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Abstract

The Internet is a clear example of how technology impacts a society on many levels. One relationship impacted by the Internet is the relationship between governments and their citizens. The Internet offers the means for faster, more convenient access to government services worldwide. Governments from Singapore to San Francisco are seeing the benefits of using the Internet to provide services to citizens, yet they have only scratched the surface of possibilities. Many governments have mastered the informational level of service; others have reached the higher transactional level with interactive sites. Seamless interface with government is a theory at present. This paper provides examples of what governments are doing with the Internet and offers strategies for expansion. As with any new technology, E-government faces some important issues, such as security, privacy, and accessibility in its quest for better service.

 The Internet has given government a new tool to serve its citizens. Since 1996 governments have launched more than 500 electronic initiatives worldwide to provide services to their citizens. In the days before government existed in cyberspace, citizens in Singapore who needed an import or export license had to complete 21 different forms, stand in line at 23 different agencies and still endure a 15-20 day wait. Today import or export licenses require three clicks and 15 seconds. This dramatic example illustrates the obvious benefits of electronic government (e-government)---speed, convenience, fewer errors per transaction and cost efficiency. Yet, in spite of these advantages, governments have been slow to fully implement e-government. Part of the reason lies in the difficulty of serving citizens online. Successful e-government demands process review and streamlining. The most successful e-government examples reflect the “real value of e-government” that “derives from the ability to force an agency to rethink, reorganize, and streamline their delivery” before they place “public services online” (Al-Kibsi, deBoer, Mourshed, & Rea, 2001, p.65). The basic level of service, providing information about government and its functions online is the easiest to provide, since it consists mainly of inputting information into a web format. At the next level, transactions are made possible with government forms available for download that users can mail to the appropriate agency. The highest form of the transactional level is illustrated by the ease of obtaining an import or export license on Singapore’s Trade Net, an interactive experience that accomplishes what needs to be done quickly and conveniently. Technical difficulties aside, reaching a high service level also requires government leaders to support and endorse key strategies and policies, such as an e-government master plan, a strong technological infrastructure and an inter-agency board that sets and enforces common standards for web participation. While strategies are important, e-government activity must also reflect consideration of significant issues. For example, accessibility, security, and privacy issues need resolution before e-government can reach its potential. E-government is actually a natural progression for government, since government has been involved with the Internet since its beginnings.

Background

The Internet had its beginnings as part of a government research project in the 1970s. Since then, it has connected tens of millions of users through millions of computers (Kahn, 2001). “Twenty years ago, the PC downsized vast oceans of information by placing previously unthinkable amounts of computing power in everybody’s hands, making available for the first time complex data and data management tools that used to be reserved only for large organizations” (Cohen, 2001, p.6). The Internet gave the individual access to this wealth of information and changed the individual’s relationship with information forever. The Internet has become a lifeline for people seeking information and seeking connections with others. The Internet’s influence has become pervasive. “Life is now defined by where we stand with respect to the Internet. Real mail (the kind that comes in envelopes and doesn’t require downloading) is called ‘snail mail ‘ because e-mail has become the standard. At meetings, people cut off discussion by saying ‘ Let’s continue that conversation offline,’ even though they are meeting face –to-face, not online; ‘offline’ is a new synonym for

‘ in private,’ as though everything public were now on the Internet”(Kanter, 2001, p. 4). The Internet is a clear example of how technology can effect far-reaching changes in society.

 In his discussion of technology in Techno Trends, Burrus discusses the impact of technology when he says, “…technology alters reality-alters the way we think and act. The invention of the campfire…turned humans into social animals. The reality of solitary hunters and foragers was altered forever” (1993, p. 18). The campfire brought them out of forests into a “circle of companionship” (Burrus, 1993, p.18).  The Internet has had similar results. Today, people who share common interests or experiences from diseases to hobbies connect on the Internet seeking support. Business is undergoing a revolution with customers having access “ 24/7” and customer service changing from “as soon as we can” to “right now”(Cohen, 2001, p.6). This impact on business service capability has spilled over into what customers expect from government. Financial and travel industries have set high online service standards. Just as in the past, when technology had first and second order impacts on society; “the Internet has the potential to transform every economic and social institution, from business to education to health care to government”(Kanter, 2001, p. 15). As governments transform themselves into e-governments, three general approaches can occur based on the customer served. 


E-government sites provide services to three types of customers: “government to government (G2G), government to constituents such as citizens or business (G2C), or government to vendors (G2V)” (Ruderman, 2001, para.4). G2G is prevalent because sharing criminal justice information between law enforcement agencies, courts and citizens “has been the leading edge for many years” (Ruderman, 2001, para.6). Sites serving citizens or business include sites that provide a myriad of information and services. In South Dakota, you can go online and find or sell feed, request a marriage license, get a library card, or apply to become a highway patrol trooper. In Idaho, as in many other states, you can go online and register for the Attorney General’s “No call list” to eliminate telemarketers. In Arkansas, you can go online and pay your Little Rock parking tickets. North Carolina’s web site allows you to report a litterbug, complain about insurance fraud, or housing discrimination. In Ohio, you can book a room at a state park; in Pennsylvania, you can access the state library’s catalog. California’s web page offers a snapshot photo contest and displays the winners. Government to vendor sites are also popular applications for the federal and state governments because procurement offers multiple opportunities for cost efficiency and improved service. Maryland and Connecticut have both launched online bidding and purchasing systems that are growing “exponentially” (Newcombe, 2001, p1) with many satisfied customers.  Examples of G2G, G2C, and G2V can be found worldwide.

Australians file 75% of their taxes online. 130 million Brazilians voted online in 2000 and they counted the votes within 24 hours.  In Canada, the government plans to be completely wired by 2004 (Sheikh, 2001). In the Czech Republic, people submit 80% of customs declarations electronically. China has a five-year plan to put the government online by 2005. In France medium and large businesses are required to pay taxes electronically. Scottish citizens can petition Parliament electronically. In Morocco citizens can go online to make a doctor’s appointment at a state-run clinic. In Spain 40 million citizens access information and government services at kiosks with smart cards (Mathews, 2001, a). The United States attempt at one-stop service is a portal called firstgov that provides “instant access to 47 million federal and state web pages that permit functions as varied as applying for student loans, searching for jobs, renewing driver’s licenses and filing taxes” (Matthews, 2001d, p.1). The states are right behind firstgov; some have portals that offer connections to many services; others offer vast collections of web pages. The services vary considerably among states. AlaWeb offers translation capabilities on its site, Arizona @ Your Service offers an environmental quality database with a search engine, access Arkansas offers long rosters of professionals on its site from embalmers and funeral directors to CPAs and architects, Delaware.gov offers five different portals which you can access depending on your needs. Many municipalities are developing citizen-centered web sites as well. In San Diego and San Francisco, the governments are using virtual planning to solicit citizen input. LaGrange, GA recently won an award at the Innovations in American Government competition. In LaGrange, the city’s Internet TV initiative provides free broadband Internet and e-mail capabilities through cable television for all of its 27,000 citizens who want it (Keegan, 2001). This explosion of e-government sites reflects the many advantages of e-government. 

Advantages of e-government

 E-government benefits the citizen and the government through improved service delivery and efficiency, cost reduction, better public decision-making, and greater responsiveness. “ ‘ The first thing [governments] tackled were the most obnoxious things we do—waiting in line.’ California and Washington were leaders, moving the car registration process out of government halls and onto the Web ” (Ruderman, 2001, Serving everyday needs sect., para. 3). People shop online, bank online, book reservations and seek information online, and now expect convenience when dealing with government as well. Convenience is an advantage of e-government that applies to all applications whether they provide basic information or offer business transactions. Completing applications online is convenient and results in fewer errors which translate into increased productivity that saves both the customer and the government time and money.  Service delivery and efficiency improve while resources are saved. How does this happen?  Improved customer service often starts at an e-government portal or gateway. Singapore has created an eCitizen portal that provides access to all government information and services from a single site. For example, if you’re moving, you can type your address once and it’s sent to all agencies that need it from the post office to the police department.

Cost Reduction

Another advantage of e-government is cost reduction. Online service delivery reduces cost by 20 to 25%. Using the technology results in 15% of the savings, while the rest is “from using a rule-based decision engine to issue permits or to perform other tasks automatically, provided the user meets specific requirements” (Al-Kibsi, 2001, p. 66). Singapore’s Trade Net can issue 95% of import-export licenses automatically so fewer employees are needed and service is enhanced by putting employees to work on other more valuable tasks. Procurement and e-commerce are popular arenas for cost-savings efforts. In fact, procurement was one of the earliest areas targeted for e-government. Procurement offers a strong return on investment since, “…40% of the expenditures of state governments in the United States pay for the delivery of services, so the potential savings are enormous” (Al-Kibsi, 2001, p. 66). State government spending for goods and services cannot compare with the federal government. “Federal agencies spend $1.8 trillion every year on equipment and services needed to run the government [and] agencies are looking to streamline the process through online buying” (Terry, 2001, Governments Poised sect., para. 2). Private companies have realized savings from 20 to 25% “by aggregating procurement and putting it online” (Al-Kibsi, et al., 2001, p.67). If the government could achieve comparable savings, the result would be astronomical. In addition to procurement, e-government sites offer auctions that offer online bids for government surplus items.

 By selling everything “from aluminum for license plates to road salt, the State of Michigan saved millions of dollars last year” (Ruderman, 2001,Tough Business sect., para. 9). In January 2001, the General Services Administration’s Federal Supply Service established a site to put its regular auctions online. Victor Arnold-Bik, GSA’s chief of sales explains, “ ‘ We recognize that John Q. Citizen does not have 24/7 to hang out at auctions, see the merchandise and make bids. Now they can see pictures of the items, get information and make bids at 3 a.m. or whenever they want,’ ” (Colker, 2001, para.8). Although the Federal Supply Service site auctions mainly surplus vehicles and office furnishings, on other sites you can purchase anything from a donkey to a Texas convenience store to a Coast Guard cutter. The money from the auctions sometimes benefits citizens as well as the government. The United States Marshals Service recently auctioned the property of a convicted felon who had defrauded investors, who were mainly senior citizens, of $117 M. Instead of investing the money, he bought 23 luxury automobiles, two helicopters, and homes in the United States and Canada. The Marshals Service sold his property and returned the money to the investors (Colker, 2001).

Reducing cycle time is another way e-government can reduce costs. Canada recently put online a 1,700-user intranet for Public Works and Government Services Canada that cut the time to update procurement guidelines from six months to two weeks. When business is slow at rural vehicle registration offices in Canada, the government plans to transfer work electronically from busier urban offices (Matthews, 2001a,p.20). Another e-government effort that saves money is issuing permits and licenses online which occurs in some form on most state web sites.

 “Issuing permits and licenses electronically to citizens can reduce information technology operating costs 3% to 5% annually [which] can equal annual savings of about $10 M” (Lucas, 2001, para.3).  Arizona’s e-government site offers online vehicle registration that saved the Motor Vehicle Division $2 M last year with only 15% participation from its citizens. Processing vehicle registrations online costs the state $1.60/transaction while in person registration costs $6.60/transaction. IBM created and maintains the web site for 2% of the fee for each online renewal and the state still enjoyed cost savings of $2M(Al-Kibsi, et al., 2001).

Better public decision-making 

Another advantage of e-government is the opportunity for better public decision- making and greater responsiveness from government. Rochester, NY has used

e-government to help people improve their neighborhoods. The city government had a program for several years that gave residents the opportunity to offer suggestions and work on neighborhood improvements. The direct contact with the citizens created an atmosphere of trust that the city wanted to continue, but the number of projects resulted in paperwork overload for the agencies involved. To keep the momentum going, the city developed the NeighborLink Network providing computers, mapping software and access to city databases and planning tools that are normally available only to professionals. The city put the community computers in public libraries and offered two-day training on how to use the software. The citizens in Rochester neighborhoods could then have input in what they wanted for their neighborhoods. Bill Schechter, director of the office of the National Civic League explains it this way, “ ‘ They’ve taken the notion of citizen involvement, public participation and decentralized planning and brought it much closer to the people where they live’ ” (Sarkar, 2001, Rochester in the 21st Century sect., para. 5).

E-Government Implementation
Despite the advantages, e-government is still in early evolutionary stages with the majority of efforts in the lowest service level. “By the end of 1999, many governments had more or less mastered the first and simplest stage of e-government: putting information online” (Matthews, 2001a,p.20).   The next level of service, providing transactions online is more complex, and the highest level of interaction-- a citizen obtaining services “seamlessly from multiple agencies at different levels of government remains more theory than reality” (Matthews, 2001a,p.20). Singapore, “widely recognized as having the world’s most advanced e-government,” (Matthews, 2001a,p.20) has few online transactions. Most services involve downloading, printing, and mailing forms to the appropriate agencies. Ireland, “the rising e-government star” is still at the information stage. Ireland “offers an attractive central government portal with information arranged around ‘life events,’ such as having a baby, starting school, getting a job or retiring” (Matthews, 2001a,p.20).

Service levels

AccessWashington, the State of Washington’s Internet portal clearly represents excellence at the transactional level. With customer support for online users 24 hours a day, seven days a week, citizens can conduct numerous online transactions including motor vehicle registration, business permits, vital records requests, unemployment compensation applications, and community college applications. In addition, the portal offers live interaction between users and customer service representatives. Visitors with questions can receive answers by email or telephone around the clock seven days a week. The system also tracks customer questions and can provide status reports on transactions. Another feature is a knowledge base providing answers to 70% of the most frequently asked questions. Easy-to-follow diagrams, screenshots, and audio and video technology enhance the knowledge base (National Governors Association, 2001). Many governments are working toward the highest level of service for their citizens.

The goal of Tennessee’s online portal, TennesseeAnytime, is “one-stop access to government services”(Morehead, 2001, p.1). Citizens are taking advantage of online driver’s license renewal with 12,000 using the service since October 2000. In the future, the Tennessee site is slated to offer occupational licensing for 90 plus health care professions. Ohio, Delaware, and North Carolina all offer personalization options on their sites so that citizens can customize the site for their particular interests or needs.  Indiana is working on making their portal easier to navigate. Gov Frank O’Bannon wants “state government to be as accessible to Indiana citizens as possible, and making our Web site easy to understand is like providing a familiar sign on a crowded interstate” (Indiana’s retooled portal, 2001,p.1) The site designers are focusing on creating a site with a common look and feel that has intuitive navigation features. Michigan offers a Domestic Violence Resource Directory on its new portal and plans to add a central research link for school information that shows curricula and lesson plans for K-8. Before North Carolina debuted its portal, NC @ Your Service, they conducted focus groups in an effort to determine what the citizens of North Carolina wanted from the web site. They discovered that people were looking for the site to be “ ‘ intentions-based’” (McKay, 2001,Personal Basics sect., para.1) so they could find answers to their questions quickly.

Types of sites

 E-government has the possibility of offering many different types of information that can be classified by subject matter into a few primary categories. These categories include offerings on electronic commerce or business regulation, taxation or revenue, law enforcement and social services, digital democracy, higher education or K-12 education (Center for Digital Government, 2000). Commerce or business regulations examples are abundant. The U.S. government is selling U.S. Savings Bonds over the Internet to new customers who might not buy from another channel (Byerly, 2000). Two states, Colorado and Utah are involved in developing a joint e-procurement system. Finding they had similarities in processes, they joined forces and are in the process of testing their system (Colorado, Utah will share, 2001). Maryland has worked on business information from another angle. Interested in attracting business to the state, the web site provides information so that a company scouting Maryland as a possible location can now reach a decision in about four months rather than the three to five years required for evaluations in the past (Irwin, 2001, p. E05).

Taxation/Revenue Sites.

Filing tax returns online is the most prevalent e-government application worldwide because the cost savings are easy to justify. Filing taxes online eliminates costs of printing and mailing, reduces errors, and increases tax worker productivity (Matthews, 2001c,p.1). For example, the IRS can process an electronic tax return for $.40 while processing a paper form costs $1.60. Electronic filing makes scanning handwritten tax forms unnecessary resulting in fewer errors and less need for audits which translates into lower personnel costs and better service (Al-Kibsi, et al., 2001). France, Spain, Finland, and Singapore also have online tax paying capabilities.

Law Enforcement Sites.

Another area with many e-government possibilities is law enforcement. The results of the Digital States Survey in 2001 reveal a “determined effort to integrate justice systems across the spectrum of services” (Patterson, 2001, Law Enforcement sect, para.4). The beauty of using the Web to share law enforcement information is the fact that it’s the World Wide Web and everyone has access to the data. For example, the Sheriff’s Department in Seminole County, Florida created a Web site designed to track criminals worldwide. The public and law enforcement officers have access to the site that provides identification data on criminals. The Web site also contains data on missing and endangered citizens and crime prevention and safety information (A most-wanted Web site, 2001). Individual states are linking law enforcement and justice systems. Delaware, for example, carried this one step further by including social services as well. Many states make court transcripts available to the public. Other states allow citizens to file court documents online by using digital signatures (Patterson, 2001). Progress will continue in this area as government resolve privacy issues. Another area showing improvement from 2000 to 2001 is social services.

Social Services Sites.

The primary focus of social service efforts in most states seems to be helping people gain employment. All states have job information. Washington provides a resume building tool, three direct links to job information, and online filing for unemployment compensation. For other social services clients, Access Washington has child-support tracking and foster parent training (Patterson, 2001). On the other hand, Maryland’s Web site has a unique social service offering.

 Electronic Maryland offers information on nursing homes providing a ranking adjustable every six months. By using criteria developed to rate nursing home care, each home is evaluated by the number of items rated at the top of the scale and the number rated at the bottom. It’s not meant to be the only source of information for those searching for nursing home care, but is provided as a starting place. Maryland is the first state in the nation to offer this type of information online (Sugg & Salanik, 2001). Another example of social service information online is provided on TennesseeAnytime. Doctors and health care providers can check online to find out patient eligibility status for TennCare, the state-sponsored managed health care program for the uninsured or those eligible for Medicare. The new service seems to be well received with over 40,000 requests made in August (Tennessee Scores, 2001). Although most states do not have the types of programs that Maryland and Tennessee offer online, in 2000 every state provided an online job-search service. When discussing the slow online adoption of social services programs, Washington’s Director of Information Services, Steve Kolodney explained, “ ‘This is hard work. You have to reexamine the structure and flows by which you deliver services…. But the potentials are huge in the way you reach out to areas that are disadvantaged either by distance or by economics” (Newcombe, 2000b). Digital democracy is another arena for e-government.

Digital democracy sites.

“The Internet has already unleashed a hurricane of change in the worlds of business, investment, entertainment and the media. Now it’s about to shake up governance and, possibly, democracy itself ” (Newcombe, 2000a, para.4). While American states are considering Internet voting, the Pentagon has completed limited testing of Internet voting for service members living abroad (Internet Balloting, 2001). In spite of the lack of online voting, the Internet has impacted governance in other ways. People email their representatives with comments, interest groups use e-mail campaigns to affect political issues, web sites track money, and the voting records of elected officials are easily obtained. While viewing legislative bodies on television has been possible for many years, constituents can now watch legislative debates, review potential bills, and offer comments before the voting from Web sites. By 2000, 29 states have wired their legislatures with desktop or laptop computers and 49 state legislatures have their bills on the Web. Professor Bruce Bimber from the University of California, Santa Barbara, refers to this trend as the “ ‘ transparency’ ” effect (Newcombe, 2000a, Transparent Democracy sect., para.3). “ ‘ Transparency is a government process that is more easily observed by larger groups of people’ ” (Newcombe, 2000a, Transparent Democracy sect., para.3). What happens through this process is more people discover what’s happening and better information is available to citizens. For example, a more informed press could provide more accurate information to the public.  People in many sectors support making government more transparent. Online voting, however, is still subject to a lot of debate. Opponents point to voter anonymity issues as the reason to delay. Problems with encrypting votes has some technical merit, but many believe the real reason people oppose Internet voting is reluctance to change the status quo.  The ultimate result of online governance is yet to be seen, but the Internet is transforming how we communicate and collaborate (Newcombe, 2000a).

Education sites.

When the Digital States Survey reviews state web sites on education, the judges compare state efforts using basic criteria. In the higher education category, they note which state universities offer students online access to administrative functions, “which have formal intellectual properties around course curriculum relating to the Internet” (Center for Digital Government, 2001, para.3) and which states offer distance education courses. For the K-12 education category, the states with a higher score require technology training for all certified teachers, have a high percentage of students with high-speed access to online learning resources, and support innovative use of technology (Center for Digital Government, 2001). In 2001, South Dakota scored 100 points in each education category making it the highest rated state in using technology in education.

Strategies for E-government

E-government offers untold possibilities for improved citizen service, but success is based on a strong framework of people, policy and infrastructure (Robb, 2001). In the nationwide Digital States Survey conducted annually by the Government Technology Center for Digital Government based in Folsom, CA and the Progress and Freedom Foundation in Washington, D.C., the results indicate that many states are building such a framework for the future. The third installment of the 2000 survey measured progress on Information Technology (IT) management and administration issues. The report lists the following findings:

                                               Nearly 80% [of states] have CIO(Chief Information Officer) positions with 

                                               broad authority over statewide information technology issues.

                       Seventy percent have established boards, commissions, or councils to               oversee statewide IT policies and implementation.

                       Half the states have built true enterprise-wide intranets supporting a number of applications.

                       Ninety percent of states have either implemented a statewide IT

                       architecture or currently have one under development.

           Nearly half of the states have built cross-jurisdictional information systems that link state, federal, and local government agencies. Four others plan to implement such systems within the next year.

Forty states—80 percent—have created major programs aimed at closing       the digital divide. These include initiatives to build network infrastructure, wire classrooms and public libraries, and offer computer training. (Framework, 2000, Broad Progress sec., para. 2)

Strong leadership seems to be the first pre-requisite for successful e-government. States that have a strong presence in the e-government arena have strong support from their governors who have created an infrastructure that is both technological and political. E-government requires collaboration among agencies whether at the state or national level. Due to the difficulty of creating e-government at more than an informational level, “governments must…create a cross-departmental coordinating body with the clout to choose common standards and systems for all departments so that their services fit together and offer all users the same look and feel”(Al-Kibsi, et al., 2001, p.70). Washington, Illinois and the United Kingdom have all used this approach.

Washington attributes much of its e-government success with strong support from the governor and a centralized IT structure which puts the Director of Information Services as an equal with state agency leaders. For example, the support of the governor resulted in the creation of a Digital Information Academy. Founded as an effort to help government employees embrace e-government, its three objectives were clear; it “helps departments map their existing services, encourages rethinking about the design of services, and tries out new processes on focus groups” (Al-Kibsi, et al., 2001, p.72). 

            “Illinois, like Washington, owes much of its success to strong, high-level leadership on IT issues,” (Framework, 2000,Surprising finish sect., para. 2) says Illinois Chief Technology Officer, Mary Beth Reynolds. She gives credit to Gov. George Ryan who is committed “to using IT to meet citizens’ needs”(Framework, 2000, Surprising finish sect., para.2) Ryan created the Illinois Technology Office to coordinate efforts statewide and prevent duplication of effort while sharing successes.

            In the United Kingdom, the Defence Logistics Organization (DLO) combined procurement for all three branches of the military. DLO had real power based on their organizational status and the support of senior politicians. Over an eighteen-month period, the DLO redesigned processes for inventory management, purchasing, commerce and finance. They spent six months getting buy-in from stakeholders that ensured their success (Al-Kibsi, et al., 2001).

Issues for E-government

E-government is increasing in volume, diversity, and speed as more governments become digital. The Internet has provided untold possibilities for governments to interact with their citizens, but several issues need consideration as progress occurs. First, the privacy of personal information is of paramount concern to many people. Safeguards need to be in place to protect individual privacy.  In addition, security concerns keep people from using e-government sites fully. “ ‘We are opening our systems up to business and the public at the speed of light, and we have to be diligent about how we handle privacy and security, ‘ ” (Towns, 2000, Looking Ahead sec., para. 4). Government sites can accept payments more readily if online security issues are resolved. Washington has taken the lead in this area with its creation of a digital signature. A digital signature provides authentication and validation for online customers by “ attaching an algorithmic code to a transaction or document. Each digital signature is comprised of a proprietary code that remains only in the owner’s possession” (Lucas, 2001, Safe and Secure sect., para.5).  Mark Struckman, director of Electronic Government Programs at the Center for Digital Government summarizes key issues in e-government when he says,“ ‘ The demands of open public access [must be balanced with] the need for appropriate privacy and security’ ” (Robb, 2001,Forest first sect., para.6). Struckman connects privacy and security to the third concern, accessibility. Accessibility has several components. The first is compliance with laws requiring handicapped access to web pages. Governments want all citizens to participate, so this is not an issue. The second component of accessibility is criteria for access to sensitive information. How do governments balance freedom of information with the rights of the individual? Accessibility to computers is also another issue of concern to e-government. The digital divide is a significant factor in e-government expansion. Why put everything on the Web if people don’t have computers? Not every community can give free Internet access to all its citizens as LaGrange, Georgia did. Using public libraries as a source for Internet connection is the answer many communities used until recently. Now governments throughout the world are installing kiosks in public buildings. In Indonesia the government has installed 2,500 of the 500,000 kiosks planned by 2004. The U.S. Marines are installing kiosks with Web connections on Marine bases for soldiers who don’t have computer access. Kiosks may allow those on the wrong side of the digital divide full participation in e-government.

Conclusion

Whether in Singapore or LaGrange, GA e-government has a presence. This presence exists because technology has once again impacted societal change. The Internet has provided a challenge for governments worldwide by offering a new channel for communicating with citizens. How governments respond to this challenge will depend on many variables. First, they must plan strategically what they want to achieve with this new medium. They must make decisions about levels of service and commitment to the customer. They must create a vision and concrete steps to reach that vision. These steps should include developing a strong infrastructure and implementation policies with the focus on people—the end-users. What do their citizens want and need from an electronic government? They must find solutions for privacy, security, and accessibility issues so that growth will be beneficial to government and citizen. Electronic government has the potential for an informed, connected citizenry that will work with government to achieve a better world. Cyberspace is our new frontier.

Recommendations


The Internet has changed people’s perception of what good customer service means. For that reason, they will no longer tolerate the burdensome bureaucratic procedures required to handle government business. Government, too, has become aware that streamlining processes and communicating with citizens online is more efficient, less expensive, and more customer-centered. In spite of obvious benefits to citizens and governments alike, e-government is in its infancy. Some countries, states, and municipalities have recognized the advantages and are leading the path into cyberspace.  What needs to happen for all governments to become e-governments at the highest level of service is knowledge sharing and collaboration. Stovepipe organizations need to remove the barriers and seek information from organizations that have been more successful with e-government. Organizations who have resolved issues through policies and practices should share with others who have not. The Internet is the ultimate vehicle for knowledge sharing and collaboration---leaders in government at all levels need to find best practices and model on others successes.
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AZ  http://azportal.clearlake.ibm.com/webapp/portal/
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CA  http://www.ca.gov/state/portal/myca_homepage.jsp
CO  http://www.state.co.us/
CT  http://www.state.ct.us/
DE  http://www.delaware.gov/
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SD  http://www.state.sd.us/
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UT http://www.utah.gov/
WA http://access.wa.gov/
US  http://www.firstgov.gov
Singapore  http://www.gov.sg
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