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ABSTRACT

This paper aims to investigate e-government in Yemen in terms of the extent of e-government
application, the main obstacles to implementing e-government, and its contribution to achieve
administrative development in developing countries. This study used descriptive and inferential
analysis methods to make a contextual and in-depth analysis of e-government in Yemen. The
resultsindicatethatthemostimportantobstaclesofimplementinge-servicequalityinYemenasa
developingcountrycouldbesummarizedaslackofqualifications,digitaldivide,weaktechnological
infrastructure,lackoffunding,lackofregulatoryframeworks,developmentstrategies,legalframework,
governmentinstability,andconfidenceinelectronicservices.Thisstudyrecommendsgovernment
officialsandpolicymakersindevelopingcountriestoimprovetheinfrastructureofe-governmentand
seektocorrectimbalancesthatcausedelaysinimplementinge-governmentregularly.Thisstudywill
openthewayformorefieldstudiesonthistopicinvarioustypesofinstitutions.
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1. INTRoDUCTIoN

Corporateandgovernmentorganizationsarecurrently facinga seriesofchanges,developments,
andtransformationsthatcanaffectpublicandprivatesectoroperations.Anoticeablechangeisthe
developmentofinformationandcommunicationtechnologyincludingglobalnetworks(Internet),
whichcontributetorealchange,bothinpublicandprivatesectoroperations(Al-HubaishiHajar,
AhmadSyed,&Hussain,2017).Theemergenceofmoderncommunicationtechnologyandinformation
hasledtosignificantdevelopmentsinpubliclife,bothinindividuals’expectationsandtheirdesire
formoreconvenientservicesorattheleveloftheinstitutionsandagenciesthatprovidethem(Askar
Garad&Santoso,2017;Szabo,2017).Informationtechnologyhasencouragedthedevelopmentof
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governmentinstitutionsinlinewiththeeraofglobalization,namelytheuseoftechnicalsystemsin
thedevelopmentofqualityservicemanagement.

Services in general and professional service, in particular, is a process, or journey, that is
experienceddifferentlybydifferentpeople.Intheabsenceofphysicalandobjectiveforms,individuals
formamentalpictureofservice(Clark,Johnston,&Shulver,2000).Professionalservicescover
activitiesasdiverseasaccounting,law,engineeringconsulting,medicine,psychologists,programmers,
sports,andsocialwork.Thedistinguishingfeatureofthisserviceisitsknowledge-intensivenature
anddependenceonthetalentsofexperts(Singh,Kar,&Ilavarasan,2017).Inmostorganizations,
themanager’sstrategicresponsibilityinvolvescontrollingresourcestoseekacompetitiveadvantage
(Qamari,Dewayani,&Ferdinand,2019).However,inprofessionalservicecompanies,theprimary
source is knowledge, mostly controlled by employees (Beltagui, Sigurdsson, Candi, & Riedel,
2017). E-government services include four service domains: a) domain management (emotional
appeal,customersupport,alternativechannels,empowerment,processmanagement,politicalrole,
complaints,transparency,andadvantagesofonlineservices),b)informationdomains(taskinformation
andinformationquality),c)servicedomains(reliability,deadlinecompliance,serviceavailability,
onlineintegrity,customization,privacy,safety,varietyofserviceoffered,andprocessingspeed),d)
technicaldomain(accessibility,compatibility,websiteinnovation,technicalqualityofthewebsite,
usability,websiteaccessspeed,andwebsitedesign)(Sá,Rocha,&Cota,2016).

Although,e-governmentindevelopingcountriesfacesmanyofchallengesandobstacles,butthere
isstillsomeprogressincludingsomecriticalvaluessuchasorientationofusers,trust,efficiencyand
opennessinbothpublicandprivatesectorandsustainability.Withtheuseofinformationtechnology
inallgovernment,workhasmadetheeaseandspeedforservicetodriveprogress.Itisknownasthe
e-governmentconcept.Thisconceptrequiresgovernmentofficialstoadoptnewworkmethodsin
theservicesystem.Thestateguaranteesspeedandefficiencyinworkperformanceandgovernment
procedures.Thisconceptreflectstheprincipleoffairnessindealingwithallgroupsofpeoplethrough
theprovisionofequalservicesinashorttime,effort,cost,andlimitedtimetoachieveaspeedof
achievementandsatisfactionofcitizens.Thisstudyaimstoidentifyeffortsindevelopinge-service
qualityindevelopingcountriesandexplainobstaclesthatfacedinimplementinge-servicequality.
Themainmotivebehindthisstudyisthefailureofmoste-governmentapplicationsindeveloping
countries to provide high-quality services, including Yemen. For this purpose, an evidence of
previousresearchone-governmentadoptionindevelopingcountrieswasconducted.Furthermore,
weusedquantitativeandqualitativeresearchtostudye-governmentinYemen.Thisstudydiscusses
thequalityofservice,withtheproblemsencountered,specifically:1)severalobstacleshinderthe
implementationofe-governmentwiththequalityofe-servicesindevelopingcountries.2)Inthe
currentdigitalizationera,theelectronicgovernmenthascontributedsignificantlytomodernizing
administration.Thispaperdiscussestheobstaclesencounteredwithresearchquestions(RQs)posed:

RQ1:Whatistheroleofe-governmentimplementationindevelopingadministrativework?
RQ2:Whatarethemostimportantchallengesine-governmentimplementationinYemen?

2. LITERATURE REVIEw

2.1. Theory of Quality Management
Basedonincreasinglychangeinthetechnology,thequalitye-governmentatcurrenttimewillbe
differentfromthequalityinthefuture.ManystudieshaveexaminedQualityManagementTheory,one
ofwhichisAndersonet.al.(1994)whichdescribestheimportanceofvisionaryleadership,internaland
externalcooperation,learning,processmanagement,continuousimprovement,employeefulfillment,
customersatisfactioninimplementingqualitymanagement.Oneoftheconceptsdiscussedistolook
atasetofpracticesinprocessmanagementaschangeagentsthatchangeorganizationalsystems.
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