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Introduction

The primary role of government is to guide society toward achieving the public interest.
Governance, as described by Bedi et al. (2001), refers to the connections between the
government and its broader environment, including political, social, and administrative
dimensions (Shaxnoza, 2024). Sheridan and Riley (2006) define E-governance as a more
comprehensive concept that encompasses the entire spectrum of relationships and
networks within government regarding the use and application of ICTs, whereas E-
government focuses more narrowly on the development of online services. According to
this study, E-government represents an institutional approach to political operations
within a jurisdiction, while E-governance adopts a procedural approach, emphasizing
cooperative administrative relations. This includes establishing fundamental and
standardized procedures within the framework of public administration. As Rhodes
(2000) noted, E-governance ultimately results in a transformed state of codified
governance, a new governing process, or an innovative method by which society is
governed.

Despite the fact that many countries utilize control and governance approaches to
achieve e-government objectives, significant challenges persist, particularly in developing
countries (Abdulnabi, 2024).

Nowadays, many countries focus on controlling approaches and governance aspects to
achieve excellence and development via E-governance. In reality, numerous concerns
have been raised regarding the benefits of e-governance failing to reach the intended
beneficiaries, especially within the context of developing countries (Suri & Sushil, 2017;
Klijn et al,, 2016; Meyerhoff, 2016; UN, 2014). Each country, according to its priorities and
attributes, developed special investigations and proper models to cover their charters and
obtain requirements regarding their unique aspects (Pintea, 2012; Dash et al., 2016;
Sangeetha & Rao, 2016).

E-governance provides a transformative approach, enhancing government processes,
fostering citizen engagement, and strengthening interactions with and within civil society.
It reshapes the relationship between citizens and governments while influencing how
citizens connect. Each country’s distinct and unique circumstances necessitate a tailored
performance model for E-governance (Klijn et al., 2016; Singh, 2013; Navarra, 2007; Allen
et al.,, 2001; Pathak et al., 2007; Sheila, 2005; Pina et al., 2007; Zhang, 2006). The benefits
of E-governance can manifest as operational improvements, translating into measurable
financial returns (e.g., saving time, effort, and resources), political advancements (such as
increased participation, broader democratic engagement, and greater empowerment),
and relational improvements through enhanced connections, cooperation, and
partnerships between groups (Butt, 2022). Additionally, E-governance offers intangible
benefits, including an improved public perception of government (Heeks, 2006; Csetenyi,
2000; Backus, 2001; Stiglitz et al, 2000; Lenk & Traunmuller, 2000; Aichhlozer &
Schmutzer, 2000; Allen et al.,, 2001).

E-governance delivers government services to citizens conveniently, efficiently, and
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transparently, providing essential tools and mechanisms for transitional societies to hold
both policymakers and service providers accountable for delivering continuous services.
It also enables the public sector to ensure citizens receive information tailored to their
needs (Pandey, 2023). Ultimately, it contributes to achieving a simple, ethical,
responsible, accountable, transparent, efficient, and effective government. For this
reason, the development of any country is now dependent on adopting e-governance and
penetrating it in various societies (Umbach & Tkalec, 2022).

While many societies have moved toward adopting this approach, practical
outcomes—particularly in developing countries—have been limited (Gavriluta et al,
2022). Moreover, e-governance assessment of each country depends heavily on its
specific context and conditions. In developing nations, where the level of growth and
developmentin IT infrastructure varies significantly, there is a need for evaluation models
tailored to the local conditions of each country (Lee et al., 2022).

Accordingly, examining and evaluating e-governance development is among the most
pressing issues for any nation. However, evidence suggests that a comprehensive study
on e-governance evaluation, considering the country’s cultural context and local
conditions has not yet been conducted. Therefore, the present study seeks to develop a
performance evaluation model for e-governance tailored to the country’s specific context.

This paper presents the findings of research aimed at developing a model for
evaluating E-governance performance in Iran, conducted using the Delphi technique. The
study begins with a review of the concept of E-governance and the definition of
evaluation, followed by an exploration of key characteristics required for E-governance
evaluation models. Through a three-round Delphi method involving 15 experts in each
round, the research identifies the most suitable conditions for designing this model

Literature Review

E-Governance

Governance, in theory, encompasses a broad spectrum of issues, including administrative
reforms, national development policies, democratization, decentralization, corruption,
and collaborations among the public, private, and third sectors (Turner et al., 2015).
When governance evolves into E-governance—where all government functions such as
internal processes, policy-making, decision-making, and service delivery are conducted
electronically—it can significantly alter control domains and transactional interactions
(Margetts & Dunleavy, 2002). According to UNESCO, E-governance involves the public
sector's use of ICTs to enhance service and information delivery, promote citizen
participation in decision-making, and ensure greater government accountability,
transparency, and efficiency. E-governance introduces new dimensions of citizenship by
redefining citizen needs and responsibilities, aiming to engage, enable, and empower
individuals (Shailendra et al., 2007).

E-governance initiatives are widespread globally due to their potential to create more
citizen-focused governments while reducing operational costs (Saxena, 2005). For
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developing countries seeking to leverage ICTs for effective governance, adopting
"intelligent intermediaries" during the early stages of E-government implementation is
recommended. These intermediaries act as human facilitators between citizens and
digital infrastructure, ensuring broad access to government services. Such intermediaries
can include existing professionals, public servants, NGOs, or community-based
organizations that integrate diverse ICT channels to deliver E-government services
effectively (Suri & Sushil, 2017; APT, 2012).

E-governance involves using electronic methods to (1) facilitate interactions between
government, citizens, and businesses and (2) streamline internal government operations,
enhancing democratic processes and the efficiency of governance and business.
Information technology (IT) enables organizations to boost revenue while reducing the
need for middle management and clerical roles, a phenomenon often referred to as the
"flattening” of organizations (Backus, 2001; Zwahr et al.,, 2005).

In conclusion, the potential of E-governance is, at least theoretically, immense. Its
benefits encompass improved operational efficiency and reduced time, effort, and
material resource utilization while maintaining or increasing output through automation,
digitalization, and process transformation. Additionally, E-governance enhances
operational effectiveness by introducing new and improved services, increasing user
convenience and satisfaction, and reengineering processes related to leadership and
decision-making.

E-Governance in Developing Countries

Most public sector reforms in developing countries are carried out by external
organizations such as the World Bank (Kuzior et al., 2023). As a result of these
interventions, many developing countries have faced significant pressure, leading to
considerable challenges in their administrative systems. Public administration in these
countries has remained bureaucratic and centralized (Mykhalchenko, 2022).

In many developing nations, public sector reforms were primarily driven by external
forces, particularly institutions like the World Bank and other international donors
(McGill, 1997). However, certain countries, such as Turkey, did not face significant
pressure to adopt these reforms (Sozen & Shaw, 2002). As a result, despite economic
restructuring efforts in countries like India, public administration in developing nations
often remained deeply bureaucratic and highly centralized (Saxena, 2005).

Anotable distinction between E-governance in industrialized and developing countries
lies in the availability of ICT infrastructure. In industrialized nations, the E-governance
movement was largely spurred by Internet technology, enabling cost-effective and
remote access to government services. However, these countries already had ICT systems
for internal government operations. Conversely, in developing countries, ICT usage within
the public sector was minimal, resulting in limited or virtually non-existent ICT
infrastructure (Bhatnagar & Bjorn-Andersen, 1990; Yong & Koon, 2003; Klijn et al., 2016).
Consequently, the initial phase of E-government in these nations centered on digitizing
internal operations and services.
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However, E-governance is not a quick solution for achieving economic growth,
reducing budgets, or establishing clean and efficient governance. Instead, it represents a
gradual and often challenging process that entails financial and political costs and risks
(Abdulnabi, 2024; Working Group on E-Government in the Developing World, 2002).
These risks can be substantial (Heeks, 2003). Consequently, poorly planned and executed
E-government initiatives risk squandering resources, failing to provide valuable services,
and heightening public dissatisfaction with the government. Additionally, E-government
efforts in developing countries must consider their unique circumstances, requirements,
and challenges.

Evaluation and Governance

Evaluation

Over the past three decades, there have been significant theoretical and methodological
advancements in evaluation. The primary goal of evaluation is to assess the quality of a
program by forming a judgment (Hurteau et al., 2009). It involves collecting, analyzing,
and documenting information regarding the value of an object for the organization.
Evaluation is considered crucial for every organization, as it is widely recognized that all
projects or initiatives carry different levels of risk (Wu & Guo, 2015; Elkadi, 2013).
Evaluation is scientifically valuable across various disciplines, providing key insights for
decision-making in fields like administration, psychology, and political science
(Kanchanawasee, 1994; Mahapoonyanont et al., 2012):
- Administration: The findings can serve as tools for administrators to manage
and track work performance, ensuring it aligns with effective and efficient plans.
- Psychology: Evaluation can function as a method to stimulate interest and raise
awareness among workers.
- Political Science: Evaluation can be used as a means of ensuring accountability
and as a strategy to garner public support.

The American Evaluation Association has established a set of guiding principles for
evaluators. The sequence of these principles does not suggest any hierarchy, as their
importance may differ depending on the situation and the evaluator's role. The principles
are as follows:

- Systematic inquiry

- Competence

- Integrity / Honesty

- Respect for individuals

- Responsibility for the broader and public good

Although the terms "evaluation" and "assessment" share significant similarities, it is
essential to distinguish between them. Assessment refers to reviewing data about
something or someone from various sources to improve current performance. In contrast,
evaluation involves making judgments about the performance of something or someone
by measuring it against established standards.
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E-governance is an innovative approach to managing a country, grounded in specific
indicators and criteria. It seeks to examine performance in the current state using defined
standards, avoiding subjective judgments. In this context, the term "governance
evaluation" has been adopted (Umbach & Tkalec, 2022)

E-Governance Performance Evaluation

Just like the definition of E-governance, E-governance evaluation does not have a unique
definition. It should be characterized according to each country’s particular situation and
requirements (Madon, 2004; UNDP1; Suri & Sushil, 2017). In line with the UN's2 definition
of E-government as an innovation in the public sector, E-governance can be seen as a
process of innovation management within the public sector. Since 2001, various UN
departments have developed their criteria for evaluating E-governance (Devendra, 2010).

Developing countries face numerous challenges during the implementation of E-
governance. These challenges span political, social, economic, and technological sectors
(Alam & Hassan, 2011). The first step in measuring E-governance is evaluating
information infrastructure availability, which includes access to computers, the Internet,
and networks within government institutions. Additionally, the extent to which ICT is
integrated into governmental activities for internal purposes, such as communication,
data collection, storage, and resource management, should be assessed (Georgiadou et al.,
2006; i4donline).

E-governance must be measurable, transparent, and observable (Shaxnoza, 2024).

E-governance initiatives and service levels must be measurable, visible, and
transparent, allowing progress to be tracked through benchmarking and effective
monitoring and evaluation (MoUD, 2010).

Emphasis should be placed on critical aspects such as E-procurement and E-
transactions. Government functions can be broken down into several components: the
leadership responsible for E-governance, the infrastructure, the data systems, the
preparedness level of each government, and knowledge sharing of best practices and
resolving conflicts related to implementing E-governance projects. These elements
should work to improve the conditions for E-governance in each country, supporting the
National E-governance Plan’s goal of delivering reliable, cost-effective, and transparent
citizen services by applying international best practices and guidelines (DIT, 2010).
Therefore, the following questions should be considered when evaluating the quality of
the process:

- Do respondents interpret the same terms in the same way?
- Are the scales and scoring mechanisms consistent?
- Is there equivalence in constructs, structure, measurement, and scale?
- How do people understand the concept of “Trust” (Madon, 2004)?
In E-governance evaluation, several key characteristics must be considered, including

1. The United Nations Development Programme (UNDP)
2. United Nations
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E-services, infrastructure, data/information, cost savings, service transformation, human
resource development, dependability and adaptability, process reengineering, and social
benefits (Tan & Subramanian, 2005).

Various models with different approaches have been proposed for evaluating e-
government services. However, selecting the best model is not feasible, as the models
depend on each country’s specific conditions and priorities (Lee-Geiller & Lee, 2019).

As an accepted approach, in different research and studies about e-governance
evaluation, according to special conditions and priorities of different countries, different
methods and models were developed to evaluate the performance of e-governance, and
there is no best practice or a standard model for this purpose (Pina, 2007; Potnis, 2010;
Okezie et al., 2013; Sarkar, 2007; Saxena, 2005).

[sah et al. (2024) conducted a study evaluating the implementation of e-governance in
university service delivery in Nigeria. The findings indicate that online tuition payment
systems have been effectively implemented and utilized by stakeholders, leading to
improved efficiency and user satisfaction.

Raei and Baradaran (2023) proposed a maturity model for e-governance based on
evaluation components. Their findings classify six components: management, strategy,
technology, security, individuals, and evaluation and measurement. The maturity model
comprises four levels: awareness, purposeful striving, managed, and optimized
ecosystem.

Umbach and Tkalec (2022) evaluated e-governance through e-government initiatives.
The findings highlight that e-governance performance factors are sensitive to contextual
elements, such as policy domains, systemic setups, institutional configurations, and
administrative traditions. Consequently, e-governance evaluation is often restricted to
specific tools and contexts, including websites, projects, and policy initiatives.

Suri (2022) examined the effectiveness of strategy implementation and e-governance
performance in India. The study revealed that strategic planning, precise governance
execution, e-services, and user e-information are key factors for the successful
implementation of e-governance.

Lee et al. (2021) presented a model for evaluating e-governance websites. Their
findings suggest that transparency in information presentation, consistency in
information delivery, website security, and citizen participation are critical factors for
assessing website effectiveness.

Methodology

Delphi method (Juri, 1971; Norman & Olaf, 1963) was devised in the early 1950s by
researchers at RAND Corporation (Landeta, 2006; Rowe & Wright, 1999). The technique
is often referred to more as an art than a science. In essence, it is a structured, multiple-
step process for collecting and condensing the knowledge from a group of experts to deal
with a complex problem using a series of questionnaires interspersed with controlled
feedback (Humphrey-Murto et al., 2020; Yousuf, 2007; Linstone & Turroff, 2002).
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The Delphi method aims to maximize the benefits of group input while minimizing the
potential for conflict within the group (Sourani & Sohail, 2015; Lang, 1998). To effectively
use this approach, the researcher must ensure that the following four essential
characteristics are met:

1. Structured questioning in which questionnaires are used. With this method, the
moderator can control the whole research process and foster more concrete
results.

2. Meaningful interaction of questionnaires is performed in numerous rounds to
allow panelists to re-evaluate their responses.

3. Controlled feedback is achieved by giving overall group responses to the panelists
in rounds (except Round 1). This means that all the responses of the panel group
are considered in the subsequent assessment rounds.

4. Anonymity is an important characteristic because every panelist is free to express
his/her views without feeling pressured by other more powerful group (Rowe &
Wright, 1999).

As shown, it starts with a deep study of background and contents, so after refining the
requirements, it goes ahead with data validation and developing a questionnaire for the
Delphi panel. This process ends with analyzing the gathered data, defining the required
dimensions, and developing the model.

The research design used to develop the model is shown in Figure 1. It includes three
steps:

1. Designing the research instrument,

2. Validating the research instrument,

3. Developing the model, and

4. Implementation.
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Figure 1.
Research Design for Iran’s E-governance Performance Evaluation Model
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(Source: Researcher's Findings)

Given that the Delphi method is an appropriate method for discovering innovative and
reliable ideas or gathering suitable information for effective decision-making, and
considering the lack of access to experts in the field for conducting interviews, alongside
the preference for questionnaire-based responses and the availability of relatively
adequate literature on e-governance, the researcher has used the Delphi method to
extract the conceptual model of the study.

Findings
Exploratory Interview

For this purpose and to learn more about potential E-governance evaluation models and
make any comparisons, exploratory interviews were conducted among knowledgeable
people (in this field). The findings of the exploratory interviews were used in developing
our model requirements.
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Validating Instrument

Two discussion sessions were arranged to validate the model requirements outlined
earlier. The participants for these sessions were selected using snowball sampling and
were invited by the researcher’s supervisor based on their knowledge and experiences.

Developing Round n Questionnaires

According to the reviewed studies, interviews, and previous rounds’ results, a
questionnaire was developed for each round. According to the requirements of each step,
the questionnaires included open and closed questions.

Forming the Delphi Panel Group

According to Adler and Ziglio (1996), the Delphi panel members must meet four key
criteria:

1. Having in-depth knowledge and experience,

2. Being dedicated to participation,

3. Having sufficient time to engage in the Delphi process,

4. Possessing strong communication skills.

For this study, the criteria for selecting the Delphi panel included at least 15 years of
experience and knowledge in IT management, strategic planning, and governmental
affairs. The snowball sampling method was employed to identify and invite qualified
individuals to be part of the Delphi panel (Skulmoski et al., 2007).

According to Skulmoski (2007), the number of panelists in previous research has
ranged from around 4 to 171 "experts." However, Dalkey (1975) suggests that having 15
or more experts is ideal for maximizing reliability and minimizing group error when
assessing the degree of consensus.

According to Adler's criteria, the required knowledge for developing such a model and
through the snowball technique, 15 people were selected for this research. In compliance
with the available proper people for this study and panel, as in related studies, the
research team believed this amount of panel members was adequate and could lead the
research to the planned results. Table 1 shows the characteristics of the Delphi panel.

Table 1.
Characterization of the Respondents
Delphi Panel
N %
40-50 5 33
Age 50-60 7 47
60-70 3 20
Ph.D 8 53
Qualifications MSc, MBA 5 33
Other 2 14
IT Management 5 33
Area Strategic Management 4 27
Governmental issues 6 40

(Source: Researcher's Findings)


https://www.powerthesaurus.org/in_compliance_with/synonyms
https://www.powerthesaurus.org/in_compliance_with/synonyms

Spring & Summer 2024 Developing an E-Governance Performance Evaluation Model in Developing ... | 189

Procedures of the Delphi Method

Each Delphi panel member was contacted either in person or by phone. They were
provided with a brief explanation of the research objectives and what was expected from
them. The panelists were given ten days to complete the questionnaires for Round 1. A
reminder email was sent two days before the deadline to notify panel members about
incomplete tasks.

The data collected from Round 1 were analyzed and used to create the questionnaires
for Round 2. New items were added to the Round 2 questionnaires based on the
suggestions provided by the experts in Round 1. The research team checked both face and
content validity. Panel members were also allowed to refer to the comments from other
panel members and their ratings in Round 1. They were given ten days to respond to the
Round 2 questionnaires, and a reminder email was sent two days before the due date.

The questionnaires for Round 3 were prepared, and the research team checked the face
and content validity again. All panel members were given ten days to respond.

Delphi Data Analysis

All feedback and comments gathered from the three Delphi rounds were documented and
analyzed. Consensus among the experts was confirmed after each round before
proceeding with any interpretations. The reliability and consistency of the experts'
responses were also evaluated.

Young (2007) proposes that researchers can assess the consensus achieved in Rounds
1 and 2 to present it to the panel as an indicator of reliability. If consensus is reached after
Round 2, it suggests that the researcher has effectively summarized the panel’s feedback
from Round 1. Using this method, the researcher can provide solid evidence to support
the assumption that an acceptable level of reliability has been met (Fish & Busby, 2005).

Consistency refers to the stability of responses. In this study, the response patterns of
experts were analyzed in terms of consistency across rounds. This is crucial for ensuring
that the collected data has adequate quality and reliability for reference.

Model Development

In the Delphi method, we asked the invited experts to tell us which model(s) is (are) better
for assessing the E-governance function in Iran.

In the first round, we insisted that Iran’s existing issues and conditions, such as
economic, political, and sociological factors, IT infrastructures, E-government situation,
and E-governance perspectives, must be regarded.

The first-round question was about selecting a suitable model for Iran’s E-governance
performance evaluation, using the available models, or developing a new model according
to the specific situation of Iran. Table 2 shows the result.

Table 2.
Round 1 Analysis Result
Question Frequency
Using the available models 0
Developing a new model according to specific situation of Iran 15

(Source: Researcher's Findings)



190 | Journal of Knowledge Economy Studies (JKES) Spring & Summer 2024

The questionnaire of the second round focused on the model kind. Among the
suggestions, such as sequential and multidimensional models, all experts agreed on using
a multidimensional model.

After the third round of analysis, the answers showed that the model should consist of
two dimensions: main characteristics- (E-administration, E-Citizen, E-services, and E-
society) (Heeks, 2006) and their corresponding attitudes. The EAF framework also
mentioned some attributes for assessing the performance of E-governance). Thus, the
developed model is structured around these two dimensions: characteristics and
attributes. In the following sections, we first discuss these dimensions and then present
the model.

Model Dimensions

Characteristics

As previously discussed, the first dimension of our model encompasses three core areas
of E-governance:

A. Enhancing government processes: E-Administration

B. Connecting citizens: E-Citizens and E-Services

C. Fostering interactions within civil society: E-Society

A. Enhancing Processes: E-Administration

These initiatives primarily focus on improving the internal operations of the public
sector and include:

Reducing process costs: Automation can substitute high human costs with lower ICT
costs, boosting efficiency and productivity. Information aids decision-making and
implementation during downsizing or rightsizing initiatives. The aim is to address
excessive public sector spending and/or inefficiencies in various processes.

Managing process performance: This involves planning, monitoring, and controlling the
performance of resources (human, financial, etc.). Information plays a critical role in this
process by offering insights into performance metrics and standards. The goal is to use
resources more efficiently and effectively.

Establishing strategic connections within government: This involves linking
departments, agencies, levels, and data repositories within the government to strengthen
the ability to investigate, develop, and implement strategies and policies guiding
government actions. Automation and information systems aid by digitizing existing
communication channels, while transformation creates new digital channels. The purpose
is to give clearer direction to public sector processes and foster a more evidence-based
approach to policymaking and decision-making.

Creating empowerment: This entails redistributing power, authority, and resources
from traditional centers to new locations within processes. Transformation supports this
by establishing new information flows to decision-makers and implementers in new
locations. The objective is to reduce costs, accelerate decision-making, and/or create
more flexible and responsive processes.
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B. Connecting Citizens: E-Citizens and E-Services

These initiatives focus primarily on the interaction between government and citizens,
either as voters/stakeholders from whom the public sector gains legitimacy or as
consumers of public services.

Engaging with citizens: This involves providing citizens with information about
government activities. Informatization and transformation support this by establishing
new information flows from the government to citizens, which are essential for
accountability. The objective is to pressure government employees to perform well and
improve public understanding of government operations.

Listening to citizens: This aims to amplify citizens' involvement in governmental
decisions and actions. Informatization and transformation facilitate this by creating new
information channels from citizens to the government. The goal is to make public
decisions more responsive to the views or needs of citizens.

Enhancing public services: This focuses on improving the quality, convenience, and cost
of services delivered to citizens. ICTs are leveraged to provide informational components
of public services digitally. The direct benefit is obvious, but there is also an indirect
benefit in terms of saving citizens' time and money that would otherwise be wasted due
to inefficient service delivery.

Since all these initiatives depend on the new connectivity offered by ICTs, they are
relatively recent additions to E-governance, highlighting the extensive opportunities for
development it offers. The sequence begins with publishing (delivering information to
citizens), progresses to interaction (a two-way information exchange between citizens
and government), and advances to transactions (executing government processes online).

These aspects have been largely overlooked in developing countries, yet even simple
publishing activities can have a substantial impact. Citizens in information-poor regions
may be vulnerable to exploitation, such as bribery, due to their lack of basic knowledge
about government services- specifically, who provides them, where they are available,
and how to access them.

C. Building External Interactions: E-Society

These initiatives focus on the relationships between public agencies and other
organizations, including other public agencies, private sector service providers, non-
profit organizations, and civil society institutions.

Improving collaboration with businesses: Enhancing the interaction between
government and businesses, including digitizing procurement processes and services to
improve their quality, convenience, and cost. This utilizes the full potential of ICTs to
provide the informational components of public services to businesses in a digital format.
The main rationale is to reduce costs and improve quality within the government while
indirectly enhancing the efficiency and responsiveness of local businesses.

Developing community: Strengthening the social and economic capacities of local
communities. ICTs reinforce existing information connections and create new
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connections within communities and between them and other institutions. The goal is to
enhance community members’ wealth-creation potential and overall quality of life.

Building partnerships: Strengthening relationships between institutions. This involves
two components: first, building government partnerships by improving ties between
government and other institutions, such as NGOs or international organizations, and
second, strengthening civil society partnerships, such as those between NGOs. ICTs help
to improve current information exchanges and establish new ones between these
institutions. The purpose is to create a strong economic, social, and political fabric within
society.

Like E-citizens and E-services, E-society initiatives rely on the connectivity enabled by
ICTs, making them relatively new elements within E-governance. They represent
significant development opportunities offered by E-governance.

Attributes to Be Assessed

The developed model must be comprehensive, holistic, and, above all, fulfill the designed
objectives. Essentially, the EAF should provide clear and unambiguous answers to
questions such as the following (EAF, 2004):
A) How far has the Project achieved its purpose and objectives?
B) Has the Project been designed and developed with all the elegant and comfortable
technological features widely accepted by architectures and standards?
C) Is the Project sustainable over long periods of time, with or without the motive
force that initiated the Project?
D) Is the Project cost-effective in terms of return on investment or in terms of cost
per transaction?
E) Is the Project replicable in other geographies?

Model Development

Figure 2 presents the model we developed through the Delphi method. This model shows
innovation in evaluating E-governance measurement for Iran, addresses special
requirements of Iran, and mentions the malfunction of different parts of E-governance.
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Figure 2.
Evaluation Model of Iran’s E-governance Performance

E-Citizens E-Administration

E-Society E-Services

Cost-effective in terms of return on

investment/cost per transaction?

(Source: Researcher's Findings)

Electronic administration, citizens, services, and society are the characteristics that
must be assessed in Iran (the center of the model). This model can evaluate E-governance
through criteria such as performance, technology, and costs (sides of the model). The
criteria mentioned here can enrich the evaluation process and direct the characteristics
of the model to a right and tangible understanding of E-governance performance.

The panel believes that, among the different available models, this one is the most
suitable for Iran. They noted that the current activities in Iran's E-government can be
seamlessly integrated into this model, which also has the potential to encompass future
developments in both electronic government and governance in Iran.

Discussion and Conclusion

E-governance is a new movement in most developed countries. It demonstrates a
country’s power to use IT to prepare better governance in society. It uses IT at various
levels of government, the public sector, and beyond to enhance governance.

According to the concept and definition of E-governance, there is no unique definition
forit; according to its special condition, each country has a different usage and description
of this concept. E-governance performance must be evaluated. Therefore, we looked
forward to developing a model for performance evaluation of Iran’s E-governance. After
a literature review, with the help of a 15-member Delphi team and three rounds of
circulation, we developed a model. Using the Delphi method, we evaluate and prove the
performance and reliability of the model.
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The model developed through this research, according to the special requirements of
Iran, consists of two main dimensions: E-administration, E-citizen, E-services, and E-
society are characteristics of this model and five items related to target, technology, and
cost are the attributes.

Examining the progress and performance of governmental institutions in
implementing e-governance requires specific components and factors for evaluation. By
introducing a performance evaluation model for e-governance, governments, and their
associated organizations can assess the progress of programs, their effectiveness,
deviations from planned actions, and more. In this context, the present study aims to
propose a performance evaluation model for e-governance in developing countries. While
e-governance has been extensively studied to identify influencing factors, implementation
barriers, and deployment models, limited research has focused on performance
evaluation, especially in developing countries, where this subject is critically important.
This study, therefore, offers both theoretical and practical innovations. To achieve its
objectives, the researchers utilized the Delphi method. The final model includes four
dimensions: e-administration, e-society, e-citizens, and e-services.

In evaluating e-governance, attention must be paid to all dimensions derived from
government, society, and citizens. E-administration refers to a set of mechanisms that
transform paper-based processes into electronic processes, aiming to establish a
paperless office. E-administration leads to cost reduction, better process management,
strategic communications with the government, and employee empowerment.

E-citizens have at least basic knowledge of ICT concepts, the ability to connect to the
Internet, and the capability to send and receive electronic messages via email. They can
search for information, services, goods, and software they need through the Internet.
Evaluating e-governance must consider the extent of digitization among citizens, which
can be improved by providing technology-related education, such as internet basics, email
fundamentals, computer skills, search proficiency, and more.

Another dimension of e-governance evaluation is e-services, services provided over
the internet to deliver fast, remote services without requiring physical presence. E-
services improve interactions with citizens and increase their participation in e-
governance.

To achieve e-governance, the existence of an e-society is essential. An e-society is
characterized by electronic interactions between governmental organizations and other
entities, such as private service providers, non-profit organizations, and civil society
institutions. This dimension underscores the interconnectedness and collaboration
among various sectors within an electronic framework.

Comparison with Previous Research

In comparing the results of the present study with the previous research, it is observed
that in service delivery, the results of this study align with the findings of Isah et al. (2024)
and Suri (2022). In terms of the knowledge and information required by citizens for e-
governance, the results of this study align with the findings of Suri (2022) and Lee et al.
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(2021). The technology, security, and personnel components mentioned in the research
by Raei and Baradaran (2023) are consistent with the results of the present study.

Suggestions for Government Officials

It is recommended that government managers and officials use new technologies, such as
artificial intelligence, in e-governance evaluation programs. It is also suggested that
authorities prepare an e-governance roadmap, which defines the goals and final
objectives for achieving e-governance within specified timeframes, considering the
country’s facilities and infrastructure, and using it for evaluation purposes. To improve e-
services, one of the components of the evaluation model related to the government, it is
suggested that this dimension be improved by increasing bandwidth, enhancing internet
speed, removing filtering, and reducing users' access costs to e-services.

Limitations and Suggestions for Future Research

Time constraints and the inability to generalize the results of this study to other
organizations due to the qualitative nature of the research are some of the limitations
encountered. This is because different interpretations of the phenomenon under study
are possible. Given the qualitative approach of the research and the lack of validation of
the extracted model by other researchers, it is suggested that the extracted model be
tested using a quantitative methodology. Researchers should also design a model through
in-depth interviews to better understand the subject. Furthermore, it is suggested that
other researchers identify the dimensions and components using statistical techniques
such as the analytical hierarchy process, analytical network process, and best-worst
method

and determine their significance in evaluating e-governance. It is also recommended that
other researchers determine the state of e-governance in the four identified dimensions,
compare them, and, based on that, identify the strengths and weaknesses of e-governance
in the country. Finally, it is recommended that other researchers work on developing key
performance indicators for evaluating e-governance.
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