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Executive Summary

                     UNDP’s Democratic Governance portfolio is currently the corporate goal with the 
highest concentration of activities, and the one which also receives the largest amount of program 
expenditures.1 The United Nations Secretary General has reemphasized the fact that ‘good 
governance is perhaps the single most important factor in eradicating poverty and promoting 
development.’ 2

Governance can be defined as ‘the system of values, policies and institutions by which a society 
organizes collective decision-making and action related to political, economic and socio-cultural 
and environmental affairs through the interaction of the state, civil society and the private sector. 
Governance comprises the complex mechanisms processes and institutions through which 
citizens and groups articulate their interests, mediate their differences and exercise their legal 
rights and obligations.3’ Good Governance includes the promotion of consensus building within a
society, thus providing a voice for the poor and disadvantaged groups to contribute to policy 
building and implementation.

The e-Governance and Access to Information via ICT constitutes a sub-thematic practice within 
the Democratic Governance practice theme4. Its role is to provide policy and technical support 
towards the enhancement of service delivery of public service organizations, and more so to 
promote affordable networking solutions for governments, civil society and private sector groups 
to increase their engagement towards the Millennium Development Goals (MDGs)5. Specifically, 
it aims to strengthen its support to civil society groups and individuals with more communication 
and networking opportunities. The networking aspect of the e-Governance and Access to 
Information via ICT sub-practice theme also includes e-parliament initiatives, as well as e-voting 
and e-participation. This will be further discussed in the section on the e-Governance conceptual 
framework. 

With this goal, the e-Governance and Access to Information via ICT theme is increasingly 
entrenched in the universally recognized goals for human development established by the 
Universal Declaration of Human Rights. In 2000, the United Nations Millennium Development 
Declaration highlighted the crucial role of good governance in order to achieve human 
development. Indeed, the 189 Member states pledged to “strengthen the capacity….to implement 
the principles and practice of democracy, to work collectively for more inclusive political 
processes allowing genuine participation by all citizens (and) to ensure the right of the public to 
have access to information”6.

The report has as its purpose to identify several best practice examples, and furthermore to 
pinpoint the challenges and lessons learnt. It is divided into seven sections which will be stated as 
follows. The first section briefly discusses ICTs and the MDGs, and the second section outlines 
UNDP’s main entry points. Consequently, the third section presents the conceptual framework 
and current trends in e-Governance. The fourth section outlines the methodology used for the e-
Governance mapping activity. Hence, the proceeding section presents the findings of the 
                                                
1 UNDP’s Second Multi-Year Funding Framework for 2004-2007 
2 http://unpan1.un.org/intradoc/groups/public/documents/UN/UNPAN019936.pdf

3 http://www.undp.org/governance/docs/DLGUD%20-%20Pub%20-%20overview-decentralisation-worldwide-paper.pdf

4 In 2004, UNDP’s Information and Communications Technology (ICT) thematic practice was mainstreamed into both the 
Democratic Governance thematic practice and the Poverty Reduction thematic practice to create two sub-practices, such 
as the ‘e-Governance and Access to Information via ICT’ within the Democratic Governance practice, and ‘Making ICTD 
work for the Poor’ within the Poverty Group practice.
5 http://www.undp.org/governance/sl-egov.htm

6 United Nations General Assembly. Resolution A/RES/55/2 {Millennium Declaration}, September 18, 2000
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assessment by typology and by geographical location. The next section discusses, lessons learnt 
identified during the mapping activity, and lastly the conclusion is put forth. 
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I. Introduction

                   Information and Communication Technologies (ICTs) can have a positive impact on 
the advancement of good governance, and more so the Millennium Development Goals (MDGs).
The provision of access to information via ICT can assist the unemployed to network with 
potential employers. A farmer in a rural area can access information on agricultural prices and 
potentially overcome issues of asymmetric information in local markets.

ICT is cross-cutting, its usage impacts top down structures, such as with the establishment of e-
government applications. But, it can also empower bottom-up CSOs, for example a community-
driven network can mobilize commune residents to emphasize their say in planned development 
projects which affect their livelihood. ICTs can be applied to different thematic initiatives, such as 
for advocacy purposes, awareness campaigns, mobilizing resources, people, partnerships, ideas, 
and building networks for people with common goals. 

ICTs are thus increasingly being perceived as an enabler to achieve human and social 
development, what is called ICTs for Development, (ICTD). Although, many people still wrongly 
believe that, for example by setting up a network between ministries, goals like communication, 
knowledge sharing and efficiency will automatically be achieved. This is certainly not the case. 
Parallel activities need to be implemented instantaneously, such as ICT capacity building, 
knowledge sharing and networking awareness programs.

The National Institute for Smart Government (NISG) in Hyderabad, India which is supported by 
UNDP highlights their ‘smart’ vision which emphasizes e-government being not about computers,
but about citizens, and that government is not about translating processes, but is about
transforming them.7

According to the Multi Year Funding Framework, (MYFF) feedback from country offices has 
demonstrated the increased demands of national counterparts to have more support for ICT. It 
was stated in the MYFF that ‘given the enormous potential for such technologies to enhance 
transparency and efficiency in the public and private sector, connect people, transfer knowledge 
and skills that ICTD skills would be mainstreamed into the 5 MYFF goals. 

The service line description for e-Governance and Access to Information is put forth as follows: 

‘UNDP helps countries by facilitating access to information and enhancing citizens 
voices in decision-making. As democratic governance involves public debate and open 
decision-making, the organization of interest groups and the free exchange of ideas, 
opinions and information is essential.’ 

UNDP ultimately aims to support governments that are committed to building citizen-centric 
models where ‘the needs and expectations of the citizens are the pre-eminent design principle in 
all programs, solutions and initiatives.8’ 

Globalization is increasingly impacting on the nature and role of governments worldwide.
Increasingly, there is discussion of outsourcing public services, mainly from the US to developing 
countries. Governments are being pressured to replace control and command structures with 

                                                
7 National Institute for Smart Government - Hyderabad http://www.nisg.org/vision.htm (UNDP Project -
http://www.nisg.org/ictd.htm)

8 “The Connected Republic - Changing the Way We Govern” by Internet Business Solutions Group and Cisco Systems, 
Inc. 2004
http://www.cisco.com/web/about/ac79/docs/wp/The_Connected_Republic.pdf
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more fluid network systems which are less hierarchical, based on efficiency, customer satisfaction
and citizens’ inputs. Indeed, a study by Cisco systems and the Internet Business Solutions Group 
(IBSG) state that governments should evolve towards a new model or organization called a 
“Networked Virtual Organization”9 which would focus more on networking with key partners and 
making efficient use of resources for the public good. 

II. UNDP’s Entry Points 

                           UNDP grasps its strength on the close cooperation it bears with governments 
and its mandate to support national cross-sectoral strategies and policy frameworks towards 
poverty reduction programmes. UNDP’s main clients are governments, although it supports a 
multi-stakeholder approach through mobilizing key actors and organizing consultative meetings 
on key development-related issues. In fact, many e-governance and access to information via 
ICT projects are in tune with the MYFF which signals the importance of strengthening ‘citizen 
voices and their capacities for participatory and broad-based national development strategies.10’
                       
Besides, the e-Governance and Access to Information via ICT portfolio of activities within the 
Bureau for Development Policy (BDP), there are also regionalized UNDP e-Governance portfolios 
of activities. Several of these regional programmes include the Asia Pacific Development 
information Programme (APDIP), the Information and Communications Technology for 
Development in the Arab region (ICTDAR), the Internet Initiative for Africa (IIA) and the 
Sustainable Development Networking Programme (SDNP) which have carried out innovative 
projects.

Through the SDNP (1992-2000) for example, UNDP provided affordable access, connectivity and 
open source software to disadvantaged groups, in particular to civil society organizations. It 
deployed the first Internet nodes in more than 45 countries and provided capacity building to 
more than 25,000 organizations.11 The SDNP was initially established as a support mechanism 
for Agenda 21, financing projects (up until 1998) worth 16 million $. In Chad, for example, it acted 
as the country’s first Internet Service Provider (ISP). Several SDNPs also took on lobbying efforts 
on international issues, such as advocating for the government to adopt more liberal 
telecommunications regimes. 

Currently, there are about 15 active SDNPs and one inter-regional SDNP. In Guyana and Haiti, 
the SDN programme has established an NGO, whereas, in Honduras and Jamaica, it has 
become a telecentre, and in Lebanon the activity has been mainstreamed into a Ministry with 
Government funding.  

UNDP supports innovative networking projects, such as Brazil’s InterLegis Programme which 
aims to provide the public with law-related information, and more so with the opportunity to 
provide feedback on the elaboration of certain laws12. APDIP which is one of UNDP’s regional 
programmes has established an insightful citizen’s public feedback mechanism13. The People 

                                                
9 “The Connected Republic - Changing the Way We Govern” by Internet Business Solutions Group and Cisco Systems, 
Inc. 2004 http://www.cisco.com/web/about/ac79/wp/connectedrepublic/index.html

10 Second multi-year Funding Framework, (MYFF) 2004 – 2007 Description of service line 2.5 eGovernance and Access 
to Information (Page 33)
11 Annual Session June 2001, item 11 of the provisional agenda on ICT for Development “Role of UNDP in ICT”
12 UNDP Brazil’s project on Interlegis Virtual Community (1998 - 2004) 
http://www.pnud.org.br/projetos/governanca/visualiza.php?id07=196

13 Online Public Sector Technology & Management “Building a Public Feedback Mechanism (APDIP/UNDP project)
http://www.pstm.net/article/index.php?articleid=596
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First Network in the Solomon Islands has helped village farmers access the ‘pest network’ for free 
farming advice and has connected many people living in various rural communities14.

III. e-Governance - A Conceptual Framework & Current Trends

a. A Conceptual Framework

                   Since the onset of the digital age, there has been ensuing pressure on governments, 
particularly in developed countries to enhance their efficiency in public service delivery, and adopt 
more citizen-centric systems. There are numerous examples of innovative e-government 
mechanisms that are being established in countries, such as Singapore and Canada on ensuring
citizen satisfaction in service delivery.

This report has as its aim on the one hand to provide an overview of UNDP’s support to e-
governance-related programs and initiatives. On the other hand, it attempts to identify policy
issues where UNDP should enhance its focus, including networked governments & the future of 
public service delivery, and in particular, on the role of citizens in policy-making and 
accountability.

According to Matti Malkia and Reijo Savolainen, the transformation in governance derives from 
four interlinking factors which are as follows: ‘the changing role of knowledge, the changing forms 
of social organization and cooperation, globalization and the utilization of new ICTs.15’ The first 
factor entails that on the one hand, the demand for professionals with expertise on a specific area 
of knowledge, creating an elitist society where the most skilled and highly knowledgeable 
inevitably become the decision-makers. On the other hand, there has never been a more 
informed citizenry, active and wanting to participate in debate and decision-making processes. 
The dilemma is about how to not only empower the public to mobilize and engage in decision 
making, but also how to ensure that governments do not pose obstacles to this already growing 
movement. 

The second factor is primarily based on the development of organizations that are shifting from 
centralized and authoritarian entities to more decentralized, and more participatory organizations. 
Thus, there is a movement where any group of people who have a common goal can interact, 
mobilize, organize, advocate for and act through a virtual space or via social networks.

The third transforming factor explains the effects of globalization on the government’s national 
sovereignty as it is gradually being peeled away, along with its decision-making power. Lastly, 
civil society actors have achieved great credibility, and influence through being early adopters of 
ICTs. 

In developed countries, there is an abundant literature on the changing nature and role of the 
government vis-a-vis citizens and the private sector. A study conducted by Deloitte and the Ash 
Institute for Innovation states, “government agencies, bureaus, divisions, units, and offices are 
becoming less important as direct service providers, but more important as levers of public value 
inside the web of multi-organizational, multi-governmental, and multi-sectoral relationships that 
increasingly constitute modern governance.16” Thus, certain public services are being either 

                                                
14 Towards an Open Information Society, UNDP’s Global Meeting on ICTD in Ottawa, July 2003
http://ictd.undp.org/it4dev/gpm/proceedings.html

15 eTransformation in Government, Politics and Society: Conceptual Framework and Introduction  by Matti Malkia and 
Reijo Savolainen, Chapter I
16 “Government by Network – The New Public Management Imperative” by Deloitte and the Ash Institute for Democratic 
Governance and Innovation, Harvard University 
http://www.deloitte.com/dtt/cda/doc/content/DR_GovByNet_2004%283%29.pdf
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outsourced to developing countries, or are being handled by multiple organizations, including 
private sector and voluntary organizations. 

Cisco systems, Inc. in the “Connected Republic,” emphasizes the challenge that “traditional silo-
based solutions must give way to citizen focused services delivered through flexible and dynamic 
groupings of appropriate agencies, whether public, private, or voluntary: controlled or 
independent: local or central.”

The distinction between e-Governance and e-Government is evidently similar to the distinction 
between governance and government as we have seen. Government is defined as an 
‘institutional superstructure that society uses to translate politics into policies and legislation.17

Governance can be explained as a set of continuous processes that usually evolve slowly with 
use rather than change dramatically (as with a change of government).

e-Governance as well deals with how citizens can prove to be more of a participatory group in 
their contact with the government. E-Government helps to facilitate the government’s role in 
public service delivery through the use of ICT tools. As Cathia G. Riley states in her paper the 
“Changing Role of the Citizen in the e-Governance & e-Democracy Equation” the distinction 
between e-Governance and e-Government is as follows:

“e-Governance differs from e-Government: the latter constitutes the way public sector 
institutions use technology to apply public administration principles and conduct the 
business of government; it is government using new tools to enhance the delivery of 
existing services (Okot-Uma, 2000). E-Governance includes the vision, strategies,
planning, leadership and resources needed to carry this out, such as the ways that 
political and social power are organized and used. Included within the concept of e-
Governance is e-democracy, which deals with how the citizen interacts with 
government or influences the legislative or public sector process.18’

In Wisconsin, for example, 72% worth of W-2 workload is handled by private providers. In fact, in 
Milwaukee all of five of the W-2 agencies are private organizations - four nonprofits and one for-
profit firm where welfare recipients can move through the entire welfare system without 
encountering a single public employee.19”  The role of the government in terms of service delivery 
provider and policymaker will also change in terms of national versus supra-national and sub-
national level. Service delivery is more so being dealt with either below or above nation-state 
levels, primarily because the private sector operators are in the process of restructuring 
themselves at those very levels. In the Milwaukee example, it was easier for the government to 
network and mobilize community non-state actors, than national ones. 

Thus, policy making and service delivery functions may increasingly occur at local and/or supra-
national levels, whereas the government’s regulation function would continue to be dealt with at 
the national level. 

With the state becoming more of a ‘lever of public value within a web’ of networks and 
partnerships what happens to the development of policies aimed at improving the citizen’s well-

                                                                                                                                                
17 e-Government versus e-Governance: examining the differences in a changing public sector climate by Thomas B. Riley 
Commonwealth Centre for e-Governance 
http://www.rileyis.com/publications/research_papers/tracking03/IntlTrackRptMay03no4.pdf

18 The Changing Role of the Citizen in the e-Governance and e-Democracy Equation by Cathia G. Riley Commonwealth 
Centre for e-Governance pg. 1
19 “Government by Network – The New Public Management Imperative” by Deloitte and the Ash Institute for Democratic 
Governance and Innovation, Harvard University 
http://www.deloitte.com/dtt/cda/doc/content/DR_GovByNet_2004%283%29.pdf
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being? This is why it is of crucial importance to explore ways in which individuals themselves can 
have more of a voice in policy issues, and also on their implementation.

There has been in fact an explosion of various citizen consultation solutions, such as deliberative 
polling, in particular on the local level, such as electronic town meetings. Community-based 
deliberation and participation mechanisms such as virtual communities, cyber-associations, 
community networks and ICT within local governments are increasingly becoming important 
decision-making spaces20’. 

As W. Arthur Lewis states in his “Sponsored Growth: A Challenge to Democracy,” a democratic 
government is more likely to succeed in carrying its people towards accelerated growth if it 
abides…that villagers should have a sense of participation.” There is in fact the idea that the 
‘digital empowerment of society could become the cornerstone of development in the information 
age.21’ 

At the core of UNDP’s strategic framework is one central objective – to leverage support in a way 
that maximizes the public’s participation, particularly the poor, women and youth, in democratic 
and policy-making processes. In order to meet this objective, the following theoretical framework 
defining e-Governance has been formulated. 

The e-Governance model is based on four inter-related ‘layers’ as follows22:

o The first layer is AAcccceessss aanndd CCoonnnneeccttiivviittyy. The ability to participate into 
local/regional/global networks is essential for all citizens that wish to actively involve in 
broader democratic processes. Access also includes meaningful and effective use by 
clients as well as capacity development of users.

o The second layer is ee--GGoovveerrnnmmeenntt AApppplliiccaattiioonnss, which refers to the notion that by 
improving Government's functions to provide better services to citizens, civil society 
organizations, and the private sector in efficient, transparent, and effective manners is a 
critical goal. At the policy level this implies that the design and implementation of e-
government strategies must be link with both national poverty reduction strategies (or 
similar) and national ICT for development plans.

o The third layer is AAcccceessss ttoo IInnffoorrmmaattiioonn vviiaa IICCTT. The cost of producing, reproducing, 
and sharing of information is diminishing thanks to the advent of ICT. As information is a 
key for enabling informed decisions by citizens and organizations, this reduction of costs 
through ICT will produce greater cost-benefit returns.

o The fourth and last layer constitutes the NNeettwwoorrkkiinngg aanndd nneettwwoorrkkiinngg aapppplliiccaattiioonnss..
National and transnational networks have become one of the distinctive features of the 
information society. Networks that are bottom-up in structure and scope can actually 
trigger governments to become more accountable to its people. The networking 
applications are indeed the height of ICT for Development by allowing .informed users. to 
be mobilized to influence overall goal of democratic governance and poverty reduction. 
ICT has mobilized active members of the community to increase negotiating power 
towards the implementation of more bottom up, demand-driven local development 
projects. 

b. Current Trends in e-Governance

The debate on e-Governance essentially consists of those who believe that the new ICTs can
improve the participation of citizens within policy-making processes, and those that do not. 

                                                
20 Introduction to Democratic e-Governance by Ari-Veikko Anttroiko, Chapter II
21 Global Digital Divide to the Global Digital Opportunity. Proposals submitted to the G-8 Kyushu – Okinawa Summit 2000 
http://www.weforum.org/pdf/DigitalDivide/Official_G8_Statement.pdf

22 Conceptual Framework (by Raul Zambrano, ICTD/e-Governance Senior Policy Advisor, UNDP)
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One of the main reasons for this debate is that there is insufficient insight as to the impact e-
Governance projects have on their stakeholders, governments and civil society. How does one 
measure the impact an individual may have interacting with her government via e-forums and 
online public hearings, to name a few e-opportunities? Outcome can be measured in the sense 
that one can do a study on how many people are able to participate with their government by 
means of various ICT tools. The point is that one should not stop at measuring the outcome, but 
at the output, such as by measuring what becomes of the comment, for example that one posts 
online on a particular federal regulation. Or, what is the impact of NGOs coordinating 
development efforts via networks, and lastly how can one measure the impact of an individual 
accessing key information on a government website, and using it to advance his/her aims in the 
implementation of more demand-driven projects in line with local needs?  

In terms of the development of indexes, quite a few have been established, more so on e-
government issues. For this report, I shall not provide an overview of the many indicators 
currently existing, but will briefly introduce two as follows. The UN Department for Economic and 
Social Affairs (UNDESA), Division for Public Administration and Development Management, 
developed the e-government readiness index and the e-participation index.

The UN Department for Economic and Social Affairs, Division for Public Administration and 
Development Management’s e-government readiness index is based on five stages and is 
described here:

o The first stage is known as the ’emerging presence’ stage where the government 
presents limited and basic information. This consists normally of a website with links to 
various ministries with some archived information. 

o The second stage, ‘enhanced presence’ provides an increased amount of public policy 
and governance content, including archived information on policies, laws, regulations, 
and so forth. The user is able to search for a document, a site map and a help feature is 
also included. 

o The third stage of ‘interactive presence’ signifies the more advanced services which are 
provided, such as downloadable forms for tax reforms and license renewals. Users can 
make use of audio and video capability and the site is regularly updated for the user’s 
convenience. 

o The fourth stage consists of the ‘transitional presence’ where both parties, such as the 
citizen and government can interact. This stage includes services, such as applying for 
birth certificates, passports and includes C2G interactions on the particular services. The 
citizens are also able to pay for relevant services online, such as taxes, postal service 
fees. 

o The last stage is called ‘networked presence’ and represents the most advanced stage of 
the e-government process. It is based on an integrative approach to online services 
which includes G2G, G2C and C2G.

The e-participation index is based on the usefulness (or not) of participatory e-services, and how 
willing the governments are in engaging citizens to interact with them on public policy issues 
through ICT initiatives. 

The index is based on three main participatory e-services, such as e-information, e-consultation 
and e-decision-making as follows:

o E-Information: This describes the stage where websites offer information on policies, 
programs, budgets, laws, regulations, and other issues of public interest. There also 
exist tools for the dissemination of information, including web forums, email lists and chat 
rooms. 



12

o E-Consultation: This describes the stage where mechanisms are provided for people to 
discuss public policy topics online. One can also look into the archives to see video and 
audio of public hearings.

o E-Decision-making: The last stage provides feedback opportunities for citizens’ to input
their views on particular decision-making process.

The e-participation index is insightful, but as was mentioned earlier, more concrete indexes 
should be developed in assessing the output of e-Governance initiatives. 

In the public domain, mainly in industrialized countries, there has been a ‘gradual transition from 
centralized, hierarchical and territorially defined governments to e-Governance adaptive to 
networking, space of flows, virtual reality, knowledge-based practices, and global 
interdependencies.23‘ 

Canada’s e-government model, http://www.canada.gc.ca is one of the most advanced in the 
world. It holds information on government-related issues, such as the minutes of the Minister’s 
meetings to budget information. There is also a long range of e-services, including taxes, pension 
plan forms, information pertinent for people living in rural areas, application to health cards, 
applications for employment forms and social insurance number application. Users may also 
customize their homepage according to their preferences. 

Other examples of successful e-government models include Estonia’s e-government in Tallinn 
which has become well-known for its advanced digital information services. One of the unique 
features includes the “I decide today” service where citizens can offer their own proposals for 
legislation24. 

UNDP’s e-Governance projects are gradually paving the way towards strengthening government
efforts in taking on more automated functions and online procedures to enhance the effectiveness 
of public service delivery. UNDP’s innovative e-Governance projects, in particular regarding 
access to information through ICTs, include Nepal’s telecentres project which aims to provide key 
information to rural communities to enhance sustainable livelihood. It also coordinates the 
information delivery by establishing networks with relevant NGOs and Community-Based 
Organizations (CBOs) that support the collection and dissemination of local indigenous 
knowledge. In Afghanistan, UNDP is focusing on civil society networking and networking 
applications where people have been able to have their say towards future political parties via its 
civil society networks. 

IV. Methodology of e-Governance mapping 

The aims of the e-Governance mapping exercise were as follows:

o To capture how many e-Governance projects are currently being implemented;
o To assess the funding amounts in terms of UNDP contributions for each of the e-

Governance projects;
o To assess the e-Governance projects by geographical location;
o To assess the e-Governance projects based on typology (four sub components as 

follows: Access and Connectivity, Access to Information through ICT, e-Government 
applications and Networking and networking applications);

o To update the ICTD yellow pages on the whole, thus also including updates of staff 
information, pipeline projects, e-assessments, and so forth.

                                                
23 Introduction to Democratic e-governance, by Ari-Veikko Anttiroiko University of Tampere, Finland
http://portal.acm.org/citation.cfm?id=969832&dl=ACM&coll=portal
24 Estonia’s e-government model in Tallinn http://www.riik.ee/en
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The mapping had as its starting point the ICTD Yellow Pages that was compiled in 2003 (April till 
the end of June). The sources used for the mapping exercise were as follows:

o UNDP Country Office (CO) websites;
o UNDP Thematic Trust Fund database;
o SDNP project database
o Review of UNDP’s “Engagement in Access to Information/eGovernance projects leaflet”.
o EE & CIS Regional Centre Report on “How to Build Open Information Societies – A 

Collection of Best Practices and Know-How.”
o Towards an Open Information Society, UNDP’s Global Meeting on ICTD in Ottawa, July 

2003 - http://ictd.undp.org/it4dev/gpm/proceedings.html

The mapping exercise was completed with the help of two interns, Nilanjan Adhya and Jean-Paul 
Wachira. The second step consisted of sending follow up emails to the ICTD focal points in the 
country offices which requested the completion of a brief survey on their e-Governance project(s)
as follows:

o What (final) stage is the project at?
o What are several strengths/weaknesses and challenges you could mention about 

the project?
o What were the overall Lessons Learnt? 
o Other question(s) specific to the project

Unfortunately, the assessment was completed on the basis of limited information as not all the 
country offices provided updates to their projects. What made the mapping and assessment 
exercise more challenging is the fact that not many country office website are regularly updated. 

A special thanks for the country offices, such as Ecuador, Brazil, Burkina Faso, Honduras, 
Bulgaria, Rwanda and Ethiopia, to name several UNDP country offices who provided their time
and efforts. 

V. Assessment of UNDP’s e-Governance Projects 

a. A Global overview by typology

UNDP’s e-Governance projects were thus mapped on the basis of typology and by geographical 
region. UNDP currently has 195 e-Governance and Access to Information projects in 110 
countries. These projects include over 370 sub-projects with activities falling under one or more of 
the e-Governance-related sub–categories. In terms of how many current projects there are per 
sub-category, there are 15 projects concerned with access and connectivity, 67 for e-government 
applications, 71 for access to information via ICT, and 42 projects on networking and networking 
applications. Regarding the possible interventions or sub-components, the categories where most
projects fall into are e-government applications and access to information via ICT. 
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                               (Figure I) Global overview of projects by typology (2005)                                                              
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b. A Global overview of e-Governance projects by geographical location 

This assessment includes a brief overview of several case studies in each of the regions where 
UNDP is providing support to. In terms of e-Governance projects by region, Africa is the region 
where UNDP provides the most support with 65 projects, followed by Eastern Europe and the CIS 
(EE & CIS) with 45 projects, hence 38 projects in Asia, 29 in the Arab States and 18 in Latin 
America and the Caribbean (LAC). 
               
          (Figure II) Global overview of e-Governance projects by geographical location (2005)

                                          

                                                                              
c. Overview by region and typology

                         
! UNDP’s e-Governance Projects in Africa

UNDP’s e-Governance projects in Africa mainly fall into the access to information via ICT tools 
with 27 projects, followed by 20 e-government projects, then 10 networking and networking 
applications, lastly 8 for projects pertaining to access and connectivity (total of 65 projects). The 
figure below describes the number of e-Governance projects UNDP is currently supporting in 
Africa. The countries with the most significant number of e-Governance projects are Mauritania 
and Mozambique, followed by Benin and Senegal, and hence Burkina Faso, Ethiopia and 
Lesotho.  
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                                        (Figure III)  UNDP’s e-Governance Projects in Africa    
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Many of the e-Governance projects in Africa focus on the provision of access to information via 
ICT which includes enhancing users ICT capacity. Gambia was the first country, for example to 
benefit from the ‘Internet Initiative for Africa’ where the project enhanced internet connectivity for 
all sectors of society. Despite the challenges, such as saturated telephone network and weak 
electricity, the project had enormous potential to provide services to people, especially for those 
living in the rural areas. In fact, the project is currently establishing connectivity between two rural 
hospitals and the main referral hospital in the capital for the strengthening of communication and 
coordination of health issues. 

UNDP also supports governments in their initiatives to enhance the capacities of civil society 
organizations, so they may better advocate and promote locally-driven development projects and 
monitor the achievement of the MDGs. To name several examples, in Ethiopia, UNDP is 
assisting the Government to install Internet-based laboratories for 75% of the high schools (300 
schools). UNDP has been supporting this initiative by establishing connectivity in the schools, 
developing educational ICT capacity building for teachers and training the future ICT Trainers25. 

Burkina Faso’s National ICT Strategy, includes the amelioration of coordination amongst the 
many development actors via the establishment of a portal for civil society groups. The portal will
also enhance operational and management capacities of the CSOs, and will act as a platform for
CSOs.26. 

In Benin, UNDP is supporting the government in the establishment of a network for 
Parliamentarians for the New Partnership for Africa’s Development. The project was able to 
increase the effectiveness of parliaments in their legislative and oversight functions by sharing 
knowledge and comparative experiences. The e-parliament project also increased dialogue 
amongst African parliamentarians27and enhanced regional South-South cooperation.

                                                
25 UNDP’s Ethiopia Thematic Trust Fund project – Expansion of Internet Connectivity for Development 
http://www.sdnp.undp.org/perl/ttf/proposal.pl?do=view&id=304

26 UNDP’s ICTD Yellow Pages – ‘UNDP multi -sector programme for promotion of ICTD 2003-2005’ includes portal for 
CSOs http://www.sdnp.undp.org/perl/yp.pl

27 UNDP’s ICTD Yellow Pages – Benin’s e-parliament project http://www.sdnp.undp.org/perl/yp.pl
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In the Democratic Republic of Congo, UNDP is establishing a network that would act as a 
platform for civil society’s aim to promote a culture of transparency, accountability, and for the 
purpose of fighting corruption. The network will facilitate the CSOs in developing tools to evaluate 
the level of corruption within society and institutions, and also to carry out awareness raising 
campaigns and provide regular information to the public on the level of corruption in the country28.

Rwanda has taken up the initiative of implementing an e-Documentation centre
http://www.rwandainformation.org/about/about.asp that acts as a gateway to information on 
development issues. This e-Documentation Centre provides free and easy access to 
comprehensive and wide-ranging documents online for researchers, academics, decision-makers 
and also outside users. The range of topics is broad from documentation on Rwanda’s education 
sector policy paper to the National Human Rights Commission’s Annual Report. The virtual centre 
also posts updated news on national issues, and also provides a ‘suggestion’ function, so one 
can offer advice on how to improve the site29.

Lastly, in Botswana, UNDP is supporting a project to facilitate the dissemination of relevant 
government information in order to enhance the knowledge and information base of rural 
communities. The computer communications system will enable people in rural areas to access 
integrated e-mail and on-line information services. The linguistically relevant information will
reflect the needs of the specific rural communities in ways which will facilitate them to enhance 
their livelihood.30     

o UNDP’s e-Governance Projects in the Arab States

In the Arab States, UNDP is currently supporting 12 access to information via ICT projects, 
followed by 10 e-government projects, hence 5 networking and networking applications, and 
lastly 2 access and connectivity projects. (total of 29 projects). The countries with the most e-
Governance projects are Egypt, followed by Djibouti, Iran, Lebanon and Somalia.
                                    
                                  (Figure IV)  UNDP’s e-Governance Projects in the Arab States                                                    
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As the Arab Region Human Development Report on Building a Knowledge Society31 states in 
order to build human development, the Arab region will have to focus on three principles, 

                                                
28 UNDP’s DRC Thematic Trust Fund Project - Building civil society capacities to promote a culture of transparency and 
accountability, and to fight corruption
http://www.sdnp.undp.org/perl/ttf/proposal.pl?do=view&id=366

29 UNDP’s eDocumentation Centre in Rwanda http://www.rwandainformation.org/
30 UNDP’s Botswana Thematic Trust Fund Project - Information Access System for the Rural Communities
http://www.sdnp.undp.org/perl/ttf/proposal.pl?do=view&id=303
31 Arab Human Development Report 2003 – Building a Knowledge Society
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those being full respect for human rights, full empowerment of Arab women and active 
knowledge acquisition and its use in enhancing human capacity.   

In Jordan, UNDP is supporting several notable e-Governance projects, in particular Jordan’s 
Knowledge Stations (KSs) which adopted a specific aim, that of achieving a nation wide 
network where Jordanian communities could share knowledge and exchange expertise on 
issues of sustainable growth and human development for Jordan. The Knowledge Stations 
have classified their activities under two inter-linked categories: ICT capacity building and skill 
enhancement on the one hand, and community development and awareness services on the 
other. By 2003, 75 Knowledge Stations were established in less developed, information-poor 
areas that aimed to enhance the communities’ living standards using ICTs. Since the 
Knowledge Stations creation, 25,000 people have been trained (most of them women), and 
an additional 20, 000 people have used the walk in service. The ICTD skills which are offered 
at the centre include computer training for business development, and capacity development 
to obtain health care information, and to benefit from e-government services. 

In Lebanon, UNDP focused on supporting the Office of the Minister of State for Administrative 
Reform (OMSAR) in establishing a Technical Coordination Unit to implement an e-
government strategy by modernizing the public administrative processes through the use of 
technology32. The OMSAR website, http://www.omsar.gov.lb/english/ehome.asp is indeed 
quite impressive. Apart from the various sources of information it provides, such as minutes 
of Ministry workshops, database of development projects, it is also creating a new database 
for suppliers and consultants interested to participate in the projects.  

Algeria, with the support of UNDP, is developing in cooperation with national counterparts, 
portals for parliamentarians to enhance dialogue with their constituents. This project has also 
included a series of study groups and workshops so that parliamentarians can better 
understand how to enhance the interaction between them and the citizenry.    

o UNDP’s e-Governance Projects in the Asia

In Asia, UNDP is currently supporting 15 access to information through ICT projects, followed by 
13 e-government projects, hence 7 networking and networking applications, and lastly 3 access 
and connectivity projects. (total of 38 projects). The countries with the most important quantity of 
e-Governance projects are Pakistan, Bhutan, Fiji and Nepal.  

                            (Figure V)  UNDP’s e-Governance Projects in Asia & the Pacific                                                   
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http://www.miftah.org/Doc/Reports/Englishcomplete2003.pdf

32 Lebanon’s UNDP country office website – Lebanon’s e-Government project 
http://www.undp.org.lb/programme/governance/institutionbuilding/adminreform/egovernment/index.html
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Overall, Asia has made significant progress in terms of human development and economic 
progress. The Economist states, ‘the continuation of recent rapid rates of economic growth in 
India and China alone promises to free hundreds of millions more from poverty during the coming 
decade.33’ Despite this apparent optimism, Asia still bears half the world's people and two-thirds 
of the world's poor. Although the Asian region has successfully been able to harness and 
implement ICT for development projects, there is still a gaping digital divide between countries 
and within countries. 

UNDP attempts to address this digital divide in providing connectivity, capacity and commitment. 
An example of this is the success the Fiji’s People First rural networking project 
http://www.peoplefirst.net.sb/  had which was in fact recognized when it won the prestigious 
Stockholm Challenge competition in 2002, and again in 2004. The project is based on promoting 
rural development and peace-building by providing affordable and sustainable rural connectivity 
and promoting information exchange between stakeholders and communities across the Solomon 
Islands, in particular on sustainable livelihoods issues, gender and peace. In fact, a recent project 
which was developed was that of providing access to rural communities on legal advice via the 
People First Network (PFnet) in partnership with the Public Solicitor's Office and UNDP's 
Regional Rights Resource Team (RRRT)34. The People First Network also has a moderated 
public message board where people discuss issues regarding the justice system in the Solomon 
Islands, also national politics and local development issues35.  

In India, the National Institute for Smart Government’s (NISG) approach is based on three wise 
principles which are A) e-Government is not about the 'e,' but is about government, B) e-
Government is not about computers, but is about citizens, and C) e-Government is not about 
translating processes, but is about transforming them36. In particular, UNDP is supporting the 
NISG’s eGovGateway which is developing a virtual knowledge hub offering information-related 
services for citizens, the media, the private sector and governments.37

As part of the Philippines project towards creating an enabling environment for poverty reduction 
and governance, it has developed networks where civil society organizations composed can 
participate in e-forums and debates to promote good governance. 

Finally, in Bangladesh, UNDP supported the Election Commission in order to strengthen its role 
in promoting free and fair elections. The project, in particular was able to enhance the 
transparency within the election process via the computerization of voter lists. In fact, a voter roll 
for 75 million people in 83 Electoral Districts was digitized and put on CD-ROMS. This was 
actually the first time in the country where people could check their names on the voter roll before 
the election38. 

                                                
33 The Economist ‘Making Poverty History’ (Dec 16th 2004)  
http://www.economist.com/opinion/displayStory.cfm?story_id=3500269

34 UNDP’s People First Network in the Solomon Islands http://www.peoplefirst.net.sb/news/News.asp?IDnews=4630

35 UNDP’s People First Network in the Solomon Islands 
http://www.peoplefirst.net.sb/Message_Board/Outline_Forum.asp

36 UNDP’s National Institute for Smart Government in Hyderabad, India
http://www.nisg.org/vision.htm
37 UNDP’s support for the National Institute for Smart Government project in Hyderabad, India
http://www.nisg.org/egovgateway/

38 UNDP’s Bangladesh Project – ‘Strengthening the Election Commission’ http://www.un-
bd.org/undp/factsheets/Election.pdf
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o UNDP’s e-Governance Projects in Eastern Europe & CIS

Many governments in EE & CIS are paving their way towards enhancing their capacities in order 
to be able to fully appreciate the benefits of the information society. The EE & CIS currently has 
17 e-government projects, quickly followed by 15 networking and networking applications, hence
12 access to information through ICT projects, and lastly one project in access and connectivity
(total of 45 projects). The countries with the most numerous projects are in Albania, hence 
Bulgaria and Kyrgyzstan, and then Armenia, Kazakhstan, Lithuania, Moldova, Poland and 
Tajikstan.

                              (Figure VI)  UNDP’s e-Governance Projects in EE & CIS                                                    
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EE & CIS has made striking efforts to institutionalize the importance of ICTD as a means towards 
poverty reduction and good governance. The EU accession group, the Balkan group and the CIS 
have been advancing their embrace of the information society. With an obsolete infrastructure, 
leftover from the communist regime, the EE & CIS countries are still facing many challenges,
including the recent increase in the digital divide in several countries. 

With EE & CIS being the second most important region in terms of UNDP support, several case 
studies of projects are as follows. UNDP and the Soros Foundation brought the Internet to 
Albania in 1995 when they began operating a non-profit Internet Service Provider (ISP), offering 
free email services and limited internet access to Government institutions and Universities. 
Albania has indeed made tremendous efforts in achieving ICTD initiatives. It was noted in 2002, 
that all ISPs in the country were owned by Albanian companies which serviced more than 
100,000 users39. UNDP is now supporting an insightful initiative in Albania which aims to 
establish a network of Public Access Centers (PACs) in five pilot regions of Albania. These PACs
are used to support broader UNDP efforts to inform Albanians about the MDGs and to enhance 
their participation in local development policy processes in close cooperation with Albania’s Local 
Governance Programme40. Albania has been highly praised for being able to bring the MDGs to 
the people via awareness-raising through the establishment of public access centres. Benefits 
have included the promotion of ownership of the MDGs at the local level and greater links 
achieved between community priorities with the local government’s budget41. 

                                                
39 UNDP Best Practices and Know-How in ICT for Development – Bratislava Regional Centre (April 2004)
http://www.ecissurf.org/index.cfm?module=BookStore&page=Book&BookID=89

40 UNDP’s Albania project on ‘Ensuring Citizen Access to Public Information and E-services at the Regional Level’
http://www.ecissurf.org/index.cfm?module=database&page=project&ProjectID=411

41 e-Discussion on ‘The MDGs: Global Goals to support Local Solutions‘ Poverty Practice Group Network
http://groups.undp.org/read/attachment/102949/1/Localizing%20the%20MDGs%20in%20Albania.doc
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UNDP is currently supporting Bulgaria’s e-Government strategy which is rooted in the efforts to 
achieve the eEurope Awards for e-government 2003 and the MDGs. The e-Government plan
included the establishment of a Coordination Center for Information, Communication and 
Management Technologies (ICMT) which had as its role to improve the effectiveness of the state 
administration through a systematic and coordinated implementation of information, 
communication and management technologies and introduction of e-Government services42.
Progress in the field was recognized by the European Council in the 2003 Regular Report on 
Bulgaria’s progress towards accession. In particular, the report states that “Progress has been 
made with implementation of the e-Government Strategy. Around two-thirds of the state 
administration has been interconnected. The objective is to provide information about the work of 
the public administration to citizens and to facilitate compliance with legal duties.”(Section B. 
Criteria for Membership, Democracy and the rule of law, p.16) 43.

In Macedonia, UNDP is facilitating municipalities in their task to provide e-services to its citizens 
and local businesses.  

o UNDP’s e-Governance Projects in Latin America and the Caribbean 
                 
In Latin America and the Caribbean, UNDP is currently supporting 7 e-government projects and 5 
access to information through ICT projects, followed by 5 networking and networking applications, 
and lastly 1 access and connectivity project. (total of 18 projects). The countries with the most 
significant amount of e-Governance projects are Bolivia, followed by Honduras and Paraguay. 

            
                  (Figure VII)  UNDP’s e-Governance Projects in Latin America & the Caribbean 
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In Latin America, there are several countries that are making strides in developing ICT for 
development initiatives. In Cuba, UNDP has been supporting a network aiming to improve 
citizen’s access to legal services44. The project, ‘Informatización de servicios registrales y de 
información jurídica: Red Ciudadana de Guantánamo’, aims in particular to provide e-services at 
low cost, including the completion of birth and civil status certificates and property registrations. 

                                                
42 Bulgaria’s Action Reflection Note on Bulgaria’s e-Government Strategy  
http://www.ecissurf.org/database/actions/getFile.cfm?DocumentID=5547
43 Report to the Steering Committee on ’e-Government Strategy in Bulgaria’ Final version, January 2004
  http://www.sdnp.undp.org/it4dev/yp/

44 Cuba’s Thematic Trust Fund  project on , Informatización de servicios registrales y de información jurídica: Red 
Ciudadana de Guantánamo http://www.sdnp.undp.org/perl/ttf/proposal.pl?do=view&id=353
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In the year 2002, the Government of Bolivia presented "Agenda Digital Bolivia - the basis for the 
Bolivian Strategy to the Digital Era", which generated an ICT directive allowing the insertion of the 
population to “Information Society”45. It is in this context that the insightful initiative on the 
development of a ‘Digital Congress’ evolved. This project in fact aims to develop a portal of 
services with a database on issues pertaining to Bolivian Law for congressmen and citizens. The 
Bolivian government is strongly supporting this initiative, it was noted that ICT training had a high 
impact on the congress staff. Bolivia has also advanced in e-Governance initiatives with the 
development of anti-corruption networks that aims to enhance the knowledge, capacity and 
alliances between public actors and civil society actors. The network’s challenge is to raise 
awareness amongst the population on corruption issues and ameliorate the reliability and 
accountability of government institutions in the country46. 

Ecuador has been making efforts to improve access to justice and human rights in the country. 
With UNDP, the Ombudsman Office staff was able to enhance ICT capacity and benefited from
the development of a database for the processing of complaints, along with a 
www.defensordelpueblo.org.ec website which provides the Ombudsman Office’s staff the 
opportunity to file cases on-line. It also provides the opportunity for one to participate in forums on 
human rights issues. 

Brazil has made abundant progress towards the process of democratization. Civil society is quite 
strong and does not hesitate to demand a representative parliament. The aim of Brazil’s Interlegis 
project is to strengthen the Legislative Power institutions having a weak level of integration with 
federal, state and municipal institutions. Through the virtual community of legislative power,
www.InterLegis.gov.br the communication among all the senators, federal deputies, state 
deputies and councilmen of the country and of these actors with the society has increased. The 
Intelegis virtual community provides portal sections which are driven to political participation, 
where one can reach participative legislative commissions in action. 

VI. Lessons Learned

The second phase of the mapping exercise consisted of carrying out brief surveys to UNDP 
country office staff with the aim of identifying the strengths, weaknesses and lessons learned of 
the projects at hand. In terms of the strengths, several country office staff mentioned the strong 
political will of the Government to implement the project. Also mentioned was the provision of 
financial resources, along with the availability of trained national staff in ICT. Country offices also 
stated the fact that awareness regarding the benefits of ICT for development projects, in 
particular of e-Governance projects was present from the start. It was noted as well by several 
country offices that the projects promoted rationalisation of costs and the use of sustainable 
options in ICT issues, in particular through the use of Open Source programmes.

Regarding areas of weakness, several country office staff mentioned the tight timeframes of the 
project as not being sufficient enough to concretely develop a culture of ICT within the 
environment, where people use ICT tools in their daily work to enhance service delivery and 
interact with their constituents. At times, what brought delays and obstacles were political 
interferences from the national counterparts which made it difficult to implement the project in a 
smooth manner. Another weakness mentioned by one CO staff was at times the lack of 
motivation and enthusiasm of managers working on UNDP projects, and paid by host agencies. 
One of the main challenges mentioned was the question of sustainability, such as how to develop 
a sustainable plan that will benefit from the IT investments made during the projects.             

                                                
45 UNDP ICTD Yellow Pages - Bolivia’s National ICT Strategy for Development http://www.sdnp.undp.org/perl/yp.pl
46 UNDP’s Bolivia project on ‘Bases para la construcción de Redes ciudadanas anticorrupción’   
http://www.pnud.bo/webportal/Default.aspx?tabid=25&proyecto=bol/03/m01
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On lessons learned, several country office staff expressed the concern that at times the projects 
were too dense, and the timeframes too short. As a UNDP country office staff commented that 
often it takes a long time to create a community around a theme or a cause, and furthermore to
consolidate the community as a sustainable, live and motivated institution. Other lessons learned 
included the importance of UNDP formulating projects in a joint manner with the counterparts in 
order to achieve ownership, cooperation and trust. Also mentioned was the fact that UNDP 
should select jointly with the counterpart, high level national project staff in order to ensure high 
level support and participation. Another lesson learned was the issue of being prudent during the 
implementation phase in order to assure the project’s full achievement. Several country offices 
stated that it was due to the project’s tangible results at the beginning that provided a basis for 
gaining institutional support and collaboration from the staff. The development of a 
complementary management body to facilitate the smooth implementation of the project was also 
an input from a country office staff. Also, several country offices mentioned the importance of 
improving already existing initiatives in the country, as opposed to implementing new projects 
which may prove to be duplications. A further lesson learned was the importance of ICTD 
awareness-raising within the community and gaining their participation on all stages of the 
project, and in all levels of the particular activities. Country office staff working on ICTD 
community access centers mentioned the importance of promoting the centre at the community 
level as a centre which would reflect their needs and services.   

VII. Conclusion

UNDP’s main challenge ahead is putting these lessons learned into practice. More so, further 
lessons learned were highlighted in a UNDP/ICTD e-discussion which was launched in response 
to several findings in a World Bank official release. Robert Schware, a World Bank Official stated
that ‘about 85 per cent of all such projects in developing countries have failed in some respect.’ 
Numerous UNDP/ICTD network members provided key suggestions including the following. 
Often, e-Governance projects are stand alone, meaning they are not mainstreamed into national 
poverty reduction strategies, thus end up having less of an impact. It was also mentioned that 
when implementing e-Governance projects one should involve those with multi-disciplinary 
backgrounds, such as anthropology, sociology and economics, so as to give the project more 
value and more of a human development focus. Other factors mentioned were the importance of 
planning, maintaining realistic goals from the start and engaging stakeholders, so they may have 
a say in how they want to be governed. Finally, there is the ensuing challenge of providing access 
and connectivity to those who until now are excluded from the debate. This is a crucial factor for 
ICTD.

Finally, what is also essential is the development of indicators in order to measure the impact of 
the virtual channels of communication, and interaction and to see the tangible results for the 
citizens. While UNDP has witnessed success stories in the development ICTD initiatives, there is 
still the challenge of widening that scope, and focusing more on non-state actors, whether that 
means citizens, local NGOs, community organizations, and/or businesses. 
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