ABSTRACT

The quality of government is a global concern, government administrations should act in accordance with the principles
of the common good, transparency and agility. E-Gov is the use of Information and Communication Technology (ICT) to
improve access and delivery of information, providing services to citizens, business partners, employees and other
government entities. There are some models to help governments to make good use of ICT, but they do not provide a
clear guide of how governments can improve their e-gov processes. This paper proposes a new model for e-gov
development, aligned with ICT governance concepts and practices. This model provides a guide to government agencies
to develop actions to improve their processes.
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1. INTRODUCTION

A major challenge for many enterprises, including governments, is the poor alignment between businesses
and ICT. This lack may be addressed by ICT governance. The use of ICT by organizations is a critical
success factor and it can be applied across the organization. The application of ICT in government is called
E-government (e-gov) and must be driven by the government objectives. Consequently, the e-gov
development must be supported by ICT governance.

In recent years, many government agencies have made significant investments in hardware, software and
network infrastructure to address some of their problems using ICT. However, they have not invested in IT
service management and ICT governance. They have acquired many ICT solutions, but they do not know
how to put them to work together in benefit of their strategic goals. In some scenarios, introduction of new
technologies without proper preparation and management might make the government agencies problems
even worse, instead of helping to solve them.

According to Savoldelli et al. (2014), e-gov should provide high quality services and delivery processes to
produce meaningful and needed information. Hence, e-gov is used to improve access and delivery of
government information by providing services to citizens, society, business partners, employees and other
government units. E-gov can help building a better relationship between governments and society, making
their interaction easier and more effective (Layne et al., 2001).

According to Meijer and Bekkers (2014), there is a crucial question that must be addressed, which is, how
do the new technologies transform our social construction of government? It can also be interpreted as, how
do the new technologies transform the government? In their study, Savoldelli et al. (2014) identified that
institutional and political barriers are two of the main factors explaining the lack of e-gov adoption.

The present work has the objective of creating an e-gov model to detect weaknesses and improvements in
development of e-gov. This model is based on ICT governance and can help the government to extract more
value of new technologies and practices to offer adequate services.
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