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Abstract

The purpose of the research paper is to examine the differences between e-government and smart government and how will
smart governments benefit modern public administrations and service delivery. It seeks to compare and contrast between smart gov-
ernment and e-government. In addition, it compares the application of smart government and e-government in the United States and
Jordan. The research idea is based on the observation that the concept of e-government is relatively new in the modern world. Never-
theless, it has, in the last few decades, enabled governments to serve citizens using the internet technology. In addition, technology
has allowed governments to obtain, process, manipulate, store, retrieve and report data on an efficient and reliable manner. The term
‘e-government’ refers to the development, adoption and use of information and communication technologies (ICTs) to improve the
service delivery and activities of the public sector. Although there are many definitions of the term, it is generally agreed that the use
of internet-enabled application to allow interactions between the government and outside groups are the key aspects of e-Govern-
ment. An in-depth research method is based on the qualitative search of information from 13 credible sources. The study finds that
the domain of E-Administration involves the initiatives that deal with improving internal working in the public sector. Further, it
finds several differences and similarities between Jordan’s E-government model and that adopted from the US. It finds that America
has a longer history of using digital systems in public service provision. Also, United States is already moving from e-government
to Smart Government System. Jordan’s new system is still an e-government establishment rather than a Smart Government system,
despite the fact that both systems have related objectives.
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1. Introduction

The internet technology continues to gain importance in almost every institution, sector
and society. Consequently, every organization needs to adopt the technology in accomplishing at
least some of their processes, especially in communication. Therefore, it has become evident that
management is becoming more effective with communication technology. Evidently, modern orga-
nizational and corporate management is increasing becoming difficult to manage without technol-
ogy in a society where people are increasingly relying on technology for communication. It means,
therefore, that the management must meet the expectations of the clients by adopting technology in
some or most of their business processes [1].

The concept of e-government is relatively new in the modern world [2]. Nevertheless, it has,
in the last few decades, enabled governments to serve citizens using the internet technology. In
addition, technology has allowed governments to obtain, process, manipulate, store, retrieve and
report data on an efficient and reliable manner [2].

In this concept, governments, similar to organizations, have achieved efficiency in decision
making through the use of information and communication technology. Over the last few decades,
two major concepts have been associated with the government use of the internet and communi-
cation technology-e-government and smart government. E-government has allowed governments
to serve the citizens using the internet technology [3]. In addition, it has allowed governments to
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capture, obtain, process, store and report data efficiently as well as improve decision making pro-
cesses [3]. Nevertheless, there have been major advances in smart technologies. Also, they have
produced a better informed and connected public and globally connected economies. Combined,
these factors created more opportunities for development, which has forced many governments to
retying their position and roles in the modern society and development [2].

Currently, many governments around the world are beginning to consider the concept of
e-government in providing public services effectively. In particular, they are realizing that data is
potential for improving service delivery and citizen involvement as well as achieving integrated and
seamless service delivery and developing policies and solutions for the economic and social prob-
lems facing them. Consequently, they are realizing the need for converting themselves to “smart
governments” because the emergence of such technologies as social media, “mashup”, mobile ap-
plications and big data analytics that are all allowing citizens to connect with their governments [4].

The research question is, ‘what are the differences between e-government and smart gov-
ernment and how will smart governments benefit modern public administrations and service deliv-
ery?’ To answer this question, this paper seeks to compare and contrast between smart government
and e-government. In addition, it compares the application of smart government and e-government
in the United States and Jordan.

2. Literature review

In the last two decades, the use of the Internet technology has brought about interest in
research on various fields ranging from its development and application to its impact on business,
human behavior and the future. Various researchers have developed interest in its application,
especially in government and administration. It has been noted that every organization needs to
adopt the technology in accomplishing at least some of their processes, especially in communi-
cation. According to the work [5] management is becoming more effective with communication
technology. Assets [6] organizational and corporate management is increasing becoming difficult
to manage without technology in a society where people are increasingly relying on technology for
communication. According to [7] management must meet the expectations of the clients by adopt-
ing technology in some or most of their business processes.

In an empirical study [8], found that e-government is effective in administration as it has
enabled governments to serve citizens using the internet technology. In addition, technology has
allowed governments to obtain, process, manipulate, store, retrieve and report data on an efficient
and reliable manner.

According to [9], government is similar to organizations in various ways, especially in terms
of administration. For instance, the author states that similar to organizations, have achieved effi-
ciency in decision making through the use of information and communication technology. Over the
last few decades, two major concepts have been associated with the government use of the internet
and communication technology-e-government and smart government. According to [10] E-govern-
ment has allowed governments to serve the citizens using the internet technology [2]. In addition,
it has allowed governments to capture, obtain, process, store and report data efficiently as well as
improve decision making processes. Nevertheless, there have been major advances in smart tech-
nologies. Also, they have produced a better informed and connected public and globally connected
economies. Combined, these factors created more opportunities for development, which has forced
many governments to retying their position and roles in the modern society and development [3].

According to [8], many governments around the world are beginning to consider the con-
cept of e-government in providing public services effectively. In particular, they are realizing that
data is potential for improving service delivery and citizen involvement as well as achieving inte-
grated and seamless service delivery and developing policies and solutions for the economic and
social problems facing them. Consequently, they are realizing the need for converting themselves
to “smart governments” because the emergence of such technologies as social media, “mashup”,
mobile applications and big data analytics that are all allowing citizens to connect with their gov-
ernments [4].
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The research question is, ‘what are the differences between e-government and smart gov-
ernment and how will smart governments benefit modern public administrations and service deliv-
ery?’ To answer this question, this paper seeks to compare and contrast between smart government
and e-government. In addition, it compares the application of smart government and e-government
in the United States and Jordan.

3. Aim and tasks of the research

The aim of the research is to determine the differences between e-government and smart
government and how will smart governments benefit modern public administrations and service
delivery.

To achieve this goal, the following tasks were set:

1. Examine the e-government system architecture in Jordan.

2. Examine the e-government use, applications and expected outcomes.

3. Compare the Jordan e-government system architecture and that of the US in terms of
structure, benefits and shortcomings.

4. The definition of the terms ‘e-government’ and ‘smart government’ and their differences
and similarities

Also known as e-Government, the term ‘e-government’ refers to the development, adoption
and use of information and communication technologies (ICTs) to improve the service delivery
and activities of the public sector. Although there are many definitions of the term, it is generally
agreed that the use of internet-enabled application to allow interactions between the government
and outside groups are the key aspects of e-Government [11]. The e-government must have three
domains- Administration (improving government processes), eCitizens and eServices (connecting
citizens) and eSociety (building external interactions). The purpose of the three domains is to ad-
dress the problems associated with costly government process, inefficiency and ineffectiveness of
administration and inconveniency respectively. To elaborate this concept further, the e-government
focal domains based on the following conceptual framework (Fig. 1).

External
Interactions z . Cunnecﬁng
Citizens
Improving
Processes —
Citizens
| Govemment g ¥ o
i Customers |
Government

Fig. 1. The focal domains for eGovernment [4]

In-depth research into the e-Government concept reveals that the domain of e-Administra-
tion involves the initiatives that deal with improving internal working in the public sector [4]. Also,
it is designed to improve government processes.

These initiatives include cutting the cost of processes by improving the ratio of input to out-
put and cutting financial and time costs [4]. In addition, it involves managing the performance pro-
cesses through planning, monitoring and controlling the processes of resources performance [4].
Further, it involves establishing strategic connections in the government by making connections
between the different arms of the government, agencies, and levels as well as data stores. The idea
is to ensure that the capacity to investigate, develop and implement policies and strategies that
guide government processes is enhanced and strengthened. In addition, e-Administration involves
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creation of empowerment, wherein resources, authority and power for processes are transferred
from their traditional locus to new locations [11].

The domain of eCitizens and eServices seeks to connect citizens. In particular, it in-
volves the initiatives that deal with the relationships between the citizens and their govern-
ment. Citizens are stakeholders and voters in their country and from them; the public sector
derives its legitimacy. In addition, citizens are the customers who purchase and consume pub-
lic services from their government. In a broader view, the domain of eCitizen and eServices
involve talking to the citizens, wherein the government uses technology to provide the citizens
with details of the public activities [11]. In this way, accountability and transparency, with
public servants being required to be more accountable for the decisions and actions they make
at the workplace. In addition, the domain involves listening to the citizens’ needs. The gov-
ernment’s aim is to increase the level of citizen involvement or their input into the decision
making in the public sector [11].

In this way, citizen participation is encouraged and enhanced while democratization is pro-
moted. Further, the domain involves improving the public services that are delivered to the citizens
by reducing cost and enhancing quality and convenience [2].

The third and final domain, eSociety, seeks to build external relations. In this case, the
initiatives involved are aimed at dealing with the relationships between the public agencies and all
other parties such as government agents, community organizations, public sectors, private sector
and even non-profit organizations.

The initiatives include developing communities, which is achieved through improvement of
the interactions between business and the government. To achieve this, the government must seek
to digitalize its works such as procurement, quality improvement and cost cutting methods [2].
Also, the domain involves development and sustenance of communities by building social and
economic capacities as well as local communities [12]. In addition, the domain involves the estab-
lishment of partnerships by creating organizational groups with the potential to achieve both social
and economic objectives. In this case, the public sector must be a crucial partner or a facilitator in
partnership building [2].

In other words, eGovernment refers to the process of reform in the government’s way of
doing things such as work, information sharing and delivery of services to both external and in-
ternal clients for the benefit of the government, businesses and the citizens in general. To achieve
eGovernment, the government must harness and use information technologies such as the World
Wide Web (www), Wide Area Networks (WAN), the internet and mobile computing, which every
government agency should apply to reach out to businesses, government arms and agencies and
the citizens [2]. From the research above, it is clear that the aim of an eGovernment system is to
improve the service delivery to citizens, empower the citizens through access and acquisition of
information and knowledge, improve interface with citizens, business and industry and improve
the effectiveness and efficiency of government workings. The idea is to achieve transparency, con-
venience, growth of revenue and cost reduction [13].

On the contrary, the term ‘smart government’ refers to the implementation of a set of work-
ing or business processes as well as the supportive information technologies that allow information
and knowledge to flow seamlessly across various arms of the government as well as allow intuitive
programs that lead to the provision of quality citizen services [12].

To establish Smart Government, it is necessary that government organizations seek to know
the communication preferences for the citizens in order to achieve effective connections [12]. In
addition, IDC finds that the government must seek to know the service and information needs of
their citizens, citizen satisfaction with the government as well as citizen channel preferences [13].
There is a need for better connection between the government and the citizens for any government
to provide effective and seamless information to the citizens [13]. Further, ICD states that citizens
prefer to connect and interact with their governments through PCs and that many channels are pre-
ferred. In addition, the institution states that rapid smart mobile devices have significant impacts
on the citizen preferences [11].
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Unlike the eGovernment model above, the Smart Government has a “maturity model” that
focuses on three domains- citizen participation, collaboration and information transparency. The
citizen participation domain in government business seeks to ensure that agencies engage the public
to enhance decision making and the quality of decisions they make. They are required to disperse
knowledge and ensure that the public closely participates in government decisions. The second do-
main, information transparency in government, seeks to ensure that agencies utilize technologies
to provide access of information about their decisions and operations [11].

Finally, the collaboration domain seeks to ensure that agencies use innovative and effective
tools, methods as well as systems to cooperate with and engage the government at all the govern-
ment levels [4].

Consequently, it is evident that the Smart Government Maturity Model seeks to create a
government that is citizen directed, provides personalized information and provides 360° citi-
zen services [11]. To achieve a citizen directed government, it is important for the governments
to use dispersed technology solutions in data sharing, generation of ideas, use internet-based
applications to provide feedback, involve in public hearings and foster collaboration. In this
model, the public is allowed to participate in moderated chat sessions, where the government
initiates the subject matter. A Smart Government moves from broadcasting to its citizens with-
out discrimination, where it provides information based on the citizen needs [2]. A government
that provides 360° citizen services ensures that it achieves pervasive deployment of business
intelligence throughout the enterprise [2]. In addition, it seeks to ensure that business analytics
are involved in the process to achieve fact-based decision-making. It also strives to extend ac-
countability through provision of all decision makers with the right information and at the right
manner and time.

Further, a Smart Government seeks to adopt customer service best practices [4]. It strives
to improve the customer experience through adoption of customer service best practices as well as
coordinating such service channels as on-line, in person and mails that closely involves the pub-
lic [4]. To achieve this, the Smart Government must employ contact analytics and secret shoppers.
In addition, it must employ focus groups as well as user groups with the aim of testing new tools,
designs and website applications [2]. In addition, the focus groups and user groups help to deter-
mine the effectiveness of the changes and evaluate whether they are easy to understand and meet
the demands of the audience.

Based on the above analysis, it is evident that eGovernment and Smart Government are
closely related but relatively different concepts of government [2]. On its part, the concept of Smart
Government implies to the use of innovative technologies, policies and business models to address
environmental, social, service, and financial challenges facing the public sector. In addition, it
relies on information technology systems as well as communication networks. On its part, eGov-
ernment concept implies the use of digital tools and systems to provide effective, helpful and better
public services to the people as well as businesses [2]. It is clear that the concept of e-government
is different from Smart Government because it involves provision of services to and engages with
citizens by leveraging internet based technologies while Smart Government involves leveraging
data in decision making processes.

5. Application of eGovernment and Smart Government in the United States versus Applica-
tion of the same in Jordan
5. 1. E-Government and Smart Government in the United States

In the recent few years, governments across the world have increasingly shown interest and
efforts to run their service delivery operations based on technologies to reduce costs, improve trans-
parency and save time [14]. Nevertheless, not all regimes like the idea or have the capacity and will-
ingness to employ smart and digital approach to public service delivery. While some nations have
the capacity and willingness to employ the approach, others are hindered by limited funding and
resources while still others are run by people who do not like the idea for various reasons [14]. Con-
sequently, it is evident that the trends and patterns of adopting these approaches are different across
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different nations and regions in the modern world. The United Nations Public Administration Net-
work, an agency of the United Nations, has been conducting bi-annual surveys on the application of
digital technologies in the government sector [14]. Twice a year, the agency publishes the results and
compares and ranks countries of the world based on their e-Government Readiness based on two
indicators- state of government readiness and the extent of public or e-participation [14].

The United States is considered as the largest consumer of information and communica-
tion technology in the modern world [14]. Nevertheless, it is important to note that it does not
necessarily rank the first under the e-government Readiness published by the United Nations
Public Administration Network. Instead, the process of turning to e-government in the United
States started in 2002, especially when the E-Government Act (2002) was signed [15]. To comply
with this statute, several US departments have been making efforts to ensure that e-government
approach is adopted and applied [14]. In particular, the government has been enhancing a number
of websites and website features for its different departments and agencies to improve customer
service and enable citizen participation. In 2009, seven years after the E-Government Act 2002
was passed, the US presidency signed the Heads of Executive Departments and Agencies on
Transparency and Open Government, a memorandum that sought to improve the level of open-
ness in the government departments and agencies [14]. It called agencies and departments to
improve public trust while also improving transparency, collaboration as well as citizen partic-
ipation. The idea was to enable public websites to provide and distribute information regarding
the government activities and programs in various departments and agencies [12]. For instance,
recovery.gov and data.gov were developed to provide the citizens with more information and en-
sure that they participate in public decision making. In particular, Data.gov, which was launched
in 2009 after the memorandum was signed, seeks to make government information available to
the citizens. For instance, it allows people to build websites, applications and mashups using the
data therein [16].

The US Department of State provides a good example of the state departments and arms that
have been employing information technologies and applications to move towards e-government
and Smart Government models.

For instance, the department has a website that allows public participation and information
access. Recently, the department has embarked on strengthening the website by making the web
content mobile friendly. In this case, the department has implemented a mobile solution to connect
the websites for the more than 450 embassies and consulates across the globe under the name http://
www.usembassy.gov. Any person wishing to visit the website can do it through various mobile
technologies such as smart phones, feature phones and tablets. It also continues to allow PC users
to access the information therein, which means that both mobile and PC users can easily access
the information, regardless of their locations. Further, the department has deployed the Digitalgov
Search, a search system that allows users to find content on the various websites run by the depart-
ment. GSA has been involved in developing the search and federal agencies have free access to
such information, which allows agencies to work closely with each other. Moreover, the department
operates “My State Department”, which gives citizens the opportunity to tailor content to the cate-
gories of information of their interest.

Apart from the State Department, only used here as an example, all other federal departments
and agencies have taken similar or related steps to migrate to the e-government and smart government
models. In particular, it should be noted that the United States, besides the UK, Singapore, Australia
and Canada, has adopted and integrated digital technologies in all their departments.

For instance, among the nations using the “E-Gov 2G = ¢Transformation second-generation
model of ICT-enabled govt transformation into citizen-centric and integrated government”, the US
is among the leading in the world [14]. Here, it is noted that the nation has moved whole-of-govern-
ment perspective to digitalized system, where only three other nations, Singapore, UK, Australia
and Canada have achieved the same [14].

Overall, in the White House’s Office of Management and Budget, a new office called ‘Office
of E-Government & Information Technology’ has been created and assigned the important roles
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of transforming the federal government departments to the digital system. The office is headed by
the Federal Government Chief Information Officer (CIO). It seeks to develop and provide direc-
tions in adopting, installing and using internet-based technologies. The aim is to make it easy for
the businesses and people to interact with the government, enhance public participation and save
taxpayer money [14].

5. 2. E-Government and Smart Government in Jordan

Jordan, a developing nation in the Middle East region, was one of the first in the region to
adopt the digital technology for public service. The nation established an e-government program in
2002 and has so far been providing public services to the citizens through internet-based applica-
tions. Although Jordan is a developing nation with limited resources compared to the United States,
it has embarked on ensuring that citizens access government information online. In particular, it
is important to note that the country is employing smart government and e-government models in
its hope of achieving an all-government approach to digital migration. The government’s Vision,
as outlined by His Majesty the King of Jordan, is to ensure that the country becomes a major dis-
tributor of the economic and social development through provision of easy access to government
services and information, regardless of a citizens location, ICT ability, economic and education
background.

Noteworthy, the e-Government model in Jordan is based on multiple systems to ensure that
every citizen, regardless of his or her education, economic ground or ICT ability, is in a position to
access and understand government information. To achieve this, the government has embarked on
implementing computer ad web-based e-services, G2G, G2B, G2C, cloud computing and payment
gateway [14].

In 2015, the ministry of information and communication embarked on a mission to ob-
tain proposals from qualified local partners. It sought to achieve an edge Enterprise Service Bus
solution for government services [17]. This marked a major stride for the government towards
implementation of e-government services to its citizens. The government, through the ministry,
announced that it was embarking on a national e-government system that would provide citizens
with e-services. These services are based on four categories:

1. Vertical services (services provided through a single government entity).

2. Cross-government service (services with more than one government entity and that al-
lows recipients to submit the service at one entity and coordination is based on other entities).

3. Shared services (services developed centrally at a time to serve all other services.

4. Composite service (systems and applications as well as joint mechanism between the
various sectors of the economy and the government).

The government of Jordan has set specific aims and objectives it seeks to achieve by im-
plementing e-government-based service provision to the citizens. First, it seeks to increase the
effectiveness as well as efficiency of the e-government program in achieving delivery of intercon-
nected government services [16]. Second, it seeks to govern the reusability of web-services and
policies. Third, the government is ambitious to achieve one out-of-the-box solution from a single
ICT service provider and cover the main functionalities. Further, the government seeks to achieve
simplified configuration and maintenance of operational procedures to save on costs and efforts.
Finally, the Jordan government aims at migrating the existing we services configurations from ESB
to EDGE ESB for better citizen service provision [16].

The government finally embarked on achieving these objectives in 2015 when the Ministry
of Information and Communications Technology signed a Memorandum of Understanding with
Zain, an international communications corporation, to achieve e-transformations of government
transactions [18]. The idea is to improve interaction with the people, achieve transparency and im-
prove the speed and process of doing government transactions. The system was implemented in the
same years and since then, it has been allowing Jordanian citizens to access government data [17].
In addition, it is developed in such a manner that citizens are able to use simply the complex mobile
phone devices, computers and tablets to relate with the government [18]. With the new system, the
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government of Jordan seeks to transform all its services from the previous system to a new one
that will allow citizens to get services online and through any device that connects to the internet,
regardless of their economic and education backgrounds and locality [19].

6. Discussion of the research results

The results indicate that both the U.S and Jordan are consumers of e-government system,
but the former has a larger and more advanced e-government system. Because the US has been
using the system for almost 2 decades now and is developed locally, it has a better and more ef-
fective system. On the contrary, Jordan’s system is relatively new and is still being developed to
incorporate all government work and processes. Moreover, Jordan’s system is developed with the
aid from IBM and other organizations, which means that the government has to outsource technical
knowhow and other resources.

7. Conclusion

From the above research on the e-Government and Smart Government systems in the United
States and Jordan, several differences can be derived. First, it is clear that America, unlike Jordan,
has a longer history of using digital systems in public service provision because the systems have
been in use since 2002 and were enhanced again in 2009. Jordan, on the contrary, started migrating
the government services from the previous systems to an e-government platform in 2015, years
after the US did to. Second, it is clear that the United States is already moving from e-government
to Smart Government System. In the new model, every federal agency and department will be
connected to a “whole-government and collaborative governance” specifically supported by so-
phisticated digital systems.

On the other hand, Jordan’s new system is still an e-government establishment rather than
a Smart Government system, despite the fact that both systems have related objectives. Further, it
should be noted that the US’s Smart Government system allows integrative and complete interac-
tion between the government and the citizens. In particular, it also incorporates the use of the social
media and applications. It allows citizens to discuss government information, actions and activities.
On the contrary, Jordan’s system limits the use of social media as a method of relationship building
between the government and the citizens.
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