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Abstract: Globally, the discourse of e-government has gathered momentum in public service
delivery. No country has been left untouched in the implementation of e-government.
Several government departments and agencies are now using information and
communication technology (ICTs) to deliver government services and information to
citizens, other government departments, and businesses. However, most of the
government departments have not provided all of their services electronically or at least
the most important ones. Thus, this creates a phenomenon of e-government service gaps.
The objective of this study was to investigate the contextual factors enhancing egovernment service gaps in a developing country. To achieve this aim, the TOE
framework was employed together with a qualitative case study to guide data collection
and analysis. The data was collected through semi-structured interviews from
government employees who are involved in the implementation of e-government
services in Zimbabwe as well as from citizens and businesses. Eleven (11) factors were
identified and grouped under the TOE framework. This research contributes
significantly to the implementation and utilisation of e-government services in
Zimbabwe. The study also contributes to providing a strong theoretical understanding
of the factors that enhance e-government service gaps explored in the research model.
Keywords: E-government, e-government service, e-government factors, service gaps,
implementation, Zimbabwe, developing country

1.

INTRODUCTION

E-government is the praxis of transforming government services from traditional to electronic means
using modern information communication technologies (ICTs) to provide easy access to
government services for all users such as citizens, businesses, and government agencies (Hanum et
al., 2020). Globally, the discourse of e-government has gathered momentum in the public service
delivery (Alabdallat, 2020; Almutairi et al., 2020; Jacob et al., 2019; Lee & Porumbescu, 2019;
Lindgren et al., 2019; Mukamurenzi, 2019; Sánchez-Torres & Miles, 2017; Twizeyimana &
Andersson, 2019). Accordingly, Alabdallat (2020) revealed that no country has been left untouched
in the implementation of e-government. Several government departments and agencies are now
using ICTs to deliver government services and information to citizens, other government
departments, and businesses. However, Alabdallat (2020, p. 5) noted that “most of the government
departments have not provided all of their services electronically or at least the most important ones.
This issue seems to be confined to the developing countries, especially among countries with very
low incomes”. Thus, this creates a phenomenon of e-government service gaps.
There is a range of definitions of this term, but in this study, e-government service gaps refer to the
extent to which e-government services are not fulfilled to the intended users (government
employees, businesses and citizens) of the e-government system (Herdiyanti et al., 2018) either
because the system is constrained to deliver the required services or some of the expected services
are not being provided. Thus, e-government service gaps represent two major fine points: the
constraints on the system to deliver e-services and the service deficiencies from the government.
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E-government service gaps in developing countries have not yet been bridged (Sterrenberg &
Keating, 2016). Despite the significant amounts of public investment committed to enhancing egovernment over the past two decades, the use of this service is still limited (Pérez-Morote et al.,
2020). Citizens are still required to visit respective government departments and agencies to get
basic information, complete and submit forms (Madariaga et al., 2019) or get other services that
possibly can be offered electronically (Alraja, 2016; Khamis & Weide, 2017). Predominantly, public
service delivery in developing countries is still characterised by inefficient, rigid and manual
systems (Singh & Travica, 2018; Yang, 2017).
This study aimed to explore the opinions of government employees, businesses and citizens to
understand the contextual factors enhancing e-government service gaps in a developing country
from multiple perspectives. To accomplish the objective of the study, the primary research question
was formulated as follows:
What are the contextual factors enhancing e-government service gaps in a developing country
resulting in low usage?

2.

LITERATURE REVIEW

2.1.
The concept of e-government
Ideally, e-government is expected to decrease travelling costs, reduce waiting time for the service,
reduce operational time, decrease corruption and cost in service delivery, increase transactional
capabilities and convenience and improve accessibility (Alabdallat, 2020; Dewa & Zlotnikova,
2014; Kalu & Masri, 2019; Nabafu & Maiga, 2012). The emphasis on e-government implementation
is put on how to transform both internal and external relationships of governments to reduce complex
and over-stretched bureaucratic system (Alassim & Alfayad, 2017; Almutairi et al., 2020; Janowski,
2015; Mees et al., 2019). The emergence of e-government was a response to make government
departments and agencies more efficient and open in public service delivery by utilising ICTs to
provide services electronically (Sharma, Bao & Peng, 2014). Thus, the resulting transformation
makes the government more efficient and transparent in delivering public services. For these
reasons, the concept of e-government is treasured for being evolutionary, transformational, efficient,
and transparent.
2.2.
E-government service delivery models
Accordingly, the transformation drive in public service is facilitated by the following e-government
delivery models: Government-to-Government (G2G); Government-to-Employees (G2E);
Government-to-Business (G2B); and Government-to-Citizens (G2C) (Ahmad et al., 2019; Ramdan
et al., 2014; Voutinioti, 2014). On the first hand, G2G represents the backbone platform for egovernment adoption, implementation and utilisation in the entire country (Voutinioti, 2014). On
the other hand, G2E represents an internal relationship between the government and its employees
(Ramdan et al., 2014). G2B service delivery model denotes an online platform that enables
government and business organisations to do business electronically (Ahmad et al., 2019). Lastly,
G2C ensures that the citizens interact and transact with the government far and wide (Ramdan et al.,
2014).
2.3.
E-government in developing countries: The African context
Studies have confirmed that most of the government services in developing countries particularly in
Africa are still unavailable online (Humphrey et al., 2016; Rabaa et al., 2018; Sarrayrih & Sriram,
2015; Singh & Travica, 2018; Twizeyimana et al., 2018). African region lags in e-government
development compared to the rest of the world. Basic e-government services are still not easy to
find in African countries; only limited services are offered online (Agboh, 2017; Mukamurenzi,
2019; Owusu-Ansah, 2014; Twizeyimana et al., 2018; Verkijika & De Wet, 2018). Most
government services are still provided manually. Probably, this is the reason why developing
countries have the lowest e-government service development intensity. Thus, this suggests that there
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are e-government service gaps that have resulted in low usage of e-government and limited
capabilities of the government employees to provide efficient services (Tirastittam et al., 2018).
2.4.
E-government services in Zimbabwe: The research context
Like many other developing countries, Zimbabwe is implementing e-government projects as part of
the public sector reforms to improve service delivery among government departments, agencies,
businesses and citizens (Munyoka, 2019; Nhema, 2016). The major target of the public sector
reforms in the context of e-government is to exterminate institutional constrictions related to the
conventional methods of public service delivery. Even though the country seems to be committed
to the implementation of e-government projects, still, the ability to provide comprehensive eservices is not attainable. The country compares relatively low with other countries in the world, the
African continent as well as in the Southern African Development Committee (SADC) region
(Munyoka, 2019). In fact, by 2018, the country was ranked 146 out of 193 in EGDI and last in
SADC while the Online Service Index (OSI) stood at the mean value of 0.3246 (Dias, 2020). This
ranking reflects a significant need in providing comprehensive e-government services.
2.5.
Factors affecting e-government adoption, implementation and usage
E-government projects in developing counties face a variety of challenges during their
implementation and utilisation but the severity of these issues varies from context to context
(Mustafa et al., 2020). Generally, these challenges can be categorised as follows:
2.5.1. Infrastructure
Many studies have concluded that developing countries do not have adequate infrastructure to
successfully deploy e-government projects (Baheer et al., 2020; Hanum et al., 2020; Heeks, 2003;
Kanaan et al., 2019). Challenges such as low penetration of fixed-line telecommunications;
inadequate electricity supply (Richardson, 2011) and low teledensity (Sareen et al., 2013) make it
difficult to deploy e-government countrywide. This condition has resulted in e-government service
gaps. The gaps are created in multifold: first and foremost, lack of infrastructure hinders the delivery
of e-government services by acting as an obstruction for government departments and agencies to
provide e-services; secondly, lack of infrastructure obstructs the demand for e-government services
by impeding citizens to access e-government services; and lastly, unreliable infrastructure can
degrade the performance of e-government systems; thereby, making it difficult to for users to obtain
higher-level e-government services.
2.5.2. Interoperability
In the context of e-government, interoperable depicts the ability of independent systems and devices
to communicate with each other and share data (Apleni & Smuts, 2020; Sulehat & Taib, 2016). Most
of the e-government systems deployed in developing counties operate in 'silos'; the e-government
landscape is fragmented within and across ministries, departments and agencies (Apleni & Smuts,
2020; Baheer et al., 2020; Mohlameane & Ruxwana, 2020; Nakakawa & Namagembe, 2019;
Sulehat & Taib, 2016). This situation has made the realisation of e-government benefits merely a
delusion. In consequence, the lack of interoperability results in the loss of entirely reaping the
prospective benefits of e-government such as more efficiency; enhanced services to better serve
citizens; and better accessibility of public services.
2.5.3. Digital divide
The digital divide is a dynamic and complex problem that is creating service gaps in developing
countries particularly in the utilisation of e-government services. It is the gap between people who
have access to the internet and those who do not (Alabdallat, 2020). The digital divide reflects the
lack of and/or limited access to electronic services by citizens. It is regarded as a significant barrier
to the implementation and utilisation of e-government since many communities and citizens do not
have access to the internet and computing devices (Alabdallat, 2020; Chipeta, 2018; Idoughi &
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Abdelhakim, 2018; Twizeyimana & Andersson, 2019b). This restricts the adoption and utilisation
of e-government to those who have access to the technology and the requisite skills to use e-services.
Therefore, those who do not have access to ICTs and necessary ICT skills cannot access e-services;
and thus fail to benefit from e-government projects implemented in their service constituencies
(Haider et al., 2015; Twizeyimana & Andersson, 2019; Verkijika & De Wet, 2018).
2.5.4. Human factor
The human factor is critical in the success of e-government. According to Farzianpour et al. (2015),
once the infrastructure has been established, there is a need for ICT skills to enhance the effective
implementation and utilisation of online services. Nevertheless, a range of studies has reported that
the lack of ICT skills is the dominant human aspects under the barriers to e-government initiatives
(Aneke, 2019; Khan & Ahmad, 2015; Owusu-Ansah, 2014). For instance, Owusu-Ansah (2014)
reported that e-government has failed in developing countries due to inadequate ICT skills among
government employees and citizens. Apart from lack of skills, various studies on critical success
factors in the implementation of e-government in developing countries have reported the lack of
expertise by government employees to develop, operate and maintain e-government systems
(Aneke, 2019; Khadaroo et al., 2013; Layne & Lee, 2001).
2.5.5. Policy factor
According to Dias (2020), a policy is a premeditated plan of action aimed at guiding decisions and
accomplishing judicious outcomes. The issue of policy as well as forms part of the factors that affect
the implementation of e-government (Apleni & Smuts, 2020). This is because the deployment and
use of e-government systems call for a variety of policies to regulate electronic activities. However,
Islam (2013) noted with great concern that in developing countries there is a lack of clearly defined
policy for e-government implementation. Very few countries (Singapore and Malaysia) have standalone policies for implementing e-government (Alabdallat, 2020; Apleni & Smuts, 2020; Bwalya,
2009; Dias, 2020; Nurdin et al., 2014; Zaied et al., 2017); the implementation of e-government is
either driven by national ICT policies or it is the sole responsibility of the ministries, departments
and agencies (MDAs). This factor demonstrates a major policy gap in the implementation of egovernment projects in developing countries.
2.5.6. Funding
Funding is the priority factor for successful e-government adoption because “any e-government
initiatives require funding to initiate and maintain e-government projects” (Apleni & Smuts, 2020,
p. 19). However, most developing countries are struggling to fund their e-government initiatives
except for few countries. They lack financial support in the implementation of e-government
projects resulting in a funding dilemma even if governments have plans for the implementation of
e-government (Fasheyitan, 2019; Khadaroo et al., 2013; Ziba & Kang, 2020). As a result, most egovernment projects particularly in African countries are donor-funded. The reliance on donor
support for e-government implementation often results in untenable funding in the event donor
support is terminated; thus, impeding progress in the implementation of e-government (Khadaroo et
al., 2013).

3.

THEORETICAL FRAMEWORK

This study used the Technological- Organisational- Environmental (TOE) model to study the factors
enhancing e-government service gaps in a developing country context. According to Defitri et al.
(2020), “the TOE framework originates from the theory of adoption of new technologies, making
[it] widely adopted in various studies as compared to other models” (p. 40). This framework provides
key benefits for understanding the factors that exist in the context of technology, organisation, and
environment in influencing the process of adopting technological innovation. Technological factors
refer to the existing and new technologies, for example, telecommunications, electricity, computers,
and bandwidth necessary for the implementation and usage of e-government services while the
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organisational factors describe the attributes of an organisation such as top management support, egovernment funding, skills and competences. The environmental context focuses on the external
factors that drive the adoption and implementation of new technology policy and regulations.
Furthermore, the TOE was adopted as the underpinning theory in this study because it was
considered to unveil a wide range of factors associated with technology, organisation and the
environment that may shape the implementation and usage of e-government services in a developing
country. Also, as a generic theory, the TOE enabled researchers to choose the factors of each facet
according to the characteristics of technological innovation (e-government) adopted. Thus, the
analytical framework in Figure 1 forms the basis for investigating the factors enhancing egovernment service gaps.

Figure 1. The analytical framework for the study

4.

METHODOLOGY

A multiple-case study was adopted as the research strategy of the study in which the e-Taxation
system was the primary case study with embedded three (3) units of analysis (government
employees, business, and citizens). These cases were used as the primary sources of empirical data
because it was assumed that they were adequate to provide sufficient data about the study (Yin,
2009). The selection of cases began by recognising the key units that could benefit directly from the
deployment of e-government projects in Zimbabwe. The study used a multi-stage sampling
procedure by employing stratified, purposive and snowball sampling techniques for the following
reasons:
●
Stratified sampling ensured that each subunit of analysis was represented in the sample.
●
Purposive sampling also enabled researchers to select participants that showed the best
ability to address the research question and to meet the research objectives of the study.
●
Snowball sampling was used because the citizens who are users of the e-Taxation system
were very difficult to find.
A total of 30 semi-structured interviews were conducted with government employees, managers of
various business organisations and citizens who have direct contact with the e-Taxation system. The
selected size was informed by Weller et al. (2018) who reported that 20 to 30 in-depth interviews
are adequate to determine the saturation point of qualitative data. This study employed a template
analysis technique proposed by King (2004) to code qualitative data from interviews transcripts.
Template analysis is a technique within the thematic analysis framework that enabled researchers to
develop a catalogue of codes to form an analytic template representing priori themes identified from
the literature and presented in the analytical framework (Brooks & King, 2014).
The study focused on multiple stakeholders (users) to uncover multiple realities on the
implementation and use of e-government in a developing country. From the onset, the researchers
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assumed that using a single stakeholder perspective would not reveal numerous factors enabling egovernment service gaps. Accordingly, by focusing on multiple perspectives, the study diverted
from previous studies which have investigated e-government in isolation by focusing their effort on
a single perspective. Mostly, e-government studies have been centred on citizens’ perspectives
despite the importance of other user groups. Also, e-government projects are designed and
implemented to satisfy three major users: citizens, government employees and businesses (Haider
et al., 2015; Ibrahim et al., 2016). Besides, these users have different opinions and values about egovernment, too, which could result in different perspectives. Therefore, e-government evaluation
should recognise divergent views of users.

5.

FINDINGS OF THE STUDY

This section reports the findings from three (3) units of analysis on factors enhancing e-government
service gaps in a developing country like Zimbabwe. The findings were presented using the thematic
configuration (structure) of the template, explaining the meaning of themes, and illustrating with
direct quotes from the data (Ryan & Bernard, 2003). The factors were coded and classified using
template analysis based on three theoretical codes: technology, organisation, and environment. The
factors are presented below.
Codes
Technology

Themes
Lack of government-owned infrastructure
Lack of compatibility of computing devices

Lack of systems integration
Lack of electricity infrastructure

Lack of access

Organisation

Lack of e-government funding
Budget disparity
Lack of the desire to support and coordinate
e-government

Design-reality gap

Environment

Policy inconsistency

Lack of user-involvement

Supporting excerpts
“In the case of Zimbabwe, the private sector owns approximately 75% of the
total infrastructure deployed across the country” [Bus 1].
“Some of our gadgets hinder the electronic exchange or transfer of information
as they are not compatible with the technology used in e-government projects”
[Bus 2].
“Most government departments use legacy systems that cannot easily integrate
with other systems” [CIT 8].
“The country lacks adequate electricity supply; electricity load shedding is very
high in Zimbabwe, resulting in citizens failing to access internet services” [Bus
6].
“Several communities in rural areas are still underserved as far as internet
connectivity is concerned; hence, they do not have access to the internet” [CIT
4].
“There is a lack of funding for e-government projects as developing countries
like Zimbabwe have many competing priorities to finance” [Govt employee 5].
“There is a lot of budgetary politics in the government of Zimbabwe; some
government departments do not get sufficient budget” [Govt employee 7].
“The top management is not ‘aggressively’ lobbying for adequate resources to
facilitate the deployment of robust infrastructure” [Govt employee 3].
“Each Ministry or government department is concentrating on developing its
system and deploying individual infrastructure without considering the need to
coordinate such activities with other departments or even the private sector”
[Govt employee 7].
“In Zimbabwe, I think e-government service gaps exist because of skill gaps
among e-government designers. Most of the e-government designers have limited
knowledge and experience” [CIT 9].
“There is a tendency to jump from policy to policy such that policy pronunciation
becomes inconsistency with goals and aspirations of e-government” [Govt
employee 12].
“There is an assumption that the designers of e-government systems know all
the needs and expectations of the users in advance. The end users are not
consulted during the design phase” [CIT 4].

Table 1. Codes, themes and supporting excerpts

6.

DISCUSSION OF FINDINGS

6.1.
Technology
6.1.1. Lack of government-owned infrastructure
It is worth mentioning that the single most striking observation to emerge from the empirical data
compared to previous studies was the lack of government-owned infrastructure. Still, in cases where
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the government owns the infrastructure, it is dilapidated and not able to match the needs of the
modern-day e-government service provision. Drawing on the analysis of qualitative findings the
government of Zimbabwe has not invested significantly in ICT infrastructure and largely relies on
infrastructure from private players. This was echoed across cases:
Most of the infrastructure in Zimbabwe is not timely updated to suit the current needs of the end-users” [Bus 3].
“In the case of Zimbabwe, the private sector owns approximately 75% of the total infrastructure deployed across the
country whilst the government does not have adequate resources to set up the infrastructure for e-government” [Bus 1].

“In terms of the ownership of ICT infrastructure, the private sector has more ownership compared to most government
departments” [Govt employee 8].

This implies that the participants were concerned with the lack of government-owned infrastructure
because relying largely on infrastructure from the private players becomes expensive and
unaffordable for the government to sustainably run e-government schemes.
6.1.2. Lack of electricity infrastructure
The users of e-government are failing to access e-government due to inadequate electricity supply.
The respondents were concerned with the lack of reliable electricity supply which could inhibit the
continuous delivery of e-government services. The following excerpts form part of the narratives that
were used to develop the theme of lack of electricity infrastructure:
“Power supply availability is a challenge in Zimbabwe. Most places do not have a reliable power supply infrastructure
for offices; this makes it difficult to provide e-government services” [Govt employee 13].
“The country lacks adequate electricity supply; electricity load shedding is very high in Zimbabwe, resulting in citizens
failing to access internet services” [Bus 6].
“Electricity load shedding is very high in Zimbabwe. Even in town, there are continuous electricity/power cuts; this
makes e-government services not available on time” [CIT 7].

This finding implies that without a stable electricity supply, e-government systems cannot run
smoothly and user satisfaction is likely to be minified since the system might tend to be ordinarily
offline. This claim seems to be plausible in the context of a developing country where electricity
supply has remained a challenge for decades (Richardson, 2011; Ud Din et al., 2017). Thus, this
gives credence to the fact that electricity is fundamental in the implementation and utilisation of egovernment.
6.1.3. Lack of systems integration
Integration refers to the extent to which e-government systems can share information to enable
citizens to access services from various departments and agencies using a single access point (Dias,
2020). In the literature, integration is identified as a key challenge for enabling the fully functional
and higher maturity level of e‐government in developing countries (Bayona & Morales, 2017;
Owusu-Ansah, 2014). The participants across cases mentioned that e-government systems that have
been deployed in government departments are not interoperable:
“System integration is lacking in e-government systems as most systems exist in ‘silos’. There is silo mentality in
systems development, every MDA is concerned with the services it offers; hence, ignoring the need for system
integration” [Govt employee 8].
“Every government department has its system which is not integrated with other departments; thereby, creating egovernment service gaps” [Govt employee 13].
“E-government systems in Zimbabwe fail partly because they have been designed in such a way that they do not
communicate with other systems deployed across ministries. Most government departments use legacy systems that
cannot easily integrate with other systems” [CIT 8].
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This implies that systems integration is one of the issues within the e-government domain that need
to be managed by any government intending to derive added value from e-government initiatives
(Nakakawa & Namagembe, 2019; Sulehat & Taib, 2016). Thus, without systems integration, MDAs
that support each other will find it difficult to share critical data and information.
6.1.4. Lack of access
Research has shown that lack of access to the internet and technology is a cause for concern in the
utilisation of e-government services in developing countries (Abu-Shanab & Khasawneh, 2014;
Ohemeng & Ofosu-Adarkwa, 2014; Regmi, 2017). The majority of the population, particularly in
developing countries, still has limited or no access to e-government services even though these
countries have moved a great stride in e-government adoption. Similarly, the findings across cases
revealed that the majority of citizens in Zimbabwe do not have access to the internet, e-government
services and computing devices due to poverty, low levels of income and inadequate network
coverage.
“Lack of access to the internet is also another factor; the charges for internet connectivity and data are beyond the reach
of many ordinary citizens” [Bus 5].
“Several communities in rural areas are still underserved as far as internet connectivity is concerned; hence, they do not
have access to the internet” [CIT 4].
“Most people in rural areas are poor and lag in terms of digitisation. Some of them could not afford a Smartphone, not
even talking about the data bundles” [CIT 8].

This implies that those who do not have access to computers, network coverage or the internet are
unable to benefit from e-government services. However, it should be noted that there is an
interlocked relationship between infrastructure and access to e-government services. Lack of
infrastructure results in lack of access because it deprives citizen to benefit from the implementation
of e-government; hence, creating a phenomenon of e-government service gaps.
6.1.5 Lack of compatibility of computing devices
Most research on compatibility has focused on measuring the degree to which technology is
consistent with the present values, demands and previous experiences of the prospective users (AbuShanab & Khasawneh, 2014; Ahmad & Campbell, 2015; Dhillon & Laxmi, 2015; Kumar et al.,
2007; Layne & Lee, 2001; Muhammad, 2013; Zautashvili, 2018). However, this study provides a
new understanding of the compatibility dimension in which it refers to the ability of different
computing devices to access e-government systems. This is because users of e-government use
different gadgets; so there is a need for assurance that they may be able to have access to the system
despite using different computing devices.
“Some of our gadgets hinder the electronic exchange or transfer of information as they are not compatible with the
technology used in e-government projects” [Bus 2].

Therefore, the compatibility of computing devices should be significantly considered in the
development and deployment of e-government systems to provide user-centric services. Thus, egovernment systems should be compatible with the computing devices of the users.
6.2.
Organisation
6.2.1. Lack of e-government funding
It is a widely held view that adequate funding is the factor that promotes the success of e-government
implementation (Alabdallat, 2020; Alanezi et al., 2012; Khadaroo et al., 2013). The availability of
sufficient funding is a significant factor towards the successful implementation of e-government
because there is a strong correlation between funding and ICT infrastructure development,
addressing the digital divide and human capacity development (Khadaroo et al., 2013; Ziba & Kang,
2020). The empirical data reveals that Zimbabwe is facing difficulties in financing e-government
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projects due to competing priorities to finance; for instance, funding the everyday needs of the
citizens in which the majority survive on government hand-outs.
“There is a lack of funding for e-government projects as developing countries like Zimbabwe have many competing
priorities to finance” [Govt employee 5].
“Many developing countries fall into a dilemma of funding e-government programs due to lack of financial support
even the government entity has a plan for providing e-government services” [Govt employee 2].
“There is a lack of funding in Zimbabwe to acquire the necessary infrastructure required for the full implementation of
the e-government; the central government seems to have many other priorities competing for the resources” [Govt
employee 7].

The findings of the current study are consistent with those of Alabdallat (2020) who reported that
there is a lack of funding for e-government projects in developing countries due to many competing
priorities to finance from constrained budgets.
6.2.2. Budget disparity
This study defines budget disparity as a discrepancy in the allocation of budget among the
government departments; as a result, some departments are receiving lesser budgets than others.
The case study findings point that successful implementation of e-government requires sufficient
budget across government departments; otherwise, other departments will lag in the implementation
of e-government projects; hence, resulting in e-government service gaps.
“There is a lot of budgetary disparity in the government of Zimbabwe; some government departments do not get
sufficient budget because they are neither preferred nor favoured” [Govt employee 7].
“I have noted that the abilities of government departments to place services online and to use technology for automating
processes are hampered by budget disparity” [Govt employee 5]
“At the same time, resources differ from ministry to ministry because some ministries receive better budgets than others;
therefore, we cannot be at the same level in the implementation of e-government” [Govt employee 3].

The finding implies that government departments will always be at different levels of e-government
maturity. This study is consistent with the literature that discusses the impact of budget on egovernment implementation in general (Dhonju & Shakya, 2019), but not necessarily specific to the
budget disparity.
6.2.3. Lack of the desire to support and coordinate e-government
In this study, the participants indicated that there is a lack of top management support and
coordination in the deployment of e-government projects. Each ministry or government department
concentrates on developing its system and deploying individual infrastructure without considering
the need to coordinate such activities with other departments or even the private sector. The lack of
coordination in systems development is likely to lead to MDAs competing in putting up ICT
infrastructure while lack of coordination can restrain the establishment of appropriate e-government
development networks.
“Lack of top management support ... has resulted in unavailability of the requisite infrastructure; the top management is
not ‘aggressively’ lobbying for adequate resources to facilitate the deployment of robust infrastructure” [Govt employee
3].
“Lack of coordination in systems development lead to MDAs competing in putting up ICT infrastructure; hence, there
is a lot of fragmented (silo) efforts in the deployment of e-government in Zimbabwe” [Govt employee 1].

This implies that the implementation of e-government in Zimbabwe is among factors hindered by
the lack of the desire by the top management to support and coordinate the design and deployment
of e-services.
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6.2.4. Design-reality gap
The successful implementation of e-government projects demands the fusion of IT human
capacities for designing, installing, maintaining and utilising e-government systems. The case study
findings revealed that one of the challenges in e-government design is the lack of ICT skills and
experience in government departments due to poor remunerations for IT personnel. The majority
of skilled and experienced IT personnel are either employed in the private sector or in other
countries. Most of the e-government designers have limited knowledge and experience; as a result,
developing systems that are not ‘perfect’ and which do not meet the needs and expectations of the
users. Businesses and citizens shared similar views regarding the design-reality gap.
“In Zimbabwe, I think e-government service gaps exist because of skill gaps among e-government designers” [CIT 9].
“Skills gap will always be there by virtue of our maturity in terms of e-government and poor remuneration” Development
of such complex systems is mostly outsourced from consultants who have expertise in developing similar systems in
other countries” [Bus 4].
This is why in developing countries we find private companies with better e-services than governments” [CIT 6].
“The challenge is that government departments do not offer motivating remuneration and working conditions that are
conducive to drive the implementation of e-government to success. Most skilled employees end up leaving for greener
pastures in the private sector and abroad” [CIT 3].

It appears that incompetent employees are appointed to develop and maintain e-government systems
in Zimbabwe. As a consequence, e-government projects are outsourced from developed countries
which according to Heeks (2003) fuels the design-reality gap if the project is adopted in its entirety
by a developing country. So, e-government cannot be successfully deployed if government
employees do not have adequate ICT skills and experience.
6.3.
Environment
6.3.1. Policy inconsistency
Another drawback in the successful implementation of e-government in a developing context is
policy inconsistency. This factor demonstrates a major policy gap in the implementation of egovernment projects in developing countries. During the interviews, participants from the
government stratum noted that the government of Zimbabwe always grapples with policy
inconsistency.
“One other drawback is the policy inconsistency that the government of Zimbabwe grapples with; so nobody takes the
government seriously when it outlines policies” [Govt employee 6].
“There is only too much rhetoric and very little traction on the factors obtaining on the ground in the implementation of
e-government projects” [Govt employee 13].
“There is a tendency to jump from policy to policy such that policy pronunciation becomes inconsistency with goals
and aspirations of e-government” [Govt employee 12].
“Midway into the implementation of one policy, the government usually shift goals and launch another policy to the
puzzlement of e-government designers; leading to ‘half-done and later deserted projects” [Govt employee 11].

Although the country strives to digitise the public sector by coming up with e-government
implementation policies, this aspiration has remained a mere declaration of the intent; in that
respect, the obligatory vigour to drive the implementation of e-government in Zimbabwe is still
missing at all levels. There is too much rhetoric and very little traction in the implementation of egovernment projects. Besides, it is noted that in most cases, governments take more than a decade
talking about implementing e-government flagship projects which do not take off as expected.
6.3.2. Lack of citizen involvement
The scoping of any information systems project requires the involvement of users. The main
consideration of citizen involvement is to incorporate their opinions in the design of e-government
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projects. The findings from the citizen stratum, however, revealed that the e-government design
phase is not engaging with the citizens. As a consequence, designers are likely to develop egovernment schemes that do not result in user acceptance and satisfaction.
“There is an assumption that the designers of e-government systems know all the needs and expectations of the users
in advance. The end users are not consulted during the design phase; hence, at times they resist the adoption of egovernment schemes” [CIT 4].
“The other challenge with most e-government schemes is that they are developed at the national level and lack
engagement of the users who are supposed to benefit from such schemes. The users are not engaged; hence the failure
of the users to embrace these schemes” [CIT 2].
“The e-government design phase is not engaging with the citizens. The opinions of citizens in the design of egovernment are not incorporated; that is why it is not easily accepted” [CIT 5]. “

This implies that e-government projects fail largely due to the non-factoring of the individual
requirements and needs during the design and implementation of e-government projects (Ahmad et
al., 2012). The present findings seem to be consistent with other research which found out that user
involvement is not prioritised in current e-government development projects (Abu-Shanab &
Khasawneh, 2014). Similarly, Verkijika (2018) declared that e-government projects fail to provide
comprehensive services because of a lack of engagement with the users to capture their needs and
wants in the design phase.

7.

CONCLUSIONS AND RECOMMENDATIONS

The study explored the opinions of government employees, businesses and citizens to understand
the factors enhancing e-government service gaps in a developing country context from multiple
perspectives underpinned by the TOE framework. The study identified 11 factors that deeply
enhance e-government service gaps in a developing country. Since the study was underpinned in the
TOE the factors that emerged from the findings were grouped under the TOE elements. These
factors can be regarded as the baseline elements in the implementation and utilisation of egovernment services because they act as barriers for governments to successfully implement egovernment and prevent users to engage with e-government services. Furthermore, the factors hold
both negative and positive outcomes; mostly because apiece, they have generative mechanisms to
make a divergence of either enhancing or constricting e-government service gaps. Therefore, this
study concluded that until the factors enhancing e-government service gaps are converted into
enablers (enabling factors) for providing comprehensive services, e-government service gaps will
continue to exist in developing countries.
While factors enhancing e-government service gaps may be contextual, a systematic literature
review shows that most e-government challenges in the implementation and usage of e-government
services fall in the wider factors identified in this study. The findings of this study show that lack of
government-owned infrastructure, systems integration, e-government funding, the desire to support
and coordinate e-government; design-reality gap and policy inconsistency are the critical factors
enhancing e-government service gaps in Zimbabwe.
However, it should be noted that while the aforesaid factors were derived from the three units of
analysis others were derived solely from each unit or two units. For instance, the lack of governmentowned infrastructure was extrapolated from all units while budget disparity; lack of the desire to
support and coordinate e-government; and policy inconsistency were derived from the government
stratum only. This could be attributed to the fact that these elements appear to be internal factors
with a direct impact on government departments and their employees in their effort to drive the
implementation of e-government. The lack of user involvement was deduced from the citizen
stratum. In contrast, the design-reality gap was derived from business and citizen strata; thus,
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showing differences in the discernment of factors enhancing e-government service gaps among the
strata.
The study provides the following recommendations:
●
developing countries need to have a dedicated budget to fund the deployment of
infrastructure and e-government projects;
●
government departments should compete with the private sector in the ICT job market and
offer better remuneration that keeps the best ICT employees working for their governments and
drive e-government services;
●
ensure that citizens are part of the design phase by involving users in the design of egovernment systems since the designers of e-government alone cannot fully comprehend the needs
and expectations of the users;
●
there is a need to convert factors enhancing e-government service gaps to e-government
enabling factors;
●
priority should be raised in deploying government-owned infrastructure; e-government
funding; and IT human capacity development

8.

CONTRIBUTIONS TO PRACTICE AND THEORY

This research contributes significantly to the implementation and utilisation of e-government
services in Zimbabwe, as well as contributing to knowledge on e-government implementation in
developing countries, particularly in Africa. Furthermore, the research provides a framework to
assist governments in developing countries to surmount the challenges of e-government service
gaps. This study will also enlighten the implementers and funders of e-government projects on
factors that obstruct the successful implementation and utilisation of e-government services in a
developing context which is known for highly failed e-government projects.
The study contributes to providing a strong theoretical understanding of the factors that enhance egovernment service gaps explored in the research model. From the extant literature, no studies have
explicitly focused on investigating factors that enhance e-government service gaps in the context of
a developing country. To fill this gap, the study adopted the TOE framework for better understanding
these factors. This study contributes to theory by classifying e-government service gaps into three
(3) categories: Technology, Organisation and Environment. Thus, the findings provide theoretical
contributions to the body of knowledge concerning the factors that contribute to e-government
service gaps in a developing country.

9.
LIMITATIONS
RESEARCH

AND

SUGGESTED

AREAS

FOR

FURTHER

The factors enhancing e-government service gaps were proposed based on the literature review and
explored using a single-embedded case study; hence, it is hard to conclude that the factors revealed
in this study are conclusive. Furthermore, this study was focused on the urban population in Harare,
Bulawayo and Gweru where the population has access to the internet and e-government experience
in the use of e-government services. Therefore, by focusing on the urban population the study could
not get the views of the non-users of e-government who are likely to experience more service gaps
compared to the urban population.
The study suggests that new insights on factors enhancing e-government service gaps could emerge
if the research is undertaken again in more case studies. Furthermore, the study suggests that future
research on e-government service gaps should include the marginalised communities.
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