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Conclusion

Looking at these three cases of e-government
for regional integration, it is clear that they
share several common features. These include
target-based, time-limited planning, with an
action plan featuring priority areas or thematic
pillars. In the experience of the European Union,
all activities fell within three groups of actions:
setting targets; jointly developing, deploying or
improving cross-border services; and creating
enabling conditions. In the Caribbean, CARICOM
focuses on a combination of long-term and
short-term goals related to economic integration,
functional cooperation and regional security.
Within the Arab region, the GCC e-government
initiative is based on the four pillars of electronic
e-services, knowledge management, information
infrastructure, and regulatory frameworks. Further
areas of cooperation have also been identified at
the operational and implementation levels.

Endnotes

Given the added value of regional collaboration
and integration in the area of e-government,
especially with regards to economies of scale,
facilitating mobility across the region and
accelerating the pace of globalization, it would
be very interesting to launch an Arab initiative
to extend the GCC experience across the region.
Such an initiative could enhance e-government,
focusing on collaborative aspects and on the
integration of services and solutions. It would
benefit from the experiences of other regions,
build on existing Arab e-government initiatives,
and make use of best practices in e-government
development. ESCWA could play an important
role in these initiatives, based on its previous
experience in developing directives for the
harmonization of cyberlegislation in the region,
and its role in establishing the Arab Internet
Governance Forum (AIGF) to consolidate the
Arab position on constantly evolving issues
related to the Internet.

1 This article was prepared by Ms. Nibal Idlebi, Chief of ICT Applications Section, ESCWA, and Ms. Fatema Hill, Intern at ESCWA,

summer 2013.

2 ESCWA (2011). Regional Profile of the Information Society in Western Asia (E/ESCWA/ICTD/2011/Brochure.4).
3 CARICAD (2009). Improved Government...Better Service: 2010-2014 CARICOM e-Government Strategy (Draft). Available from
http://www.caricad.net/UserFiles/File/Draft%20CARICOM%20eGovernment%20Strategy.pdf.

4 European Commission (2010). The European e-Government Action Plan 2011 2015: Harnessing ICT to promote smart, sustainable and

innovative government. Available from http://eurlex.europa.eu/LexUriServ/LexUriServ.do?uri=COM:2010:0743: FIN:EN:PDF.

5 Ibid.

6 Ibid.

7 Ibid.

8 CARICAD, 20009.
9 Ibid. p.12.

10 Ibid., p. 14.

1 Ibid. p.5.

12 Al-Rahbi, Talal (2012). Arab Gulf Cooperation Council e-Government Collaboration, Presented at the sixth International Conference on

Theory and Practice of Electronic Governance (ICEGOV), Albany, New York, 22-25 October
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Toachievethese goals, Caribbean countries are
working to implement eight pillars. These pillars
are: (i) implementing the regional e-government
strategy;  (ii) maintaining a collaborative
approach to the harmonization of legislation
and standards in the region; (iii) implementing
interoperability  standards; (iv) promoting
e-business; (v) promoting e-commerce; (vi)
securing affordable broadband for government
networks; (vii) building the capacity to empower
individuals and businesses through e-government
services; and (viii) monitoring the implementation
of the strategy.

By following this e-government strategy,
CARICOM countries are transforming public
service delivery by facilitating access, improving
the quality of government information and
services, and encouraging involvement in public
institutions and the democratic process."

The GCC experience of subregional integration

The most relevant e-government initiative
from the Arab region is that of the GCC, launched
in 2007 with the establishment of the GCC
e-Government Executive Committee.” The main
objectives of the Committee are: (a) to develop
e-government at the GCC level; (b) to maximize
synergy between the GCC countries; (c) to engage
with various stakeholders within and outside
the region to maximize learning and benefits for
the GCC countries and the region as a whole;
and (d) to ensure that e-government is used as
a tool at GCC and national levels to promote
socioeconomic and cultural development.

Wil éyigpisIl aoginll poigo g 0P o
\é\_’_)_}_LQ.MUQLQ_IJl\}u__lA__DUQQ_J
2™60C e-Government Award & Conference @ Kuwait 2011 }

2011 j1089i15-13
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In addition to biannual meetings, during which
committee members exchanged policy orientation,
the GCC countries launched a number of activities
at the subregional level. These included the
organization of the GCC e-Government Award,
the GCC e-Government Conference and the
launch of the GCC e-Government Strategy.

The GCC countries also adopted a declaration
that was later transformed into the GCC
e-Government Strategy. The Strategy consists
of four pillars: electronic e-services, knowledge
management, information infrastructure, and
regulatory frameworks. There are numerous areas
of cooperation between these pillars, including:
(a) developing common e-services and a unified
GCC portal/gateway; (b) establishing the “.gcc”
domain; (c) promoting e-content development
within ~ GCC  countries; (d)  establishing
harmonized information security, cyberlaw
and risk management modules; (e) defining
interoperability frameworks and standards; and
(f) adopting common measurement standards,
approaches and indicators for e-government. In
2012, this strategy was still at the conceptual level,
and GCC countries were formulating a detailed
action plan for the implementation of this strategy.

After six years of operation, GCC countries
believe that the subregional initiative was
stimulating for all countries and relevant
stakeholders. In effect, the e-Government
Committee meetings allowed the exchange of
diverse experiences on what each country had
done, how knowledge could be gained and how to
benefit from the experiences of each GCC country,
aswellastheexperiencesinother parts of the world.
They further facilitated discussion of the challenges
faced by all member countries and the formulation
of common solutions. The GCC e-government
conferences also played a key role in stimulating
cooperation between various stakeholders in the
region, as well as strengthening ties between the
GCC and the international community. Finally,
GCC representatives expressed their shared belief
that the implementation of the e-Government
Strategy would stimulate greater cooperation and
collaboration among its member countries.



e-signatures and e-identification are being
supported in member countries, building a
strong foundation for regional collaboration.

Furthermore, by following this plan, a more
open model including design, production and
delivery of online services is being created. In
addition, more possibilities are made available
sincethereiscollaborationbetweengovernments,
individuals, entrepreneurs, and civil society at a
regional level. Greater value is being delivered to
people in the region with fewer resources; new
technologies; open specifications; innovative
architectures; and the availability of public sector
information.’

Caribbean Community e-Government Strategy
2010-2014

The Caribbean Community (CARICOM)
e-Government Strategy® is an initiative
of the Caribbean Centre for Development
Administration (CARICAD). At the launch of
this project, several CARICOM countries have

eGovernment
Caribbean

Improved Government ... Better Service
2010 - 2014 CARICOM eGovernment Strategy

1:"].'; “:'
23 ,%n?,

successfully implemented various channels of
government services and information delivery
through  government portals, community
access centres and common counter service
centres. Additionally, many countries have
connected public services through the creation of
government backbones, data centres, intranets,
and implemented e-government management
applications. The CARICOM member states
have realised the significance of having strong
ICT for development and e-government tools
for functional cooperation towards the success
and development of the region. Moreover,
e-government CARICOM was created to support
regional integration, and its main outcomes focus
on economic development.

The development of this strategy was based
on participation from member countries and
regional organizations. It is worth noting that,
through the development process, all countries
focused on such regional components as
economic integration, functional cooperation and
regional security. The vision of the CARICOM
e-government strategy is to make CARICOM
Public Service “a model for good governance".®
This strategy acknowledges five long-term
development goals as main priorities, namely:
(a) growth in gross domestic product (GDP)
and employment; (b) strengthening regional
integration; (c) strengthening democracy;
(d) the creation of a safe society; and (e) the
development of a knowledgeable and cohesive
society. In the short term, the project focuses on
two major goals to enable the transformation of
public services:™

a. Improved public service management, which
can be achieved through the harmonization of
legislation and policy frameworks,
standardized ICT architecture, improved
knowledge management, and others;

b. Citizen-focused public services, which can be
achieved through enhanced access to
government services and the provision of
services according to the needs of the
individual.
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Case Studies

The following case studies have been
outlined in order to help identify similarities in
good practice, which may be used to inform a
potential framework for regional integration
through e-government services in the Arab
region. The experiences of the European Union,
Caribbean community and GCC countries have
been considered in order to provide perspectives
from developed, subregional and region-specific
approaches, respectively.

The European Union: Regional integration through
e-government initiatives

The main responsibility of the European
Commission in the area of e-government
is to improve the conditions for enhancing
e-government services to individuals and
businesses across the region, notwithstanding
their country of origin. The European
e-Government Action Plan 2011-2015 on
Harnessing ICT to promote smart, sustainable
and innovative government was designed to
reach two key objectives. Thefirstis that, by 2015,
there will be several cross-border online services
which will facilitate business, education and
living across the European Union. The second is
that, within the same timeframe, 50 per cent of
individuals and 80 per cent of enterprises would
have used e-Government services.®

This action plan was developed for use
by the governments of European Union
member countries, and aims to fulfill the
Malmé Declaration. The declaration has four
political priorities which all European public
administrations should focus on. The first
priority is to empower individuals and businesses
through e-government services, designed to
satisfy user needs, enhance access to public
information and increase the involvement of
individuals and businesses in the policymaking
process. The second priority is to facilitate
mobility for running businesses and working or
studying across the region. The third priority is to
promote efficiency and effectiveness while using
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e-government services; and the final priority is to
create an appropriate enabling environment by
providing legal and technical preconditions.

It is worth noting that this action plan was
developed following the implementation of
the first European e-Government Action Plan,
and benefited from best practices for projects
observed across all member states. In 2002,
an online community of practitioners was
established to debate and provide solutions in
such areas as e-government and health services,
including 80,000 participants. Progress has
also been made through re-using public sector
information and establishing an electronic public
regional procurement platform, to facilitate the
participation of companies across the region in
government calls for tenders.

The various activities being implemented to
reach the four political priorities fall into three
categories of actions. The first kind of activity
is setting targets, where member states focus
on how to achieve and measure the proposed
targets. This is done by exchanging best
practices and information, conducting studies
and benchmarking. The second category is
for jointly developing, deploying or improving
cross-border services by focusing on research
and development, pilot projects, collaborative
development of services by member states,
and transferring knowledge to the market. The
last action category is about creating enabling
conditions by adopting legal instruments, setting
standards, formulating common frameworks,
implementing generic tools, providing technical
building blocks, and ensuring interoperability.

There are also strong political and economic
aims for the regional e-government initiative
withinthe European Union. The current economic
crisis is better addressed through a regional
e-government approach, since it leads to a more
efficient use of public resources and reduces
public expenditure. Preconditions in internal
European Union markets are being established, in
order to improve e-government services across
the region. Such services as interoperability,



REGIONAL INTEGRATION AND E-GOVERNMENT

Introduction

Many Arab countries have implemented
different types of e-government services, with
some countries achieving greater success
than others? There is excellent potential
for collaboration for the enhancement of
e-government programmes at the regional
and national levels. Globally, there are many
examples of increasing regional integration
through e-government services, from which the

Arab region can learn and share best practices.

This could even lead to the development of a
regional framework for the enhancement of
e-government services, meeting the growing
needs of individuals, increasing efficiency of
delivered services and expanding the economic
impact of e-government at national and regional
levels.

This article aims to highlight some trends and
advantages of e-government and outline aspects
of regional integration through e-government
services, focusing on the experiences of the
European Union, Caribbean community and
the countries of the Gulf Cooperation Council
(GCQO). It will attempt to identify good common
practices across these experiences, in order to
provide a more informed approach to addressing
regional integration through e-government in
the Arab region.

Trends and Advantages of E-Government

Quickly improving technologies prompt
global changes.®> This has made individuals
more familiar with such innovative technologies
as social networks, increasing their expectations
andaccesstoonlineservices.Infact, government
initiatives have become crucial in order to meet
and enhance social, economic and political
benefits by taking advantage of information

and communications technologies (ICTs).

Moreover, innovative systems for delivering
services to individuals in an efficient, timely

and cost-effective manner are being considered
across public sector reform initiatives.

With the spread of social networking in
popularity,ithasbecomeclearthat governments
should explore the features and added values
of social networking and collaborative tools,
integrating them into e-government services.
These systems aim to promote government
services, deliver better and rapid public services,
reduce administrative overheads and burdens,
improve organizational processes and promote
more green regional services. Furthermore,
today, e-government services can be delivered
through various such channels as the Internet,
television, telephone, and mobile devices.

Enhancing e-government systems provides
an opportunity for increasing transparency
in  government  decision-making,  while
transparency is fundamental to building trust
among individuals and improving accountability.
E-government initiatives can also facilitate
information sharing, generating cost-effective,
high-quality and reliable public services.
Moreover, it should be noted that much of the
public sector data gathered by governments in
general are not re-used. Large amounts of such
non-personal data as geographic, demographic,
statistical, and environmental data, can easily
be accessed through the use of ICTs for the
benefit of the public, and in order to facilitate
the creation of new, innovative products and
services.*

A current trend in e-government is that
services are expected to meet user needs by
being flexible and personalized. For example,
the use of online public administration to track
the allocation of allowances and benefits; the
registration process for schools and universities;
the request and receipt of civil certificates;
and the submission of tax declarations. All of
these services can lower public administration
expenditure and increase efficiency.®
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the Arab Secured Transactions Initiative (ASTI),”
which was launched in 2011 to build capacity in
improving law enforcement mechanisms, and
broadening the types of transactions which could be
supported. ASTlis a collaborative effort between the
World Bank, the International Finance Corporation
and the Arab Monetary Fund. The below table
summarizes these technologies.

Conclusion
E-payment systems are an important and

complex part of the infrastructure necessary to
promote the development of a modern economic
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system. At present, serious institutional barriers
exist which have delayed the spread of these
systems, resulting in slower economic growth.
Therefore, to promote e-payment systems, action

should be taken to improve legislative frameworks,
fortify technological infrastructure and pursue
the integration of e-payments within pre-existing
payment and delivery structures. Once these
issues have been addressed, e-payment systems
and the improved efficiency they offer will
enable increased economic development in the
Arab region.

Examples of E-Payment Tools

account(s)

Tool Brief description Example
Payment card issued to users as a

Credit card system of payment Visa, Master card, etc.
Enables cardholder to access

Debit card electronically his/her bank

Visa, Master card, etc.

Automated Clearing Houses
(ACH)

An electronic network dedicated
to financial transactions, capable
of dealing with a large number of
credit/debit transactions

Cashna

Centralized Payment Gateway

An e-commerce that authorizes
payments for e-businesses and
other types of online transactions

Oman Gateway, SADAD, etc.

Endnotes

—_

o o A W N

World Bank.

Available from http://www.slideshare.net/saeedomar/cashna-intro.

Available from https://www.paypal-media.com/about.

This article was prepared by Mr. Matthew Perkins, ICT Applications Section, ICT Divison, ESCWA.
Available from http://www.ohchr.org/EN/NewsEvents/Pages/DisplayNews.aspx?NewsID=13190&LangID=E.

Available from http://www.ita.gov.om/ITAPortal/Businesses/Businesses_Projects.aspx?NID=20.
Cirasino, M. and Nicoli, M. (2010). Payment and Securities Settlement Systems in the Middle East and North Africa.Washington D.C.:

7 Available from https://www.wbginvestmentclimate.org/advisory-services regulatory-simplification/secured-transaction-and-collateral-

registries/ifc-amf-secured-lending-initiatives.cfm.
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limited retail banking options and high mobile
penetration rates. In the Arab region, the use of
mobile phones as point-of-sale payment devices
has been extremely limited. Because of differences
in the operational context, it is more likely that the
mobile e-payment in the Arab region will focus on
smart phone and mobile wallet technology, rather
that the direct use of phone credits as a form of
virtual currency.

Regional Options

There are e-payment options available in the
region which seek to overcome these operational
challenges. Among them is the application Cashna
(http://cashna.com/). This service provides a pre-
paid e-commerce solution which includes support
for depositing credit, validating transactions and
clearing transfers. While this approach is quite
helpful, it has some limitations. By including the full
life cycle of funds transfers and retaining control of
the funds at both the consumer and merchant ends of
the transaction, Cashnais able to functionasan ACH
and a financial institution. Unfortunately, this model
requires that the consumer has funds deposited
with Cashna, and that those funds only be spent at
participating retailers. This form of mediation offers
trust and interoperability at the expense of flexibility
and choice. However, it must be noted that the legal
protections for funds on deposit with Cashna are not
entirely clear. For example, deposit insurance, which
is provided by many countries to cover funds on
deposit in traditional retail banks, does not appear
to apply in this case. By contrast, such services as
PayPal are able to operate within robust ecosystems
which already handle these parts of the e-payment
process.

Cashna has processed approximately one million
transactions over a nine-year period,®> making it
a comparatively small part of total e-transaction
volume. By comparison, PayPal processes over 7.6
million payments in a single day.* It seems unlikely
that Cashna will be able to provide a major challenge
to the other globally dominant e-payment providers.
As solutions are found for the other fundamental
challenges which are holding back the development
of the e-commerce landscape in the region, it is

more likely that global payment processers will enter
the Arab market and either purchase or directly
compete with such services as Cashna.

Success Stories

Several governments in the Arab region have
successfully implemented e-payment for their
services. For example, Oman is developing a
centralized payment gateway to allow consumers
and financial institutions to undertake electronic
transactions for government services. This
e-payment gateway isanintegral part of the ‘'e-Oman
strategy.> The system will support credit and debit
cards to facilitate the transfer of funds. Because
Oman has sought to modernize its legislative and
technological frameworks, this endeavour will be
of great interest to other regional governments,
as it will serve as an effective test case to better
understand the role and uptake of bank cards as a
payment mechanism for online transactions on a
large scale.

’

Similarly, Saudi Arabia has deployed the SADAD
Payment Systems, which is an initiative to enhance
efficiency in the processing of bills and payments.
While very effective at facilitating payments
between billing institutions and individuals, the
SADAD system does not facilitate the direct transfer
of small sums between individuals, as would be
present in other clearing house architectures. By
using this system, businesses and individuals are
able to reduce the number of cash transactions and
leverage operating efficiency to make e-payment
more economical on a national scale. In contrast to
PayPal, however, the system is not presently able to
function as a point-of-sale e-payment system.

In addition, since 2006, a joint project has
been underway between the Arab Monetary Fund
and the World Bank to create an Arab Payment
Initiative.® This project seeks to address such issues
as the availability of retail banking services and the
implementation of global standards to enhance
interoperability and service delivery. In addition, it
provides technical assistance, for example to the
Lebanese State in the development of a domestic
ACH system. This effort has been supplemented by
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E-PAYMENT SYSTEMS IN THE ARAB REGION'

Introduction

In recent decades, the demand for government
and commercial efficiency has kept pace with
the rapid expansion of the Internet. However, the
development of electronic commerce, together with
e-payment systems, has been slow to spread. While
the absence of robust legislation for e-payments
is no doubt an important factor, an analysis of
the existing business environment provides an
important context. For example, instead of using
online ordering with e-payment to purchase goods,
consumers in the Arab region are much more
likely to use a mobile phone to request an item be
delivered and pay in cash when the item is received.
Because these business processes predated
ubiquitous Internet connectivity, consumers are
more comfortable functioning within this existing
system, rather than adopting new technology.

Among other factors, e-payments are not
widely used because they are not perceived as
solving a compelling problem. The comparatively
slow uptake of retail banking services, together
with a preference for doing business face to face
through personal relationships, makes e-payment
systems a less appealing alternative. By contrast,
countries which did not have a pre-existing
preference for a cash-based economy and an ad hoc
delivery system recognized greater value in using
e-transactions to purchase and deliver goods. Thus,
Arab consumers, businesses and governments
have been more comfortable with cash-based
transactions. Unfortunately, reliance on cash is
generally less efficient than electronic systems,
due to such considerations as longer transactions
times, potential for theft, counterfeiting, and more
laborious bookkeeping. This analysis represents a
worldwide phenomenon and definitely applies to
the Arab countries.

Global Options

Of the e-payment options available, very few
could be considered regional services. While

credit card companies can and do operate in the
Arab region, low penetration rates for bank cards
make this tool insufficient for building a robust
electronic transaction ecosystem. In addition, the
lack of credit reporting bureaus, together with a
very different approach to consumer debt laws at
the national level, makes credit cards less viable
than in other regions. Other such e-payment
methodologies as debit cards and direct deductions
from personal accounts also have serious structural
limitations. For example, markets with less reliance
on cash often provide automated clearing houses
(ACH) to process large volumes of small-scale
financial transactions between banks at the retail
level. These ACH systems provide the ability to
efficiently move money without relying on credit
processing and reporting structures. Unfortunately,
ACH systems are largely absent in Arab countries,
and at the regional level. Instead, such less efficient
alternatives as individual consumers using paper
forms to authorize a company to directly bill their
account are sometimes used.

In the absence of robust ACH and consumer
credit clearing systems, such private payment
services companies as PayPal play an intermediary
role. Parties to a transaction could be a financial
institution and vendor, or simply two individuals.
Unfortunately, while they have been embraced in
many regions of the world, such products as PayPal
are not widely used in the Arab region. The fact that
PayPal does not support local accountsin many Arab
countries certainly contributes to this circumstance,
together with such legal complexities as Egyptian
law 84-2002 prohibiting non-governmental
organizations (NGOs) from receiving money from
international sources.? For these reasons, such
commercial services as Western Union are more
commonly used for international money transfers;
but these are not suitable for use by retail customers
in everyday transactions.

Many other nations have seen impressive growth
in e-payment technologies using mobile phones.
This solution typically works best in contexts with
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processes publicly available could help to identify
gaps and overlap within a strand of service. This
would help to improve the coordination of delivery
as well as the identification of niches and unmet
demands by potential service providers. Therefore,
individuals will be serviced by one entity, even if
the service involves several ministries.

“...service delivery based on demand,
consumption and capacity.”

The proper management of resources and
personnel from an ICT and systems perspective
can contribute to a capable and motivated civil
service. At the level of employees, this could take
the form of correct salary and benefits calculations
and the effortless administration of personnel
and employment processes. At this level, this
concept is more related to improving workforce
planning through information management. This
type of planning can include skills identification
and talent management, staff development
and training, ‘succession-planning’ and a
closer relationship between job posts, strategic
objectives and organizational structure. Such
advanced ‘workforce planning’ environments are
available within a cross-government resource
management mechanism, an example of which
is the Enterprise Resource Planning (ERP) system.

“...publish... information on a periodic basis
without any specific request for the
information... in the interests of transparency”

In  ensuring accountability downwards,
states can consider the trend towards ‘open
government’ and ‘open data’. These are
initiatives in which governments proactively
share information, making aspects of
government administration more transparent.
This can include accounts, transactions,
government tender processing, and the salaries
and expenditures of public servants. The idea is
topublish suchinformation on a periodic basisin
the interest of transparency and accountability.
It can include information on both the national
and local levels, relating to performance as
well as public administration. Accountability
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should also be maintained through the use
of feedback mechanisms facilitated by such
participatory technologies as online surveys,
mobile applications, online recommendation,
and review services, among others.

Addressing the development of local capacity
from both ‘duty-bearer’ and ‘rights-holder’
perspectives, inaccessibility due to geographic
distances can be eliminated through the use of
suchremotetechnologies as teleconference and
telecommunication services. Capacity building
can take place in offsite locations facilitated
through mobile technologies; participants and
field officers can use mobile devices in training
programmers and field visits. The availability
of existing institutional infrastructure in most
ESCWA member countries, such as telecentres,
can also facilitate access in remote locations.
Furthermore, the key concern in the ESCWA
region with regard to a lack of awareness of
services can be addressed through the use
of new media and social media. This can
significantly increase the pool of readership,
through wider advertisement and dissemination
of information about rights and services to
rights-holders and service-bearers, beyond the
traditional dissemination channels and target
groups.

Conclusion

There are many possible ways to
improve public service delivery through the
practical application of ICTs and information
management. These should be explored further
through the sharing of regional best practices by
state coordination mechanism and innovation
in public service delivery by the various service
providers. Above all, public service delivery must
be firmly rooted in an approach based on full
acceptance and comprehension of human rights.
It is an approach which accepts the obligation of
duty-bearers to provide equitable services; the
rights-holder’s right of access to basic services;
and the provision and coordination of service
delivery by the state, all within the context of
e-governance programmes.



private institutions would serve the expatriate
workforce. However, this approach could result in
fragmentation if not coordinated properly. As an
example, Saudi Arabia has introduced mandatory
private healthinsuranceforexpatriate workers and
is seeking to extend it to national citizens working
in the private sector. Attempts by such countries
as Egypt and Jordan to encourage civil society
to provide public services further highlights the
increasing role of non-state actors, and the role
and responsibility of the state to monitor, regulate
and coordinate the delivery of such services. Most
ESCWA member countries have been identified
as having a certain social protection floor. One
of the main recommendations of the ESCWA
Social Policy Report V was to strengthen this
floor, so as to provide basic services and extend
social protection mechanisms to those who have
not previously been covered in order to enhance
inclusiveness.

In coordinating public service delivery, it is
essential to understand both the supply (from
duty-bearing state and non-state actors) and
the demand (from citizens and other rights-
holders). This will provide the basis for any
potential improvements to service delivery based
on demand, consumption and capacity. As an
example of a more demand and needs-based
approach to the provision of social services,
the European Union, the World Bank and other
international donors helped Palestine create a
new consumption-based formula for identifying
and targeting beneficiaries in the Cash Transfer
Programme of the Ministry of Social Affairs.’
This is in line with wider trends within the donor
community and aid organizations to provide
evidence of impact within a needs-based
approach, and also represents a significant shift
in targeting mechanisms in Palestine.

Better Information Management and ICT
Strategies

Some of the concerns raised, both within the
Arab region (through the examples provided)
and globally (by the World Bank in assessing
the dimensions of poverty and governance),

can be addressed through better information
management from an e-governance perspective.

“...needs distribution and budget allocation
based on geographic locations...”

However, this must take place in the presence
of an initial needs assessment of public service
demands at the national and local levels,
and where continuous needs assessment is
encompassed within ongoing e-government tools
and initiatives. Taking the poverty dimension
of ‘improving the coverage, efficiency, and
sustainability of basic services’, and in particular
the area of ensuring adequate, predictable
resources for sectors and local authorities, this can
be addressed through the use of pro-poor budget
prioritization and seamless intergovernmental
transactional services between central and
local government. Using such technologies as
Geographic Information Systems (GIS) that can
provide location-based services, coordinating
state instruments can share with the public, and
analyse for themselves, the needs distribution and
budget allocation based on geographic locations
or municipalities. Such a system or mechanism
could also track progress towards targets, set
within an agreed-upon pro-poor framework that
is transparent and accessible to all.

“...services can often span several ministries,
civil society entities or private institutions...”

One way to offer flexible delivery of services
is through collaboration between ministries.
For example, state coordinating bodies, in
collaboration with telecommunications ministries
and the private sector, could introduce a
telecommunications infrastructure for service
provision, relying on 3G and 4G networks or other
such personal technologies as mobile devices. To
delineate responsibility for services, lists can be
made available online of public and private service
providers and partners in different areas, along
with corresponding service needs in different
sectors, both in order to map supply and demand
and to identify the spread of capacities in different
sectors. Moreover, making maps of service
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decade.? Winners of the award in the category
of Improving the Delivery of Public Services
have been highlighted in the previous table.
Other categories not highlighted in the table,
but also with an e-governance aspect, have
included Advancing Knowledge Management
in Government; Application of Information and
Communications Technology in Government; and
Innovations in Public Service, among others.?

Obligation Towards Public Service Delivery

Governance has changed significantly in
recent years. Moving away from the focus on
the state, contemporary thinking on governance
considers the intersection between government,
economics and civil society.* This consideration,
which many academics and practitioners have
attempted to define, encompasses characteristics,
principles and goals that a state must abide by
and fulfil in order to achieve good governance.
State legitimacy and authority, and essentially
its efforts towards good governance, can come
from the public services it provides to citizens
and all those stakeholders under the umbrella
of government, society and the economy. Public
service delivery can vary greatly from one state to
another, as services are led either by state actors
or non-state actors.

Power dynamics between providers and
consumers are at the heart of public service
delivery. The human rights-based approach to
developmentaimstoaddressandredistributeany
suchunjustdistributions of power. United Nations
agencies defined a common understanding® for
development cooperation among its agencies.®
This common understanding identifies that
the principles of the Universal Declaration of
Human Rights and other international human
rights instruments should be mainstreamed and
placed centre stage in development policies and
programmes. Furthermore, that capacity must be
built of ‘rights-holders’ for claiming their rights
and 'duty-bearers’ for meeting their obligations.

In wider development practice, the World
Bank outlines five major areas for governance
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issues, in assessing the dimensions of
governance concerned with poverty prevention,
specifically improving coverage, efficiency, and
sustainability of basic services.” These include
adequate, predictable resources for sectors and
local authorities; demarcation of responsibilities
for delivery; capable and motivated civil servants;
accountability downwards; flexible delivery;
and the development of local capacity. Much
of these governance issues can be enhanced,
facilitated and coordinated through the use of
ICTs, if considering them within e-governance
programming. Additionally, there must be an
understanding of the actual needs and demand
for services by ‘rights-holders’ and availability
of services by ‘duty-bearers’ before such
coordination can take place.

Selected Public Service Delivery Concerns
Within the Arab Region

Publicservicedelivery withinthe Arab countries
varies in level and maturity from one country to
the next, but is generally weak and in many cases
not properly advertised or administered. Despite
the lack of basic services in some less-developed
countries, many of those existing services are not
accessible to their target groups, and hence not
fully utilized. Taking the area of disability as an
example, throughoutthe Arabregion, persons with
disabilities face substantial barriers in accessing
social services, including the poor quality of
services, limited availability and discrimination. A
stakeholder review by Handicap International in
2005 found that education, employment, health
care and social protection policies and services
for the disabled were limited and of poor quality
Egypt, Jordan and Lebanon.

Government or state institutions are not the
only providers of public services in Arab countries;
charities and private institutions also play a large
role. However, according to ESCWA Social Policy
Report V, many of these organizations are highly
fragmented and underfunded.® In an attempt
at demarcation, the GCC countries redesigned
their social security systems so that the public
sector would serve national citizens while



IMPROVING PUBLIC SERVICE DELIVERY THROUGH
BETTER INFORMATION MANAGEMENT'

This article briefly outlines public service Scope of Public Services Delivery
delivery within the context of e-governance
programmes. It further provides examples of
practical applications of ICTs and information
management in assessing, planning and

coordinating such services at the national level.

The United Nations Public Service Awards
(UNPSA) can provide an idea of the scope of
public service delivery and the priorities and
focus areas of the United Nations over the last

UNPSA Winners at a Glance in the Category of Improving
the Delivery of Public Services

Year Winning project Year Winning project
2005 | - Decentralizing export controls 2009 Improving TB cure rate
- Employment promotion and Improving health access
training Streamlining hospital
- Water shortage hydraulic policy administration
Business registration
2006 | - Efficien.t health-crisis services. ‘one-stop-shop’
- Improving e-government service Web-based student enrolment
- Bringing justice in a timely Civil registration data retrieving
manner
o . system
- Bringing efficient water supply
o ) 2010 Madania Civil Status System
2007 | - Access to civil records services .
] Property and business
- Reduction of water o
. formalization
consumption -
ke Building governance resources
- Facilitating immigration Y . )
Hope Plus” and savings accounts
processes Ensuring fiscal equit
- Online tax filing system u. & quity .
. . - Mobile counter for people in need
- Promoting public officials i )
performance Development of online eduFatlon
Manpower IT-enabled service centre
2008 | - Reducing medical waiting times o
-~ Health services in remote rural 20M Regularized informal settlements
areas Int.eg‘rated trade processes
- Access to jobs for disabled Mission convergence
persons 24-hour public e-services
- Holistic, more efficient medical Cities without corruption
care Informal proactive approach
- Citizens' 'key' to their own model
business Programma alimentarion
- Access to public library Programma revalora
services Electronic education portal
- Single shared payment system Accelerating citizens' e-service acces

Source: UN DESA (2011). Good Practices and Innovations in Public Governance, United Nations Public Service Awards Winners, 2003-2011. New York: United

Nations.
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TABLE 2. Percentage of Individuals Using PCS and Mobile Devices

2009 2010 20M

PC Mobile PC Mobile PC Mobile
Bahrain . . . 99 76 99
Egypt 22 68 . . 32 72
Morocco 43 . 51 94 52 90
Palestine 57 54 . . 54 65
Qatar . . 85 99 87 99
Tunisia . . 25 67

Note: Two dots (..) indicate that data are not available; Values have been rounded.
Source: World telecommunication/ICT indicators database, available from http://www.itu.int/en/ITU-D/Statistics/Pages/publications/wtid.aspx.

Endnotes

1 This article was prepared by Mr. George Younes, ICT Policies Section, ICT Division, ESCWA.

2 Readers interested in further developing their knowledge of the world of m-government can access a number of studies and Websites
that have been written on or developed for and about this discipline. Writings of interest include the following three publications: - http://
www.itu.intITU-Dcyb/app/docs/m-gov/Towards%20the%20next%20generation%20f%2public%20servicespdf, - http://www.oecd.
org/gov/publicinnovation/49300932.pdf; - http://workspace.unpan.org/sites/internet/documents/S4IN13%2MGovernment%E2%80%
93Mobile%20Technology%20for%20e-Government.pdf.



shows that, in all the countries of the Arab region
that have provided statistics, the percentage of
mobile usersin 2011 was significantly higher than
the percentage of desktop users, although the
difference between the two was not consistent
throughout the region. The more affluent Gulf
countries represented in the table, namely
Bahrain and Qatar, show a smaller difference
than the other countries, likely because
individuals in more affluent countries can afford
to own both a desktop and a mobile phone,
for example, while individuals in less affluent
countries may limit their purchases to one of
the two; the higher percentage of mobile users
in less affluent countries shows that they tend
to prefer the mobile in these cases. The country
that illustrates the point best is Egypt, one of
the least affluent countries in the table, in which
the percentage of individuals using mobiles is
more than twice the percentage of individuals
using PCs. It is also important to note that, for
the two more affluent countries in the table, the
percentage of individuals using mobile phones
comes very close to representing the totality of
the population.

The main and safest conclusion to be drawn
from the comparisons in the two tables above is
that the number of users of mobile devices in the
Arab region is higher than the number of users
of standard computing devices. A more difficult,
but not illogical, extrapolation would be that
online access is increasingly likely to take place
from a mobile device instead of from a fixed
setup. It is equally possible to argue that not all
mobile devices in circulation in the Arab region
are necessarily smart phones with internet
access, or that not all mobile and smart phone
owners use them to access online applications.
But then, not all PCs in circulation are connected
to the Internet and not all PC users carry out
online transactions from their desktops.

Conclusion: m-Government Now, Not Later
The mainpurpose ofthis articleis not to define

m-government, to compare it to e-government
or to delineate the relationship between the

two.2  Rather, it sought to demonstrate
through the tables presented that people
across the Arab region, from affluent and
less affluent countries alike, have taken to
mobile technologies far more readily than
they have to PCs. This observation, backed
by figures and indicators, is intended to
encourage Arab governments to start working
on m-government solutions in conjunction
with their current and future e-government
application development efforts.

Governments in the region which have not
yet developed e-government applications may
balk at the idea of launching m-government
applications, because they perceive themas an
additional challenge. However, m-government
isnotanew platformthatrequiresdevelopment
from scratch. Years of effort have already
been spent on the concept and development
of e-government applications, both in the
back and front offices; and m-government
should be regarded as a natural extension
of e-government, a front-end interface
running on a new, more ubiquitous platform.
Indeed, the heavier workload associated
with developing applications will be similar
regardless of the front-end platform used to
deliver it to the public. If governments in the
Arab region have to make a choice between
classical e-government and m-government,
it would make sense for them to put more
emphasis on the platform that is bound to
reach the greater number of people.

Source: Shutter_M - shutterstock_151685966
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subscriptions are good indicators of the growing
use of mobile devices versus the stagnation of
the fixed connectivity world. In defense of the
use of those indicators to extrapolate the reach
of the non-mobile PC versus the reach of mobile
devices, one should consider that current mobile
devices, even the simplest and least-expensive
models being manufactured and sold anywhere
in the world today, are increasingly becoming
small and mobile personal computers.

Table 1 below provides a snapshot of the
fixed versus the mobile world and includes
a comparison of the performance of Arab
countries to that of the world in general. It shows
in no uncertain terms that the world, including
the Arab region, is moving away from fixed to
mobile setups and that this applies across the
board in the ICT realms, be it for fixed versus
mobile telephony, or for fixed versus mobile
broadband subscriptions. The most striking
figures for the Arab region are those that show
the difference in the number of fixed versus
mobile telephone subscriptions. A recent
example for the Arab region shows that, in 2013,
there were only 9.3 fixed phone subscriptions
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per 100 inhabitants, while there were 105.1
mobile phone subscriptions, an elevenfold
difference. Similarly, there were 3.3 fixed-line
broadband subscriptions, while there were
18.9 mobile broadband subscriptions, a less
impressive difference, but still a very large one.
The table also reveals that fixed-line broadband
subscriptions in the Arab region are growing
at a much slower pace than mobile broadband.
In 2013, fixed-line subscriptions were no more
than 3.3 per 100 inhabitants, not even managing
to double the 2010 figure of 1.9 subscriptions.
By contrast, the number of mobile broadband
subscriptions in 2013 reached 18.9, almost
quadrupling the 2010 figure of 5.1 subscriptions.

Indicators of the usage of mobile (smart
phones and tablets) versus standard computing
devices (laptops and desktops) would have
provided a second, more solid piece of evidence
that mobile devicesreachamuch wider user base.
Unfortunately, these indicators are currently
not available. A smaller subset, constituting an
incomplete but notinsignificant body of evidence,
focuses on the number of individuals using PCs
as opposed to those using mobiles. Table 2

Table 1. Fixed Versus Mobile Subscriptions

(Per 100 inhabitants)
2010 20Mm 2012* 2013*
Fixed - telephone subscriptions
Arab countries 9.8 9.6 9.4 9.3
World 17.8 17.3 16.9 16.5
Mobile - cellular subscriptions
Arab countries 87 96.4 101.6 105.1
World 77.2 85.5 91.2 96.2
Fixed - broadband subscriptions
Arab countries 19 2.1 2.6 33
World 7.6 8.4 9.1 9.8
Mobile-broadband subscriptions
Arab countries 51 10.8 14.3 18.9
World 1.3 16.6 22.1 29.5

Note: Values have been rounded; an asterisk (*) indicates that figures are estimates.

Source: ITU-ICT indicators database (2011).




THE CASE FOR M-GOVERNMENT IN THE ARAB REGION'

As mobile phones and tablets become
increasingly advanced and omnipresent, there
are mounting predictions of the demise of
personal computers (PCs) as we know them.
These predictions foresee the disappearance
of bulky desktops, devices which have existed
for no more than 32 years, and their imminent
replacement by much smaller, more practical,
less expensive, and certainly more portable
forms of electronic device. This raises the
question of whether governments should begin
to focus attention on developing applications for
mobile devices, either instead of or in parallel
to applications intended to run on desktop
computers. A term has already been coined
for the development of mobile technologies
for the purpose of facilitating public interface
with government services: m-government.
This article demonstrates that, while PCs still
occupy an important place in business and
public interaction with the online world, they are
quickly losing ground to mobile devices across
the Arab region. It goes on to make the case
for the development of m-government in the
region, in order to reach the maximum number
of citizens and streamline the provision of
government services.

The Demise of the PC?

Predictions that the era of the PC is drawing
to a close are somewhat similar to stories
circulated beginning in the 1980s, indeed
practically since the dawn of the PC era, about
the imminent disappearance of mainframe
computers and their inevitable replacement by
personal computers. Years later, the mainframe
world is relatively healthy; while definitely not
as strong as during its heyday in the 1970s, it
is certainly not dead, as predicted. The reasons
for the survival of the mainframe, despite
competition from the significantly cheaper and
more ubiquitous PC, centre on its adjustment to
the changing world of computing, its integration
of cheapertechnologies, and anincreased level of

specialization that helped it to carve out a niche
market of businesses that require centralized
processing for a high volume of transactions.

Similarly, the golden age of the PC may be
coming to an end, but the world of PCs is not
about to collapse or disappear. At present,
there is no practical replacement for the PC
in the world of business computing. It is still
quite difficult, though not impossible, to use
such increasingly popular devices as tablets or
smart phones to create a professional business
document. The light and portable mobile device
that will allow a number cruncher to create a
complex spreadsheet has yet to be invented.
This statement could be disputed by those who
view notebook computers as light and portable
mobile devices, but forthe purposes of this article
the definition of a ‘light and mobile’ computing
device is more restrictive, limited to those which
could easily fit in one's pocket, be used for long
periods of time without overheating and, most
importantly, would allow users to easily connect
to and transact with the online world. These
qualifications restrict the term ’‘light, portable,
mobile’ devices to smart phones, tablets and
devices which combine qualities from both,
which are becoming known as ‘phablets’ in
some circles. These three devices run a variety
of operating systems, the three most common
of which are iOS, Android and Windows.

The Wider Reach of Mobile Devices
in the Arab Region

The PC may not relinquish its dominant
position as the device of choice in the business
world for some time yet, but statistics show that,
with regard to individual use, the ‘fixed’ or ‘wired’
world has already lost major ground against
the mobile onslaught. Although indicators for
the reach and use of tablets, the most likely
replacement for the PC, are still difficult to come
by, the figures for fixed and mobile telephone
subscriptionsandfor fixed and mobile broadband
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The main theme of this issue is best practices and trends in e-Government. It includes an
article about new perspectives in e-Government initiatives for sustainable and participatory
development; and a paper about indicators to measure e-Government services. In addition,
the issue describes the potential opportunities of regional integration in e-Government
services, and presents selected electronic payment systems and m-Government applications.

Finally, the issue festures the joint statement of the United Nations Group on the
Information Society for the post-2015 development agenda, and some of the 2012 digital
Arabic content applications on mobile platforms. It also provides an overview of the World
International Conference on Telecommunications.
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