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Abstract— In this paper we analyze the E-Government and their various aspects. E-Government is the use of information and 

communication technologies (ICTs). It improves the communication into public sector organizations. Electronic government 

means all government facilities make useful for all. We can say that easy and corruption free facilities for all the citizens. E-

Government is used in most of the countries because of its various advantages. Because of Fast growth in Internet and 

information technology, many governments all over the world have changing their services from the habitual to electronic. 

Primarily E-Government facilitates to decrease expensive cost in construction of infrastructure but it implements large savings 

towards government’s performance. Citizens can increase of the governmental services from anywhere and anytime. E-

Government is measured as a tool for simple administration of government activities. The advantages of this review paper 

could be useful to those who want to learn about e-Government and its outcome especially the government officials dealing 

with e-Government strategy and implementation. 
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I.  INTRODUCTION  

E-Government is the use of information and communication 
technologies (ICTs) to improve the activities of public sector 
organizations. Electronic government or e-Government is 
means to increase citizen’s convenience and accessibility of 
government services and information as much as 
government's access to citizens to revolutionize their work, 
and change rules of doing business. 

Considering faster global growth of the internet and 
Information Technology, governments have been prompted 
to replace their traditional service delivery method with 
electronic ones. Quality of the delivered e-Government 
services is an emerging determinant to the success or failure 
of e-Government service delivery to its citizenry. Research 
into the determinants of assessing quality of the delivered e-
Government services has become research imperative since 
research in this area is still in its infancy and much of the 
existing research is largely centered on quality of online e-
services. As a result, few attempts have been made to 
identify parameters that can be used in assessing quality of 
deliver e-Government services in the back office 
environment. 

Due to the rapid global growth in the Internet and 
information technology, many governments around the world 
have transformed their services from the traditional to 
electronic means of service delivery. 

Using the Internet, the governments are able to offer 

convenient and faster access to services and information. 

Internet service helps governments to increase effectiveness 

and efficiency in service delivery. Different authors have 

made attempt at defining e-Government. Irani et al. [1]; 

Premkumat et at. [2], Heeks and Bailur [3]; Seifert and 

Chung [4] have all noted that e-Government is used to 

improve access to government as well as government's 

access to citizens using current network technologies. For 

purposes of this study, e-Government is rendered to conform 

to the definition given by Jeong [5]. He describes e-

Government as the digital interactions between a government 

and citizens (G2C), government and businesses/Commerce 

(G2B), government and employees (G2E), and also between 

government and governments / agencies (G2G). This 

perspective allows to the fact that domains involved require 

quantity, quality and satisfactory e-Government services to 

whoever is receiving the services.  

E-Government initially began as an intra-governmental 

communication tool. Initially the government organizations 

developed websites with information, then developed to 

online transactions - which made the citizens to engage in 

online participation that connect citizens and decision-

makers. E-government represents a fundamental change in 

the whole public sector structure, values, culture and the 

ways of conducting business by utilizing the potential of ICT 

as a tool in the government agency. The Internet is indeed the 
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most powerful and popular means of delivering the services 

to the customers or citizens. Hence, Web sites have been 

employed as a platform for delivering a wide range of 

government services electronically. E-government websites 

help citizens to gain information on government processes 

and services and hence participating in democratic processes 

from anywhere at any time [6].  

E-Government improves the efficiency and effectiveness 

all government operations, with citizens, as well as with 

other organizations. E-government applications include 

online payment of tax, bills, filling and submission of 

applications for several purposes; e-voting etc. e-

Government gives citizens more control on interaction with 

the government; citizens can avail of the governmental 

services from anywhere and anytime. E-Government is 

considered as a tool for easy administration of government 

activities. Its success depends on its vast usage and 

management of its infrastructure. Utilization of e-

government will provide benefits to the management 

philosophy of governments. Thus the citizens can 

collaboratively participate in decision making [7]. 

Initially E-Government help to reduce great cost in 

building infrastructure but gradually it implement results in 

vast savings towards government’s activities [8]. 

 

II. RELATED WORK 

Fassnacht and Koese [9] developed a broad 

hierarchical quality model for e-service that consists of three 

dimensions: e-service delivery quality (information quality, 

ease of use, attractiveness of selection and technical quality); 

outcome quality (functional benefit, reliability and emotional 

benefit) and environment quality (graphics quality and clarity 

of layout). Whereas, Rowley [10] proposed a framework that 

includes website features, security, communication, 

information, accessibility, delivery, reliability, customer 

support, responsiveness, and personalization. Halariset al. 

[11] model for assessing quality of e-government services 

consists of four layers: back office performance layer 

(including factors from quality models for traditional 

government services); website technical performance layer 

(website performance, such as reliability and security); 

website quality layer (interface and usability); and user’s 

overall satisfaction layer.  

Esteves and Joseph [12] suggested a three-

dimensional ex-post framework for the assessment of e-

government initiatives. The three dimensions are e-

government maturity level, stakeholders, and assessment 

levels. The assessment levels consider the technological, 

strategic, organizational, operational, service, and economic 

aspects. Jansen et al [13] proposed a Contextual Benchmark 

Method (CBM) that is based on the Modeling Approach for 

Designing Information Systems framework (MADIS) by 

Essink's. CBM consists of three levels and five aspects. The 

first level is the group of organizations involved in the 

benchmarking (benchmark partners). The second level is the 

individual organization that is involved in the benchmarking 

exercise (organization). The third level is the e-government 

services that are analyzed (service). Whereas, the five aspects 

are goal (CBM is an organized set of elements and 

relationships between them, focused on achieving a set of 

organizational goals) respondents, indicators, methods and 

infrastructure. On the other hand, few researchers adopted 

ISO/IEC 9126 to evaluate e-service quality such as 

(Behkamal et al.) [14] And (Chutimaskul et al,) [15]. 

Behkamal et al.  

There are six quality proposed  

1) functionality i.e. suitability, accuracy, interoperability, 

security, traceability;  

2) reliability (maturity, fault tolerance, recoverability, 

availability);  

3) usability (understandability, learnability, operability, 

attractiveness, customizability, navigability);  

4) efficiency (time behavior, resource utilization);  

5) maintainability (analyzability, changeability, stability, 

testability);  

6)  Portability (adaptability) [16]. 

 

Magoutas and Mentzas [17] proposed SALT (Self 

Adaptive quality monitoring) model to monitor user 

satisfaction and the quality of e-government services. Jaeger 

and Bertot [18] argued that any attempt to create user-

centered e-government services must account for a number 

of essential elements. These elements range from basic issues 

related to the ability to use e-government. To build trust and 

to tie e-government to established social and institution 

requirements such as access needs, information, service 

needs, technology, information, technology literacy,  

government literacy; availability of appropriate content and 

services, usability and functionality.  

Meeting user expectations need information for that 

social institutions providing access to e-government. Trust, 

e-government 2.0, lifelong e-government usage these 

understand how users actually use e-government. Pazalos et 

al [19] proposed and validated a structured methodology for 

assessing and improving e-services developed in digital 

cities. The proposed methodology assesses the various types 

of value generated by an e-service and also the relationship 

among them. Hence to allow a more structured evaluation, a 

deeper understanding of value generation process is as 

follows.   

A. Information Quality 

The following two main feature of information 

quality was derived to go with the definition of quality of 

information.  

 

1) Content  

This includes details which are relevant for user utilization. 

Considering that the information provided should aim at 

serving the citizens efficiently and effectively, it should be 
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accurate and without contradicting details, it should be 

complete and should have integrity. The content should not 

be duplicated. The content should be relevant in order to 

meet the information needs of the users. Information 

should also be intuitive.  

 

2) Acceptable  

Information should be noticeable, with most important 

information able to make awareness of the users. If the 

information is presentable users will be able to easily 

access the content. Information should be in the proper 

format and organized in a way easy to recognize [20]. 

 

B. E-Government or e-governance 

The analysis of e-Government is relatively wide and different. 

Generally define e-government as the make use of of 

information and communication technologies (ICT) to 

transform government by making it more accessible, effective 

and accountable. Generally we discover four or five steps of 

e-government improvement explained as follows:  

1) information existing on-line 

2) one way interaction 

3) two - way interaction 

4) complete online transaction, with delivery and 

payment  

 

 In more comprehensive view, understanding of ICT 

scheme may refer to thin and wide areas of e-Government. In 

first case, “e-Government in small” is linked with 

implementation of administrative processes, within domain of 

e-Administration. Mostly defined, electronic government can 

include all information and communication technology (ICT) 

to maintain government operations, engage citizens, and 

provide government services. Thus, broader approach 

embrace the entire range of governance and administrative 

scheme including e-services, e-democracy, e-voting, e-justice 

and in several way even e-education or e-healthcare. 

Noticeably, e-government is much more than collecting the 

information, downloading files or making online transaction. 

 

III. STATEMENT OF THE PROBLEM 

Before E-Government citizens cannot access the government 

facility easily. Traditional services are requiring more time to 

access any government facility. Development of country is 

moving very slowly. Maximum paper works are used to 

provide government facility. Management is too lengthy. 

 

IV. METHODOLOGY 

We have reviewed the literature of e-government, published 

in different journals and conference proceeding from year 

2005 to 2018. A review should also account for a reasonable 

quantity and quality of relevant literature where these 

reasonable and logical literatures review should appear from a 

logical conceptual structuring of the existing research Also, a 

review should assist theory development, close areas where 

an excess of research exists, and uncover areas where 

research is needed [21]. 

A. Research Approach 

In literature review process, Webster and Watson (2002) 

recommend a structured approach by which the searching of 

material would begin from leading journals in the field. 

Hence, we discovered the most recent version of the e-

Government. Reference Library (EGRL) in 2016. The most 

recent version was the EGRL 12.0 (of July 2016) which 

contains 8181 peer reviewed references in the study domains 

of e-government. The EGRL aims at capture and incorporate 

into one source the majority of English language and peer-

reviewed academic papers in e-government. [22]  

 After investigating information obtained from the 

literature review and the semi structured interview responses, 

obtained from participants in the selected ministries which 

have established fairly successful e-Government systems, 

different indicators which would act as a guide to 

implementers of e-Government services were revealed [23].  

 For the track of inclusion and accuracy in the search 

we have used the following criteria, 

 For inclusion, we have adopted the broad definition 

of e-government that defines e-government as the use of 

Information and Communication Technologies (ICTs) by 

public administration. 

 Therefore, searching for articles relevant to the study 

of the e-government in that context, the keywords were 

selected: IT, government, public administration, public sector, 

public organizations, public institutions and e-government 

[24]. 

 

B. e-government assessment 

To discover e-government assessment, need to 

inspect how assessment is accomplished in the e-government 

literature. For this purpose, we choose a little set of papers.  

The Government Information Quarterly journal (GIQ), in the 

first stage, we choose all papers published in different 

journals includes the term “e-government assessment” in their 

title; the result is a set of 10 articles. In the second step, we 

selected those papers that were published recently (2016-

2017) and that found related to assessment in e-government 

research.  

 

IV. DISCUSSION 

This paper suggests various aspects about e-governance   

Technology their application used in e-governance. 

Information and communication technologies (ICTs) use in 

e-governance with their various advantages. Government 

organization can think the aspect of reliability, content, ease 

of use and self-service when propose the skilled service on 

the Web site. 
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 E-government make use of web technology for 

many aspects so that e-government is available online 

information accessible to as many people as possible related 

to ability in order to equal access and opportunity for all. 

 

 

V. CONCLUSIONS 

E-Government providing all user friendly facility with easy 

accessing government services to the citizens. This involves 

quality of the services delivered through the e-Government 

systems. Any time any where user can access services of e-

Government systems. This is most useful thing in e-

Government system. This includes information availability, 

usability and privacy of the services. 

 E-government let for government transparency. 

Government transparency is essential because it allows the 

public to be learned about what the government is working on 

as well as the policy they are trying to employ. Easy tasks 

may be simple to achieve through electronic government 

access.  
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