constructs. As
shown in Table 6.2, the Cronbach’s Alpha coefficient of the proposed
conceptual model is high at (0.833), while the Cronbach’s Alpha of the

constructs were above 0.70 the acceptable range recommended by the
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literature and most above the 0.80 considered very good, indicating that the
conceptual model enjoys with a good level of consistency and reliability if

applied in other researches and studies.
6.2.2.2 Validity Test

In order to ascertain the validity of the content, the researcher examined a
set of studies and research related to the study variables, and a number of
measurements in similar samples, and was used in the formulation of the
current questionnaire. In addition, to ascertain the face validity of the
questionnaire, it was presented to two specialized academics. In light of
their views, the questionnaires were modified in terms of deletion, addition
and modification, so that the questionnaire will be finalized in five sections

and 57 questions.

Table 6.2: Reliability Results

Variable No. of Item Cronbach’s
Alpha (o)

Perceived usefulness 3 0.700
Perceived ease of use 4 0.783

Level of technology use and availability 8 0.899
Administrative and management support 5 0.802

Level e-services 4 0.810
Availability of laws and legislation 3 0.608
Attitude towards 4 0.780
Reliability (a) for all Conceptual Model = 0.833

The researcher also examined the honesty of internal consistency and
construct validity. The internal consistency that represents all constructs
and their questions was found by calculating the correlation matrix by

calculating the Pearson coefficient. Table 6.3 shows the results of the
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correlation matrix (internal consistency). The results showed correlation
coefficients’ ranging from 0.255 to 0.864 for constructs with the questions.
As for construct validity, it was calculated by calculating Pearson
coefficient between each construct and another. The correlation coefficients
ranged from 0.214 to 0.889. Table 6.4 shows the results of the correlation

matrix (construct validity), where these values for correlation coefficients

are fairly appropriate.

Based on the results of reliability and validity of the proposed conceptual
model, the model has a high degree of reliability and validity to a certain

extent except for "availability of laws and legislation™ (Reliability = 0.608,

Validity = 0.214).

Table 6.3: Correlation Matrix Result (Internal Consistency)

Construct/Variable R Sig.
e Perceived usefulness .
» Q26: perception 0.734 | 0.000
» QA48: desire 0.810 0.000
e Perceived ease of use n
» Q29: awareness 0.708** 0.000
» Q44: safety system 0.779 | 0.000
» QA45: data privacy 0.778 | 0.000
> Q49: follow-up requests without come | 0.579 0.000
municipality
o Level of technology use and availability )
> Q36: internet 0.721:* 0.000
» Q37: technical infrastructure 0.737** 0.000
» Q38: specialize IT 0.758 | 0.000
> Q39: latest device 0.821" | 0.000
» Q40: computer device 0.680** 0.000
» QA41: e-Portal 0.649** 0.000
» QA42: updating municipality website 0.730 | 0.000
» QA43: computer connected to network 0.834 .000
¢ Administrative and management support ,
> Q22: awareness plan 0.764 0.000
» Q23: manual 0.807" | 0.000
» Q24: meetings and seminars 0.760 0.000
» Q25: need to raise awareness 0.255 0.063
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> Q28: plans 0.684" | 0.000
e Level of e-services
> Q46: e-Payment 0.804~ | 0.000
> Q47: Municipality transactions are made | 0.676 0.000
through electronic system 0.745" | 0.000
> Q50: transactions between municipality and | 0.636 0.000
others institutions are made through
electronic system
» Qb51: Smartphone applications
e Availability of laws and legislation
> Q33: availability laws 0.487" | 0.000
> QB34: availability laws cover all aspects e- | 0.302 0.026
municipality 0.417" | 0.002
» Q35: Lacks of laws are obstacle to
implement e-municipality
e Attitude towards e-Municipality .
» Q27: conviction 0.280 0.040
> Q30: humanity 0.864™ | 0.000
> Q31: capacity of staff o dell with e-|0.766" | 0.000
municipality 0.801 .000
» Q32: capacity of all staff to deal with
compute
Note: “: Correlation is significant at the (0.01) level (2-tailed)
“: Correlation is significant at the (0.05) level (2-tailed)
No stars: there is no correlation.

Table 6.4: Correlation Matrix Result (Construct Validity)
Constructs R Sig.
Perceived usefulness 0.394" | 0.003
Perceived ease of use 0.899° | 0.000
Level of technology use and availability 0.800 0.000
Administrative and management support 0.758 0.000
Level of e-services 0.733" | 0.000
Availability laws and legislation 0.214 0.120
Attitude toward e-Municipality 0753 0.000

Note: : Correlation is significant at the (0.01) level (2-tailed)

No stars:

There is no correlation
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These results are considered to be acceptable, because the study is
exploratory, as these findings will be improved in future studies, with the

development of the current conditions.

6.2.3 Hypotheses Testing

Linear regression analysis was applied to verify the validity of the seven
hypotheses included in this research for the purpose of achieving the

objectives of this study.

The linear regression analysis is a statistical procedure that allows the
researcher to estimate the linear or straight relationship between two or
more variables. This linear relationship summarizes the amount of change
in one variable related to the change in a variable or other variables. The
model can also be tested for statistical significance to test whether the
observed linear relation may have arisen by accident or not (Gingrich,

2004).

The study hypotheses are:

1) H1: There is a significant effect of perceived usefulness on attitude

towards e-municipality.

2) H2: There is a significant effect of perceived ease of use on attitude

towards e-municipality.

3) H3: There is a significant effect of level of technology use and

availability on attitude towards e-municipality.
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4) H4: There is a significant effect of administrative and management

support on attitude towards e-municipality.

5) H5: There is a significant effect of e-services on attitude towards e-

municipality.

6) H6: There is a significant effect of availability of laws and legislation

on attitude towards e-municipality.

7) H7: Attitude towards e-municipality has a positive and direct effect on

the acceptance and adoption of e-municipality.

In the context of the Palestinian municipality, it is assumed that the ease of
use of the technology and the e-municipality affects the perceived
usefulness from the implementation of the e-municipality. Thus, it will
make it easier to access e-services, thus affecting the acceptance and

adoption of e-municipality.

Table 6.5 shows the results of testing of the hypotheses adopted in the

study to assess the acceptance and adoption of the e-municipality.

Table 6.5 shows the results of the impact of factors affecting the
individual’s attitude towards e-municipality on the adoption and acceptance
of e-municipality. Regression analyses were used to explain the attitude of

individuals towards the adoption and acceptance of the e-municipality.
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Unstandardized T-test F-test 95% Confidence
Construct Coefficient R R? Interval for B
No. B Std. T Sig. F Sig. Lower | Upper
Error Bound Bound
H1 Perceived usefulness 0.364 0.118 3.094 | 0.003 |[9.571 0.003 | 0.394 | 0.155 | 0.128 0.601
H2 Perceived ease of use 0.651 0.047 14.004 | 0.000 | 196.122 | 0.000 | 0.889 | 0.790 | 0.558 0.745
H3 Level of technology use [ 0.588 0.061 9.605 | 0.000 | 92.248 0.000 | 0.800 | 0.640 | 0.465 0.711
and availability
H4 | Administrative and | 0.511 0.061 8.389 | 0.000 | 70.381 0.000 | 0.758 | 0.575 | 0.389 0.633
management support
H5 Level of e-services 0.341 0.044 7.771 | 0.000 | 60.394 0.000 | 0.733 | 0.537 | 0.253 0.428
H6 Availability of laws and | 0.162 0.103 1.581 |0.120 | 2.500 0.120 | 0.214 | 0.046 | -0.044 0.369
legislation




111
The perceived usefulness (B=0.364) was a weak determinant of attitude
towards e-municipality; the correlation coefficient R was 0.394 at the level
of significance a < 0.05. The coefficient of determination R? was 0.155,
which means that the perceived usefulness explains 15.5% variance in the
attitude towards e-municipality, leading to a weak correlation and
significant relation at the 0.05 level. Consequently, the first hypothesis was

rejected.

The perceived ease of use (B=0.651) was a strong determinant of attitude
towards e-municipality; the correlation coefficient R was 0.889 at the level
of significance a < 0.05. The coefficient of determination R* has reached
0.790, which means that the perceived ease of use explains 79.0% of the
variance in the attitude towards e-municipality, leading to strong
correlation, as the perceived ease of use had a significant effect on attitude

towards e-municipality.

The results of the statistical analysis showed the presence of statistically
significant impact of level of technology use and availability,
administrative and management support and level of e-services on attitude
towards e-municipality, resulting in positive attitude towards adoption and
acceptance of e-municipality, with a correlation coefficient R of 0.800,
0.758 and 0.733, respectively, at the level of significance a < 0.05. The
coefficient of determination R* was 0.640, 0.575 and 0.537, respectively.
This means that these constructs explain most of the variance of the attitude

towards the adoption and acceptance of e-municipality.
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The results of the statistical analysis showed no statistically significant
impact of availability of laws and legislation on attitude towards
e-municipality, where there was a weak correlation with the attitude
towards adoption and acceptance of e-municipality, with a correlation
coefficient R of 0.214 at the level of significance a < 0.05. The coefficient
of determination R2 was only 0.046, which means that the only 4.6% of the
variance of the attitude towards e-Municipality is explained by the
availability of laws and legislation of use, leading to weak correlation.

Consequently, the sixth hypothesis was rejected.

Table 6.6 shows the results of the seventh hypothesis test of the hypotheses
of the study "Attitude towards e-municipality has a positive and direct
effect on the acceptance and adoption of e-municipality” (i.e., in order to

assess the acceptance and adoption of the e-municipality).
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H. Construct Unstandardized | T-test F-test R R? 95% Confidence
No. Coefficients interval for B
B Std. [T Sig. F Sig. Lower | Upper
Error Bound Bound
H7 Attitude Towards e- | 0.441 0.05 |[8.258 | 0.000 | 68.202 0.000 | 0.753 | 0.567 | 0.334 0.548
Municipality 3
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Simple regression analysis was performed for attitude towards
e-municipality, as it is the determinant variable posited by the literature.
TAM model explained of the attitude towards e-municipality explained up
to 56.7% of variance the acceptance and adoption of e-municipality,

leading to a positive and strong correlation.

Based on the results of the hypothesis testing, the statistically accepted
results the sig. are 0.000, where all hypotheses were accepted except for the
first and sixth hypothesis that holds sig. of 0.003 and 0.120, respectively.

Table 6.7 summarizes the results of the hypotheses testing of the study.

Table 6.7: Conclusion on the Research Hypothesis

Hypothesis Result
H1: There is a significant effect of perceived usefulness on | Reject
attitude towards e-municipality.
H2: There is a significant effect of perceived ease of use on | Accept
attitude towards e-municipality.
H3: There is a significant effect of level of technology of use and | Accept
availability on attitude towards e-municipality.
H4: There is a significant effect of administrative and | Accept
management support on attitude towards e-municipality.
H5: There is a significant effect of level of e-services on attitude | Accept
towards e-municipality.
H6: There is a significant effect of availability of laws and | Reject
legislation on attitude towards e-municipality.
H7: Attitude towards e-municipality has a positive and direct | Accept
effect on the acceptance and adoption of e-municipality.

Figure 6.1 illustrates the results of the study hypotheses of the proposed
conceptual model for assessing the acceptance and adoption of the e-

municipality.
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Figure 6.1: Hypothesis Result for Conceptual Model
6.3 Qualitative Analysis

This section discusses the results of the qualitative analysis of part the
questionnaires as for open ended questions, as well as interviews with
relevant persons in the e-municipality. The researcher used qualitative
analysis of the data to identify subjects, to obtain complementary opinions
of the “actors in the implementation process”. The researcher
“purposively” sampled from a selective manager of functional
characteristics, including IT managers, finance managers, and human
resources managers to obtain correct information related to the

e-municipality initiative.
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6.3.1 Qualitative Analysis: Interviews

Many local government institutes lack awareness of the concept of
"e-municipality". However, local authorities, especially municipalities, deal
with the e-municipality as an automated internal process, or have a website
or use of e-mail only. During the last few years, several municipalities have
begun automation of their operations through the implementation of several
projects such as the implementation of financial systems and billing and
archiving systems, such as the municipalities of Hebron, Nablus,

Bethlehem and Ramallah.

To get more information about the municipalities' achievements in
e-municipality, the interviews were performed with representatives from

the MOLG, MDLF and GIZ.

Recently, municipalities are noticed to have a good infrastructure and
relevant IT literacy, and have allocated budgets and resources to deal with
the concept of e-municipality. Therefore, a number of the municipalities
have started to adopt the e-municipality system, especially the large
Palestinian municipalities. Being e-municipality is becoming one of the
main strategic goals of a number of municipalities that they want to achieve
as soon as possible, which will provide their services electronically to their

beneficiaries.
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According to MOLG and MDLF, there is no specific strategy for the
e-municipality within  municipalities. However, the e-municipality
realization is included in some of the general municipal strategic plans.
This became as one of the strategic goals of such strategic plan, which the
municipalities want to achieve during the next few years. It can be
concluded from the study of a number of strategic plans for the
municipalities that the local authorities deal with the e-municipality as part
of the institutional development and administrative development. For
example, e-municipality was incorporated under the strategic objective of
"Institutional Development and Capacity Building for Operational

Excellence™ under the supervision of the Administrative Affairs.

MOLG, in collaboration with MDLF and donors, is making significant
efforts in the areas of transition to e-municipalities, including projects for
the supply of financial systems, public service center projects, and pilot
projects for e-municipality systems and others. The interest of ministries in
e-transformation at the local level is in line with the national transformation

towards and integration with e-government.

Integration with e-government requires the use of government transporter
electronic data (X-Road), either directly or indirectly, and requires the
provision of the required infrastructure and systems at the level of both
local authorities as well as the MOLG. In terms of infrastructure, there is a
need for a secure network linking local authorities with government

institutions, providing adequate communication speed for data transmission
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between municipalities and government institutions, and providing a high
degree of protection. This is in addition to the need to update and develop
the computerized systems used in the municipalities to meet the

requirements of connectivity with e-government.

The conclusion is that the main and common activities, services and
transactions for most local municipalities provided for their customers,
might potentially be developed through implementing e-municipality

project in the municipalities.

The municipality's electronic system will facilitate interaction between
citizens and the municipality by using accessible online media. The
municipality can use the electronic system to monitor the interaction of
citizens with their municipality via the Internet to enable them to access
online services effectively and efficiently, as well as to enable them to see
their data and the status of the services they seek more easily. E-municipal
system covers the life cycle of a service, including invoicing and the

ultimate online payment (not implemented fully).

The services that the municipalities provide differ in their quantity and
quality from one municipality to another. These entire services are gathered
and provided nowadays in one place in the municipality, which is called the
One Stop Shop (OSS), or the Public Service Center. This is one of the most

important steps to become an e-municipality.
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The OSS is the first and only place for citizens to finish their work without
having to visit other departments, by receiving the request from the citizen,
specifying its type, and then sending it to the appropriate section through
the program. The OSS consists of integrated computer systems, software
and sequential procedures, making processing applications and transactions
easy, and ensuring rapid processing. Upon completion of all procedures,
the application is returned to the Center as a final stop where the citizen is

notified in writing of the approval or rejection of his/her request.

Besides, the municipalities have built their websites, which vary from
municipality to municipality according to the content, subject matter,
quantity and quality of information that is presented to citizens. Through
the study, many Palestinian municipalities were found to have websites.
Other municipalities, which do not have websites, are seeking to activate

these sites soon.

While most municipalities' websites are utilized to display general
information about the municipality, the city, the activities and news
occurred there in all aspects; later a new feature had been added to
Ramallah, Hebron, Beit Jala and Halhoul Municipalities' websites; the
Electronic Portal. The e-portal is the first phase of providing services
electronically in a secure and privacy framework. Now this feature allows
the citizens to enter their files and transactions, and review and check the
fees due. This feature is developing to include later, the ability to display

all services provided by the municipality and having an access to apply and



120

to get specific services directly through the municipality portal, in addition
to making payment electronically through different tools such as the credit
card. The municipality provides users with access the electronic services
with a user name and a password so that they can use the municipal portal

and its features.
6.3.2 Qualitative Analysis: Questionnaires and Municipalities Websites

This section presents some of the experiences of selected sample of the
Palestinian municipalities in the application and implementation of the
e-municipality. The basic criterion in sample selection is the level of
e-municipality implementation (high, medium and low level), geographical
distribution of municipalities (north, center and south) and municipal size
(large, medium and small). This can be refer to the MOLG classification in
order to determine the level of application of e-municipality within

municipalities.

Besides this, the analysis of municipality achievements in e-municipality is
discussed. For information on e-municipality issues, the targeted
municipalities’ websites have been analyzed. In addition, an analysis is
conducted on qualitative data from open ended questions in the
questionnaire distributed to representatives of Hebron, Salfeet, Ramallah,
Dura, Jenin, Bethlehem, Beit Jala, Halhoul and Nablus Municipalities. The

websites analyzed include the proposed municipalities for the study.
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To examine the status of e-municipality at the local authorities and the
status of the nine involved municipalities’ experiences in the field of
transformation towards e-municipality is studied and evaluated to assess
the reality, readiness, acceptance and adoption of the e-municipality, as
well as the status of development transformation towards the

e-municipality.

The readiness, acceptance and adoption of e-municipality by the indicated
municipalities are studied and assessed, based on the following assessment

criteria with the sub-themes:
1. Evaluation of the e-municipality from the administrative point of view:
e General understanding of the e-Municipality initiative.

e The commitment of the administrations to implement the

e-municipality.
e Procedures and processes followed.

e The human capabilities and competencies of the e-municipality

initiatives.
2. Technological evaluation of the e-municipality:
e Information and communication technology infrastructure.

e Information Systems security.
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3. Evaluation of e-municipality in terms of e-services provided:
e The existence of the portal for e-services.

e The number of e-services compared with the total number of services in

the municipality.
e Use of smart phone applications to provide e-services.
e Availability of e-payment.

The commonality of all municipalities of the study is the provision of
services to citizens, but each municipality differs in the quality of service
and how to provide it. In addition, the websites are available to all
municipalities, with each municipality being unique in its content from
other municipalities. Technological infrastructure varies among the
municipalities, as each municipality is distinct from the other in this area.

The singularity of each municipality is reflected separately.
6.3.2.1 Ramallah Municipality

Ramallah Municipality was founded in 1908, which provides its services
and cultural and community programs to the citizens (Ramallah
Municipality, 2012). Ramallah Municipality is classified by MOLG as
"A Municipality".
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Ramallah Municipality is one of the Palestinian municipalities that started
the implementation of the e-Municipality initiative since 2012, to raise the
level of performance and efficiency, and develop tools to facilitate the

delivery of services to citizens through the Internet quickly and effectively.
% Administrative evaluation to accept and adopt the e-Municipality:

The Municipality of Ramallah has a good awareness of the advantages and
benefits of using and implementing the electronic municipality. The
municipality has plans to raise awareness of the municipality's services
provided electronically. Several meetings and conferences have been held
on the e-municipality with the participation of several ministries and other
municipalities. The Municipality of Ramallah provides a directory of
e-services and how to apply for the service as one of its procedures to
implement the e-municipality initiative. In 2006, the OSS has been working
to control the progress of transactions in the various departments of the
municipality through the information flow program, where the employees
can inquire about the progress of transactions and helps to maintain
transactions in a safe manner. The municipality of Ramallah has
a distinguished staff in the performance of its tasks, capabilities and human

competencies.

Since 2012, the municipality of Ramallah is seeking to success of the
e-municipality. The municipality has implemented a number of projects
related to the e-Municipality initiative, including build a large database and

unified citizens, computerization of the activities of the municipality where
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every citizen can easily access his/her own information, using well
developed Geographic Information Systems (GIS), modernization of the
Center for Public Services to provide the best services to citizens,
electronic archives, in addition to training staff working in the municipality

of Ramallah and others.
% Information Technology in the Municipality:

The technological development and openness of the citizens in the city of
Ramallah are among the reasons that prompted the municipality to
implement the e-municipality initiative. Within the framework of the
Municipality of Ramallah in developing the service and improving
performance in 2005, the Public Services Center was established as one of
its steps in the development of the municipality's technology. The
municipality has a very high ICT infrastructure. The municipality's IT
Department is working to improve the use of modern technology and

employ it to meet the needs of the citizen.
% E-services provided by the Municipality:

As part of the e-municipality initiative, through which the municipality
seeks to achieve its vision of implementing an effective e-service system
that leads to the completion of the municipality's efforts to electronically
facilitate citizens services, all public services have been computerized to be
made available to the citizens through the “e-services of the municipality of

Ramallah”. This will facilitate the citizen to be able to fill and submit
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his/her application to the municipality electronically, and will soon be
allowed to track the path of applications and payment and receipt
electronically. The municipality provides a wide range of services through
the e-services portal. These services include inquiries and complaints, view
citizens' bills, services of crafts and, industries and licenses, certificate
services, health and environment services, GIS and road, transport and
transportation services. In addition, the municipality has developed smart
phone applications to offer and access services electronically using

mobiles.

6.3.2.2 Hebron Municipality

Hebron Municipality was founded in 1908, which is largest establishment
in city as of the size of the workforce (Hebron Municipality, 2019). This
was reflected in the development of the city. Hebron Municipality

classified by MOLG as "A Municipality".

The Hebron Municipality has worked on automating its operations and
procedures from manual to electronic in order to facilitate the work of
employees and citizens and provide service at the lowest cost, fastest time

and high quality.

% Administrative assessment to accept and adopt the e-Municipality:

The e-Municipality started in the Hebron Municipality in 2016. Among the
projects that have been implemented to reach the e-municipality is the

development of the principles of good governance, where modern
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management depends on a comprehensive development of the organization
in order organize the various strategic and operational processes to achieve
stability and sustainability of the institution, which is the best way to reach
the e-municipality. The results of the implementation of an institutional
development project in the municipality can be summarized by
comprehensive integrated processes and information systems that include
procedures and work instructions that regulate all areas of work in the
municipality, and give high leadership performance indicators that enable
its users to assess the performance and strategic planning of the
municipality and keep pace with the technological and technical
development within the municipality. Besides, training and development of
the staff in the municipality, where the municipality aims to improve the
performance of staff and training them to deal with the e-municipality, had
led to improving the provision of services to citizens and raising the level

of performance of the municipality (HOPE & NCD, 2018).

The municipality has an awareness and perception of the advantages of the
e-municipality, and therefore, it seeks to implement it. The municipality
has a competent staff and has the ability to deal with municipal electronic
systems. In addition, the municipality works continuously to improve the
performance of its employees in order to improve the municipal efficiency.
Hebron Municipality provides an e-services guide to complement its
administrative and financial development and to achieve the goal of

improving the efficiency of the services provided.
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% Information Technology in the Municipality:

Within the direction of the Municipality of Hebron in developing and
improving the service provided to citizens, the Department of Public
Services seeks to achieve its objectives. In addition, the municipality has
a high-level ITC infrastructure. The Information Technology Department
develops information access and technological methods to develop and
improve the planning processes, and access to the service electronically, by
providing a common database between the municipal departments and

relevant institutions.
% E-services in Hebron Municipality:

Hebron Municipality provides many electronic services through an e-portal
for services. These services include water and electricity services, building
services, sewerage services, services of crafts and industries, fees and taxes
services, certificates (such as proof of housing, practicing a profession,
owning a real estate, etc), public transport services, inquiries and

complaints services, and GIS services.

In addition, the municipality uses smart phone applications to provide

services and facilitate access to service for citizens.
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6.3.2.3 Nablus Municipality

In 1869, the municipality of Nablus was established as one the first
Palestinian municipalities. The municipality is considered one of the largest
Palestinian institutions in terms of the size of services provided to citizens,
the number of implemented projects, and the size and efficiency of
administrative and technical staff who supervise the management of
municipal projects (Nablus Municipality, 2016). Nablus Municipality
classified by MOLG as "A Municipality".

s Administrative assessment to accept and adopt the e-Municipality:

The Municipality has a perception and awareness of the advantages of the
e-municipality. Therefore, the municipality seeks to implement the
initiative. The municipality has a well-trained staff and has the ability to
deal with municipal electronic systems in order to improve the
municipality's institutional efficiency. The Municipality of Nablus provides
an e-services guide to complement its administrative and financial
development and to achieve the goal of improving the efficiency of the

services provided.
% Information Technology in the Municipality:

Within the direction of Nablus Municipality in developing the service,
improving performance, keeping pace with development and providing
quality service to the citizen, the Public Services Center was established,

which is one of the most modern public service centers in the country. The
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Nablus Municipality has rehabilitated the infrastructure of computerized
systems and provided a fast and strong network in addition to the
equipment that are compatible with the provision of service and integration
between the systems, as well as simplifying the work and facilitating
communication with citizens in order to facilitate the work of employees
and citizens and provide service at the lowest cost, and the fastest time, and
highest quality. In addition, the municipality has a high-level information
technology infrastructure. The municipality works to develop methods of
obtaining information and following up the technological development to

improve planning processes and access to the service electronically.
% E-services Offered in Nablus Municipality:

The Municipality of Nablus offers many e-services through an e-portal to
the municipality. These services include water services, building services,
sewerage services, services of crafts and industries, fees and taxes services,
public certificate services, services for advertising on public transport, and

inquiries and complaints.
6.3.2.4 Bethlehem Municipality

The Municipality of Bethlehem is one of the Palestinian municipalities that
are working on implementing the e-municipality initiative in its process.
The municipality began implementing the project in 2016 as a first step in
its quest for administrative development in the institution. Bethlehem

Municipality is classified by MOLG as "A Municipality".
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s Administrative assessment to accept and adopt the e-Municipality:

The Municipality of Bethlehem has been preparing a plan for the
institutional development of the municipalities since 2013 to develop the
municipality, its works, services and systems to reach e-municipality
(Bethlehem Municipality, 2014). The municipality has an awareness of the
advantages of the electronic municipality, so the municipality seeks to
implement the initiative. The municipality has well-trained staff and has the
ability to deal with municipal electronic systems in order to improve the
municipality's institutional efficiency. In addition, the municipality is
working to provide a directory of public services to citizens as one of its

procedures in becoming an e-municipality.
* Information Technology in the Municipality:

The IT Department in the Municipality of Bethlehem works to improve the
utilization of modern technology and employ it to meet the needs of the
municipality in the daily work, through the use of information systems that
contribute to the process of improving productivity and raise the quality
and ensure efficiency in the performance of municipal employees. The
department was established in 2014 due to the municipal awareness of the
importance of the role played by this section in the municipality from the
management and linking of the systems and raise the level of competence
of employees and increase transparency and management of information on
which the municipality and even help in decision-making. Within the

framework of Bethlehem municipality's directions to develop the service,
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improve performance, keep pace with development, and provide quality
service to the citizens, the Public Services Center was established in 2013.
In addition, the municipality has a high-quality information technology
infrastructure. The municipality works to develop methods of obtaining
information and technological development to improve planning processes

and access to services electronically.
% E-services Offered in Bethlehem Municipality:

Bethlenem Municipality offers many electronic services through an
electronic portal to the Municipality. These services include water and
electricity services, building services, sewerage services, services of crafts
and industries, fees and taxes services, public certificate services, and

inquiries and complaints.
6.3.2.5 Dura Municipality

The Dura Municipality started implementing the initiative at the end of
2015. With the beginning of 2016, the first step in its quest for
administrative development in the institution was observed. The
municipality has prepared an integrated financial system and the
infrastructure of the systems and it has computerized most of its procedures
and systems in order to facilitate the work of employees and citizens and
provide service at the lowest cost and fastest time and high quality. Dura

Municipality is classified by MOLG as "B Municipality".
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s Administrative assessment to accept and adopt the e-Municipality:

The Municipality of Dura began work on the e-Municipality project,
starting with the implementation of a set of computerized systems in the
municipality (general financial system, warehouse system, procurement
system, GIS and fixed assets, billing system).The municipality has an
awareness of the advantages of the e-municipality, so the municipality
seeks to implement the initiative. The municipality has well-trained staff
and has the ability to deal with municipal electronic systems in order to

improve the municipality's institutional efficiency.

% Information Technology in the Municipality:

The IT Department in Dura Municipality works to the improve the
utilization of modern technology and employ it to meet the needs of the
municipality in the daily works, through the use of information systems
that contribute to the process of improving productivity and also ensures
efficiency in the performance of municipal employees. Within the direction
of the Municipality of Dura in the development of the service and of
improvement the performance and continuity of keeping pace with
development and provide quality service to the citizen, the service center
public was developed three years ago. In addition, the municipality has
a good ICT infrastructure, where the municipality is working on developing
methods of obtaining information and monitoring technological
development, and to improve planning processes and access to the services

electronically.
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¢ E-services Offered in Dura Municipality:

Dura Municipality offers many e-services through the municipal portal.
These services include water services, building services, sewerage services,
services of crafts and industries, fees and taxes services, certificate
services, advertising services, and inquiries and complaints. In addition,
Dura Municipality uses smart phone applications to offer and provide
services in order to facilitate access to services in the shortest time, as

a step towards becoming an e-municipality.
6.3.2.6 Salfeet Municipality

The Salfeet Municipality began implementing the initiative in 2013 as a
beginning in its quest for administrative development in the institution. The
municipality has been keeping abreast of technological developments the
computerization of all sections of the municipality and the linking of
administrative, financial and technical programs with each other. The

municipality is classified by MOLG as "B Municipality".
s Administrative assessment to accept and adopt the e-Municipality:

The municipality has an awareness of the advantages of the e-municipality,
so the municipality seeks to implement the initiative. The municipality has
well-trained staff and has the ability to deal with municipal electronic
systems in order to improve the municipality's institutional efficiency. The
municipality also prepared a guide to the services it provides and how to

apply for these services in order to regulate the mechanism of dealing with
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the services and facilitate the citizen's contact with the municipality. In
order to complete the process of institutional development in the
municipality, the municipality uses a financial system produced by the
Experts company works on Oracle, as well as all the operations of
accounts, assets, salaries and others also pre-payment system for electricity

and these systems are interrelated.
% Information Technology in the Municipality:

The IT Department in Salfeet Municipality is working to improve the
utilization of modern technology and employ it to meet the needs of the
municipality through the use of information systems that contribute to the
process of improving productivity to ensure efficiency in the performance
of municipal employees. Within the direction of Salfeet Municipality in
developing the services, improving the performance, keeping pace with
development, and providing quality service to the citizen, the Public
Services Center was developed. In addition, the municipality has a good
ICT infrastructure, where the municipality is working on developing
methods of obtaining information and monitoring technological
development and improves planning processes and access to the service

electronically.
% E-services Offered in Salfeet Municipality:

Salfeet Municipality offers many electronic services through the municipal

portal. These services include water and electricity services, sewerage
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services, services of crafts and industries, fees, taxes and billing services,
certificate services, and inquiries and complaints services. In addition,
Salfeet Municipality uses smart phone applications in order to facilitate

access to services as a step towards becoming an electronic municipality.
6.3.2.7 Beit Jala Municipality

The Beit Jala Municipality has been carrying out technological
developments, providing equipment and devices and raising the staff's
ability to upgrade to an e-municipality, in order to facilitate the work of
employees and citizens and provide service at the lowest cost, time and
high quality. Beit Jala Municipality is classified by MOLG as "B
Municipality".

s Administrative assessment to accept and adopt the e-Municipality:

The municipality has an awareness of the advantages of the e-municipality,
so the municipality seeks to implement the initiative. The municipality has
well-trained staff and has the ability to deal with municipal electronic
systems in order to improve the municipality's institutional efficiency. The
municipality also proposed a directory of the services provided by the
municipality and the required documents to complete the requirements for
obtaining the service and the procedures and the course of work followed
by the municipality in addition to the time necessary to accomplish them in
order to regulate the mechanism of dealing with services and facilitate the

process of communication with the municipality.
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% Information Technology in the Municipality:

The IT Department in Beit Jala Municipality is working to improve the
utilization of modern technology and employ it to meet the needs of the
municipality through the use of information systems that contribute to the
process of improving productivity and also ensures efficiency in the
performance of municipal employees. Within the direction of the
Municipality of Beit Jala in the development of service and improvement
of the performance and continuity to keep pace with the development and
the providing of quality service to the citizen, it developed the Center for
Public Services in 2011. In addition, the municipality has a good ICT
infrastructure, where the municipality is working on developing methods of
obtaining information and monitoring technological development to

improve planning processes and access to the service electronically.
s E-services Offered in Beit Jala Municipality:

The Municipality of Beit Jala provides many e-services through the
municipality's e-portal, which is still in operation. These services include
water and electricity services, sewerage services, crafts and industries, fees,
taxes and billing services, certificate services, health and environment

services, and inquiries and complaints.
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6.3.2.8 Halhoul Municipality

Municipality of Halhoul is working on the implementation of the
e-municipality initiative where the municipality began to implement the
project in 2016 as a beginning in the pursuit of administrative development
in the institution, but has made a reservation about allowing documents to
be submitted online. The municipality has been carrying out technological
developments, providing equipment and raising the staff's ability to

upgrade to an e-municipality.

s Administrative assessment to accept and adopt the e-Municipality:

The municipality has an awareness of the advantages of the e-municipality,
so the municipality seeks to implement the initiative. The municipality has
a good staff that has the ability to deal with e-municipality systems in order
to improve the municipal efficiency of the municipality. The municipality
also proposed a directory of the services provided by the municipality and
the required documents to complete the requirements for obtaining the
service and the procedures and the course of work followed by the
municipality in addition to the time necessary to accomplish them in order
to regulate the mechanism of dealing with services and facilitate the

process of communication with the municipality.
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% Information Technology in the Municipality:

The IT Department of Halhoul Municipality is interested in using the latest
technologies in the management and security of networks, databases and
information systems. The department deals with all information technology
in the municipality. The IT Department in Halhoul Municipality is seeking
to improve the utilization of modern technology and employ it to meet the
needs of the municipality through the use of information systems that
contribute to the process of improving productivity. It also ensures the
efficiency of the municipal employees' functional performance and the
conversion of all services, systems and applications from the traditional
(paper) to electronic process. Within the direction of the Municipality of
Halhul in the development of service and improve performance and
continuity to keep pace with development and provide quality service to the
citizen was developed public service center. In addition, the municipality
has a good ICT infrastructure, where the municipality is working on
developing methods of obtaining information and monitoring technological
development to improve planning processes and access to the service

electronically.

% E-services Offered in Halhoul Municipality:

The Municipality of Halhoul offers a number of e-services through the
municipality's e-portal, which is still under development. These services

include water and electricity services, sewerage services, crafts and
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industries, fees, taxes and billing services, public certificate services, health

and environment services, and inquiries and complaints.
6.3.2.9 Jenin Municipality

Municipality of Jenin began to implement the project in 2016 as a
beginning in the pursuit of administrative development in the institution.
The municipality has been carrying out technological developments,
providing necessary equipment and increasing the ability of employees as
much as possible to reach an e-municipality. Jenin Municipality is

classified by MOLG as "A Municipality".
s Administrative assessment to accept and adopt the e-Municipality:

The municipality has an awareness of the advantages of the e-municipality,
so the municipality seeks to implement the initiative as much as possible.
The municipality of Jenin suffers from the weakness of the staff and the
specialists in the field of IS of the municipality, in addition to the weak
commitment of the administration and staff in the implementation of the e-

municipality.
 Information Technology in the Municipality:

The Information and Communications Technology Department is trying to
keep pace with the development of the Jenin Municipality to the level of

the e-municipality, but because of the weakness and lack of IT staff, as well
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as weakness in the technical infrastructure, there are obstacles to the

development of the e-municipality.
s E-services Offered in Jenin Municipality:

The citizen continues to go to the public services center in order to obtain

his services. Services provided electronically are only complaints services.
6.3.3 Overall Assessment of the Studied Municipalities

In this section, the overall assessment of the previously analyzed
municipalities is presented to cheek their readiness, acceptance and
adoption of the e-municipality initiative. The assessment of the status of e-
municipality in each of the studied the municipalities as based on the three

assessment criteria with its sub-themes mentioned in the previous section.

Table 6.8 summarizes the overall assessment of the level of e-municipality
in the studied municipalities. Based on the previous analysis for each of the
municipalities, ranking is divided in three categories, and then the overall
assessment of each municipality is conducted (high, medium and low).
This depends on the administrative, technological assessment and the e-

services provided in the municipality.

While each of the three assessments criteria, with scores of (3, 2 or 1 stars),
the total score of the three assessments criteria is with a maximum of 9
stars. If the municipality scores in the three assessments range from 7-9

scores, this indicates a high level of application of the e-municipality.
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However, if it ranges between 4-6 scores, the municipality's application of
the e-municipality initiative is medium. Finally; if the assessment of the

municipality is 3 or below, the level of the e-municipality is low.

Table 6.8: Conclusion the e-Municipality Level

Municipality | Administrative | Technology e-Services Overall
Assessment Assessment Assessment
Ramallah Fxx ol Fx*x High
Hebron *** *** ** ngh
Nablus Hxk Hhx faed High
Bethlehem *x ** ** Medium
Dura *x ** ** Medium
Salfeet Fxk Fxk *x High
Beit Jala Fxk ** *x High
Halhoul *x *x *x Medium
Jenin ** * * Low

Note: ***: High Level

**- Medium Level

*: Low Level

6.4 Conclusion

In this chapter, quantitative and qualitative analysis was presented. The
results showed that some TAM model variables positively and directly
affect the attitude towards acceptance and adoption of e-municipality (PU,
PEOU, level of technology use and availability, administrative and
management support, level of e-services and attitude). However, the
variable related to the availability of laws and legislation does not have a

positive effect on the acceptance and adoption of e-municipality.
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Therefore, to increase readiness of the municipalities to adopt e-
municipality, requires increasing their awareness about the advantages of
using the electronic platform. Another key to the successful
implementation of the e-municipality would be to increase public trust on
using technology for the transactional purpose. In addition, the e-
municipality must be implemented and linked to the Public Services
Center; the two systems should become an integrated system on the
Internet. Also; linking and consolidating databases, where the integration of
citizen records through departments and systems within the municipality is
a complex process that must be completed before implementing the

e-municipality.

In light of this, all the hypotheses of the study were accepted with the
exception of "There is a significant effect of availability of laws and
legislation on attitude”. This is due to the great challenges of the
municipalities in the current time to adopt the direct e-payments and this is
due to the lack of regulations to activate the e-transactions law in the field
of regulating e-payments, to the legal environment supporting it, as well as
the lack of a legally secure infrastructure for conducting electronic

movements.

In addition, three criteria were identified with sub-themes to assess the
acceptance and adoption of the e-municipality by the Palestinian
municipalities as mentioned earlier. The nine studied municipalities were

then analyzed and the three assessment criteria applied.
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Chapter Seven
Strategic Analysis for E-Municipality

7.1 Introduction

In the previous chapter, the outcome of the quantitative and qualitative
analysis of the gathered data was presented. Based on this, the internal and
external environment of the Palestinian municipalities is examined in this
chapter. Consequently, the key issues that affect e-municipality are
identified, so that Palestinian municipalities can overcome the challenges

and best implement the e-municipality.

Through this, the main strategic objectives will be identified for the optimal
implementation of the e-municipality. In addition, the key success factors
that will help Palestinian municipalities to overcome and avoid the
challenges facing the optimal implementation of the e-municipality will be

identified.
7.2 SWOT Analysis

Considering all the information gathered and analyzed from various
sources as presented in Chapter Six, it is found that a number of factors
worth further studying. Some of these factors are encouraging where there
are strengths that must be supported to take advantage, and opportunities
that must be seized. However, there are some weaknesses and threats,
which can negatively affect any developmental process towards the

e-municipality and hinder its implementation.



144

The internal and external environments that are related to the
e-municipality, whether they are negative or positive, must be considered.
However, most of the following strengths, weaknesses, opportunities and
threats are similar to most municipalities. SWOT analysis results are
presented hereafter, based on TAM model results and qualitative analysis

of interviews and questionnaire.
7.2.1 The Strengths

Some available strength must be supported, which have good impact on the
implementation of the e-municipality initiative; those strengths are

summarized as follows:

1) The existence of leadership support represented by a number of
municipalities Mayors and the council members, who believe in the need
for e-municipality and exhibit hard work to achieve this goal. In addition,
there is desire of senior management in the majority of local bodies and
perception of the importance of the development of services provided to

citizens, such of the municipalities Hebron, Salfeet, Nablus and Ramallah.

2) Initial steps in a number of municipalities have been taken to move
towards e-services due to the presence of public service centers and

computerized systems.

3) The availability of internal financial support allocated by many
Palestinian municipalities for the implementation and development of

e-municipality.
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4) The existence of general strategic plans in all the municipalities,

including plans to reach the e-municipality, in many of these.

5) Awvailability of qualified staff in IT in most Palestinian municipalities,
particularly the major municipalities of Hebron, Nablus, and Ramallah, as

well as some smaller ones such as Salfeet.

6) The commitment of municipalities in their procedures and operations to
transform into an e-municipality through the provision of "e-services
guide” in most studied municipalities to facilitate citizens' transactions,
whether published on municipal sites such as Ramallah, Hebron and

Salfeet, or printed such as Beit Jala, Dura and Bethlehem.

7) Increased use of the Internet, computers and new and modern

technologies in municipalities.

8) Increase municipal staff and the public attention to the importance of

ICT.
7.2.2 The Weaknesses

Some weaknesses available that must be mitigated, and that have a
negative impact on the implementation of the e-municipality initiative;

those weaknesses are summarized as follows:

1) Poor awareness and understanding of senior management in local

bodies about the importance and requirements of providing e-services.
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2) The lack of enough leadership support for e-municipality initiative by

the Mayors and council members for specific Palestinian municipalities.

3) There is a sense of resistance by some employees, because they believe
that the use of computers and the internet will be against their benefits and
personal privileges, and reduces their chances of getting more role and

influence in their work.

4) The absence of clarity of procedures required for transactions and
services in a number of municipalities, because this is an important stage in
the e-municipality. The complexities of transactions and administrative
procedures in providing services to the public delay the implementation of

e-municipality.

5) Lack of sufficient technical staff capable of developing e-services, lack
of sufficient expertise in some municipalities, as well as absence of
administrative body or unit responsible for the subject of transformation to

e-municipality.

6) The weakness of the technical capabilities (infrastructure) of some

municipalities to support the concept of e-municipality.

7) The existence of computerized systems that are not connected or
integrated together in most municipalities, especially with the financial

system.
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8) No provision of incentives for municipal staff to encourage the use of
e-services in local bodies that provides these services. In addition, to the
weakness of the role of the local authority in educating its citizens about

the provision of e-services.

9) The weak link between the municipality's general strategic plan and

ICT plan (if any).

10) Lack of executive regulations providing the required legal
environment. In addition to the absence of clear policies for the

transformation process.

11) There is no unified database within each of Palestinian municipalities

except within a number of the largest ones.

12) Difficulty of co-operation between municipalities and related
institutions such as banks and other government institutions, where are no
agreements between the municipalities and related institutions, nor there is
readiness of both sides for such cooperation, (e.g., on payment of fees and

invoices through e-payment services).
7.2.3 The Opportunities

Some available opportunities must be benefited, which have good impact
on the implementation of the e-municipality initiative; those opportunities

are summarized as follows:
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1) Increased interest at the government level to the transformation to an e-
government. In addition, strategic plans are available to transform into e-

government with the help of MTIT.

2) The MOLG and MDLF have been supporting developing the
municipalities’ capabilities including in e-municipality, in addition to the

presence of donor interest in supporting this area.

3) The existence of twinning with international municipalities that
contributes significantly to the transfer of knowledge, experience and

potential funding.

4) The potential for the development of the legal environment due to the
governmental interest in e-government, which will also benefit in the

regulatory environment for the e-municipality.

5) The existence of experience in IT in the private sector, which could

contribute to better technical environment.

6) Accelerating technological development, which can contribute to the
provision of e-services at a lower cost, beside the high level of computer

literacy, and the expansion of technical and technological education.

7) Modernization and continuous development of the telecommunications
and network infrastructure in Palestine at both the municipal and national

levels.

8) The cumulative experiences in the technology field in Palestine.
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9) Existence of a guide on “establishing and operating public service

centers™ in Palestinian municipalities.

10) The existence of an institutional umbrella for the Palestinian
municipalities "APLA" with a good role in developing the capabilities of

the municipalities towards the transfomation into an e-municipality.
7.2.4 The Threats

There are a number of factors outside the internal framework of the
municipalities which have negative consequences on the implementation of

e-municipality initiative. The threats include the following:

1) Weak accesses to e-services due to the difficulty of using them are lack

of confidence in them.

2) Political instability may adversely affect the provision of external

support.

3) Lack of public awareness of the importance, role and benefits of e-
municipality, which in turn creates resistance from the public towards
change. This resistance has another reason, namely, public fear and lack of
confidence in the preservation and use of their data and information in a

safe and private environment.

4) Lack of legal legislation supporting the policies and procedures of

electronic transformation in the Palestinian municipalities.
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5) Lack of approved systems, mechanisms, and financial sources
(government financial support) for government transfers to support and
implement the strategies of Palestinian local authorities for e-

transformation.

6) Difference, diversity of experience, and unequal capacity among the

Palestinian local authorities.

7.3 The Key Issues and General Challenges for Implementing

e-Municipality

In this section, the key issues and general challenges facing the optimal
implementation of the e-municipality initiative in Palestinian municipalities
are highlighted. After analyzing the current situation of the Palestinian
municipalities, it was found that there are some outstanding issues to be
highlighted, mainly the challenges facing the e-municipality that prevent
and hinder the Palestinian municipalities from fully implementing the
e-municipality. The primary research feedback on the subject has shown
that the main challenges faced by Palestinian municipalities in
implementing the e-municipality depend on management and technical

challenges.
7.3.1 Management Challenges

The bulk of the challenges faced by the initiative arise from the slow and

inefficient decision-making processes required to deal with contracts, plans
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and the availability of resources in the municipalities. The management

challenges can be summarized in the following points:

1- Lack of commitment of the administration and councils to the
e-municipality initiative. In addition to the weakness of appropriate

decisions by officials in the actual work in the e-municipality.

2- The succession of different municipality councils in a municipality,
where each could have different plans and objectives, including those

related to the priority of implementing the e-municipality initiative.

3- There is a problem in fully understanding the issue of e-municipality by
the municipal management. Most of the municipalities had a misconception
about the e-municipality, which is to create a website for the municipality
on the Internet only to provide information about the municipality and its

work.

4- Lack of real partnerships between the public and private sectors.

5- Poor public awareness among the administration and municipal staff of

the concept of e-municipality and the culture of e-services.

6- A violation of the MDLF manual and directions for the

implementation of the e-Municipality.

7- Lack of qualified human cadres in the implementation of the

e-municipality.

8- Lack of adequate funding to meet the needs of the e-municipality.
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9- Lack of a special strategic plan to implement the e-municipality.

10- Most municipalities continue to rely on traditional methods of service
delivery, where the applicant visits the municipality and communicates
with them through the public service center or moving between the various
departments. This is despite having is a portal or links to e-services on the

pages of a limited number of Palestinian municipalities.

7.3.2 Technical Challenges

The biggest technical challenge was to integrate the e-municipality system
with other municipal systems. In addition, there were also other technical

challenges, including:

1- There is no proper integration of the municipality's internal databases,
as multiple names and numbers exist for the same citizen in different

services.

2- The lack of formal technical support agreements between the

municipalities and the software providers of their older systems.

3- Municipal databases are not standardized.

4- Weak electronic culture of some municipal staff.

5- The partial inability to use the Internet and technology in addition to the

lack of availability of the Internet to all staff.
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6- Lack of a qualified human cadre with sufficient experience in how to

design or manage security services.
7.3.3 Legal Challenges

There are major challenges that face the local authority are classified as
legal challenges, mainly as related to adopting direct e-payment, and,

e-signature. There can be as follows:

1. The absence of detailed regulations and laws to activate the

e-transactions law in the field of e-payment and e-signature.

2. The absence of detailed regulations and laws for e-transactions law in
general and its application in technical and procedural aspects in particular

in the field of e-payment and e-signature.
3. Lack of a secure legislative infrastructure for e-transactions.

4. Insufficiency of regulatory framework in the application and handling

of special issues in e-signature.
7.4 The Main Objectives of e-Municipality Initiative

The assessment of the MOLG strategic framework for the transition to e-
municipalities (2019-2023) (Ministry of Local Government, 2018a) studies,
indicates that there are some objectives that were reached in implementing
the e-municipality initiative, but there are some objectives that still need to

be developed and supported to achieve the transition to the e-municipality.
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Based on the conducted SWOT analysis and the TAM results, the
researcher recommends the following strategic objectives of the

e-municipality:
1. Achieving an effective, efficient and productive e-municipality.

2. Providing citizens with reliable services, enhancing them and

improving the quality of service provided to citizens.

3. Increasing the municipality management and technical staff awareness

on the concept of e-municipality and its benefits, and e-services.

4. Focusing on digital literacy in how to use the Internet and electronic
devices, which would lead citizens to deal with the e-municipality and its

services.

5. Completion of the development of legislation, laws and regulations

supporting the transformation into a full e-municipality.
7.5 Critical Success Factor for e-Municipality Initiative

In this section, the critical success factors for the success of the
e-municipality in the Palestinian municipalities will be identified and
explained. According to the analysis of the reality of the Palestinian
municipalities in the implementation of the e-Municipality initiative, it was
found that there are some critical factors that have to be taken well to in
consideration for the success of the initiative. These factors are summarized

as follows:
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1. Internal political desire: The desire of leaders in the municipalities to
adopt and accept the e-municipality has a great impact on the

implementation of the e-municipality and achieves its objectives.

2. Having overall vision and strategy: The overall vision of the
e-municipality initiative and determining "where we want to reach™ are key
success factors in its implementation. In addition, the vision of information
technology, which is a means to help and push the municipalities to the

desired transformation.

3. Acquiring competencies: Having the necessary skills and knowledge,
especially within the municipality itself, greatly facilities the

implementation of the e-municipality.

4. Having adequate technological infrastructure: The availability of
the required technologies infrastructure within the municipality helps to
implement the e-municipality. Unified databases within the municipalities
and with other government institutions are also required, which would lead

the municipalities to optimize the implementation of the e-municipality.

5. Sound management practices: These are essential in transformation
towards the e-municipality, and help to adopt the e-municipality. In
addition, the proper re-engineered operations, procedures, and sequential
processes within the municipality towards implementation the
e-municipality, as well as the adequate computerized systems, will ensure

adopting the e-municipality.
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6. Supporting laws and legislation: An important factor for the success
of the e-municipality is the availability of a legal environment in support of
electronic operations within municipalities. In addition to the provision of
regulations and laws to support the activation of e-payments in full, and
provide a secure infrastructure from the legislative point of view for the

execution and completion of electronic transactions.

7.6 Lessons Learned from the Implementation of the e-Municipality

Initiative

This section reflects on the lessons learned from the challenges and issues
facing the implementation and application of e-municipality in the

Palestinian municipalities.

The challenges can be turned into lessons to be taken in to consideration for
future implementations of e-municipality. The lessons can be summarized

in the following:

1) Improved planning. Approved strategic visionary planning involving
all stakeholders, and following proper monitoring and evaluation plans,
leads to potential success. The e-municipality initiative lacks detailed

implementation plans.

2) Oversee the e-municipality at the executive level. Create an initiative
national steering group made up of management representatives of MDLF,
MOLG, municipalities, companies and consultants. The group should be

chaired by head of MDLF and MOLG or their deputies, and should meet
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regularly during implementation to monitor and track progress, deal with

risks, and budget and resource allocation.

3) Manage the e-municipality professionally on a daily basis.
Hire/assign a professional to be responsible for the e-municipality (can be
an external consultant) and to manage the implementation plan, activities
and resources of the initiative. The lack of a clear initiative management
role has led to a gap in managing changes in the plan, tracking and

reporting on progress.

4) Design before building. The final user interface design must be
completed and approved by  MDLF/municipalities, before
development/implementation begins. Design is essential in planning and
preparing test plans and final acceptance of the system. Upon completion
of the final coordination of the user interface is needed, as well as testing
and ensuring proper operation, then the program is operating efficiently and

effectively.

5) Procure Electronic Municipality System (EMS) and OSS as one
package. To reduce the risk of system integration, EMS and OSS must
come from the same supplier. The two systems need to be effectively
integrated in one system with the same forms of service provided to

citizens and service desk staff.
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6) Consolidate and integrate citizens’ data across the municipality.
Citizen data analysis and integration should be done prior to EMS
implementation, as a separate project or stage, to ensure data quality issues
are clarified, scoped and dealt with legally and scientifically. It is the
responsibility of the municipality to create and maintain a unified citizens’
database/repository that could be used by EMS. Unification of database
within the municipality and at all level is needed to revolt one unified

database.

7) Improve municipal management awareness of e-municipality
benefits and issues. More time should be spent in raising awareness of the
municipality administration and employees of the municipality's e-services
and the legal responsibilities of direct interactions between employees
through e-services. This could translate into future changes in the
administrative and organizational structure of municipalities in the
management of e-services. In addition to the preparation of capacity
building, encouraging and educating, brochures and booklets will raise the
level of awareness of employees and staff in the e-Municipality initiative

and e-services.

8) Control donor’s efforts. Coordinate and organize donor efforts to
transform local bodies into e-municipalities. MOLG and MDLF are
working to fine-tune donors' efforts and programs to serve Palestinian

municipalities as they move to e-municipalities.
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9) Increase the technical capacity of municipal staff and technical
infrastructure. Municipalities should be assessed for technical capacity to
implement, host and manage EMS, and where necessary, that capacity
should be increased. This covers the available IT and service desk human
resources as well as the necessary technical infrastructure to host and

support the system.

10) Content is backbone. Information is essential for public users of e-
services; content is not news about the municipality. End user agreements,
service level agreements, IT policies and procedures, privacy policies, legal
statements should be prepared, validated and approved before e-
municipality systems go live. As e-services are new in Palestine and their
legal framework is not yet clear, these documents and agreements will help
to clarify the responsibilities, liabilities and expectations of participants in

such services.
7.7 Conclusion

In this chapter, SWOT analysis is presented. The key issues and general
challenges facing the optimal implementation of the e-municipality are
presented as well. In addition, the strategic objectives that seek to achieve
in the implementation of the initiative of the e-municipality in the
Palestinian municipalities are identified. This chapter provides insight into
the critical success factors that help municipalities successfully implement

the e-municipality, as well as the lessons learned.
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The results of this chapter are very useful for the next chapter, where

feasible strategies are outlined by the SWOT matrix.
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Chapter Eight
Developing of A strategic Framework for The
Implementation of E-Municipality

8.1 Introduction

In the previous chapters, the TAM model was used to examine the
acceptance, adoption and readiness of the Palestinian municipalities in the
implementation of the e-municipality. In addition, they presented an
assessment of the internal and external environment of the Palestinian
municipalities. Consequently, the updated strategic objectives for
e-municipality were defined. The issues and challenges that hinder the
optimal implementation of the e-municipality initiative were identified.
Finally, the success factors critical to the implementation of the

e-municipality initiative were presented.

This chapter contains strategies that are proposed towards the achievement
of the e-municipality, based on the results of the SWOT analysis and TAM
model, taking into consideration the strategies followed by MOLG and any
previous relevant studies, in order to overcome the challenges facing

implementing the e-municipality.

The matching tool approach, through establishing a SWOT matrix, is
utilized in this chapter to identify possible strategies combined into four
categories; SO strategies (strengths and opportunities), WO strategies
(weaknesses and opportunities), ST strategies (strengths and threats), and

WT strategies (weaknesses and threats).
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8.2 The Assessment of the Followed Strategies

In this section, the strategies pursued will be assessed whether by MOLG,

MDLF, or related previous studies.

The Ministry of Local Government (2018a), prepared the E-Municipality
Strategic Framework (2019-2023). One of the strategies followed in the
field of transforming to the e-municipality, "Integration with the
e-government.” Integration implies that there are several bodies and
institutions that need legislation to regulate their transactions.
Consequently, one of the most important aspects of integration is the legal
aspect in order to facilitate transactions between all parties. Recently, two
laws were passed regarding e-transactions and electronic crimes, where it
helps in facilitating e-transactions and speeding up their completion and
approval, but there are obstacles due to the need for a number of
regulations and executive supporting legislations. In this aspect, it needs

new strategies to overcome obstacles in the legal field.

In addition, dealing with the e-government needs to use the government
electronic data transporter (x-road), requiring the provision of proper
technical infrastructure, whether at the level of local bodies and
municipalities or at the level of government institutions and ministries
(Ministry of Local Government, 2018a). In this respect, work is currently
underway to develop technical infrastructure and provide secure networks,

but it needs supportive strategies for continuous improvement.



163
Another strategy is identified as "Raise the capabilities and awareness of
the leadership of local bodies and their workers on the importance and how
to transform to e-municipalities." This strategy needs to build the
capabilities of municipal leaders, employees and workers in the
municipalities to be able to implement and develop the e-municipality
(Ministry of Local Government, 2018a). This strategy needs support for its

impact on the effective implementation of the e-municipality.

Moreover, the strategy of "Increasing the demand of citizens to use the
municipality's electronic services" is considered in the framework, through
developing the municipality's methods of providing the service and

delivering it to the citizens (Ministry of Local Government, 2018a).

As for the strategies recommended by the MDLF defined in the document
titled “Electronic Municipality System”, they include the following

(Municipal Development and Lending Fund, 2016):

1. Strategy of "Integration between the e-municipality systems and OSS".
Many municipalities face challenges in implementing the e-municipality
initiative because of the lack of integration of e-municipality systems with
OSS systems; therefore this strategy recommends the use of a unified
system from the same resource and are one integrated system. This strategy

has been applied in major municipalities such a; Ramallah and Hebron.

2. Strategy of "Bill data integration” is considered one of the main success

factors for the e-municipality, implying the ability to present/ collect
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citizens' bills in an easy way, whether for presentation or payment. The
integration between the e-municipality systems and bills is a prerequisite
for the successful e-municipality implementation. This strategy needs to be

achieved.

3. Strategy of "Unifying citizens' data" reflected in a sub-project of the
implementation of the e-municipality. The citizens file needs to be unified
before the official launching of the e-municipality for each municipality.

This strategy needs to provide the supportive strategies for it.

4, Strategy of "Verify the infrastructure of information technology". This
implies providing basic infrastructure for information technology in each
municipality before implementing the e-municipality system. In this
strategy, work is currently underway to develop technical infrastructure and
provide secure networks, but it needs supportive strategies for continuous

improvement.

5. Strategy of "Extend the range of e-services". The e-municipality must
cover all or most of the services provided by the municipality. Also, the
services must be documented in the e-services guide that contains service
forms and workflow for each service in addition to the schedule for each

service. This strategy is being worked out.

6. Strategy of "Integration with an electronic or semi-e-payment method".
In light of the challenges facing the e-municipality from not providing laws

that support e-payment, this strategy helps in alleviating this challenge by
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going to semi-electronic methods in collecting bills and others. This
strategy needs to support and develop effective strategies to overcome

challenges in this aspect.

As for the strategies recommended by the relevant previous studies, thesis
titled “Strategic Analysis and Development of Electronic Government
Strategies for the Palestinian Municipalities”, identified strategies that

include (Abu Jaber, 2011):

1. Developing a legal framework necessary for ensuring that information
and services must be accessible and securely protected, in order for
everyone to have confidence in the material being correct, reliable and
subject to the requisite confidentiality. This strategy needs to be supported
in order to facilitate e-transactions and facilitate the all procedures of the

municipality.

2. Exhibiting leadership is a key strategy for success. E-municipality
development process could not be effective, nor important or applicable, if
e-municipality initiatives are not adopted by the national and municipal

leadership, therefore; this strategy needs more support.

3. Encouraging the private sector participation and investment in the
activities of municipalities and their projects especially in the Information

Technology Sector. This strategy is achieved.

4. The re-structuring process of the municipality is one of the important

strategies, where to initiate to restructure their departments to reconsider
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the municipalities’ constituents, quick response and more effective. This
strategy needs to be more supported in order to facilitate the

implementation and optimization of the e-municipality.

5. The re-engineering process for municipalities’ actions or procedures.
This process is a must strategy for e-municipality at the municipal level
before automating processes, as it will have an impact on the service
delivery time, cost and effort for both the employees and the public. This

strategy needs to be supported.

6. Building the needed human, technical and infrastructural, and financial
capacities is also considered one of the main strategic solutions to achieve

e-municipality at the municipal level. This strategy needs to be supported.

In the summary, there are some of the strategies mentioned above that have
been applied and successful in helping implement the e-municipality.
However, there are some aspects that need more attention besides the
strategies proposed in this study in order to overcome the challenges facing
the implementation of the e-municipality initiative. From these aspects that
need increased attention, support and continuous development, the legal
aspect that needs to developing laws and regulations to enable successfully
completing all electronic transactions. Also raising capabilities and
awareness among municipality leaders and employees, about the e-
municipality and its services, and how to deal with it. This is supported and

confirmed by the TAM model results.
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8.3 SWOT Matrix

The feasible strategies are identified based on matching among the
outcomes of the SWOT strategic analyses, considering as well TAM model
results, are presented. Table 8.1, summarizes the proposed strategies to
achieve of the e-municipality initiative. Details on these strategies are

presented in the next section.

Table 8.1: SWOT Matrix: Strategies to Achieve the Implementation to

the e-Municipality.

Strengths (S)

1. The existence of an
efficient and effective leadership
support represented by a number
of municipalities Mayors and the
council members, who believe in
the need for e-Municipality and
exhibit hard work to achieve this
goal.

2. Initial steps in many
municipalities have been taken to
move towards e-services due to
the presence of public service
centers  and computerized

systems.
3. The availability of
internal financial supports

allocated by many Palestinian
municipalities and seeking to get
such support.

4, The existence of general
strategic plans in all the
municipalities, including plans to
reach the e-municipality.

5. Auvailability of qualified
staff in IT Palestinian
municipalities, particularly the
major municipalities.

6. The commitment of
municipalities in their procedures
and operations to transform into
an e-municipality through the
provision of "e-services guide.

7. Increased use of the
Internet, computers and new and
modern technologies in
municipalities.

Weaknesses (W)

1. Poor awareness and
understanding of senior
management in local bodies.
2. The absence of
leadership support for e-
Municipality initiative.

3. There is a sense of
resistance by employees.
4. The absence of clarity

of procedures required to achieve
transactions and services in a
number of municipalities.

5. Lack of sufficient
technical staff capable of
developing e-services.

6. The weakness of the
technical capabilities
(infrastructure) of some
municipalities to support the
concept of e-municipality.

7. The existence of many
computerized systems that are
not interconnected or integrated
with each other in most
municipalities, especially the
financial system.

8. No provision of
incentives for municipal staff to
encourage the use of e-services
in local bodies.

9. The weak link between
the municipality's general
strategic plan and ICT plan (if
any).

10. Lack of executive
regulations providing the
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8. Increase municipal staff
and public attention to the
importance of ICT.

required legal environment.

11. There is no unified
database within each of
Palestinian municipalities.

12. Difficulty  of  co-
operation between municipalities
and related institutions

Opportunities (O)

1. Increased interest
at the government level to
the transformation to an e-
government. In addition,
strategic plans are available
to transform into e-
government with the help of
MTIT.

2. The MOLG and
MDLF have been
supporting developing the
municipalities’ capabilities
including in e-municipality,
in addition to the presence
of donor interest in
supporting this area.

3. There is a trend of
twinning with many
international municipalities
that contribute significantly
to the transfer of
knowledge, experience and
potential funds.

4, The potential for
the development of the legal
environment due to the
governmental interest in e-
government, which will also
benefit in the regulatory
environment for the e-
municipality.

5. Existence of
experience in IT in the
privet sector.

6. Accelerating
technological development,
which can contribute to the
provision of e-services at a
lower cost.

7. Modernization and
continuous development of
the telecommunications and
network infrastructure in
Palestine at both the
municipal and national
levels.

8. Cumulative
experiences in the
technology field in
Palestine.

9. Existence of a
guide on "establishing and

SO Strategies

. Holding agreements
between MDLF, MOLG, APLA
and donors with the
municipalities to provide
financial and technical support
for the implementation and
development of e-Municipality
in line with their strategic plan.(
S1,54,56,02,010)

. MDLF and MOLG
should appoint a competent
project manager to manage e-
Municipality initiative from
launching to final testing and
implementation of the system.
(51,02)

. Joining efforts between
the municipalities and IT
companies to implement the e-
municipality benefiting from the
experiences of these
companies.(S2,55,05,08)

. Utilization of the latest
technologies and the
modernization of the technical
infrastructure of the e-
municipality, in addition to the
unification and linking of the
data banks and programs in the
municipality.(S3,57,04,06)

. Issuing releases to
explain the processes workflow
of the e-municipality.(S6,02,09)
. Holding seminars and
workshops to achieve digital
society (citizens and
employees).( S7,58,06,07).

WO Strategies

. Raising the awareness
to clarify the benefits of the e-
municipality to the employees,
through support and incentives in
coordination with the MOLG and
MDLF. (W1,W2,02)

. Configuring the
necessary technical and
informatics infrastructure needed
in the transformation towards e-
municipalities in line with the
requirements of integration with
e-government. (W7,01,05,08)

. Developing action plans
for the municipalities related to
the use of ICTs. (W9,
01,04,06,08)

. Transfer of experiences
of the municipalities (including
in donor countries) and best
practices in the transformation
towards the e-municipalities to
Palestinian municipalities.
(W12,03)

. Consolidating basic
databases among Palestinian
municipalities as a whole, as well
as separate database within each
municipality. (W7,W11,02)

. Restructuring the
workflow and process in the
municipality.
(W4,W11,02,04,09)

. Training staff on the use
of e-municipality and e-services,
and staff capacity building and
providing incentives for
accomplishment.
(W3,W5,W8,02,05)
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operating public service
centers" in Palestinian
municipalities.

10. The existence of an
institutional umbrella for the
Palestinian  municipalities
"APLA", and its role in
developing the capabilities
of the municipalities for
transformation into an e-

municipality.
Threats (T) ST Strategies WT Strategies
1. Weak access to e- . Holding informative . Developing regulations

services due to the difficulty
of using them or lack of
confidence in them.

2. Political instability
may adversely affect the
provision of external
support.

3. Lack of public
awareness of the
importance, role and
benefits of e-municipality,
which in turn creates
resistance the public
towards changes.

4, Lack of legal
legislation supporting the
policies and procedures of
electronic transformation in
the Palestinian
municipalities.

5. Lack of an
approved system,
mechanisms, and financial
sources (government
financial support) for
government transfers to
support and implement the
strategies of Palestinian
local authorities for e-
transformation.

6. Difference,
diversity of experience, and
unequal capacity among the
Palestinian local authorities.

and explanatory seminars and
workshops that explain the work
and requirements of the e-
municipality and the in which
manner of e-services providing
are provided.(S6,T1)

. Training municipal
employees to update, develop
and follow up the e-municipality
programs and
systems.(S5,T1,T3)

. Training the municipal
staff about the e-municipality,
giving them sufficient
information, and empowering
them to use the e-municipality
and its services.(S1,57,S8,T3)

. Designing and
implementation e-municipality
development programs that are in
line with national strategies to be
supported by donors .(S1,T2,T5)

that allow all e-transactions and
helps municipalities’ electronic
transformation. (W10,T4)

. Developing municipal
leadership to be able to
overcome the challenges facing
the municipality.

(W1,W2,T1,T3)
. Recruitment of external
experts to  empower the

municipal technical staff and to

follow up and develop e-
municipality systems.
(W5,T1,T6)

8.4 Proposed Strategies to Overcome the Challenges Facing the

Implementation of the e-Municipality

Based on the above SWOT Matrix, a set of feasible strategies are
concluded. These strategies are clustered with conducting more

elaborations to achieve the intended strategic objectives related to
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e-Municipality initiative. Such elaboration is clarified in the rest of this

chapter.

Strategic Objective 1: Achieving an Effective, Efficient and Productive

e-Municipality
This objective can be satisfied through the following:

1. Restructuring the workflow and processes in the municipality (W4,
W11, 02, 04,09). This will be done by making decisive decisions on how
to deploy or restructure human resources. This strategy plays an important
role in increasing the productivity, efficiency and commitment of
employees who will serve customers (citizens and businesses). The
restructuring process contributes to the clarity of the municipality's
objectives, and facilitates and improves the internal work of the
municipality and its external relations and communication with other

municipalities and with other institutions.

2. Holding agreements between MDLF, MOLG, APLA and donors with
the municipalities to provide financial and technical support for the
implementation and development of e-municipality in line with their
strategic plan (S1, S4, S6, 02,010). This will be done by making decisive
decisions in developing and implementing projects, and programs that help
in the process of electronic transformation. This strategy plays an important
role in increasing the productivity, efficiency and commitment of

municipalities and employees, who will serve customers (citizens and
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businesses). This strategy contributes to providing the financial support to

assist the municipalities towards electronic transformation.

3. lIssuing releases to explain the workflow processes of the e-
municipality (S6,02,09). This strategy contributes to clarify the workflow
process of the e-municipality towards, and includes providing user manuals
and customer guides in order to achieve easy access to services, which
must be available at municipal websites and portals with all illustrations

necessary for use.

4. Appointing a competent project manager to manage e-municipality
from launching to final testing and implementation of the system (S1, O2).
This strategy contributes to the allocation of a specialist who manages the
separate projects that emerge from the implementation of the
e-municipality initiative. This strategy increases the efficiency of

e-municipality implementation in the Palestinian municipalities.

5. Training municipal employees to update develop and follow up the
e-municipality programs and systems (S5, T1, T3).This strategy plays an
important role in increasing the effectiveness of employees. This will also
contribute to the development of a cadre capable of solving the problems
faced in the e-municipality implementation and the e-services provision to

citizens.

6. Configuring the necessary technical and informatics infrastructure

needed in the transformation towards e-municipalities in line with the
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requirements of integration with e-government (W7, O1, 0O5,08). This
strategy seeks to support development in the field of ICT infrastructure in
the municipalities, including maintaining and updating the existing
networks, preparing the necessary specifications for the needed hardware
and software and relevant technical, and providing the municipality with

the necessary technical infrastructure.

7. Developing action plans for the municipalities related to the use of ICT.
(W9, 01, 04, 06,08). This strategy seeks to prepare an ICT action plans in
the Palestinian municipalities, to help in creating the necessary technical
infrastructure for the transformation into an e-municipality. It also seeks to

provide and develop information technology teams in the municipalities.

8. Consolidating as separate database within each municipality (W7, W11,
02). This strategy helps to resolve the issue that a person has several files
for the different services, due to the lack of consolidation of a unified

database in the municipality.

9. Enhancing municipal leadership to be able to overcome the challenges
facing the municipality (W1, W2, T1, T3). This will be achieved through
increasing the awareness of mayors and senior management by clarifying
the importance and benefits of e-municipality implementation in

municipalities.

10. Recruitment of external experts to empower the municipal technical

staff and to follow up and develop e-municipality systems (W5, T1,T6).
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This strategy helps municipal employees to develop and build their
technical capabilities, and in developing, following up and updating on the

e-municipality systems.

11. Designing and implementation e-municipality development programs
that are in line with national strategies to be supported by donors (S1,
T2,T5). This strategy helps donors to know which aspects to support and
pay attention to. Also, this strategy assists the municipalities in providing
financial support for them, which assists the municipalities in transforming

to the e-municipality.

Strategic Objective 2: Providing Citizens with Reliable Services,
Enhancing them and Improving the Quality of Service Provided to

Citizens
This objective can be realized through the following:

1. Holding agreements between MDLF, MOLG, APLA and donors with
the municipalities to provide financial and technical support for the
implementation and development of e-Municipality in line with their
strategic plan (S1, S4, S6, 02, O10). This strategy helps municipalities to
have the technical, human, and infrastructure resources needed to

implement the e-municipality.

2. Joining efforts between the municipalities and IT companies to
implement the e-municipality benefiting from the experiences of these

companies (S2, S5, 05,08). This strategy helps to transfer expertise and
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the successful experiences of the e-municipality to help in implementation.
This will also improve the quality of service provided and follow the best

methods of service delivery.

3. lIssuing releases to explain the workflow processes of the
e-municipality (S6, 02,09). This strategy is helps in providing reliable
services to the citizens. It helps to continuously improve the public services
provided, and prioritize the services that the municipality will initially

provide online.

4. Holding informative and explanatory seminars and workshops that
explain the work and requirements of the e-municipality and the in which
manner of e-services providing are provided (S6, T1). This will facilitate
the interaction between those responsible for the e-municipality, and
between municipalities and their employees, and in clarifying the
requirements for the transformation to the e-municipality, and the provision

of the municipality's e-services.

5. Transferring of experiences of the municipalities (including in donor
countries) and best practices in the transformation towards the
e-municipalities to Palestinian municipalities (W12, O3). This strategy
seeks to transfer best practices in implementing and transforming to the
e-municipality to the Palestinian municipalities, in order to help the
municipalities in choosing the best procedure to implement the

e-municipality.
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6. Training staff on the use of e-municipality and e-services, and staff
capacity building and providing incentives for accomplishment (W3, W5,
W8, 02, O5). This strategy seeks to raising the capabilities of
municipality’s employees and training them on the municipality's

electronic systems and services, while providing proper staff incentives.

Strategic Objective 3: Increase the municipality management and
technical staff awareness on the concept of e-municipality and its

benefits, and e-services.

This objective will be achieved through the following:

1. Holding informative and explanatory seminars and workshops that
explain the work and requirements of the e-municipality and the manner
which e-services are provided (S6, T1). Through this strategy, awareness is

raised on the e-municipality, its benefits, and on how to provide e-services.

2. Training staff on the use of e-municipality and e-services, and staff
capacity building and providing incentives for accomplishment (S1, S7, S8,
T3). The training to raise awareness among staff on e-municipality help to
improve awareness about e-municipality initiative, and encourage staff to
use the e-municipality and head to the e-services and the e-portal instead of
the traditional services. This leads to increase the staff confidence

e-services in and become more satisfied with them.

3. Raising the awareness to clarify the benefits of the e-municipality to the

employees, through support and incentives in coordination with the MOLG
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and MDLF (W1, W2, and 02). This strategy seeks to raise awareness on
the e-municipality and its benefits in agreement with MOLG and MDLF,
provide incentives based on achievements, and follow procedures, in the

implementation of the e-municipality.

Strategic Objective 4: Focusing on Digital Literacy in How to Use the
Internet and Electronic Devices, which would Lead Staff to Deal with

the e-Municipality and its Services.
This objective will be achieved through the following:

1. Utilization of the latest technologies and the modernization of the
technical infrastructure of the e-municipality, in addition to the unification
and linking of the data bases and programs in the municipality (S3, S7, O4,
06). This strategy seeks to provide the latest technologies in the
municipalities, and to constantly update and improve the ICT

infrastructure.

2. Holding seminars and workshops to achieve digital society (citizens
and employees) (S7, S8, 06, O7). This will enhance the knowledge and use
of ICT tools among municipal staff, through hiring qualified employees
with relevant skills to work within the municipality, outsourcing expertise
and staff to support the work of the municipality, and encouraging skilled
and professional municipal human resources them in developing ICT
expertise internally. As for the citizens enhancing the knowledge and use of

ICT, will be done through increasing public awareness on ICTs through
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organizing training programs (such as Digital Camp), organizing seminars,
and focusing on the youth in reducing digital illiteracy and training them on

how to receive e-services.

Strategic Objective 5: Complete the Development of Legislation, Laws
and Regulations Supporting the Transformation into a Full

e-Municipality.

This objective can be satisfied through developing regulations that allows
all e-transactions and helps municipalities’ electronic transformation (W10,
T4). This involves the legal framework that includes the laws and
regulations such as the e-signature law, the electronic transactions law, the
personal data protection law, the Internet laws and information technology,

and the Cybercrime Law.

This strategy involves developing and implementing the laws, regulations
and instructions necessary for ensuring that information and services must

be accessible and securely protected.

The developed laws and regulations need to be disseminating to the public,

which can citizens' confidence in using the e-municipality.
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8.5 Conclusion

The development of the strategic framework to assess the implementation
of the e-municipality is an important step towards the optimal

implementation of the e-municipality.

The developed strategic framework is derived from the prepared SWOT

Matrix based on SWOT analysis process and TAM model results.
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Chapter Nine
Conclusions and Recommendations

9.1 Summary

This thesis has addressed the assessments of the e-municipality; the
readiness, acceptance and adoption in the Palestinian municipalities. In
addition, it has developed strategies to overcome the challenges facing the

implementation of the e-municipality.

Several case studies concerned with the e-municipality have been
reviewed. Common requirements for e-municipality have been identified
from practical point of view. These were clustered into administrative,

technical, and financial requirements.

A conceptual TAM model was also proposed to assess the readiness,
acceptance and adoption of the e-municipality initiative in the Palestinian
municipalities. Constructs more identified based on the situation of
Palestinian municipalities. They include: perceived usefulness, perceived
ease of use, level of technology use and availability, administrative and
management support, level of e-services, availability of laws and

legislations and attitude towards on the e-municipality.

Status quo analysis of the current conditions related to e-municipality in
Palestine was presented. SWOT analysis was performed, based on the
documents provided by the MDLF, MOLG, and specific Palestinian

municipalities, as well as interviews with experts from MOLG, MDLF and
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GIlZ, which led to the identification and the proposal of strategies for the

optimal application of the e-municipality.
9.2 Conclusions

v' E-municipality is considered as one of the most important subjects
concerned with the local government to study and perform research on. The
assessment of the developing and implementing e-municipality strategic
solutions faces a number of constraints as summarized hereafter. Firstly,
the legal framework needed to work and deliver services in a trusted and
secure environment. In addition, the financial constraints are considered as
a major challenge to provide the requirements for the e-municipality. Other
relevant constraints include the technical and technological constraints,
human resources constraints, and organizational constraints related to the

organizational structure, system, and awareness.

v During the course of this research, several challenges had been faced,

which can be summarized as follows:

e Shortage of available information and data on the research topics, and

the difficulty to access the available ones.

e Misunderstanding of e-municipality between the municipalities and
staff, and lack of the awareness for the importance of application of the e-

municipality.
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e Limited awareness by the municipalities administrative the importance
of the assessment of the implementation and development of the strategic
plans adopted concerning the e-municipality in the Palestinian

municipalities.

v" The process of assessment of the readiness, acceptance and adoption of
the e-municipality in the Palestinian municipalities is an important step to
ensure the optimal implementation of the e-municipality initiative. This
process is based on identifying the factors and prerequisites for the
successful implementation of the e-municipality initiative. The collected
relevant data and information were analyzed through the TAM model to
assess the factors influencing the acceptance and adoption of the

e-municipality in Palestine.

v’ Strategic Analysis is considered as the foundation for building effective
strategies for development and implementation of e-municipality at the
Palestinian municipalities. These gathered data and information were
analyzed through the SWOT analysis to understand the external and
internal relevant factors -the strengths, weaknesses, opportunities and

threats- on e-municipality.

v' The developed strategies were identified from the preparation of the
SWOT Matrix derived from SWOT analysis. The most prominent

strategies include:
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e Developing regulations that allows all e-transactions and helps
municipalities’ electronic transformation to ensure that information and
services must be accessible and securely protected, in order to build

confidence on the correcting, reliability, and confidentiality.

e Exhibiting leadership is a key strategy for success. Enhancing
e-municipality could not be effective, nor important or applicable, if

e-municipality initiative is not adopted by the municipal leadership.

e Investing efforts to that explain the process and requirements of the
e-municipality and the manner which e-services are provided, to clarify the
e-municipality initiative and its benefits, as well as raise awareness about

the implementation of e-municipality.

e Building the needed human resources, technical and infrastructural, and
financial capacities is also considered one of the main strategies to achieve

e-municipality.

e Restructuring the workflow and processes in the municipalities is an
important strategy, as the e-municipality satisfies the municipality's
ambition of the electronic presence, that require organizational
restructuring procedural re-engineering, and to respond quickly and more

effectively.
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e Joining efforts between the municipalities and IT companies to
implement the e-municipality benefiting from the experiences of these
companies, that help in the transfer of expertise and benefit in the

implementation and application of the e-municipality.

e Reduction of digital illiteracy, whether at the level of employees in the
municipalities, or citizens. This strategy will help raise awareness of the
importance of ICT and increase the orientation to digital tools and

applications that will enhance the e-municipality initiative.

v This study has filled a concerning the assessment of the application of
the e-municipality, in order to set strategies overcome the challenges that
hinder the implementation of e-municipality. No previous research has
been done to assess of readiness and adoption of e-municipality in the

Palestinian municipalities.

v" The outcome of the research would allow for the gradual development
of the e-municipality, and reduce the risk of failure resulting from change
resistance and lack of cooperation, and to enhance the potential for the

success of e-municipality in the Palestinian municipalities.
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9.3 Recommendations

After analyzing the Palestinian municipalities' current status, concerning
the e-municipality, assessment of the readiness, acceptance and adoption of
the Palestinian municipalities to implement e-municipality, and concluding
a set of proposed strategies for the optimal application to e-municipality,

the following recommendations are suggested to be considered:

v It is recommended to consider the identified strategies and actions to

implement the e-municipality in the Palestinian municipalities.

v It is highly recommended to improve the awareness of e-municipality
benefits and the importance among, the municipal management and
employees, the governmental agencies, as well as the citizens, as this is
necessary for pushing e-municipality to be developed, implemented, then to

succeed.

v It is recommended to formulate strategic plans for the municipalities’
development, benefiting for the outcome the strategy, that consider the ICT

as an integral part of the development process.

v In order to facilitate the development and implementation of
e-municipality, it is recommended to put more pressure on the national
level to get the needed support; whether financial, technical or human, to

develop and implement e-municipality initiative.
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v It is recommended to speed up the ratification on the proposed laws

related to the e-services delivery.

v' It is highly recommended to expedite the completion of needed
prerequisites and requirements; whether technical, human resources, or

financial for the e-municipality initiative.

v It is recommended to hold new or activate current agreements with
other countries or municipalities to benefit from their experiences in

e-government and e-municipality domain.

v' It is recommended that a good communication plan and a change
management strategy be developed to address the expected resistance of
the public and municipal staff, address the fear of change and technology,

and ensure that staffs are able to fully utilize the new e-system.

v It is recommended to re-engineer the processes of municipal services
delivery to the public as well as organizational structures before putting

them online.

v' There are currently semi-electronic payment methods that enable the
municipalities to collect any of their revenues and the citizens to pay their
bills electronically such as their Madfoaaty Company and Palpay.
Therefore, it is recommended to MOLG and MDLF that includes the form
a national framework municipalities, the Palestinian Monetary Authority
(PMA), the MOLG, the MDLF, MTIT, APLA, interested local banks,

Palpay and related IT companies to promote e-payment methods and
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technical policies and processes to include these facilities in future

implementation processes.
9.4 Limitations

Finally, there are limitations that need to be considered. First, the finding
may not be applicable to all the municipalities, as they might different
e-municipality readiness. Second, this research did not examine factors that
influence citizens’ adoption. Therefore, future studies would be significant
to investigate factors that determine the adoption of e-municipality services
by the citizens. In addition, this research did not discuss linking the
e-municipality with the Zinnar project, and how this project can help
Palestinian municipalities in the transition and progress towards an
e-municipality. Finally, it has not studied the percentage and extent of
implementation and application of strategies for converting to an

e-municipality.
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