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Abstract: Use of ICT in Government has ability to improve service delivery to its citizens, and yet many developing countries have 

lagged behind in the implementation of E-government. Many e-government initiatives also failed to achieve their objectives in 

developing countries. This paper therefore aims to identify critical failure or success factors in Kenya, using Heeks’ Factor Model. A 

survey questionnaire was developed and data were collected and analyzed from officials and interested citizens. The analysis result 

enabled to highlight seven specific success and failure factors in Kenya. The enablers of e-government projects are good strategy 

formulation, internal and external drive, employee competence and enough funding, whereas main failure of e-government are weak 

ICT infrastructure, poor Project management and Design. Data analysis highlights both strengths and weaknesses for each factor or 

factor. Finally, the study ends up with recommendations for policy makers to shape the future of e-government system in developing 

countries. 
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1. INTRODUCTION 
Todays, e-government is well known to improve public 

service delivery. Its adoption results in greater efficiency and 

effectiveness of government administration. Therefore, e-

government emerged as a hot issue in the academic circles 

and among policy makers from both the developing and 

industrialized nations [1]. In particular, the implementation of 

e-government initiatives has become one of the main goals in 

several countries including countries in the East Africa, more 

specifically the Republic of Kenya.  

The Kenyan Government approved E-Government strategy in 

2004, making the start of e-government journey. In 2006, 

National ICT policy was approved under the Ministry of 

Information and Communications (MoICT). The government 

has since initiated several e-government systems with the aim 

of enhancing efficiency, transparency and democracy within 

public administration. Some examples are e-Registry for 

business registration, passport application and processing 

system, and G-pay. "The overall goal of e-government is to 

make the Government more result oriented, efficient and 

citizen centered" [2]. 

However, e-government implementation is not a simple task. 

E-government initiatives have encountered different problems 

in its implementation and thus these have not been fully 

implemented in developing countries. The success or failure 

of e-government programs does not rely on whether they are 

implemented in developed or developing countries. 

Developing countries tend to have experienced more failures 

than advanced ones in implementing e-government [3]. 

Therefore, a thorough analysis on these problems is required 

to identify the challenges in developing countries.  

This paper therefore aims to investigate critical failure or 

success factors that influence implementation of e-

government systems in Kenya, using Heeks’ Factor Model. A 

survey questionnaire was developed and data were collected 

and analyzed from officials and interested citizens. Data 

analysis highlights both strengths and weaknesses for each 

factor or variable. Finally, the study ends up with 

recommendations for policy makers to shape the future of e-

government system in developing countries.  

2. ICT ENVIRONMENT 

SURROUNDING E-GOVERNMENT IN 

KENYA 
After the adoption of the Vision 2030 roadmap, Kenya has 

largely experienced dynamism in the telecommunication 

sector hence national development plans have sought to take 

advantage in exploitation of its potential by promoting 

business process outsourcing (PBO) and IT-enabled services 

(ITES). Figure 1 illustrates the growth of mobile and internet 

penetration in Kenya since 1999 until 2012.   

 

Figure 1. ICT penetration (Source: Julisha report (Kenya) 
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The liberalization of the telecommunications market started in 

the year 1999; this would then give a wide scope for the 

private sector innovation and market entry. At around the 

same period, the Communication Commission of Kenya 

(CCK) was established with a mandate of regulating the 

sector hence issued for the first time ISPs with licenses. 

Monopoly was experienced where Telkom Kenya Ltd 

operated the internet gateway and backbone until 2004. The 

national backbone was expanded during this period, however 

the international bandwidth never increased until the end of 

Telkom's exclusivity period. 

The first e-Government strategy was formulated in 2004 and 

was approved in December, 2004. This was to create order 

and harmony in Government ICT initiatives which were at the 

time invariably characterized by disharmony and lack of 

coordination with each department pursuing their own ICT 

agenda which resulted to wastage through duplication of 

resources. Therefore, the key strategy was to set up ICT 

institutions that would immediately address this. Directorate 

of e-Government was to oversee, among others mandates, 

coordination of implementation of strategy, formulation and 

communication of ICT guidelines and enforcement of national 

and international standards (roles being played by ICT 

Authority after merging E-government Directorate, GITS and 

ICT Board) 

The following are some of the projects that were implemented 

during the five year plan. Key among them is the Integrated 

Financial Management Information System (IFMIS) and 

Integrated Personnel and Payroll Database (IPPD) which are 

fully operational in the ministries. Other applications that 

have been rolled out include the Local Authorities Integrated 

Financial Operations Management Systems (LAIFOMS), 

Education Management Information System (EMIS), 

Integrated Taxation Management Systems (ITMS) currently 

known as ITAX after making great improvement in design, 

online Recruitment and Selection System in the public service 

commission and the Border control System in the Ministry of 

state for Immigration and Registration of persons. 

The current state of Kenya e-Government system is for 

general administration including personnel, finance, 

procurement system, budget, email system among others. 

They are constructed as main online systems the public 

service provides for daily life to its citizens. Most systems run 

in individual departments for instance the national tax system, 

immigration information system, legal information system 

and education system. However, information exchange in 

these department is manual. The National ID, Passport 

tracking service, Examination result and candidate selection 

system and public tender system are also provided in the form 

of e-service though are limited as partial service [4]. 

3. SUCCESS OR FAILURE FACTORS 

OF E-GOVERNMENT IN KENYA 
According to [2], e-Government is defined as "the use of ICT 

such as the wide area network, internet, and mobile 

computing, by government agencies to transform government 

operations in order to improve effectiveness, efficiency, 

service delivery and to promote democracy.” Similarly, [5] 

defines e-government as the use of ICTs to improve public 

services delivery, and it brings with the promise of greater 

efficiency and effectiveness in the public sector.” 

Many studies have been carried out in order to identify critical 

success factors (CSFs) that influence e-government initiative 

implementation. [6]Identified 13 CSFs that are associated 

with e-government implementation. On the other hand, [7] 

formulated 27 CSFs just to mention a few. Ultimately, such 

success or failure factors that many researchers have 

suggested are well summarized into a Factor Model (FM) 

developed by [8] as an assessment framework for e-

government in developing countries. 

The FM highlights failure, success and improvisations areas 

as well as gap between design realities. It particularly expands 

the objectives and values dimension into elements on the 

drivers, strategy and change management [9]. The FM model 

comprises Drivers (external and internal pressure), Enablers 

(Strategy, management, design, competences, technology and 

others), and Constraints (considered as the negative aspects of 

drivers and enablers) as explained in Figure 2. This study 

chose the FM model because it focuses on human factor 

known to be critical to e-government projects successes and 

failures [10]. The FM model enables to identify and prioritize 

a list of e-government projects' success and failure factors 

based on perception of stakeholders in Kenya. This model 

summarizes the reasons behind success and failure of e-

government projects. Left-pointing items encourage failure; 

right-pointing items encourage success. 

 
 

Figure 2. A factor model for e-government success and 

failure 

 

This study therefore used Hicks’ Factor Model to identify 

critical success factors (CSFs) that influence e-government 

initiative implementation in Kenya. First of all, iinternal and 

external drive for e-government is very important for 

successful implementation. External pressure relates to 

support for reform and achievement of e-government projects' 

goal from outside government such as aid donors, civil society 

and citizen, whereas internal pressure is associated with 

support from key internal government officials for reform and 

achievement of e-government projects' goals [8].  In order to 

achieve a successful project in civil agencies it has to be 

endorsed by top management [11]. Strong support from top 

officials is required throughout the implementation process in 

order to avoid e-government implementation facing obstacles 

such as resistance to change. Pressure from citizens for 

quicker services from government is also a good drive that 

can improve e-government implementation. There is a 

significant pressure from citizens in the Kenyan environment 

for faster services from government to citizens hence 
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pressurizing the government to improve service delivery by 

adopting and implementing e-government services. In the 

Kenyan context internal drive is highly indicating that there is 

a good political will towards e-government implementations. 

Another important factor for e-government implementation is 

strategy, and success in providing public services online 

highly depends on the strategy undertaken or adopted. 

Strategy relates to availability of overall vision and master 

plan for good governance and for e-government projects' 

implementation [8]. Kenya has taken a leading role in e-

government implementation as compared to her other sister 

countries in East Africa. She has an approved ICT Master 

plan and an e-government strategic plan which is a roadmap 

to guide improvements to the online service to her people. 

Strategy works hand in hand with vision and therefore e-

government implementation begins with establishing a broad 

vision hence forming a goal of any organization.  

Management is related to three factors such as project 

management to deal with clear roles and planning, change 

management as incentives to create commitment, and change 

agents for projects. [12] Argues that change management in e-

government implementation is a very complex issue. 

However, change management has not been enough 

considered because e-government is predominantly seen only 

as a technology mission, not organizational transformation 

issue. Changes expected are mostly caused by policies and 

legislation, public-private partnership and finally a huge 

resistance to change. Change management is a structured 

approach to transitioning individuals, teams and organizations 

from the current state to the desired future state [12]. 

Another much overlooked factor is design. Design relates to 

the availability of effective modular and incremental 

approach. Design requires stakeholders to participate at or 

involve in the inception of projects. Many e-government 

projects have failed to meet the needs of the users because 

stakeholders’ involvement is overlooked in design 

development. In the Kenyan case, there might be more 

underlying factors that caused the election system to fail. 

An innovation with substantial complexity requires more 

technical skills and needs greater implementation and 

operation efforts to increase their chances of adoption. [11] 

Insist that e-government adoption need a number of technical 

staff to help implement it. Many governments have suffered 

from lack of technical staff and are therefore very important 

component of factor in e-government implementation. In 

similar, competency factor was considerably weak and 

therefore classified as a constraint in e-government 

implementation in Kenya. 

Infrastructure is a backbone of any e-government 

implementation initiative in both developed and developing 

countries. In many developing countries, infrastructure 

appears to be the main challenge why their e-government 

projects fail. The same scenario is not exceptional for Kenya. 

Infrastructure that is capable of supporting and enabling the 

execution of e-government is a requirement for successful e-

government implementation [11]. An e-government 

infrastructure includes an infrastructure application server 

environment and its security, data and content management 

tools, application development tools, hardware and operating 

system, and systems management platform [11]. 

Last, funding is a critical factor for both starting e-government 

initiatives and continuing their implementation. Therefore, the 

importance of funding in providing excellent service cannot 

be over emphasized. It is the glue that holds the building, 

collections and staff together and allows attaining goals [13]. 

They further insist that funding is essential in providing 

excellent service to citizens through excellent service delivery 

mechanisms.  

4. DEVELOPMENT OF 

STAKEHOLDER’S PERCEPTION 

QUESTIONNAIRE   
The questionnaire was prepared after a detailed study had 

been made of the previous literature and ICT environment in 

Kenya. The first part of the study focused on collecting the 

relevant documentation so that a more comprehensive picture 

of e-government system in Kenya could be determined in 

order to prepare survey questionnaires.  

The possibility of surveying practices of e-government 

implementation by applying a limited number of 

questionnaires to the Ministry of ICT, ICT Authority, the 

IEBC and the Judiciary was therefore examined. This 

received good positive responses from many government 

officers and citizens. The survey was considered timely and 

valuable because Kenya had implemented e-government 

system since 2004 and no such study had been performed. To 

accomplish this, critical success and failure factors were 

constructed together with their relevant elements to measure 

the stakeholder's perception of e-government in Kenya. 

Seven factors with a total of 33 variables were selected from 

the literature survey. Twenty three of these were based on 

Heeks’ model (2003) which included drive, strategy, 

management, design, competencies, infrastructure, and other 

resources. The remainder were added to and deleted from 

each factor by reviewing a wider range of literature as well as 

Kenyan e-government system. 

Based on this background, the questionnaire was constructed. 

The wording was intentionally directed towards all 

government officers and citizens who would respond to it. 

Following the pilot study the questionnaire was amended and 

some wording was changed. The final questionnaire was 

divided into two parts and the ratio scaling approach used. 

Part I concentrated on questions which would identify or 

categorize respondents; they included their organization, 

position/title, gender, etc. Anonymity was preserved. Part II 

was originally designed to measure 33 elements divided into 

seven critical factors of e-government systems using an 

interval response scale. Five point Likert scale questions were 

used and respondents were supposed to rate their responses. 

Stakeholders were able to indicate their perception of how 

well the e-government systems were run in the government (1 

= Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = 

Strongly Agree). This means that 1 represents weakness with 

3 being moderate and 5 being strength. Therefore, a score of 3 

was regarded as the neutrality point to differentiate the 

success or failure factor. Finally, the stakeholder’s overall 

perception of benefits from e-government implementation was 

sought.  

5. STATISTICAL ANALYSIS OF 

RESULTS SURVEYED   
The purpose of data collection was to test and assess the 

success and failure factors of e-government application 

implementation in Kenya. The Ministry of ICT, ICT 
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Authority, the IEBC and the Judiciary have a good number of 

ICT employees totaling to approximately 2000. The 

population of interest in this study comprised of the staff 

based in Nairobi and other major towns e.g. Mombasa, 

Kisumu Eldoret and Nakuru to represent the urban setting 

while the rest of the towns in Kenya to represent the rural 

setting. This study focused on the Government to Citizen 

Domain and therefore chose a small sample from the ordinary 

Citizens from five major towns of Nairobi, Mombasa, Kisumu 

Nakuru, and Eldoret (Urban-setting) and other towns as rural 

setting who were interested in e-government adoption. From 

these samples of the stated towns the study chose randomly 

thirty respondents from the general public. The data gathered 

was obtained using structured closed ended questionnaires for 

a period of three months, from 24th March to 21st June, 2015. 

The authors distributed 350 questionnaires to the ICT officers 

and other staff members in the Judiciary, the Ministry of ICT, 

the IEBC and ICT Authority, Kenya Revenue Authority, 

Ministry department Agencies and to the general public. 326 

responses were received, however 17 responses were 

disqualified for various reasons such as lack of knowledge of 

any existing e-Government applications. The remaining 308 

responses (88 % of total) were accepted as valid. According to 

[14], a response rate of 50% or more is ideal for data analysis. 

Table 1 provides a general overview of the Kenya officials 

who participated in this study in terms of demographic 

information including gender, age bracket, position they hold 

and their town of residence.  

Table 1. Demographic Information of Respondents 

 

6. RELIABILITY AND VALIDITY 

VERIFICATION 
The reliability of an instrument refers to the degree to which 

the instrument is free of random error. It is concerned 

primarily with consistency and stability of the measurement. 

Internal consistency tends to be a frequently used type of 

reliability in the IS domain [15]. Validity is often defined as 

the extent to which an instrument measures what it purports to 

measure and validity requires that an instrument is reliable, 

but an instrument can be reliable without being valid [16]. In 

this study Cronbach’s coefficient alphas calculated based on 

the average item to item correlations was used to measure 

internal consistency. The results are presented as shown 

below in table 2. The values of the study instrument are 

reliable. The acceptable Cronbach’s alpha value range from 

0.7 to 0.95 and that means the cut-off point is at 0.7. [17] Says 

values below 0.7 can realistically, be expected because of the 

diversity of constructs being measured.  

 

 

Table 2. Cronbach's Alpha Reliability 

 

  

In order to verify whether all questions used in the 

questionnaire for measuring variables in the research model 

were suitable as measuring tools, the researcher carried out a 

factor analysis by AMOS. Confirmatory Factor Analysis by 

AMOS standard values are recommended that GFI, NFI and 

TLI be higher than 0.9. AGFI value to be more than 0.8 and 

RMR be lower than 0.05 [18]. The instrument used in this 

study met almost the required criteria required a part from 

Infrastructure factor. The result of this analysis is as shown in 

the Table 3 below 

Table 3. Confirmatory Factor Analysis 

 

  

6.1 Convergent Validity  
Convergent validity is a function of the association between 

two different measurement scales which are supposed to 

measure the same concept, and is achieved when multiple 

indicators operate in a consistent manner [19]. [20], 

recommended that composite reliability (CR) should be equal 

to or greater than .60, and average variance extracted (AVE) 

should be equal to or greater than .50 [20]. The results of CR 

and AVE are presented in Table 4 
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Table 4. Convergent Reliability 

 

  

7. DESCRIPTIVE STATISTICAL 

PERSPECTIVE 

7.1 Gender of Respondents 
Male respondents were slightly higher (59.7%) than the 

female respondents (40.3%) implying a normal ratio 

distribution in any setting. On a gender grouped T-test, there 

is a significant difference in Drive and Other (Funding) 

factors (see Table 5.5). The result revealed that male had high 

score that female respondents. All other factors showed 

insignificant levels, which means no difference male and 

female. The results are as shown in Table 5 below. 

Table 5. Grouped T-test on Gender 

 

  

7.2 Position of Respondents 
A majority of the respondents i.e. 177 (57.5%) indicated that 

they work as ICT staff, followed by 82 (26.6%) who were 

Project Managers, 37 (12%) ICT Heads, and the least 12 

(3.9%) were ordinary citizen with interest in e-government 

implementations in Kenya. The researcher carried a grouped 

T-test to find out the perception to all the factors between 

Managers and Operators. Managers included top ranking 

officials (ICT Heads) in the government whereas operators 

included ICT staffs and Project Managers. The results as 

shown in Table 6 below are significant more especially in 

Drive, Strategy, Design, Competence and Infrastructure 

factors. Operator group were higher than managers in five 

factors, meaning that manager group have lower perception of 

these factors being driving force for successful 

implementation of e-government in Kenya. On the other hand, 

both management and funding factors showed no difference 

between operator and managers.   

Table 6. Grouped T-Test on Position 

 

  

7.3 Residence of Respondents 
A majority of the respondents 188(61%) reside in Nairobi, 32 

(10.4%) reside in Eldoret, 14 (4.5%) in Nakuru, 13 (4.2%) in 

Kisumu, 10 (3.2%) in Mombasa and the rest 51 (16.6%) 

reside in other towns across the country. This shows that the 

survey was a representative of the entire country covering 

both urban and rural settings. On grouped T-test, there was 

significant difference between Cities (Nairobi, Mombasa, and 

Kisumu) and other towns (Nakuru, Eldoret and other small 

towns) in Design Assessment. Other factors did not post 

significant results. Respondents living in cities have high 

perception of Design factor as a success factor in 

implementing e-government than respondents living in other 

towns. 

Table 7. Grouped T-test on Respondents residence 
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7.4 Age of Respondents 
More so, a bigger number of the respondents, 140 (45.5%) 

were aged between 25 yrs. and 34 yrs., followed by 107 

(34.7%) respondents aged between 35 yrs. and 44 yrs., the 48 

(15.6%) respondents between 45 yrs. and 54 yrs., then 11 

(3.6%) of respondents were between 18 yrs. and 24 yrs. and 

the least were 2 (0.1%) respondents who were aged between 

55 yrs. and 64 yrs. The youths (age 18-44 years) have high 

perception about Strategy factor in enabling successful 

implementation of e-government than the old (45 years and 

above). There was a significant difference in Strategy factor 

as shown in figure 8 below. 

Table 8. Grouped T-test on Age 

 

  

 8. CURRENT STATUS OF E-

GOVERNMENT SYSTEM 

IMPLEMENTATION 
With regard to the status of e-government implementation, 

194 (63% of total) respondents indicated that the e-

government systems have been successfully implemented and 

101 (32.8% of total) currently implemented. Meanwhile, 7 

(2.3% of total) indicated that they are in the planning stage, 

whereas only 6 (1.9%) being failed.   

IFMIS is widely known by the respondents (45.5% of total) 

with ITAX 16.2%. This means that IFMIS system is widely 

implemented across the government Offices and that is the 

most successfully implemented E-application in Kenya. The 

biggest responsibility for implementing the e-government lies 

in government (65.6% of total) with the second in public 

private partnership (26% of total). Minimal portion of 

responsibility (8.4% of total) is accounted for by International 

Development Agencies (Donors) and private agencies and the 

rest.   

On the other hand, the findings illustrated in Table 4 reveals 

that 95.5% of the respondents strongly understand the benefits 

of e-government to citizens, whereas only 4.5% of the 

respondents disagree with the majority’s view. The 

overwhelming support of e-government at 97.4% is a strong 

indication that Kenyans have embraced e-government, which 

will be a push factor for successful e-government 

implementation by the Government. 

 

 

Table 9. Support for E-government Implementation 

 

 

9. ENABLERS AND CONSTRAINTS 

FACTORS IN E-GOVERNMENT 

IMPLEMENTATION 
The stakeholder's overall perception was determined by 

combining all the constituent variables. This produced an 

average score of 6.086 as the overall perception of e-

government implementation in Kenya. The illustrated graph in 

figure 4 highlights the observation based on the results of 

grouped responses of the level of e-government 

implementation strategy, showing areas of strength and 

weaknesses calculated by assigning one to strongly disagree 

(weakness, e-government failure) and ten to strongly agree. 

Having discussed this with several numbers of global ICT 

experts, the authors developed a model of evaluating the level 

of e-Government implementation. It was felt that a mean 

score above 6.0 was desirable, one below 4.7 indicated 

immediate corrective action to be implemented and that 

between 4.7 and 6.0 required gradual action for improvement 

of e-government implementation.  In other words, the model 

includes the Zone of Constraint (less than 4.7 of total 10; 

Failure) the Zone of Improvement (between 4.7 and 6.2 of 

total 10; Partially Success) and the Zone of Enabler (greater 

than 6.0 of total 10; Success). From this model, The Kenyan 

e-government implementation belongs to the Zone of 

Improvement (6.0 of total 10).  Figure 4 below illustrates how 

Zones were classified. 

 

Figure 3. Weighted value of individual factors 
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Figure 4. Zone Classification 

From the graph in figure 3, the area of weakness is in 

Infrastructure factor hence form a constraint. On the other 

hand, Strategy factor presented the strongest score in terms of 

e-government implementation, followed closely by Drive 

assessment and Management. They fall under the Zone of 

Enabler. The remainder Design, Other resources and 

Competency factor fall under enablers of Improvement. This 

means that the Kenyan government should focus her efforts to 

improve Infrastructure and then gradually improve Design, 

Competency and Other resources factors.  In this section the 

study discusses factor by factor and identifies the weak areas 

that require improvement for successful implementation of e-

government in Kenya with respect to their weighted score. 

With regard to Drive factor in table 5, only three variables 

were tested and it’s shown that all components scored 

considerably well. It reflects that there is strong drive both 

from within and outside government for e-government 

implementations in Kenya. The research also highlights that 

key government officials recognize e-government issues and 

have strong drive for their implementation, the two variables 

scored with almost similar margin. However, this should not 

be overlooked instead more effort has to be added in order to 

achieve 100 % implementation. 

Strategy factor performed well in this study. All the 

components score fall under the Zone of Enabler. Existence of 

National ICT Master plan scored 7.8, followed by Existence 

of an Approved National ICT policy with 7.4, existence of an 

e-Government Strategic plan with 7.1 and participation of 

stakeholders in strategy development with 6.7 score. 

However, some respondents had reservation about 

participation of stakeholders in strategy development, which 

means that more effort for improvement is required in this 

component.  

Six components were tested under management factor; 

Existence of a Champion organization in Kenya scored 

considerably high with 7.2, followed by resistance from 

workers or employees scored 6.9, perceived infighting among 

Government departments with 6.5, Strong consideration of 

risk in e-government implementation with 6.1 and lastly, 

Consistence and coordination of e-government projects scored 

5.4. This study has identified two underlying components that 

hinder successful implementation of e-government projects. 

They are resistance from employees and infighting among 

government departments. 72.4% of the respondents concur 

that there is resistance to change from workers during e-

government projects implementation in Kenya. There existed 

infighting among Champion organizations i.e. ICT Authority, 

MoICT and the Treasure due to duplicate mandates among 

them. As a clear evidence, 62.3% of respondent agree that 

there is infighting among Government Departments. The 

reasons behind this could be due poor project management 

and lack of clear roles and mandates among government 

ministries and departments responsible for e-government 

implementation.  

All components in Design factor scored between the Zones of 

Improvement and Enabler, presence of quick and feasible 

objectives scored highest of all with 6.7, followed by other 

components as shown in the table 9. Therefore, more efforts 

are required to improve design of projects in order to meet the 

needs of Kenyans as well as achieve the well-intended 

objectives of e-government applications. 

The overall rating of Competence factor was 5.8. Many 

respondents who were interviewed possessed basic computer 

skills. However, it seems the government has not taken an 

initiative to sensitize its employees on e-government. 

The infrastructure factor performed poorly and only managed 

to raise an overall rating of 4.6. The result indicates that there 

is no adequate Laws on e-transactions, little presence of 

Security and authentication technology, minimal presence of 

hardware, software and network technologies as well as 

minimal interconnections of government offices. A lot of 

improvement efforts are required for improvement because 

infrastructure is the bedrock of e-government that cannot be 

ignored under all circumstances. 

Another poorly performed factor is funding of e-government 

projects. This factor scored an overall rating of 5.4 which falls 

under the Zone of Improvement. There is an indication that 

most e-government projects are funded by donors and private 

sector and this puts the government in a vulnerable position 

with regard to control of e-government initiatives. This study 

has therefore recommended among other things, that the 

government should take charge of e-government initiative as 

is the wish of many respondents and donors to play an 

oversight role. 

9.1  Risk Assessment  
All the factor rating score are added up and interpreted 

according to the table below. In this research, factors scored 

as follows; Drive Factor 7.1, Strategy Factor 7.2, Management 

Factor 6.5, Design Factor 6, Competence Factor 5.8, 

Infrastructure Factor 4.6 and Other Resources (Funding) 5.4. 

Making an Overall Score of 42.6, thus e-government 

implementation in Kenya might be a partial failure unless 

action is taken. As much there seems to be a slight 

improvement with comparison to the study by [1] where 

overall performance of e-government in Kenya scored 38.2, 

the score under this study still falls under the same category of 

partial failure. See table 10 below. 
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Table 10: Risk Assessment layout 

 

 

10. DISCUSSIONS AND 

RECOMMENDATIONS 
E-government was established for the first time in Kenya in 

2004 after the adoption of the first ever e-government 

strategy. So over the last ten years, the government of Kenya 

initiated major capital investments such as installation of ICT 

infrastructure. Development partners formed the biggest 

percentage of funding and the government contributions 

usually have been in form of technical and support staff and 

facilities that included buildings. So far the Government 

Information Technology investment and management 

framework has connected all Ministries to the internet under 

the executive Network [21]. The government has also 

connected all Ministries to run the Integrated Information 

Systems (IFMIS) and more others.  

However, successful implementation of e-government 

initiatives requires careful planning and other issues that take 

into consideration a number of factors alongside technology. 

Many projects have failed because they took a technology-

centric approach where technology has been seen as the main 

drive for e-government development. This study is therefore 

worthy because it describes the specific success and failure 

factors and their relevant elements in a particular country for 

assessing the stakeholder's perception of their e-government 

system. It is found that good strategy formulation, internal and 

external drive, employee competence and enough funding are 

enablers of e-government projects in Kenya as well as in any 

developing country especially in Africa because the 

underlying conditions and factors are quite similar.  

The study too identified three factors which include poor ICT 

infrastructure, poor Project management and Design as main 

failure of e-government in Kenya. This however should not be 

tied only onto the mentioned seven factors, these were only 

identified as critical factors for e-government projects 

implementation in developing countries. Therefore among 

other things, the findings of this study highlight the need for 

further research focusing on more factors other than the ones 

evaluated in this study. 

The research found out that among the main factors, 

Infrastructure scored very low below the minimum to form a 

constraint in Kenyan e-government implementation process. 

Competence and funding (Other Resources) did not do well 

either. In order to address the constraints and improve on 

competence and funding factors, this study provides a variety 

of recommendations. First of all, Kenyan government should 

create clear role and mandate for champion organization. This 

study found out that there is significant infighting among 

government Ministries and departments and this could be due 

to unclear role definition and duplication, it is therefore 

important for Kenya to give greater mandate to one 

organization for instance ICT Authority for implementations 

of e-government projects as it was before when the 

Directorate of E-government was in existence.  

Second, the Government should develop project planning and 

management capacities within government, to enable 

government to give some direction to, and have some control 

over e-government projects. There needs to be a continuous 

focus on raising the awareness, understanding and skills of 

those involved in e-government projects. This must include 

promotion of the benefits of the projects. In the Kenyan 

context, the study found out that employees are not well 

sensitized on e-government which should not be the case 

because these employees are the super users of e-government 

system hence they need to be sensitized as early as possible. 

Third, the government focus on building telecommunication 

infrastructure and choose appropriate technology to its 

environment. This can be based on or building a modern 

telecommunication infrastructure. 

Last, the government should avoid Big Bang approach of 

project implementation and instead introduce them gradually, 

systematic way in order to avoid resistance among users of the 

new technology or application. There should be initial goals 

and pilot-test the hardware, the database and the new 

procedures before any attempt to build up to full-scale 

implementation. E-government projects can be left to drift 

unless they are well managed. Therefore, e-government 

projects must include continuous monitoring, and continuous 

action to improve the project on the basis of that monitoring. 

10.1 Further Recommendations 
 Create clear role and mandate for a champion 

organization. This study found out that there is 

significant infighting among government Ministries 

and departments and this could be due to unclear 

role definition and duplication, it is therefore 

important for Kenya to give greater mandate to one 

organization for instance ICT Authority for 

implementations of e-government projects as it was 

before when the Directorate of E-government was 

in existence. 

 Encourage transparency. The government should 

do whatever can be done to introduce transparency 

and rationality into procurement and recruitment 

processes. For example, it may be possible to 

promote use of a project Web site that gives details 

of project activities. Involvement of donors may 

introduce oversight procedures. 

 Training/awareness-raising. There needs to be a 

continuous focus on raising the awareness, 

understanding and skills of those involved in e-

government projects. This must include promotion 

of the benefits of the projects. In the Kenyan 

context, the study found out that employees are not 
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well sensitized on e-government which should not 

be the case because these employees are the super 

users of e-government system hence need to be 

sensitized as early as possible. 

 Dealing with politics. Some way must be found to 

deal with the politics, sentiment and self-interest 

that inevitably forms part of e-government projects. 

The study therefore recommend that the president 

should take leadership and create a committee of 

experts who will directly report to him without any 

political interference. 

 Find political will. The success or failure of e-

government projects - especially those involving 

citizens and the democratic process - is significantly 

determined by the political context. Unless there is a 

political will to see the e-government project 

succeed, then it is likely to fail. 

 Involve civil society. In projects that touch the 

broader issues of governance, the participation of 

civil society organizations should be encouraged 

from the inception. They can have longer-term 

objectives for improvement of the governance 

process that can usefully balance objectives in 

government that may be merely for short-term 

survival. 

 Establish partnerships. Particularly with others 

who have undertaken similar initiatives. 

 Customize e-government goals to current realities. 

Understanding the motivations and interests of key 

stakeholders will help designers of e-government 

systems fit with what is possible, rather than trying 

to design something that will not happen. 

 Customize timescales to current realities. Ministers 

should not expect automatic and overnight transition 

to electronic networking. They must recognize that 

time and groundwork are needed. 

 Customize training to user needs. Customize 

training content to the specific job needs of staff. 

This may well mean some initial study of work 

content to understand the role of information and 

communication (and, hence, the potential role of 

ICTs) in the work of government staff. In this case,  

 Get citizen representation. Apart from experts and 

government officials, it is desirable to involve the 

representatives of different categories of citizens in 

project monitoring and implementation. They can 

be associated with high-level decision making and 

review committees. 

 Focus on affordable, feasible solutions. The 

information needs of the institutions involved 

should be thoroughly assessed. During this process 

it is in most cases obvious that there is a big 

difference between those things which are truly 

necessary and those which people want having seen 

somewhere else, especially on the Internet. 

Solutions based on the latter may not be affordable 

on the long run. Sustainability of e-government 

initiatives that begun with the help of foreign donors 

depends in the future on costs which the institution 

will have to pay out of its own budget. 

Sustainability will only be achieved by focusing on 

true and affordable needs, not on 'bells and 

whistles'. 

 Train users early via prototypes. Early training 

efforts using rapidly-prototyped versions can make 

weaknesses of the system obvious at a stage where 

changes and modifications take less time than after 

making a system final and then handing it over to 

end users. 

 Focus on immediate benefits and high visibility 

with broad citizen benefit. For an e-government 

project to succeed, the underlying technology need 

not be very sophisticated. What is required is an 

understanding of citizen needs, proper structuring of 

the project and early delivery of benefits. It is also 

important to have projects that have a fairly high 

degree of public visibility and which serve a broad 

spectrum of society so that people at large are 

convinced about the use of ICTs in government. 

 

11. CONCLUSION 
This study has shown that good strategy formulation, internal 

and external drive and Management are enablers of e-

government projects implementation in Kenya as well as in 

any developing country especially in Africa because the 

underlying conditions and factors are quite similar. The study 

too identified four factors which include poor ICT 

infrastructure, poor funding, Poor Computer Skills 

(Competence) and Design as main failure causes of e-

government in Kenya. This however should not be tied only 

onto the mentioned seven factors, these were only identified 

as critical factors for e-government projects implementation in 

developing countries. Therefore among other things, the 

findings of this study highlights the need for further research 

focusing on more factors other than the ones evaluated in this 

study. This study indicated a partial failure of e-government 

implementation and which require an urgent addressing of the 

underlying failure factors. 

The outcome of this study can provide a big implication on 

the policy of any developing countries. It is felt that the 

government must take a clear and leading role in promoting e-

government initiatives for success to be seen. The study has 

therefore provided several specific recommendations for 

Governments and policy makers in order to reduce the risk of 

failure of e-government projects. The reason being, 

developing countries may have similar characteristics to the 

Kenyan context which presents various challenges that affect 

the successful implementation of e-government. The reason is 

that developing countries may have similar characteristics to 

the Kenyan context which presents various challenges that 

affect the successful implementation of e-government.   
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