CHAPTER I1

LITERATURE REVIEW
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As mentioned, there i1s no one single definition for e-services. The World Bank
defines e-services as “the use of ICTs to promote more ctficient and ettective

covernment, facilitate more accessible services, allow  greater public access to



information, and make government more accountable to citizens ( Basu, 2004).
Further, e-services might involve delivering services via the Internet, telephone,

community centres (self-service or facilitated by others), wireless devices or other

communication systems. But e-services is not a shortcut to economic development,
budget savings or clean, efficient government (Al-Sebie, 2005). Y.
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(2006) as mentioned ecarlier. In addition the population demographics are weighted

towards the vounger age groups, for instance approximately 2.2 million people are n

the educational institutions. Accordingly there may be the capability to inform and

practice e-services actively with a significant proportion of the population. by



providing ICTs courses at schools and Universities. Importantly, people in active
education are the future stockholders. Furthermore, educational staff in particular

Universities lectures provides expertise and communication channel to disseminate

information about e- services (Nassraddeen, 2010). Libya like many other

-

technologically developing nations, resources such as skills, manpower, nces,
infrastructure, are not infinite. There 1s a need to identify and prioriti wich e-

services should be developed first and also which are the most impogtant Jactors in
getting adoption of the technology. Just giving people computers will not Make people
computer literate: people need training and understanding about thezchno]ogies and
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investigate e-services transformation in Libya .
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Finally, lack of hardware and software technical support inevitably leads to increased
timelines for bringing systems online and resolving after sales issues which certainly
ooes to disappoint users (Rhema 2005, Country Review, 2000, Agnaia &

Ghenan.1997).



An 1mportant focus of strategic technology management process is the

identification and development of an institution’s technological capability (Betz,

1993). Communication and information technology development has enhanced

service quality for students with regard to the learning process, communi and
administrative services. Universities keeping up with development are n 19g their
services electronically as e-service is the key to the future of higher eddcatigh and is a

critical factor for the future of services development and competitiveness? The young
generation 18 savvy at using the Internet and are adapting well to the ze of e-services.

Globally, the need for structural changes within instituti c-Yervices policy 18

supporting education policy development.
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arodfem could be complicated in a country like Libya, where there 1s a large
arca yet relatively few people, delivering such technological infrastructure could cause
a strain on the financial health of the country. Even though the Libyan government 1s
making the effort to deal with the acute technological challenges but 1t seems more

nceds to be done. For example in 2005, the Libyan Ministry of Education provided
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160,000 computers to primary and secondary schools, nonetheless that was seen as a
"drop 1n the ocean ( Sweist & Adams, 2006, lahad et al., 2004: Bozeman,2000; Straub

& Hill, 200; Klauss, 2000). Another challenge that may be interconnected with

technological challenges could be the issues of security of users of e- services. Boritz,

(2011) advocated that security is absolutely crucial in order to attain citizens
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e-service . For instance in the United States, which is a develope hiry with

modern technological infrastructure claims that inappropriate techgo has led to

serious security breaches on those who use the internet to deliv% jces. In the US,
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32% of 395 IT protfessionals who were interviewed for a st wWere of the opinion
that e- services programmes were not secured enougiWy 'nst'hackers.. which
negatively attected the adoption of e- services (Mauser, , Bopit2AZZOg¥).
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familiar sential when implementing projects like e- services that directly or
indirectiggvolve behavioural and attitudinal changes. Ogbu & Simons (1998) on the
hand tOM®the discussion further and identified several determinants of culture; they
areued that a group of peoples social structure, religion, language, education,

cconomic  philosophy, and political philosophy determine their culture (Ogbu

& Herbert, 1998).
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Against the background of the above findings greater awareness of the various
determinants of culture 1s a step in the right direction to be able to effect a needed

change. For example a country’s religious and educational systems could serve as an

avenues or channels through which changes could be effected. Libya as a co has

its own unique socio-cultural as well as political characteristics whi@ to be
considered when implementing projects like e- services which requikw support,

trust and involvement of the entire citizenry.

Knowledge of developing countries such as Libya’s cultu e k Souder (2000)
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TripoWffd want incorporate a new company or renew a passport then he/she needs to
travel to Tripoli to finish his/her business. In addition, most of the cities does not have

airports. Therefore, they need to travel either by car or public transport, which takes

two to three days in some cases. (Nassraddeen, 2010).
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There are telecommunication infrastructure and access challenges. There are

hroblems of resistance to usage of the Internet due to limited bandwidth and high cost

of using new technologies. In Libya, compared with other countries, access costs are

1gh, except tor those who have Internet access at work or some other orgagzations.

j —

1'his makes 1t too expensive for the Internet service providers to buy larg n unt of

bandwidth, which leads to a big lag time. This generally, has a negatiy S%t on the
cha

nges with

“fficient usability of the network within Libya. There are further
andhines availability 1in Libya. Currently (2005) there are ten ldl]d]l >s to every 100

neople in Libya (Woodward, 2005).
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infrastructure and its compatibility with the existing ones (Krull & Praxis, 2003).
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Libya Telecom and Technology (LTT ) Company is the sole legal Internet Service
Provider 1n the country, providing and managing all internet connections. Accessing
[nternet using dial-up setups is considered the prevailing, cost effective mode of using

this technology and 1s very popular (Young, 1999), with around 55,000 registered

Beada, and sabha, . While lines and connections are generally eﬁ‘m 1d reliable,

with Tripol residents being oftered 33 kbps regularly, exceptio occur at times

due to humidity accumulating 1n the lines or outright disconnagtiog®, which could be
true anyplace in the country. However, most urban areas
connectivity and services, although rural areas may face

times due to landline and ICT infrastructure 1ssues (Tert
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li Iy malgerive from a new project such as e-
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1s often the first challenge 1n the

implementatig

1ts websit Anc 2005. initial@rgcting a few key services such as providing
inlm'nmtit.-‘n ut legislative, law, and Prime Minister Activities. The director of the
|.ibyaMge Nervices set a questionnaire on their website asking people about how they
valu€ e-services website. The results of this inquiry revealed that majonty of
pcople in Libya does not know what e-commerce, e-business, e-services, and 1CTs

are. Furthermore, the Libyan government still has not formulated e-services and e-

business laws such as incorporating digital signatures. Morcover, government otticials
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are not always impartial in sharing information with each other and the majority of

their customers (Dwivedi etal., 20006).

Generally speaking, awareness is a function of attitude and “positive attitude

towards ICTs 1s widely recognized as a necessary condition for the

implementation (Woodrow, 1992; Sife et al., 2007). Developing natior
the ICT awareness and 1n use e-services options, with Libya being Iﬁ&\t Htion since

computer usage has very low penetration 1in the general walallc., educational

establishments and amongst educators in higher education. ¥s. unfortunately,

lcads to resistance 1n accepting ICT methodologies in the co Computer usage 18

low, and the elite accessing internet does so primarily for ¢ ampisement and basic

communication purposes. To the detriment of students, g ‘lwian.'ious and
reluctant 1n using computers for educational purpo gy b Armsel

For the current generation of young,s 1qu's for amusement,

accessing on-line chat rooms and downloac 1t 1 1Q;1 1s enjoyable. This
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" 3 pl_‘l‘{il}_ tfe nw-grity of Libyan students, lack of computer

tamiharity has an adverse ﬁﬁlcl on their incentive levels to deal with the 1CT
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forum (Rhema ,2005). A significant number of participants (34.1%)
indica rt they are aware of e-services. However, in the subsequent question that
tollo lo find out about the benefits users derive from accessing e- services as well
as the cost, 13.4% of respondents said they find an e-services website usetul, 7.3%
said they do not see the benetit of the facility a huge 79.3% were of the view that there
arce some kind of benefits from using the e-services. It must be noted that the question

did not particularly refer to the current e- website and the services it provides i Libya.
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The respondents’ views were a representation of the general awareness and benefits of
e-services. From the findings respondents were of the view that there 1s reasonable

justification of government investing in e-services in Libya (Nassraddeen, 2010).

Study of e-services adoption reported that, a significant number fgci.pants
be

proved to be aware of e- services. Less than sixteen percent showed_t naware of

e- services, which 1s a very small number. More than half of the st y are proved to

be aware of e- service s (Nassraddeen, 2010). V



