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PREFACE 

E-government is now a central theme in information society at all 
levels: local, national, regional and even global. It can be defined as a 
transformation of public-sector internal and external relationships through use 
of information and communication technology (ICT) to promote greater 
accountability of the Government, increase efficiency and cost-effectiveness 
and create a greater constituency participation. Countries of the Asian and 
Pacific region engage in e-government, as they provide cost-effective 
government-related information via Web sites and most have already 
developed a national e-government strategy (often as part of an ICT strategy 
plan). The emerging economies in the region have already gone one step 
further in introducing internal information management at various levels of 
sophistication. However, only a few Governments in the region have 
successfully implemented a comprehensive set of online public services, and 
even fewer have backed these operations up with comprehensive knowledge 
management in ministries and between the various government agencies. Even 
though, most Governments in the region are eager to further benefit from e-
government, by improving efficiency and transparency of the public sector, 
and providing inclusive public services, they may feel that e-government is a 
concept far removed from their current realities. ICT applications in the public 
sector can be used as a strategic tool for development and also a response to 
the current challenges of globalization. 

This Regional Workshop on Implementing E-government was 
organized to prepare the countries in the Asian and Pacific region to take up 
this challenge and/or assist them to improve their e-government programmes. 
Countries were able to share their experiences in the implementation of e-
government, discuss issues and options for implementation. The Workshop 
highlighted the potential of e-government to improve efficiency and 
transparency in the public sector, and to enhance quality of life through more 
inclusive public services for all. Some of the topics addressed at this 
Workshop included: benefits of e-government, e-training of government 
officials and re-inventing or re-engineering government and related ICT 
policies and strategies. Participants were required to submit a proposal for 
implementing e-government in their countries, which could potentially be 
further developed for future execution. The regional cooperation at the 
practical level was hoped to contribute directly to the goals enshrined in the 
United Nations Millennium Declaration. 

ESCAP is thankful to the Asian Development Bank Institute for co-
organizing the Workshop, the Government of France for co-sponsoring this 
Workshop and Microsoft Corporation, IBM, Toyota and GIXEL-AXALTO 
Schlumberger Company, for providing contribution financially and/or resource 
persons towards the Workshop. 
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PART ONE 

Report of the Workshop 



I. ORGANIZATION OF THE WORKSHOP 

A. Organization 

The Regional Workshop on Implementing e-Government was 
organized by United Nations Economic and Social Commission for Asia and 
the Pacific (ESCAP) and the Asian Development Bank Institute (ADBI) with 
the support of the Governments of Australia and France, Microsoft 
Corporation and International Business Machines (IBM), in recognition that 
many governments in the Asian and Pacific region were in the process of 
introducing e-government services. 

B. Objectives of the Workshop 

The objectives of the Workshop were to highlight the potential of e-
government to improve efficiency and transparency in the public sector, and to 
enhance quality of life through more inclusive public services for all. The 
realization of efficient and functioning e-government required more than just 
the adoption of information and communication technology. It also required 
the modernization and reorganization of government work and 
responsibilities. 

For all Governments, e-government was a fundamental complement to 
the successful implementation of a range of other government policy targets. 
E-government was clearly linked to the international competitiveness of an 
economy and was a fundamental driver of economic growth along with mone-
tary, fiscal, labour and trade policies. E-government pushed the limits of 
traditional government, changing the way in which government functioned 
and fostering a culture that made the customer and citizen central to 
everything it did. It involved building an integrated, enabling infrastructure 
that could meet the requirements of today’s environment, while being readily 
adaptable to new and innovative developments. 

While the benefits of e-government were growing, there remained a 
need for a better understanding of the impact and role of e-government. Owing 
to the tremendous resources required in implementing e-government, the 
sharing of knowledge and experience could help developing countries in the 
region to reduce costs and limit unnecessary mistakes. However, there was a 
need to define an e-government agenda, and give priorities and specific 
recommendations on how best to move e-government forward. In support of 
that goal, the specific objectives of the Workshop were as follows: 

(a) To provide an opportunity to share experiences of 
implementing e-government in the participating countries; 
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(b) To examine issues in implementing or planning e-government; 
and 

(c) To draft an action plan to improve/introduce e-Government. 

C. Opening of the Workshop 

The workshop was opened on 31 May 2004. In her opening statement, 
the Deputy Executive Secretary of ESCAP said the Workshop would address 
an important topic that affected almost every country in the 21st century. She 
said e-governance was a central theme in all countries, at all levels. the Deputy 
Executive Secretary stated that e-government should be a tool, not a goal, and 
could help to achieve better governance. Further, she said citizens must be 
placed at the centre of e-governance, and inclusion and provision of access to 
all was essential. 

In his opening statement, Mr Peter McCawley, Dean, ADBI, said the 
Workshop was the first occasion on which there had been cooperation between 
ADBI and ESCAP since signing of a Memorandum of Understanding (MoU) 
between the two organizations in Jeju, the Republic of Korea, two weeks 
previously. Mr. McCawley explained that ADBI was a small institute, closely 
affiliated with the Asian Development Bank (ADB). Mr. McCawley outlined 
the objectives and expectations of the Workshop and said the key word was 
“access” and how to improve access. Mr. McCawley said ADBI was 
committed to moving forward in that area. 

He also thanked the sponsors and supporters for the Workshop, ES-
CAP, the Governments of Australia and France, and private sector partners, 
Microsoft, GIXEL and IBM. 

D. Attendance 

Participants attended from 18 countries in the region. Resource 
persons for the Workshop included experts from multinational corporations 
such as Microsoft, IBM and Toyota, as well as government ministries and 
regulatory agencies. 

E. Election of officers 

The Workshop elected the following persons to serve as officers: 

Chairperson: Mr. Tauqir Ahmad (Pakistan) 

Vice-Chairperson: Ms. Maria Louise Wau (Papua New 
    Guinea) 
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F. Adoption of the agenda 

The Workshop adopted the following agenda: 

1. Opening of the workshop. 

2 Election of officers. 

3 Adoption of the agenda. 

4. Report on the current status and trends of implementing e-
government. 

5. Presentation of country reports. 

6. Presentation on integrating government services. 

7. Benefits and issues of implementing e-government. 

8. Digital inclusion to foster rural enterprise. 

9. Factors and procedures to be considered in improving e-
government. 

10. Reinventing (reengineering) government. 

11. Turning objectives into actions. 

12. Designing e-government for the poor. 

13. E-training of government officials and citizens. 

14. E-government implementation and private sector participa-
tion. 

15. Measuring the success of e-government. 

16. ICT policies and strategies. 

17. Conducive environments for e-government.  

18. e-government and e-procurement. 

19. Legal aspects of e-government. 

20. Drafting and presentation of action plans. 

21. Workshop evaluation. 

22. Closing of the workshop. 

G. Recommendations of the Workshop 

The Workshop recommended the following areas for cooperation and 
action: 
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(a) The Workshop recognized the great potential of e-government to 
improve the access and quality of government services to citizens and to in-
volve them in public policy-making. To promote the development of e-
government in the Asian and Pacific region and to exchange best practices and 
lessons learned, the Workshop recommended that ADBI and ESCAP organize 
a regional workshop on e-government on an annual basis. 

(b) Although ICT hold great promise for development, access to, 
and therefore, the benefits of, ICT is not universal. The digital divide threatens 
to increase the already existing development gap within and among the coun-
tries of the Asian and Pacific region. Recognizing that insufficient skilled hu-
man resources is one of the major barriers preventing developing countries 
from applying ICT for socio-economic development, including the develop-
ment of e-government initiatives, the Workshop recommended the establish-
ment of a regional ICT training centre under the sponsorship of a member 
country of ADBI and ESCAP. 

(c) The Workshop recognized the importance of measuring the ef-
fectiveness of e-government strategies and success of e-Government pro-
grammes, and noted the outcome of the United Nations Global e-Government 
Survey 2003. In view of the fact that developing countries in the Asian and 
Pacific region had their own development characteristics, the Workshop re-
quested that ESCAP identify measurable indicators in the Asia-Pacific context 
to monitor and assess the progress and impact, including social aspects, of e-
government programmes. 

(d) In view of the fact that over 60 per cent of the population of the 
Asian and Pacific region lives in rural areas, and is largely excluded from digi-
tal opportunities owing to poor telecommunications infrastructure; lack of nec-
essary financial resources; and lack of capacity to develop appropriate techni-
cal, institutional and policy opportunities and solutions; the Workshop recom-
mended that more effort be given to providing ICT opportunities to rural com-
munities. Activities in that regard might include the development of e-
community centres, and organization of a training workshop on e-learning. 

(e) The Workshop appreciated the participation of the private sector 
and recommended that continued partnership be maintained in the future joint 
activities between ADBI and ESCAP. 

H. Evaluation of the Workshop 

The participants and the resource persons in attendance at the Work-
shop were satisfied with the Workshop preparations, logistics and organiza-
tion. The participants acknowledged that resource persons were from varied 
fields of expertise and their presentations covered issues relevant to them. A 
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common suggestion made in relation to the presentations was that they should 
be more interactive. Another suggestion was the conduct of a field visit to a 
government ministry to view actual e-government infrastructure and imple-
mentation. 

The participants also requested to be informed of the requirements of 
drafting an action plan prior to commencement of the workshop, as that would 
have allowed more preparation time. The participants also stated that they 
wished to further develop the action plan to initiate such projects in their coun-
try upon their return. 

Lastly, it was suggested that such evaluation be provided online rather 
than in hardcopy format, to save paper and to promote the use of information 
technology among participants. 

II. PROCEEDINGS OF THE WORKSHOP 

A. Current status and trends of 
implementing e-government 

Mr. Stephen Braim, Government Programmes Executive for IBM 
Asia Pacific, suggested that many Governments were not working as well as 
they could. He said they were frozen in old industrial structures, often not im-
plementing programmes properly and were at a risk of becoming irrelevant 
and losing the confidence of their citizens. He said the problems were not 
waste, abuse, poorly designed processes, lack of technology, or even bad man-
agement. Those were presenting symptoms. Instead, after 25 years of trying to 
“fix” government, it was possible to conclude that Governments were not do-
ing the right thing poorly, but in fact, that they might be doing the wrong 
thing. Yet successful institutions were often the last to change – becoming 
victims of their past success. The government structure was over 100 years 
old, and it was not adapting well to the new environment. However, Mr. 
Braim said that did not mean that Governments were in danger of becoming 
obsolete, but rather, they would be much less effective unless they made the 
change to e-governance. 

The challenge for government transformation was how to transition 
from an industrial model of big government – centralized, hierarchal, and op-
erating in a physical economy to one with a new model of governance – adap-
tive to a virtual, global, knowledge-based, digital economy and fundamental 
societal shifts. 

Mr. Briam stated that changing to a new model of government that 
was adaptable, fast, virtual and focused on fundamental societal shifts would 
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be key to the future of government. Much of e-government was engaged in 
one-way sharing of information focused from the centre out, but Mr. Braim 
said the next wave of e-government should start to think about investment in 
two-way technology that could take advantage of both channels. E-
government provided opportunities for more effective information flow back 
to policy makers, assisting them to become better policy makers, and policy 
makers that would make them more highly regarded by their constituency. 

While much of e-government relied on telecommunication innova-
tions such as bandwidth and speed, there was also a need to focus on how to 
distribute e-government applications to potential users. E-government access 
was about providing services to citizens and business in ways that they chose 
to apply to them, at a time appropriate to them. Further, universal access was 
essential. Therefore, providers must choose the most appropriate delivery 
channels. 

Mr. Braim said governments should aim for customer-centric use of e-
government, and transformation rather than automation. E-government had 
traditionally been pushed from the supply side, from governments out. How-
ever, Governments could use technology, skills development and organiza-
tional transformation to also improve the way the market worked for them. 
Correspondingly, it must also be focused on customer needs and the demand 
side. 

Mr. Braim emphasized integration and said e-government had im-
pacted on all levels of government. Successful economies were those where a 
central coordinating agency had been formed to oversee the shift to e-
government. If there was not a uniform approach, e-government was destined 
to failure. e-government could have effects on policy and programmes objec-
tives through: 

• Improved services, e.g. customer satisfaction, burden re-
duction and savings 

• Enhanced economic development 

• Improved policy formulation 

• Redefined communities 

• Increased operational efficiency 

• Enhanced citizen participation 

Furthermore, e-government could be used as an anchor to drive trans-
formation across the public and private sector and as a tool to drive foreign 
investment and economic development. Is was important not to over empha-
size the role of technology – technology was often a large part of cost, and 
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only a small part of success. To ensure success, Mr. Braim said the following 
needed to be done (figure 1): 

• Become customer-centric 

• Learn how to cope with change 

• Develop technical infrastructure 

• Collaborate for success 

• Work across silos, break down traditional, hierarchical 
structures 

• Develop performance measures 

All of those elements were necessary for transforming the Govern-
ment. The technological infrastructure was the base upon which other changes 
could be made. For overall transformation in the Government those issues 
needed to examined in the context of one another. 

In his presentation, Mr. Braim provided four case studies of successful 
e-government: 

(1) The Australian Federal Government’s new e-government 
strategy – better services, better government 

Current status and trends of implementing e-government 

Figure 1.   Key elements for transforming Governments 
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(2) Australia’s State Government of Victoria’s strategy for in-
formation and communications technologies for connecting 
the State 

(3) The Government of the Republic of Korea’s e-government 
vision and strategy 

(4) Singapore Government’s visions and plans 

Factors that could impede success included institutional weakness, 
poor human resources, lack of funding arrangements, local environments, 
technological and information changes. There were many implementation op-
tions, but initially with, Governments needed to: 

• Prioritize initiatives across government 

• Be citizen-focused and business-oriented 

• Get the right governance model-balance central control 
with facilitation  

• Recognize and reward senior managers 

• Look for existing solutions – it might not be necessary to 
invest a lot of money in a new system 

• Agree on a satisfactory funding model 

• Set the pace – leadership is critical 

Mr. Braim provided a summary of the implementation parameters for 
e-government, which were: 

• Vision (Strategy) – Leadership 

• Integration – Funding/Finance 

• Education/skills – Fostering Demand 

• Channel Management Adaptiveness – Partnerships, Busi-
ness 

• Technology (OSS) – Procurement 

• Privacy – Security 

• Legal Frameworks – Review and Accountability 

• Communications – Open Standards 

• Customer Focus – Branding 

Lastly, Mr. Braim stated that in the future, the role of government 
could expect to become less intrusive and more invisible; less process and 
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more focused; less centralized and more distributed; less hierarchical and more 
networked; and less administrative and more productive. 

The plenary session commenced with a question on why it was so im-
portant to agree on a funding model ahead of implementation. Further to that, 
the sustainability of projects that relied on government funding was raised. Mr. 
Braim said it was crucial to know ahead of time where the funding would 
come from to enable proper planning. That  also would help to avoid overlap 
and encourage integration. In terms of ensuring sustainability for government 
funded projects, Mr. Braim said it was a question of educating Governments to 
see the returns on their investments. Many projects also had the opportunity to 
become self-funding. It was also a question of leadership. The representative 
of the Government of the Republic of Korea suggested that it might be useful 
to set up an e-Asia Fund to finance such activities and to establish a Knowl-
edge Partnership Fund to share experiences with other countries. 

B. Integrating government services 

The second presentation by Mr. Stephen Braim, Government Pro-
grammes Executive for IBM Asia Pacific, focused on open computing, inte-
gration and privacy challenges faced by e-government. He defined “on-
demand e-government” as a government whose business processes – inte-
grated end-to-end across the government departments and with key partners, 
suppliers and citizens – could respond with speed and agility to any citizen 
demand, changing political or economic dynamic, or external threat. Mr. 
Braim said the biggest challenge to e-government was providing a single inte-
grated portal across all levels of government. Integration focused on speed, 
agility, responsiveness to customer and supplier needs and demands. Integra-
tion was only one element, however, also necessary were vision, leadership, 
and skills. Integrated e-government needed to be: 

(a) Responsive in real time; 

(b) Moved from fixed to variable cost structure, i.e. on-demand 
fashion; 

(c) Focused on what was core to governing; and 

(d) Resilient around the world, around the clock – 24-hour 
government. 

Integration of internal government services allowed government to 
focus on the core goals of governing. Access to government content and trans-
actions should be through an integrated gateway, which enabled the users’ 
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view to depend upon the function required. Further, operational functions 
could be integrated to drive increased efficiencies. 

Mr. Braim said each department did not need an accounts arm or hu-
man resources arm; those could be centralized in one portal (figure 2). The key 
to integration was the portal. The portal provided a single service window 
across government. That integration challenge was one of the most difficult 
challenges that faced government. 

There were five key building blocks for integration, namely: lines of 
business, enterprise, platform, people and process. Integration built upon the 
vision, strategy and roadmap. The platform block provided integrated access to 
government services through a consistent and coherent foundation, which in-
cluded: 

• Infrastructure – IT was not a core critical success factor, 
but in the integration phase it was the driving ability for 
content management and content integrated across depart-
ments 

• Content and content management 

• Privacy and security – no one would access a government 
service if they thought government departments shared 
their information without permission or consent 

Integrating government services 

Figure 2.   Integration of services through an e-government portal 
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• Channels and portals 

Government integration involved not just applying technology – the 
major challenges were also organizational. To meet the challenges, govern-
ment needed to re-educate management and staff. The enablers of integration 
included technology, people, other governments, the private sector and politi-
cal awareness. The barriers were independent programmes, islands of auton-
omy, lack of integration, resistance to change and outdated legislation. For e-
government to be successful, Mr. Braim said it needed to start small, with 
small programmes housed in individual departments. That, however, ran the 
risk of strengthening islands of autonomy and lack of integration, therefore, it 
was essential to ensure there was an independent body overseeing integration. 

Mr. Braim discussed open standards policy approaches that could pro-
vide support to e-government service integration. He stated that open comput-
ing was an approach that applied to hardware and software and emphasized 
modularity, interoperability, interconnectivity and system flexibility. It was 
largely based on industry standardized interfaces. When governments applied 
open standards, open source was enabled. Open source software could assist 
governments in the integration process by: 

• Reducing costs 

• Easing integration and interoperability  

• Increasing freedom of choice/flexibility 

• Running on multiple platforms 

• Tailoring to specific needs 

• Stability, scalability, security  

• National IT Strategy/Economic Development 

• Low Risk Implementation/Ease of Migration 

Security and privacy were also major issues in moving towards e-
government. Privacy was the right of individuals to determine for themselves 
when, how and to what extent, information about them was communicated to 
others. Privacy required effective security, but effective security did not guar-
antee effective privacy. The privacy principles of the Organization for Eco-
nomic Cooperation and Development (OECD) expressed the concepts that 
underpinned most privacy legislation and fair practices around the world. 
Those included the following: 

• Purpose specification 

• Collection limitation 
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• Use limitation 
• Accountability 
• Security safeguards 
• Openness 
• Individual participation 
• Data quality 

If any of the above expectations were not met, a loss of trust would 
occur. The customer needed a high level of assurance that the above principles 
would be upheld. The challenge, therefore, was to build an integrated environ-
ment where an individual’s concern for privacy could be respected and pro-
tected while allowing information-based enterprises to thrive. 

In the plenary discussion, Mr. Braim was asked how best to achieve 
integration if a regulatory infrastructure was not already in place. He replied 
that if the infrastructure was not already present, then governments should start 
there. E-government did not have to be put on hold however to achieve that. It 
could run in parallel with the building of infrastructure, with one driving the 
other. The impact of outsourcing on government was also raised. Mr. Braim 
agreed that there needed to be a considered review of what could and could not 
be outsourced and when it should be done. However, he said it should be 
based on industry capabilities. 

More detailed information was asked on the Common Service Deliv-
ery Architecture developed in Australia. That system was a tool for infrastruc-
ture integration. A government committee called the Chief Information Officer 
Committee (CIO Committee) was established as a cross-agency committee to 
coordinate investment needs across government. That core coordinating gov-
ernment agency, said Mr. Braim, was an important component of successful e–
government. He directed participants to the Committee’s web site at 
www.agimo.gov.au. The web site provided information on Australia’s invest-
ment strategy and its strategic framework for the information economy, as well 
as details on the integrating of government services. 

C. Benefits and issues of implementing e-government 

Harnessing the full potential of IT was a major challenge to all Gov-
ernments. Ms. Caroline Fan from the Government of Hong Kong, China, 
shared with the workshop the e-government experience of her country in meet-
ing that challenge. She said, the Government of Hong Kong, China had imple-
mented e-government gradually. The ‘first wave’ initiatives had created inter-
est, drive and momentum for e-government, through: 
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• Fostering e-business opportunities 

• Enhanced productivity and efficiency 

• Improved quality of life for the community 

• Sustained competitiveness and position in the world 

By the end of 2003, Hong Kong, China had successfully achieved its 
target of providing an e-option for 90 per cent of public services amenable to 
the electronic mode of delivery. A recent survey conducted by AC Nielsen 
showed that about 70 per cent of Hong Kong Internet users had used e-
government services. A number of other notable successes had also been 
achieved: 

• More than 95 per cent of the official trade-related docu-
ments were submitted electronically to the Government 

• Over 80 per cent of procurement tenders were carried out 
through electronic means 

• About 10 million hits per month on the employment 
searches through the government web site 
<www.jobs.gov.hk> 

That success had been assisted by the adoption of strategies to prepare 
for the information economy. In 1998, an ICT blueprint, Digital 21 Strategy, 
was developed to guide the use of IT to enhance productivity, generate eco-
nomic growth and improve the quality of life for all. As an initial step, the fo-
cus was to build Hong Kong’s information infrastructure and to create a foun-
dation for growth in the use of IT. The Strategy aimed at establishing a favour-
able environment that encouraged both public and private sectors to adopt IT 
and e-business. Since then, Hong Kong, China had made great strides in put-
ting in place the necessary environment, infrastructure, skills and culture to 
encourage the development and adoption of IT by the community. 

Having set a strategy and targets, the Government progressively put in 
place the physical, legal and technical infrastructure in which IT and e-
commerce would flourish. To enable interconnectivity, telecommunications 
and broadcasting regimes were liberalized to enhance competition, consumers’ 
choice and quality of service. Within government, a broadband, wide-area 
communication backbone connecting all department networks was built. A 
Cyber Central Government Office (CCGO) was established on the Intranet to 
enable information dissemination among the bureaux and departments and to 
facilitate their daily operation. Further, an Accessibility Programme for the 
whole Government was launched. The three-year initiative aimed to provide 
shared IT facilities to all government employees, to further drive the adoption 
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of Government–to–Government (G2G) and government–to–business (G2B) 
services within the Government. 

An Electronic Transactions Ordinance was enacted in 2000 to provide 
a legal framework. Under that Ordinance, electronic records and digital signa-
tures were given the same legal status as that of their paper-based counterparts. 
It also laid down a framework for certification authorities to support the con-
duct of secure electronic transactions. 

Information security was a key element in e-business and a number of 
agencies were established to monitor and regulate various aspects of e-
government in that area. The Information Security Management Committee 
was set up to formulate IT security policy and oversee IT security implementa-
tion in government systems and electronic services. 

The Government Information Security Incident Response Office was 
also set up to carry out the various tasks to proactively combat threats and 
monitor the effectiveness of protective measures. The Hong Kong Computer 
Emergency Response Team Coordination Centre (HKCERT/CC) was estab-
lished to monitor virus and disseminate information. An IT security portal was 
launched to promote the security awareness and concern of computer related 
crimes to the community (www.infosec.gov.hk). 

Since 1998, Hong Kong, China has implemented a series of pro-
grammes to raise awareness of, confidence in, and familiarity of, the commu-
nity with the use of IT. A five-year IT education strategy was also formulated 
to integrate IT into education. 

To increase access to all, the Government also installed personal com-
puters with Internet connections for free use by the public at convenient loca-
tions across the territory, such as community cyber points, district cyber cen-
tres and post offices. Some stations were supported by assistive devices to 
meet the distinct needs of groups such as senior citizens and people with dis-
abilities. 

To sustain competitiveness, the adoption of e-business needed to be 
encouraged. In Hong Kong, China, more than 95 per cent of enterprises were 
small and medium-sized enterprises (SMEs). While large corporations and 
multinational companies required less assistance to go “cyber”, SMEs needed 
encouragement and assistance in migrating to e-operation. 

Ms. Fan discussed some of the services offered by the e-government 
initiative in Hong Kong, China. One successful initiative was the Electronic 
Service Delivery (ESD) Scheme. With ESD, members of the public were pro-
vided with convenient, innovative, reliable and high quality access to some 
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180 public services from over 50 government agencies in a one-stop manner 
through the Internet. Since its launch in 2000, ESD has won a number of major 
awards. The ESD Scheme was a public-private partnership arrangement. By 
running commercial services and accepting advertisements, the ESD operator 
had the incentive to make investment and assume the business and financial 
risk, thereby saving public money investment in the implementation. It was an 
innovative business model, the ESD operator was allowed to run its commer-
cial business in addition to the government business. For example, the operator 
could provide commercial marriage packages while citizens made their book-
ings for marriage registration date. 

Being a commercial organization, the ESD operator could also adopt 
various measures to motivate greater utilization in the community. They had 
collaborated with some credit card companies to rebate customers on payment 
for government leisure facilities when using credit cards. They also offered e-
shop coupons to customers using their tax filing services. 

The Multi-Application Smart Identity Card project was another major 
inter-departmental undertaking of the Government. Through that project citi-
zens had the option to include a digital certificate in their smart ID card. They 
could also opt for value-added applications including a library card and in the 
future, their driving licence. 

The Automatic Passenger Clearance (APC) System was to be imple-
mented at Control Points by 2005. That would enable citizens to cross the bor-
der by presenting their smart ID card at an APC kiosk in a self-service manner. 

Additional e-Government initiatives included the Government Elec-
tronic Trading Services (GETS). GETS enabled the foreign trading companies 
to submit official trade-related documents to three government departments:  
Trade and Industry, Customs and Excise, and Census and Statistics. Starting 
from January 2004, traders had the choice to submit trade-related documents 
using either the XML or EDI format (www.gets.gov.hk). 

The Easy Change of Address (ECOA) was another joined-up e-
Government initiative enabling citizens to notify 12 government departments 
of their change of address at the same time. The service has been expanded to 
12 other commercial entities or charity organizations. 

Further, Ms. Fan stated that Hong Kong, China aimed to streamline 
the processes involved in the criminal justice system, from the arrest of sus-
pects, through to identification, prosecution, trial, and correctional and reha-
bilitation processes leading to the ultimate release of the convicted. The 
planned Integrated Criminal Justice Process would help to improve the crimi-
nal justice efficiency and service quality through timely sharing of complete, 
accurate and critical information among various government agencies involved 
in the process. 
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Drive and support from the top wer a critical success factors for e-
government development. In recognition, the Government of Hong Kong, 
China set up a policy bureau in 1998 to steer IT directions and policies. An e-
government Coordination Office was also established under the bureau to cen-
trally coordinate and drive e-government initiatives across government. The 
factors contributing to the successful e-government implementation were sum-
marized as the following SECRET: 

• Strategy 

• Enabling environment 

• Customer-centric and create value 

• Re-engineering processes in delivering the e-services 

• Continuous drive and support from the Top 

In the plenary discussion that followed, Ms. Fan was asked about the 
format and structure of the e-government Coordination Office and how e-
Government activities were financed. She answered that the bureau formulated 
policy, while all the planning of e-government activities was executed by the 
e-government Coordination Office. That helped to create a channel of commu-
nication among policy and executing agencies. Financing of those activities 
was a difficult issue in many countries in the region wishing to start up e-
government activities. In Hong Kong, China, the Government invested in in-
frastructure and offered some incentives to operators to attract them initially. 
Ms. Fan said it might be interesting for other countries to look at Hong Kong’s 
model in terms of replication, but reaching that level might take some time. 

D. Factors and procedures to be consider 
in improving e-government 

The presentation by Ms. Marie Johnson, Department of Industry, 
Tourism and Resources, Australia, focused on the establishment of the Busi-
ness Entry Point (BEP), an information portal for the Government of Austra-
lian. Ms. Johnson gave a brief overview of the Australian government struc-
ture, which she said was a complex, three-layered system with a federal gov-
ernment, six state governments, two territory governments and 680 local coun-
cils at the local level. The BEP was an initiative of the three levels of govern-
ment. 

Small business was said to be Australia’s largest employer. It em-
ployed 3.3 million people, 67 per cent of which operated from home, and one 
third were operated by women. In the online environment, 56 per cent of 
SMEs recovered their investment on technology, but not always at one point in 
time. The strategic beginnings of BEP were in 1996, when the Australian Gov-
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ernment commissioned a report on the burden faced by businesses engaging 
with government. The recommendations from the Bell Report, involved regu-
latory reform and technology development, such as developing technological 
solutions to transform the way in which business interacted with government, 
for example, single entry points and unique business identifiers. 

The BEP operated not just as a web site, it also worked with govern-
ment to provide solutions online. In addition, BEP was also a transaction hub 
and provided information on government assistance, as well as hosting key 
tax-related transactions for the government. During the second phase of the 
BEP (the transaction phase) the portal began working with the Australian 
Taxation Office. The take-up rate of online registrations was currently around 
75 per cent. That was significant and showed that implementation created de-
mand where there was no such previous demand. It also revealed that busi-
nesses only went online to carry out specific tasks, not to browse. Following 
the success of phase two, the programme started to look around for other trans-
actions that could be managed online through BEP. 

While BEP did not reduce the paperwork involved in managing small 
businesses, one of the benefits of going online was that it exposed the com-
plexity of a policy decision, in that case, the burden on businesses of govern-
ment compliance. As an example, Ms. Johnson explained that to start a hair-
dressing business in Victoria, a business operator had to submit information to 
approximately 27 different government agencies. 

In recognition of the burden that placed on small business, BEP devel-
oped an online tool, which made available with 5,000 government forms and 
licenses that were managed through the site. BEP also developed a transaction 
manager for businesses, which was the first one globally. She discussed the 
technical model, which combined BEP with intermediaries to provide the  
transaction manager functionality on their web sites (figure 3). 

Ms. Johnson cautioned against overreliance on portals. Internet users 
typically did not have government web sites added to their favourites lists, 
therefore, it was important to find out what businesses had on their favourites 
list. Those could then be tracked, providing information on where they were 
going. That then enabled government agencies to post information on those 
sites as well as their own sites, increasing the chance of reaching their target 
users. There were 120 third–party organizations using BEP content. Uptake of 
syndication had increased over time. 

The BEP business model was designed to reduce the compliance bur-
den on Australian small businesses (figure 4). It had been updated over its pe-
riod of operation to leverage off the information-to-transactions evolution. 
BEP had developed business cases for specific projects, built primarily 
through recognizing a specific business need. 
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Ms. Johnson stated that BEP governance involved all relevant players. 
The individual projects had their own governance arrangements and collabora-
tive projects that were managed in conjunction with stakeholders. BEP had 
input to strategic e-government policy, which helped to ensure ongoing coop-
eration and support from all areas of government. BEP did not pay agencies to 
put forms online. The project was planned with milestones and the agencies 
and project members made a resource contribution against the project plan. 

In terms of collaborative projects, 70 per cent of B2G transactions 
took place at the local level, therefore that was where governments had to fo-
cus. In Australia, the government enabled that focus through the Demonstra-
tion Programme, which partnered with local governments to develop online 
services. In undertaking collaborative projects, BEP was looking for progres-
sive agencies, industry sectors and projects that could be replicated. Ms. John-
son emphasized the importance of coalitions in e-government delivery. She 
said companies needed to form coalitions, not cartels. Coalitions created new 
opportunities as each business added value to the business processes and offer-
ings of the others. 

Lastly, Ms. Johnson discussed the 10-point action plan for implement-
ing e-government: 

1. Identify the problem:   That provided a focus for the rest of the 
planning process. Identifying stakeholders, formulating evalua-
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tion criteria, how to measure success and the processes needed 
to be sufficiently flexible to take into account the changing cir-
cumstances. 

2. Governance and strategic leadership:  The transition from 
offline to online services often required a reorganization of ad-
ministrative practices within government. E-government tended 
to promote greater interaction and cooperation between govern-
ment departments and the “silo” approach was gradually break-
ing down. 

3. Developing the business model: That was critical, as e-
government offered an opportunity to refine and enhance the 
existing offline procedures. The focus should not be on the de-
mand for an online service, but for the potential demand gener-
ated. 

4. Working with the private sector and intermediaries: E-
government was seen as a convergence between public and pri-
vate sector processes. To achieve the real benefits from e-
government there needed to be a commitment to developing 
ICT infrastructure by the private and public sectors. 
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5. Replicating, not reinventing or working across jurisdictions: 
Even though different government agencies had different ser-
vices and client groups, many of the technological back-end 
processes were the same. E-government was about learning 
from others’ experiences, replicating and improving processes, 
since the costs associated with the development of online ser-
vices were too high to reinvent. Therefore it was necessary to 
look for opportunities to take a quantum leap and learn from 
others. Lastly, the business case needed to identify replication 
opportunities. 

6. Understanding business processes – value proposition:  
Dealing with government was part of the business process. The 
government needed to take the time to understand key business 
processes to ensure that e-government or online services were 
relevant and effective, to identify opportunities for new ways of 
delivering e-government services to understand the everyday 
challenges faced by business and market dynamics, that might 
affect the uptake of e-government services. 

7. Underpinning technology: Technology should be used to ad-
dress the business problem and should be realistic about the 
technological capabilities of the infrastructure and client group. 
Opportunities existed to build strategic alliances with technol-
ogy providers that could add value across a broad range of ser-
vices and create sustainable long-term models. 

8. Measures of success – strategic and operational: That de-
pended on the problem and the planned objective. It was impor-
tant to get the measurement indicators right. Both quantitative 
and qualitative information should be measured in order to 
delve deeper into who and what they were using it for. The 
quantitative data should be: (a) numbers of users/repeat use, (b) 
Range of information and transactions and (c) availability/
accessibility. The qualitative data could be: (a) sas the informa-
tion meeting the business needs, (b) was it meeting objectives of 
saving time, reducing cost, more accessible, (c) was it scaleable 
and sustainable and (d) is it consistent with national and interna-
tional trends. 

9. Identifying barriers: There were a number of barriers to im-
plementing e-government. Some of those identified in the Aus-
tralian case were: 

• Unreal expectations 
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• Public sector administrative arrangements or con-
straints 

– High-level government support including re-
sources 

– Inter-jurisdictional and inter-agency issues 

• Privacy 

– What information needed to be protected - 
Australia’s privacy laws and Thailand’s data 
protection law sought to provide solutions 

• Authentication 

– Technology/cultural barriers 

– Cost 

• Other legislation 

– Both Australia and Thailand had an Electronic 
Transactions Act 

• The ‘Why bother?’ factor 

• Do not be limited by perceived lack of demand 

– That did not indicate that there was no need 

10. Lessons:  The government of Australia had learned some les-
sons from its e-government programmes. 

• Businesses did not go online for government proc-
esses unless there was a value proposition 

• Fully understand the current system before promot-
ing change 

• Start small think big 

– Do not do it all at once 

– Look at certain sectors and practices to focus 
on first 

• BEP was working to affect the supply and demand of 
online services 

• It can not operate in isolation 

• It was essential to measure the return on investment 
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• Innovation should be based on a sound business case 

• Investment from government was essential 

• Content syndication was the next wave of online in-
novation 

• Syndication and Transaction Manager moved us 
closer to machine-to-machine communication 

• The roles of intermediaries would be increasingly 
important 

• Not just the web but B2B and B2G communications 

• Continuous development of business models and 
partnerships between stakeholders essential 

During the plenary, Ms. Johnson was asked whether businesses in 
Australia still had to fill out all the compliance forms once many compliance 
services became available online. She explained that the number of forms had 
not been reduced and would only be reduced when governments made a policy 
decision to lessen the compliance requirements on businesses. Instead, the 
transaction manager of the BEP made it easier to meet compliance and re-
duced the time it took to fill in forms, but it did not reduce the number of 
forms. 

The issue of integration and whether it had increased since the devel-
opment of BEP was raised. Ms. Johnson said she believed it was more a ques-
tion of “what” and “when” rather than “how much”. She said not all forms 
were filled out all the time, and each form was there for a purpose, therefore, it 
was not easy to integrate them. 

The question of the divide between the public and private sectors and 
how it might be bridged was also discussed. Ms. Johnson said that in the case 
of the public and private sectors, integration in e-government needed a proper 
strategy and attitude. 

E. Reinventing (re–engineering) government 

In his presentation, Mr. Kuk-Hwan Jeong, Ministry of Government 
Administration and Home Affairs, Republic of Korea, briefed the Workshop 
on his Government’s most popular e-government initiative, the G4C 
(government-for-citizens) project. The Government of the Republic of Korea 
was among the most aggressive users of e-government. Of a total population 
of about 48 million, the Internet reach was 28 million, and 11 million house-
holds subscribed to high-speed broadband Internet. That demonstrated that 
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there were already enough users and potential demand for government online 
services. Based on that, the Government of the Republic of Korea created the 
G4C programme. That initiative represented the current e-government focus of 
the Government. The Internet provided a powerful tool for transparency and 
clear administration, reducing the probability of corruption, and through the 
G4C project, electronic democracy was possible, as interactions between the 
government and citizens were frequent (figure 5). 

The Government portal site was www.egov.go.kr. Users of the portal 
included central government, local government, citizens and entrepreneurs. It 
was used for information sharing, electronic document interchange and so on. 
Users were often connected to the portal through high-speed networks. 

Information sharing (citizenship, land, vehicle, businesses, taxes) was 
one of the key goals and measures for the success of e-government. Other 
goals were the development and implementation of infrastructure (electronic 
authentication, e-documents, e-payments) and improving the legal system. 
One of the most problematic programmes was electronic service delivery. 

There were many reasons for pursuing e-government. Those included 
as a means to overcome inconveniences in government services and informa-
tion delivery. Also, it helped to overcome the size and complexity of govern-
ment, which were major barriers to citizens wishing to access government ser-
vices and information. In the Republic of Korea, there were more than 50 min-
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istries and agencies, revealing the necessity of e-government and information 
sharing online. Further, e-government helped to: 

(a) Identify which official in which department at which level for which 
programme; and 

(b) Enable citizens to become active players, with government services 
and information provided when, where and how they wanted those 
provided. 

The information sharing system enabled the Government to be ac-
cessed online as one entity. Further, it reduced the number of trips citizens had 
to make to government offices, and the number of documents required for 
verification (citizenship, ownership of land, vehicle registration could be pro-
vided online). Those were all key benefits to citizens. 

Another e-government project was the e-village project. The e-village 
project aimed to reduce the digital divide by providing services to rural com-
munities, boost regional economies and establish the foundation for e-
government services (figure 6). The e-village project operated in 103 remote 
villages across the Republic of Korea and was soon to be expanded to 191 vil-
lages. On-going funding of the project had not yet been finalized. Initially, it  
had been centrally funded, but currently funding was split to a 7 to 3 ratio be-
tween the Government and the village. The future success of the project re-
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quired private sector involvement, either in the provision of equipment or 
funding. 

The e-village project was the main focus of the plenary session, as 
many participating countries faced a similar challenge. Much of the discussion 
focused on the funding arrangements for the project and its financial sustain-
ability. Mr. Jeong said that the future financing model for the project was cur-
rently the most important issue. The Government was trying to attract private 
sector support. He said that the Government had taken measures to improve 
the funding mechanism, but ultimately that was a public support programme 
designed to reduce the gap between information “haves” and “have-nots”, and 
therefore the ultimate responsibility for its support rested with the Govern-
ment. As time went on, that was becoming more difficult to maintain, so a 
funding mechanism for the future was needed and models were being devel-
oped for that purpose. 

F. Turning objectives into actions 

The presentation by Mr. Prasanna Meduri, the Public Sector Business 
Development Division of Microsoft Asia Pacific and Greater China, focused 
on building a roadmap for e-government. Mr. Meduri said there were many 
stages involved in implementing e-government, with the complexity often 
much greater than it appeared (figure 7). The levers for change were public 
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service and technology. He stated that those levers were a big BET (figure 8). 
Much of the technology was already in place, and what was often lacking was 
a partner ecosystem – it was not building new systems but making effective 
use of what was already there that was most important. The political climate 
was also critical to making e-government happen, as were the economic and 
social conditions. He stated that to transform ideas into action required ad-
dressing issues such as: digital inclusion, integrating e-government to core 
government missions, interoperability frameworks, indigenous innovation, 
improving internal efficiencies, public-private partnerships, outreach and re-
sorting models. 

Lessons learned thus far include: 

• It was important to integrate e-government into core gov-
ernment missions such as rural participation and education 

• Interoperability frameworks and mechanisms should adopt 
a common standard for technology to allow them to work 
together 

• Improving internal efficiencies might enrich the work of 
employees 

• Indigenous innovation 

• Public-private partnerships 
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• Digital inclusion 

• Outreach and resourcing models (helping communicate the 
message) 

Several challenges for the establishment of a roadmap for implementa-
tion existed. Those included the following: 

• Establishing the value within the context of all the other 
things that government was tasked to do 

• Blending new and existing technology 

• Limited resources 

• Internal technical expertise 

• Citizen access and participation 

• Adoption and sustainability 

• Localization 

Mr. Meduri said that addressing those challenges assisted smooth 
transformation. An example of that in action was the Open for Business Pro-
ject in the United States of America which was a portal designed to attract 
small businesses to Pennsylvania and encourage local citizens to pursue entre-
preneurship. Mr. Meduri presented it as a case study. He said its goal was to 
ensure SMEs had access to information and the burden of doing business with 
government was removed. The portal provided business information, yellow 
pages and online auctions where businesses could see how government 
worked for them. The Project also established a small business committee and 
developed a series of government services online. In addition, there was a con-
centrated outreach programme to communicate the effectiveness of what it 
was doing and how it was working to save citizens money and increase trans-
parency. 

Mr. Meduri next raised the issue of interoperability and gave several 
reasons for pursuing it, including: 

• Improved citizen services 

• Improved government internal efficiency 

• Enhanced international collaboration 

Mr. Meduri said that interoperability frameworks had been initiated by 
the Governments of the United Kingdom of Great Britain and Northern Ireland 
and Australia, while New Zealand and Hong Kong, China were undertaking 
similar efforts. The framework was called the Electronic Government Interop-
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erability Framework (e-GIF). Such frameworks were useful because often in-
dividual government agencies ran their own business and technical systems. 
The e-GIF provided an agreed standard way of joining those systems together, 
a framework for ongoing collaboration of data. 

In Singapore, community XML (extensible mark-up language) web 
services provided community portals where citizens could access services 
from business. The government-provided service was the backbone for the 
way business and citizens interacted online. 

Mr. Meduri listed the three main ways to fund such portals: 

• Business provided services 

• Citizens paid for services they wanted 

• Services were important from social aims of government, 
therefore government provided those services 

Lastly, Mr.Meduri, provided guiding principles for successful e-
government. He listed the following 12 key ideas: 

1. Priority development needs that require government 
involvement 

2. ICT infrastructure 
3. Efficiency and effectiveness as key success criteria of 

government involvement 
4. Political leadership 
5. Availability of funding 
6. Public engagement 
7. Skills and culture of the civil service 
8. Plans for the development of human capital and technical 

infrastructure 
9. Coordination 
10. Partnerships 
11. Legal framework 
12. Monitoring and evaluation 

G. Designing e-government for the poor 

The presentation by Mr. Madaswamy Moni, the Deputy Director Gen-
eral, National Informatics Centre, Department of Information Technology, 
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Ministry of Communications and Information Technology, Government of 
India, focused on the Government of India’s digital initiatives and agenda for 
small and marginalized farmers. Mr. Moni said efforts to reduce poverty were 
stalling, and the gap between the rich and the poor was widening. Further, in-
ternational efforts to improve information flows and communication services 
could help to eliminate poverty, but it alone would not solve the problem. 

Models of e-government were continuously evolving and improvising 
to harness the potential offered by ICT and deal with new realities in the area 
of governance. In the design of e-government, ESCAP’s Committee on Pov-
erty Reduction emphasized ‘fostering the development of sustainable and af-
fordable information and communication technology focused on the needs of 
the poor’. Agriculture, medicine and ICT were three fields where the diffusion 
of technology held particular promise for the poor. Such fusion of technology 
for stimulating growth in rural areas was needed. So too was a location-
specific e-government model, which could reach the rural poor. 

Mr. Moni said the rural poor were not a homogeneous group. Poverty 
had multiple and complex causes, which were mutually reinforcing. If poverty 
was to be reduced, a flourishing agricultural sector was essential. Reaching the 
rural poor made broad-based economic growth its primary objective, and 
treated agriculture as the leading productive sector within the rural economy 
and closely linked to non-farm activities. Non-farm activities, often with link-
ages to agriculture and natural resources, had important multiplier effects. Ru-
ral poverty reduction required multi-faceted policy efforts that recognized the 
linkages among household asset access portfolios, household income strategies 
and macrostructural changes. 

There have been both national and international efforts, including the 
ESCAP Committee on Poverty Reduction, the Millennium Development 
Goals and the World Bank’s PovertyNet to improve information flows and 
communication services to eliminate poverty, which were necessary, but not 
sufficient conditions. In poor rural areas, where agricultural productivity was 
low and unreliable and there was food insecurity, better information and 
knowledge-exchange was important in reducing poverty. India’s e-government 
agenda was to set up agriculture information centres in every village. That 
would encourage interactive exchange of information for planning and day-to-
day operations of farmers. As part of its digital agenda, the Government had a 
number of initiatives. Those included the following: 

• AGMARKNET, a road map to network 7,000 agricultural 
produce wholesale markets and 32,000 rural markets 

• AGRISNET (Agricultural Resources Information System) 
which would use an optical fibre network to provide agri-
cultural extension services and agribusiness activities 
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For the introduction of “agricultural governance” in the country, the 
establishment of AGRISNET as the national information infrastructure was 
emerging as a prerequisite. AGRISNET would provide content on water, soil, 
climate and capital resources, land records, environmental data, and plant, ani-
mal and fisheries resources, as well as remote sensing data, socio-economic 
and statistic data, and infrastructure data. The information would be location 
specific. 

AGMARKNET, on the other hand, could assist in developing syner-
getic collaborations among cooperatives, agricultural produce markets, agri-
clinics, and agri-business centres, creating “pathways” to rural prosperity. 

In the Indian context, the emergence of an e-farmer is needed. It is a 
farmer who knows the worldwide market situation, has unhindered access to 
the markets and technology, possesses access to meteorological information, 
and extension advice can be considered as adequately equipped to enter the 
world of global partnership. 

Digital development in rural areas, through various government pro-
grammes, was providing a broad base for uplifting the rural poor in India. That 
was a step towards establishing a location-specific e-government model for the 
poor in India, at the grass-roots level. However, one major problem that had an 
impacting on ICT usage by and for the poor was the language barrier. E-
government for the poor had two basic needs: networking of people and net-
working of information. Both were essential. Development and use of ICT in 
agriculture assisted agricultural growth. The digital agenda was a positive 
force for fostering agricultural growth, poverty reduction and sustainable re-
source use in India. What was a “technology push” in 1990s was now taking 
the shape of “consumer pull” at the grass-roots level in India to usher in agri-
cultural governance in the country. Digital initiatives provided resources for 
people and organizations working to understand and alleviate poverty. 

The plenary focused on access to information provided through the 
digital networks the Indian Government was creating. Mr. Moni, when asked 
about the mechanisms in place to assist farmers to access information online 
and how many villages had information centres, replied that agricultural col-
leges and their trainees were the intermediaries who would take IT to the vil-
lage level. Networks at district levels provided local language interfaces and 
training of trainers. Further channels of information were already created 
through cyber cafés and home connections, but those channels needed to be 
enhanced. 

H. E-training of government officials and citizens 

Mr. Kyosuke Yoshimura, from the Learning Solution Division, IBM 
Global Services, gave a presentation on the importance of e-training to effec-
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tively implement e-government. In his presentation he discussed training needs 
in e-government projects; e-training organizations; user training planning to 
implement e-government; and gave some examples of successful e-training. 

Mr. Yoshimura said the Information Age had changed customer 
needs, and altered the context in which governments made and implemented 
decisions and services. E-government had transformed processes to build pro-
ductive and creative nations. e-training supported e-government transforma-
tion, but e-government needed to have an integrated management system to 
form communities of interest to address key issues across the government and 
private sectors. e-training was a common infrastructure which could assist in 
the implementation of each e-government project. e-government needs in-
cluded businesses, citizens, media, other governments, community organiza-
tions, officials and employees. The impact and benefits for those other groups 
included technical advances and economic, political and social changes. E-
government was about transforming the organizational and technological as-
pects of a government organization to appropriately leverage the knowledge 
and information needed to best support all of its customers (figure 9). Govern-
ments needed to communicate policies and provide training on new processes 
and procedures and IT skills that were critical to the success of e-government. 

IT skills and application training that emphasized transforming tech-
nology for e-governance and demonstrated how it could be applied was 
needed to communicate what it meant to go “e”. Education (teaching and 
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learning) methods were also changing and learners’ active participation was 
becoming more important for the training result. E-training was required to 
successfully implement e-government projects (figure 10). E-training assisted 
implementation by providing access to e-learning technology. E-learning tech-
nology was interactive and included e-mail, CD satellite and TV/LAN Inter-
net. There were several ways to develop training content using e-Learning 
technology 

The four-tiered E-learning approach was effective for education and 
training. E-training used chiefly Tiers 1 and 2 and government officials and 
citizens learned from information and interaction: 

Tier 1 Learn from information 

Tier 2 Learn from interaction  

Tier 3 Learn from collaboration 

Tier 4 Learn for colocation 

Governments faced many challenges in the development of human 
resources. IT skills training accelerated industry development and employ-
ment. However, e-government projects needed to have IT professionals to im-
plement the system and to train officials and citizens to use the system. IT lit-
eracy training consisted of the seven skills category/model, each of which 
were necessary to reach the next category (figure 11). 
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E-training provided flexibility and was useful for training both offi-
cials and citizens. A well developed training strategy was a key to success for 
project implementation. Therefore, e-training was discussed as the common 
infrastructure of any e-government project. The scope of e-training planning 
focused on user education and training strategy, specifically: (a) organization: 
new roles, responsibilities and competencies; (b) process: business practices 
and associated operating principles; and (c) IT: understanding of and facility 
with any new package or system. The scope needed to be the development of 
training material, e-training user documentation, change communication, de-
livery of training, assessment of training, documentation of maintenance and 
post implementation support. The key concerns of the e-training programme 
were identified according to the needs of the e-government project master 
plan, with e-training considered as a common e-government application. 

Mr. Yoshimura gave as an example the Venezuela Ministry of Science 
and Technology. The Ministry established and developed a software work-
force to improve its global competitiveness and encourage productivity with 
the use of e-business. Its training partner’s experiences in the software indus-
try, e-business technology and IT training services provided a complete solu-
tion for the government’s objectives. The Ministry quickly and cost-effectively 
started the training element of the software industry development plan and en-
abled the Government to address its employment, economic and technology 
issues earlier. High-level professionals from the first class of graduates were 
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now in the market with only one year of  time invested. Training costs per stu-
dent and student dropout rates were both lower than the industry standard. 

Another example given was the Japan Institute of Workers’ Evolution 
(JIWE) which provided a job search web site for citizens, which also sup-
ported skills assessment and e-training. The mission of the JIWE was to sup-
port citizen reemployment and to provide classroom seminars and information 
materials to help citizens find jobs. The challenge was in how to provide sup-
port services to women who could not visit the training centre because of child 
care or aged family care responsibility. JIWE therefore, wanted to provide em-
ployment information and e-Learning services anytime, anywhere, to a wide 
range of people and help “Mothers back to work!” The solution was to use a 
prototype approach to capture the clients’ requirements and to shorten the de-
velopment cycle. JIWE provided e-learning curriculum design consultation 
and e-learning contents development, and developed and provided an e-
learning 24-hour hosting service called “Hurray Hurray Net” (URL: http://
www.jiwe.or.jp/english/evolusion/index.html). The system had e-learning 
standard compliance as well as a flexible and rich courseware selection. The 
on-demand hosting system services made it possible to implement the system 
quickly and reduce maintenance costs and provide 24-hour operation. User-
friendly web-based e-training content motivated users who were not familiar 
with personal computer operation. Users could join the virtual community 
from home and exchange their experiences with each other. 

In the plenary discussion, Mr. Yoshimura was asked to define e-
learning, and how its success and quality could be measured. He explained that 
e-learning was a blended solution, not only IT-based. It could involve mentor-
ing or discussion in addition to the use of IT. That combination approach re-
sulted in a higher productivity in general than classroom education. One char-
acteristic of e-learning was the increased students’ learning time, because less 
time was given over to presentation of course content and more time was made 
available for individual learning. Another important factor was learners’ atti-
tudes, as positive attitudes were very important. 

I. Implementation and private sector participation 

In his presentation, Mr. Ardaman Singh Kohli, Business Segment 
Manager, Asia-Pacific Axalto, discussed the private sector contribution to the 
implementation of e-government. Mr. Kohli explained that GIXEL was the 
smart card industry association. Its combined membership shipped more than 
70 per cent of the world’s smart card volume in 2003. The smart card provided 
security and savings for e-government services. Smart cards were a non-
forgeable, physical and logical way to identify citizens offline and online. 
They simplified access to e-government services and reduced the total cost by 
providing multiple functions in one card. 
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Mr. Kohli stated that the potential role of the private sector in e-
government included providing information, contributing to the establishment 
of a standardization framework and elaborating on technical answers to legal 
and social issues. The greatest contribution the private sector could make was 
at the pre-implementation stage, when government was not always certain 
about what path to take and of the available options. The private sector could 
work with the government through consultants, system integrators or specific 
technology vendors. Industry associations could advise the government on its 
options, as they were vendor neutral, with technical capacity and in-depth ex-
pertise. When reaching the implementation stage, the involvement of the pri-
vate sector was also necessary and there were various business and funding 
models for at approach. Involvement of the private sector allowed the govern-
ment to focus on governance issues, while operations were managed by the 
private sector. At that stage, privacy and reliability became critical, as did 
long-term support for such initiatives. 

The role of smart cards in e-government was fundamentally to cover 
the last mile in the security chain, up to the citizen. Smart cards enabled secure 
and efficient e-government services. Typical smart card applications included: 

• National health cards 

• Driver’s licence 

• Electronic identification cards 

Smart card solutions gave Governments the ability to apply offline and 
remote e-government applications so that a network connection or Internet 
point at every border or every village was not necessary. They also helped to 
address some of the connectivity challenges faced by countries in the region. 
Smart cards could enhance privacy protection of personal data in the card, and 
reduced outsider and insider fraud. 

Mr. Kohli provided a case study of one of the oldest and most success-
ful smart card projects, the French Sesame Vitale health and social security 
scheme. In the previous paper-based system, the Government took up to two 
months to reimburse citizens their health care costs. The French Government 
was the second largest health care spender in the world at the time, but citizens 
were frustrated and unhappy with long waits for returns. Even though the Gov-
ernment was spending a great deal on the health care system it was not popular 
with the public. They needed to change their approach and develop a more 
efficient, cost-effective system. The resulting smart card system was devel-
oped with a public-private partnership. The results were striking: more than 
one billion euros per year in savings, transactions became largely digital, con-
fidence in the system and its privacy increased, and faster claims were able to 
be made (money back in five days). In addition, the Government was able to 
build up statistics on pathologies, now that the data were signed at the source. 
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The goals of identification smart cards were to empower citizens and 
to provide a non-contestable identity document to limit fraud. Further, once a 
direct link to each citizen existed, the cost of delivering services was dramati-
cally reduced owing to the elimination of the need for an employee to verify 
identity – a major cost component of traditional systems. It also increased na-
tional security and created a “feedback” loop with citizens. 

Mr. Kohli concluded that the launch of new e-government applications 
often went through a long and uncertain decision process, which did little to 
motivate industrials in the early phases. However, in those non-competitive 
phases, an industry or an association of industrials with large coverage could 
provide valuable guidance to the administration with the proper level of chal-
lenge. 

J. Legal aspects of e-government 

Mr. Roland Amoussou-Guenou, Regional Expert on Legal Coopera-
tion in the Association of Southeast Asian Nations (ASEAN), Embassy of 
France in Thailand, gave a presentation on the legal aspects of e-government. 
He said the potential for e-government to modernize, transform and improve 
States’ management was widely acknowledged but it was also a vast and am-
bitious challenge. 

He drew attention to the similarities between e-commerce and e-
government. Both used Internet-based technology for the benefit of the infor-
mation society. According to some schools of thought, e-government was a 
form of e-commerce where the “service provider” was a Government, and the 
“clients” were the citizens and the private operators. However, he warned that 
the parallel should not be carried too far and the two were, ultimately, funda-
mentally different. e-commerce was business driven, while e-government was, 
or should be, citizen- or people-centred. The basic idea of “public service” or 
“public administration” was central to e-government. Further, there was al-
ready a plethora of norms and legal instruments at the international, regional 
and national levels that regulated e-commerce, while e-government legal 
frameworks per se were still in their infancy. E-commerce had reached a criti-
cal mass1 as opposed to e-government which was still in the starting blocks.2 

E-government had emerged as an important challenge for the informa-
tion society. As a tool to achieve better government, e-government offered 
potential solutions to leaders to better assume their responsibilities and also: 
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(a) Helped achieve specific policy outcomes (stakeholders 
could share information and ideas and contribute to specific 
policy outcomes, such as educational or training pro-
grammes, information sharing in the health sector, patient 
care); 

(b) Could contribute to economic policy objectives (reduction 
of corruption, increased openness and trust in government, 
reduced government spending); 

(c) Could be a major contributor to reforms; and 

(d) Helped trust-building between governments and citizens. 

However, the challenges faced by e-government could be summed up 
as information infrastructure, efficiency, quality of service, citizen participa-
tion, governance and public administration. 

It was not easy to define e-government because of its multidimen-
sional aspects. Many organizations such as the World Bank, ADB and the 
OECD had attempted to define it and there were many different approaches. 
Some referred to the functions of e-government by underlying the governance 
aspects (“functional” definition), others presented e-government through its 
different processes (“descriptive” definition), a few propositions tried to cap-
ture its essence (“conceptual” definition), others attempted to define e-
government by reference to e-commerce (definition by reference) and still oth-
ers combined all of those elements together (“complex” definition). The main 
concept behind those definitions, however, was that e-government was more 
about “government” than about “e”. 

Identifying its legal aspects, therefore, required an understanding of 
“Government”. Government could be defined as a series of acts of authorita-
tive and administrative nature performed by the State, State-entities or admini-
strations and which were interrelated with other administrations and affected a 
citizen’s life. Government was also about governance.3 It was the process by 
which power was exercised or shared by a public authority in a country. 

E-government made it possible to establish a more open, inclusive and 
productive public sector, in line with good governance. In the sense of e-
government, good governance could be achieved by the proper combination of 
information and communication technologies, organizational innovation and 
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improved skills.4 To that end, many legal obstacles needed to be overcome. 
The three main categories of legal issues were e-government legal validity, e-
government trust and confidence, and remedies available in e-government. 

E-government implied dematerialization by electronic medium, open 
network communication and migration of paper-based documents to electronic 
documents in government activities. Examples of legal validity issues were 
law enforcement and the establishment of rights and titles. The first step in the 
process was the adoption of laws recognizing the legal validity of e-
government acts. ASEAN countries such as, in order of interest, Singapore, 
Thailand, Brunei Darussalam, Malaysia and the Philippines resolved the prob-
lem of the legal validity of e-government acts in their current e-commerce or 
e-transaction acts. There was a similarity in the drafting of the different provi-
sions between the countries. 

It was not enough to declare the legal validity of e-government acts. 
Trust and public service must be secured in providing public services. Those 
requirements consisted of protection of personal data, authentification, identity 
management, privacy and data protection, network and information security 
and the fight against cybercrime. Most of those issues were already covered in 
provisions made to current laws and regulations in Asia and the Pacific. 

International and regional conventions on human rights as well as na-
tional constitutions placed an obligation to Governments to their citizens, ac-
cess to State justice and to effective remedies. There were many initiatives 
worldwide to set up online dispute resolution mechanisms, but the decisions 
might not be enforceable like a judgment or binding like an arbitral award. In 
spite of provisions on the legal validity of e-government acts, no current e-
commerce laws provided for an “e-State justice scheme”. That was why adju-
dicative as well as non-adjudicative systems needed to be made available. 

Mr. Amoussou-Guenou presented the French experience in imple-
menting e-government as a case study, to illustrate the achievement of the 
European Union Member States according to the European Regional Strate-
gies and Plan of Action. According to the latest global survey conducted by 
the United Nations,5 France was ranked seventh among e-administration effec-
tive countries worldwide. In the previous e-readiness survey (2003), France 
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5 World Public Sector Report 2003: E-government at the Crossroads (United Nations publication, Sales 
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was ranked at 19.6 France’s successful implementation of e-government was a 
good example of compliance by an individual country with a regional political 
initiative supported by a visionary plan of action. The French legal framework 
for e-administration was both general and specific, and monitored and man-
aged by dedicated administrative bodies. The experience of the French he said, 
showed, that the most important lesson learned was that in addition to a strong 
political will, the legal and regulatory frameworks as well as dedicated institu-
tions were necessary elements for a successful e-government strategy. 

There was an international consensus that e-government had become 
an important challenge for the information society. According to numerous 
studies, surveys and research, e-government offered potential solutions to 
leaders to better assume their responsibilities by providing efficiency, quality 
of services, citizen participation, good governance and enhanced public ad-
ministration. The most important lesson learned was that in addition to a 
strong political will, the legal and regulatory frameworks as well as dedicated 
institutions were necessary elements for a successful e-government strategy. 
The implementation chart (figure 12) provides an overview of the different 
key aspects of implementing e-government. 
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Figure 12.   E-government implementation chart 

6 See, Economist Intelligence Unit, “The 2003 e-readiness ranking”, written in cooperation with IBM ; 
also, Darrel M. West, “Global E-Government, 2003, Center for Public Policy, Brown University, Providence, 
Rhode Island, <http://www.insidepolitics.org/egovt03int.html>. 
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K. Measuring the success of e-government 

Three background papers were presented during the session, the pur-
pose of which was to facilitate discussions among participants. The first ES-
CAP paper examined the various ways of measuring e-government perform-
ance mirroring those used for traditional public programmes. The second ES-
CAP paper reviewed the status, harmonization proposals and national good 
practices of measuring e-Government success from the point of view of na-
tional statistical systems. The final paper by an Economic Affairs Officer from 
the United Nations Department of Economic and Social Affairs presented the 
United Nations Global e-Government Survey 2003. 

Food for thought on measuring e-government performance 

An Economic Affairs Officer of ESCAP said measurement issues 
were closely tied to marketing e-government success. He explored the com-
monalities and possible differences between e-government and traditional pub-
lic programmes, in terms of their performance measurement aspects. 

In particular, a case was made for the use of financial and related met-
rics for quantitatively assessing e-government programmes and projects. 
While those metrics were routinely used by most Governments and the private 
sector as objective tools to prioritize traditional programmes and projects, e.g., 
for infrastructure projects, they were rarely used by governments in Asia and 
the Pacific for performance measurement of e-government. 

He stated that through the measurement of e-government, an indispen-
sable management tool was provided, especially for resource allocation deci-
sions and to communicate results. In addition it would allow Governments to 
identify constraints and barriers and also have a prerequisite for constituent-
centric e-government. 

E-government could be measured based on a hierarchical or logical 
framework or by process or attribute. Issues such as interoperability (national, 
international) and privacy also needed to be considered when measuring e-
government. Some methods discussed were: 

• Financial metrics (“value”) 
• Risk measurement of the Institute for Development Policy 

and Management’s (IDPM) eGov4Dev study  
• National Office of the Information Economy (NOIE)7 Aus-

tralia benefit/risk 
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• Internal Change Management 

Data to measure e-government could be collected through traditional 
methods such as: 

• Random telephone surveys 
• Cost-benefit analysis 
• Basic data gathering 
• Web-based pop-up or clickable ‘opt-in’ surveys 
• e-government specific web tracking 

The representative of ESCAP made the following recommendations 
on measuring e-government performance: 

1. Constituent-centric, knowledge management: implement a 
user and constituent-centric measurement system, in terms 
of objective, workflows and the underlying ICT architec-
ture, making full use of modern knowledge management 
and expertise location management processes and technolo-
gies. 

2. Financial metrics: include financial metrics such as cost-
benefit, Return on Investment (ROI), for e-government per-
formance measurement, for improved decision-making and 
communication of programme and project priorities. 

3. Privacy: allow sufficient time and resources for a public 
debate on privacy and security policies for all e-
government measurement activities. 

4. Mass-customization: track the degree to which personal-
ized services are provided to the individual citizen. 

5. Compulsory performance standards: measurable perform-
ance standards need to be compulsory for all e-government 
programmes to ensure accountability. 

6. Reach, inclusion: include performance standards that meas-
ure the impact of e-government initiatives on government 
operations as well as on citizens, including measures of 
user coverage and inclusion. 

7. Risk: integrate risk assessments into the performance meas-
urement and planning process. 

8. Interoperability: include and monitor measures of the inter-
operability (G2G) of processes and tools. 
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9. Technology-neutral, open-source tools: metrics and proc-
esses to be preferably technology-neutral. 

10. Ensure maximum flexibility, adaptability and full coverage 
of alternative communication channels. 

11. Use open-source software and tools, particularly for knowl-
edge management. 

Experiences and trends in official and less official statistics 

The presentation by a Statistician of the Statistics Division of ESCAP 
reviewed significant experiences in measuring the “success” of e-Government. 
He said the development of e-government should be seen in the context of the 
information society as a whole (figure 13). Measuring the success of e-
government was a topic that had not yet received adequate attention by policy- 
makers, researchers, practitioners, statisticians and other stakeholders. The 
term “e-government” itself had been defined in a variety of ways, leading to 
some confusion about its real meaning and the underlying concept. 

He defined e-government as enhanced government interaction at all 
levels using ICT. Interactions included all traditional interactions of govern-
ment, plus those interactions that had become possible by virtue of technology 
advances. 
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Figure 13.   E-government in the context of the information society 

3 June 2004 Roberto Pagan, UNESCAP 2
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Good examples in measuring e-government included Japan, Canada, 
Hong Kong, China and Australia. In Hong Kong, China, in order to measure 
the demand side, the e-government coordinating office commissioned an opin-
ion survey to obtain users feedback on the design of government web sites and 
the provision of e-services. In Australia, the Australian Bureau of Statistics 
designed surveys to measure adoption of ICT in society as a whole, but some 
of the questions in surveys were directed to measuring use of government 
online services, enabling them to measure the demand side for government. It 
also conducted a survey for measuring specific use of government web sites. 
The examples all had common elements in defining terms for measuring the 
success of e-government. A common factor was that public administrations 
fashioned implementation of e-government through plans and strategies they 
established for themselves, by setting principles and then more measurable 
targets for G2G and G2C/G2B interactions (figures 14). However, there ap-
peared to be different approaches in determining success, and thus, measuring 
those categories of interactions. 

Success of G2G interactions could be measured in terms of costs/
benefits analysis. Such analysis required an initial benchmarking of all costs of 
doing business in the traditional way, in addition to estimating costs related to 
transforming the way business was done. The convenience of implementing 
new technologies was then measured through a comparison of traditional busi-
ness costs and additional costs incurred by conducting business in the new 
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Figure 14.   Measuring e-government G2B/G2C interactions 

3 June 2004 Roberto Pagan, UNESCAP 21
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way. The level of satisfaction reported could also measure the success of G2G 
interactions: internal customer satisfaction was a key concept that might help 
in measuring the level of success with regard to G2G interactions (figure 15). 
Fully integrated transactions measured the supply side of e-government 
(provision of electronic public services): plans and strategies were identified 
and lists compiled of all services to be provided to the public in electronic for-
mat and availability and what degree of sophistication and interactivity was 
reported. A number of data capture techniques such as opinion surveys or ICT-
use surveys also provided useful insights into the success of e-government 
G2C/G2B interactions from the demand side. Further, some context or input 
indicators, such as the number of skilled staff in the public administration, 
might help in providing a quantitative description of the institutional context 
where e-government developed. Generally, the periodicity of data collection 
was annual. It was recommended that countries that had not yet started pro-
grammes for measuring e-government should do so. 

The United Nations Global e-Government Survey 2003 

The final presentation by an Economic Affairs Officer, of the United 
Nations Department of Economic and Social Affairs, explained why the 
United Nations Global e-Government Survey 2003 was conducted and re-
ported on its results. She said ICT and e-government measurement was re-
quired to: 
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Figure 15.   Measuring e-government G2G interaction 

3 June 2004 Roberto Pagan, UNESCAP 20
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• Track national progress 

• Identify disparities in access to ICT 

• Move towards an inclusive information society 

• International comparison 

The survey was primarily issues-based and provided a measure of e-
government initiatives within a long-term development setting. The conceptual 
framework of the Survey stemmed from the Millennium Development Goals 
in which there was a specific recommendation that ICT benefits be available to 
all. Therefore, the Survey followed the Goals, in particular those that referred 
to information technology. 

The survey focused on the issue of how willing and ready were Gov-
ernments to employ the vast opportunities offered by e-government to improve 
the access and quality of basic economic and social services to the people and 
involve them in public policy-making via e-participation. Within that frame-
work, the Survey contributed to the development efforts of the member States 
by focusing on the question: is e-government contributing to the socio-
economic uplift of the people? The Survey provided a benchmark to gauge 
member States’ comparative state of e-government readiness. The objectives 
of the Survey were to provide an appraisal of the use of e-government as a 
tool in the delivery of social services to the consumer and to provide a com-
parative assessment of the willingness and ability of governments to involve 
citizens in e-participation. 

The Global e-Government Survey 2003 presented a comparative rank-
ing of the countries of the world according to two primary indicators, (a) the 
state of e-readiness and (b) the extent of e-participation worldwide. The 2003 
Survey showed that Governments had made rapid progress worldwide in em-
bracing ICT technologies for e-government in the past years. In 2001, the Sur-
vey listed 143 member States as using the Internet in some capacity. By 2003, 
91 per cent had a web site presence. According to the Survey’s e-Government 
Readiness Index, North America (0.867) and Europe (0.558) led, followed by 
South and Central America (0.442), South and Eastern Asia (0.437), Western 
Asia (0.410), the Caribbean (0.401) and Oceania (0.351). South Central Asia 
(0.292) and Africa (0.241) had the lowest average e-government readiness re-
flecting a low telecommunication index and a relatively low human capital 
index. The United States (0.927) was the world leader in e-global readiness. 
Among the developing countries, Singapore (0.746) led, followed by the Re-
public of Korea (0.744), Estonia (0.697) and Chile (0.671). 

The Survey concluded that there were wide disparities between the “e-
haves” and “e-have-nots”. There was no standard formula for effective e-
government. However, the basic message of the Survey was that despite chal-
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lenges, e-government as a tool, if applied correctly, held the promise of deliv-
ering, where many other innovative approaches had not in the past. However, 
it required a revisitation of global and national frameworks that presently 
guided the political, economic, social and technological strategies underpin-
ning e-government programmes worldwide. 

During the discussion that followed, the importance of allowing coun-
tries to develop their own measures of e-readiness was emphasized. Lessons 
and experiences of developed countries were not comparable to those of devel-
oping countries and developing countries should not be expected to achieve 
the same level of optimal achievement on e-government. What was most im-
portant was willingness and ability. 

The analysis of national level web sites used as an indicator of e-
readiness was also questioned as it was not considered to fully represent e-
government activities. There were a number of reasons, including that busi-
nesses did not interact with national level web sites. Further, national level 
web sites only represented a very small percentage of web traffic, about 30 per 
cent, and many interactions were between businesses and intermediaries rather 
than between government and businesses. She said the Survey methodology 
did reach deeper than the national level, but agreed that the Survey had not 
focused on business delivery of services, and needed to also provide informa-
tion on sectoral level interactions. She explained that the Survey had not fo-
cused exclusively on business interactions as other existing surveys did so. 
The Survey was designed to focus on a basic needs approach: were citizen get-
ting education, health, finance, employment and social welfare that were in-
cluded in the Millennium Development Goals. These were considered to be 
the basic needs for information from Governments. 

It was also suggested that measuring e-government performance 
should be broadened from e-readiness to also include e-maturity, that is, how 
to measure the outcome of e-government performance. Further, it was sug-
gested that the Survey should be divided between developing and developed 
countries, with different methodology and criteria developed to make a fairer 
comparison as that might help to encourage countries in developing their e-
government projects more effectively. Development of a regional e-
government performance measurement system suitable for developing coun-
tries was suggested. That was supported by the meeting, with agreement that it 
would be useful to bifurcate some aspects of the measurements. 

The common message from the participants was that there was a need 
to look at all the different aspects including impact. Difference in government 
structure was very much linked to the question of how countries with insuffi-
cient resources could set up e-government initiatives. Looking at the impact 
level could help to answer that question by providing guidance on how to set 
up partnerships, how to guard against too high expectations, and even estab-
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lishing possible arrangements to share resources both at the national and re-
gional levels. 

L. ICT policies and strategies 

Mr. Peter Moore, Regional General Manager, Public Sector and Chief 
Technology Officer, Microsoft Asia Pacific, provided an overview of the main 
business, technology and policy issues in e-government. Mr. Moore said that 
connectivity was the key to successful e-government implementation. Other 
concerns of government included digital inclusiveness, security and privacy, 
all of which were associated with connectivity, with a focus on local economic 
development. Access and education were important to meet those goals, while  
a policy such as digital literacy for all would create an educated, competitive 
workforce. The overall goal should be to improve the quality of life for all 
people. 

In education, the focus should be on more than just providing access 
to technology. It was also about ensuring that there was a place for people to 
learn, teachers had the skills and individuals had the means to achieve their 
potential. An enabling environment to create a technology economy included 
hardware, software and services (figure 16). The role of Microsoft was in the 
provision of people, training tools, programmes, worldwide reach and re-
search. The role of government was to provide leadership, a research base, an 
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education system, an appropriate business/regulatory climate to foster innova-
tion and trade sharing of ideas across borders. 

Mr. Moore described government as a series of disconnected islands 
and said that was one of the challenges in leveraging technology in govern-
ment. At each layer of government, different tasks were assigned, but the re-
sponsibility to talk to other layers of governments was often not recognized. If 
government were to leverage IT, it had to reach from national to local levels of 
government and across the islands. In connecting Governments and constitu-
ents, recognizing the needs of constituents was very important. However, in 
developing countries in Asia and the Pacific, alternative and innovative solu-
tions were needed. For example, was it necessary to provide a government 
portal when there were more mobile telephones than land lines in a country? 
Perhaps Governments needed to think about messaging and texting and other 
alternatives for community access. It was important hence, to look at constitu-
ents and how they accessed services. 

In the late 1990s, the impetus was to create a government portal, but in 
many cases the portals were only one-way and limited to pushing information 
out without allowing interaction. The future of e-government should be task-
oriented, with web services where government agencies became transparent to 
citizens and solved the problem of the complexity of the infrastructure them-
selves, rather than leaving it to citizens. Examples of good practice in that area 
included the Australian business register system, which provided one place for 
government (figure 17). 
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Mr. Moore noted that when planning changed, finding matching tech-
nology to that change was easy. However, finding the right people and skills 
was the challenge. He encouraged participants to think about taking smaller 
steps, rather than formulating one all-encompassing plan that had a high risk 
of failure. Technology was an enabler, but not the answer. For example, if 
people had no landlines or electricity, creating a strategy on how citizens could 
access government through a web site was not going to work. Governments 
should focus on meeting citizens’ needs. He emphasized that sustainability 
was also important. Too often projects were undertaken without thinking about 
sustainability. That was where most of government’s resources should be. 
Governments needed to learn how to market their online capacities and ser-
vices. Activities had to be end-to-end to realize cost savings, and service im-
provements had to be delivered. Mr. Moore said that it was “80/20” – 20 per 
cent of inputs produced 80 per cent of results. That 20 per cent included: 

• National vision and leadership 

• Enabling policy 

• Clear goals and implementation plans 

• Partnership and collaboration 

• Peopleware – citizen-centric mindset 

• Localization – breach access barriers 

Microsoft’s vision was to enable people and businesses throughout the 
world to realize their full potential. Specifically, Microsoft aimed to deliver 
more value through innovation, trustworthiness, partnership and delivering 
choice, and integrated innovation and customer responsiveness. Mr. Moore 
said there were lessons for government as well. Further, more time was needed 
to think about education and lifelong learning. An educated workforce and 
citizenry were needed if e-government was to work. A trustworthy system was 
needed. Security, privacy, reliability and business intelligence were needed for 
trustworthy computing. A responsible leadership on public policy issues was 
required and an openness of the system was also needed. 

He concluded by emphasizing that vision drove success, Governments 
must adapt, localize and leapfrog, and that change management was key. 

M. Conducive environments for e-government 

The presentation by Mr. Johnathan Kushner, Law and Corporate Af-
fairs Department, Microsoft Asia Limited, provided an understanding of the 
policy issues which had an impact on e-government and explored the optimal 
environment for e-government. 
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Conducive environments for e-government 

Mr. Kushner said there were a number of surveys that had assessed the 
environments and readiness for e-government. Two of them that received a 
great deal of attention were the Networked Readiness Index of the World Eco-
nomic Forum (WEF) which measured the readiness of preparation of nations 
and communities to participate in and benefit from ICT development, and the 
United Nations survey discussed in the previous presentation. The two surveys 
provided a snapshot of where Governments were in terms of readiness. The 
WEF Survey provided an Environment Component Index (ECI) and also had 
sub-indexes for government readiness and usage. In the ECI, the United States 
topped the list, with Singapore and Taiwan Province of China in the top ten. In 
terms of government readiness, Singapore, Malaysia and the Republic of Ko-
rea of the ESCAP region were listed in the top ten, ranking first, sixth and 
ninth respectively, with similar results for government usage. Those ratings 
demonstrated that some Asian economies had made great progress in preparing 
for e-government. 

Mr. Kushner said that conducive environments for e-government 
could be broken down into the following: 

• Investment environment 

• Social environment 

• Business/tax environment 

• Technology and policy environment 

• Security and online safety 

• Network security 

• E-commerce 

• Intellectual property 

• Encryption, authentication and contracting 

• Protection of personal information/privacy 

Hand-in-hand with the above categories, interoperability was a key 
component of e-government initiatives. It enabled important social and policy 
solutions such as accessibility, user identification, privacy and security. Fur-
ther, it promoted choice, competition and innovation as well as access to infor-
mation, while reducing costs and addressing compatibility issues. It also in-
creased efficiency, flexibility and value of the system. Some of the challenges 
faced were multiple technology platforms, productivity and efficiency de-
mands, information access, agency integration, digital divide and security. 

Mr. Kushner encouraged Governments to promote the use and volun-
tary development of open standards. Those, he said, allowed Governments to 
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take advantage of innovations and the diversity of choice. Open standards sup-
ported in all types of software were necessary for Governments wanting inter-
operable products and services and multiple sources for products and services. 
He also stressed the difference between open source and open standards; open 
source did not necessarily embrace open standards more than any other type of 
software. He stated that if Governments demanded interoperable products and 
services and multiple sources for products and services, then open standards 
needed to be supported in all types of software. 

The defining characteristics of open standards were as follows: 

• Transparent development and maintenance processes 

• Publicly available specifications  

• Objective criteria for conformance and testing 

• Documented rules of membership 

• Reasonable and non-discriminatory licensing 

Mr. Kushner also emphasized the importance of an enabling environ-
ment to encourage private-public partnerships at multiple levels, including 
policy, technology and society. An example given of successful partnership 
was in the area of network security. Network security facilitated dialogue 
among industry leaders and Governments to increase cross-border cooperation 
to address computer crime. Public-private partnerships were also evident in the 
areas of e-commerce and intellectual property. 

Open source and standards featured prominently in the discussion fol-
lowing the presentation. Mr. Kushner said that Governments should consider 
all options available to them, whether open source or commercial software, 
and select software based on its merits. Open source software would be appro-
priate in some cases, whereas commercial software would be more appropriate 
in others. For emerging countries focused on building their own IT industry, 
intellectual property rights protection was very important. Open source and 
commercial software had a variety of licensing models that should be studied 
and understood as they had an impact on the ability to build a vibrant business 
or software industry. 

During the plenary, training issues were also discussed. A question 
was raised on whether it was possible to develop a standardized curriculum to 
reduce the amount of time needed to train national or local trainers on new 
technology. Mr. Kushner said the concept of training and curriculum was very 
broad and there was a need to be specific about the desired result. He agreed 
that in terms of skills, that could be an expensive process. He said Microsoft 
was currently designing an open application sharing portal which could be 
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used and hosted by Governments and across borders. The facility would en-
able Governments and international organizations to share and learn from their 
collective knowledge base. 

N. Perspectives on e-government and streamlining 
IT system procurement 

Mr. Shuhei Kishimoto of Toyota Motor Corporation gave a presenta-
tion on Japan’s experience in implementing e-government. He said, according 
to the 5th Annual Global e-Government Study 2004, Japan was 11th among the 
22 developed countries in terms of advancement of e-government. Japan’s 
ranking of 17th in 2002 and 15th in 2003 suggested that itss progress in estab-
lishing e-government had been gradual. One of the key steps in the process 
had been the adoption in 2003 of an e-Government Construction Plan which 
documented strategic priorities and action plans until the end of 2005. The 
plan was built on fundamental principles of high performing e-government 
programmes: citizen-oriented services, simple and cost-effective government, 
administration reform to reflect digitization and building an environment that 
made e-government a reality. However, Mr. Kishimoto said, too much empha-
sis had been placed on the computerization of administrative procedures with-
out a consensus on the target or mission for developing e-government. 

Until the mid-1990s, acquisition of IT systems by the Government had 
centred on the computerization of formulaic activities such as statistical work 
or data-processing work. Since the Basic Plan for Promotion of Computeriza-
tion of Government Affairs was initiated in 1994, the IT system had been in-
troduced widely in administrative fields. Further, since the initiation of the 
Millennium Project in 2000, investment had increasingly been aimed at build-
ing up e-government. The scale of e-government investment was expected to 
continue to increase. Therefore, it was essential to ensure that the budget for 
such investments was used efficiently, without undue risk to public funds. 

There were some challenges yet to be met, however, such as the im-
pact of change on the bureaucratic structure and the lack of experts to support 
the acquisition of IT systems in the government sector. Concern as a result of 
those institutional challenges had resulted in the formation of the Interagency 
Liaison Conference Concerning the Government Procurement on IT Systems 
in 2002. The Liaison Conference announced measurements to be taken to im-
prove government procurement, the substance of which was reflected in the 
national budget for fiscal year 2002. Measures included developing a method 
to evaluate the value based on the life cycle cost corresponding to the number 
of years required for an actual project to be implemented. In addition, the 
method to determine the successful bidder by comprehensive evaluation, 
which was the cause of extremely low contract prices, was reviewed. Further, 
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it was decided to make information on the result of a bid public by the bidder, 
the quoted price, etc. after a contract was awarded. Despite those reforms, 
however, there were still many unsolved issues. To address that, Mr. Kishi-
moto said the following were needed: 

• Changed awareness of IT in the public sector 

• Establishment of a CIO (Chief Information Officer) posi-
tion 

• Improved capabilities of staff and in making use of external 
experts 

• Transparent customary practice on contracts 

• Project management 

• Disclosure of information 

The future challenges were to integrate systems and enhance the core  
competencies of the Government by making use of IT. As was reported at the 
opening of the presentation, in Japan there was no consensus among the par-
ties concerned on the mission to strengthen e-government capacity. Moreover, 
in the field where e-government related systems had been developed, such as 
the certificate authority, e-application and e-bidding, the system had been de-
veloped independently by respective ministries and agencies. In the future, 
activities and systems that crossed ministries and agencies needed to be inte-
grated. That would require the current process to be streamlined and simpli-
fied, which required vision. Integration of business operations and systems had 
to be carried out so as to build a customer-oriented administrative process. 

In addition, it was necessary to create a concept of e-government 
based on enterprise architecture (a strategy to integrate/rationalize the business 
operations/systems), which was aligned with the target and the mission of the 
organization. 

The importance of visionary leadership was remarked upon during the 
plenary, with agreement that it was essential. A second important component 
of e-government development was up-to-date technology. It was noted that the  
Government of Japan’s computer systems had previously been very advanced, 
but poor management decisions resulting in expensive leasing arrangements 
and outsourcing of technology and support had resulted in those systems fail-
ing to keep pace. Politicians and their advisers had not recognized the impor-
tance of introducing the open network system. The outsourcing situation was 
good but expensive, because of the monopoly system, and that had had an im-
pact on the IT systems of government offices in Japan. 
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PART TWO 

Summary of 
Country Reports 



SUMMARY OF COUNTRY REPORTS 

A.     Bangladesh 

In order to incorporate ICT in governance, Bangladesh created a na-
tional ICT task force headed by the Prime Minister and members from the 
government, industry and academia. The Government’s National ICT Policy 
aims to build an ICT-driven nation and a knowledge-based society by the year 
2006. A country-wide ICT infrastructure will be developed to ensure access to 
information for all citizens to facilitate their empowerment and enhance de-
mocratic values and norms for sustainable economic development by using the 
infrastructure for human resources development, governance, e-commerce, 
banking, public utility services and other online ICT-enabled services. The 
realization of e-government is heavily dependent on cost-effective and wide-
spread ICT infrastructure without which online services will not be able to 
reach the desired targets. Bangladesh has begun to prepare for gradual prolif-
eration of e-government services throughout the country. For example, since 
1998 it has accorded duty–free status to the import of computers, software and 
accessories to encourage the ICT industry through software development and 
the launching of a new data processing industry. The Ministry of Science and 
ICT of Bangladesh has not yet been able to achieve the goals set out for e-
government in the National ICT Policy in 2002. Furthermore, strategic ICT 
planning skills are in short supply within the Government. Young graduates 
from computer science and engineering are not willing to join the government 
service because of the low salary structure and other reasons. Moreover, the 
SICT study listed the constraints for e-government, including lack of adequate 
training (69 per cent), hardware (59 per cent), telecom facilities (37 per cent), 
ICT awareness (22 per cent) and legal infrastructure (22 per cent). 

B.     China 

In the past two decades, China’s overall economic strength has im-
proved dramatically in terms of GDP volume. For nearly 20 years, the econ-
omy has grown at about 10 per cent per year. Despite such remarkable pro-
gress, China is still in the midst of two major transformations. The first trans-
formation is changing the nation from an overwhelmingly agricultural econ-
omy to an industrial economy and thus from a rural society to an urban soci-
ety. Second, China is moving from a highly central-planned economy to a 
well-operated market economy. In this context, the government system is 
faced with some challenges, the key challenge being how to transform the 
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Government so that it will be more effective, efficient and transparent. The use 
of ICT in the governance system can help to facilitate these transformations. 
The vision of e-government in China is, “enabling governmental function 
transformation by informationization”. Some encouraging gains have been 
made in the area of e-government in China, for example its number of Internet 
users is second only to the United States and all central and local government 
portals have their own web pages. However, it is necessary to formulate a new 
e-government strategy in order to achieve overall economic and social goals in 
the next national development planning stage. The Government has begun to 
draft a new development plan, (its 11th Five-year Economic and Social Devel-
opment Plan) and a long-term development strategy up to 2020 and beyond, 
and opportunities exist in these processes for further incorporating e-
government into the development process. 

C.     Fiji 

The Asian Development Bank (ADB) is providing Technical Assis-
tance (TA) to support the Government of Fiji to develop and implement a na-
tional ICT strategy focusing on e-Government. Within the national context, the 
overall framework of the ICT strategy is defined by the Government’s Strate-
gic Development Plan 2003-2005. One of the strategic priorities expressed in 
the Plan (section 7.9) is “universal access to internationally competitive ICT 
services”. The definition of a national ICT strategy is the responsibility of the 
Information Technology Advisory Council, which comprised representatives 
from government institutions, academia, and the private sector. It formulated 
the latest draft National ICT Strategy Plan, which was released in September 
2003, and outlined three main strategic outcomes: government online 
(combining e-government and national information infrastructure); community 
e-empowered; and business e-enabled. e-government is still in its infancy in 
Fiji and is seeking to emulate international best practices whilst remaining 
geared towards the particular needs of the country. The ADB TA, with its 
findings and outcomes, is expected to provide the direction and thrust for this. 
The expectations of the public, as voiced through private sector leaders regard-
ing Government and ICT development, are to promote its pervasiveness, geo-
graphic dispersion and, importantly, efficiency and affordability. The issue of 
affordability is a critical one as the Internet and international access services 
are controlled by monopolies, which is restricting its growth. Comparing Fiji’s 
situation with various international benchmarks, the ADB TA found it at the 
lowest “plateau” of development – that of having an “online presence”. By 
2005, the country wishes to propel itself up two levels, to achieve “basic capa-
bility” followed by “service availability” online. 
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D.     India (State of Uttaranchal) 

E-governance was a major initiative for the government of 
Uttaranchal, India and it was committed to the programme management ap-
proach to implement e-governance. The deployment of e-government on such 
a large scale, was envisaged by the Government required trained human re-
sources. Thus, the Government launched a human resources development pro-
gramme to build capacities commensurate with its needs. The government of 
Uttaranchal also wants universal computer literacy. To achieve this, it will es-
tablish computer labs in all 1,623 government-aided Inter-colleges and high 
schools in the state. Thus far, hardware, including Pentium 4 machines, has 
already been installed in 1,139 colleges and 9,000 teachers and over 100,000 
students have been trained in basic computer skills. A Wide Area Network is 
proposed to be established to enhance connectivity across the state. Given the 
difficult terrain of the state, the network would be a hybrid, primarily based on 
VSAT technology supported by Optical Fiber Cable and Wireless Local Loop. 
To ensure that all citizens have access to government offices and relevant in-
formation, the establishment of community information centres is also pro-
posed in villages with a population of over 1,000; a pilot project is already un-
der way. 

One of the major challenges in implementing e-governance was the 
identity management of citizens to ensure the legality of electronic transac-
tions. The Government was working on a smart card based common multipur-
pose citizen identification system, but was constrained due to lack of locally 
available expertise and coordination. Another major challenge was that of 
“expectation management”. That IT is not a solution to all problems is a tru-
ism; at best it can be used as a tool to improve the efficiency in the delivery of 
services to the citizens. Lastly, the inadequate connectivity infrastructure, par-
ticularly in the rural and topographically difficult areas, presents a difficult 
choice for the Government. Should it invest in infrastructure and accept the 
consequence of a longer gestation period for delivery of projects, or should it 
implement e-Government initiatives in areas that were comparatively better 
equipped in terms of connectivity infrastructure? This would demonstrate the 
efficacy of e-governance, however it would also largely address the needs of 
only the more affluent sections, thereby creating another divide in the society. 

E.     Indonesia 

The Indonesian Ministry of Communication and Information has con-
ducted a study on the readiness of e-government implementation in Indonesia. 
The results revealed that much needed to be done to enhance Indonesia’s e-

Summary of country reports 

61 



readiness. For example, telecommunication infrastructure was an important 
utility where the community could access e-government services. However, 
currently only 4 per cent of Indonesians have a fixed telephone line and mo-
bile phones are included, it still only reached nine per cent. Computer penetra-
tion in Indonesia is also very low. At only 1.7 per cent, it is the lowest in the 
Asian and Pacific region. In total, there are only 1 million Internet subscribers 
or 0.5 per cent of the population. Further, the implementation of e-government 
did not yet have legislation regulating e-commerce or e-government. A law on 
information and electronic transactions is currently being drafted and a special 
task force involving key ministries have been set up to pursue e-government. 
To overcome its low level of e-readiness, strong leadership from the Govern-
ment was required. Presidential Decree No. 3 (2003) focusing on national poli-
cies and strategies of e-government development was a move in that direction. 
However, solutions for financing the setting up of IT infrastructure needed to 
be found before implementing e-government comprehensively. Through e-
government implementation, Indonesia seeks to increase its role and competi-
tiveness in the international economy. 

F.     Kazakhstan 

The construction of a national information infrastructure is one of the 
development goals of Kazakhstan. Such infrastructure would enable the intro-
duction of new information technologies in all spheres of governing and the 
economy. Development of an information sphere in Kazakhstan arose within 
the framework of the State Programme on Formation and Development of the 
National Information Infrastructure. The programme aimed to use innovation 
technologies and digital communications in economic, governance, cultural 
and social spheres. A number of State initiatives have already been under-
taken, including the drafting of new laws for electronic documentation and 
signing; development and piloting of a uniform system of electronic document 
circulation between the state bodies; development of the Government of Ka-
zakhstan web site; and the introduction of an electronic archives system. Ka-
zakhstan is in the process of designing and introducing a national master plan 
on e-government implementation. Working groups have been formed to define 
and plan the national strategy and conceptual approaches to promote this pro-
ject. 

G.     Mongolia 

The Government of Mongolia has made considerable advancements in 
ICT by focusing on the development of information infrastructure and imple-
mentation of other programmes and projects with foreign credit and assistance. 62 
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All provinces are connected to the capital city by digital technology and high-
speed fiber-optic transmission. Since 1994, Mongolia has had an international 
Internet network gateway, which has resulted in the rapid increase of Internet 
and wireless phone users. Every state agency and all city and provincial ad-
ministrations have their own web sites. The Government and Parliament of 
Mongolia also included chapters on e-government in ICT development policy 
documents and, in 2003, a national project team was created to conduct re-
search work related to building e-government. Enabling the most effective use 
of state management information resourses and the least expensive, yet highest 
quality state service to citizens, based on their demands, are the main strategy 
of e-government. However, preparing the legal environment for e-government 
has not yet been fully completed. Several laws are being drafted with the 
Prime Minister’s initiation and support. In addition to preparing the legal envi-
ronment, the training of state official employees in IT is also needed. Chal-
lenges expected with the implementation of e-government in Mongolia include 
legalization of the term “e-government”, which has not yet been done, and 
raising public awareness of the term. Further, state services and state officers 
are still using traditional methods for processing data, and the source of fund-
ing for IT implementation is unknown. 

H.     Nepal 

Recent advances in ICT offer new opportunities for Nepal to achieve 
and sustain economic and social development. Ever-evolving telecommunica-
tion and computing technologies are converging to provide unprecedented op-
portunities for developing education, health, agriculture, tourism, trade and 
various other sectors. Presently, the IT sector provides Nepal with the potential 
to overcome its geographical and economic challenges. This opportunity has 
been identified by the Government, which formulated the IT Policy 2000, the 
vision of which was “to place Nepal on the global map of information technol-
ogy within the next five years.” Private banks and financial institutions have 
been the leaders in implementing ICT. They are also the largest consumers of 
Nepalese ICT products such as software and services, contributing to the de-
velopment of an indigenous industry. Computerization in manufacturing and 
other sectors range from 100 per cent in multinational companies to 10 per 
cent in state managed enterprises. Content service providers have emerged on 
the Internet to provide information in the shape of brochure-ware. Awareness 
of ICT has been growing rapidly, especially in urban areas. In addition, a size-
able human resource of different standards and base has been developed. How-
ever, the deployment of ICT in Nepal remains uneven, limited to selected ur-
ban areas, connectivity costs remains high for the majority of the population 
and other requisite infrastructure is not in place. Against this backdrop, fo-
cused government initiatives aimed at promoting e-governance have started. 
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Development of a roadmap to provide direction and substance to initiatives to 
augment effectiveness and efficiency of government at all levels is now 
needed. Stable government, consistency in policy, and leadership and security 
are the biggest challenges for the development of ICT in Nepal. In addition to 
these challenges, mindset change is the key element. 

I.     Pakistan 

In 2002, the Electronic Government Directorate (EGD) was estab-
lished. The EGD is a dedicated cell of the Ministry of Information Technol-
ogy. It was established to plan, prepare and implement e-government projects; 
provide technical advice and guidelines for implementation of e-government at 
the federal, provincial and district levels; and provide standards for software 
and infrastructure in the field of e-government. The Government’s goal is to 
use ICT to facilitate more convenient government services, allow greater pub-
lic access to information and make government more accountable to citizens. 
E-government initiatives include the launching of a Government of Pakistan 
citizen-information portal and web sites for all 35 ministries; and IT skills pro-
gramme for government functionaries by establishment of IT labs at 12 acad-
emies of the civil services; and pilot projects for IT infrastructure within the 
Federal Government by establishment of LANs; and requisite IT infrastructure 
at Prime Minister’s Secretariat and eight ministries. However, a change from 
traditional office practices to an electronic office environment has meant that 
the Government experienced some challenges in business process reengineer-
ing, including limited capacity for use of ICT at federal, provincial and district 
levels, and resistance to change from a traditional office environment to an 
electronic office culture. To address the issue of staff capacity, training pro-
grammes are being introduced and EGD is in the process of hiring IT experts 
who will be deployed in various provinces. Standardization procedures of pro-
curement and outsourcing procedures at government departments are also be-
ing developed. Plans for the next three years include automating citizen-
centric services; completion of IT infrastructure and electronic communica-
tions enablement through the establishment of a Federal Government Data 
Centre; implementation of common applications within Ministries to be 
housed at the secure Federal Government Data Centre; and institutional 
strengthening of agencies implementing e-government projects. 

J.     Papua New Guinea 

E-government has not been implemented in Papua New Guinea. The 
Government WAN (GovNet) serves National Departments located only within 
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Port Moresby, the capital city. The network is comprised of both point-to-
point copper links, and wireless spread spectrum links, leased telecom data 
lines and a microwave link. The main use of this network is for e-mail and 
limited Internet access. However, recently, technical discussions have been 
initiated and are ongoing between the Deputy Head of the Department of Na-
tional Planning and the Government of the Republic of Korea, which proposed 
to assist Papua New Guinea in implementing e-government. The goals of e-
government are to improve services to citizens; improve the productivity of 
government agencies; improve the quality of life for the disadvantaged; 
strengthen and maintain good governance; and broaden public participation. 
The foremost aim of e-government is to link all sectors within the country so 
as to promote effective communication among all, for a better Government. 
Future plans for e-government include building political support for e-
government; implementing the Government of the Republic of Korea-Papua 
New Guinea e-government project; and finalizing the country’s ICT policy 
which is currently in its draft stage. 

K.     Philippines 

The number of Internet users in the Philippines increased from 1.1 
million in 1999 to 1.54 million in 2000. The number of Internet users in-
creased with the presence of more value added services (VAS) providers. With 
this growth, many local Internet service providers expanded their services to 
include not only access but also content provision and upgrading of facilities. 
Several laws, regulations and policies exist which spurred the further develop-
ment of the ICT infrastructure, particularly the telecommunications sector. 
These include the Telecommunications Policy Act of 1995, the Satellite Com-
munication Policy (Executive Order 467, s. 1998) and the Electronic Com-
merce Act or Republic Act 8792. The Information Technology and Electronic 
Commerce Council (ITECC) was formed in 2000 as the ICT policy-making 
body of the Government of the Philippines. It brought together government 
and private sector efforts in the development of ICT. One of its goals is the 
implementation of e-government. Based on the United Nations World Public 
Sector Report 2003: e-Government at the Crossroads, the Philippines was 
ranked seventh in the global web-quality index. This index indicated the de-
gree to which the country’s e-government potential was utilized, as determined 
by their telecommunications and human capital resources. The index also de-
termined the level of maturity or sophistication of e-government services pro-
vided. Specifically, the Report indicated that the Philippines and others had 
made, “much faster and more effective progress in their e-Government pro-
grammes than some of the industrialized countries”. However, despite that 
good result, much still needs to be done to implement e-government in the 
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Philippines. One challenge to this is budgetary constraints. While government 
spending on ICT is rising, the amount is not enough for the ICT improvements 
required. Further, there is a need to expand the capacity of consumers to use 
ICT in dealing with the Government. Although efforts are being made to 
strengthen the telecommunications sector, the number of telephone subscribers 
is still low and telephone distribution is strongly tilted towards urban centres. 
Another challenge is the proliferation of government ICT committees and 
tasks which could lead to confused and overlapping policy decisions. The Phil-
ippines future plans include: the enactment of e-government legislation; the 
creation of a Department of Information and Communications Technology; 
institutionalization of the e-government fund; pursuit of government process 
re-engineering initiatives; and enhancements of a fiscal incentive package to 
match that being offered by competing investment sites abroad. 

L.     Sri Lanka 

The Government of Sri Lanka initiated the promotion of e-governance 
in 2002. The private sector had started pursuing e-commerce even earlier. At 
present, e-banking is very popular. All commercial banks have transformed 
their transactions through electronic forms. However, state-owned banks still 
conduct their business transactions manually. To promote and accelerate e-
government in Sri Lanka, an Information and Communication Technology 
Agency was established in 2003, under the Information and Communication 
Technology Act, No. 27 of 2003. The Agency is given full autonomous status 
to implement an e-government programme, which is known as the e-Sri Lanka 
programme. The Agency is funded by the Government and managed by a 
Governing Council appointed by the Secretary to the Treasury. The e-Sri 
Lanka ICT road map was developed by ICT experts. Its vision is that, “by the 
Year 2007, e-Sri Lanka will be better known as the e-Sri Lanka miracle – a 
model achievement drawing global recognition, in the development of ICT 
towards the achievement of social and economic development.” Through this 
initiative, the Government aims to deliver public goods and services electroni-
cally. The Population Registry, issuing of passports, expansion of activities of 
the National Operation Room for the monitoring of development projects and 
electronically storing criminal records are planned as pilot activities. Develop-
ment of education programmes through the Internet is also planned under the 
project. There are, however, some constraints and issues that requires special 
attention, such as the gap between urban and rural areas. More than 70 per cent 
of Sri Lankans currently live in rural areas and their economic structure is 
based on agriculture, plantation or agriculture-related products. Although tele-
communications and electricity facilities have been expanded significantly in 
recent times, there are still areas without telecommunications or electricity 
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facilities. Further, cyber cafes, generally established by the private sector, are 
concentrated only in big cities and are provided at a cost. Although urban 
schools have modern electronic facilities, schools in rural areas often lack ba-
sic facilities, such as blackboards, desks and chairs. Some schools in remote 
areas do not have electricity or telecommunications facilities, hence school 
dropout rates are very high in those areas. Resource limitation is another issue, 
as a substantial proportion of available resources are consumed by urban cen-
tres, hence the rural sector suffers due to the lack of availability of resources. 
Perceptions and cultural barriers are another challenge. For this reason, the 
future plans for e-government in Sri Lanka place a high priority on increasing 
access to ICT in rural areas. 

M.     Uzbekistan 

Uzbekistan is a post-Soviet country in transition. It achieved inde-
pendence in 1991. Since that time it has made a gradual transition from a cen-
trally planned economy to a market-oriented economy. At the end of 2003, the 
Government of Uzbekistan initiated a major administrative reform effort to 
decrease the functions of the Government in order to increase efficiency and 
transparency. The implementation of e-government was one of the tools to 
achieve this reform. ICT was declared as a main priority in the further devel-
opment of Uzbekistan in 2002 by Presidential Decree. The implementation of 
ICT in government was identified as one of the priority directions of ICT de-
velopment. The Government of Uzbekistan drafted a Programme of Introduc-
tion of Electronic Technologies into Governance for the Period of 2003-2010, 
which provides effective interventions related to a broad introduction of the 
electronic document circulation in governance, improvement of services pro-
vided to individuals and openness of government decision-making. The Gov-
ernment of Uzbekistan also passed a number of policies on the further devel-
opment of the ICTs, for example, according to the policies, all public admini-
stration and government bodies are required to design their own active web 
sites, set up local computer networks and train their senior staff in ICT. De-
spite this, the development of the e-government is still in its initial phase. 
Compared to the development of e-commerce, the development of e-
government is at the stage of disseminating government information, and has 
not yet achieved interactivity, transaction completion and delivery. Further, on 
average, there are approximately 300 civil servants per computer. Overall, in 
state agencies there are approximately 2.5 per 100 staff members with access 
to the Internet from their computer, 2.8 with access to the Internet from other 
computers and 3.2 with an e-mail address. Therefore, major challenges to e-
government implementation in Uzbekistan include: the lack of access of many 
state agencies, and their staff, to the Internet; insufficient levels of ICT training 
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of managers; insufficient development of databases in government depart-
ments; and lack of clear procedures and regulations for staff supporting e-
government applications. There are some positive developments, however, 
such as the existence of strong political commitment to e-government. Further, 
a State programme for ICT development and a Steering Committee are re-
viewing issues of ICT development. 

N.     Viet Nam 

In October 2000, the Politburo of the Communist Party of Viet Nam 
issued Directive No. 58 CT/TW on Accelerating the Use and Development of 
Information Technology for the Cause of Industrialization and Modernization. 
The Directive put forth the goal of developing IT in Viet Nam to an advanced 
stage by 2010. IT application in Viet Nam is growing. More than 80 per cent 
of banking operations and 85 per cent of banking transactions are implemented 
electronically. More than 70 per cent of key professional units in the Finance 
Ministry apply IT in areas such as revenue, state property and state budget 
activities. About 50 per cent of enterprises use IT applications in business 
operations. Over ten per cent of enterprises, more than half of the government 
ministries and a third of the provincial governments have their own web site. 
IT is an official subject in all secondary schools and all of the 246 universities 
and colleges and 617 professional or technical secondary schools, and 1,923 
secondary schools have Internet connection and use. However, the quality of 
training couses in general is not very high and training content on IT is, in 
general, not standardized. 
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ANNEX I 

WORKSHOP AGENDA 

Monday, 31 May 2004 [Conference Room A] 

08:30 – 09:00 Registration 

09:00 – 09:30 Opening Ceremony 

 Welcome Remarks by: Ms. Keiko Okaido, Deputy 
  Executive Secretary and 
  Officer-in-Charge, a.i. of 
  the secretariat, UNESCAP 

 Opening Remarks by: Mr. Peter McCawley, 
  Dean, ADBI 

 Election of Officers 

 Group Photo Session 

09:30 – 10:00 Coffee break 

10:00 – 10:40 Introduction to the Workshop by 
 Mr. Jeoung-Keun Lee, Senior Capacity 
 Building Specialist, ADBI 

 Introduction of the Participants and Resource 
 Persons 

10:40 – 12:00 Current Status and Trends of Implementing 
 e-Government 
 (Mr. Stephen Braim, Government Programs 
 Executive, IBM Asia Pacific, Australia) 

12:00 – 13:00 Lunch 

13:00 – 14:30 Country Reports: Bangladesh, China, Fiji, 
  India, Indonesia, Kazakhstan, 
  Lao People’s Democratic 
  Republic, Mongolia 

14:30 – 15:00 Coffee break 
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15:00 – 16:30 Country Reports: Myanmar, Nepal, Pakistan, 
  Papua New Guinea, the 
  Philippines, Sri Lanka, 
  Thailand, Uzbekistan, 
  Viet Nam 

18:00 – 20:00 Welcome Dinner at Royal Princess Hotel 

Tuesday, 1 June 2004 [Conference Room A] 

08:30 – 10:00 Integrating Government Services 
 (Mr. Stephen Braim, Government Programs 
 Executive, IBM Asia Pacific, Australia) 

10:00 – 10:30 Coffee break 

10:30 – 12:00 Benefits and Issues of Implementing 
 e-Government 
 (Ms. Caroline Fan, Information Technology 
 Services Department, Hong Kong, China) 

12:00 – 13:00 Lunch 

13:00 – 14:30 Digital Inclusion to Foster Rural Enterprise 
 (Mr. Madaswamy Moni, Deputy Director 
 General, National Informatics Center, 
 Department of Information Technology, India) 

14:30 – 15:00 Coffee break 

15:00 – 16:30 Factors and Procedures to be Considered in 
 Improving e-Government 
 (Ms. Marie Johnson, Department of Industry, 
 Australia) 

Wednesday, 2 June 2004 [Larn Luang Room, Royal Princess Hotel] 

08:30 – 10:00 Reinventing (Reengineering) Government 
 (Mr. Kuk-Hwan Jeong, Ministry of Government 
 Administration and Home Affairs, 
 Republic of Korea) 

10:00 – 10:30 Coffee break 

10:30 – 12:00 Turning Objectives into Actions 
 (Mr. Prasanna Meduri, Microsoft Asia Limited, 
 Japan) 

Annex I:   Workshop agenda 

72 



12:00 – 13:00 Lunch 

13:00 – 13:45 Designing e-Government for the Poor 
 (Mr. Madaswamy Moni, Deputy Director General, 
 National Informatics Center, Department 
 of Information Technology, India) 

13:45 – 14:30 e-Training of Government Officials and Citizens 
 (Mr. Kyohsuke Yoshimura, IBM Asia Pacific) 

14:30 – 15:00 Coffee break 

15:00 – 15:45 E-Government Implementation and Private 
 Sector Participation 
 (Mr. Ardaman Singh Kohli, Asia-Pacific 
 AXALTO, Kowloon, Hong Kong, China) 

15:45-16:30 Legal Aspects of e-Government 
 (Dr. Roland Amoussou-Guenou, Regional 
 Expert on Legal Cooperation in the ASEAN, 
 The Embassy of France in Thailand) 

Thursday, 3 June 2004 [Conference Room A] 

08:30 – 10:00 Measuring Success of e-Government 
 (Mr. Richard Alexander Roehrl, Economic 
 Affairs Officer, Transport and Tourism Division, 
 UNESCAP; Ms. Seema Hafeez, Economic 
 AffairsOfficer, Knowledge Management 
 Branch, DPADM/DESA, United Nation, 
 New York; Mr. Roberto Pagan, Statistics Division, 
 UNESCAP) 

10:00 – 10:30 Coffee break 

10:30 – 12:00 ICT Policies and Strategies 
 (Mr. Peter Moore, Microsoft Asia Limited) 

12:00 – 13:00 Lunch 

13:00 – 14:30 Conducive Environments for e-Government 
 (Mr. Jonathan Kushner and Mr. Christopher 
 Austin, Microsoft Asia Limited) 

14:30 – 15:00 Coffee break 

15:00 – 15:45 e-Government and e-Procurement 
 (Mr. Shuhei Kishimoto, General Manager, 
 Government & Industrial Affairs Division, 
 Toyota Motor Corporation, Tokyo) 
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Friday, 4 June 2004 [Conference Room A] 

08:30 – 10:00 Drafting/Presentation of Action Plans 

10:00 – 10:30 Coffee break 

10:30 – 12:00 Presentation of Action Plans 

12:00 – 13:00 Lunch 

13:00 – 14:30 Finalization of the Action Plans 
 (Mr. Jeoung-Keun Lee, ADBI) 

 Workshop Evaluation 

14:30 – 15:00 Coffee break 

15:00 – 16:00 Closing Ceremony 

 Closing Remarks by Mr. Jeoung-Keun Lee, ADBI 

 Closing Remarks by Mr. Xuan Zengpei, Chief, 
 Information, Communication and Space 
 Technology Division, UNESCAP 

 Handing Out Certificates 

 Vote of Thanks by Participants 

*********** 
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ANNEX II 

LIST OF PARTICIPANTS 

BANGLADESH 

Engr. Abu Sayed Md. Kamruzzaman, Systems Analyst, Bangladesh Computer 
Council, House #31A, Road #06, Chanmondi R/A, Dhaka-1205 (Tel: 8802-
8613476; Fax: 8802-8613773; E-mail: kzaman050870@yahoo.com) 

Mr Md. Nazrul Islam, Senior Assistant Chief, Ministry of Science and ICT, 
Rm. 903 Bldg. #6, Bangladesh Secretariat, Dhaka 1000 (Tel.:  8802-7164594; 
Fax:  8802-7169606; E-mail: nazrul_mosict@yahoo.com) 

CHINA 

Mr Gao Xinmin, Advisor, Advisory Committee for State Informatization, 58 
Sanlihe Road, Beijing, People’s Republic of China (Tel.:  86-10-68558900; 
Fax:  86-10-68502959; E-mail: xmgao@pdns.sic.gov.cn) 

Mr Yu Yimin, Director General, Yunnan Province Electrionic Government 
Network Information Center, No. 2 Guangfu Rd., Kunming, Yunnan 650228, 
People’s Republic of China (Tel.:  86-871-3642884; Fax:  86-871-4603535; 
Yuyimin@ynnic.gov.cn) 

FIJI 

Mr Sailosi Vvetanavanua Kepa, Economic Planning Officer, National Plan-
ning Office, Ministry of Finance and National Planning, Ro Lalabalavu House, 
Suva (Tel.: 679-3313411; Fax: 679-3304809; E-mail: skepa001@govnet.gov.fj) 

INDIA 

Mr Nrip Singh Napalchyal, Principal Secretary, Government of Uttaranchal, 
1 Subhash Road, Dehrdun, India (Tel.: 91-135-2712094; Fax: 91-135-
2712113; E-mail: ns_napalchyal@ua.nic.in) 

INDONESIA 

Mrs Teni Widuriyanti, Directorate of Multilateral Foreign Funding, Head of 
Section for ADB Funding, (National Development Planning Agency), Jl. Ta-
man Surapati No. 2, Jakarta 10310 (Tel.: 62-21-3160159; Fax: 62-21-
31934203; E-mail: twiduriyanti@yahoo.com) 
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Mr Sudarto Abdullah, Head of Section of Loans and Grant Management, Di-
rectorate of External Funds, Directorate General of Budget, Ministry of Fi-
nance, Budget Building 5F, Jalan lapangan Banteng Timur No.2-4, Jakarta 
10710 (Tel.: 6221-384-8294; Fax: 6221-381-2859; E-mail: su-
darto_abdullah@yahoo.com) 

LAO PEOPLE’S DEMOCRATIC REPUBLIC 

Mr Somlouay Kittignavong, Deputy Director General, Department of Science 
and Technology, Science Technology and Environment Agency (STEA), P.O. 
Box 2279, Lane Xang Avenue, 0100 Vientiane (Tel.: 856-21-218887; Fax: 
856-21-213472; E-mail: somlouay@yahoo.com) 

Mr Keonakhone Saysouliane, Director of Science & Technology for Develop-
ment Study Center, Science Technology and Environment Agency, P.O. Box 
2279, Vientiane (Tel.: 856-21218887; Fax:  856-21213472; E-mail: keonak-
hone@hotmail.com) 

MONGOLIA 

Ms Chuluunjav Enkhzaya, IT Expert, Cabinet Secretariat of Government of 
Mongolia, Government House, Room-363, Ulaanbaatar-12 (Tel.: 976-11-
323403; Fax: 976-11-310011; E-mail: enkhzaya@prime.pmis.gov.mn) 

MYANMAR 

Mr Tint Lwin, Deputy General Manager, Myanmar Posts and Telecommunica-
tions, 43, Bo Aung Kyaw St., Botahtaung Township, Yangon (Tel.: 95-1-
256766; Fax: 95-1-202659; E-mail: dygm_ad@mptmail.net.mm) 

Mr Khun Oo, Joint Secretary, e-Government Implementation Committee, 
11/13, 45th st. Botataung, Yangon (Tel.: 95-9-5001096; Fax: 95-1-202659; E-
mail: ctt@mptmail.net.mm) 

NEPAL 

Mr Anandaram Regmi, Under Secretary, Ministry of Finance, Singh Durbar, 
Kathmandu (Tel.: + 9771-4257110; Fax:+ 9771-4259891; E-mail: 
aregmi@mof.gov.np) 

PAKISTAN 

Mr Tauqir Ahmad, Joint Secretary, Ministry of Information Technology & 
Telecom, 4F, Evacuee Trust Complex F, 5/L, Islamabad (Tel.: 9251-9206277; 
Fax: 9251-9207074; E-mail: tauqir5@hotmail.com) 
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Ms Sumaira Samad, Section Officer, Economic Affairs Division, Rm. No. 
332, Block 'C', Federal Secretariat, Islamabad (Tel.: 9251-9201900; Fax:  
9251-9210734; E-mail: sumairasamad@yahoo.com) 

PAPUA NEW GUINEA 

Ms Maria Louise Wau, Acting Senior Systems Analyst, Department of Na-
tional Planning and Rural Development, P. O. Box 631, Waigani, National 
Capital District (Tel.: 675-3288348; Fax: 675-3288384/3288399; E-mail: 
maria_wau@treasury.gov.pg) 

PHILIPPINES 

Mrs Claricel Mulato, Chief, Information System Development Operation Divi-
sion, Department of Finance, 4F, DOF Bldg., Central Bank Complex, Roxas 
Blvd., Manila (Tel.: 632-5254451; Fax: 632-5265035; E-mail: 
claricel@dof.gov.ph) 

Mr Dennis C. Pantastico, Chief, Planning and Management Information Divi-
sion (MISTG), Bureau of Customs, Gate 3, Port Area, Manila (Tel.: 632-
918928576; E-mail: pantasticodennis@yahoo.com) 

SRI LANKA 

Mrs Withana Appuhamilage Somalatha Mahawewa, Director Planning & Pro-
ject Co-ordinator, Sri Lanka Project, Ministry for Economic Reform, Science 
& Technology, 320, T.B. Jayah Mawatha, Colombo 10 (Tel.: 9411-2699272; 
Fax: 9411-2699272/2682498; E-mail: somamaha@diamond.lana.net) 

THAILAND 

Mr Ajin Jirachiefpattana, Senior Computer Specialist, The Office of Perma-
nent Secretary, Ministry of Information and Communication Technology, TOT 
Bldg. 9, ICT 2, Chaeng Wattana Road, Bangkok 10210 (Tel.: (662) 505-7339; 
E-mail: ajin@mict.go.th) 

Mr Devapoj Sambandaraksa, System Analyst, Ministry of Information and 
Communication Technology, TOT Bldg. 9, ICT 2, Chaeng Wattana Road, 
Bangkok 10210 (Tel.: (662) 505-7125; Fax: (662) 568-2588; E-mail: 
DS@mict.go.th) 

Ms Rattanawan Rattakul, Senior Analyst, Ministry of Information and Com-
munication Technology, TOT Bldg. 9, ICT 2, Chaeng Wattana Road, Bangkok 
10210 (Tel.: (662) 505-7127; Fax: (662) 568-2588; E-mail: rattana-
wan@mict.go.th) 
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VIET NAM 

Mr Le Viet Hoang, IT Manager, Information Division of the IT Center, IT 
Center, Ministry of Foreign Affairs of Vietnam, 1 Ton That Dam, Ba Dinh 
District, Hanoi (Tel.: 84-4-1992221; Mobile: 84-4-1992221; Fax: 84-4-
1992682; E-mail: viethoang@mofa.gov.vn) 

Mr Thanh Van Do, IT Specialist Officer, Division of IT Application Develop-
ment, IT Center of the Office of Government, 14 Lehong Phong Str., Hanoi 
(Tel.: 84-08-048912; Fax: 84-4-8431562; E-mail: hieuthanhdo@yahoo.com) 

-------------------- 

RESOURCE PERSONS 

Mr Ardaman Singh Kohli, Business Segment Manager, Asia-Pacific Axalto, 
Suites 1709-14, 17/5 Prudential Tower, 21 Canton Road, Kowloon, Hong 
Kong (Mobile: 852-93047117; E-mail: ardaman@axalto.com) 

Ms Caroline Mei-hing Fan, Senior Systems Manager, e-Government Coordi-
nation Office, Information Technology Services Department, Government of 
the Hong Kong Special Administrative Region, 15F Wanchai Tower, 12 Har-
bour Road, Wanchai, Hong Kong (Tel.: 852-3182-6633; E-mail: 
cfan@itsd.gov.hk) 

Mr Jonathan Kushner, International Affairs Manager, North Asia, Corporate 
and Government Affairs, Law and Corporate Affairs Department, Microsoft 
Asia Limited, Odakyu Southern Tower, 2-1, Yoyogi 2-chome, Shibuya-ku, 
Tokyo 151-8583 (Tel.: 03-4523-3965 (Direct), 03-4523-3950 (Group); Fax: 
03-4523-3009; E-mail: jonkush@microsoft.com) 

Dr Kuk-Hwan Jeong, Bureau of Electronic Government, Ministry of Govern-
ment Administration and Home Affairs, Central Government Complex 55, 
Sejong-ro, Jongro-gu, Seoul 110-760 (Tel.: 82-2-3703-4260; Fax: 82-2-3703-
5538; E-mail: khjeong1@mogaha.go.kr) 

Mr Kyosuke Yoshimura, Learning Solution Executive, Learning Solution, 
IBM Global Services, AP, IBM Asia Pacific, Service Corporation, 3-2-2 Rop-
pongi, Minato-ku, Tokyo  106-8711 (Tel.: 81-3-5572-2603; Fax: 81-3-5572-
2457; E-mail: kyosukey@jp.ibm.co) 

Mr Madaswamy Moni, Deputy Director General, National Informatics Centre, 
Department of Information Technology, Ministry of Communications and IT 
(Government of India), A Block, CGO Complex, Lodhi Road, New Delhi 
110003 (Tel.: 91-11-2436-2790; Fax: 91-11-2436-4873; E-mail: 
moni@hub.nic.in) 

Ms Marie Helen Johnson, Division Head, e-Business Division, Australian De-
partment of Industry, Tourism & Resources, 20 Allara St. Civic, Canberra 
ACT 2601 (Tel.: (612) 6276-1382; Fax: (612) 6276-1394; E-mail: 
maria.johnson@industry.gov.au) 
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Mr Ng Yaw Peng, Business Development Manager, e-Transaction Asia Ax-
alto, Level 19 West Wing, Wisma Rohas Perkasa, No. 8 Jalan Perak, 50450 
Kuala Lumpur (Mobile.: 6016-338-3889; Fax: 603-2170-9100; E-mail: 
ypng@axalto.com) 

Mr Peter Moore, General Manager for Public Sector, Microsoft Asia Pacific, 
Sasazuka NA Building, 1-50-1 Sasazuka, Shibuya-ku, Tokyo 

Mr Prasanna Meduri, Regional Industry Manager (Public Sector), Asia Pacific 
& Greater China Region, Microsoft, 5 Temasek Boulevard, #09-03 Suntex 
Tower Five, Singapore 038985 (Tel.: (65) 6337 6088 (Main), (65) 6433 5601 
(Direct); Fax: (65) 6337 6700; E-mail: pmeduri@microsoft.com) 

Dr Roland Amoussou-Guenou, Regional Expert on Legal Cooperation in the 
ASEAN, The France Embassy in Thailand, 29 Sathorn Tai Road, Bangkok 
10120 (Tel.: (662) 287-15-92-98; E-mail: ramoussou@ait.ct.th) 

Ms Seema Hafeez, Economic Affairs Officer, Knowledge Management 
Branch, Division for Public Administration and Development Management, 
Department of Economic and Social Affairs, United Nations, Two UN Plaza – 
DC2-1750, New York, NY 10017 (Tel.: 917-367-3025; Fax:  212-963-0522; 
E-mail: hafeez@un.org) 

Mr Shuhei Kishimoto, General Manager, Government & Industrial Affairs 
Division, Toyota Motor Corporation, Tokyo (Tel.: 03-5800-7350; Fax: 03-
3817-9013; E-mail: shuhei_kishimoto@mail.toyota.co.jp) 

Mr Stephen W. Braim, Government Affairs Executive, IBM Asia Pacific, 55 
Coonara Avenue, West Pennant Hills, NSW, Australia (Tel.: 612-8850-1109; 
Fax:  612-9354-4604;  Mobile :  61-041-3017-922;  E-mai l : 
sbraim@aul.ibm.com) 
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