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ABSTRACT 

 

The ICT revolution is shaping our world in ways it has been difficult to predict and 

appreciate. The remarkable achievements in ICT sector is really a matter of pride in 

Tanzania and the world as a whole. Though the Government has made some efforts 

to insist on ICT usage for public institutions in Tanzania, yet access and knowledge 

of ICT facilities in rural Tanzania is still a problem. 

 

The main objective of this research was to investigate the accessibility and 

knowledge of ICT in rural Tanzania. Six public institutions in Kisarawe-Pwani 

region were taken as the case study of the research and from these 80 respondents 

were sampled. Data collection was done through questionnaires to different workers, 

interviews, and reading various documents related to the study.  

 

The research findings revealed that overall; the majority of workers do not have 

access and adequate knowledge on using ICT facilities at the studied institutions. The 

results show that respondents are not provided with the knowledge on ICT 

development which would result to better service provision to the public. Such 

information includes tax and application of various licenses and online application 

which reduces bureaucratic procedures which may provide chances for favoritism 

and corruption. The Registration, Insolvency and Trusteeship Agency (RITA) also 

provides information on how to register for births, deaths, marriages, divorces and so 

forth. 

In order for the government to provide better and quality services to employees and 

citizens, it should consider putting favorable training systems and recognize lower 

cadre officials in ICT development. Also in addition, public institutions in rural 

Tanzania need to carry out research to the public institutions in urban areas in order 

to get information on how they use ICT for service delivery. 
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CHAPTER ONE 

INTRODUCTION 

1.1 Background 

The world that we live in today is a knowledge society. According to United Nations 

Educational, Scientific and Cultural Organization (UNESCO), a knowledge society 

values creation and sharing of new knowledge, so that the new knowledge can be 

applied for the well‐being of its people and solutions to global problems such as 

poverty and environmental damage (UNESCO, 2005). The health and wealth of a 

nation are now dependent on what is commonly known as knowledge workers, that 

is, workers who are able, flexible, creative, confident, good team players and are able 

to solve new problems; the most efficient production workers who can only follow 

standard procedures do not fit the bill in today’s world. 

Tanzania has achieved notable progress in deploying Information and 

Communication Technology (ICT) notwithstanding the 1974 Prohibition Order on 

Electronic Computers and Television Sets. The achievements were a result of various 

adjustments since the early nineties in policy, regulatory and commercial facets, both 

macroeconomic and within ICT’s converging sectors. The private sector has actively 

contributed to these achievements by investing in among others, support facilities, 

training centers and sales outlets (United Republic of Tanzania (URT), 2003). These 

efforts have enabled government departments, institutions of learning, Non-

Government Organizations (NGOs), as well as other entrepreneurs to acquire ICT 

solutions that address their individual problems most appropriately.   

Various arms of government have made significant progress in deploying ICT in e-

government solutions. These solutions can be categorized into both e-government 

and e-governance solutions. In the category of e-government, several departments 

are transforming their operations by deploying ICT. However, no mechanisms exist 

for ensuring that these major initiatives are coordinated or developed within a 
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holistic strategic government plan. The possibility of providing e-governance 

services depends upon the existence of an effective e-government infrastructure 

through which the public service can communicate internally and with the intended 

beneficiaries of its services. 

In July 2007 and expected to end in June 2012, the Government of Tanzania is in the 

process of discussing and agreeing the second phase  of the Public Service Reform 

Programme (PSRP) Phase II, which recognized the opportunities and challenges 

presented by Information and Communication Technology (ICT) in achieving its 

objectives. While ICT had the potential to improve service delivery, it involved 

substantial costs and required special management capacities and skills. PSRP II also 

acknowledged the need to improve the way computers were acquired, deployed and 

used.  PSRP activity focused initially on promulgating the national e-Government 

Strategy and interventions were likely to include developing capacity, building 

infrastructure, providing official information through websites and creating a legal 

framework of ‘cyber laws’ with regulations and standards. 

Information Technology (IT) News Africa compiled a list depicting the general state 

of ICT in Tanzania, and takes a look at the various aspects from the sector. While 

Africa’s Internet penetration is only 13.5%, which is way below the world average of 

32.7%, Tanzania does rank as one of Africa’s top countries when it comes to the 

number of users on the net. The country ranks 6th on World Internet Stats’ chart with 

5.9-million users, just below South Africa with 6.8-million users. In December 2000, 

Tanzania only had 115,000 people connected to the Internet, but that number has 

grown significantly since then. In a recent study, it was revealed that more than 5.9-

million citizens now access the Internet on a daily basis, out of the country’s 

population of over 42-million people. That is a penetration rate of 11.5% of the 

population (Fripp, 2012). 

Mobile Internet usage is on the rise in Africa, and Tanzania is a good example of 

that. In 2010, the nation only had 3.150 fixed broadband connections. That is one 

connection for every 0.001 people, in a country where 5.9-million people have access 
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to the Internet. Tanzania also has a large number of websites registered in Tanzania, 

with 339.712 that have the .tz Internet TLD. That is 7.79 IP address for every 1,000 

people. Tanzania recently launched their first offering of commercially-available 

LTE (4G) technology for mobile Internet, beating African heavyweights South 

Africa. Mobile operator Smile Telecoms launched the service in the capital Dar es 

Salaam and makes use of the 800MHz frequency band (Fripp, ibid). 

Information and Communication Technology in Tanzania is regulated and governed 

by the Tanzania Communications Regulatory Authority (TCRA), which is an 

independent authority for the postal, broadcasting and electronic communications 

industries. The TCRA is accountable to the Communications and Technology 

Ministry (Fripp, ibid). 

Despite these government efforts to improve the ICT usage, there are still some 

setbacks and weaknesses on accessibility and knowledge of Information and 

Communication Technology in the rural areas of Tanzania. That’s why there is a 

need for assessing on the knowledge and accessibility of ICT in the area. 

1.2 Problem Statement 

Although the government of Tanzania is trying to implement the ICT policy in the 

government departments, only urban residents have more access to ICT facilities, 

and public servants in those areas have knowledge on the use of ICT unlike in rural 

areas. The Economic and Social Research Foundation (ESRF) (2008) found that 

most public offices in the urban centres, especially in Dar es Salaam, are already 

using ICTs, albeit without a formal setting or a policy framework. 

The Tanzania National Information and Communication Technology Policy of 2003 

indicated that the Tanzania ICT situation requires urgent steps to enable Tanzanians 

to participate meaningfully in the knowledge economy, recognizing that Tanzania 

has low levels of human capital development. Besides, URT (2003) found that ICT is 

concentrated in major urban centres with little deployment or access in other urban 

centres or in rural areas. Generally, public civil service in rural areas is believed to 
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have pathetic ICT facilities as opposed to their public civil service in urban areas 

counter parts (URT, Ibid). 

There is sufficient evidence that several large organizations and companies make 

extensive use of networked computers, some with Internet access. However, 

anecdotal evidence suggests that smaller companies, and many institutions outside 

Dar es Salaam, make marginal use of ICT in their daily operations. The greatest 

obstacle to effective use of ICT in the workplace according to the SIDA Survey and 

the eReadiness Report is the low capacity of human capital in the use and 

maintenance of ICT (URT, Ibid). 

Therefore, this study is aimed at examining the ICT knowledge gap that exists 

between public servants in urban areas and those in public offices in rural areas. 

Additionally, this study assessed the quality and accessibility of ICT centres to public 

using Kisarawe district as a rural case study. 

1.3 Objectives of the Study 

1.3.1 General Objective 

To examine public servant’s accessibility and knowledge on ICT facilities in 

Kisarawe district council. 

1.3.2 Specific Objectives 

The specific objectives of the study were to: 

a) Identify ICT facilities in Kisarawe district  council.  

b) Examine Kisarawe district council workers' knowledge on using ICT 

facilities. 

c) Explore the role of ICT in delivering public services. 
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d) Explore the constraints and opportunities for accessing and using ICT for 

service delivery. 

1.4 Research Questions 

a) To what extent do public servants in rural areas use the ICT facilities? 

b) What is the ICT knowledge level of workers at Kisarawe District Council? 

c) How does ICT knowledge improve the performance in public service and assist in   

service delivery? 

d) What are the constraints and opportunities for accessing and using ICT for service 

delivery? 

1.5 Scope and Significance of the Study 

The research area was selected so as to fulfill the objective of the study, and for this 

reason the study was conducted on government institutions which have a good 

number of e-services to the people. Thus, as the study site, the research focused on 

the Kisarawe District Council in Pwani region. As the study aimed to learn the 

accessibility and knowledge of the ICT facilities and the effectiveness of ICT in 

service delivery, the study populations were the public servants who are service 

providers and service seekers.  

The study focused on Public servant’s knowledge on using the ICT facilities since 

there is a great importance for every worker to have knowledge and access to 

Information and Communication Technology (ICT) facilities. This includes the use 

of ‘electronic’ or e-government which is a systemic use of ICT to support the 

functions that a government performs for its constituents, typically the provision of 

information and services. This enables remote location public servants 

communicating with their Head Office also promotes fast, responsive and transparent 

government. E-government has several activities to employees including e-payroll 

(paperless payroll); e-training which comprises of all forms of electronically 
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supported learning and teaching, e-records management which keeps employees 

records, to mention few. 

This study is in line with the Tanzania Development Vision 2025 which envisions a 

nation imbued with five main attributes: high quality livelihood; peace, stability and 

unity; good governance; a well educated and learning society; and a strong and 

competitive economy capable of producing sustainable growth and shared benefits 

(URT, 2003). Indeed, the achievements to these visions partly surround on the 

effective use of ICT facilities. 

Information gathered from this study, therefore, provides substantive and grounded 

information on ICT gaps existing in public service, which is important in updating 

policies and strategies targeting public servants accessibility and knowledge of  ICT 

facilities and the creation of good working environment to Kisarawe district council 

workers and in Tanzania at large. 

1.6 Limitations of the Study 

Limitations of the study are barriers that make the researcher not to conduct his/her 

research successfully. These are like money, time and other limited resources 

(Kothari, 2004). 

The limitation encountered during the study was bureaucratic nature of the 

organization set up. This affected completion of data collection timely. Also some 

staff hesitated to respond fully to questions and interviews while some of them were 

absent for various emergence cases. However, in this case the use of multiple data 

collection strategy was observed as a remedy for instance the use of convenience 

strategy where whoever gets a chance among the targeted respondents was 

interviewed or asked questions. 

1.7 Organization of the Dissertation 

This proposal has five chapters, each chapter constitutes various parts as follows; 



7 

chapter one is an introduction of this study, within this chapter the general overview 

of e-Government which includes the essence of e-Gov, its implementation and 

challenges are elaborated. The chapter is divided into different parts which are 

background to the study, statement of the problem, objectives of the study, research 

questions and significance of the study.  

In chapter two, definitions of key terms are provided, various literatures related to 

this study are reviewed in order to incorporate other people’s ideas on this study and 

identify literature gap. Both theoretical and empirical literature regarding the subject 

matter are reviewed. On the part of theoretical literature review, main theories of e-

Gov implementation are elaborated. In empirical literature review section, the current 

empirical literature related to this study are reviewed and the last part is conceptual 

framework. 

Chapter three describes the research design and methodology used to gather and 

analyze the data collected. Very specifically this part presents research design, area 

of the study, population of the study, sample and sapling procedure, data collection 

method and lastly data analysis.  

In chapter four the analysis and discussion of findings are done, where the collected 

data have been analyzed, coded and tabulated for clear presentation. Chapter five is 

all about conclusion and recommendations of what has been researched, that is, the 

findings. This part provides some insights in relation to the discovered challenges. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.0 Introduction 

The rationale of conducting a research activity is to come up with the new or 

additional knowledge. Rwegoshora (2006) argues that, any meaningful research 

activity should be able to generate or expand knowledge; this can be possible by 

identifying the knowledge gap. Thus, the knowledge developed can fill the gap 

identified in the statement of the problem. In this chapter, basically various 

literatures related to this study are reviewed in order to identify the knowledge gap. 

Both theoretical and empirical literatures regarding the subject matter are reviewed. 

At the end of this chapter, a synthesis or literature gap is identified from both 

theoretical and empirical literature reviews. Therefore this chapter gives both the 

theoretical and empirical grounds of the study. 

2.1 Conceptualization of Key Terms 

Information and Communication Technology (ICT) is a necessary recipe for 

development.ICT is instrumental in accelerating economic growth in developing 

countries. Concepts like eGovernment, eCommerce, knowledge society are only but 

a few of very important concepts that are supported by ICT and with great impact to 

society. 

According to Heeks R.(2001), e-Governance is the use of information and 

communication technologies to support good governance. It moves beyond old 'IT in 

government' models thanks to the new digital connections that ICTs permit. These 

new connections strengthen existing relationships and build new partnerships within 

civil society. e-Governance therefore embraces: 
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· e-Administration: improving government processes by cutting costs, by managing 

performance, by making strategic connections within government, and by creating 

empowerment. 

· e-Citizens and e-Services: connecting citizens to government by talking to citizens 

and supporting accountability, by listening to citizens and supporting democracy, and 

by improving public services. 

· e-Society: building interactions beyond the boundaries of government by working 

better with business, by developing communities, by building government 

partnerships, and by building civil society. 

E-Government (short for electronic government, also known as e-gov, digital 

government, online government, or connected government) is 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). Essentially, the e-Government delivery models can be 

briefly summed up as (Jeong, 2007). This digital interaction consists of governance, 

information and communication technology (ICT), business process re-engineering 

(BPR), and e-citizen at all levels of government (city, state/province, national, and 

international). 

E-Governance is the application of Information and Communication Technology 

(ICT) for delivering government services, exchange of information communication 

transactions, integration of various stand-alone systems and services between 

Government-to-Citizens (G2C), Government-to-Business(G2B),Government-to-

Government( G2G) as well as back office processes and interactions within the entire 

government frame work (Saugata and Masud, 2007). 

2.1.1 Challenges of Adoption of ICT  

Technical challenges 

The level of physical access to proper ICT systems differs substantially between 

countries and regions around the world. According to UNPAN (2004, xi), “…the 
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majority of the developing country population of more than 5 billion faces a grave 

challenge from the new technological revolution”. Many technical factors might 

enable or inhibit adequate improvement and development of e-government systems 

which include electronic infrastructures, system development method, e-readiness, 

computer literacy, telecommunication equipment. Also public key infrastructure, 

including hardware, software, products, processes, standards, and people. 

 

Non Technical challenges 

According to Hassan (2003), “A country’s social, political, and economic 

composition correlates closely with its e-government program development.” Non-

technical barriers are as vital as the technical ones and require thorough 

understanding and planning. The latter is an important non-technical factor that 

contributed to the delay of development in those regions. UNPAN, (2004, 118) 

added that access to ICT for development is affected by several economic and social 

barriers such as language, income and culture that contribute to creating an access 

divide. Non-technical barriers are substantial to the study. The main sources for such 

impediments are usually people who develop, manage and/or use an e-government 

system, and the environment that hosts the system. The barriers have different levels 

of impact also, some with wider national effects and others with more individual 

influence. 

 

Awareness and understanding of e-government concept 

This refers to how the government leadership, community membership, information 

officers, business managers understand the knowledge of electronic government. 

 

2.1.2 Pillars of E-Government 

The basic structure of e-government is constructed around the following four pillars: 

 

Leadership/Vision: 

There should be long-term vision and committed leadership among the top-notch 

political and administrative sections of the government. This is more concerned with 
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the legislative branch of the government. 

Governance/Administration: 

The responsibility of meticulous planning now lies with the second level bureaucracy 

and other public service frameworks. Clear-cut policy statements should be stated 

and enforced e.g.: coming out with an ordinance for transaction. If required, 

provisions should be made for reviewing the architecture of government system, that 

is, New Public Management (NPM). This is concerned with legislative and judicial 

branches of the government. 

 

Integration/Collaboration: 

In view of providing reasonable quality of service at affordable costs, it is necessary 

to hunt for best practices. To efficiently/effectively meet the needs; e-governance 

fosters partnerships and collaborations of those who have a stake in enriching the 

processes. This includes all levels of government, private sector, the academic 

community and foundations. This is more concerned with the executive branch of the 

government. 
 

Technology and Infrastructure: 

Re-engineering and deployment of governance processes via advanced Internet 

technologies is an evolutionary process of structural and functional adaptation. 

Public information, services, programmes and goods can become accessible to 

anyone, anywhere and at anytime over the Web. For example public key 

infrastructure (PKI), IT security, etc. All these call for right infrastructure and 

implementation programme with clear accountability for outcomes. This is 

concerned with legislative and judicial branches of the government. 

2.2 ICT Theories 

2.2.1 Convergence Theory of ICT 

The present Network period is very much based on the convergence and integration 

of processes on various levels of analysis. Converging circles graphically reflect the 
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ongoing processes. The converging technologies are: computer technology, tele-

technology and media technology. The convergence process is enforced all the time 

by smaller, cheaper, and more powerful technical components. ICT is increasingly 

being used in almost every activity and embedded in more and more things 

(ubiquitous computing). 

During the last few years a key question has been formulated by international bodies 

and organizations as to how the Human Being and her social and societal 

environment can be kept in the centre and how to build up an “Information Society 

for All” (UNESCO, 2002) Sustainability is sometimes used as the main criteria for a 

Good Information and Communication Society (Bichler, et al., 2009; Jansson& 

Bradley, 2004).  

Research on ICT, society and the individual and analyses of the associated 

psychosocial processes have led forward to address goals and visions of the ICT 

society. They could be formulated as policy statements and with positive 

formulations of goals to be reached. ICT should contribute to goals such as: 

Information access for all, Wellbeing and quality of life for all, Enrichment in the 

social contact between people, Integration and respect for diversity, Greater 

autonomy for the individual, Prevention of various kinds of overload and stress, 

Deepening of true human qualities, Deepening and broadening of democracy, E-

cooperation and peace. Sustainability in a broad sense, including the environment, 

economy, and human side (Bradley, 2001). 

2.2.2 Rank Model of Communication  

Lucking et al. (2001) elaborates on “rank models” in studying ICT as related to 

service delivery. The approach in these models assumes that potential users of a new 

technology differ from each other in important dimensions so that some firms obtain 

a greater return from new technology than others do. The larger the net advantage 

resulting from the communication technology adoption, the stronger the tendency to 

adopt early and intensively. The model distinguishes several groups of factors which 

potentially influence an institution’s profitability from adopting new technology and 
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therefore the decision to introduce it at a certain time. A first one includes a set of 

anticipated benefits of new e-communication technology such as savings of inputs, 

general efficiency gains, higher flexibility, improvement of product quality etc.  

2.2.3Technology Acceptance Model 

Davis (1989) presented a theoretical model aiming to predict and explain ICT usage 

behavior, that is, what causes potential adopters to accept or reject the use of 

information technology. Theoretically, the Technology Acceptance Model (TAM) is 

based on the Theory of Reasoned Action (TRA). In TAM, two theoretical constructs, 

perceived usefulness and perceived ease of use, are the fundamental determinants of 

system use, and predict attitudes toward the use of the system, that is, the user’s 

willingness to use the system. Perceived usefulness refers to “the degree to which a 

person believes that using a particular system would enhance his or her job 

performance”, and perceived ease of use refers to “the degree to which a person 

believes that using a particular system would be free of effort” (Davis, 1989: 320). 

2.2.4 Theory of Reasoned Actions 

The theory originates from social psychology, and it is a special case of the Theory 

of Planned Behavior (TPB) (Ajzen, 2010). Fishbein and Ajzen (1975) developed 

TRA to define the links between the beliefs, attitudes, norms, intentions, and 

behaviors of individuals. The theory assumes that a person’s behavior is determined 

by the person’s behavioral intention to perform it, and the intention itself is 

determined by the person’s attitudes and his or her subjective norms towards the 

behavior. The subjective norm refers to “the person’s perception that most people 

who are important to him think he should or should not perform the behavior in 

question” (Fishbein and Ajzen, 1975: 302). 

 

2.2.5 Diffusion of Innovations 

Diffusion of Innovations (DOI) is a general theory of how new ideas are spread and 

adopted in a community, and it seeks to explain how communication channels and 

opinion leaders shape adoption. Rogers (1983) proposed the first process model, a 
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five-stage model of the implementation and adoption of innovation in organizations. 

Moore and Benbasat (1991, 192) used DOI to develop “an instrument designed to 

measure the various perceptions that an individual may have of adopting an 

information technology (IT) innovation”. The instrument was intended to be a tool 

for the study of the initial adoption and subsequent diffusion of IT innovations within 

organizations. 

 

2.2.6 Theory of Planned Behavior 

Ajzen (1991) presented a theoretical model, TPB, which focuses on cognitive self-

regulation. It is very similar to the TRA model, but the difference is that it takes into 

account an additional construct, namely perceived behavioral control. Perceived 

behavioral control refers to the perception of control over the performance of a given 

behavior. In TRA rational considerations determine the choices and behaviors of 

individuals, and individual intentions determine behavior. Intentions refer to 

individuals’ plans and motivations to commit a specific act. Intentions also reflect 

individual attitudes and the extent to which individuals perceive a specific act as 

desirable or favorable. The theory suggests that human behavior is governed by 

personal attitudes, but also by social pressures and a sense of control. 

 

2.2.7 Model of the IT Implementation Process 

Cooper and Zmud (1990) took Kwon and Zmud’s (1978) model of the IT 

Implementation Process and developed it further. The model is based on the 

organizational change, innovation, and technological diffusion literature. The 

purpose of the model is to offer a directing and organizing framework for ICT 

implementation research. Kwon and Zmud’s (ibid.) stage model comprises six 

stages, namely initiation, organizational adoption, adaptation, acceptance and 

adoption, routinization, and infusion. Thus, the model covers an implementation 

process from the scanning of organizational needs to a full and effective use of the 

technology in daily practice. The model also identifies five contextual factors which 

impact on processes and products in each implementation stage: the characteristics of 
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the user community, the organization, the technology being adopted, the task, and the 

organizational environment. 

 

2.2.8 Information Systems Success Model 

DeLone and McLean (1992) reviewed prior research and introduced a 

comprehensive taxonomy of factors contributing to the success of information 

systems. The authors examined the literature on IS success and categorized success 

measures into six major categories: system quality, information quality, use, user 

satisfaction, individual impact, and organizational impact. These categories are 

interrelated and interdependent and provide a comprehensive view of IS success. The 

target of the model is to guide future research efforts. 

 

2.2.9 Theory and Model of Adoption of New Technologies  

Several competing theoretical approaches have been used to investigate the 

determinants of acceptance and use of new information technology (Venkatesh et al., 

2003). One of the most important lines of study in this area focuses on the 

determinants of individual acceptance of new technologies by using behavioral 

intention (intention to adopt a new technology) or behavior itself (actual adoption of 

a new technology) as dependent variables (Davis, 1989; Taylor and Todd, 1995).  

 

However, together with the listed above theories the study will employ three theories 

which are convergence theory of ICT, Technology Acceptance Model and Diffusion 

of Innovation theory. This is because they are much more relevant to the study. 

2.3 ICT and E-Government Adoption 

Empirical suggestions of some e-government studies often differ with findings in the 

literature. Consequently, lack of generalizability is frequently cited as one of the 

limitations in some empirical studies (Horst et al. 2007; Fu et al. 2006). Deursen et 

al. (2006) makes an interesting observation; despite similarities in Dutch and 

Scandinavian culture, welfare state, and political system; the usage of e-government 
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vastly differs in these countries. The time span to undertake comparative empirical 

research is considerably long and in this regard, Moon and Norris (2005) suggests 

that longitudinal studies of more than two years could provide more clarity in the 

results. Critical assessment of studies serve multitude of purposes.  

 

It highlights shortcomings of theoretical framework for research; provides 

opportunity to compare studies, methodologies, research findings from the literature; 

and helps identify gap in the literature for future research. Having looked at the 

general case empirical studies on e-government adoption in developing economies 

let us have a look at empirical evidences from the following countries. 

2.3.1 United Kingdom 

According to the study conducted in United Kingdom by Jyoti, Choudrie and 

Yogesh, Dwivedi in 2005 titled: A survey of citizens’ awareness and adoption of e-

government initiatives, the “government gateway”: a United Kingdom perspective. 

The purpose of the study was to examine the citizens’ awareness and adoption of e-

government initiatives in the United Kingdom (UK), specifically the “Government 

Gateway”. To fulfill the purpose, the researcher made an empirical examination of 

the awareness and adoption of the “Government Gateway” amongst UK citizens. 

Demographic characteristics including, age, gender, education, income and 

occupation and two yes/no type questions were asked to provide insights of the 

adopters and non-adopters of e-government initiatives. The data on these variables 

was collected using a postal survey. A self-administered questionnaire was sent to 

1600 households and a total number of 358 usable responses were received. The 

findings revealed that citizens with home broadband access are more likely to be 

aware of and adopt e-government services, in this case, the ‘Government Gateway’. 

The study also found that as other similar ICTs such as computers, Internet and 

broadband, the demographic characteristics of citizens such as the age, gender, 

education, and social class have an imperative role in explaining the citizen’s 

awareness and adoption of e-government services in the household. By undertaking 
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such research, a substantial contribution is offered to various stakeholders including 

the government agencies who might want to differentiate between the adopters and 

non adopters of e-Government services. 

 

2.3.2 Botswana  

According to UN E-Government Survey Botswana has a dedicated agenda towards 

promoting e-Government because the leaders have understood the importance of e-

Government to an appreciable extent. Quoting from Mmegi Newspaper (2009, 

September), the potential of e-Government on improving the governance value 

chains in Botswana is explicitly outlined. For the case of Botswana, e-Government 

delivers far greater stakeholder value when it is designed within the context of a 

broader service delivery reform agenda. This ‘whole-of-government strategy’ 

leverages infrastructure, reduces cost and improves the on-line experience for clients. 

This newspaper projected that by the end of 2009, all appropriate government 

services will be on on-line by 2009. Has this been achieved? Although Botswana 

does not have a formal e-Government strategy as do Tanzania, South Africa, 

Mauritius it has scored positive gains on the e-Government Indexes (Bwalya, 2009). 

It is considered an emerging ICT-usage-powerhouse in Sub-Saharan-Africa (SSA). 

 

Recent endeavors have seen it successfully implement massive projects such as the 

construction of the Kgalagardi optical fibre network, full liberalizations of the 

telecommunications sector, putting in place sound ICT sector regulatory and 

institutional frameworks, dedicated ICT policy, setting up of Botswana IT hub. 

These interventions have also been solidified with the convergence of wireless 

technologies which enable individuals of all statuses to use mobile technologies such 

as mobile phones, personal digital assistant (PDAs) etc to communicate, manage data 

and generally participate in the digital boom. Gillwald & Stork (2008). 

2.3.3. Singapore 

The study of Shirish C. Srivastava and Thompson S. H. Teo of 2002 in 

Singaporetitled Citizen Trust Development for E-Government Adoption: Case of 
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Singapore shows that Citizen trust on e- Government, which appears to be a major 

contributor for e-Government adoption and acceptance, has not been fully explored 

by researchers and governments. They used the theoretical lens of ‘citizen trust’ to 

understand the ways in which it can be engendered to promote e-Government 

success. Based on a theoretical synthesis, they identified two dimensions of citizen’s 

trust on e-Government: trust on government’s ability, motivation and commitment 

for e-Government and trust on the enabling technologies. Using the case study of e-

Government implementation in Singapore, they examined the process by which 

Singapore government is promoting and maintaining trust for e-Government among 

its citizens. 

 

A careful analysis reveals that Singapore is systematically addressing both the 

dimensions of citizen trust, which offer a set of lessons learned for other nations to 

emulate. ‘Citizen trust on the government’ is being engendered in Singapore by 

putting institutional trust building measures in place, taking feedback from citizens 

and having top leadership commitment and support for e-Government. ‘Citizen Trust 

on the technology’ is being engendered in Singapore by proactive provision of 

relevant knowledge and skills and providing a comprehensive and effective legal 

system. These trust building measures, leading to successful e-Government adoption 

and acceptance, serve as a guide that can be used by nations across the world to 

facilitate successful e-Government implementation. 

2.3.4 Zambia  

In Zambia, Kelvin Joseph Bwalya studied factors affecting adoption of e-government 

in Zambia of 2009.The paper has examined two cases from Zambia where ICT has 

been utilized in support of e-government initiatives. It has also assessed the 

challenges, opportunities, and issues together with e-government adoption criteria 

regarding successful encapsulation of e-government into the Zambian contextual 

environment. It has been found that lack of adequate ICT infrastructure and political 

will, provision of content in English other than local languages, lack of proper 

change management procedures and non-contextualization of e-government 
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practices, contribute much to the delay in appropriate e-government adoption in 

Zambia. Out of these challenges identified, the paper proposes a conceptual model 

which offers balanced e-government adoption criteria involving a combination of 

electronic and participatory services. 

 

The proposed conceptual model is a start-point for a model which can later be 

replicated to include the whole lot of Southern African Development Community 

(SADC) countries given the similarity in the contextual environment. Conclusively 

we can say that given the situation in other countries as observed in the empirical 

studies above, there is a need to investigate the challenges of adoption of E-

government in our country in relation to those countries. 

2.3.5 Tanzania 

Adoption of e-government has increased in most countries but at the same time the 

rate of adoption varies from country to country. Generally, developing countries are 

lagging behind in e-government adoption compared to developed countries, and 

among the developing countries, Tanzania and its East-African neighbours are at the 

bottom of the United Nations’ Global e-Government Readiness rankings (United 

Nations, 2008). Based on the 2008 global e-government survey, Tanzania was no 

143 out of the 182 surveyed countries, Kenya no 122, Uganda no 133, Rwanda no 

141, Malawi no 146, Mozambique no 152, and Burundi no 174 (Furuholt et al., 

2010). 

 

There is a rapid improvement in ICT environment especially in the Mobile phone 

and internet access but ICT is concentrated in major cities, Dar es Salaam, Arusha 

and Mwanza, little access to rural areas.  Most of the ICT tools are expensive and 

internet service fees are too high (Mushi, 2009). 
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The report of COSTECH (2004), came up with the conclusion that, Tanzania’s 

overall access to ICT’s is low compared to many other developing countries so it was 

encouraging to note that in all the villages a fairly good proportion of the men and 

women interviewed had (i) heard about mobile telephones (ii) were using mobile 

telephones for a variety of needs. While the similarities are interesting the exceptions 

may be even more interesting. A number of policy issues are already evident.  

It will be interesting to see the country specific and cross- country data in order to get 

a fuller grasp of the situation. In the thematic report of IICD (2007) the following 

recommendations were presented for enhancing rural access to information via Rural 

Communication Access (RCA) Centres: 

Focus on sustainability: A business plan that fit the needs and possibilities of the 

community needs to be in place. It should focus on information services for 

generating income rather than only on computers and the Internet. The RCA has to 

become a local institution fully interweaved with the community. They 

recommended that, Tele centre Managers and operators to prepare realistic business 

plans.  

Location-specific design of RCAs: In replicating the RCAs studies should be done 

to tailor the services to the specific locality, investigate would-be stakeholders such 

as NGOs, government institutions, the interest and needs of the user community as 

well as the commitment of the local government in the area.  

The recommendation put forward were, RCA owners, before setting up a RCA, to 

carry out studies to assess needs and volume of services of potential users. This can 

be supported by Government e.g. Ministry of Infrastructure Development and Local 

Governments (District Councils) as well as development partners and donor 

agencies.  

Need for capacity development: In order to ensure that existing and future RCAs 

are managed properly, effectively and efficiently there is need for training of current 

and future managers of these facilities in administrative and financial management. 
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The recommended action advised were, training activities for RCAs to be provided 

by Government through the Ministries of Infrastructure Development, Higher 

Education Science and Technology, Education and Vocational Training, Local 

Governments (District Councils) as well as a Capacity Development NGOs and 

Development Partners  

Reduce cost of connectivity: There is need to address the issue of high cost of 

connectivity and the bandwidth charges. One possible area of immediate impact is 

the exemption of ICT equipment for RCAs from taxes and duties, which is already 

done in Tanzania.  

Moreover, options to share the cost of bandwidth provided by expensive satellite 

connection are to be explored and used.  They recommended that, Government 

through the Ministry of Finance to see that taxes on ICT equipment are low. The 

ICT4D network and IICD partners to explore and share experiences for optimising 

use of bandwidth and reducing costs. 

Government support for connectivity infrastructure: Since RCAs are an 

important instrument to facilitate rural development, adequate investments should be 

made through budgetary allocations and as part of infrastructure development. The 

recommended action here is that, Government through Ministries of Infrastructure 

Development, Finance and Planning, Economy and Empowerment, to include 

investment in the planning and budget process.  

Raising awareness on ICTs: Especially among the rural population it is necessary 

to raise awareness about the benefits of ICTs in order to ensure interest and 

participation. It will stimulate demand for ICTs and a market for ISPs, thus 

enhancing private sector participation. Resources should be made available for 

sensitization, advocacy and mobilization campaigns, including through media (TV, 

Radio).Recommended action, the Government through Ministries of Infrastructure 

Development, Finance and Planning, Economy and Empowerment, Local 
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Governments (District Councils), Private Sector and Development Partners to raise 

awareness about potential use if ICT for rural population.  

Enhance networking:  The challenges identified in the workshop as well as future 

challenges could be well addressed through collaborative action, partnering 

arrangements, better coordination and networking. Existing tele-centres need to 

network more closely and effectively in order to promote exchange of information 

and experiences and sharing of resources where feasible. He recommended that, the 

multi-stakeholder network on ICT4D SWOPnet can bring stakeholders together and 

ensure knowledge sharing and concerted action.  

Regular dialogues should be in place with the appropriate government bodies dealing 

with ICT. In Tanzania this is the Ministry of Infrastructure Development whereas in 

other countries it may be the Ministry of Communication or Information. RCA or 

telecentres owners and operators to explore the possibility of setting-up an 

association of telecentres and access points. The national ICT4D network can be 

instrumental.  

Setting up a technical support mechanism: In order to enhance technical support 

and facilitation there is a need for lead organisations to ensure or enter into 

collaborative technical support for telecentres. The various kinds of support required 

should be identified and ensured. There commendation put forward is plans for 

providing technical support to be prepared by UDSM/UCC, COSTECH, DIT, 

Development Partners (IICD, SIDA) and the Private Sector.  

English language and computer training for communities: This is a generic 

requirement for effective use of RCAs in many ways as well as for documenting and 

sharing information.  

Recommended action; all stakeholders to build-in appropriate end-user training.  
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Locally relevant content and services: In order to attract customers and ensure that 

they are willing to pay, relevant services are to be provided and locally relevant 

content made accessible.  

 

They recommended that, Information producers such as extension services and 

agencies to share relevant content for local users. The national networks to support 

aggregating sources and promoting access to the sources. Telecentres operators to 

scout for relevant content and ensure easy access for end-users. 
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2.4 Opportunities, Challenges and Solutions on ICT Adoption 

It is now widely accepted that ICT offers increased opportunities for economic 

development and plays a critical role in rapid economic change, productive capacity 

improvements and international competitiveness enhancement for developing 

countries. The range of choices and opportunities in developing countries is 

expanding.  

ICT is believed to be a powerful enabling tool to address some of the key barriers 

and challenges for entering the global economy and for future growth potential. It 

can transform old challenges and create unprecedented possibilities for sustainable 

economic development, just as it has done for businesses in the industrial world. 

ICTs offer the potential not just to collect, store, process and diffuse enormous 

quantities of information at minimal cost, but also to network, interact and 

communicate across the world (Crede and Mansell, 1998).   

Econometric studies have found evidence of a strong positive relationship between 

ICT investments and GDP growth illustrating the importance of ICTs for 

development, both in the commercial and the public sectors. According to Ndou 

(2004), ICT in public service offers the following opportunities; 

Cost Reduction and Efficiency Gains 

Researchers (Tapscott, 1996; Amit and Zott, 2001; Malhotra, 2001) agree that ICT 

has considerable potential to contribute to efficiency gains and cost reductions for 

private organizations. Furthermore, these benefits constitute a major aspect of 

eGovernment initiatives. Putting services on-line substantially decreases the 

processing costs of many activities compared with the manual way of handling 

operations.  

 

The appropriate application of ICT may possibly reduce the number of inefficiencies 

in processes by allowing file and data sharing across government departments, 

thereby contributing to the elimination of mistakes from manual procedures, 
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reducing the required time for transactions. Efficiency is also attained by 

streamlining internal processes, by enabling faster and more informed decision 

making, and by speeding up transaction processing. 

Quality of Service Delivery to Businesses and Customers 

In the traditional model of public service delivery, the procedures are long, time 

consuming and lack transparency. A business that wishes to obtain a license or a 

permit has to fill out a number of application forms, has to visit a number of different 

offices and spend a considerable amount of time. If a citizen wishes to be issued with 

a certificate or any other official document, he or she will have to travel to the central 

government office, go to different offices and spend a lot of time for a simple 

service. The consequences are high costs and citizen and business dissatisfaction.  

 

An eGovernment initiative, on the other hand, which puts government services 

online, thereby reducing the bureaucracy, offers roudn the clock accessibility, fast 

and convenient transactions, and obviously enhances the quality of services, in terms 

of time, content and accessibility. 

Transparency, Anticorruption and Accountability 

E-Government helps to increase the transparency of decision-making processes. In 

many cases eGovernment offers opportunities for citizens to directly participate in 

decision-making, by allowing them to provide their own ideas and suggestions in 

forums and on- line communities. 

 

If web sites are designed carefully and openly, they can be valuable resources for 

transparency as citizens, businesses and other stakeholders should be able to see 

political and governmental information, rules and policies. Previously it was often 

necessary to go directly to governmental offices to obtain information, but now this 

information should be available on the web. The availability of a diversity of 

publications regarding the activities of the public administration, as well as economic 

and legislative aspects, increases the transparency too. 
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Increase the Capacity of Government 

The use of ICT for the reorganization of internal administration transactions, 

communications, interrelationships and for easy information flow and transfer offers 

considerable opportunity to increase government capacity. Intranets allow different 

departments to share databases of common customers and to pool skills and 

capacities of their members for problem solving. These facilities in turn will pledge 

faster information flow and transfer, quicker and cheaper provision of goods and 

services, faster and better decision making processes, and unplugged paper 

bottlenecks. Knowledge based or expert systems help to create a more responsive 

and guideline based process.  

This approach assures benefits for businesses, which become both consumers of 

government services and providers of goods and services to the government. It also 

assures benefits to the government itself through reduced costs and spending, which 

could require lower taxes to finance. 

Network and Community Creation 

ICT creates both pressures and opportunities for network creation and community 

building. 

As argued before, an eGovernment initiative requires a complex web of 

interrelationships among government, customers, businesses, employees and other 

governmental agencies. 

Moreover, the very nature and function of eGovernment require a network approach 

to put together skills, technologies, information and knowledge that span the 

boundaries of different governmental agencies. It is generally impossible to find all 

of them in one single governmental agency.  

The need for learning and training, for example, requires a partnership between 

government agencies/departments and universities or research institutions. The 

provision of integrated services at one contact point requires the cooperation and 

collaboration of different departments and agencies, horizontal and vertical 
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integration, and therefore the creation of a large and diversified network of 

relationships. The successful use and diffusion of ICTs in the public sector involves a 

collective, multidisciplinary and dynamic learning process (Mansell and Wehn, 

1998). 

Moreover, the realization of electronic transactions triggers network creation among 

private companies, financial institutions, telecommunication and ISPs. On the other 

hand, an eGovernment initiative enables community creation, giving citizens and 

businesses the possibility to participate in forums, and in decision making processes, 

contributing actively to different political and governmental discussions. 

Improve the Quality of Decision Making 

Community creation, forums, continuous interaction and communication between 

government and its citizens contribute further to the decision making process. By 

means of active participation in political and government discussions, citizens can 

contribute their own ideas, and share their knowledge and information. This will in 

turn lead to building trust ingovernment and improving the relationships between the 

government and the governed.  

 

The OECD argues that the strengthening relationship between government and 

citizens could improve the quality of services by allowing government to tap wider 

sources of information, perspectives and solutions to meet the challenges of policy 

making under conditions of increased complexity (OECD, 2001). 

Considering citizens as governmental customers, listening and understanding to their 

needs and requirements, is essential for a better decision making process. The 

appropriate use of shared data and information by all governmental agencies and 

departments offers the possibility to make quick decisions thus to serve the 

community better.  
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However improvements in the speed and quality of decision making depend greatly 

on the willingness of governments to be empowered with new information, the 

capability of staff to process the large amount of information, the prevailing cultural 

values as well as the motivation of governments to shift from a hierarchical public 

administration model to a flexible, less centralized model. 

Promote Use of ICT in Other Sectors of the Society 

Continuous interaction and communication between government and its stakeholders 

contributes to the creation of awareness about the potential contribution of ICT to 

local community activities. In this way, eGovernment plays a vital role, not only in 

facilitating market-led initiatives but also in initiating the process of capability 

building and in coordinating the actions of a large number of interested stakeholders 

(Mansell and Wehn, 1998).  

 

In fact, one of the main benefits of an eGovernment initiative consists of the 

promotion of ICT use in other sectors. In order for eGovernment staff to interact, 

transact and communicate electronically with businesses, citizens and other 

stakeholders, it is necessary to mandate the use of ICT tools and applications. For a 

government-to-business electronic transaction to occur, the business itself needs to 

make use of electronic equipment. On the other hand, financial institutions have to 

create secure and reliable methods for electronic transactions. The development of 

new technological and management capacities required for eGovernment 

functionality encourage the development in turn of new training courses and modules 

in schools and universities trying to supply the required skills and capabilities to the 

market. 

Heeks R.D 2001 said that, the emphasis of current private sector and donor initiatives 

has been on e-business and on non-governmental e-society. This has left a large and 

growing opportunity gap around the other areas of e-governance. These areas are 

being largely ignored, to the detriment of development. It is these areas that form the 

NeGI priorities. The areas noted – e-administration, e-citizen and e-services 
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initiatives, and the government related components of e-society – together represent 

a Networked Government model for e-governance. 

The vision guiding such initiatives is that developing countries can and must 

accelerate the pace of e-governance and build networked governments. By doing 

this, they will reap the benefits of government that costs less, delivers more, and is 

more responsive and accountable. 

If action is not taken, the poor in DCs will be left on the wrong side of an ever 

widening divide: not just a digital divide of access to new technology, but a divide of 

information, of knowledge, and of governance. Countries in the North and elites in 

the South will be the winners, and the poor in the South will be the losers as 

inequalities grow. 

The advent of the Internet, digital connectivity, the explosion and use of e-commerce 

and ebusiness models in the private sector are pressuring the public sector to rethink 

hierarchical, bureaucratic organizational models. Customers, citizens and businesses 

are faced every day with new innovative e-business and e-commerce models 

implemented by the private sector and made possible by ICT tools and applications, 

are requiring the same from governmental organizations. Osborne and Gaebler 

(1992) referred to citizens as customers for governments, since governments need to 

empower rather than serve, to shift from hierarchy to teamwork and participation, to 

be mission oriented and customer focused, and to focus on prevention rather than 

cure. Governments worldwide are faced with the challenge of transformation and the 

need to modernize administrative practices and management systems (Tapscott, 

1996). 

Recently, the public sector has began to recognize the potential opportunities offered 

by ICT and e-business models to fit with citizens’ demands, to offer better services to 

citizens and to increase efficiency by streamlining internal processes. Tapscott and 

Caston (1993) argue that ICT causes a “paradigm shift” introducing “the age of 

network intelligence”, reinventing businesses, governments and individuals. 



30 

Paradigm shifts prevail in the public sector too. The traditional bureaucratic 

paradigm, characterized by internal productive efficiency, functional rationality, 

departmentalization, hierarchical control and rule-based management (Kaufman, 

1977), is being replaced by competitive, knowledge based economy requirements, 

such as: flexibility, network organization, vertical/horizontal integration, innovative 

entrepreneurship, organization learning, speed up in service delivery, and a customer 

driven strategy. These new paradigms thrust the shift toward e-Government 

paradigm, which emphasizes coordinated network building, external collaboration 

and customer services (Ho, 2002). 

Challenges for a successful implementation of egovernment initiatives (Ndou, 2004); 

ICT Infrastructure 

ICT infrastructure is recognised to be one of the main challenges for eGovernment. 

Internetworking is required to enable appropriate sharing of information and open up 

new channels for communication and delivery of new services (Tapscott, 1996). For 

a transition to electronic government, architecture, that is, a guiding set of principles, 

models and standards, is needed. Many developing countries suffer from the digital 

divide, and they are not able to deploy the appropriate ICT infrastructure for 

eGovernment deployment. The digital divide between richer countries and 

developing ones is large with high-income economies having 416 personal 

computers per 1,000 people and low-income economies only 6 per 1,000 (World 

Bank, 2003). 

 

The development of basic infrastructure to capture the advantages of new 

technologies and communications tools is essential for implementing eGovernment. 

Different access methods, such as remote access by cellular phones, satellite 

receivers, kiosks, etc., need to be taken into consideration by governments in order 

that all members of society can be served irrespective of their physical and financial 

capabilities. 
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However, an ICT infrastructure does not consist simply of telecommunications and 

computer equipment. E-readiness and ICT literacy are also necessary in order for 

people to be able to use and benefit from eGovernment applications. Having the 

education, freedom and desire to access information is critical to eGovernment 

efficacy. Presumably, the higher the level of human development, the more likely 

citizens will be inclined to accept and use eGovernment services. 

Policy Issues 

Processing of eGovernment principles and functions requires a range of new rules, 

policies, laws and legislative changes to address electronic activities including 

electronic signatures, electronic archiving, freedom of information, data protection, 

computer crime, intellectual property rights and copyright issues. Dealing with 

eGovernment means signing a contract or a digital agreement, which has to be 

protected and recognized by a formalized law, which protect and secure these kinds 

of activities or processes. In many developing countries, ebusiness and eGovernment 

laws are not yet available. Establishing protections and legal reforms will be needed 

to ensure, among other things, the privacy, security and legal recognition of 

electronic interactions and electronic signatures. Hence, governments all over the 

world need to tackle the design and development of a public key infrastructure, 

which will guarantee secure transactions between organizations and individuals. 

Human Capital Development and Life Long Learning 

A major challenge of an eGovernment initiative is the lack of ICT skills in the public 

sector. This is a particular problem in developing countries, where the chronic lack of 

qualified staff and inadequate human resources training has been a problem for years 

(UNPA&ASPA, 2001). The availability of appropriate skills is central for successful 

eGovernment implementation. EGovernment requires hybrid human capacities: 

technological, commercial and management. Technical skills for installation, 

maintenance, designing and implementation of ICT infrastructure, as well as skills 

for using and managing online processes, functions and customers, are necessary. To 

address human capital development issues, knowledge management initiatives are 
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required focusing on staff training, seminars, workshops in order to create the basic 

skills for eGovernment handling. 

 

Change Management 

Change management issues must be addressed as new work practices, new ways of 

processing and performing tasks are introduced. EGovernment correctly designed 

doesn’t simply save costs and improve service quality; instead it revolutionizes and 

reinvents the government processes and functions. Change management can be 

divided into two sub concepts: Change Management Approach and Management of 

Resistance to Change. 

  

Change management approach refers to the change management procedures 

established within organizations. DeLisi (1990) identifies culture as the primary 

driver of strategic organizational change. Being aware of an organization’s culture is 

already a big step towards a higher capacity to change (Hassard and Sharifi, 1989). 

Hierarchy is the most traditional of cultural values of a government bureaucracy, in 

many ways its defining feature. In particular, intranets and the sharing of information 

throughout organizations can challenge hierarchies and can only really benefit an 

organization that develops a more networked approach; ICT is distinguished by its 

network character (Dutch ICT and Government Advisory Committee, 2001). 

Employee resistance to change is still the biggest barrier to successful change. 

Employees fear changes in general and ICT applications in particular as they believe 

that ICT would replace them and so cause job losses. Moreover, it is very difficult in 

a short time to turn off traditional methods of working and learn new ones. 

Addressing resistance successfully means ensuring the existence of incentives for 

employees to learn and change and the establishment of well-structured plans that 

embrace employee participation throughout all stages of a change process. 

Partnership and Collaboration: Collaboration and cooperation at local, regional 

and national levels, as well as between public and private organizations, are 

important elements in the eGovernment development process. Nevertheless, 
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collaboration and cooperation are not simple to realize. Governments often exhibit 

considerable resistance to open and transparent systems as they try to preserve their 

authority, power and hierarchical status. Citizens distrust their governments, 

especially where there has been a history of dictatorship, political instability or large-

scale corruption. To ensure that the public and stakeholders will be partners in the 

eGovernment effort, it is important to try to build trust in government.  

Collaboration between the private (assuming that there is a private sector) and public 

sectors is needed too, in order to provide resources, skills and capabilities that the 

government lacks. For example, the ICT private sector is able to support government 

with technical skills and infrastructure; meanwhile, universities will provide the 

required staff, learning and training courses for government staff and citizens, and 

other governmental departments and agencies can contribute in data and information 

flow and knowledge sharing for problem solving of similar tasks or processes and so 

on. A ‘new’ development model is emerging that focuses on partnership among 

stakeholders in the knowledge-based development program (Talero & Gaudette, 

1996). 

Strategy 

One of the main challenge s for an eGovernment project is the establishment of an 

appropriate and context tailored strategy. Every project or initiative needs to be 

rooted in a very careful, analytical and dynamic strategy. This seems to be a very 

difficult task, requiring a focus on many aspects and processes, a holistic vision, 

long-term focus and objectives. Many public institutions limit their activities to a 

simple transfer of their information and services online without taking into 

consideration the re-engineering process needed to grasp the full benefits. 

The government must have a clear strategy to overcome the barriers to change. Part 

of the strategy is to engage in a rigorous assessment of the current situation, the 

reality on the ground and the inventory of projects, articulate costs, impacts and 

benefits of programme as well as continuously monitor and evaluate the project 
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upgrading. Borrowing a lesson from the private sector, eGovernment must be 

customer-driven and service oriented, meeting the needs of citizens and improving 

the quality of life. This means that a vision of eGovernment implies providing 

greater access to information as well as better, more equal services and procedures 

for public and businesses. Even when eGovernment projects seek to improve internal 

government processes, the end goal should be making government serve citizens 

better. This means recognizing the diverse roles that citizens can play as partners, 

taxpayers, constituents, employers, employees, students, investors and lobbyists. 

Leadership Role 

The public sector presents unique challenges for leadership. Changing and hazy 

visions confuse expectations for reforms and leaders (OECD, 2001). Leadership is 

one of the main driving forces of every new and innovative project or initiative. 

Since eGovernment is a complex process, accompanied by high costs, risks and 

challenges, public organizations are generally resistant to the initiation of change. A 

leading player (organization, institution), which is able to understand the real costs 

and benefits of the project, to motivate, influence, include and support other 

organizations and institutions, is required. Leadership is necessary before, during and 

after project implementation.  

Before the project is initiated, leadership is needed in order to explain the concept, 

the model and create awareness; during the project, leadership is needed to manage 

change and support the project; and after the project, it is needed to pledge the 

required flexibility and adaptability of the initiative. Top leadership involvement and 

clear lines of accountability for making management improvements are critical to 

overcoming organizations’ natural resistance to change, marshalling the resources 

needed to improve management, and building and maintaining the organization wide 

commitment to new ways of doing government (McClure, 2001). 

The most pertinent challenges for developing a successful e-Government and 

recommendations to overcome them according to Reffat (2006) are; 
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Infrastructure Development 

All countries implementing e- Government have struggled to develop a basic 

infrastructure to take advantage of new technologies and communications tools. 

Many developing countries, even if possessing the will, do not have the 

infrastructure necessary to immediately deploy e-Government services throughout 

their territory. 

Recommendations 

i. Develop projects that are compatible with the nation’s telecommunication 

infrastructure. 

ii. Introduce telecom competition and lift regulations on wireless and other 

digital technologies to accelerate their deployment. 

iii. Build on the micro-enterprise model to bring connectivity to underserved 

areas and ensure sustainability. 

iv. Consider the government’s current use of technology and learn from past 

successes and failures. 

v. Establish an action framework at the beginning of the process to allow for a 

rational and coordinated investment effort down the road. 

Law and Public Policy 

The application of Information Technology and communication (ICT) to government 

may encounter legal or policy barriers. Policymakers implementing e-Government 

must consider the impact of law and public policy. 

Recommendation, 

i. Consult with stakeholders to assess how existing laws may impede the 

desired results. 
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ii. Give legal status to online publication of government information. 

iii. Clarify laws and regulations to allow electronic filings with government                                                                                                                                 

agencies. 

iv. Reform processes by simplifying regulations and procedures. 

 

Digital Divide 

The digital divide is the gap between people who have access to the Internet and 

those who do not. Those without access cannot learn essential computer skills, 

cannot access information that can provide economic opportunities and cannot share 

in the benefits of e- Government. 

Recommendations, 

i. Provide communal access through village computer centres or kiosks. 

ii. Combine access with training. 

iii. Provide incentives to the private sector to donate equipment and training. 

iv. Emphasize local language and content. 

v. Use for-profit entrepreneurs to build and sustain access points in small 

communities. 

 

e-Literacy 

e-Literacy refers to those who are unable to make use of information and 

communication technologies because they are not computer literate. With the digital 

revolution there is a very real danger that the world will be divided into the 

“information rich” and the “information poor.” e-Government has the potential of 

either equalizing access to government and its services or increasing the barriers to 

participation. 

Recommendations, 

i. Ensure that content is in local languages and that interfaces are easy to use. 
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ii. Develop applications that use speech or pictures in addition to, or instead of, 

written text. 

iii. Include an educational component in e-Government projects. 

iv. Provide aides at access points who can train citizens in basic computer skills. 

v. Create programs that include traditional media, like radio programs or 

newspaper columns, where citizens can learn about e-Government. 

vi. Establish as a legal requirement that the government must adopt technology 

to assist the disabled. 

vii. Set performance criteria and measure progress. 

 

Privacy 

Governments collect vast quantities of data on their citizens through everyday 

transactions. Protecting the privacy of citizens’ personal information stored on these 

databases while making effective use of the information contained in them is a vitally 

important issue. 

Recommendations 

i. Educate and train government officials on the importance of privacy. 

ii. Design applications that integrate privacy protections. 

iii. Follow “fair information practices.” Minimize the collection and retention of 

personal information. 

iv. Limit access to personally identifiable information; do not automatically 

allow employees to tap into databases of personally identifiable information. 

Security 

Security is costly, but must be addressed in the design phase, as security breaches 

can shatter public trust in e-Government. 
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Trust is a vitally important component of e-Government projects. Without trust, 

citizens who may already be leery of using technology may avoid and even shun the 

use of online services that ask for detailed personal information. 

Recommendations, 

i. Designate a senior official responsible for computer security. 

ii. Continually assess systems to make sure that security precautions are being 

implemented. 

iii. Backup information regularly and store backups in a separate location. 

iv. When it comes to personal information, keep information collection to a 

minimum and do not disclose personal information without express prior 

consent. 

v. Provide ongoing training to employees on computer security. 

vi. Evaluate performance of system managers in adhering to sound security 

practices. 

 

Transparency 

Citizens too rarely understand how government decisions are made. This lack of 

transparency prevents the public from actively participating in government and from 

raising questions or protesting unfair or ill-advised decisions. A lack of transparency 

can conceal official graft or favoritism. 

Recommendations 

i. Post online rules, regulations and requirements for government services (such 

as requirements for obtaining a license) to minimize subjective actions by 

officials. 

ii. Highly-placed public officials can expedite transparency and accountability 

efforts by making their offices positive examples of openness. 

iii. When putting services online, give citizens the ability to track the status of 

their applications. 
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iv. Train civil servants and provide incentives to reform. 

v. Integrate transparency and process reform to simplify regulations and 

procedures. 

 

Interoperability 

Putting incompatible record formats online neither simplifies nor reduces the 

workload imposed on people and government officials. Reliable e- Government 

requires a comprehensive overhaul of legacy systems. 

Recommendations 

i. Map and assess existing record systems. 

ii. Identify and reform regulatory schemes that make interaction with the 

government onerous. 

iii. Use common standards throughout the government to shorten development 

time and ensure compatibility. 

iv. Adopt a common IT infrastructure for the government. 

 

Records Management 

Better information management can help officials identify barriers to more efficient 

government. An information management framework is necessary to make sense of 

available data. Without this framework, policy makers could not derive useful 

analysis quickly enough to react to social and economic developments. 

Recommendations 

i. Encourage data sharing and cooperation between government departments. 

ii. Streamline offline record keeping processes to make the transformation to 

online publication easier. 

iii. Creation and standardisation of meta-data is critical for conducting successful 

data searches across institutions and networks. 
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Education and Marketing 

e-Government services are only useful if people know about them. Education and 

outreach programs will be needed. 

Recommendations 

i. Develop publicity and training campaigns that will engage the public about e-

Government initiatives. 

ii. Conduct research to ensure that online services respond to actual needs and 

that the implementation suits the target audience. 

Heeks (2001) came up with Solutions for developing country realities on ICT 

development; e-Governance projects must show sensitivity to the reality of DC 

values, structures, infrastructure, etc. Pulling Northern and/or private sector solutions 

off-the-shelf and trying to impose them will drive square pegs into round holes. e-

Governance solutions must be adapted not simply adopted, to ensure that the design 

of those solutions matches Southern realities. More detail about design—reality gaps, 

and best practice on closing such gaps can be found elsewhere. 

A participative approach 

Participative approaches to projects can be a Northern imposition that mismatches 

Southern cultural and political realities. Nevertheless, as a prophylactic against 

failure, key e-governance project stakeholders (users, clerical operators, citizen 

beneficiaries, etc.) need to be more involved – at least talked to and listened to – than 

they currently are. 

A focus on networked government 

Notwithstanding the notion that priorities should not be pre-judged, the NeGI 

concept does take 'networked government' to be the core current priority within e-

governance for development. Why? For two reasons: a) government still lies at the 
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heart of the development process; b) the recent round of donor e-development 

initiatives has largely ignored these areas, yet the new connectivity means they 

provide a major opportunity for DC governments. 

Keep it simple 

Evolutionary steps are likely to succeed; revolutionary leaps are likely to fail for both 

technological and human reasons. e-Governance projects should build carefully and 

sustainably on the existing ICT usage base. Projects like cyberballots via WAP 

should go to the bottom of the in-tray; projects like delivering government 

information to NGOs via e-mail should go to the top. Chronologies such as those 

described in the related paper are of relevance here: from automation to 

informatisation to transformation; and from publishing to interaction to transaction. 

As well as setting the likely trajectory for e-governance, these are also a reminder of 

the starting point for those who understand we must walk before we can run. 

2.5  ICT Policies in Tanzania 

2.5.1 Overview 

Since the mid-1990’s, the public service of Tanzania has initiated a series of 

measures for transforming itself into becoming more efficient, effective, and 

customer-oriented.  These efforts have put in place the foundations for what is now 

known as e-Government, while sectoral reforms recognize and promote the use of 

ICT in their respective sectors. Furthermore the Government collects and holds vast 

amounts of locally relevant information that may be converted onto electronic media 

for better preservation and cheaper accessibility by the public.  Such information 

includes legislation, regulations, Page 18 procedures, forms, maps, research papers, 

and numerous statistics, which may be sold or shared free of charge as appropriate 

(URT, 2003). Moreover, the Government’s own policy-making, monitoring and 

decision-support processes  can be greatly enhanced as access to authoritative, timely 

and accurate data becomes more widespread, and is coupled to enhanced knowledge-

sharing internally within the public service.  
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2.6  ICT in Tanzania Public Service 

Tanzania is one of the fastest growing African nations in terms of ICT development 

and mobile deployment. With a population of over 42-million, there is an incredible 

scope for growth in all sectors. But while the country is on a steady growth path to 

better Internet connections and ICT, development is still required and improvements 

needs to be made especially on public sector in rural areas. 

The government project is intended to develop the overall capacity of ICT 

management as well as to develop the technical skills that are required in the ICT 

sector in order to allow for the effective use and management of ICT in the public 

sector, specifically in the country’s ministries, departments and agencies (Tanzania 

Invest, 2009). 

It has been observed that only private and public organisations in urban are the ones 

that has enough ICT facilities compared to the public organisations in local 

government especially in rural areas. It is then undeniable that all forms of public 

utilities and services in Tanzania can be significantly improved and expanded by 

embracing ICT. On one hand, the management and internal processes towards 

availing those services may be strengthened by investing in the appropriate use of 

office systems to support internal information flows, leading to greater accuracy and 

timeliness of executive decision-making, resource allocation, risk management and 

operational control. 

2.7 The Conceptual Framework for the Research 

A conceptual framework binds facts together and provides guidance towards 

collection of appropriate data (Mayeta, 2004). The importance of a conceptual 

framework lies in the fact that it guides a researcher in understanding what data and 

time that it should be collected (Kajembe, 1994). 

 

The conceptual framework for this research is presented in Figure 2.1. The 

framework shows a set of independent variables that influence accessibility to and 
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knowledge on using the ICT facilities. It comprises social economic variables which 

are cost of ICT facilities and services, type of organisation, location of the institution; 

Psycho-social variables which include perception, beliefs and attitude, personality; 

and social culture variables which include norms and values, religious beliefs and 

family status. For the background variables, indicators are age and sex. The 

dependent variable is the public servants accessibility to and knowledge on using the 

ICT facilities. 
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             Figure 2.1: The Conceptual Framework for the Research  
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CHAPTER THREE 

RESEARCH METHODOLOGY 

 

3.1 The Study Area and Population 

The study was conducted in Kisarawe district council, which is in Pwani region. 

Kisarawe is one of the 6 districts of the Pwani Region of Tanzania. It is bordered to 

the North by the Kibaha District, to the East by the Mkuranga District, to the South 

by the Rufiji District and to the West by the Morogoro Region. 

 

According to the 2002 Tanzania National Census, the population of the Kisarawe 

District was 95,614 (URT, 2002). According to GeoHive (2000), current projection 

according to the census of 2012, the population of Kisarawe district is 118,409. Both 

public and private institutions are available in the district. The Kisarawe District is 

administratively divided into 15 wards: Cholesamvula, Kibuta, Kiluvya, Kisarawe, 

Kuruhi, Mafinzi, Maneromango, Marui, Marumbo, Masaki, Msanga, Msimbu, 

Mzenga, Vihingo, Vikumbulu. Kisarawe District has been selected because of noted 

setbacks in ICT implementation. 

 

The study population was 3022 public servants from the District, the sample of 90 

respondents were selected from six institutions. Thus, information on accessibility 

and knowledge on ICT among public servants was obtained from a representative 

sample of six (6) institutions, in which three (3) of them were public schools (one 

primary and two secondary schools), two (2)  public hospitals and the district 

council, whereby from each institution  fifteen (15) respondents were involved. Thus, 

making a total of ninety (90) respondents. 

 

3.2 Research Design 

A cross-section research design was employed in this study as suggested by Cooper 

(2006) and Saunders et al. (2007). The design allows data to be collected at a single 
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point in one time and used in descriptive study and for determination of relationships 

of variables (Bailey, 1998; Babbie, 1990). According to Linkedin Corporation 

(2013), research design is considered as a "blueprint" for research, dealing with at 

least four problems: which questions to study, which data are relevant, what data to 

collect, and how to analyze the results. 

 

The study therefore, was conducted in Kisarawe district involving ninety (90) 

respondents from six institutions where fifteen (15) respondents from each were 

involved. The focus of this study was on the accessibility and knowledge of ICT in 

Rural Tanzania referring to Kisarawe district as a case study.  

 

3.3 Sample Size and Sampling Techniques 

In order to obtain the sample size, a stratified sampling technique was used, whereby 

six (6) institutions were selected purposively, three (3) of them being public schools, 

two (2) being public hospitals and one (1) is the Kisarawe district council office. 

Fifteen (15) respondents were interviewed from each selected institution, with whom 

in-depth discussion on the level of ICT facilities and knowledge in their institutions 

was held. 

 

Selection of respondents from the selected institutions was done by simple random 

sampling. As Moore and McCabe (2006) say that random sampling eliminates bias 

by giving all individuals an equal chance to be chosen. Respondents were selected 

from all departments/sections. Both male and female participated in order to get 

different opinions from both sexes where by 45 males and 45 females were 

interviewed to constitute the sample. 

 

A purposive sample was also done: this is one that is selected based on the 

knowledge of a population and the purpose of the study. The respondents were 

selected because of some characteristic, e.g. professionals like heads of ICT 
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departments, computer teachers in schools with the aim of gaining deeper 

understanding of the problem under investigation. 

 

A total of 90 respondents (public servants) were selected. The sample was considered 

to be big enough based on Bailey’s (1998), arguments that 15 respondents is the bare 

minimum sample for a study in which statistical data analysis is to be done and that 

100 cases is normally taken. However, Matata et al. (2001), argues that having 80-

120 respondents is adequate for social-economic studies in sub-Saharan African 

households. 

 

3.4 Data Collection Methods 

For primary data collection, direct observation, a checklist and a questionnaire were 

employed in the field. For qualitative data collection a checklist of questions was 

developed for key informants’ discussions with public servants and questionnaires 

were distributed. 

 

Interview checklist enabled the researcher to examine the level of understanding a 

respondent has about a specific topic, respondents were asked the same questions in 

the same manner. In other words, this type of research method was easy to regulate 

or standardize. It can be used to discover how a respondent feels about a specific 

topic before using a second method to collect a superior depth of information.  

  

Questionnaire is an effective measure as it produces quantitative data. The responses 

are gathered in a standardized way, so questionnaires are more objective, also it is 

quick to collect information using a questionnaire. Potential information can be 

collected from a large portion of a group. Through standardization of questions 

measurement and comparison between responses can be simplified. 

The major advantage of these methodologies is that they help the researcher to make 

best use of the limited time available while at the same time making data collection 

process more systematic. Moreover, they enabled the researcher in gaining a deeper 

understanding of respondent’s experiences, feelings, and perspectives. 
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Direct observation was done by looking if there are ICT facilities whether they were 

available and used such as computers, modems, internet connections, IT 

administrators as well as computer literacy of the staffs. 

 

The questionnaires were distributed to each public servant of the selected sample, 

and they filled out the questionnaire copies with close guidance from the researcher. 

One teacher from each school, doctor from each hospital and District Executive 

Director from the district council assisted the researcher in data collection. The 

questionnaires were to gauge public servant’s knowledge, levels, constraints and 

opportunities together with their extents of using ICT facilities.  

 

The checklist was used to seek information on the level of ICT facilities in the 

selected institutions and their plans with regard to worker’s accessibility and 

knowledge on using the ICT facilities. Challenges and opportunities were also 

discussed during in-depth interviews. Appendices 1 and 2 provide the questionnaire 

and interview checklist/guide used for the study.  

 

3.5 Data Processing and Analysis 

Collected data was coded and summarized prior to analysis. The Excel computer 

software in conformity with the objectives of the study was used for quantitative data 

analysis. Descriptive statistics such as frequencies, percentages, means, maximum 

and minimum values were computed as necessary. The results are presented in tables 

and figures which generated using the Excel Computer software. Qualitative 

information from in-depth interview was subjected to content analysis by coding the 

responses and comparing similarities and contrasting differences in the answers 

given by respondents from various selected institutions. 
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CHAPTER FOUR 

PRESENTATION OF FINDINGS AND DISCUSSION 

 

4.1  Introduction 

This chapter presents the findings, the analysis and interpretation of the findings. The 

findings are analyzed in relation to the research objectives, questions and literature.  

The findings are in tables, whereas the interpretation of the respondents’ views is put 

in percentage. These tables are separated with variables set for each group of 

respondents as follows; level of ICT facilities at the institution, public servants’ 

knowledge on using ICT facilities, sources of ICT services outside the institution, 

constraints and opportunities for public servant to learn on ICT usage and ICT 

service delivery. Others were participants suggestions or views and lastly about the 

laws, regulations and public policy. 

 

A total of 90 questionnaires were given to different public servants, and only 80 were 

returned and therefore used for analysis. The respondents were as follows: 

• In schools; Teachers, IT specialists. 

• In hospitals; doctors, nurses, clinical officers, laboratory technicians, 

pharmacists, physiotherapists, Assistant medical officers, orthopedics and 

administrators. 

• In the district council office: District Executive Director, IT technician, 

Management staff and other staff.  

 

4.2  Characteristics of the Respondents 

In order to establish the background information of the respondents the researcher set 

questions to track the respondent’s demographic characteristics in the study area. The 

demographic characteristics tracked were gender, cadre, age and level of education. 
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About 48.3% of the respondents were male and 51.7% of the respondents were 

female. This shows that there are almost an equal number of male and female 

respondents. Nowadays, women take an equal role like men in productive activities 

including employment in public institutions.  

 

When it comes to gender, most of men seem to have ICT knowledge compared to 

female, this is because majority of men in the studied institutions are in the high 

cadres and most of women are subordinates. During interview the researcher 

discovered that majority of women did not receive high education this is due to their 

norms and beliefs that women are to get married and raise children. 

 

Table 4.1 shows that out of the 80 respondents, 43.75% were teachers,12.5% IT 

technicians, health workers 25%, Management staff of the district council 08.75% 

and other staff of the district council 10%. The majority of the respondents were 

teachers. 

 

Table 4.1:  Occupation of the Respondents 

Designation Frequency Percent 

Teachers 35 43.75 

IT technicians 10 12.5 

Health workers 20 25 

Management staff of the district council 07 8.75 

Other staff of the district council 08 10 

TOTAL 80 100 

Source: Field Data (2013) 

 

Table 4.2 shows that majority of respondents (56%) are between 26 and 39 years. 

Fewer respondents (11%) are aged less than 25 years. Meanwhile, 16% are between 

40 and 49 years where 10% are between 50 and 59 years. Majority of respondents, 

therefore, are at their youth hood and so with less experience in their careers. 
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During interview, the researcher discovered that most of youth (25-39years) have 

ICT knowledge while those from 40-59 years are not conversant with computer 

programmes so when they  have a task that requires computer knowledge they give 

that task to those who are knowledgeable. So age is also the matter when it comes to 

knowledge on ICT facilities. 

Table 4.2: Distribution of Respondents by Age 

Age range Frequency Percentage 

Less than 25 years 9 11 

25-39 years 45 56 

40-49 years 16 20 

50-59 years 10 13 

Total 80 100 

Source: Field Data (2013). 

The result shows that the respondents had different levels of education, ranging from 

certificate (8.75%), diplomas (36.25%), first degrees (41.25%), and masters’ degrees 

(13.75%). The findings indicate most respondents are degree holders, which shows 

the high level of skills and knowledge as required by the nature of the professions 

like doctors, accountants, lawyers which needs great knowledge. The category of 

respondents with diplomas is usually nurses and secondary school teachers while 

those with certificate are primary school teachers according to the findings obtained 

by the researcher through interview. 

 

It was also noted that, most of those who have ICT knowledge are the ones who 

holds bachelors and masters degree since during their programmes most of the 

assignments were done through computer like typing, reading online, downloading 

books and articles, communication with supervisors and  so forth. While those who 

pursued diploma and certificate very few have ICT knowledge with exception of 

those who majored on ICT or programmes that requires computer applications like 

accounting. 
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Table 4.3:  Educational Qualifications 

Response Frequency Percentage 

Certificate  7 8.75 

Diploma 29 36.25 

First degree 33 41.25 

Masters’ degree 11 13.75 

Total 80 100.0 

Source: Field Data (2013) 

 

The findings show that, majority of respondents (42.5%) have been in employment 

for more than ten years, few respondents (31.25%) have been in employment for 

between 5-10 years while fewer respondents (26.25%) have been in employment for 

less than five years. The fact that majority of respondents are more than 10 years in 

employment is that government sector retains her employees through various 

opportunities and benefits, hence most people love their jobs.  

 

Table 4.4:  Experience in Employment (N=80) 

Response Frequency Percentage 

Less than 5 years 21 26.25 

5-10 years 25 31.25 

More than 10 years 34 42.50 

Total 80 100.0 

Source: Field Data (2013). 

Similar to these findings, the study conducted in United Kingdom by Jyoti et al. 

(2005) titled: A survey of citizens’ awareness and adoption of e-government 

initiatives, the “government gateway”: also found that as other similar ICTs such as 

computers, Internet and broadband, the demographic characteristics of citizens such 

as the age, gender, education, and social class have an imperative role in explaining 

the citizen’s awareness and adoption of e-government services 

. 

4.3 Levels of ICT Facilities at the Institution 

This section shows the findings and discussions related to the levels of ICT facilities 

and knowledge at the institution. The respondents were required to indicate whether 
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they have ICT facilities or not.  

All respondents (100%) indicated that there are ICT facilities in the institution. The 

researcher was informed during interview that the ICT facilities used at the 

institution are; computers, mobile phones and modems. Usually these facilities are 

normally used by high officials like accountants. Knowledge of respondents is one of 

the factors that are critical in this study. It was important therefore to know whether 

the respondents have knowledge on using ICT facilities. Only 35 (43.75%) 

respondents had knowledge on ICT. For those respondents with ICT knowledge, 

information was sought on the type of computer skills that they have. 

 

As far as computer literacy is concerned, the levels of the users varies from those 

who just know how to send e-mails, surfing internet, and playing games to those who 

can also use other basic programme like word processing. The remaining users 

indicated that they could use basic programme as well as advanced programmes like 

Database programmes and Data analysis packages apart from using the basic 

programmes. When asked what they are using their advanced computer knowledge 

for, they indicated it is basically for their working purpose. However, one user who 

claimed to be conversant with designing websites and databases indicated that, he is 

marketing his skills so that he may be used by individuals and companies as a 

consultant.   

 

Table 4.5 below shows that, 100% of all respondents are conversant with Ms Word, 

57.14% of them aware of Ms Excel and only 42.85% conversant with Ms Publisher. 

However, on E-mail and Internet 85.71% are aware of and other programmes there is 

only 28.57%. this shows that, still there is a great need for the management to do to 

improve not only employees’ skills but their skills too. This will help all of them to 

manage daily activities accordingly which in turn the set goals and objectives will be 

met successively. 

 

Although ICT is increasingly used in almost every activity so as to build information 
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society for  all as convergence theory  suggests that it improves quality of life for all, 

enrichment in social contact between people as well as preventing overload and 

stress (Bradley, 2001), some people still resist to change as Rodgers(1983) in 

Diffusion of innovation theory suggests  on how new ideas are spread and adopted in 

the community and that communication channels and leaders shape the adoption 

process, hence the government in this case needs to increase the efforts. 

 

Table 4.5: Respondents’ Computer Skills (N 35) 

Variable  Frequency Percentage 

Ms word 35 100.0 

Ms Excel 20 57.14 

Ms Publisher 15 42.85 

E-mail & Internet 30 85.71 

Other Programs 10 28.57 

Source: Field Data (2013) 

4.4   ICT and Service Delivery 

Service delivery is a critical factor in the public service since the major responsibility 

of the government is to provide goods and services to the citizens such as; health 

services, education, water and other services. It was important therefore to know 

whether ICT helps in service delivery. The question required the respondents to state 

the extent to which they agreed or disagreed to the statement that ICT helps in 

delivery.  

 

The findings in Table 4.6 shows that 12.5% of the respondents strongly disagreed, 

25.0% disagreed, 6.25% were not sure, 31.25% agreed, while 25% strongly agreed. 

The findings show that more than half of the respondents indicated they agreed and 

strongly agreed on helpfulness of ICT. Fewer respondents disagreed or strongly 

disagreed.  

 

However, the findings obtained through interview showed that staff in higher cadres, 

specifically doctors, administrators, accountants, IT technicians, management staff 
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and head teachers are using ICT facilities and it helps in delivering service while 

nurses, laboratory technicians, physiotherapists, pharmacists and most of primary 

school teachers said ICT is not so helpful since they do not use them often.  

 

The improved service delivery to the success and transformation is the understanding 

that e-Government is about the creation of new processes and new relationships 

between governed and governor. E-Government requires strong political leadership 

in order to succeed. Strong leadership can ensure the long-term commitment of 

resources and expertise and the cooperation of disparate factions. Governments will 

need to prioritize some programmes over others to maximize available funds in view 

of tightly limited resources. This will necessitate clear objectives for programmes 

and a clear route to those objectives. Governments will have to explore new 

relationships among government agencies as well as partnerships with the private 

sector to ensure quality and accessibility of e-Government.  

 

The success of e-Government initiatives depends on an engaged citizenry and to that 

end, efforts to foster civic engagement are critical. In order to develop this citizen 

focused vision, policy makers must keep the ordinary citizen in mind when designing 

systems. 

 

Finally, the growing political interest in e-Government arouses great hopes. If the 

promise of e-Government as the key principal to modernizing government services is 

to be kept, then it requires including the full potential of flexibility offered by IT as 

well as the complex reality of government and public governance. The encouraging 

political support of the need for e-Government should be accompanied by an 

integrated approach to overcome the implementation problems in order to develop a 

successful e-Government. 

 

Therefore, in this study the benefits that could be gained from developing a 

successful e-Government have been outlined and various perspectives of e-

Government including citizens, businesses and government have been addressed. 

The required skills for developing successful e-Governments have been identified; an 
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integrated approach for developing a successful e-Government including integrated 

knowledge management and efficient personalized services has been introduced.   

 

Quoting from Mmegi Newspaper (2009, September), the potential of e-Government 

on improving the governance value chains in Botswana is explicitly outlined. For the 

case of Botswana, e-Government delivers far greater stakeholder value when it is 

designed within the context of a broader service delivery reform agenda. This 

‘whole-of-government strategy’ leverages infrastructure, reduces cost and improves 

the on-line experience for clients. Although Botswana does not have a formal e-

Government strategy as do Tanzania, South Africa, Mauritius it has scored positive 

gains on the e-Government Indexes (Bwalya, 2009). It is considered an emerging 

ICT-usage-powerhouse in Sub-Saharan-Africa (SSA). For this case Tanzania should 

increase efforts on ICT usage so long as they have good policies and strategies. 

Table 4.6:  Responses on whether ICT Helps in Service Delivery 

Response Frequency Percent 

Strongly  disagree 10 12.50 

Disagree 20 25.0 

Not sure 5 6.25 

Agree 25 31.25 

Strongly agree 20 25.0 

Total 80 100.0 

Source: Field Data (2013) 

 

ICT knowledge is one of the important factors in determining improvement of 

service delivery in the public sector. The respondents were thus required to indicate 

if they were provided with ICT knowledge in relation to service delivery. The 

findings are presented in Table 4.7. 

 

 The findings in Table 4.7 shows that few respondents disagreed in which 6.25% 

respondents strongly disagreed, 12.5% disagreed, while 12.5% were not sure but 

most of the respondents agreed that ICT knowledge leads to improvement in service 

delivery where by 43.75% agreed and 25% strongly agreed. This shows that majority 

of respondents see the importance of ICT knowledge in improving service delivery.  
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Due to nature of conservatism, belief and perception some respondents considered 

ICT as tiresome, time consuming and boring. Throughout her observation, the 

researcher found that the only reason for the above said obstacles is because of 

ignorance and fear to lose their positions that could be replaced by the use of 

machines. 

 

The study conducted by Bwalya (2009), titled factors affecting adoption of e-

government in Zambia of 2009 has examined two cases from Zambia where ICT has 

been utilized in support of e-government initiatives. It has been found that lack of 

adequate ICT infrastructure and political will, provision of content in English other 

than local languages and lack of proper change management procedures contribute 

much to the delay in appropriate e-government adoption in Zambia. The case is 

similar to findings from this study, this might be because the studies have been 

conducted in the same region. 

 

Table 4.7: Perceptions on whether ICT Knowledge Improves Service Delivery 

(N=80) 

Frequency Frequency Percent 

Strongly  disagree 5 6.25 

Disagree 10 12.5 

Not sure 10 12.5 

Agree 35 43.75 

Strongly agree 20 25.0 

Total 80 100.0 

Source: Field Data (2013) 

 

4.5  Constraints and Opportunities to Learn ICT Usage 

This section shows the findings and discussions related to the levels of ICT facilities 

at the institution. The findings are presented in the following subsections. 

4.5.1 Availability of Opportunities to Learn ICT Usage 

ICT knowledge is one of the important factors in determining improvement of 

service delivery in the public sector. The respondents were thus required to indicate 
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if they were provided with ICT knowledge in relation to service delivery. . 

 

The study also requested respondents to give their views if the government provides 

aides at access point (s) in training employees on basic computer skills. Most of them 

responded, “no” with the reason that, it is only provided to high cadre officials. 

When requested to have their views on how do they acquire basic computer skills, 

they said, “each individual struggles by him/herself”. This gives a clear picture that, 

the authorities at different levels have to work if they truly want to adopt e-

government and ICT use. 

 

During interview, the researcher was informed that most of the workers came from 

the low and middle income families that is why they do not have ICT knowledge, as 

majority got the knowledge from school. And that most of high income families start 

using computers when they are young (from primary school). So they concluded that 

family/social status matters on the issue of access and knowledge of ICT facilities. 

  

A total of 55 (68.75%) respondents mentioned that they were not provided with the 

ICT knowledge, and so such respondents might not be motivated to keep on with the 

ICT usage in delivering services to citizens. However fewer respondents agree that 

they get adequate ICT knowledge through attending different courses/programs 

funded by the employer. Majority of subordinates were not provided with the ICT 

knowledge. However, the situation was different for high cadre staff that got basic 

Computer knowledge. The provision of ICT knowledge at the surveyed institution is 

therefore deficient. 

 

Due to high cost of ICT facilities like computers most of the respondents indicated 

that they could hardly manage to own the facilities and the cost of obtaining ICT 

knowledge is also disappointing hence, they are waiting for the employer to provide 

them with ICT education and training. 

 

4.5.2 Laws, Regulations and Public Policy 

An effective laws, regulations and public policy are some important key issues in 
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ICT adoption and usage as it influences employees and citizens to get access to 

information easily in organizations. The respondents were to agree or to disagree that 

on the effectiveness of the laws, regulations and requirements in obtaining 

information and elimination of bureaucracy. 

 

The findings in Table 4.8 show that 3.75% of the respondents strongly disagreed, 

6.25% respondents disagreed, 8.75% respondents are not sure, 43.75% agreed while 

37.5% strongly agreed. The findings show that majority of respondents agreed that 

rules, regulations and requirements in obtaining information are minimized to 

eliminate bureaucracy. However, some respondents have indicated that they are not 

satisfied with the effectiveness of existing rules, regulations and requirements in 

obtaining information with the contention that, they are not publicized and insisted 

upon. 

 

Table 4.8: Perceptions on Rules, Regulations and Requirements for Obtaining 

information (N=80) 

Whether rules, regulations and 

requirements for obtaining 

information are minimized to 

eliminate bureaucracy 
Frequency Percent 

Strongly  disagree 3 3.75 

Disagree 5 6.25 

Not sure 7 8.75 

Agree 35 43.75 

Strongly agree 30 37.50 

Total 80 100.0 

Source: Field Data (2013) 

 

 

 

 

 

 

 

 



60 

CHAPTER FIVE 

SUMMARY, CONCLUSION AND RECOMMENDATIONS 

 

5.1  Summary of the Findings 

The main problem that necessitated conducting this study is that despite efforts made 

by the government to improve ICT in civil service, there is still the problem of lack 

of knowledge and access to ICT facilities for public officials in rural Tanzania which 

negatively affect the provision of services. 

 

This study therefore sought to find out the effects of ICT for institutions in service 

delivery. The study was conducted in Dar-es-Salaam and involved 80 respondents 

from six(6) public institutions at Kisarawe District Council. Data collected was 

collected through questionnaires which were distributed to health workers, teachers 

as well as other staff and interview conducted to District Executive Director, head 

masters/mistresses and staffs of IT departments. The findings have shown that there 

is a positive relationship between ICT and service delivery.  

 

It was noted that the lack of knowledge among public servants was high as majority 

of respondent have not been able to get ICT knowledge although they have been in 

employment for many years. This was attributed by deficiencies in the training 

system, notably inadequate courses, seminars and workshops to insist in ICT usage 

in public institutions and its advantages especially in relation to service delivery.  

 

The findings have also shown that there is a significant relationship between ICT and 

service delivery because majority of the respondents at the surveyed institutions as 

noted that ICT helps in better service delivery as it minimizes bureaucracy caused by 

long procedures to get desired service in the government sector. 

 

Since most workers are not conversant with ICT facilities in their respective 

institutions, this may have negative impact in the service provision which ultimately 

would result into inadequacies in the provision of various services. The study 

findings generally established a positive relationship between ICT and service 
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delivery. 

5.2  Conclusion  

In conclusion e-Government is about transforming the way government interacts 

with the governed. The process is neither quick nor simple. It requires a coherent 

strategy, beginning with an examination of the nation’s political will, resources, 

regulatory environment, and ability of the population to make use of planned 

technologies. The success of e-Government requires fundamentally changing how 

government works and how people view the ways in which government helps them. 

 

Critical to the success of e-Government transformation is the understanding that e-

Government is about the creation of new processes and new relationships between 

governed and governor. e-Government requires strong political leadership in order to 

succeed. Strong leadership can ensure the long-term commitment of resources and 

expertise and the cooperation of disparate factions.  

 

Governments will need to prioritize some programs over others to maximize 

available funds in view of tightly limited resources. This will necessitate clear 

objectives for programs and a clear route to those objectives. Governments will have 

to explore new relationships among government agencies as well as partnerships 

with the private sector to ensure quality and accessibility of e-Government. The 

success of e-Government initiatives depends on an engaged citizenry and, to that 

end, efforts to foster civic engagement are critical. In order to develop this citizen 

focused vision, policymakers must keep the ordinary citizen in mind when designing 

systems. 

 

Finally, the growing political interest in e-Government arouses great hopes. If the 

promise of e-Government as the key principal to modernizing government services to 

be kept, this concept requires including the full potential of flexibility offered by IT 

as well as the complex reality of government and public governance. The 

encouraging political supporting the need for e-Government should be accompanied 

with an integrated approach to overcome the implementation problems in order to 
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develop a successful e-Government. 

 

The findings review presented in this dissertation produced rich evidence-based 

examples of the magnitude and causes for worker shortage of ICT knowledge, there 

is a recognized scarcity of training on ICT to improve service provision.  

 

What is important to note is that use of ICT facilities like computer requires one to 

have some sort of computer knowledge on various programmes so one has to pay for 

the computer courses depending on the programs he/she wants to learn. As a result, 

most of the low income people and cannot afford to be part of this development. 

 

Since most workers are not conversant with ICT facilities in the their respective 

fields, this may have negative impact in the future leading delay or provision of low 

quality services in Tanzania as the findings reveal that overall, the majority of 

respondents did not get desired knowledge on using ICT facilities, and this had a 

negative impact on their work motivation or service provision since long procedures 

are not simplified. That is, if greener pastures occur, the respondents would willingly 

move to another private institution where the training systems are favourable to 

workers and most work are done through the use of computers. The government 

sector is one of the common sectors in service provision so unless efforts are taken to 

improve the training system to go with the ongoing development in ICT, labour 

turnover would predominate and service provision would continue to be weak. 

 

Due to geographical factor, the problem is mostly felt in rural areas. An important 

challenge for policy makers in Tanzania is to design a ICT strategy that appropriately 

reflects and responds to the current crisis.  

 

This report presents a framework that may form the basis for such a strategy process. 

It also presents existing evidence of relevance for the choice among available 

strategic options. The report also identifies knowledge gaps that need to be addressed 

in order to improve the evidence base for ICT strategies in the rural areas. 
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Knowledge gaps are large when it comes to the effect of alternative policy 

interventions, and intervention based studies are called for in order to fill these gaps. 

 

From the findings of this research, it is obvious that if deliberate efforts are not put 

by the government to improve ICT knowledge of workers in rural Tanzania, then this 

problem of unknowledgeable workers which results to low quality provision of 

service due to long procedures will continue to grow and probably in the future may 

become a disaster.  

 

5.3  Recommendations 

Based on the findings of the study, the following are recommended: 

 

Training on Computer programs 

This is a generic requirement for effective use of ICT facilities. The use of ICT 

demands knowledge in English language and other computer related knowledge. 

Hence, the government should provide training to employees tailored to their 

individual work in many ways as well as for documenting and sharing information 

through the use of ICT. Specifically, trainings should be provided for those working 

in remote areas especially those workers in low cadres.  

 

Training for Attitude Change 

Knowledge and skills are important but so, too, are attitudes. In particular, the issue 

of motivation arises for all those involved with e-governance: why should they 

support governance initiatives? Training content can therefore benefit from including 

attitude-related material that speaks to three things: 

 

• The Rational Mind: this can be addressed through arguments about the ways 

in which ICTs cut costs, improve effectiveness of decision making and 

service delivery, etc. 

 

• The Political Mind: this can be addressed through arguments that go to the 
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roots of self-interest. Individual self-interests differ and these need to be 

identified for each individual stakeholder before they can be addressed. 

Having said this, political leaders – for example – typically want: 

i. To respond to their need for stronger control over the mechanisms of 

government; 

ii.  To respond to internal political pressures from other politicians, institutions 

of civil society (the media, lobby/pressure groups, unions, chambers of 

commerce, etc.) and – to some extent – from citizens; 

iii. To respond to external threats or opportunities such as criticism in the foreign 

media or availability of foreign investments and donor funds. 

Demonstrating ways in which ICTs can help deliver these responses will help align 

leaders' self-interest with e-governance. 

 

• The Heart: this can be addressed through stories, particularly of those 

implementing or benefiting from e-governance, that resonate at an emotional 

level. Examples might be innovative officials overcoming the odds to deliver 

e-governance, or of disadvantaged clients benefiting from e-governance. 

 

Replicator projects, seminars, training initiatives, personal contacts, etc. currently 

tend to focus too much on speaking to the rational mind. In planning such Initiative 

components, it should be ensured that they also make an attempt to speak to the 

political mind and to the heart. 

 

Investment 

ICT has its own pre-requisites. It needs equipments like computers, financial 

capacity to pay for the connectivity, and availability of constant power supply i.e, 

electricity. This is to a larger extent feasible in the urban areas, hence the government 

should put much emphasis on investing in rural areas on ICT.  

 

Raising awareness on ICT  

Especially among the rural population it is necessary to raise awareness about the 
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benefits of ICTs in order to ensure interest and participation. It will stimulate demand 

for ICTs. Resources should be made available for sensitization, advocacy and 

mobilization campaigns, including through media that is, TV, Radio and newspapers. 

Hence, the Government through Ministries of Infrastructure Development, Finance 

and Planning, Economy and Empowerment, Local Governments (District Councils), 

Private Sector and Development Partners to raise awareness about potential use if 

ICT for rural population. 

Educate and train government officials on the importance of privacy. Design 

applications that integrate privacy protections. Follow “fair information practices.” 

Minimize the collection and retention of personal information, limit access to 

personally identifiable information; do not automatically allow employees to tap into 

databases of personally identifiable information. 

 

Designate a senior official responsible for computer security, continually assess 

systems to make sure that security precautions are being implemented and backup 

information regularly and store backups in a separate location. Also remember when 

it comes to personal information, keep information collection to a minimum and do 

not disclose personal information without express prior consent and provide ongoing 

training to employees on computer security. Lastly evaluate performance of system 

managers in adhering to sound security practices. 

 

Post online rules, regulations and requirements for government services (such as 

requirements for obtaining a license) to minimize subjective actions by officials. 

Highly-placed public officials can expedite transparency and accountability efforts 

by making their offices positive examples of openness. When putting services online, 

give citizens the ability to track the status of their applications. 

Training of civil servants and providing incentives to reform is also important. 

Integrate transparency and process reform to simplify regulations and procedures. 

 

Better information management can help officials identify barriers to more efficient 

government. An information management framework is necessary to make sense of 
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available data. Without this framework, policy makers could not derive useful 

analysis quickly enough to react to social and economic developments. 

 

It is therefore important to encourage data sharing and cooperation between 

government departments. Streamline offline record keeping processes to make the 

transformation to online publication easier. Creation and standardization of meta-

data is critical for conducting successful data searches across institutions and 

networks. 

 

5.4  Policy Implications 

In order to implement a successful e-Government programme, policymakers need to 

develop specific and reasonably attainable goals and understand what resources are 

available to achieve those goals. Only then will they be able to formulate a plan that 

can be implemented in full, rather than being cut short before any gains are realized 

due to lack of resources. Once governments commit to strategies of transforming 

their governance processes, significant challenges and opportunities will arise during 

their implementation. They should take challenges as positive points toward reaching 

the set goals. Stakeholders’ views are also important for proper implementation of E-

government.  

5.5 Areas for further study 

Survey Research 

This study was on accessibility and knowledge of ICT in rural Tanzania, with a focus 

on public institutions in Kisarawe district. There is a need to conduct further studies 

on other institutions, specifically public institutions in urban areas so as to get further 

input on the topic investigated. 

 

International Comparison 

This research can also be extended by using the same methodological approach in a 

different setting/country and then comparing the findings. This will generate 

additional insights on the general development of e-government in public sector in 

other developing countries. 
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APPENDICES 

 

APPENDIX 1 

 

MZUMBE UNIVERSITY 

DAR ES SALAAM CAMPUS COLLEGE  

P.O. BOX , DAR ES SALAAM 

 

A Questionnaire for Research on the Assessment of Public servant’s 

Accessibility and Knowledge of Information and Communication Technology 

(ICT) Facilities: The Case of Kisarawe District Council 

 

A. Particulars of Respondents 

Name of Institution……………………………………………………………………. 

1. Gender:  

(i) Male         (       ) 

(ii) Female        (       ) 

  

2. What is your cadre? 

(i) Doctor        (       ) 

(ii) Nurse        (       ) 

(iii) Teacher        (       ) 

(iv) Management staff  of  the district council   (       ) 

(v) IT technicians       (       ) 

(vi) Other staff of the district council    (       ) 

 

3. Age of respondent 

(i) Below 25 years      (       ) 

(ii) 25 and 40 years      (       ) 

(iii) Between 40 and 60 years     (       ) 
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4. What is your highest level of education in your cadre? 

(i) Masters degree      (       ) 

(ii) Degree        (       ) 

(iii) Diploma        (       ) 

(iv) Certificate       (       ) 

 

5. For how long have you been working with the current employer? 

(i) Less than 5 years      (       ) 

(ii) Between 5 and 10 years     (       ) 

(iii) Between 10 and 15years      (       ) 

(iv) Between 15 and 20 years     (       ) 

(v)  More than 20 years      (       )     

   

B. Levels of ICT facilities at the institution 

1. Do you have any ICT facilities at your institutions? (Tick on the appropriate) 

   1) Yes    ( ) 

   2) No    ( ) 

 

2. If yes, what are they? (Mention) 

  1……………………………………………………………………………………… 

  2………………………………………………………………………………………                         

  3……………………………………………………………………………………… 

 

 

3. Do you have computers at your school? (Tick on the appropriate) 

   1) Yes    ( ) 

   2) No    ( ) 

 

4. If yes, do you learn (or have you learnt) how to use them? 

   1) Yes    ( ) 

   2) No    ( ) 
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5. If No, why? 

1.................................................................................................................................       

2.…………………………………………………………………………………… 

3…………………………………………………………………………………… 

 

C. public servant’s knowledge on using ICT facilities. 

6. Do you have any knowledge on using any of the ICT facilities? 

    1) Yes    ( ) 

    2) No    ( ) 

 

7. If yes, which one of these are you using? 

    1) Mobile phone  ( ) b) Computer  ( ) 

    2) All of the above  ( ) d) Any Other (specify) …………… 

 

8. Do you have skills on using computer? (Tick on the appropriate) 

   1) Yes    (  ) 

   2) No    ( ) 

 

9. If yes, what are the computer programs that you know? (Tick on the appropriate) 

   1) Microsoft word  ( ) 2) Microsoft Excel  ( ) 

   3) Internet and Emailing  ( ) 4) Microsoft Publisher ( ) 

       Other (specify)……………………………………………….. 
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D.Sources for ICT services outside the institution  

10. Besides at work place, where else do you get access to ICT facilities? (Tick on 

the appropriate) 

      1) At Home (    )    2) In internet Cafés (      )  3) At friends’/relatives  (   )

  

         Other (specify)…………………………………………….. 

 

 

E.Constraints and opportunities for public servant to learn on ICT usage 

11. What are the challenges that you get on accessing ICT facilities at your 

institution?  

    1 ……………………………………………………………………………… 

    2 ……………………………………………………………………………… 

    3 …………………………………………………………………………… 

    4 …………………………………………………………………………………… 

 

 

12. What are the challenges that you get on accessing ICT facilities in your working 

area? 

    1 …………………………………………………………………………………… 

    2 ………………………………………………………………………………… 

    3 …………………………………………………………………………………… 

    4 ………………………………………………………………………… 

    1 …………………………………………………………………………………… 

    2 ………………………………………………………………………………… 

    3 …………………………………………………………………………………… 

    4 …………………………………………………………………………………… 

 

13. Are there any opportunities for you to learn on ICT usage? 

    1) Yes     ( ) 

    2) No     ( ) 
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14. If yes, where? 

    1 …………………………………………………………………………… 

    2 ………………………………………………………………………………… 

    3 …………………………………………………………………………………… 

    4 …………………………………………………………………………………… 

 

15. If no, why? 

    1 ………………………………………………………………………………… 

    2 ……………………………………………………………………………… 

    3 …………………………………………………………………………………… 

    4 …………………………………………………………………………………… 

 

E. ICT and service delivery 

16.  Does ICT help in service delivery? 

 

17. If agree, How? 

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………….. 

 

 

 

  

Strongly disagree Disagree Not sure Agree Strongly agree 
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18. If disagree, why? 

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

……………………………………………………………………………………

…………………………………………………… 

 

19.  Does ICT improve service delivery? 

 

F.participant’s suggestions  

19. What is your view on the use of ICT in general? Explain. 

      

………………………………………………………………………………………….

………………………………………………………………………………………….      

…………………………………………………………………………………………. 

20. What would you advise the government on ICT use in public institutions in rural 

areas? 

…………………………………………………………………………………………

…………………………………………………………………………………………

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

G. The laws, regulations and public policy 

21. Does the rules, regulations and requirements for obtaining a information 

minimized to eliminate bureaucracy?   

Strongly disagree Disagree Not sure Agree Strongly agree 

     

 

Strongly disagree Disagree Not sure Agree Strongly agree 
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22.  If agree/disagree give the reason (s)    

………………………………………………………………………………………..

…………………………………………………………………………………………

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………….. 

 

23. If not, how do you overcome the bureaucratic system to access information 

through the use of ICT system? Explain 

………………………………………………………..................................................... 

………………………………………………………………………………………… 

 

24. Is there integrated transparency, openness and process reform to simplify 

regulations and  

       procedures on adoption of ICT? 

      1) Yes     ( ) 

       2) No     ( ) 

 

25. If yes, in your opinion does it have any effect? Explain 

     

…………………………………………………………………….................................

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 
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26. If no, what do you think are the reasons? 

…………………………………………………………………………………………

…..……………………………………………………………………………………

…………………………………………………………………………………………

…………………………………………………………………………………………

…………… 

 

27. Do you think the existing laws impede the desired results on adoption of ICT? 

             1) Yes     ( ) 

             2) No     ( ) 

 

28. If yes, how do you overcome the situation? Explain. 

      

…………………………………………………………………………………………

…………………………………………………………………………………………      

………………………………………………………………………………………… 
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APPENDIX 2 

 

MZUMBE UNIVERSITY 

DAR ES SALAAM CAMPUS COLLEGE 

P.O. BOX , DAR ES SALAAM 

 

 

A Checklist for In-Depth Interview with respondents for Research on  

 

Public servant’s’ Accessibility and Knowledge of Information and 

Communication Technology (ICT) Facilities: The Case of Kisarawe District 

Council 

 

1. Whether the institution has ICT facilities 

2. Number of computers the institution owns 

3. Whether they have internet connection at the institution 

4. Challenges and opportunities towards using ICT facilities especially 

computers at the institution 

5. Whether he/she has knowledge on website applications 

6. Disadvantages of not having  ICT knowledge and facilities at the institution 

7. Advantages of having  ICT facilities and knowledge at the institution 

8. Whether usage of ICT facilities facilitates service delivery in attaining the set 

goals and objectives? 

                                         ******************************** 


