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. B T~ CT 

Tht tu • W:l undertaken with the: objl!ctive of e·t bli hing the factors hind ring the 

u e of E-go\ mment e iticall · go\)emment to itiz n (G2C). The rudy wa 

omlucted m the ~ho l of"Bu ine mver 1 of. 'airobi. In order to achic\ thi 

objc ti\ I! a ample of _QQ r ·pendent wa pick d from the target popul ti n u ing 

tratitied. JUdgmental and random ampling techni u . Each re pondent wa a ked to 

till a qu tionnaire. The que tionnaire had both tru lured and un tru tured que tion . 

The ample f r pondem \\ere fir t tratifi d into f ur categories namely academic 

tafT, upp n dmmi trauve taff undergraduate tudents and po t graduate tudent· 

all who are in the chool ofbu ines . In theca of tudent • module II tudent of the 

hool of Busin s \ r elected u ing judgmental technique. Thi group IS 

ompo · d of tudent mainly working in variou finn in Nairobi who arc expe ted to 

u online en ic offered by the gO\ emm nt. Data " a analyzed u ing d scripti e 

tati tic through the u c of frequencies and percentages. [n addition factor analy is 

and ross tabulation wer al u ed in anal_ i of data. 

Results of the tud, h w that. there were vari u factors that hindered the u e of E­

gov mm nt by itiz n ·. me of the ob ·tacles include in:H.lequate online ervice ·. 

u r attitude . ~cc · ibility. ccurity. frequent p wer interruption and lack of feedback 

mechanism. The u e of factor analy i redu d the ·e factor to four key factors. From 

th tinding of the tud , it was conclud d that one f the major cone m of the 

citizen the reliability of th web ite e peci lly while relaying c nfidential 

infonnation. It i imperative for the Kenyan go emment to build tru t by increa ing 

ecurity feature in the g vemment ba ed web ites. Tru t-building also require that 

ervice are deli ered efficiently and with minimum ha les. Bad c nnection 

unreliable web ites, poor! de·igned web ites, and frequent power interruption all 

crve to ali nate the citizen from u ing the online crvicc . The government hould 

develop me hani ms that will en ure onlin services are acces ible ea ily to all 

citizens including the physically challenged, women and youth. 

ln conclu i n. ucce ful implementation of online ervices by the government to 

citizens v ill begin by providing services that are citizen-oriented and being proactive 

in communicating online services to citizens. 
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1.1 Background of the tu<;t~ 

c PTERO .. TE 

I~ .TROD CTIO 

G \ rnment generate huge \ lume f information, much of it useful t it citizen . The 

lnt met nd other advanced techn logic an be utilized to bring this infonnati n quickly and 

m re dtr ctlj t citizen ( ia Oceania El ctronic Marketplace A sociati n, ~00-). Be id . 

citizen all O\er the world ar demanding a more accountable. tran parent effe ti e go emment 

th t is re pon ive to their need and n which \\ill provide efficient service at minimum cost 

and bureaucra .. To aid in ser\ ice delivery. government have started to adapt the use of 

fnD nnation and Communicati n Technolog) (lCT) in their governance. 

lCT play a maJOr r I tn nhan ing economic and political de elopm nt of a country. 

Produ tivit. gain in the d veloped and de eloping \ orld economies over the p t two decades 

are to a great extent attributed to the impact of ICT (Kagwe, 2006). Apatt from enhancing 

conomic grO\ th. I T ts an enabler in ocial de elopment because it ha the potential of 

generating additi nal J b and empl yment opportunities in communicati n for a growing 

youthful p pulation. 

The impa t of ·ICT i tran ·forming the "ay in \ hich bu inesse , the public and go ernments 

communicate (Council f r Excellence in Government [CEG] 2000: Strover & Straubhaar 2000). 

!nno arion in ICT have led governments in developed countrie to invest h avily in computers 

peripheral equipment, oftware, advanced telecommunication ystems and Internet technologies. 

For in tance. the K g vcrnment aim to make all its s rvice available electronically by 2007 

and has laid out plans to invc t £6 billi n in lnfonnation Technology ational tatistics 20 4). 

innovation in lCT make u e of technologic in the Internet and other digital tools. One such 

innovation that ha had an impact in service delivery is Electronic government (E-government). 

E-government i a oncept that emerged in the late 1990s and it refers to the application of ICT 

to transform the effi icncy, effectiveness transparency and accountability of exchange of 

infonnation within the go ·crnment (G2G). et\i een government and citizens G2C) and between 

g cmment and bu me e (G2B) both locally and abroad (Gakunu, 2004). 

E-govemment can be u ed by governments to aid go ernance. Governance can be defined as the 

pro e s thr ugh \ hich in titutions. businesses and citizen groups articulate their interests 



e ·erct· their righ . ligati n and medtate their diff renee· ( litullah and \ at.:ma. 2 -). E­

g vernment help· to su tain thi · pr c by ·upp rting tasks that inv he c mple. deci ion 

making and implemc::ntation th rein automating tedtou and supp rting n ,,. ta k and pr ces e 

that did n t exi ·t before. , 1 reo,·er. public xpectati n- f r fa t and conventcnt en ice ddivery 

and in titutional needs for efficien y ar m tt ·ating government t x eriment with E­

go\ernment \enture (CEG. _QOO: Center forTechnoh.)g in Govenun nt [CTG], 1999). 

The implem ntation of government t itizen G_C) in Kenya will en ure peedy and efficient 

delivery of ervic by the go,emment t ttizen . Thi will be a~.:hie ·ed thr ugh nline servic 

like dis emination of viral intormation and pro i ion of online form through web ites to interact 

with citizens. G_C can be adopted in ectors like education, health. agricultural and tourism. 

Educational in titution uch a the ni versity of 1 air bi, will benefit from thi t chnol gy if 

s rvice lik r laying of information about loan fa ilitie . examination result and provisi n of 

appli ation form · are offi r don! in . 

1.2 Background of the chool of Bu iness- Univer ity of 1 airobi 

The inception of th niversity of Nairobi can be traced ba k to 1956, v ith thee t blishm nt of 

th Royal T chnical College. n ct of parliament in 1970 aw the birth of "The ni ersity Of 

airobi ... 

The niversity is situated '-' ithin the ity of airobi. It boast an average population of about 

twenty three thou and tudents consi ting of both undergraduate and post graduat s students. It 

is served by about six thousand members of taff, of whom, 25% constitute the academic staff. 

There are six carnpu college nam ly the College f Agriculture and Veterinary S i nces, the 

C liege of Archit cture and Engineering, the College of Biological and Physical Sciences, the 

College of Education and External Studies the College of Health Science . and th College of 

Humanitie and So ial Sci en es. These campus colt g are campo ed of facultie , in titutes and 

schools re p nsible for providing a aried academic curriculum. The School of Business 

fonnally Faculty of Commerce came into existenc in the academic year L956/57 a part of the 

fonner Royal Technic I College which \ as inaugurat d in 1956. Up to 197-, the School offered 

only the Bache! r of Commerce degre program with two options namely, ccounting and 

Business Administrati n. From 197 _/3 academi year, the School started otfering the Master of 

Business and Admini tration (MBA) program and su sequently the PhD tudies. These 

programs are open to regular go emment sponsored) tudents a well a self- ponsored students 



tn he newt_ in r du~:ed module II program mm nly kn wn as parallel program . From uch a 

humble be.;tnning. the ch ol ha grown to the urrenL tu nt population of ov r 4 200. 

The ·ho 1 L under the C Hege of Hum:mitie and o ial cience headquartered at the lain 

:1mpu of the t:ni' er ity of 1 air bi. Thi i where m t of th module 11 program are offered . 

• 1 dulc II program \' ere launch d to cope with the high demand f 11igh r du ation in Kenya. 

The program ar offered in th vening and on we k nd and have attra ted tudent most f 

whom w rk in variou finn· in 'airobi and its envir ns. 

me 19 , th chool m ved t Lower Kabete wher it has continued to operat and expand 

from. Currently. the ch 1 runs it program in four location . that is. Lower Kabete Campus. 

the ~lain Campu , Chiromo Campu and at Bandari Campus in Mombasa. 

The chool of Busines . ju t like any other arm of the niversity. i on the fore front in 

hampioning LCT in it t aching methodologies. It stud nts are expo ed to computer related 

our and t >clmiques. Therefore. a well executed online ervi e delivery by the govemment, 

for in tance. processing of I an . will go along way in a sisting the univer ity to carry out its 

operation in a mor flexible and transparent manner (www.uonbi.ac.ke). 

1.3 tatement of the Problem 

Th u e of ICT in both the pri at and public ector has resulted in provision of quality services 

and r duction of costs (Timmer , _004). These benefits are the motivation of the Kenyan 

government in etting up ambitiou goals for the de elopment and implementation of el ctroni 

service deli ery to its citizen . Apart from the devel pment of the Kenya· ational draft lCT 

Policy (2003) and the E-govemment policy (2004), the government has developed poli ies forE­

govemment leading to the application of ICT in government offices. The ICT policies lay 

d wn the framework for the de elopment and application of E-government in Kenya. The 

go emment ha also zero-rated tax on all imports of computers and software with the hope that 

th.is " ill encourage purcha e of more computers. In addition the go emment has created a new 

Mini ry of Information and Communication whose activitie among others are to promote the 

!,lfO\ th oflCT in both the priva£c and publi sector. 

The private sector has incorporated ICT widely in sectors like banking through e-banking and in 

academic institutions through e-learning. The use of ICT i widespr ad in airline and health 

ectors through ervice like oolin booking and e-health re pecti ely. On th other hand, the 
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incorpor:lli n of ICT in the pu he e t r ha brought nt=\\ att ntion to the abilit_ f go' mment 

agcnc1 to c rdinatc and enable rhe r ation. int !!T:lti n. managem nt, ·harin!!. and transfer of 
~ - -

inf m1 t1 n '' ithin agcncie and m government net\\ rk . The gov rnment h de,·elop d and 

im lcment d \\Cb ue enabling itizcns to ace "it l g ' rnment infonnati n without ha ing to 

tra I to go~t.:mm nt offi e ·. tand in long queue r pay bribe to c rv d. Citiz n can al o 

d ''nload form· like tux forn1 fr m the KR..-\ ' ·e ite or download ab tract and P fom1 fr m 

th 1\.eny ohc \\eb ·ite (Okuttah. 20 6 . 

tu 1e done in K nya mdicate that 9-0 ·o of th Kenyan lini tri ha e web ites (r.titullah and 

vVaema. 200-). Howe\ er. de·pit thi impre ive pre ence in the Internet. urveys indicate that 

there h been low le\ el u age of online ef\ic by th citizens. For example. b tween January 

and July _006 there were onl; 6. - hits in the Ken. a Re enue Authority KRA) website. 

Furtherm re. citizen till vi it d the tax offices natiom ide to pi k up ta'<. form instead of 

downloading hem. More ver. the fini try of lnformati nand C mmuni ati n web ·ite receives 

an average of nly 94 visitor daily. Thi is a clear indication that there is a low lc cl usage of 

online ervices by the citizen (Kaaya. _oo-). The question that comes t mind in regard to 

gO\~o:rnment to citizen G2C) i : V.. 11at ~.,;ould be hindering the citizens from using online services 

fr m th govemm~.:nt? Hence the purpo of this tudy is to tind ut th factors that are hindering 

citizen fr m u ·ing onlin~; g v~::mment rvice . 

1 A Objective of the tudy 

Th objective of the study \ a to e tabli h factors hindering the use of g vemm nt to citizen 

(G2C). 

1.5 ionificance of the tud 

Thi tudy will be u eful to the Kenya G emment und ther governments through out the world 

in their bid to incorporat I T and G2C in their operations e pecially in policy formulation and 

implementation. 

Thi tudy will be imp rtant to the privatt: ector ince successful implementali n of E­

govcrnment will ·pur the economy and lead to creation of better products and rvices. This will 

rtunitics to b cr ated as the go emm nt offers online services. 

This study will al o be of great importance to academicians and future re earchers who might be 

interested in carrying out further research in the arne or related areas. 



H PTER \ ·o 
LITE T RE RE 1 \V 

- .1 introduction 

Th1 hapt r ~.: \l!r ·tudie arri d ut inK n a and I ewhere in the •..vorltl on E-g \Cmment 

d \ I pment and im 1 m ntation. It e. amine the glo al ov n ic\ of lCT indu try, gr0\\1h of E­

gO\emment tn Kenya. pha e of E-go errunent. sue e torie , benefit f E-g rrunent 

adopti n and the challenge facing tho e ' h hav adopted E-govemment. 

2.1.1 Definiti n 

E-gov mment r D r to the appli ation of !CT to tran form the effici n ffecti enes , 

tran par nc. and a~.:countability f ex hanges ' ithin government, bet\ een govemm nt and 

itiz n and busine e 1 cally and abroad and to mpow r citiz n through acce and use of 

infonnati n (Gakunu. _004). c ording to \ e t (2004). E-go emment can be de rib d a the 

public e t r u e ofth internet to d liver e ices and infom1ation. E-go mment i intend d to 

impro\ e th deli ·er .. of government rvice to users u ing elec ronic means (Onw1ga. 2004). 

2.1._ Form of E-go ernment 

There arc thr e types f E-govemment: 

Go ernment to Citizen (G2C) 

This level fl cu on the government' ability to a ail onlin access to information and crv1ce 

to citizen . itizen are abl to find what they need quickly and easily, and access information in 

minute r ccond inst ad of day r h ur . Online services su h a renewal of licen ·e 

downloading tax forms and P3 form can reduce long queues at the offices and redu e bribery 

among public ervants. 

Go ernment to Bu in s (G2B 

Go emment to Busin reduce burdens on businesses by providing one-stop acces to 

information to acilitate business de cl pment and create a national economy with fl xibility and 

competitiveness within the gl bal markets. 

Go ernment to Government (G2G) 

E-govemment focuses on enabling all level of government to work ea ily with ach other to 

better erve citizens. [t invol ·es the interaction betwc n local go mment and the central 



~o,·cmmcnt. The Local go\'emm nt need to treamline it ern and change j, il en icc from 

eing reacti,·e t being pr acti\ . Tht · re ult t an open and accountable government. 

--2 lobal 'en i " of I T lndu try 

lnf nn tion nd Communicati n Technology I T} i the \ orld' fa t t growing cconomi 

a ti iry. The e tor h tum the globe into an incr a ingly interconne t d net' ork of 

indtvidual . finn . hool and government communicating\' ith ach other through a ariet f 

ne\\ channel· m area uch E-govemment. E-cduc:uion and E-health (. luriuki. _QQ }. 

In atltliti n. rapi de elopment of ICT a companied by tht: convergence f telecommunications. 

broad a ting and omput r te hnologie has created new product and ervice . as well as new 

wa_ s of I aming. ent rt:tinment and doing bu ine s. ICT ha created a fundamental change in 

knowledge di emination. ocial intera tion. e nomic. bu in practice and political 

engagement. The rapid growth in ICT i ident from the fa t that \ hile it took th tel phone 

cl e to 74 . ars to reach ·o million u ers. it took th \ orld Wide \ eh. 4 years to rell' h the 

arne number. Between 1995 and 19 9. 8 million Internet connections were made compared to 

I - million mad between 1991 and 1994. an almo t ix-fold in rease. ln 2002 o er 5 0 million 

peopl were estimated t have access to the Internet ( nited , ation . :woo . 

Mobile telecommunication services ar also increasing fa t r than fixed-line networks. There 

were les than 200 mobile operators Mound the world in 1992. yet by the end f 200 I, there were 

ov r 600 operators. By the end o 2001. there were o er 940 million mobile cellular subscribers 

around the world compared to just over one billion fixed tele hone lines. China overtook the 

United States ( S) in becoming the largest mobile tel phone mark t in the world. Growth has 

al been robust in Africa where more than half the countrie have more mobile line as 

c mpared to fixed line (Muriuki, 2003 ). Moreov r, a are ult of this growth, mobile computing 

a potential te h.nology that can be explored by the go crnmcnt in their bid to offer quick and 

efficient scrvic . For example, pro iding a ervice ._: here one can be able to inquire voter status 

or job vacancie that exi t in go ernmcnt finns through ending a hort mes age ( ms) via a 

mobile phone. 
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2. 1 T Growth in Kenya 

In 19..., • the Ea t African Community under which the regional tcle mmuni ations sen. ice 

o erated collap ed and as a result. the Go emment of Ken;a established Kenya Po ts and 

Telecommuni ation Corporation (KP&TC to run the f\icc . A telecommunication p !icy 

star ment was i sued in 1997 that et out the government i i n on telecommunications 

de ·elopment to the year 2 15. In 199 , KP&TC \ as plit into three legal entitie , nam ly 

Telkom Kenya Limited, Po tal Corporation of Ken a and the Communications Commission of 

K n~ a (ICT Polic . 2004 . 

Kenya has made great tride in the expansion of ICT ervices. Through Telkom Kenya. the 

govenunent is in the process of laying out a fibre optic cable in the country which will enable all 

go ernment offices to be interconnect d Okuttah. ~006). 

The growth of the ICT tor inK nya has been signifi antly influenced y global trends and a 

government ons ious effort to introduce lCT policie and reform . The growth can bee aluated 

in term of number of computers, fL'<ed and mobile telephone lines Internet Service Pro ider 

ISPs . Int met users, broadcasting tations and market hare of each one of them (CCK 2004). 

Po tal Corporation of Kenya (PCK has contributed to the growth of Internet acces through set 

up of Intern t' ace ss p ints in s me of its 890 po t offices countrywide. The government 

accepted th premise that private sector capital in a c mpetitive environment will expand ICT 

ector. By April 2004. there were 73 registered ISPs. 16 of which were active approximately 

L ,030.000 Internet users and over 1000 cyber cafes. There were also about 520,000 per nal 

computers in u e in go ernment offices at the beginning of 2004 gi ing the number of computers 

per hundred inhabitants as l.6 (ICT Policy, 2004). 

Availability of trained manpower in ICT sector is an important resource. The Kenya government 

has introduced computer ducation in schools and other learning institutions, while the private 

sector ha responded to the demand of skilled computer operators by setting up commercial 

computer training colleges in major urban centers aU over the country (ICT Policy. 2004). 

Whilst acknowledging that ICT is a primary instrument for realizing ec nomic growth, Kenya 

offers attracti e in entives and presents various in e tment opportunities for potential investors 

as it prepares to le erage ICT in its national priorities of growth and poverty reduction. Further 

as an entry point to the regional market and a communication and financial hub for the region, 
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Ken~·a al o of er potential inve t a wide market for product and enic .. The o erall 

government obje tive i to optimiz it ontribution t the development of the Kenyan econom) 

as a wh le by en uring the a ailabilny of efticienl. reliable and affordable communic ti n 

ervi e throughout th oumry through the use o I T lCT Policy. 2004). The g \'emment h 

als de el ped a national ICT polic .. (_00~) and E-g vemment strategy 2004) that ' ould 

addr the is ue that r late t the ad ancement of ICT thus contributing to the o,·crall ... 
developm nt agenda. In addition, ther ha been a v aiver on duty on computer sine Febmary 

_006 (Daily I ation, 2006 . 

2.-t E-Go ernment Adoption in Kenya 

Nlany studies have been done on the d ·elopment of E-go ernment. W t (2004) carried out a 

research on global £ -government and concluded that a great progress had been made as many 

nation are ackno'< !edging the role of Internet in e eryday life. 

In Kenya. one of the Millennium Development G al ( lOG) is to de elop partner hip for 

development. To achie e this the K n a government has made efforts to enhance a ailability of 

new lCT techn logies in private and public sectors. Th private s ctor has incorporated ICT in 

service delivery more than the public ector, for in tance, banks have tarted offering their 

services el ctr nkally through -banking wher s rvic like online a ount inquiry mobile 

phone top ups 'and payment of lectricity bills are ffi r d. cademic in titutions have set up e­

learning facilities fo r instance, students are able to register online and conduct learning o er the 

Internet. Safaricom. the country· leading mobile ervice provider ha incorporated ICT by 

enabling its customers to pay for services online. Lnde d. these cornpanie have learnt that use of 

lCT is not only effective. but efficient. 

ln the public sector E-government i beginning t tak root with most of the government offices 

are furnished with computers connected to the Internet. For instance, Kenya Power and Lighting 

(KPLC) has a ervice where one can make a bill in uiry online. Other government owned 

agencies like the Kenya Ports Authority (KP A) and the Kenya Revenue Authority (KRA have 

computerized to speed up service deli ery and nhance transparency. For in tance in 2005 KRA 

intr duccd the u e of Electronic Tax Rcgistt:rs (ETR) to ·tore tax information at the time of sale. 

Through the u e of E-go ernment technology the go emment can devel p systems that can 

effecti ely manage these tax registers online and be able to keep track of those businesses that 

evade tax t the click of a mouse. Moreover. one can also download tax return forms from the 



KRA web ite (www.krago.ke) thus redu ing human int ra tion ,,jth K~ whi h usual!] i tim 

consuming. 

The use of E-go ernment in the health sector- or e-health- has gr atly impr ed the qualit of 

services e p cially in the rural areas. The 1ini try of H alth and an GO. Afri fya, are working 

to provide services to all Kenyans through an impro ed el ctronic a ce ·s to health information 

(Alare, 2005). 

In 2006. the Kenya Poli e launched a website (http://"VW\ .kenyapolice.go.k ). This web ite 

enhanc s partnership with the public in the fight against crime by nabling citizens to readily 

access information on security issues. Other services like downloading of P3 fonns and ab tract 

forms for lo s of property are also a ailable online. 

2.5 Pha es of E-go ernment Model 

E-go ernrnent is e olutionary in nature. involving multiple tages or pha e of de elopm nt. 

Various research entitie have described four to six stag s of £-government implementation. For 

instance, th World Bank describes three phases namely publi h interact and transact. Silcock 

(2001) d scribes six dynamic characteristics which are infonnation publishing/dissemination. 

two-way transaction, multi-purpose portals portal personalization clustering of common 

services, full integration and enterprise transformation. However, the phases of E-govemm nt 

model has been summarized by UN (2002) which categorizes five phases as em rging enhanced. 

interactive, transactional and seamle s (fully integrated). 

2.5.1 Phase 1- Emerging 

In this phase, govemm nts create web ites where a lot of information is published online 

beginning with policies rules and regulations. These sites seek to disseminate information ab ut 

government enabling citizens to readily access government information without having to isit 

government office . The content is predominantly static and not necessarily in response to citizen 

expectation . 

2.5.2 Phase 2- Enhanced 

In this phase, the content of websites is dynamic as it is regularly updated. It is crucial that 

information like contacts be current. 
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-· -.3 Pha e 3- Interactive 

lo t w b ite at thi stag offer two wa communic ti n throu!!.h ba ic en ic,. like e-mail 
; -

contact informati n and dO\ml actable f dba k [I rm all wing u cr t interact wtth the 

government. Links tooth r relat d web itcs canal be found. 

-·-A Ph a e 4- Tran actional 

In thi pha e. u e can pay for s n i e and other tran~a t10n onlin . The web ite are ecured 

and ace ibl at all times. 

2.5.5 Pha e -- eamles 

Thi phas is characterized by a full integration of - ervices aero s administrative b undaries 

\ ith links that can be assess d through a ingle central portal. The web page are al o 

custornizable. 

2.6 Challenaes facino the use of E-aovernment 

Vlany nations offering online services face hallenge i 1 a vari ty of areas that hinder the ability 

to reach full potential in terms of ace sibility and etfectivene s. 

1.6.1 Hioh le el of Po erty 

On of the hallenges that face use of E-govemment globally is high levels of poverty. In many 

nation esp cially in fri a. majority of citizens are li ing below the poverty line and can hardly 

atford the basic needs. Technology is, therefore, p rc i ed to be for the elite cla s. Be ides 

illiteracy level are low and majority of citizen· can not use compurers to access online crvice . 

In addition. the co t of ace ssing online services is high cau ing only few citizen to afford the 

services. ot only are the costs for internet provision high but al o co ts associated with ICT 

equipment and inadequate infrastructure support. 

Succe ful implementation of E-go ernment requires a high level of inve tment. Millions of 

dollars ha e been invc ted to develop systems that will enable E-go ernment service reach the 

citizens. ln 200 , Kenya et asid L1SS 50 million for a five year E-government project that 

would eek to connect all government office and render online servit:es to its citiz ns. (Okuttah, 

2006) 
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-.6.2 Inad quate power uppl 

E-go,·emment technolog_ relic on a stable up ly and di tribution of lcctrical p wer. In Ken_ a, 

power upply i limited to mostly the urb n ar a . Erratic nJ un · table nature of power suppl 

affects many electri al applian inclu ing computer ystem . Thi po es a a great challenge 

fa ine user of £-government. Rural communi tie face ignificant acce hall nges a th re ar 

f :-.· internet a e point thu limit d rural electriticati n impede communication. 

2.6.3 U er attitude 

Failure to imegrat ICT application with organizational culture may cau e ICT to b come a 

di traction rather than a mean of furthering developm nt goal (Kirkman I 99). ln India, part of 

the Income Tax Depanment's tax y tern \ as omputerized. The project ran into difficulties due 

to political antagoni ms among regional tax commissioners, the central tax board managem nt 

and union . A a re ult, the information system was pposed by staff and finally ·ollap d 

(ln tirute on Governance. 1996). 

Gov rnments sh uld not only put a large focus on getting th technology right but al o a lot of 

resources should eo to ensuring that ervices rend red are u ful to the intended u er . G2C 

initiative hould in ol e all stakeholders from the civil society to the private ctor in order to be 

succes ful. 

At times. techn logy can be seen as a threat to ci il servant's jobs. Re istance to hange may 

impede E-go ernment especially if the ci il ervants refuse to ace pt computer ystems. The 

effectiveness and ucces of E-govemm nt will depend not only on the technology itself but also 

on th ways in which users are introduced to online s rvices. 

2.6.4 ecurity 

Security and authentication are me of the major challenges being faced by UK especially when 

citizens ha e to reveal confidential information like income or tax details (Timmers 2004). 

Expectations of pri acy ary and can be violated by introduction of security measures. 

Commonly. ecurity is implemented by identifying users and tracking their actions. The flow of 

information, e pecially between the government and its citizens i a confidential process and 

authentication mea ure may be c nsidered inva ive. Security mea ure should be selected and 

implemented with recognition of the rights and legitimate intere ts of others. Thi may involve 

balancing the security needs of citizens interacting with the government. 
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An ICT y tern. if not thought through fully. maJ lead to infonnation b ing incompletdy 

archived and pr served, or cau e br ach f s cunty and priva . But mo t of all 

imp! em ntation of E-go ernment with ut regard for uitable acce s to all its citizen will create a 

digital divide. 

2.6.5 Lack of ICT kill 

In Kenya, ICT skill in go emment offices are inadequate indicating a seriou capacity problem 

for ffi ctive roll-out of E-govemment ( Gakunu. 2004 ). 

Training government officials is essential to minimize risks of causing errors during int raction 

with the E-govemm nt technology and also to facilitate the use of E-go ernment by the citizens. 

Trained IT personnel b1idge the gap between E-govemm nt technology and th typical end-user 

who is the citizen. 

2.6.6 Poorly designed web ites 

According to a study done by West (_004) many go ernrnental based website are poorly 

designed and are not u er- friendly. These websites have links that do not work and some link 

take a lot of time to load or lead users to incorrect ites. It is important for those de igning these 

web ites to ensure that they are user-friendly and that all links are properly functional leading 

user to their desired locations. Other websites are not regularly updated. The government should 

ensure that th information presented i accurate and complete. 

2.7 Benefit of E-Governrnent 

Knight (1996) asserts that countries that fail to embrac the E-government revolution are bound 

to become marginalized. The adoption of E-government has brought about benefits such as 

lowering the cost of toring processing and transmitting information by governments to citizen . 

The incorporation of IT in the government is evident from the number of device found in tbe 

government offices ranging from computers, laptop , servers m bile phones, satellite 

communication, electronic organizers and internet connectivity. The governmt:nt's pursuit of 

new technology has brought about a proliti impact and has tran formed people's ability to 

acquire store use and disseminate information. Information may be numeric, textual, pictorial or 

sound form and can be applied in a v ide range (Cole 2000). In additi n, E-government can 

further development goals in many ways such as enabling long-distance education, tete­

medicine environmental management. strengthening participatory approaches and creation of 

new livelihood . 
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E-govemment technolog can enable sen·ice delivery to remote are s. For instance. the renewal 

o licenses and registration of a ne\\ business. The technolo~ · can also allo\ access to 

infonnation by citizens especiall.. women. youth and social!_ disadvantaged groups ( files. 

1994). 

In theory. everything that is done by E-go ernmem can be done by other means. In practice the 

ability of £-government to increase the speed and reduce the cost of dissemination of information 

means that ICT can help do thin0 s that would not otherwise be contemplat d. To sum up E­

govemment has three basic change potentials\ ithin the context of govemance. 

2.7.1 Support 

£-government can assist with tasks and processes that involve complex decision making. 

communication and decision implementation. For example in Ireland. the Department of Social 

Welfare created more than a dozen computerized applications in order to suppon the 

decentralization of responsibilities from Dublin to outlying offices (Heek 1999). 

2.7.2 uppJant 

ICTs can automate tedious tasks done by humans bich in ol e accepting, storing, processing 

outputting or transmitting information. For instance, special sofu: are packages can sort incoming 

e-mail messages by sender, subject matter or recipient. Mailboxes can automatically respond to 

simple e-mail requests. Survey systems can send forms to citizens or other recipients, process 

their responses and format the results without the need for human o ersight or intervention (Heek 

1999). 

2.7.3 Innovate 

ICTs can support new tasks and processes. For example, computer-based civic networks enable 

people of diverse backgrounds to communicate on subjects of mutual interest. This diversity 

both social and geographic allows for individuals and groups to communicate amongst 

themselves in \: ays lhat are largely impossible without electronic communications. As a result of 

these changes, policymakers can expect efficiency at a lower cost. In Sweden the Web and other 

lntemet-enabled applications are used to increase the democratization of local govenm1ent in 

Goteborg. At a ery low cost the government is able to create a significantly more participatory 

democracy. In the S. the La\: renee Livermore ational Laboratory uses a Web-based system to 
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mere e the peed pro urcment pr Cc ' (In titute on G vcmancc. 1996). In pam and Portuea1, 

mart ard' are i ued to pe pie t claim unemployment ben tit at kto k and t che k on JOb 

va ancie and rr:uning op rtunitie . ln the . collu i n d tectton oft\ are wa developed and 

applied to r ot out impropriet in bid and ntract award for upply f ch I milk (He k, 

199 ). 

2. lobal ucce torie of E-government 

ucce sful implementation of E-go emment te hnolog .. ha · brought about rapid tran formation 

of a know\ dge-emergent ociety in countrie that have adopt d it. Canada ha embraced and 

implemented E-govemment by adopting a citizen· perspecti e into its ervice deliYery pr gram 

through informing and educating it citizen on it rvice offi ring . The federal goYemment ha 

et a ide funds to en ure web ervices are available to all it citizen with ea e and at an 

affordable rate (Robin on, 200-). 

The Chile go emment portal website ha a procurement y tern that allo<.: . ·torage, di tribution 

and analysi of information as well as gen ration of bidding. E-govemm nt rvices en ure that 

there is transparency. efti iency and faim in procurem~.::nt. It i e timated that, Chile 

go emment sa e a total of _OOm a year through the use of the pr curement sy tern (Magana. 

2004). 

The electronic custom clearance y tern aids the Philippine go emment to proce clearance of 

imports. payment o dut and delivery of release orders for hipment. Before the yst m was 

de eloped. the cu toms bureau rated as one of the mo t bureaucratic and c rrupt ectors with the 

pro e s in ol ing nearly ten eparate documents in multiple copies, over ninety teps and more 

than forty ignature . Cargo i released within four h urs to two day instead of the earlier eight 

day and payment rccon iliation can be done the arne day down from four months (Magana, 

20 4). 

In Ireland. the go emment ha developed an online y tern " here one can renew their motor tax 

and dri ing license . Thi ha made the li es of the citizens ea ier and more convenient 

(McGo em. 20 5). 

The en ironment for ICT a cess has improved relatively rapidly in mo t urban areas in Africa. 

This rapid spread of communication technology pre ent a ariety of ervice that can be accessed 

at the lick of a button. For instance, ICT applications have enabled ountrie lik South Africa 
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mak gigantic improvements m b th pr ducti\ ity nd en 1 c · uch a finance, trade. 

di tribution. marketing, edu atton and health (Kagwe. 20 6). The uth frican g \'ernment ha 

pta d a trong empha i ~ on ICT ector developm nl thr ugh the Implementation of a 1 ational 

ICT rrategy. Thi plan pr adi\ely addre e ICT penetration in the go ernment oftice and to 

all it itizen ·. particularly for di ad antaged people of the ociet,. The goY rnment has 

implemented a framework for p lici ·.infra tru ture. partner hip· and task force that will help 

outh fri an citizens pia a role in the global econom and a t a a key enabler to a hi e 

de\·elopm nt goal . 

In K nya. the computerization of all government department spearheaded by th linistry of 

Information and Communication has brought a lot of improvement in the \ ay the service are 

being rela_ ed to the itizens. For in tance. the automation of the Company' Regi try in the 

Attorne General' Office has re ult d in the r gistration of document of incorporation for 

bu in s cut from an average oft\ o weeks to ju t three days. 1 1oreover, ita[ record can now 

be kept in a more secur manner and made available to entities like bank that might want to 

establish the credit worthin s of a bu ine s. Finally, the automation of ministri and other 

government departments atm at transforming Kenya into a technological centre (. arion team, 

2006). 

2.9 Chapter ummary 

Successful implementation of E-go ernment techno) gy increases effi iency in government and 

reduce~ pilferage and mi appropri:J.tion of fund . De pite the e benefits, there arc still a variety of 

is ues that hinder the u of government to citizen (G2C) such as lack of ICT skill'. po rly 

de igned website , inadequate p wer upply. us r attitude . ecurity and authentication c ncerns. 
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C .. PTERT 

RE E RCH lETHODOLO 
.1 introduction 

Tht ch ptc::r de ribe the methodol g that wa· u ed in the ' tud,. The main ecu n. 111 th1 

h pter inclu e re ear h de ign, p pul:Hi n o tudy. ampling t hnique ·. data collecti n 

m thod . data nal~ i an pres mation. 

3.2 Re earch De i 

The tud. im·oJ" d a sur\' of tu em and taffofthe School ofBu ines. 'niver It f . . 
• · airobi. ording to Kotler and nn trong (_00 I) thi d sign i be t uited or gathering 

de cripti\'e information. The tu y coli ct d data and information on key fact r that hinder the 

u of E-govemm nt. 

3. Taroet Population 

The p pulation of the tud. con i t d f ·rud nt and ta f f the hoot f Busin s. 

of. ·airobi. The 'ni er ity is th large t in titution f higher learning in K nya. lt w 

111 ersity 

·elected 

becau e f easy acce ibility and th fact that the uni ersity community constitut citizens who 

e k go\ emment en icc regularly. The tud focu ed on the m dule II student enrolled in 

Bachelor f Commerce and 1 taster of Bu ine s dmini trati n in the main ampu f the 

univ r it . lt al o fi cu ed on b th academic and upp rt/admini trative taff \ h offer th ir 

ervi e to m dule II tudem . 

3.-t amplin Technique 

A ample of 200 resp ndents wa lected from th target p pulation through th u e of 

tratifi~::d. judgmental and imple random ampling technique . Stratification as u ed to classi y 

the stud p pulation into di~Terent categoric . The S h ol of Bu inc wa broadly tratitied int 

staff and students. Further stratitication resulted into four categori name academi staff, 

supportladministrati\e taft: graduate and und rgraduate tudents. Judgmental technique wa 

used to lect module ll tudcnts from the chool of Bu ine s because thi wa · a group f part 

time tudent mo t f \ hom were working in various finn \ ithin airobi and its environ and it 

\ as a group of tudents who have been xposed to L T. 

Simple rand m ampling" as further used to administer the questionnaires it gav respondent 

an equal probability of being chosen to fill in the questionnaire. Thi eliminat d bi(l ·n 
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A' ording t Ga~ ( 199_). a re car her le~:t a ample due t vari u limitation that rna. n t 

allow r earching th whole p pul tion. H rec mmend that a reprc ntati\ c ample f the 

whol popul ti n be tudied. Table 3.1 shO\\S th ~ample iz so the targ t p pulati n. 

Table 3.1- T aroet Population 

Broad umber ize 

taff 

50 

60 

' T otal 

3.5 Data Collection :\>lethod 

The study u d both primar and condary data. Primary data \ as collected through the use of 

el f-admini ter~d que ti nnair (appendix II). The questionnaire consi ·ted of three ections. 

Part A sought demographic characteri tics of the respondents while part B and C audre sed 

po sible factor that hinder E-govemment use. The que tionnaire contained both pl:n-ended and 

clo ed-enued que tions. The open-ended questions allowed free responses fr m the re p ndents, 

without providing or suggesting any stru ture for the response. The closed ended que ·tions 

enabled rcsp n es of the respondents to be limited to tat d alternatives. 

3.6 Data naly i 

All filled questionnaire were ch eked for completene and accuracy and cod d. The data wa 

analyzed through the use of descriptive statistic . Fact r analy i was us d to identify and i alate 

fa tors that hinder the use of G2C. In addition. cro tabulation was u ed to ompar aero s 

different dimensions of factor being tudied. The tatistical Package for Social Science (SPSS) 

was used to per£ rm the analysi . 



-t.l Introduction 

This hapter ov rs data anal i u ing factor anal i and cro tabulation. Data \ a collected 

from u stionnaires v hich bad been di patched. Out f the 200 que ttonnaire 152 6°'o) 

r pon es" ere re ei ed coded and analyzed. Thi hapter pr nt there ult of the analy i of 

dam. 

-t2 Demooraphic characteri tics 

Out of the I-_ respondent . 35.-3% were staff while 64.5% were students. 69.7% of total 

re pond nt were male v hile 30.3% were femaJ . OnJy 1.3% of total respondent w re below 20 

_ears. 39.5% re pond nts were in the age bracket ofb tween 21- 0 year. The tatistics of those 

who responded are ummmized in Table 4.1. 

Table .t.l- Demooraphic characteristic 

Frequency Perccntaoe of total re pondents (%) 

l Category 

1 Academic Staff 19 12.5 
I 

I Support/ dmini trati e staff 35 23 .03 

l 
nderoraduate 55 36.2 

I Postoraduate 43 28.3 

I Gender 

i\lale 106 69.7 

Female 46 30.3 

Age Bracket 

Belo' 20 years 2 1.3 

21-30 year 60 39.5 

31-40 ears 34 22.3 

41--0 years 23 15.1 

51-60 years 19 12.5 

bove 60 ears 54 9.3 
I 

Source: Research data 



4. . ten t of ' aoe of E- overnment 

e of Internet 

Findint::s h wed that -·-% of the re p ndents indicated tht! do row the lnt met in \ ariou 

pla e like at home in the computer lab ratorie at the uni e ity, in their off1cc , in the 

yber afes. 61% of the re pan ents \ ho browse the Internet do in the univcr it. c mputer 

lab . 2 % indi at d that the bra\ se in their office at work. 6% in the bt:rcafe , _ 0 o at home 

and 3% in orb r place like u ing a computer of a friend or relati e. The r ult are in icated in 

the Table 4.2 below. 

Table 4.2- Internet cce s Preference 

Place frequency Percent 

Own computer at home 13 2 

ln the omputer laboratori 76 61 

In the office r 28 

In a cybercaf' 7 6 

Others (friends relative ) 4 3 

Total 125 100 

Source: Research data 

Browsino a Ken yan Go e rnmcnt ba ed organization web ite 

49 out of 125 (39.2%) respondents who brow e the lnt met indicated that they had brow cd a 

Kenyan government ba ed organization web ite. 76 (60. %) indicated that. they ha e ne er 

browsed a Kenyan go ernment ba ed organization website. 

Services beino ought in Ken an go ernmcnt based oroanization web ite 

Findings hawed that mo t ought service\ as email with 61.22% while paying fo r ervice was 

the least sought service with 2.04%. The results are clearly hown in the Table 4.3 below. 
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Table -4.3- enicc ouoht "bile brO\"sino 

Sen·ice rcqucncy Percent 

Seeking general infonnation 6 J t2.24 

Dmvnloading or filling a form 12 24.49 

: Paying of ervices 1 2.04 

E-mail ervi es 30 61.22 

Total 49 100 

ource: Re earch data 

Media used bv o ernment to cau e awarene s 

The tudy sought to establi h how the respondents learnt about the Kenya gov rnment based 

websites. Mo t respond nts (6_.27%) who browse the internet indicated that they I amt about the 

websites through n w papers. while only 6. L% of the respondent learnt through word of 

mouth. 

Table 4.4- lode of ad ertisement 

:\lode of learning Frequency Percent 
Newspaper 31 62.27 
Word of mouth 3 6.12 
TV' Radio 9 18.37 
Others 6 12.24 
Total 49 100 
Source: Research data 

Website features souoht by Internet u er 

Respondents were asked to indicate what factors were important to them while browsing the e 

go emment based web ites. Among the response given included the peed of connectivity 

ability to browse two or more website at the same time, affordable cost of brow ing, conducive 

en · ronment and up to date website information. 

rea that need impro ement 

Respondents were asked to indicate areas that these government bas d websites could impro e 

on. Among the re ponses gi en included need to reduce the cost of bro\ sing increase the 

numb r of cyber cafes to reduce congestion improve the design of the Kenya based websites, 

improve on security and privacy improve on user awareness campaign and initiate online help 

facilities. 
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Occupation ver u co t factor 

In order to in estigate hether there is an correlation between the occupation and the cost factor 

hindering the use of Go emment to Citizen (G2C) chi square test of association was performed. 

Chi square is a statistic used to test the hypothesis of association bet\ een ~ o ariables in this 

case occupation and co~t factor. The summary of the analysis is as shown in Table 4.5 and 

Table 4.6. 

Table 4.5- Occupation ver u co t factor 

Academic Admioi trative/Support U odergraduates Pot Total 

taff Staff graduat 

!-Strongly 2 2 5 3 12 

disagree 

2-Somewbat 10 3 7 7 27 
disagree 

3-Neitber 4 5 8 3 20 

agree/disagree 

4-Somewhat I 15 10 10 36 

agree 

5-Strongly 2 10 25 20 57 

agree 

Total 19 35 5- 43 152 

Source: Research data 

Table 4.6- Chi square te t of occupation versus cost factor 

Value df 

Pearson Chi square 42.48 12 

No. of Valid cases 152 

The Pearson s chi square value of 42.48 with 12 degrees of freedom has a critical value of 21.0 at 

a chosen probability of error threshold of p<0.05. The chi square value is greater than the critical 

value so the data presents statistically significant relationshjp between the occupation and the 

cost of Internet access. 
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Tabl -'· - ocial c1 and unavailability of lot ro t ace f tor 

Lower Iiddle Upp r Total 

1-Stronol 3 2 22 27 

d. aoree 

2-Some bat 2 3 14 19 

di aoree 

3-Neither I 2 5 8 

agree/di aoree 

4-Somewhat 9 29 8 46 

agree 

--Strong!_ agree 10 35 7 52 

Total 25 71 56 152 

Source: Research data 

Table 4.8- Chi square te t of ocial class and unavailability of Internet Acces points factor 

Value df 

Pearson Chi square 57.932 8 

No. of Valid cases !52 
. .. -The Pearson s cht square value of 57.932 v tth 8 degrees of freedom has a cnttcal value of 15.) at 

a chosen probability of error threshold of p<0.05. The chi square value is greater than the critical 

value so the data presents statistically significant relationship between the social class and the 

cost of Internet access points. 

Table 4.9 -Gender and luck of awareness of existence of web ite 

Male Female Total 

1-Strongly di agree 40 2 42 

2-Somewhat di agree 30 8 38 

3-Neitber 20 II 31 

agree/di agree 

4- Somewhat agree 8 15 23 

5- Strongly agree 8 10 18 

Total 106 46 152 

Source: Research data 
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Table 4.10- Chi quare t t of gender and lack of awarene factor 

Value 1 df 
Pearson Chi square - 33.1654 14 
No. of Valid cases 151 I 
The Pearson·s chi square value of33.16-4 with 4 degrees of freedom has a critical value of9.49 
at a chosen probability of error threshold of p<0.05. The chi square value is greater than the 
critical alue so the data presents statisticall significant relationship between the gender and 
lack of awareness of the e. istence of the websites factor. 

4.4 Factors hindering u e of E-government - Factor Analy i 

Data collected \ as subjected to factor anal. sis. Factor analysis is a technique used to identify 
major factors considered to be important by consumers of a service or product. It seeks to reduce 
a large set of measured variables to relatively few categories (Boyd, 2002). Factor analysis was 
used to group twenty one factors hindering E-government to four factors. The four factors were 

extracted using varima.x rotation. 

Total Variance Explained 

Table 4.\1 shows the variance of the 21 variables, the percentage of variance attributable to each 
factor and the cumulative variance of all factors. Principal component analysis was used and it 
extracted 4 orthogonal (independent) principle factors. These are the factors with eigenvalues 

(measure of variance) greater than I. 

The first factor accounts for 50.212% of the variance, the second factor explains 11.185% of the 
total variation, and the third factor explains 7.728% of the total variation while the fourth factor 
explains 6.567% of the variance. The accumulated percentage variance is 75.693% of the 
dimensions of factors hindering E-govemment that have been studied. 
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Table -tll -Total variance explained 

lniti I Eigen,alues E~tracrion Sum of Rotation Sum of Squar d Load in 1 

qu:~red Loading -
Com Total % of Cumulative Toea I % of Cumu Toea I 'Ytng Cumulntl\c% 
pone \ariance % wrian laci\C! of 
Dl ce % \':Irian 

~ ce 
1 8.536 50.2 50.21:! 8.536 "0.212 50.:!12 5. 141 30.:!39 30239 -
2 1.901 12 61.397 1.901 11.1 5 61 397 3.941 - 31 0 "3.419 
3 1.314 II. I 5 69.125 1.314 .72 69 125 1.932 11 .364 6-1.7 3 
4 1.116 7. 28 T.693 1.116 6.567 75.693 I. 55 10.9 10 75.693 
5 0.7. 6.567 79.977 

6 0.6-L 4.2 4 3.754 

7 0.615 3. 8 .371 

0.514 3.6 1 90.397 

9 OA3 3.0-5 92.9 • 

10 0.315 2.579 94. 28 

II 0_29 1.853 96.172 

12 0 .• 12 1.344 97.419 

13 0.154 1.247 98.323 

14 0. 11 .903 99.010 

15 .349E-02 .68 99.207 

16 .354E-0.2 . 19 99.401 

I .386E-0.2 .194 99."62 

18 .376E-0.2 .161 99.720 

19 . IS 99.854 

20 .134 100.000 

21 . l·l2 
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Rotated component matrix explained 

The initial comp nent matrix was r tated u ing anmax (Variance aximization) with Kai er 

. ·ormalization and ga e the component tran fom1ati n matrix on Table 4.12. This matrix hows 

the loadings of the _l ariable on the four factors extra ted. The higher the ab olute value of the 

loading the more that fa tor contribute to the ariablc. The e re ults aid in id nlification of 

variabl that fall und r each of the extracted facto . The gaps on the tab! r pre ent loading 

that are les than 0.5. Thi omission en ure ea ier readability. 

Table -t12 -Rotated component matrix. 

factor 1 2 3 4 

.. Lack of ·kills and knowledge to acce · · 

the web ·ite·. 0. 26 

.. Slow peed of connection. 0. 8 

.. Lack of face to face interaction when 

u· ing E-govemment. 0.673 

.. Limited number and type of a ailable 

ervice · in the website. 0.6 0.5 6 

.. Reluctance to change by users to u ·e 

online ervice . 0.647 

.. Unavailabi lity of internet acce · poinlS . 0.6 5 

.. Poor de ·ign of websites. 0.621 

.. Lack of up-to-date information . 0.6-0 

.. Unreliable internet connection . 0.5-2 

.. Ensuring de ired levels of 0. "1- 0.875 

ecurity. 

.. Lack of online help facilitie · . 0. 29 

.. Lack of awarenes · of exi tence 0.729 

web ites. 0.5 4 

.. Lack of ways to authenticate document · 

and information (need for ignatures). 

.. Frequent power interruptions . 0.661 0.833 

.. Co t of acquiring online ervices . 0.50 0.630 0.616 

.. Lack of immediate feedback . 0.463 0.732 0.899 

.. Ensuring de ·ired level of 0.381 

privacy. 

.. Lack of electronic payment 0.458 

sy tern. 
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I 

- Sues bemg do\\n mo 1 of thl! O.J O~ 

ume·. 

- Culture of pa er bas J 0.3 I 

d cumems. 0.2_9 

- I!\ el of computer literac~ . 

Extra non method: Pnnc1pal Component :\nalys1s. 

Rotation method: \ -anmax \\Uh Kat · ~:r. 'onnahzauon. 

Rotauon con\erged in 20 iteration ·. 

I olation of factor 

l alation of fac ors involve isolating ea h factor ba ed on the fa tors loading. The e are the 

correlation berv,·een the factors and the factors encount red. 

Factor 1 

Variable I: Lack of kills and kno\vl dge to acce s w bsites 

\'ariabl _: I w pe d or connection. 

'ariable , : lack of face to face interaction when using E-go ernment. 

·ariabl ~: Limit d numb rand types of a ailable ervices in the web ite 

ariable -: Reluctance to change by u er to u e nline ervices. 

Variabl 6: lJnpvailabiltty of internet acces point 

ariable 7: Poor de ign of\ eb ite . 

Variable : lack of up-t -date information. 

Variable I : La k of electronic payment stem 

Variable 19: Sit being down mo t of the time 

ariable 20: Culture f paper ba ed document 

Variable _I : le I of computer literacy 

Factor 2 

ariable 9: nreliablc int met connection. 

ariable 10: Ensuring de ired I vels of ecurity. 

ariable II: Lack of nline help facilities. 

'ariable 11: Lack of awareness of existence of web itcs 

'ariable 13: La k of ways to authenticate documents 

ariable 15 : Cost of acquiring online ervices 

ariable I : En uring de ired level of privacy. 
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\"an ble 14: Fre ucnt power interrupti n ·. 

Factor 4 

\"ariabl 16: Lack of immediate feedback 

Factor one addre 1 · u relating t inadequate online erv1ce · and u er attitude . The econd 

factor addre es matters relating to acces ibilit. and ecurit •. The variabl under factor three may 

be addr sed through inadequate p wer upply v. hlle the \ariable under factor four point to Ia k 

of immediate feedback 
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C PT RS 

o .. ·cL · 10. T 

- .1 Introduction 

Thi- hapt r pre·enr the ummal). di cu 10n and c ndu ion for there arch tinding in line 

wi h the objecti\ e of the tudy. In addition. ugge uon, f r Furth r re earch an th limitation f 

th rud. are al o given. 

5.2 ummary, Di cu ion and on lu ion 

The objective of the rudy wa to establi h the factor that are hindering the u of E-govcmment 

by citizen . Fa tor analysi reduced the twenty one vanables to four key a tor hich are 

di cus ed below. 

Inadequate online ervice is a k y factor that hind rs the use of E-government. Respond nts 

indicated that servi e uch as up to date information. electronic payment ystem, d pendable 

web ite and adequate Internet acces · points w re lacking and thi was a great hindranc to the 

use of E-government by citizen . ln addition. traditional user attitudes such as reluctance to 

·hange and culture of paper based d cuments have to a great extent contributed to the low u age 

of E-go,·emment. Thi factor contributed to the highe t ariation of 50.21% and wa the most 

tmportant key .factor contributing to the low usage of E-go emment. Therefore, as the Kenyan 

government extends it E-g vemment initiativ s to it citizens. it i critical that it focu e its 

resource towards increa ing and improving its online ervice and educating u er . One of the 

way to implement this would be the creation of transa ti nal websites. 

The second key factor points toward a cessibility and ecurity which contributed to 11.19% 

,·ariation. nreliable lnternet connection and the co t of acquiring online service contributed 

largely to ina cessibility. Lack of online help facilitie . awar ne s of exi tence of website 

methods of authentication and privacy are aspects that pointed towards security. These findings 

indicate that u ers ha e security concern and are wary f submitting p rsonal details over the 

Internet. Most citizens consider the Internet as not secure for public services. The fact that in 

c; ber pace the identity is entirely electronic brings the danger of identity theft. People need to 

know whom they are communicating with esp ially in cas s where personal information is 

needed . 
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A~ th governm nt r II out a national ICT ect r p lie} and E-govemment trn eg . it hould 

initiate fforts to make ervi e e tci nt. a orda le and secure to enhanc ervi e provi i n to 

all. The government hould develop an identit management system. Identity is a key i ue, a· 

proof of citizen identity i a r qui it for an. E-gov mment ervi e. A tandard authenti ation 

: tern that is acceptable to citizen hould be et up in order t en ourage u e f E-gO\ rnment 

servt e . 

If E-go ernment i to benefit all K n an then there is n d to lay th fran1ework for acce s to 

th e services to all parts of the country. Frequent power intenuption hinder u ers from 

a cessing the e services. Areas. especially rural regions where there is no ele tricity. are bound 

to have difficulties in acce ing the e services. The government hould facilitate power line to 

rural areas. 

Lack of immediate feedback is also a factor hjndering E-government usage. Time is an important 

concern especially dealing with the go emment. For a long time, citizens ha e ha the perception 

that the government has been slow in its ervi e delivery. With the introduction of online 

facilities citizens would expect d livery of services to be much faster. Lack of immediate 

feedback is a crucial facror that could easily hinder the user from using £-government. 

Findings from the demographic data ollected and analyzed suggested that the incrca of 

internet access "points could largely improve accessibility of £-government. It was found out that 

82.2% of the respondents sought lnt met from the cyber cafes. 

Further, only a low percentage 39.2%) of the respondents was aware of the e istence of 

government based websites. This hows that the government must embark on an awarenes 

campaign to educate and let the citizens know about the online services it offers. This will greatly 

increase the usage of £-government. Efficient use of £-government will ensure use of less paper 

thus a short time is taken to art out i sues leading to cutting down costs on service delivery. 
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Limitation of the tudy 

There ar a number of limit tion that may have af~ t d th rc ults of thi tud includ1ng the 

folio \ ing. 

The ·dli p and pick later· m thod of i uing que tionnaire wa chall nging as 1l proved difficult 

to rea h the re pendent in good time. Time a als a limiting fact r a it wa n t p ible to 

collect data from all respondents and carry out m r ad anced data analy i - techniques. This 

reduced there ponse rate to 76%. 

The tud_ fo used on the niversity of 1 airobi and therefore it did not co er other regi ns of the 

country. The perc ption of £-government auld be different in other parts of the country 

especially in the rural area . 

SA Suggestions for further research 

This study has highlighted factor hin ering the use of E-gov mment (G2C . ·However, more in­

depth studies could be carri d out in the area of use of E-government and u er composition of E­

government. 

Other studies could focus in the area of nature of information required by u ers in the 

government based web ites. realistic expectations about the use of E-go emment. the perceived 

importance ofthe use ofE-govemm nt and risks ofusing E-govemment. 

5.5 Recommendation for policy and practice 

From the findings and conclusions of the study, various factors were identified that hinder use of 

E-governm nt. In order to reap the benefits of E-govemm nt ass en in the literature review, the 

Kenyan go emment should identify and minimize these factor so as to realiz its efforts in 

providing online ervices to citizens. 

The govemm nf s initiati e to provide online information is a commendable one but more should 

be done to ensure that this nline information is acce sed by the intended u er. The government 

should en ure speedy. secure and efficient delivery of online servi e to its citizens. 

Efforts hould be made to construct transactional websites that allow services like online 

payments of services. This will allow those., ho can access the s rviccs to avoid long queues and 
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enable one to do business online. In addition. a training program should bt: initiated to educate 

the ci\'il servants and the wider public on the benefits ofE-go,·cmmcnt. 

In conclusion, in \1e\ of the study done an implementation roadmap that addresses user 

concerns 'vould go a long way in reducing the limiting factors and lead to successful realization 

of E-govemment. This will in turn spur de,elopment of the entire econom. of the country by 

leading to creation of new ways of citizens interacting' ith the go\ ernment. 
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ept mb r 1 · t 2006 

D panment ofManagem nt. Science. 

chool of Bu ine , 

Cniv rsity of. airobi, 

P. 0 Box 3019 

, airobi. 

Dear Respondent. 

RE: QCESTJO. ~AIRRE 

[am a rudent pursuing a course in Master ofBu iness Admini tration (MBA) specializing in 

Management Information Systems. fn partial fulfillment ofth cour requirement . Lam 

ondu ring a survey on the factors hindering the u e of E-oo ernment: · ca e of School of 

Busines , univer ity of ! airobi. 

The information gi en will not be used for any other purpose oth r than for this research and 

your answers will be tr ated with all the confid ntiality deserved. I will be happ to hare the 

r ults of my r~search with you upon request. 

Your cooperation i highly valued and appreciated. 

Thank you in advance. 

Yours Faithfully, 

· deri tu Esther. 
06 I 17551 /02 
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IRE 

P. RT -DEMOGRAPHIC D T 

I. Wbat is our name? (Optional) . ................................................... . 

\Vh r do ou li e (E tate) .................................... .. ............. ...... . 

\Vhich of the following best describe our role in th Uni ersit . 

Academic staff [ ] 

Suppo Administrati e taff [ ] 

Undergraduate student [ ] 

Postgraduate student [ ] 

Oth r, please specify 

-+. What i your gender? MaJe [ ] Female [ ] 

Please tick the age bracket in which you fall. 

i) Below 20 years [ ] 

ii) _l- 30 years [ ] 

iii) 31-40 y ars [ ] 

i ) 41-50 y ars [ l 
v) 51-60 ars [ ] 

vi) Above 60 years [ 

PARTB 

6. Do you bro~,: se the fntemet? Ye [ 0 [ 

lf yes please indicat the place where you brow 

My own computer at home [ 

In the university computer labs [ 

Office [ 

In a cyber cafe [ ] 

Others (friend, relative) [ 

8. a) Have you ever browsed a Kenyan government bas d organization website. 

Yes [ ] 0 [ 

b) If yes please indicate what services you were seeking 

Seeking general information ] 
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Downloading or filling a form 

Pa)'ing for en·ice 

Email ei"\ 1c s 

Other please specify 

9. Ho~ did you learn about the.,. ebsite: 

'ew paper 

Word ofmouth 

T /Radio 

Other please peci fy 

] 

[ ] 

[ ] 

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

] 

[ ] 

] 

I 0. What did ·ou like while brow ing the web ite(s)? 

i i) 

iii) 

11. What needs to be improved in the eb ite(s)? 

i) ---------------------------------------------------------------------------------------------------

ii) 

iii) ---------------------------------------------------------------------------------------------------

PARTC 
I~. Rate the extent to hich the following factors hinder the use of online services by 

l) 

government to citiz ns. (E-go emment) 

Use a five-point measurements ale as follows: 

Key: I =Strongly disagree· 2 =somewhat disagree; 3 = either agree nor di agree; 4 = 
Somewhat agree· 5 = Strongly agree 

1 

Slow peed of connection [ ] 

37 

2 

[ ] 

3 

[ ] 

4 

[ ] 

5 

[ ] 



2) Una\ ailability of Internet access point [ ] [ ) [ ) ] [ ] 
3 Cost of a qui ring online servi es [ ] ] [ ] [ [ ) 

4) En uring de ired le els of security [ ] ] [ ] [ ] [ ) 

5) En uring desired levels of pri acy [ ] [ ] [ ] ] [ ) 

6) nreliable lnt met connection [ ] [ ] [ ] ] [ ) 

7 Reluctance to change by users to u e [ ] ) [ ] [ ) 

online services 

) Frequent power interruptions [ ] [ ] [ [ ] [ ] 

9) Lack of awarenes of existence of web ites [ [ ) [ [ ] [ ] 

10) Lack of kill and knowledge to acces the [ ] [ ] ] [ ] 

Web ite 

ll) Lack of face to face interaction when u ing [ ] [ ] [ ] [ ] [ ] 

E-go ernment. 

L) Limited number and types of available [ ] [ ] [ ] [ ] [ ] 

rvice in the v eb ite 

l ) Lack of online help fa ilities [ ] [ [ 

14) Lack of ways to authenticate documents [ ] [ ] [ ] 

and infonnation need for signatures) 

I-) Lack of immediate feedback [ ] [ [ ] [ 

16 Lack of up-to-date information [ [ ] [ [ ] [ ] 

17) Poor de ign of web ites [ ] ] [ [ ] [ ] 

I ) Sites being down mo t of the times [ ] ] [ [ ] [ ] 

19) Level of computer literacy ] [ ] [ ] [ ] 

20) Culture of paper based documents [ ] [ ] ] [ ] [ 

_\) Lack of electronic payment system [ ] [ ] [ ] [ [ ] 

13. Please indicate any other factor that may hinder the use of E-govemment. 

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

14. Please gjve any other comment that you may deem useful for this exercise. 

Thank you very much for your cooperation 
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