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Abstract— This paper considers the challenges that face the
widespread adoption of E-government in Saudi Arabia. Will be
using the Saudi Arabian experience as our main case study, Egovernment can be defined based on an existing set of
requirements. In this paper we define E-government as a matrix
of stakeholders; governments to governments, governments to
business and governments to citizens using information and
communications technology to deliver and consume services.
However, E-government has been implemented for a
considerable time in developed countries. However Egovernment still faces many challenges to be implemented in
developing countries such as Saudi Arabia. Adopting Egovernment among citizens is a big challenge that facing the
government of Saudi Arabia.
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I.
INTRODUCTION
Nowadays, the World Wide Web (WWW) has become a
necessity and indispensable tool in the daily life of people
worldwide [1, 2]. Hence many people prefer the on-line
version as a quick and easy approach to achieving their daily
tasks and other activities such as reading newspapers, paying
bills, etc. In parallel with the rapid development in information
and communication technologies (ICT) and the significant
improvements in digital connectivity, government departments
are being made to reconsider their internal and external
relations, and transaction processes [2, 3]. However, this
technology has prompted the government’s organizations and
affiliation to reconsider their internal and external relations
and transaction. Therefore, and in order to succeed and build
for the future the administrative processes of government,
government have been transferred to electronic systems.
Governments worldwide are thinking of establishing an
electronic system to the government organizational and
agencies (E-government) in order to provide and facilitate
many services to the people anywhere and anytime to
overcome the tedious traditional routine procedures, based on
the United Nation [4] conceptual framework of the United
Nations E-government program. This UN programme is
embedded in the paradigm of human and social development.
According to [5]:
“E-government in this context encompasses the
capacity and the willingness of the public sector
to deploy ICT for improving knowledge and
information in the service of the citizen. In

addition, E-government Development is a
function of not only a country’s state of readiness
but also its technological and telecommunication
infrastructure and the level of its human
resource development, among other factors, and
at a minimum should be based on the level of all
three”.
The Saudi government has launched the YESSER Program
and is the country’s first National E- Government strategy [6].
The aim of this initiative is to create user centric electronic
initiatives that focus on improving the government services to
the public sector. The E-Governance strategy will provide the
citizen’s access to all government related services and
information. This will enhance the accountability of the public
sector in Saudi and it is being implemented in all ministries in
the country. This Saudi initiative to implement E-government
has been criticized for not being feasible and that the
transaction systems are merely limited to business.
II.

LITERATURE REVIEW

A. E-government
To define E-government from a single perspective is relatively
easy, but defining E-government in general which can suit
everyone’s view or needs is almost impossible. Based on the
work by Meng Seng, et al. [7], it has been noted that although
E-government terms have become a buzzword across the
world, there is evidence of insufficient or a lack of consensus
on the meaning of E-government, especially regarding the
main characteristics of E-government [7, 8]. E-government
can be defined in different ways. For instance, E-government
has been employed to mean everything from ‘electronic
government services over the Internet’ to ‘exchange
information and services with citizens, businesses, and other
arms of government’ [4]. In addition, E-government can be
defined as the use of information technology, especially
telecommunications, to enable and improve the efficiency
with which government services and information are provided
to citizens, employees, businesses, and government agencies
[9], or it can be E-government refers to the use of information
and communications technology (ICT), and specifically the
Internet, as a tool to achieve better government [10, 11]. There
are other researchers who defined E-government as an
application, for example in [12],

“E-government is the application of information
and communications technology (ICT) to
accomplish
the
efficiency,
effectiveness,
transparency and accountability of informational
and
transactional
exchanges
between
government to government (G2G), government to
business (G2B), and government to citizens
(G2C)”.
In addition, Ndou [13] stated that
“E-government means different things for
different people. Some simply define it as digital
governmental information or a way of engaging
in digital transactions with customers. For others
E-government simply consists of the creation of a
web site where information about political and
governmental issues is presented”.
E-government in this paper is defined as a matrix of
stakeholders; governments to governments, governments to
business and governments to citizens using information and
communications technology to deliver and consume services.
E-government has the objective of saving money, time, effort
with increased efficiency, with due consideration for
information security and privacy to all parties.
B. E-government Drivers
The drivers for E-government are still being discussed in the
literature. Some researchers state that there are only three
common drivers which are Government to Government
(G2G), Government to Business (G2B) and Government to
Citizens (G2C) [14-16] , while [9, 11, 13, 17] identify a new
driver which is Government to Employee (G2E). Fraga [17]
state that
“Government to Employee (G2E) embarks on
initiatives that will facilitate the management of the
civil service and internal communication with
governmental employees in order to make E-career
applications and processing system paperless in Eoffice”.
1) Government to Government
The G2G sector represents the backbone of E-government in
which governments (federal, state, and local) integrate their
internal systems and procedures into a central system [14, 16,
18]. The main aim of G2G E-government is to facilitate
processes of inter-government organizations by streamlining
collaboration and coordination [14, 18].
2) Government to Business
Government to Business (G2B) initiatives receive a significant
amount of attention, in part because of the high enthusiasm of
the business sector and the potential for reducing costs through
improved
procurement
practices
and
increased
competition[14, 19]. According to Fraga [17] Government to
Business (G2B) actively drive E-transactions initiatives such
as E-procurement and the development of an electronic
marketplace for government purchases; and action
Government procurement tenders through electronic means

for exchange of information and commodities, and sale of
goods and services.
3) Government to Citizen
It has been mentioned that Government to Citizen (G2C)
provide the momentum to put public services online, in
particular through the electronic service delivery for offering
and exchange of information and communications [7].
Moreover, The Government to Citizen (G2C) sector refers to
all dealings between citizens and the government over online
medium [18, 20]. According to Alsaghier [18] based on the
work by Seifert [14], G2C E-government is designed to
facilitate citizen interaction with government and is perceived
to be the primary goal of E-government.
C. Challenges facing E-government
To develop any system or framework such as E-government
which presents several benefits to the private and public
organizations, it also results in a number of challenges to the
different stakeholders internal and external of the
organizations [2]. Furthermore, there are some barriers facing
implementation which should be credited to our mind. The
most common barriers, which other researchers found are:
trust, privacy, security, computer and information literacy,
culture, authentication, technical infrastructure, accessibility,
availability and E-government services adoption, these
barriers are explored in more detail in the next section.

III. CITIZEN ADOPTION
Adoption is an important aspect for the success of Egovernment initiatives in developing countries [21]. However,
the growing interest in E-government raises the question of
how governments can increase citizen adoption and usage of
their online government services [22].
A. Adoption around the world
To date, there has been little research exploring factors that
determine the adoption of E-government services by citizens
in developing countries, especially the Arab world [23, 24].
Moreover, Dong [25] state that:
“Although there were many researchers who had
did some research on E-government; seldom did
them take the adoption of E-government into
account when they did the research”
Despite the enormous potential, citizen adoption of online
government services has not been met yet [22]. Furthermore,
Carter [9] agreed with other researchers, that although
numerous studies have analyzed user adoption of electronic
commerce [26-28], yet, to date, no study has identified the
core factors that influence citizen adoption of E-government
initiatives.
B. Factors Influence Citizen Adoption
According to Colesca [29] many studies focused the citizen
adoption of E-government services suggest that trust [30],
security [31] and transparency [32] are major issues for Egovernment adoption. Based on [33], which has been cited by
[21], high adoption of the initiatives increases the chance that

E-government will facilitate social and economic benefits to
citizens. In addition, Alshihi [23] states:
“The ever-increasing use and adoption of
information and communication technologies by
Kuwaiti government departments have helped in
building an IT infrastructure capable of adopting
E-government services”.
User acceptance of IT is deemed a necessary condition for the
effective implementation of any IT project [24, 34]. Adoption
comes after direct experience with the technology and after an
individual has decided to accept the technology [24, 35]. A
number of studies have investigated the adoption of Egovernment services in developed countries [24, 36], whereas
relatively little has been undertaken in developing countries
[23, 24]. Successful implementation of E-government
initiatives in that context requires complex customization
between technology and implementation context in developing
countries [21, 37] result in designing citizen adoptable Egovernment initiatives is still a challenge to many developing
countries governments [21]. AlAwadhi and Morris [38]
conduct a study in Kuwait to explore factors that affect the
adoption of E-government services. The factors are usefulness
of E-government services, ease of use, reforming bureaucracy,
cultural and social influences, connections (wasta)1*, face-toface interaction, cultural differences, gender issues, technical
issues, and trust in the internet and lack of awareness.
IV. DISCUSSION
Based on the literature review we will consider three aspects
of E-government. These are firstly, the difference between
electronic and non-electronic systems which will be presented
by to scenarios to give a clearer picture. Secondly, the
challenges which are facing E-government implementation in
Saudi Arabia and finally the challenges which are facing Egovernment adoption among citizens.
A.

Electronic compared with paper based systems

In the daily life, there are enormous amount of services that
are offered and consumed. These services can be consumed or
produced in none electronic systems such as conventional
government or in electronic system like E-government.
However, there are benefits and drawbacks between using
none electronic and electronic procedures.
Figure 1 shows how services and transactions are delivered
and consumed in none electronic procedure. Figure 2 presents
the electronic system. To make this clear, two scenarios have
been written: making a passport application and school
communications to parents and pupils have been chosen as
examples.

submitting it to passport center. These procedures consume
applicant’s effort, time, money and paper. In addition, the staff
who receives the application might not be able to deal with
application easily if the applicant’s has not completed a
section correctly. On the other hand, in an electronic system
approach applicant can apply in one of two ways. Frist,
download the application from internet, complete it
electronically and send it back by email, with permission for
eft (electronic funds transfer). Then, the applicant goes to (in
the UK) a post office to have his picture taken and sign off the
application. An alternative approach is for the applicant can go
to post office, have his picture taken, sign if applicable and
have his application completed (this will require the payment
of a fee, but remove almost all possibility of errors). These
two ways is save time and effort, increase efficiency and are
environment friendly.

Figure 1. Transactions in Conventicle Government

Scenario 2: School communications
School communications (e.g. calendars, letters, permission
slips, end of term reports), in paper based schools are usually
send home with the children during the school year. This route
risks loss (either accidental or deliberate) by the pupil. if the
this information is lost, it will cause problems firstly for the
parents secondly for the pupil.. This means, for example, if
there is a requirement to visit the school and the parents do not
know it might put them in trouble when they have to work
full-time or having an important meeting. Moreover, a paper
based system costs money by printing paper and is not
environmentally friendly. In contrast, in electronic system,
parents can find all the schools’ calendars letters by accessing
the school’s electronic portal. This help parents to track their
children’s progress and update their information at any time
they want. In many schools in the UK this has been taken
further, with the pupils using the system to receive homework,
teaching material and other support.

1) Scenario 1: Passport application
Passport application, in the paper based approach the applicant
collects an application form from passport center, fill it up, has
their picture taken, sign the form and pay fees, prior to
Figure 2. Electronic transactions (E-government)
1

It is Arabic word which means being served because you know someone in
the organization otherwise you will not get these services if you don’t know
anyone, for instance, jumping the queue.

B. E-government challenges and barriers to introduction in
Saudi Arabia
In Section II, the literature review, we showed that many
researchers have mentioned challenges and barriers that facing
E-government implementation and development in many
countries either developed or developing countries. In
addition, each country, state, city or even an organization has
challenges and barriers. Some of these challenges are common
such as security, privacy and trust while there are other
challenges different from county to country, city to city,
organization to organization, or even from department to other
department in one organization. For instance, culture in Asia is
not as in Europe. Therefore, Saudi Arabia E-government, for
instance, has challenges and barriers which some of these
challenges have been mentioned by other researchers. The
question here is “Does Saudi Arabia E-government can
overcome these challenges to develop the Saudi’s Egovernment”. To answer this question, some of the relevant
challenges, which have been mentioned by researchers, are
technical issues [39], trust [2, 22, 40-43], privacy and security [2,
40, 44], computer and information literacy [2, 44-46], culture [4749], technical infrastructure [45], accessibility and availability
[2], and establishing an integrated E-government infrastructure
[2, 50, 51].
C. Challenges facing E-government adoption in Saudi Arabia
There is a question should be asked to start this research and
investigate which is “How can Saudi’s government overcome
these challenges to help citizens to adopt E-government?”. To
answer this question and help people adopting E-government
services, there are some factors should be credited to
government’s requirements. These factors can be found by
investigation and conducting a study or survey to find
challenges that facing citizen adoption and how overcome
these challenges. In the citizen adoption, [38] mention factors
influencing the adoption of E-government services which have
been founded by conducting a study in Kuwait. Kuwait is one
of the Gulf nation countries and there are many similarities
between Saudi Arabia and Kuwait including culture, religion,
geographic, resources, etc. In addition, some factors that
facing citizen’s adoption which has been mentioned by other
researcher based on their countries and still not investigated
yet in Saudi Arabia are trust [2, 13, 29, 30, 40, 52], computer
literacy [2, 44, 46], authentication [2, 53], risks [2, 52],
accessibility and availability [2, 8], and usability [2, 54].
V. CONCLUSION
Currently the World Wide Web (WWW) has become a
necessity tool of daily life. In addition, people prefer the online services as a quick and easy way to doing their daily
activities such as reading newspapers, and paying bills.
Therefore, proposing and developing electronic services has
become a high priority in most countries. Moreover, since the
rapid development in information and communication
technologies (ICT) and the significant improvements in digital
connectivity, adopting E-government services by citizens is
the concern of many governments. Therefore, this paper
examined how to encourage citizens to adopt E-government

services and what are the challenges facing those trying to
implement and develop E-government.
While E-government has been introduced into many countries,
it still has not been fully introduced across the globe; due to
range of technical, sociotechnical and social challenges. This
paper has identified and number of areas that has restricted the
introduction of E-Government into Saudi Arabia, the majority
of which are centered on citizens understanding the benefits
to, and the levels of protection afforded to, themselves as
users.
In reconciling these challenges initially, it is important to
know what Electronic Government (E-government) is from
the perspective of Saudi Arabia. E-government can be defined
based on their requirements, since there is no allencompassing definition. E-government has been developed
and implemented for a considerable period of time in
developed countries, while implemented and developed in
most developing countries is still in its infancy. Therefore,
governments, businesses and citizens in developed countries
have many benefits from using E-government services. In
addition, many researchers have found and discussed the
challenges faced when implementation and adoption of Egovernment. There are common challenges such as privacy,
security, trust, culture, computer and information literacy and
IT infrastructure. There are also many other more specific
challenges including; authentication, digital divide and
funding shortage, that are faced only in some countries.
Adoption is a critical issue to governments who want to
implement and develop E-government. However, governments
can find aspects of the process that can influence and
encourage citizens to adopt E-government services.
Nevertheless, challenges and barriers can be overcome by
investigating, various approaching to adopting E-government
services and presenting an appropriate framework that can suit
most similar countries such as Gulf Nation countries.
It can be argued that the challenges are identical in any
country. Our studies have shown that while this is correct, the
detailed solutions to the individual challenges must be driven
by a close understanding of the country’s current
Governmental structure as well as the interaction and
expectations that existing within a country’s individual
culture.
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