S IX . A CRITICAL ANALYSIS OF
e-GOVERNMENT IN ZAMBIA

Mjumo Mzyece,
French South African Institute of Technology (F'SATI), Tshwane University of Technology, South Africa

ABSTRACT

This article presents a crifical analysis of e-govemment in Zambia. It reviews the relevant literature and then explains the
structure and operation of the Zambian government in the context of e-government. It presents and analyses the results of a
small sample study on e-government in Zambia and points to six areas for policy reform, highlighting leadership, stakeholder
engagement, prioritisation, increased funding, private sector participation and mobile channels as key elements needed for
future success.
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INTRODUCING E-GOVERNMENT IN ZAMBIA
Zambia’s National Information and Communication Technology Policy 2006, defines
e-government as:

The delivery by Government of products, services, policies and the engagement of
stakeholders in civiec and government matters through the use of Information and
Communication Technologies in order to achieve Government to Consumers,
Government to Business and Government to Government interaction and
transactions (Government of Zambia, 20060, p. vii).

In this policy, ICTs are presented as the means of e-government, while electronic interactions and
transactions are regarded as primary in delivering public services and in promoting e-government.
Good governance hasbeen identified as a cross-cuttingissuein the fifth and sixth national development
plans (Government of Zambia, 2011; Government of Zambia, 2006a). e-Governance has been
identified as a powerful enabler of good governance and e-governance programmes are explicitly
defined and budgeted for in the two national development plans. e-Government is regarded as a
national priority and therefore deserves attention from scholars and policymakers interested in the
development of Zambia. However, the reality of e-government progress has fallen far short of its
potential and its stated importance in policy documents.

There is a limited body of literature on the state of e-government in Zambia. Weerakkody, Dwivedi,
Brooks, Williams & Mwange (2007) studied the extent of implementation of e-government in Zambia.
Their survey explored the perceptions of government officials with respect to e-government
implementation challenges in eight categories (Weerakkody et al, 2007): technological infrastructure;
partnership and collaboration; strategy; institutional and environmental issues; human capital
development; change management; leadership roles; and legal frameworks. Based on their analysis,
they propose a framework for e-government implementation that emphasises the relationship
between risk and value (Figure 1).
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FIGURE 1:
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In other writing, Bwalya (2009) analyses positive and negative factors favouring or hindering the
adoption of e-government in Zambia and proposes an e-government adoption model based on
Davis’ (1989) Technology Acceptance Model (TAM). Positive factors include: up-to-date information;
convenience and ease of use; strong local support and participation (since e-government projects
tend to be initiated and funded by foreign donors); decentralised platforms; and “anytime,
anywhere” availability. Negative factors include: lack of sustainability, particularly when
donor-funded projects come to an end; poor ICT infrastructure; exorbitant Internet connectivity
costs; restricted access (eg systems accessible to Internet users only); poor ICT infrastructure;
unwillingness of staff to adopt new systems; and lack of content in indigenous languages.

Coates and Nikolaus (2010) assess the state of e-government in Zambia and find it to be generally
weak. They focus their attention on the availability and functionality of e-government websites
in Zambia and Texas. The authors propose a public private partnership (PPP) model for
Zambian e-government, along the lines of the TexasOnline portal in the US state of Texas.
TexasOnline is operated by a private company, BearingPoint, under the oversight of the Texas
Department of Information Resources.
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This article makes an important contribution to studies of e-government in Zambia by providing
multiple perspectives gained from government; the private and NGO sectors; ICT specialists
and non-specialists; network operators and network solution providers; and application
developers and application users, including end-users and those providing them with technical
support. The article critically analyses e-government in Zambia, so as to shed light on why it
has not fulfilled expectations. The analysis leads to the presentation of ideas to improve the
state of e-government.

ZAMBIA'S E-GOVERNMENT POLICY EVOLUTION

The key policy documents relating to e-government are the National Information and
Communication Technology Policy 2006, the Fifth National Development Plan 2006-2010 and the
Sixth National Development Plan 2011-2015.

The National Information and Communication Technology Policy (Government of Zambia, 2006b)
includes the policy goal of “promoting electronic government™, identifies a number of existing
e-government initiatives and targets them for further advancement. Comments on initiatives
such as the Integrated Financial Management Information System (IFMIS) are stated in the
policy document, noting lack of coordination and integration, ICT infrastructure and a supportive
institutional framework; a shortage of ICT specialists in the public sector and concerns about
information and network security — all issues requiring attention. A candid account of the
IFMIS initiative (Mwango, 2004) argues that although IFMIS scored notable successes, it was
hampered by inefficient procurement procedures and extremely high and unsustainable
funding requirements.

On e-government as a means to improving public sector management and delivery of services,
a number of generic commitments, objectives and proposed strategies are outlined, including
the commitment to “develop an E-Government model to facilitate effective and efficient delivery
of goods and services in the public sector”; the objective to “transform Government service
delivery and improve two-way communication in the management and operation of the public
sector”; and the proposal to “develop and implement a comprehensive E-Government strategy
targeting: Government to Government (G2G), Government to Business (G2B), Government to
Citizens (G2C) and Government to Employee (G2E) services”. However, no specific timelines,
budgets or implementation responsibilities are provided for and implementation plans,
resource mobilisation and monitoring and evaluation are referred to only in broad, generic
terms. The policy states that “all [government] sectors shall draw their ICT policies and
implementation plans from this policy [...] and will be consolidated into The National ICT
Implementation Plan, with sub-plans for implementation on a priority basis covering the short,
medium and long term ...”. To the author’s knowledge, this nationwide ICT implementation plan
has not yet been formulated. There would appear to be significant limitations with respect to
the concreteness, coherence and coordination of e-government.

The Fifth National Development Plan, 2006-2010 (Government of Zambia, 2006a) or Fifth Plan,
which is contemporaneous with the national ICT policy, does allocate funds for e-government:
ZMK4 billion (approximately USD1 million as at December 2006), or about 0.01% of the entire
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Fifth Plan core programmes budget. However, this Plan also fails to outline concrete plans,
though it does refer to an e-government programme and its associated objective and strategies.
Specifically, e-government is included in the “E-Government and ICT Application” programme
for the communication and meteorology sector. The programme's objective is “to establish
and maintain an integrated and effective information and communications technology
system for effective decision-making and dissemination of information”. Nine strategies
are defined: (a) undertaking a feasibility study to determine information, software and
hardware needs for all sectors of the economy; (b) installing a Wide Area Network at central
and local government levels; (¢) installing an electronic collaboration and communication
system for the government; (d) developing ICT skills in government; (e) conducting an
e-government readiness assessment; (f) developing sector/Ministry ICT policies; (g) developing
websites and Intranet for government ministries and agencies; (h) improving and upgrading
communications infrastructure; and (i) improving connectivity.

The Sixth National Development Plan, 2011-2015 (Government of Zambia, 2011), hereafter
referred to as the Sixth Plan, appears to address some of the shortcomings of these earlier
policy documents. Funding for e-government under the Sixth Plan is increased to ZMK96.6
billion (approximately USD21 million as at January 2011), or about 0.2% of the entire Sixth Plan
budget. Additionally, the objective of e-government in the Sixth Plan is defined as: “to establish
an integrated e-governance platform”, a definite improvement over the e-government objectives
defined in the earlier policy documents in terms of brevity, simplicity, clarity and specificity.
Furthermore, the Sixth Plan defines three specific e-governance strategies: (a) develop guidelines
on e-governance and implementation process; (b) develop theintegration of government management
information systems; and (c) promote the creation of multi-purpose community centres (banks,
post offices, tele-centres, parks and kiosks).

The first two strategies are linked to corresponding projects, deadlines, final outcomes and
responsible institutions, although some of the specific details appear to be poorly thought out.
For example, the target delivery date for the guidelines on e-governance and implementation
process is 2015 (at the end of the five-year plan). Five years seems too long a period just to
develop a set of guidelines. Furthermore, the Sixth Plan calls for the integration of government
management information systems in the very first year, 2011. One year seems too short a period to
implement such an exercise across multiple ministries and nationwide. Inexplicably, no projects are
defined for the third strategy on community access.

The Sixth Plan defines key performance indicators (KPIs) in terms of the roll-out of online
government services in five government institutions. However, there is no overall responsibility
for the e-governance programme and a lack of an integrated view of e-governance in terms of
objectives, strategies, projects, deadlines and final outcomes. So while the Sixth National
Development Plan does represent progress compared with earlier policies, this is limited and
qualified progress.
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e-Government as set out in the national policy documents discussed above can be considered
in the context of the following guiding documents issued by the regional, continental and global
multilateral bodies of which Zambia is a member: the SADC Regional Indicative Strategic
Development Plan (SADC, 2004), the NEPAD Framework Document (NEPAD, 2001) and the UN
E-Government Survey (UN, 2010), respectively. These three documents recognise and prioritise the
vital role of e-government and -governance and provide guidance for future national level policy.

The SADC Development Plan specifically identifies e-government as a priority intervention
area: “[ICT] Applications to support e-government — The application of ICT in the public sector
must go through a process of re-engineering to ensure that existing inefficiencies are eliminated
and the citizens' interests are the focal point”. The NEPAD Framework Document recognises
that the “intensive use of ICTs can bring unprecedented comparative advantages to the [African]
continent [... by giving] impetus to the democratisation process and good governance”, and
prioritises the application of ICT applications, skills and infrastructure to promote good
governance. The UN E-Government Survey provides useful benchmarks for e-government in
Zambia, which is currently ranked 143rd out of 192 member states in the UN e-government
development index (UN, 2010). In discussing the 2010 UN E-Government Survey, Gupta (2011)
proposes a four-stage “presence’ model for e-government evolution” (Figure 2).

FIGURE 2: STAGES OF e-GOVERNMENT EVOLUTION
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A major weakness of policy in Zambia is the limited consideration to increasing the presence
of government in providing online information and e-services, in particular the lack of initiatives
aimed at provincial and local government level, with limited opportunity to progress towards
e-governance.

LEGAL FRAMEWORK FOR E-GOVERNMENT

The Constitution of the Republic of Zambia (Government of Zambia, 1996; Government of
Zambia, 2009a) provides the overarching legal framework for e-government. Laws relating to
e-government are subject to the Constitution. Since e-government involves the delivery of
government services using ICT, all the laws and regulations directly or indirectly related to the
ICT sector are also relevant to e-government. The specific legal framework for e-government
can be divided into three broad categories: ICT-related, broadcasting-related, and competition
and consumer protection-related laws.

CATEGORY A: ICT-RELATED LEGAL FRAMEWORK

THE INFORMATION AND COMMUNICATION TECHNOLOGIES ACT (2009)

(GOVERNMENT OF ZAMBIA, 2009B)

The ICT Act establishes the Zambia Information and Communications Technology Authority
(ZICTA) and defines the authority’s role in economic and technical regulation: definition of
retail and wholesale electronic communications markets subject to regulatory control;
determination of dominant market players; regulation of interconnection, access and co-location
agreements; regulation of tariffs; radio spectrum management; administration of electronic
numbers, names and addresses; technical standards and type approvals for electronic
communications equipment (Government of Zambia, 2009b). It stipulateslicencingrequirements
for electronic communications and radio communications. It provides the foundation for the growth
of the electronic communications infrastructure sector, which is necessary for e-government.

THE ELECTRONIC COMMUNICGATIONS AND TRANSACTIONS ACT (2009)

(GOVERNMENT OF ZAMBIA, 2009C)

The ECT Act defines the rules and regulations on electronic communications and transactions.
It facilitates e-government interactions and transactions by enabling electronic signatures,
secure communications, electronic payments and protection of personal information.

CATEGORY B: BROADCASTING-RELATED LEGAL
FRAMEWORK

THE INDEPENDENT BROADCASTING AUTHORITY ACT (2002)

(GOVERNMENT OF ZAMBIA, 2002A)

The IBA Act establishes the Independent Broadcasting Authority (IBA) as an independent
regulator of the broadcasting sector. Although this Act was passed and assented to almost 10
years ago, the IBA has still not been established. Broadcasting is still regulated directly by the
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Ministry of Information, Broadcasting and Tourism. Once the IBA is finally set-up, it is expected
to regulate conventional television and radio broadcasting. However, the IBA Act is outdated in
terms of advances in technology and service convergence, such as Internet broadcasting.
Broadcasting plays an important role in e-government, eg for dissemination of important
government alerts.

THE ZAMBIA NATIONAL BROADCASTING CORPORATION ACT (ACT NO. 16 OF 1987,
ACT NO. 13 OF 1994, ACT NO. 20 OF 2002)

(GOVERNMENT OF ZAMBIA, 2002B)

This set of Acts establishes the Zambia National Broadcasting Corporation (ZNBC), a wholly
state-owned radio and TV broadcaster. ZNBC would almost certainly be part of a fully developed
e-government. One reason for this is that it has the widest reach of any telecommunications
network in Zambia.

CATEGORY C: COMPETITION AND CONSUMER
PROTECTION-RELATED LEGAL FRAMEWORK

THE COMPETITION AND CONSUMER PROTECTION ACT (2010)

(GOVERNMENT OF ZAMBIA 2010)

This Act continues the Zambia Competition Commission (ZCC) and renames it the Competition
and Consumer Protection Commission (CCPC). The mandate of the CCPC is to safeguard and
promote competition and to protect consumers from unfair trade practices. The scope of the
CCPC covers all commerecial sectors, including ICT. Since the ICT sector is inextricably linked
to e-government, the Competition and Consumer Protection Act is also relevant to e-government.

ICT SECTOR STRUCTURE AND STATISTICS

The ICT sector includes a mix of privately, part-private/part-state-owned and wholly state-owned
companies. The sector has four sub-sectors: broadeasting, fixed telephony, mobile telephony
and Internet. The broadcasting sector is dominated by the state-owned ZNBC in both the radio
and television segments. ZNBC’s biggest rivals in the television segment are MUVI TV (private,
terrestrial TV), TBN Zambia (private, terrestrial TV) and Multichoice (private, satellite TV). In the
radio segment, however, Zambia has numerous privately owned independent radio stations.

Fixed telephony penetration has been on a downward trend over the past decade; it dropped
from 0.8 fixed lines per 100 inhabitants in 2001 to 0.7 fixed lines per 100 inhabitants in 2009
(ZICTA, 2011), declining against population growth.

Zambia was one of the first African countries to be connected to the Internet in 1994 (CTO, 2009).
However, growth has been extremely slow due to the high cost of equipment and Internet
connectivity. Table 1 shows the statistics in Internet growth for the last decade, with a notable
shift to broadband between 2008 and 2009.
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TABLE 1: INTERNET SUBSCRIBER STATISTICS FOR ZAMBIA: 2001-2009

dial -up broadband

2001 10089 492 8248 0.082 7627 621

2002 10409 440 11 647 0.112 10 826 821 4
2003 10774 382 12000 0.111 10 857 1143 3
2004 11089 691 16 288 0.147 15334 954 36
2005 11441 469 10 882 0.095 10179 703 -33
2006 11574190 11996 0.104 10 067 1929 10
2007 11708 450 17 946 0.153 12578 5368 49.6
2008 11900 000 18078 0.152 12 484 5671 0.73
2009 12 903 039 17754 0.137 6684 10702 29

Source: ZICTA, 2011

Table 2 shows the growth in mobile subscribers over the last decade, noting that mobile Internet
access was introduced in 2007.

TABLE 2: MOBILE SUBSCRIBER STATISTICS FOR ZAMBIA: 2000-2009

2000 9885 591 19957 0.505 - 3247
2001 10089 492 97900 097 - 95.97
2002 10409 440 139258 1.338 - 1225
2003 10774 382 204150 1,895 - 164

2004 11089 691 413120 3725 - 10236
2005 11441 469 949 558 8.299 - 129.85
2006 11574190 1663051 14369 - 75.14
2007 11708 450 2639026 22539 25472 58.68
2008 11900 000 3207 679 26.955 791 464 2154
2009 12903 039 4165101 3228 No doto 1767

Source: ZICTA, 2011

By 2009, mobile operators had connected over four million subseribers, or about 32% of the
population. Although conventional Internet penetration is still extremely low at 0.14% in 2009,
mobile Internet penetration has shown strong growth from introduction in 2007 to 6.65% at the
end of 2008. Although up-to-date statistics are not currently available, the mobile Internet
market may continue its impressive growth. The growing base of mobile connected citizens
presents a significant opportunity for the provision of mobile-based e-government in Zambia.
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This completes the review of the policy, legal and ICT sector context of e-government in Zambia.
We now turn to a brief overview of the governmental system followed by a review of e-government

STRUCTURE AND OPERATION OF GOVERNMENT

Zambia is a landlocked country located in south-central Africa, with a population of
approximately 13 million people (CSO, 2011). It is a constitutional republic based on a multi-party
democraticpolitical system (Zambia, 1996; Zambia, 2009). Zambia has three tiers of government:
national, provincial and local. The country observes a separation of powers at the national level
among the Executive which exercises policymaking and executive power, the Parliament, which
exercises lawmaking and oversight power; and the judiciary, which exercises judicial power.
The 2011 Zambian cabinet, under newly elected President Sata, incorporates 17 ministries,
including the ministries of Information, Broadcasting and Tourism, and Transport, Works,
Supply and Communications. The civil service in each ministry is headed by a Permanent
Secretary, a position which was originally designed to be professional and non-partisan
(Larmer, 2010). After independence in 1964, these positions evolved into political appointments.
However, the Sata administration appears intent on reversing this trend and depoliticising and
re-professionalising the civil service. Provincial government in the 10 provinces of Zambia is headed
by a provincial minister, who is not a member of cabinet. Local government operates at city, town or
municipal level.

Key development challenges relate to providing jobs, education, healthcare and infrastructure to
citizens. In theory, government is designed to operate in a decentralised manner, with delivery of
services close to local populations. However, in practice service delivery tends to be centralised
to national government. Not surprisingly, this creates many service delivery bottlenecks.
Communication and coordination between local authorities and the two upper tiers of government
can be fraught with inefficiency and political rivalry. The implementation of e-government has
tremendous potential to circumvent such inefficiencies and rivalries when focused on citizens.

REVIEW OF E-GOVERNMENT EMERGENCE

RESEARCH DESIGN

In order toreview e-government emergence over the decade 2000-2011, a selection of key respondents
from a cross-section of organisations were interviewed. These organisations include ICT
network operators, ICT solution providers, government ministries and non-governmental
organisations (NGOs). The structured questionnaire asked respondents to comment on
success and failure factors, positive and negative examples and recommendations for
improved e-government. Despite a small sample size, the responses are valuable in that they
draw on knowledgeable individuals, each with more than a decade of first-hand experience of
the ICT sector, government and e-government.

KEY FINDINGS

The respondents highlighted some notable progress, but the perspective gained was that
e-government is rudimentary in key services sectors, such as the health services. Table 3 sets
out an overview of programmes, improvements and challenges at as 2011.
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TABLE 3:

E-GOVERNMENT PROGRAMMES IN PROGRESS

Department

e-Government programme

Improvements in services or
administration

Challenges in services or
administration

Government departments (with o few
exceptions)

Email and Infernet

Online presence facilitates
communication between government
and external parties. Greater ifizen
access fo information as reports,
government speeches and electoral
results are published online.

Many ministry websites not reqularly
updated. Lack of confent
management system.

Provincial Headquarters and the
relevant ministry (for most
ministries)

Virtual Private Network (VPN)
connectivity

Improved communication between
provincial offices and the ministries.
Real-time sharing of information.

Poor ICT infrastructure.
Budgetary constraints, especially in
the face of competing priorities such

as roads, schools, hospitals, etc.

Ministry of Finance and National

Integrated Financial Management

Auditor-General’s report shows
improved fiscal accountability across

Resistance to change from the “old

results, Tele-medicine system
HR/payroll systems in several
government hospitals

Planning Information System (IFMIS) government, partly attributable to guard”.
[FMIS.
Electronic health records system: Improved records management.
'SmarTCgre HIV-monitoring system Improved'HI'V-nTonnonng‘ b
Pilof projects: SMS-based system for Improved distribution of scarce Lack of knowledae of pofenicl
Ministry of Health Polymerase Chain Reaction (PCR) lab medical skills. 0e o'

Improved administration of salaries
and other HR needs for healthcare
workers

benefits of ICTs.
Fear of replacement by machines.

Ministry of Labour and Social
Security

Employment websife

Improved fransparency and
accountability.

Poor access in rural areas.

Ministry of Lands, Energy and Water
Development

Lands Management System

Reduced corruption.

Poor accessibility of information to
general public.

Ministry of Information, Broadcasting
and Tourism

Zambia Tourism Board (ZTB) website

Good information availability and
website management.

Lack of information on latest
technology platforms such as
smartphones and tablets.

Patents and Companies Registration
Office (PACRO)

PACRO websife

Time taken to register a company is
reduced.

No online system to search for
company details.

Road Transport and Safety Agency
(RTSA)

RTSA Database System

Capacity to keep track of all motor
vehicles in Zambia due to effective
licensing and registration is said to
have contributed to dramatic
reduction in car theft.

Long-term sustainability and
maintenance.

Zambia Revenue Authority (ZRA)

IRA Database System

Now easier and faster to get a Tox
Personal Identification Number
(TPIN), hence easier to track tax

contributions from many sources for
the same person or company. VAT
registration is simpler. Clearing of

goods at border points has improved.

Extension of system to cover all ZRA
processes and procedures. Improved
public accessibility by providing
mobile access.

In terms of e-government emergence in the

decade 2000-2010, the general picture that
emerges from the interview responses is that progress was very slow in the first five years,
but improved gradually in the last five years. The respondents’ views on the current-status
of e-government in Zambia varied from “essentially non-existent”, “grossly underdeveloped”,
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“just beginning for a lot of ministries” to “has really picked up in the last five years or so”.
This suggests that the overall situation is mixed at best (the optimistic view) or extremely patchy
at worst (perhaps the more realistic view).

Particular success factors or drivers for e-government were consistently highlighted by the
respondents, including: the need to provide improved transparency and accountability; cost
savings and improved efficiencies; increased ICT spending by government; reduced cost of ICT
equipment and services; new ICT technologies; the injection of fresh personnel who are
ICT-savvy and open to new ways of doing things; and donor funding. A government respondent
emphasised citizen engagement as a success factor, specifically, implementing effective public
awareness campaigns and stakeholder collaboration processes in order to, for example, enforce
citizens’ rights to access information and participation in decision-making, pointing to the need
to transition to e-governance.

While several successful initiatives were identified by the respondents (see Table 3), examples of
failure were cited as: government websites that are online but seldom updated; well-written
policies that have not been implemented; and projects that are initiated and launched but not
adopted or sustained by their intended users. Overall, e-government in Zambia is beset by
numerous weaknesses. The interviews revealed a number of common failure factors or inhibitors,
including: lack of stakeholder engagement and involvement; lack of implementation of policies;
resistance to change by the “old guard”; corruption leading to the deployment of low quality and
ultimately useless ICT solutions; lack of appropriate skills and skilled personnel; lack of foresight
and coordination; lack of supporting infrastructure; underfunding; bureaucracy; poor work
culture; high import duties on ICTs; cost of ICTs; unsustainable funding.

The most commonly identified drivers in specifically cited e-government successes included
donor funding, good local stakeholder involvement and motivated ICT support personnel.
The most commonly identified inhibitors in specifically cited e-government failures included
poor local stakeholder involvement, poor application design, poor and irregular content
management, and demotivated ICT support personnel.

The single most important idea for improvements that emerged from the review was
government prioritisation of, and increased investment in, e-government programmes, with
appropriate justification and motivation highlighting cost savings and improved efficiencies.
Other key ideas include: getting the engagement, involvement and buy-in of key local
stakeholders; lowering the cost of ICTs by increased liberalisation and deregulation in the
ICT sector; creating a more effective role for the private sector; and studying and emulating
e-government successes of other countries.

An overall comparison of the responses reveals that respondents from ICT companies appear
to have a fuller understanding of e-government in Zambia when compared with those in
government and the NGOs. This is ironic, since government should be at the centre of
e-government. The situation can be partly explained by the fact that the ICT companies are in
the business of operating ICT networks and creating, deploying and selling ICT solutions to a
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wide variety of clients, both inside and outside government. Still, it is worrying that the
respondents from government and the NGOs are not well informed about e-government progress
outside their individual sectors. This suggests a lack of information sharing and coordination
in the e-government initiatives.

CRITICAL ANALYSIS OF E-GOVERNMENT IN ZAMBIA

The data reported here offers a view on a few aspects of e-government, thus providing a basis
for understanding and analysis. Analysing the data leads to the interpretation that Zambia is
operating between Stage 1: Emerging presence: Offering basic information online and Stage 2:
Enhanced presence: Greater sources of information, and e-tools and e-services of the four-stage
model of e-governance evolution proposed by Gupta (2011) (Figure 2). The majority of
e-government services discussed above are at Stage 1, while a few are at Stage 2. There are no
current manifestations of Stage 3: Transactional presence or Stage 4: Connected presence.
Although the pace of development in the last decade has been slow and uneven, there are signs
that the pace of development is increasing. According to the UN E-Government Survey, Zambia
moved up 15 places between 2008 and 2010 (UN, 2010).

The success factors cited by respondents can be classified as internal and external.
Internal factors are those within the direct influence or control of government, whereas external
factors are not. The most significant internal factor has been Zambia's continuing move towards
a more democratic system of government. This has, in turn, promoted increased transparency
and accountability in government operations, which can be supported by e-government
mechanisms. Donor-funding of projects appears to be the most significant external factor in
building e-government. Such projects have provided vital initial stimulus, expertise and funding.
However, they have also raised problems, such as poor long-term sustainability. The failure
factors or inhibitors cited by the respondents can also be classified as internal (resistance to
change) and external (cost of ICTSs).

The most important recommendation put forward by the respondents is that government must
prioritise e-government programmes. However, the various policy documents examined above
indicate that the Zambian government already recognises the importance of e-government, at
least on paper. This suggests that the key issue around the adoption and success of e-government
in Zambia is not a lack of policy or priority per se, but rather a lack of effective and coordinated
implementation of existing policies. The model proposed by Weerakkody et al (2007) (Figure 1) offers
an implementation framework for e-government, which addresses many of the issues that emerged
from the review. However, to achieve effective and coordinated policy implementation, the process
must be supported by two essential elements: policy re-formulation and policy harmonisation.

Policy re-formulation refers to the formulation of new policies, or the reformulation of existing
policies, in response to internal or external factors as revealed by research-based analysis.
Policy harmonisation refers to mutual changes and adjustments to both e-government and
other (related) government policies in order to eliminate inconsistencies and to enhance
compatibility. This review indicates that there are numerous e-government programmes in
Zambia, many of which are poorly implemented and coordinated and are therefore not achieving
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the required effectiveness with respect to improving the quality and availability of public services.
The source of the problem often lies in the absence of regular policy re-formulation and policy
harmonisation, preferably every three years.

An example of the need for policy reformulation is the requirement to address the vital
importance of private sector participation highlighted by respondents in this review and supported
by research (Coates & Nikolaus 2010; UN, 2010). In order to stimulate the participation of the
private sector, e-government policy must be formulated in such a way that private sector
participation is meaningful, rather than an afterthought. Existing policy, such as the Sixth
National Development Plan, generically promises to “promote private sector investment and
Public Private Partnerships (PPPs)”. However, the Sixth Plan does not specifically define any
e-government initiatives involving or inviting private sector participation. This is in sharp contrast
to other sectors, such as energy, housing, agriculture and transport infrastructure, where a large
number of specific programmes and projects are clearly defined in the Sixth Plan.

The example of private sector participation can also be considered in relation to policy
harmonisation. Current taxation policy, for instance, discourages the private sector from
investing in e-government-related ICT skills and infrastructure, because of high import duties
on new software and computing equipment. Another case in point is the current legal and
regulatory framework, which is lagging behind the times with respect to technological
convergence. In particular, the existing regulations on television broadcasting and Internet
services do not permit Internet-based TV transmissions, even though such new technologies
provide opportunities for the private sector to support e-government innovation. Furthermore,
broadcast regulation is non-existent, whilst the ZNBC continues to enjoy certain monopoly
rights in terrestrial television broadcasting. Thus, government policy in these related areas
discourages private sector participation in e-government.

The data on the ICT sector indicates that 32% of inhabitants access services via their mobile phone,
while approximately 0.14% access services via the Internet (Tables 1 and 2). However, an increasing
number of citizens access the Internet via a mobile phone. Consequently, the mobile phone should be
the primary e-government channel for Zambian citizens, with the Internet being developed as a
secondary channel.

The e-government initiatives in Zambia that have achieved sustained success appear to share two
main characteristics: they are government priorities and they have won the long-term support of local
stakeholders. This raises two questions. The first question is: What causes government to prioritise
certain e-government initiatives? External factors constitute one potential set of influences. Mwango
(2004)! reported that the adoption of IFMIS under the IMF and World Bank's HIPC2 programme
encouraged the Zambian government to prioritise the implementation of IFMIS. Indeed, the data
indicates that many initiatives begin as donor-initiated and donor-funded projects. Various internal
factors are also influential in setting government priorities, including the relative power and
interest of particular ministries.

1 Zambia’s then Accountant-General
2 HIPC = Heavily indebted poor countries
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The second question is: Why do certain e-government initiatives win the long-term support of
local stakeholders? The data indicates that local stakeholders are won over by tangible benefits.
Zambian citizens are, of course, the most important stakeholders. However, government
employees and government leaders are equally essential stakeholders.

Discussion of both these questions points to leadership as a crucial factor in the success
of e-government. The review reveals many failure factors, some internal and some external.
However, leadership is the crucial factor, because it is leaders who decide how to drive initiatives
or respond to internal and external factors. In the case of resistance to change (internal failure
factor), government can introduce e-governance-related incentives and performance measures,
whereas for cost of ICTs (external failure factor), government can introduce measures to
reduce the total cost of ownership of ICTs.

The review indicates that Zambia’s e-government strategy tends to be highly fragmented and
lacking in focused and concerted leadership. A “lack of foresight [or vision] and coordination”
is identified as a key weakness by some respondents. One of the root causes for this conspicuous
lack of vision and coordination is that many e-governance projects are initiated and funded by
donors. It is not surprising, therefore, that these projects do not appear to be part of any
cohesive plan. Without effective national leadership and the vision it provides, policies are
unlikely to be converted into results.

POLICY RECOMMENDATIONS

Zambia has the potential to enter a period of rapid and transformative economic development.
Based on the increase in its gross national income (GNI) per capita, Zambia was recently
reclassified by the World Bank from a low-income country to a lower middle-income country
(World Bank, 2011). A recent study reported in The Economist forecasts that over the next
five years (2011-2015), Zambia will be among the world’s rapidly-growing economies (6.9%
annual average GDP growth) (The Economist, 2011).

Improving the performance of government through e-government is an important way for
government to help realise this economic potential. e-Government contributes to realising
economic potential by improving the effectiveness and efficiency of delivering government
services. An example of a potential economic benefit due to improved effectiveness is better
government financial systems (the IFMIS and ZRA systems); these systems reduce financial
malpractice and increase tax revenues, which in turn provide more financial resources to
improve public health, education and infrastructure. An example of a potential economic
benefit due to improved efficiency is better government licensing and registration systems
(the PACRO and RT'SA systems); these systems save valuable time and money for government,
companies and individuals and thereby improve overall economic productivity.

Based on the results of this study, the following six areas for policy reform towards enhancing
e-government are recommended:

123

THE AFRICAN JOURNAL OF INFORMATION AND COMMUNICATION ISSUE 12 2012



LEADERSHIP

The analysis indicates that the success and failure factors, whether internal or external in
nature, are related to the exercise of leadership. This is particularly so since the transition from
traditional government to e-government demands strong leaderships skills in terms of vision,
communication and change management. To succeed, e-government must become a key
performance area (KPA) for all three spheres of government and should not be relegated to
being donor-funded projects. In particular, leadership should guide the process of selecting
low-risk, high-value and high-risk, high-value projects (Weerakkody et al, 2007) and ensuring
their success based on an understanding of internal and external success factors.

STAKEHOLDER ENGAGEMENT

Leadership can best be exercised by getting the buy-in, engagement and participation of key
stakeholders. The critical “missing” stakeholders include the political leadership at national,
provincial and local level, citizens and the private sector. A few segments of the civil service
are most closely engaged with e-government initiatives, a necessary but far from sufficient
state of affairs.

Another key group of stakeholders that tends to be neglected is the non-governmental (NGO)
sector. In Zambia, NGOs are deeply involved with the provision of many basie services, such as
health and education. Consequently, they too must be included in the implementation of
e-government programmes.

Finally, Zambian universities and other local research institutions must be engaged. Much of
what passes for “Zambian” e-government is merely imported from abroad. As a result, most
existing e-government policies and technologies are not designed for local conditions. Local
research institutions must be fully incorporated in the design of e-government policies and
technology approaches.

PRIORITISATION

The review indicates that e-government is not a top priority for the Zambian government.
Although good governance is recognised as a cross-cutting issue in both the Fifth and Sixth
National Development Plans, e-governance is not. e-Government tends to be viewed as an
expensive luxury, rather than a vital tool for significantly improving government performance.
This view fails to recognise the significant benefits, economic and otherwise, that can be realised.
Only when e-government is given priority throughout government can it be expected to consistently
deliver significant results, instead of the few pockets of excellence that currently exist.

INCREASED FUNDING

National funding for e-government is woefully inadequate. As noted above, e-government only
accounted for approximately USD1 million, or about 0.01% of the Fifth Plan (2006-2010) core
programmes budget, and approximately USD21 million, or about 0.2% of the Sixth Plan
(2011-2015) budget. Most of the existing funding for e-government projects comes from donors.
Increased funding from government sources is required to move away from donor dependency.
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One possible project management and funding model would incorporate centralised and
decentralised elements. Each individual ministry would be responsible for the management and
implementation of its own e-government projects, under the general oversight of a department
tasked with national e-government policy, monitoring and evaluation. A measure of centralisation
would enable the government to effectively coordinate and monitor e-government projects, as well
as save money by exploiting economies of scale for purchases of services and equipment.

Funding for the e-government programme should be viewed as investments rather than
merely as an expense. The aggregate “return” on these investments in terms of service
delivery, operational efficiencies, cost savings and increased revenues could then be quantified
in a well-defined index. The quality and quantity of funding should be monitored and
measured. Alternative sources of funding include: re-allocated funds from existing budgets
that would be more efficiently and effectively spent on e-education or e-health; cost savings
realised from e-government initiatives; usage charges for e-government transactions; and
private sector participation.

PRIVATE SECTOR PARTICIPATTION

Private sector participation in e-governance should be promoted. This could take various forms
ranging from simple client-vendor relationships to different forms of public private partnerships
(PPPs). In simple client-vendor relationships, private companies can provide various
e-governance services on behalf of government in return for user fees. A few examples of such
client-vendor relationships in the area of e-government already exist, but there is considerable
scope to develop them even further. PPPs can take different forms, including simple partnerships,
joint ventures and special-purpose vehicles. The author is not aware of any existing PPPs in the
area of e-government in Zambia. However, there are many examples of successful PPPs in other
sectors such as mining, energy andreal estate, from whichlessons canbe drawn for e-governance.

MOBILE CHANNELS

As they are the most widely used and available ICT devices in Zambia, mobile devices should
be the platform of choice for e-services. The majority of existing applications appear to be
targeted at Internet users, though fixed and mobile Internet connectivity is currently low.
This current state presents opportunities for mobile-based e-governance applications to be
developed. At the lower end, this includes SMS-based notifications on health test results or
applications for government documents or licenses. At the higher end, electronic payments for
government services could be designed via mobile phone.

CONCLUSION

This article presents a critical analysis of e-government in Zambia based on the results of a
small sample study, conducted by interviews with key respondents representing multiple
perspectives. The analysis indicates that, despite a few notable successes, e-government is
highly fragmented and uncoordinated, mainly due to a lack of focused and concerted
leadership. The policy recommendations that emerge from the study indicate the need to
vigorously promote private sector participation and the development of locally-relevant,
mobile phone-based applications.
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