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Abstract

This study aims to identify and analyse the key drivers and barriers associated with the
implementation of e-government initiatives in developing countries, focusing specifically on
Libya. A comprehensive theoretical framework for the research was built by employing a
combined model of the Technology-Organization-Environment (TOE) framework and the
Unified Theory of Acceptance and Use of Technology (UTAUT). A mixed-methods research
approach was adopted to investigate these complexities. The methodology consists of
conducting semi-structured interviews with 23 key informants, including government officials,
public sector employees, the private sector, and ICT experts, and administering closed-ended
surveys to a broader audience of 419 respondents. The interviews are guided by a set of
carefully designed questions to elicit in-depth insights, while the surveys are structured to gauge
the perceptions and attitudes towards e-government initiatives quantitatively. Quantitative data
are analysed using descriptive and inferential statistics, including regression and correlation
analyses, to determine relationships and patterns. Qualitative data from the interviews were
subjected to thematic analysis to uncover underlying themes and narratives. Preliminary
findings suggest that the implementation of e-government initiatives in Libya's public sector is
influenced by several factors, such as technological, organisational, and environmental factors,
along with performance expectancy, effort expectancy, social influence, and facilitating
conditions impacting user acceptance and use of technology. The study highlights the need for
a holistic, centralised approach addressing the strategic and planning aspects. It emphasises the
need for a public sector reform to address the institutional and structural issues to successfully
implement e-government initiatives in Libya. Finally, this research provides specific
recommendations to address the identified barriers to e-government initiatives in Libya and
offers insights that may be applicable to other countries with similar contexts.

Keywords Drivers and Barriers, Digital Transformation, e-Government, Public Sector,
Developing Countries, Libya, TOE Framework, UTAUT.
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1 Introduction

Digital transformation is causing a new world order to emerge due to the rising prevalence
of digital technologies (Lanzolla Gianvito and Anderson Jamie 2010), around 60 per cent
of the global population has a proper internet connection (World Bank 2023) , and 65 per
cent of the same population owns a smartphone (‘GSMA Mobile Economy’ 2020); these
figures represent in a way the transformation of people behaviours toward technology,
where technology and society are co-dependent on each other (Surry and Baker 2016).
With the rapid development in technology and its use, several terminologies evolved,
covering different usages of the technology and its impact on their context. However,
digital transformation is considered the last version of the use of technology and its impact
on organisations, which is defined by Mergel et al. (2019) — based on 40 expert interviews
on digital transformation and public service in 12 different countries — as:

“A holistic effort to revise core processes and services of government
beyond the traditional digitisation efforts. It evolves along a
continuum of transition from analogue to digital to a full stack review
of policies, current processes, and user needs and results in a
complete revision of the existing and the creation of new digital
services. The outcome of digital transformation efforts focuses, among
others, on the satisfaction of user needs, new forms of service
delivery, and the expansion of the user base.”

Moreover, before entering the digital transformation era and the rise of this phrase,
entities were focusing more on both digitisation and digitalisation, where both are defined
respectively as the conversation from analogue into a machine-readable format and digital
form (Brynjolfsson and McAfee; Hess et al. 2016), where digitalisation goes beyond mere
digitisation, as it leverages technology to transform business processes, organisational
culture, customer interactions, and provide value to organisations (Legner et al. 2017);
both are often used interchangeably and when it comes to practicality, those terms are
often used synonymously with little attempts to distinguish their meanings (Mergel et al.
2019).

Furthermore, the rise of the use of theology in several aspects of life led governments to
investigate utilising it to enhance their service delivery and increase achieve public value
alongside other drivers (Anna Xiong 2006); however, this utilisation confronted several
barriers and obstacles to achieving their goals and implement projects related to electronic
government (e-government) under any of the aforementioned, evolved phases of digital
transformation.

Additionally, the emergence and adaptation of the implementation of e-government
initiatives vary from country to country (EGDI 2023) based on several reasons and



multiple factors, such as the governmental structure and economic situation of the
government, alongside several macro and micro factors (Samuel et al. 2020). This
variation from country to country creates the need to study both the drivers and barriers
to e-government implementation, taking into consideration the similarity of contextual
factors between the countries and their unique positions, where this research focuses on
investigating those drivers and barriers in the ‘developing world’ by taking the State of
Libya as a case study, due to its unique settings as a developed country with a
considerably high GDP, a large country with a low population in a post-conflict status.

1.1 Background of E-Government in The Current Era

After the growth of information and communication technologies used in several aspects
of life, many governments around the globe have investigated the use of information and
communication technologies and how they can utilise these to enhance their public
service delivery (Ramli 2017), leading to the increase of services and projects that refer
to what is now preserved as e-government.

Electronic government, or e-government, refers to the use of information and
communication technologies (ICTs) in government institutions to enhance the delivery
of public service, improve transparency, and promote citizen engagement (Heeks and
Bailur 2007). Nevertheless, within the literature, many definitions are used to describe
the phenomena of e-government; however, all are headed towards serving the same
purpose, which is the usage of information and communication technologies to serve
citizens better; although technologiesmay differ from country to country, all contain the
similar fundamental essence of e-government by maintaining a citizen-centric approach
(Shareef et al. 2011). Therefore, the value of focusing on the citizens raises the most
critical question regarding the willingness of citizens to adopt and accept these
technologies. (Shareef et al. 2011).

In the current era, e-government plays a critical role in modernising public
administrations and streamlining bureaucratic processes, ultimately contributing to
economic development, social inclusion, and overall government efficiency (Shareef et
al. 2011). Advancements in technology, such as the widespread adoption of the internet,
mobile devices, and cloud computing, have enabled governments to innovate their service
delivery models and provide public services through digital channels (Schuppan 2009).
E-government initiatives encompass various domains, including e-services (online
services), e-participation (citizen engagement), e-procurement (government



procurement), and e-administration (internal government processes) (Gil-Garcia et al.
2014).

According to Layne, K. & Lee, J. (2001), e-government applications and public e-services
may be classified as the complexity on the technological and organisational level in the
coordination of the level of integration at the system level, reflecting the level of
interaction with the citizens and within the government, and between the used
technologies.

Based on the E-Government Survey 2022 marks several trends in e-government
development globally, where many countries transitioned their ranking to a higher
position in comparison with 2020 due to the emerging Covid-19 response (EGDI 2023).

1.2 Background of E-Government in Developing Countries

E-Government has become a worldwide phenomenon. Developing countries have
recognized the potential of e-government in addressing socio-economic challenges and
enhancing public service delivery (Dardha and Ndou 2004), leading them to initiate e-
government strategies and initiatives in coordination and support from bilateral
organizations. These organizations stress the relevance of information and
communication technologies in general, and e-government in particular, as a tool to
promote development (Schuppan 2009).

However, e-government initiatives in ‘developing countries’ often face numerous
obstacles, such as inadequate infrastructure, low ICT literacy, limited financial resources,
and lack of political commitment (Bwalya and Healy 2010; Heeks 2002). E-government
concepts were built on institutional concepts of industrialised countries and to contribute
to solving administrative problems that allies with the public administration systems in
those countries, hence,the implementation of e-government concepts in developing
countries needs appropriation to suit the local context of those countries (Schuppan 2009).

Despite these challenges, some developing countries have successfully implemented e-
government initiatives, resulting in increased transparency, reduced corruption, and
improved citizen satisfaction (Asgarkhani 2005; Kumar and Best 2006). These successes
serve as valuable examples for other developing nations as they seek to leverage
information and communication technologies to enhance governance and public service
delivery.



1.3 Libya as a Case Study

Libya, a developing country in North Africa, has experienced significant political, social,
and economic upheaval in recent years following the 2011 uprising and subsequent
instability (Pack 2022). Besides the instability, Libya is considered to be one of the
highest nominal per capita GDP in Africa (World Bank 2022), with a small population
with high literacy rates (‘Literacy - The World Factbook’ 2023) and a considerably high
mobile penetration rate (GSMA 2022), combined with the relatively high number of civil
officials in the public sector makes Libya in need of public sector reform (Ates & El
Feitori, 2021).

As the country moves towards rebuilding its governance structure and public sector, e-
government initiatives present a valuable opportunity to modernise public administration
and improve public service delivery (Shareef et al. 2011) due to the benefits and impacts
that would result from proper implementation of e-government initiatives with the Libyan
public sector.

However, with all governmental investment and spending in the public sector compared
to other governmental expenditures (HDX 2023), including their government’s
digitalisation initiatives, Libya scores a low ranking in the Government Effectiveness
index (World Bank 2022). It is considered one of the most corrupt countries globally (CPI
2023) and has a consistent decrease in its ranking on the e-Government Development
Index (EGDI 2023).

All these figures reflect a problem within the public sector in Libya that affected its digital
transformation journey, which makes studying Libya’s public sector digital
transformation and looking into the drivers and barriers a crucial matter, as it offers
insights into the unique challenges and opportunities that emerging e-government
initiatives face in a post-conflict context. The findings from this research can provide
valuable lessons for other developing countries undergoing similar political and social
transformations.

1.4 Aims and Objectives

This research aims to identify and analyse the drivers, barriers, and challenges associated
with e-government implementation in developing countries, using Libya as a case study.
Where it will help in building a robust understanding of the current status of the State of
Libya’s digital transformation and e-government initiatives and strategies, their drivers,
and the barriers they face in their journey, in reflection of the moderate decline of the



country’s ranking in the e-Government Development Index in the recent years (EGDI
2023). The findings of this research aim to help in shaping critical interventions needed
by the stakeholders in the country to overcome the barriers and foster their drivers for
successful implementation of the e-government and prepare for their digital
transformation strategy.

The specific objectives are as follows:
- To explore the current state of e-government in Libya and its critical factors.
- To identify the main drivers of e-government adoption in the Libyan context.

- To analyse the barriers and challenges the Libyan government faces in
implementing e-government initiatives.

- To provide recommendations to overcome the identified barriers and challenges.

1.5 Research Questions

Based on the previous justifications and due to the lack of research and the need for a
better understanding of the digital transformation of the public sector in the state of Libya,
the following research questions have been formulated:

The main research questions:
- What are the key drivers for e-government implementation in Libya?

- What are the key barriers and challenges to e-government implementation in
Libya?

The sub-research question:

- How can these barriers and challenges be addressed to facilitate the successful
implementation of e-government initiatives in Libya?

1.6 Scope and Limitations

The scope of this research is limited to e-government initiatives within the Libyan public
sector. Although e-government concepts can be applied to various industries, such as



healthcare and education, this study focuses exclusively on public administration.
Furthermore, the research is delimited to the drivers, barriers, and challenges of e-
government implementation rather than assessing the impact of e-government initiatives
on the Libyan society or economy.

The primary limitations of this study stem from potential difficulties in accessing relevant
data and research participants due to the ongoing political instability and the government
divide in Libya. Additionally, the transferability of findings to other developing countries
may be limited by Libya's unique political, social, and economic context.

1.7 Methodology

The research adopts a mixed approach using a case study methodology, where the output
of both qualitative and quantitative approaches will help in providing a more
comprehensive analysis in investigating the drivers, barriers, and challenges of e-
government implementation in Libya. For the qualitative approach, the data collection
methods include semi-structured interviews with key stakeholders including government
officials, public sector employees and IT experts; a review of relevant policy documents
and reports; and observation of e-government initiatives in Libya.

For the quantitative approach, a survey is used to gather data from a larger population
sample; this population includes public sector employees and citizens to provide a broader
perspective on the drivers, barriers, and challenges of e-government implementation in
Libya. Data analysis will employ an inductive thematic analysis approach to identify
emerging patterns and themes related to the drivers, barriers, and challenges of e-
government implementation in Libya, alongside using statistical analysis to analyse the
survey data and identify relationships between variables. The findings will be compared
and contrasted with existing literature to validate or extend current knowledge.

1.8 Research Organisation

The organisation of this research provides a structured approach to investigating the
drivers, barriers, and challenges of e-government implementation in developing
countries, specifically focusing on Libya as a case study. This section outlines the
research layout, detailing each chapter's content and the research's logical progression.
By presenting the organisation of the thesis, readers will understand the overall research



design and the flow of the argument from the literature review and conceptual framework
to the findings, discussion, and conclusion.

The research is organised as follows:

Chapter 1: Introduction — Provides an overview of the research background, the rationale
for selecting Libya as a case study, the research aims and objectives, research questions,
scope and limitations, methodology, and thesis organisation.

Chapter 2: Literature Review — Reviews the relevant literature on e-government
concepts, digital transformation in the public sector, drivers and barriers of e-government
adoption, and e-government initiatives in developing countries and Libya.

Chapter 3: Theoretical Framework — Introduces the proposed framework for analysing
drivers and barriers of e-government implementation in developing countries, adapted to
the Libyan context.

Chapter 4: Methodology — Describes the research philosophy, approach, design, data
collection methods, sampling strategy, data analysis, and ethical considerations.

Chapter 5: Case Study — Introduces the State of Libya by providing a brief background
on the country, its political history and government structure, and insights on the public
sector; this chapter also covers the historical background of the e-government initiatives

and emphasize the country’s literacy, infrastructure, and telecommunication status.

Chapter 6: Findings — Presents the collected data and its analysis, focusing on drivers,
barriers, and challenges in the Libyan context.

Chapter 7: Discussion and Recommendations — Based on the findings, this chapter
presents practical recommendations for policy and decision-makers in Libya to address
the identified barriers and challenges.

Chapter 8: Conclusion — Summarises the study, highlights contributions to knowledge,
acknowledges limitations, and recommends future research directions.

In conclusion, this research aims to provide a comprehensive understanding of the drivers,
barriers, and challenges faced by the government in Libya in their e-government
initiatives implementation journey. By studying the unique context of Libya, the findings
can offer valuable insights and recommendations for other developing countries as they
strive to leverage e-government as a tool for enhancing public service delivery,
governance, and overall development.



2 Literature Review

2.1 E-Government Definitions and Concepts

Administrative facilities apply the tools of technological advancement, which are
believed to enhance the efficiency of providing public service. According to Musa et al.
(2019), E-government involves applying online platforms to deliver government services
to the public. E-government facilitates providing services such as passport applications,
renewal, and applications for birth certificates. The World Bank (2015) defines e-
government as the adoption of information technologies, to enhance the nature of
associations between public administrative bodies, and the citizens. Digital tools aid in
improving the interactions between the government and the people by empowering the
citizens’ ability to access information (World Bank 2015).

Additionally, using e-government platforms enhances management efficiency, improves
transparency and finance generation, and eliminates costs associated with the manual
provision of services to the citizens. Malodia et al. similarly define e-government as the
application of information and communication technology in providing government
services and explain that e-government allows the authorities to serve the public and other
stakeholders with improved quality and efficacy services (Malodia et al. 2021). Forti also
states the adoption of ICT in administering public service and its role in boosting
communication with the citizens. The information in the cited articles forms a foundation
for the efficiency levels attained using digital platforms in conducting government
activities (Forti 2019). However, the reports do not identify the impact of the adoption of
e-government on the levels of satisfaction of citizens with public service.

According to Mohamed Abdulmajid (2017), e-government is a developed tool for
modernising managerial systems and encourages citizens' involvement in government
and political issues (Mohamed Abdulmajid 2017). However, Mohamed Abdulmajid
clarifies that the extent of the application of ICT in the provision of government service
depends on the economic development levels of a country and indicates that the available
information on the viability of applying e-government strategies is inadequate. Mohamed
Abdulmajid explains that some of the critical application of e-government platforms is to
address citizens' complaints and for public participation in formulating policies
(Mohamed Abdulmajid 2017). Abied (2017) also notes that the nature of the provision of
government services has changed over the last three decades in most parts of the world
because of the use of ICT for interaction between the government and the people,
information extraction, and executing transactions (Abied 2017). However, political
interests affect the implementation of e-government systems, which may be the reason



for the relatively slow adoption of robust ICT in government operations. Alsaeh similarly
notes challenges in implementing e-government systems but clarifies that public interest
and the demand for reformations in providing government services may facilitate the
adoption of e-government systems (Alsaeh 2020). Moreover, technological developments
in other sectors of the economy and the resultant adoption of electronic styles of providing
services may push for the modernisation of public services. However, the cited reports
lack information on policies for developing ICT as a government tool in different
economies.

2.2 Digital Transformation in The Public Sector

Digital transformation has been one of the critical changes in the public sector that has
positively affected the service delivery for citizens and improved administration. Mergel
et al. (2019) noted that the purpose of digital transformation in the public sector is based
on the need to deliver high-value and real-time digital services (Mergel et al. 2019). Its
purpose involves new ways to use technology to work with stakeholders, build a new
framework for offering services and create new relationships. Ruud (2017) outlined that
digital technology is essential in enhancing productivity, increasing production,
improving processes, and focusing on innovation (Ruud 2017). Digitisation in the public
sector aims to change how the public sector is organised, produces, and delivers services.
The purpose of digital transformation in the public sector is to enhance service delivery
and administrative services to ensure that citizens get suitable and appropriate services
effectively and efficiently.

Digital transformation in the public sector only makes sense if it serves the citizens'
interests and puts the critical mechanisms for improving administration and service
delivery in place. Mergel et al. (2018) introduced the concept of citizen-oriented digital
transformation, whose purpose is to ensure that citizens and frontline workers have a say
in the entire process of digitisation and service delivery (Mergel et al. 2018). The concept
of human-centred digitisation and digital transformation of the public sector is essential
in creating appropriate systems that incorporate citizens’ needs in governance and public
services. The operations of digital technologies ought to ensure citizen-centricity by
ensuring that the citizens' perspectives through technology in providing seamless services
(Spacek et al. 2020). Enhancing usability and considering the demographics of the
citizens is paramount in achieving the goal and creating an effective system that appeals
to and serves the citizens.
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Notably, the concept of knowledge management in digitising the public sector is critical
and paramount in enhancing service growth and citizen engagement. Alvarenga et al.
outline the importance of knowledge management in the public sector to create awareness
and improve competency (Alvarenga Ana et al. 2020). Notably, it acknowledges that
knowledge management is more difficult in the public sector than in the private sector
due to the diversity. Digital transformation needs to strengthen the concept of knowledge
management by utilising available data to improve the effectiveness of service delivery.
Al Yami & Ajmal (2019) outline that the public sector requires knowledge management
to enhance accountability for the actions of public officers and civil servants and reduce
the traditional bureaucracies that have hampered access to services and the manageability
of public institutions (Al Yami and Ajmal 2019). Digital transformation in enhancing
knowledge management is purposed to enhance operational efficiency in all public
services and improve development transparency, trust, reliability, and sustainability.

The institutionalisation of technologies is the most efficient way of enhancing digital
transformations in the public sector. Manda utilised the information theory in explaining
the adoption of digital technology for improving the e-government by believing that the
organisation is influenced by both the internal and external social and cultural contexts
where they operate (Manda 2021). Critical issues involving the handling of schemas,
rules, norms, practices, routines, and power structures have to be incorporated in rolling
out digital transformations. Di Giulio and Vecchi (2023) analysed the case of Italy to
determine how digital transformation and institutionalisation of digitisation help
restructure the governance and public service (Di Giulio and Vecchi 2023). It outlines the
importance of policies on technological innovations in the public sector to govern
digitisation and the incorporation of new technologies. The approach enhances the
absorption of the technology in the system (Simmonds et al. 2021). This perspective
shows that the institutionalisation of digital transformation is key to promoting policies,
innovations, and digital technology implementations to serve the public's interest.

Various technologies have been used to enhance digitisation in the public sector to
enhance data collection and information technology. Criado and Vilodre noted that
incorporating social media in public-sector communication is paramount in enhancing
public-sector communication (Criado and Villodre 2022). Virtual communication is
critical in improving communication and public relations management. Tapscott and
Tapscott (2016) outlined the purpose of using blockchain in transforming the public
sector by strengthening proper ledger management in the services offered in the public
sector (Tapscott and Tapscott 2016). Besides, Al-Ruithe et al. (2018) outline the role of
cloud computing in enhancing service delivery and operations (Al-Ruithe et al. 2018).
Cloud computing enhances collaboration and facilitates remote operations and
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partnerships on tasks. These technologies are meant to revolutionise the public sector by
ensuring efficiency and accountability in public sector operations. The perspectives
outline the technologies without underscoring their importance and shortcomings in

public sector operations, service delivery, and citizens’ engagement.

Notably, there are challenges with digital transformation and adoption. First, Al-Ruithe
etal. (2018) note embracing digital technology in the public sector (Al-Ruithe et al. 2018).
The problem of politics and interest among the decision-makers influences a
government’s ability to promote the implementation of digital transformations. The
process involves different stakeholders whose views have to be considered, and their
interests are considered before approving the changes and pushing them to serve the
people's interests. Besides, Sinha et al. found that some government institutions have
outdated structures, infrastructures, and policies to govern the digital transformation
process. A successful process requires stakeholders’ support, approval, and adequate
resources and infrastructure (Sinha et al. 2023). The public sector departments lack the
infrastructure and the relevant guidelines to support the procedure. The lack of shared
understanding hinders public sector digital transformation and innovation (Cinar et al.
2019). The challenges need proper interventions and solutions to enhance the
government’s ability to adopt digital transformation in its service delivery.

2.3 Drivers of E-Government Adoption

Many countries adopt and embrace e-government to improve their services and ensure
that they help the government achieve good governance. Sihotang et al. (2022)
determined that the desire to explore opportunities to exploit new opportunities and areas
of improving service delivery to the citizens are the primary drivers for e-governance
(Sihotang et al. 2022). E-governance is used to enhance the reliability and efficiency of
public services and governance by enabling citizens to access government services over
the Internet. Samuel et al. outline the notion of the performance expectancy perspective
as a key driver based on the fact that the government is trying to use systems that help it
attain the desired goals and performance in governance (Samuel et al. 2020). Notably,
Sihotang et al. developed the three categories of drivers of the e-governance adoption
triangle, which involve Technological, organisational, and environmental (Sihotang et al.
2022).

Behavioural changes in society are considered some of the key drivers of the adoption of
e-government. Through research during the covid-19 pandemic, Mensah et al. determined
the need for information quality, credibility, and ease of accessibility as the key drivers
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for e-governance adoption. This finding outlined the need to access government services
even during pandemics and other crises that might make it difficult to access government
offices or institutions for service delivery (Mensah, Adams, et al. 2022). Mensah et al.
outlined the need to sustain value in the public service as a key factor in pushing the
government to adopt e-governance. The desire to make services available remotely for all
citizens to access makes it essential to adopt the technology in public service and ensure
that it serves the key interests of the public and creates value for them—the government’s
dedication to creating value through digitising the government’s processes (Mensah, et
al. 2022).

Technological adoption, especially mobile applications and technologies and access to
the internet technology. Tang et al. outline that mobile technology adoption has
encouraged the government to digitise public services (Tang et al. 2021). While analysing
the smart city mobile apps, citizens’ access to mobile applications and the internet is a
key driver that creates the need to employ critical strategies for digitising the government
system and making the services available for all. In this context, the emergence of APIs
and economy-driven digital strategies are critical and enhance the urge to push
government services and automatable or routine services online. Trcéek outlines that the
emergence of the digital economy and supported APIs are driving forces that push the
government to consider digitising most of its services to catch up with technological
development (Tréek 2019).

The need to implement systems with the utmost integrity in the public service. Through
a systematic review, Khan et al. outlined that government uses digital platforms to offer
public services to curb corruption cases (Khan et al. 2021). E-government is seen as an
opportunity to avoid abuse and misuse of offices by public officers who strive to offer
services. The identified corruption activities that e-government seeks to avoid include
bribes, kickbacks, and illegal favours in service delivery (Khan et al. 2021). Adjei-Bamfo
et al. gave an example of the procurement process as one of the key areas where e-
government helps sort out the issue of corruption and abuse of office (Adjei-Bamfo et al.
2019). Automating as many government services as possible reduces the human
intervention, consciousness and biases that can lead to the problem of corruption in the
public sector. Beyond just efficiency, any responsible government goes for technology in
governance to enhance transparency, integrity, reliability, and accessibility and do away
with the cases of corruption and misuse of public offices by civil servants.

However, it is not just about the government and technological factors; factors related to
citizens also play an important role in adopting e-governance techniques in service
delivery. Gounopoulos et al. acknowledge that an increase in citizens’ digital skills and
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adoption of ICT technologies such as the Internet and social media has played an
important role in encouraging the public sector to go digital and adopt e-government
(Gounopoulos et al. 2020). An increase in the number of citizens that use digital media
and understand how internet technologies such as social media work promote the desire
to have most of their services accessed online or remotely without necessarily visiting the
offices (Malodia et al. 2021). Increase in citizen demographics that can follow the exact
procedures online to get services they would otherwise require to visit the government
offices. Looking at the drivers from this perspective deviates from the organisational
aspect of the public sector and technological development.

2.4 Barriers and Challenges of E-Government Implementation

Implementation of e-government requires an ICT-ready infrastructure to roll out the
services and ensure that the public has access to all the government services in a digital
platform or remotely. Al-Rawahna et al. acknowledged that the Jamaican public sector
faces challenges with hardware telecommunication systems, electricity and power grid,
and computer networks, which hinder the effective implementation of the e-government
(Al-rawahna et al. 2019). The digital gap in most countries, coupled with a lack of
infrastructure, are the main barriers governments have to deal with even before thinking
of launching the e-governments and digitising the services in the country. Twizeyimana
et al. listed the problem of ICT infrastructure in Rwanda as a major setback in the
implementation of e-governance (Twizeyimana et al. 2018). However, it noted that the
infrastructure challenges could be mitigated and should not be seen as a critical barrier,
especially for a dedicated government that aims to digitise its services and processes fully.

The cost of implementation and maintenance is high for some governments. Studies show
the initial cost of implementation that governments, especially in developing countries,
cannot afford. Dhonju & Shakya describes the high cost of implementation and
maintenance as a clear hindrance that makes it nearly impossible for some governments
to digitise their operations—the maintenance of the systems, computers and the
operational costs attached to running an e-government platform (Dhonju and Shakya
2019). The high cost of setting up an ICT infrastructure and acquiring the exact tools
required to set up the platforms is an obstacle to implementation (Uwizeyimana 2022).
However, the findings in all these perspectives fail to recognise how government can
outsource the platforms as well as the role of existing data in enhancing the efficiency of
service delivery. Also, it fails to compare the cost of having salaried civil servants offer
the services and technologies that everybody seeks the services regardless of their
geographic locations.
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Lack of expertise is another barrier or challenge that makes it difficult for countries to
implement e-government and digitise their public services. Arief et al. outlined that a lack
of skills and expertise makes it difficult to implement e-government services (Arief et al.
2021). Countries without adequate experts in ICT and related fields find it difficult to
implement the strategies and end up not succeeding in the implementation and operation
of the services. According to Cordella and Bonina's public value perspective an absence
of specialized knowledge or expertise within a nation can impede the establishment of a
digital platform and the transition of governmental operations and services towards it,
potentially compromising their effectiveness in serving the public (Cordella and Bonina
2012). Technical knowledge and expertise are required in implementing and operating
the systems. Overseeing the transition process and implementing the strategies require
outstanding expertise to ensure the reliability of the services and nurture the public trust
in the platforms and the government services in the country, especially the developing
nations.

Implementation of e-government requires the utmost political goodwill for it to be
successful. The process of implementing e-government and the decisions made are more
political than technical. Filgueiras et al. outlined political interferences and forms of
patronage and clientelism as key challenges in the implementation (Filgueiras et al. 2019).
All the decisions and processes in the public sector are majorly political. The policy-
making process is also political. If politicians feel that implementing the platforms and
digitising government services will negatively affect them, they sabotage them. For
instance, the procurement process might attract key political interests and face sabotage.
The politicisation of the process overruns the cost implications of implementing e-
government projects (Clarke 2020). E-government implementation cannot be separated
from politics since most decision-making in government is political and made by
politicians.

E-government is a medium for change in government service delivery and can affect their
work or normal operations. Elgohary & Abdelazyz researched the issue of resistance of
employees in changing the entire context of the e-government (Elgohary and Abdelazyz
2020). Employees are essential and primary stakeholders in the implementation of e-
government whose interests cannot be wished away, and their resistance can affect the
implementation and operations of the system. The public sector organisations cannot
implement any meaningful change without the contribution of the employees working or
attached to it. Resistance comes from the employees' aversion to change and reluctance
to adopt the new technology (Al-ma’aitah 2020). Change resistance implies that public
sector employees see the status quo as the best compared to what might result from the e-
government.
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2.5 E-Government in Developing Countries

Many developing countries are adopting e-government technologies to enable them to
offer services effectively and ensure that their citizens have access to government services
without necessarily visiting public offices or institutions. Mustafa et al. analysed the
adoption pattern of e-government among developing countries and the factors that affect
the adoption (Mustafa et al. 2020). It presented facts that there has been a significant
upward trajectory in adopting or embracing the technologies. The main factors it outlined
to facilitate the embracement of e-government technologies include trust, performance
expectancy, social influence, effort expectancy, facilitating condition, perceived ease of
use and perceived usefulness in the public service, among others. Notably, Adam relates
the adoption and the quality of e-government in developing countries with economic
development as well as institutions development (Osman Adam 2020). The increase
indicates that most countries are adopting e-government as a better alternative for offering
government and administrative services.

Yildrim et al. analysed the efficiency of e-government in Turkey, a developing country,
since the 2000s (Y1ildirim and Bostanci 2021). It determined that any developing country
that aims to use e-governance systems effectively must ensure they target the right user
type, provide digital platform options, ensure maximum security and accessibility, and
provide effective digital service classification. All these perspectives are technological
factors that must be considered when rolling the technologies and migrating the
government services to digital platforms and environment. Developing countries across
the world are allocating a huge percentage of their budgets to implement and operate e-
government (Sharma et al. 2021). The belief that e-government can enhance efficiency
and effectiveness and trust in the processes encourages the adoption and use by the
country's public and citizens. This finding builds on the actual system factors in
developing countries that have to be considered in the system to make it acceptable to the
people.

Besides enhancing the efficiency of service delivery of government services, it has been
noted that e-government in developing countries helps reduce petty corruption cases and
significantly reduce the bureaucratic corruption cases witnessed in most government
institutions. Sadik-Zada et al. analysed 121 countries to determine that developing
countries implementing e-government have streamlined service delivery and removed
unnecessary human interaction that paves the way for corrupt deals and transactions
involving citizens and government officials (Sadik-Zada et al. 2022). Also, it has
enhanced per capita income, political rights, civil rights, and sharing of natural resources
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with little or no bribery. E-government removes vital areas exploited for unnecessary
kickbacks and bribes and creates opportunities for discrimination against the people. This
finding outlines one benefit that countries that have implemented e-government enjoy and
its impact on the citizens in terms of government services and other aspects related to

integrity.

Despite the benefits, studies have noted that e-government faces significant challenges in
developing countries (Meiyanti et al. 2018). Developing countries are known as less
developed, with few relevant technologies that can be used to deploy and run e-
government platforms successfully. Meiyanti et al. provide a table of challenges from IT
infrastructure, managerial issues, digital culture, laws, legislation, and budgeting
(Meiyanti et al. 2018). Al Mudawi et al. added security challenges, technology readiness
problems, lack of awareness and social influences (Al Mudawi et al. 2020). Developing
countries register significant challenges that make it difficult to operate the systems
effectively despite the goodwill that the e-government receives from the administration
and the citizens. However, there is no information or study on how the challenges can be
solved or mitigated to ensure the success of e-government in public service delivery. In
this case, the findings on the key challenges expose areas that act as barriers to the
effective implementation and of e-government initiatives.

Access to e-government is sometimes difficult in developing countries due to low internet
penetration caused by extreme poverties and lack of infrastructural development. Undi-
Phiri et al. outlined that people with poor internet use can hardly access e-government
services and require effective tools and facilitations to use the services (Undi-Phiri and
Phiri 2022). Without points for internet access, most people in developing countries can
hardly enjoy these services despite the heavy investment their governments have put in
place to digitise government services. To sort out this problem, Namibia is an example of
a country that has set up a library where the public can access the government services
offered through the e-government platforms (Nengomasha and Shuumbili 2022). Without
such initiatives in developing countries, most people, especially in rural areas, find it
difficult to access government services. Such findings outline why developing countries
should be points of focus during research on e-governance in developing countries.

Bwalya and Healy also state the push for implementing digital and knowledge economies
in the African region and identify Zambia and South Africa as some nations that enacted
regulatory frameworks for e-government implementation (Bwalya and Healy 2010).
Countries such as Afghanistan have a critical political push to ensure that they implement
e-government. The belief that the adoption of the technology is the most efficient way to
serve the public and the private sector and ensure accountability, efficiency and
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transparency for the country makes it to focus on implementing this technology and
ensuring that it is used effectively to the best interest of the public (Samsor 2021).
Developing economies aim to digitise both their economies and service delivery and
ensure that they provide appropriate and necessary services through technology.
However, the cited reports or articles fail to acknowledge how the developing countries
are trying to implement the technologies and whether they have been able to achieve the
goals of implementing and adopting e-government or not and the reasons for the outcome.

2.6 E-Government in WANA Countries.

West Asia and North Africa, WANA- known as the Middle East and North Africa,
MENA countries are among those regions where e-government is being adopted to
revolutionize the public sector. The countries under this umbrella include Algeria,
Bahrain, Egypt, Iraq, Jordan, Kuwait, Lebanon, Libya, Morocco, Oman, Qatar, Saudi
Arabia, Syria, Tunisia, United Arabs Emirates, and Yemen (Davoodi and Abed 2003).
The region comprises some of the richest and most powerful countries owing to the
presence of oil mineral in them, while others are still developing and in bad situations
because of the arid nature of the areas. WANA countries are characterised by oil and
desert, making most parts rich but unsuitable for economic activities such as Agriculture.
Regardless of the challenges and wars that some countries in the region experience, they
have tried to implement e-government to ensure sustainability and quality of service
delivery. WANA countries are attracted to adopting these technologies to improve control
of government effectiveness, curb corruption and ensure regulatory rates (Dhaoui 2022).
The articles in this perspective fail to outline how the challenges affect the
implementation and adoption of e-government technologies.

Different factors have been identified to influence E-government adoption in WANA
countries. Almaiah & Nasereddin carried out research in Jordan on the factors that
influence the adoption of e-government in the country and identified social,
technological, and political factors. Besides noting the factors that affect the adoption of
the technology, it outlines that Jordanians do not enjoy the services from the e-
government despite the increase in internet users and improvements in service delivery
speed and quality (Almaiah and Nasereddin 2020). In Qatar, social factors determine
technology use and adoption in government services. El-Kassem et al. outline that mobile
technology is the primary driver that pushes the adoption of e-government(El-Kassem et
al. 2020). Other factors outlined involve awareness and perceived usefulness of the
technology among the citizens. Despite these findings, the articles cited in this perspective
do not summarize the state factors. Besides, they fail to address common or general
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factors in all the WANA countries. Instead, they analyse factors for adoption in specific
countries, not general regions.

The WANA countries adopt e-government technologies to set up portals that allow them
to offer services to the people. Among the Palestinians, E-government is seen as a tool
that enhances citizens’ trust in the government. Through research that analysed data from
340 valid questionnaires, Alkateeb and Abdalla noted that Palestinians have developed
significant confidence in the government services owing to the implementation of e-
government portals despite technological and privacy risks it exposes the users as they
seek government services over the technology (Alkhateeb and Abdalla 2021). It further
noted that e-government adoption had encouraged Palestine citizens to seek government
and consume government services because of the efficiency and effectiveness of getting
the services. E-government makes it easier for people in West Asia —known as the Middle
East — to access government services, which increases the satisfaction and happiness of
people in different countries (Canini Derya Baran and Woung Ying Yu 2020). In this
case, adoption significantly impacts access to services and satisfaction with government
services.

The quality of websites used among the WANA countries show significant weakness in
the quality of services offered through e-government. Analysis of 17 services offered by
the Kuwait government on its e-government platforms noted that 13 of the 17 services
are impossible for citizens to access on the platforms (Doush and Almeraj 2019). This
problem reveals a serious weakness with the websites used in Kuwait, an example of a
WANA country. Dodeen noted that Jordan’s government needs to incorporate the
citizens’ perspectives and views in the services offered through e-government to enhance
effectiveness, efficiency, and public trust (Dodeen 2019). It further noted that the e-
government websites should be reviewed to align them with public expectations and make
them ideal. Studies on Algeria showed significant weakness in its e-government services
with unreliability of services (Ravanos and Karagiannis 2022). However, the cited articles
fail to recognize the problems of the e-government portals and provide discrete findings
on single countries rather than a region.

Diffusion challenges are one major issue in implementing e-government among WANA
countries. Weerakkody et al. outlined that implementation and diffusion challenges range
from social to political challenges that affect the adoption and consumption of technology
in the countries (Weerakkody et al. 2011). Amin et al. suggest that the Saudi Arabia
government has to ensure several meaningful relationships such as security, relative
benefits, compatibility, management support, performance expectations, perceived
usefulness of e-government, ease of use, and reduced uncertainties to government
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services and IT infrastructure (Amin et al. 2022). Notably, Saudi Arabia is one of the
member countries that has made significant strides in implementing e-government and
achieved critical information success (EGDI 2023). The main observation in the cited
articles focuses on using e-government in one country without featuring others. This
makes it difficult or impossible to determine the situation in other countries and use the
information to arrive at a thorough conclusion on e-government among WANA nations.
In this case, the general review of the countries through systematic reviews can help
compare and integrate the findings in a single piece of literature that explains the e-
government situation in the region.

2.7 Overview of Previous Studies Conducted on the Topic

As observed by e-Government scholars, the use of digital technology in the public sector
has intensified during the last decade. Most nations, especially developing ones, struggle
to implement e-government due to technical and governance issues (Mensah, et al. 2022).
The findings reveal poor implementation of the digital platforms, coupled with low-
quality websites, making it difficult for citizens to access government services. The
analysis of highly cited papers disclosed that the literature is characterised by a service-
dominant logic, with citizens’ adoption of government services and Web sites being
usable and comprehensive in serving the interests of the citizens. The previous studies
have focused on pushing governments to adopt the technologies and the challenges
countries face in implementing them. The focus has mainly been on the inspiration and
desire to have the technologies in the countries for proper service delivery, for the citizens
to access government services remotely.

Previous overviews of e-Government evaluation include analysis of technical aspects
such as usability and quality of websites that are constantly used for digitising government
services and processes. Studies have noted that e-Government platforms either lack the
desired usability or do not effectively contain all the required services to serve the public
interest (Heidlund and Sundberg 2022). To overcome this situation, a review of the
quality of the website is paramount to ensure the quality of the websites and information
on them. It has been proposed that the websites developed from ideas in existing e-
government literature should consider society’s key aspects and ensure that it facilitates
adequate access to public services. Treating website evaluation as a technical problem
neglected the importance of political-social factors. E-government evaluation must focus
on how it solves the public’s problem rather than on quantifying costs and assuming
benefits to be qualitative and often intangible. The technologies used and the focus should
acknowledge that e-government should satisfy the citizens and address the economic and
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political problems. As stated earlier, the portals used have been identified as inappropriate
in serving the public due to usability issues.

In the WANA nations, the developed countries, such as United Arabs Emirates and Qatar
were the first to embrace the technology. Developing countries struggle to implement e-
government and have the citizens adopt it effectively. On the regional level, Libya is
considered as one of the few countries that struggles to implement the technology, owing
to the cost of implementation and operations and the prevailing political environment
(EGDI 2023).The satisfaction rate of people is evenly low because of the poor
performance of the technology. The study has focused on the factors that affect
technology implementation in WANA and Developing countries. It additionally
emphasises on satisfaction rates, and critical aspects such as accessibility of the
technologies, political issues, and economic hindrances for countries such as Libya.

Even though e-government was adopted in Africa considerably later, the region is
gradually embracing this innovative method of providing governmental services. As a
result, the literature review has noted that developing countries have tried to adopt this
technology despite the challenges, given various countries and their wide range of income
levels. Thus, while countries in the WANA regions adopt the technology and continue to
implement e-government initiatives, there is a need for studies that can help improve
implementation to ensure that benefits are met.

2.8 Summary of The Literature Review

This literature review notes that E-government is crucial in offering government services
and ensuring efficiency and effectiveness in government service delivery. Technology is
finding its way into government service delivery, revolutionising how the public or
citizens interact with the government and get the desired services. As a technology, the
key driver is the need to modernise service delivery and digitise as well as automate
service delivery. The need to improve and enhance productivity is one of the key drivers
for adopting e-government in most public offices. The focus is to increase citizen
satisfaction, strengthen the security of the citizen’s data and make access to government
services easier and cheaper than always going to government offices. Besides, the need
to implement technology to curb corruption and bribery promoted by manual records and
physical service delivery offered by government officials to the citizens.

On drivers, most governments focus on incorporating technology to adapt to behavioural,
technological, and social changes caused by technological changes and transformations.
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The emergence of the digital economy, mobile technologies, and internet-related
technologies play a critical role in pushing nations to adopt the technology. The focus is
more on aligning with the digital factors besides the government perspectives. However,
the finding in most third-world countries is that lack of finances and expertise is a critical
barrier and poses significant challenges in adopting the technology. Other barriers include
political and leadership aspects that have to be incorporated to enhance the efficiency of
implementing the technology. Given this perspective, aligning the technology with the
user time makes it easy and essential to adopt e-government in a manner that serves the
interests of the citizens and facilitates the digitisation of government services and
operations.

The literature review narrowed down to WANA countries and eventually to Libya. This
IS a unique region in terms of its political and economic stability, which has significantly
influenced the adoption and use of e-government. Like other countries, there is a
significant increase in internet penetration in this region and subsequent use of
government services for the countries that have implemented e-government. However,
diffusion challenges are one of the major barriers and challenges where most governments
have to satisfy different interests.

In conclusion, the study on e-government needs to focus on the extent of implementation
challenges the country faces that have acted as barriers to effective implementation, and
opportunities that the country’s government can still exploit in digitising its services. The
main focus should be on understanding the political, social, and technological aspects that
affect the implementation of technology in the country. In this regard, qualitative analysis
will help create significant insights that can be relied on to implement and operate e-
government in a manner that aligns with the government and citizen factors affecting the
implementation and adoption of the technology.
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3 Libya as a Case Study

3.1 Brief Political History

The state of Libya is a country located in North Africa, belonging to the Maghreb region
and is a part of both the Arab League and the African Union. With an area of
approximately 1.760 million square kilometres, the state of Libya is considered the
fourth-largest country in Africa and the sixteenth-largest in the world. This large area is
considered one of the lowest densely populated countries with an inhabitation of 6.735
million to 8 million (CBL 2022; USAID DECA 2022).Libya was established as one
independent, unified country in 1951 under the supervision of the United Nations after
suffering from brutal colonialism that carried out ethnic cleansing, genocide, and
territorial fragmentation (Ates and Elfeitori 2021; Vandewalle 2008)

In the last seven decades, the Libyan society and political system were shuffled several
times, where the state was established as a federal constitutional kingdom in 1951; in
1963, the federal system was abandoned, leading to an increase in the power of the
centralised government day by day, this happened in parallel with the discovery of oil in
1959, where it dramatically changed the prospects of the country's economics. However,
the monarchy faced internal discontent due to the unequal distribution of wealth and
limited political freedom (Vandewalle Drik 2012).

In 1969, a soft military coup led by some young officers from the Libyan army overthrew
the monarchy. They took over the state and led the establishment of the first republic,
which abandoned the constitution and followed the cultural revolution in 1973 aimed to
repeal all existing laws and enforce an administration cleansing alongside other
ideological aims (Vanderwalle 2012). Since then, the administrative structure of the
public sector has started suffering where marking the end of the concept of civil servants
and the start of the one-party ruling the whole public sector under the new ideology that
was launched in 1977 by announcing Libya as a socialist populist state (Sawani 2018).

For more than four decades, the state was run by the one-party, implementing a socialist-
inspired political system and a nationalising movement in the oil sector; in the first
decade, with the rise of oil exportation, which made the state predominantly dependent
on oil and gas sector, that accounts for the majority of the country's revenue and export
earnings, alongside the socialist policies, such as shutting down the free market and the
privet sector, which led to a huge increase in the number of the public sector employees
year after year (Otman Waniss and Karlberg Erling 2007).
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At the beginning of the current century, the ruling party worked to normalise relations
with the West and rebuild trust and enforce some economic and public sector reforms in
the country, which did not last much, as the uprising in 2011 with the help of the
international actors marked the end of that era and the start of a new dream, a democratic
prosperous country (Pargeter 2010) wring, a popular uprising erupted in Libya in
February 2011. With the support of NATO military intervention, the opposition forces
managed to overthrow the regime. However, the post-revolution period has been marked
by ongoing instability, violence, and the emergence of multiple factions vying for power
(ESCWA 2013). Since 2014, the country has been split between rivals, where external
parties have compounded Libya's issues by funnelling money and weaponry to proxies
who have prioritised their interests over the Libyan people's (Athalia Jasheil 2020),
leading to the division of the Government and economy (‘On the Road to Peace, Libya
Makes Progress but Hits Pitfalls - Libya | ReliefWeb’ 2020) and humanitarian crisis (IOM
2020), in addition to separate governments in the east and west, with numerous armed
militias and extremist groups also active in the region (Athalia Jasheil 2020).

Moreover, this political instability and conflict have severely impacted the economy and
disrupted oil production. Consequently, Libya faces numerous challenges, including
ongoing political instability, lack of infrastructure, high unemployment rates, and a
struggling public sector (Collombier and Lacher 2023).

The Libyan Political Agreement 2015 established the temporary Government of National
Accord after the initial peace negotiations sponsored by the UN Support Mission in Libya
(UNSMIL 2021). However, as a result of UN Security Council Resolution 2510 and the
UN Support Mission in Libya's peace and reconciliation efforts, conflicting parties
elected the Presidential Council and prime minister of the Government of National Unity
by the end of 2020. The new government's first responsibility is to coordinate and support
the UN Security Council Resolution 2510's political roadmap to credible, inclusive, and
democratic national elections on December 24, (UNSMIL 2021). Due to force majeure,
the election has not been held, leading to a new division and split of the government and
the formation of a parallel government in the east side of the country (UNSMIL 2022)

The complex political history of Libya has shaped its current political landscape,
characterised by fragmentation, ongoing conflict, and a struggling public sector. This
context presents unique challenges and opportunities for implementing digital
transformation and e-government initiatives in the country.
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3.2 Public Sector Mentalities and Government Structure

When examining the demographic data and statistics, in addition to the main figures in
the labour market and national income rates, it is easy to notice the lack of proportionality
between the labour market, public administration and the economy in Libya, where the
population of Libya is 8 million (CBL 2022), while the average annual oil income during
last decade, amounts to 20 billion dollars a year (CBL 2021), and oil reserves constitute
the largest oil reserves in Africa (World Bank 2015), on the other hand, the national
income is dependant by approximately 90% on the sale of oil and its derivatives (CBL
2022) and in light of this data, 80% of the labour force works in the civil service (World
Bank 2015), making the state spend more than a third of its budget on the salaries of civil
servants (CBL 2022), while a large percentage of these employees lack competence and
discipline (Libyan Audit Bureau, 2018, 2019, 2020; Libyan Administrative Control
Authority 2019). Adding to the fact that Libya has an unemployment rate of 30% (World
Bank, 2015), it is among the ten most corrupt countries in the world (‘Libya -
Transparency.org’ 2023)

In brief, the boom in oil production and the huge income of oil revenues helped to finance
the development and increase the size of the administrative structure in Libya. Under the
monarchy regime (1951-1969), the public sector was much smaller and had fewer
departments and civil servants. However, after the military coup in 1969 and then the
cultural revolution in 1973, which was followed by the declaration of Libya as a populist
socialist state in 1977, the private sector was almost eliminated, and all businesses owned
by both foreign and local investors were nationalised. On this basis, the public sector
became almost the only way for job seekers to earn an income. With the increase relying
on oil revenue with no diversification of the economy, the state has become a rentier state;
oil revenue is spent on salaries and subsidised goods in the full absence of a diversified
labour market or a free economy (Ates and Elfeitori 2021).

In addition, the regime focused back in time on establishing informal institutions and
actors to support the regime, and empowering the tribes, in all aspects of the state. Their
infiltration into the public sector affected the spread of nepotism in recruitment processes
in the public sector so that employment became a means of bringing loyalties, not based
on actual human resources needs or equal opportunity, competition, and transparency
(Vandewalle 2008; VVandewalle Drik 2012).

As a result of these policies, obtaining a job in the public sector has become a goal for all
Libyans because of the financial security it provides (World Bank 2015). In the last ten
years, prior to the overthrow of the regime in 2011, the government worked on some
reform attempts in the public sector by laying off several civil servants, referring some of
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them to voluntary retirement, providing some economic incentives, and working to
develop the private sector. Still, these reforms were met with strong opposition from
informal institutions (World Bank 2015). Which also met with opposition from public
sector employees who had come to depend on the job for a steady income. It led to an
increase in public sector civil servants by exceeding one million citizens in 2011, which
represents more than 70% of the actual labour force (Pargeter 2010).

With the overthrow of the regime in 2011, and in parallel with the outbreak of the armed
political conflict at the time, the number of civil servants increased dramatically, the loss
of many previously available and potential job opportunities by foreign investment, and
the security situation also affected the movement of goods, transportation, and financial
transfers, which in turn, had a negative impact on the private job market. As a result of
that and the continuation of the armed political struggle, many informal institutions have
been empowered, such as tribal leaders and city-based militias. These informal
institutions exerted many pressures on successive governments to employ their personnel
within the public sector, leading to another increase of the civil servants by exceeding
two million. In addition, those pressures also led to the appointment of several high
administrative and political positions, such as ministers, heads of departments, and
ambassadors. Thus, it can be said that the current state of the public sector civil servants
and the labour market has been shaped by the political context from the mid-1970s to the
present (Tantoush 2022).

Current Status of Public Administration and Civil Service:

Drawing upon three primary authoritative sources, this subsection endeavours to evaluate
the present condition of public administration in Libya, specifically focusing on the civil
service and labour market. The principal data, quantitative and qualitative in nature, are
derived from the Central Bank of Libya's quarterly expenditure reports and the Libyan
Audit Bureau and Libyan Administrative Control Authority's annual publications.
Furthermore, this analysis scrutinises facets of fiscal expenditure, adherence to
administrative guidelines, and the performance of public administration and civil service
personnel.



26

The Number of Civil Servants in Libya's Public Administration
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Figure 3-1 The Number of Civil Servants in Libya's Public Administration

Figure 3-1 indicates significant inflation in the number of civil servants in Libya, as the
number of workers in the public sector currently reaches 1.776 million employees
working in more than 235 central administrative units and more than 114 municipalities
(LAB 2020). This percentage represents 27% of the population and more than 84% of the
employed citizens (LAB 2020), with a total increase of more than 250 thousand
employees in the public sector compared to 2011. The annual increase in the number of
employees in the public sector and civil service shows an estimated increase of about 25
thousand employees; however, this number exceeds 2.3 million employees if the non-
direct public administration employees were included, such as the government-owned
enterprises and banks (LAB 2020).

Suppose the efficiency and effectiveness of civil servants can be assumed quantitatively
based on the revenues generated by the government. In that case, it will illustrate that the
estimated sixty thousand employees working in the oil sector, which is 2.6% of the total
workforce in the public sector, are responsible for 97% of the country’s GDP in 2021 and
the average of 90% (CBL 2021; LAB 2019, 2020).

On the other hand, Figure 3-2 and Figure 3-3 show the amount of spending on salaries
for the public sector workforce, which exceeds 40% of the total annual expenditures for
the year 2021 (CBL 2021), with more than 2.3 million people (LAB 2020).
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Expenditures of the national budget spent on salaries
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Figure 3-2 Expenditures of the national budget spent on salaries.
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Figure 3-3 Comparison between the number of civil servants and the expenditures

Moreover, according to reports from the Libyan Audit Bureau and the Libyan
Administrative Control Authority, all government sectors, including the Council of the
Presidency and the Prime Minister, suffer several issues related to administrative laxity,
lack of commitment, and poor quality of service provision. In addition, some of those
services provided by government institutions are very time-consuming, alongside several
issues related to non-compliance with financial laws, labour laws, and administrative
contracting policies. In addition to many documented violations of corruption related to
procurement and recruitment procedures, misuse of power, misuse of resources and the
absence of accountability (ACA 2013, 2014, 2015, 2016, 2017, 2018, 2019; LAB 2012,
2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020).
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3.3 Digital Infrastructure and Adoption in Libya

Digital Infrastructure and Adoption encompasses the array of resources that facilitate the
functionality of digital systems, as well as the manner in which individuals and
organisations obtain and utilise these resources. Geographic network coverage, network
performance, internet capacity, spectrum allocation, as well as the dynamics of the
telecommunications industry with regard to security, interoperability, and
competitiveness, are key components of digital infrastructure. Additionally, this pillar
looks at the potential and behavioural, social, and physical constraints that affect fair
adoption, including elements like cost and digital literacy.

The telecommunications sector was primarily government-owned and controlled before
2007 when the government restructured the sector to run commercially as part of the
government's liberalisation movement. However, in 2010, the state-owned General Posts
and Telecommunications Company was dissolved, and a new entity was established to
take over its mandate, LPTIC, the Libyan Post Telecommunications & Information
Technology Company, which runs on commercial law and has its independent budget and
expenditures with no dependence on the government public treasury (LPTIC 2017).
LPTIC owns and monopolises the telecommunication market in Libya by owning the
fibre optic network, the main internet provider and the only two mobile network operators
in the country (World Bank 2015). While LPTIC largely drives operations for the
telecommunications sector, GACI, the General Authority for Communication and
Informatics, is considered the telecommunication regulatory body, where it is responsible
for policymaking and regulations. Although GACI is affiliated directly with the prime
minister's cabinet, still LPTIC’s general assembly is chaired by the prime minister
(LPTIC 2017).

Nonetheless, the expansion of the telecommunications sector has experienced a sluggish
progression, with intermittent indications of enhancement attributable to obstacles within
the enabling environment. The advancement of telecommunications infrastructure and
policy has encountered a multitude of impediments as a consequence of ongoing political
armed conflict. Several laws related to telecommunications are outdated. The
amendments or development of the related legislations in technology and the economy
have been strictly constrained due to the ongoing political armed conflict and the absence
of the legislative body (USAID DECA 2022).

The telecommunication infrastructure is relatively underdeveloped, with limited coverage
and connectivity in rural areas, especially those who are settled in the Sahara Desert
(USAID DECA 2022). As a result of the ongoing armed conflict since 2011, more than
USD 1 billion worth of telecom infrastructure has been destroyed, including 20% of the
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mobile network sites (OECD 2016). The fibre backbone network in Libya is
predominantly owned and overseen by Hatif Libya, one of LPTIC’s companies. This
company monopolises the fibre network infrastructure and supplies its services to mobile
network operators and private and governmental-owned internet service providers. This
network Spans approximately 13,000-14,000 km nationwide and traverses only to
populated cities with over 5,000 inhibitors (USAID DECA 2022).
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Figure 3-4 Mobile cellular subscriptions in Libya (World Bank 2022)

With all of that, still, Libya is considered a country with a considerably high mobile
penetration rate (GSMA 2022), where it gets to around 169.6 per cent as each resident
has an average of one and a half mobile devices. Although all circumstances, the mobile
network in Libya succeeded in introducing the fourth-generation network services with a
penetration rate of 35% and 58% for the third-generation network (GSMA 2021). Based
on a different resource, the internet penetration rate is still significantly considered low,
approximating 21% (Internet World Stats 2023). Moreover, a report published by Ookla
indicates that internet users in Libya may expect an average of 11.34 Mbps for cellular
networks and 10.80 Mbps for fixed internet connection (Ookla 2023). Figure 3-4 and
Figure 3-5 illustrate the number of mobile cellular subscriptions and fixed broadband
subscriptions in the last ten years compared to the aggregation of the West Asia and North
African region.
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Figure 3-5 Fixed broadband subscriptions (World Bank 2022)

Based on the last publication of the Information and Communication Technology Index
in 2013 by the Bureau of Statistics and Census in Libya, around 90% of the technology
use is centred in the main cities, around 65% of the householders have at least one mobile
device, and 46% of the householders have a computer device, 93% of those devices are
laptops. The same index illustrates that the Lack of financial capabilities is the reason
behind 45% of householders to not own a personal computer, and 10% do not want to
obtain one due to social norms (BSC 2013). Figure 3-6 and Figure 3-7 illustrate the
demographic distribution of computer use among Libyans. Figures 3-6 illustrate the
demographic distribution of computer use among Libyan based on age, while figures 3-7
show the same based on their educational background (BSC 2013).

As for the digital literacy rate in the country, Libya is considered a country with a low
digital literacy rate, with an estimation of 14% (ITU 2014);this rate might not correlate
with the classic literacy rate, which approximated 91% (‘Literacy - The World Factbook’
2023). However, many internet users in Libya might be considered “Facebook literate”,
where they are fully capable of using social media platforms but are less familiar with
other digital platforms (USAID DECA 2022).
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Figure 3-6 The use of computers among Libyan based on age (BSC 2013).
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Figure 3-7 The use of computers based on educational background (BSC 2013).

Although the COVID-19 pandemic has accelerated the adoption of digital tools and
services in a multitude of sectors within Libya, individuals have demonstrated a hesitancy
to adopt these new technologies. This hesitancy includes a lack of familiarity with specific
platforms, mistrust, inadequate digital literacy, and the perception that these tools and
services are unnecessary (USAID DECA 2022).

3.4 Digitisation in Libya

The terms digital transformation, digitalisation, and digitisation have been trending in
Libya for the last few years; however, the journey of adopting technology in Libya’s
public sector goes deeper back in time. This section will dive into Libya’s digital status
based on some related international indexes, alongside diving into the history of digital
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initiatives and what are the late efforts and updates in this field. Alongside the data from
the international indexes, this section relies on the available literature and the

government’s published policies and press releases.

Based on UN E-Government Development Index, EGDI, Libya ranks 169 out of 189
countries, with an increase of its position in 2022 by seven points, with a value of 0.3375
out of 1, which equals half of the value of its neighbour country Tunisia (EGDI 2023).
This score increased in 2022 for the double, after a continued decrease since 2016, which
marked the year when the Government of National Accord was appointed.

EGDI is a composition of three elements, covering: the provision of online services,
telecommunication connectivity and human capacity, wherein the Online Service Index,
OSl, Libya scores 0.0990 in total with a minimum of 0.0341 points for e-participation
and 0.0800 for the service provision. For the Telecommunication Infrastructure Index,
TII, Libya scores 42.5200 points out of 50 in mobile cellular subscription; however, the
overall score is 0.1601 out of 1, with 0.5 points difference from the region leader,
Morocco. In contrast to the previous scores, Libya leads its sub-region with an overall of
0.7534 points; however, Human Capital Index, HCI, 2022 reflects a significant decrease
of 0.1 points from Libya’s score in 2011 (EGDI 2023). Figure 3-8, Figure 3-9, and Figure

3-10 illustrate more details on Libya’s overall score and history in the last twenty years.
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Figure 3-8 Online Service Index Libya (EGDI 2023)
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Figure 3-10 Human Capital Index Libya (EGDI 2023)

In 2022, for the first time, Libya took part in the Government Electronic and Mobile
Services Index, GEMS, which is a tool developed by the UN ESCWA to measure the
maturity of government services provided in the West Asia and North African region,
which is also known for some as the Arab countries. In this index, Libya is ranked as the
penultimate in the region, with a score of 0.0300 points out of 1 for the availability of the
service provision, 0.01500 points for the use of the service and user satisfaction, and
0.0380 points for accessibility of those services to the public (ESCWA 2022). Figure 3-
11 illustrates Libya’s overall scores in the GEMS index in relation to the average and

maximum scores in the region.
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Figure 3-12 EGDI OSI and GESM Comparison in the region (ESCWA 2022)

Figure 3-12 illustrates Libya and the regional countries' score in the Government
Electronic and Mobile Services Index in reflection of the EGDI Online Service Index,
where contrast is clear for both indexes' scores for several countries; however, Libya’s
score does not variate much.

3.5 E-Government in Libya

The e-government initiatives in Libya may date back to the early 2000s; however, nothing
much is documented neither in academia nor other publications; and the available
academic literature that covers the history of e-government in Libya in many cases
contradicts the common knowledge on the field and the news published back on time.
However, according to Ahmed et al. the government of Libya launched its first official
website in June 2005 (Ahmed et al. 2013), which aimed to provide the public with

information on the legislation and the news of the prime minister’s office.
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Since 2012, the Libyan government started the implementation of limited e-government
projects. The Libyan e-government research scene was initially focused on the need to
initiate e-government services. Then, the shift toward the acceptance of e-government
services was also evident in the literature along with some framework suggestions
(Shanneb 2021).

In the first newsletter of the eLibya initiative by the Ministry of Communications and
Informatics in July 2013, the editor states that the government mandated the ministry to
work on developing an e-government strategy of the Libya Government to enhance the
provided governmental services utilising technology for this purpose (‘eLibya Newsletter
Issue 1’ 2013). Although those efforts were welcomed as a significant attempt to enhance
the services in Libya and take it to the digital era, this project was suspended after 2014
and the political developments in the country (Wynn et al. 2021). Alathalia states that the
political insecurity and many other issues faced by the country are the reason behind
Libya's lack of e-government goals. Establishing strong institutions needs to provide a
peaceful environment and control of its territory (Athalia Jasheil 2020).

In 2012 the UK Government website stated that both governments, Libya and the UK,
will collaborate in developing and spreading the practice of open government. This was
a desire from the UK government to support the eLibya initiative in enhancing the quality
of life by utilizing technology alongside catalysing the development of its economy (‘UK
and Libya agreement on open government - GOV.UK’ 2012).

The eLibya Initiative was in partnership with PricewaterhouseCoopers, and it was built
on three main pillars, 1) Use of Technology to Deliver Services, 2) Increased Efficiency
& Effectiveness of Government Services, and 3) Develop Libya Knowledge Economy
and Private Sector Participation (‘eLibya Newsletter Issue 1” 2013). The newsletter also
stated that this initiative will be developed in 9 months, where the e-Libya Initiatives
requested for proposal development phase will start at the beginning of 2014.

In the third issue of the newsletter in February 2014, the name of the initiative was
changed to eLibya Program, and by that time, e-government strategy development phases
got decent development in some phases and no development at all in others, as shown in
figure 3.13.
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Figure 3-13 Strategy Development (‘eLibya Newsletter Issue 3’ 2014)

The whole period from 2015 to 2020 did not see a huge development in the e-government
projects in the country; however, several governmental-owned enterprises worked on
digitising their internal process. Nonetheless, the scene changed after the formation of the
new government at the end of 2020.

One of those organisations was the Ministry of Economy and Trade which worked on the
‘Ejraat Portal’, the all-in-one portal that aims to provide information to citizens and
foreign investors about all administrative and commercial procedures. This project was
launched a year later in collaboration with several international partners and funded by
the European Union (‘Ministry of Economy and Trade: Launching the Libyan electronic
procedures platform”).

Subsequently, Musa et al. claim that e-government has had more advantages for Libyans
than previous governments (Musa et al. 2019). It further outlined that technology has the
potential to enhance Libyans’ satisfaction with the services, which indicates that the
Ministry of Communication and Informatics has made significant strides in improving
the technology and ensuring that it serves the public’s interest and gives them the best
experience when accessing government services. In spite of that, the sources here fail to
outline the critical services the Libyan government has managed to automate and how the
citizens interact with them.
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Libya is proposing the use of a cloud system in offering e-government services. This
perspective is an opportunity that the country can explore to improve and facilitate proper
infrastructure that enhances service delivery. Moussa et al. noted that Libya has the least
developed e-government in the WANA region, which needs orthodoxic enhancement
using appropriate technology (Mousa et al. 2020). Despite implementing the website, it
has not enhanced the services effectively to guarantee effective and adequate service
delivery. Abied et al. also noted the importance of incorporating cloud computing in e-
government services by enhancing the technologies through cloud computing. Notably,
this perspective remains at the proposal level, allowing more research on its opportunities
and the key technologies that can be used together (Abied et al. 2021). In this regard,
studies on the possible impacts of cloud computing could be necessary for exploring the
benefits.

After utilising the technology for several national projects, the government, in September
2022, issued resolution No. 394 of 2022 regarding the formation of the National
Committee for Digital Transformation in Libya (GNU 394 2022). The main mandate of
this committee is to 1) supervise the national program for digital transformation, 2)
prepare the digital transformation strategies and related implementation plans, 3) prepare
the data strategy for the public and private sectors, 4) adopt national and sectoral digital
transformation initiatives, 5) coordinate between all stakeholders concerned with to the
digital transformation program, 6) set the priorities of digital transformation in Libya,
update it periodically, and supervise its implementation, and 7) develop the key
performance indicators for the digital transformation program in line with international
practices (GNU 394 2022).

In December of the same year, the General Authority for Information, the head of the
National Committee for Digital Transformation as mandated by the resolution, published
a new proposal for the digital transformation strategy for the Libyan Government in
collaboration with United Nations Economic and Social Commission for Western Asia.
The vision of the new proposal centres on smooth, easy and secure access to all
government services from anywhere, at any time and by any available means of
communication; this vision sets 2030 as a target date (GIA 2022).

The new strategy proposal was built on eleven pillars, 1) regulations and policies, 2)
capacity building, 3) Encouraging the transformation towards a smart digital society, 4)
the ICT infrastructure, 5) open data transactions, 6) the localisation of innovation,
entrepreneurship, and technology, 7) awareness, 8) citizen participation, 9) privacy and
information security, 10) education and research, and 11) sustainability. Few months of
publication and to the date of this research, no published news or resolution show that the
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prime minister's office adopted to ensure transparency in public contracting and reduce
any possible corruption (Alwasat 2023); aside from that, the government and its
initiations from time to time launch a new temporary digitalised solutions to suit a certain
purpose.

3.6 Challenges and Factors of E-Government in Libya

Despite all current initiatives, the Libyan government and public sector has faced more
challenges in implementing this technology, which has made it one of the African and
Arab countries that falls behind in enhancing the efficiency and effectiveness of this
technology. A SWOT analysis study (Benzaghta et al. 2021) of the Libyan e-government
social, political, economic, and technical aspects was conducted to highlight weaknesses
and challenges in the ICT infrastructure as well as ICT knowledge and awareness among
citizens. The findings noted shortfalls in ICT technical and governance aspects, making
it difficult to roll it out appropriately. The main challenge is the research gap to outline
how the technology has impacted service delivery in the country more than 11 years after
the beginning of the process to enhance the technology.

Forti classified the main factors that impact the e-government projects at the local level
in Libya in three dimensions (Forti Yousef 2019). The first one is technology bases, where
he emphasises the impact of the lack of information sharing among processes on those
projects, alongside the importance of strong industry/private partners supporting the
whole digitalisation process. The second dimension of Forti’s classification is
organisational capability, where any change in the power distribution within the
organisation might affect the process. Adding to that, favouritism and corruption play a
huge factor in hindering the implementation of e-government projects, which goes in
alignment with the importance of having laws and legislation to facilitate these processes.
The third dimension here is the business process re-design, where implementing e-
government projects requires revisiting those processes and workflows, according to Forti
(Forti Yousef 2019).

From a more general point of view, Busoud and Zivkovié suggest a wide range of factors
that impact e-government in Libya (Busoud and Zivkovi¢ 2016); those factors vary from
the human aspect, legal and technology.

From another perspective, Ahmed et al. mention that the lack of awareness of new
technologies is one of the main factors that affect the implementation of e-government in
Libya, alongside the issue of the lack of regulations that might facilitate the adaptation of
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those technologies, such as the regulations to incorporating digital signatures. Adding to
that, the infrastructure plays a huge role in hindering the implementation of e-government
in the country, mainly the connectivity issues (Ahmed et al. 2013). Ahmed et al. also
emphasise the importance of considering the cultural and social aspects in designing e-
government initiatives alongside the political and demographic factors to build the
citizens’ trust and ensure their participation, where the resistance to change is a challenge
for the development of e-government alongside the several social factors (Ahmed et al.
2013).

3.7 Analysis of Key Findings and Themes from Previous Studies

Even though using technology to offer government services is now a regular practise,
early studies often saw the efficient use of technology in government as a side issue rather
than a primary management role. For instance, the findings note that e-government brings
public services closer to the people by enabling access without necessarily going into
government offices. In essence, technology in the government was often considered as a
tool of enhancing administrative efficiency and productivity before to the arrival of the
Internet and the mass usage of personal computers. E-government enhances government
transactions' efficiency and facilitates mass transactions (Cropf 2016). The focus is to
implement technology to bring services closer to the people and make them cheaper and
accessible to all. Due to the increased adoption of personal computers, this view of
technology use in government significantly impacted the early adoption of e-government
as technology increasingly became a central part of government agencies. The
introduction of personal computers enhances the use of technology and pushes its
adoption in different countries.

In addition to e-governance becoming a central part of modern governments, it is essential
in enhancing transactions and service delivery to citizens. Researchers have also
expressed safety concerns associated with increased information sharing through e-
governance. Security of the systems touches on the availability of the services,
information protection, and data integrity (Joseph 2012). This perspective used to
understand that the idea of regulation was significant because it integrates technology and
other government functions. Implementing e-government requires understanding the
country’s context and facilitating effective technology adjustment to serve their interests.
Public satisfaction with the e-government depends on how best it suits the people’s
interests, which is only achievable when it aligns with the demands and demographics of
the citizens.
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Findings showed that global south countries face both resource and financial challenges.
But also political and social problems. This is a significant concern for emerging
economies such as Libya - transitioning from the previous regime to a regime that
acknowledges the importance of technology and is ready to invest in it effectively.
Specifically, the increased sharing of information by e-governance could potentially
decrease corruption and political instability, which are major systemic issues in
Developing countries such as Libya (Kettani and Moulin 2014). Hence, this in turn, may
affect the satisfaction level of the people with the government’s services. A vital strength
of the study is the generalisability of findings, as the data collection was geared towards
the international community rather than a specific country.

Most governments now work to advance the development of information and
communication technologies to improve service delivery and increase the economy due
to the efficacy and affordability of information technology. However, implementing e-
government projects requires using tried and tested models because how E-Governance
is implemented will profoundly affect the benefits that emerge from such projects. In
particular, governments need to select a suitable model when implementing e-governance
projects since this will determine the level of benefits realised by the end-users and cost,
in addition to other vital factors.

In Libya, the findings note that the country has just several suggestions on technologies
that it can implement without any meaningful implementation. The technology can be
implemented to enhance it and make it citizen-centric (Andreea 2018). For instance, the
government development model is a foreign concept in countries such as Libya and must
be advanced to suit the context. Based on this perspective, the findings have noted a
significant need for implementing e-government, which is critical in enhancing access to
services. Without proper technology and alignment with the target users, it becomes
useless to implement the e-government.

3.8 Identification of Gaps from the Literature

Despite the available research on the implementation of e-government, a research gap
still needs to be analysed and studied effectively. One gap is exploring why it is not easy
for most nations to implement E-government initiatives given the resource and
technology. This gap aims to determine those countries’ resources, technology, and
political constraints. In Libya, the country has been transitioning from a dictatorial
government to a democratic nation. As a result, it makes it difficult for the government
to provide public services. Studies that can analyse e-governance projects and provide
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suggestions on how to enhance them in order to improve service delivery are required. E-
governance efforts encounter a number of challenges, including a difficult political
environment, a lack of funding, a lack of knowledge among stakeholders, and a dearth of
critical information on official websites. The project is also hampered by government
websites that are difficult to use and badly designed, by a lack of current data, and, more
crucially, by a slow reaction from the government to user complaints.

For a country to achieve optimal use and adoption of e-governments services, it is
necessary to explore the factors influencing the public acceptance of online services to
identify ways to do this (Shareef et al. 2011). Research is needed on how e-government
interfaces, websites, and contents can be aligned to suit people’s demands, expectations,
and demographics. Specifically, despite the increased opportunities for adopting and
using e-governance, the current literature on Libya is insufficient to provide context-
specific issues that the government’s efforts towards enhancing its ability to be more
effective and efficient through e-governance. Based on this perspective, it is essential to
have deep research that explores crucial perspectives that can be used to enhance the
development of the technologies and adoption. It is vital to investigate the factors that
affect the current e-government service model and help the government improve service
delivery. To achieve this, the researcher used available data on the Internet to gauge the
rate of internet accessibility and sharing of information on the Internet in Libya.

The study’s results can help policymakers, public administrators, those interested in
public administration and governance, and other Libyan stakeholders understand how e-
government initiatives can be improved to ensure better control and public service
delivery. While Libya, like most WANA nations, has shown a willingness to adopt e-
governance to enhance serviced delivery, they are limited by late adoption and poor
infrastructure that still requires significant investments. However, despite these issues,
the United Arabs Emirates government was one of the earliest e-government adopters in
the WANA region. It has achieved impressive results compared to its neighbours and
ranks first among the WANA region (EGDI 2023). The lack of understanding of the
notion of e-government is one of the major problems that governments face when putting
e-governance programmes into action. Examining how government projects are
implemented and the problems that arise from them is important, but more in-depth
thought needs to be given to e-governance, especially in terms of its political components
and a broader understanding of the institutional and political environments. The results
show that while e-government has garnered significant attention from researchers over
the years and is crucial for understanding the relationship between administrative aspects
of the government and technology, the political processes behind such initiatives are not
well understood. This study should report and outcomes of various governance
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symposiums. Based on this, research in the Libyan context can help understand this
concept effectively.

3.9 Summary

This chapter dives into the political history of the modern State of Libya, covering the
last seventy years, the milestones that affected the country's development, and its
economic sense. The chapter also covered the situation of the public sector in Libya, its
structure and the unique circumstances that affected its deliverables and its ranking in the
international indexes.

Subsequently, the digital infrastructure of Libya and the adaptation of information and
communication technologies were covered, the statutes of digitisation in Libya and the
history of e-government initiatives implementation in the last thirteen years and the
challenges and factors that affected this process based on the available literature.

The development of e-government initiatives began in the early 2000s, followed by a
steady increase in the government’s utilisation of technology since 2012; however, the
political instability after 2014 and other factors have affected those projects. After 2020,
significant advancement was seen in the digitisation of public services.

The key findings and themes from the literature were analysed in the context of Libya,
followed by identifying the main gaps found in the literature to help build a better
understanding of the purpose of this research and foster its conclusion for the next
chapters.

A country like Libya faces several challenges that implementing e-governance initiatives
might help solve, especially in reducing corruption and political instability. Even though
Libya has the potential for e-governance, it still needs more investment in meaningful
implementation. In general, and in Libya specifically, a research gap exists in
understanding the struggle of implementing e-government initiatives, where more studies
are needed to examine current initiatives.
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4 Theoretical Framework

Citizens' expectations of public administrations' need to supply high-value, real-time
digital services are evolving as a result of digital transformation techniques outside the
public sector (Mergel. et al., 2019); these disruptive digital technologies are affecting
every area of society and life as a whole, digital transformation in the public sector is
becoming a strategic requirement for governments all over the world. Organisations hope
to restructure their processes, establish new methods of interacting with stakeholders, and
unleash new connections with citizens growing more aware and demanding more
efficiency and transparency through digital transformation (Nachit et al. 2021).

Moreover, the effective and practical implementation of e-government initiatives is
essential for driving digital transformation in the public sector, improving the overall
efficiency of public sector delivery, and helping deliver public values. This study aims to
investigate the factors influencing and impeding the adoption of e-government in Libya,
a developing country facing unique challenges with particular difficulties in becoming
digital. To better understand these factors, this research looked into several frameworks
that are used to study similar factors in the public sector, such as:

The diffusion of Innovations Theory by Rogers et al., which provides insights into the
context it is applied to and reflects on how technologies and their practices are adopted
by focusing on the adoption rate factors and the characteristics of the innovation itself.
Applying this framework to this study can help identify the main factors driving the
adoption of e-government initiatives in Libya, focusing on the role of stakeholders,
communication channels, and how these technologies are perceived (Rogers et al. 2014).

The Institutional Theory by Scott, where this framework examines the power of
regulatory, normative, and cultural-cognitive institutions on organisations; where in the
e-government implementation context, this framework can help discover the institutional
factors that support or hinder this implementation offering insights on the obstacles to the
adoption of e-government and possible solutions by looking at the formal regulations,
social norms, and cultural beliefs that influence how government institutions behave
(Scott 2008).

Technology-Organisation-Environment (TOE) Framework by Tornatzky & Fleischer,
where this framework offers a thorough understanding of the organizational, technical,
and environmental aspects that affect how new technologies are adopted. These factors
include technological ones (such as infrastructure and ICT literacy), organisational ones
(such as leadership and organisational culture), and environmental ones (such as political
stability and legal framework); this framework can also be used in this study to analyse
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the factors that influence the adoption of e-government in Libya (Tornatzky Louis G. et
al. 1990).

Unified Theory of Acceptance and Use of Technology (UTAUT) by Venkatesh, Morris,
Davis, & Davis, in this framework, the performance expectation, effort expectancy, social
influence, and enabling circumstances are the four main factors that the model identifies
as influencing the adoption and usage of technology, where it may help in investigating
how these characteristics affect the adoption and utilisation of e-government initiatives
by governmental organisations, staff members of the public sector, and citizens
(Venkatesh et al. 2003).

Technology Enactment Framework (TEF) is a theoretical model that emphasises the
understanding of the interactions of both individuals and organisations with technology
and how they adopt and utilise it for a particular context and environment. The
Technology Enactment Framework is centric on the idea of the influence of individual,
organisational, and contextual factors on the adoption of technology, as it shares some
similarities with other mentioned frameworks, such as the Technology-Organization-
Environment (TOE) Framework and Unified Theory of Acceptance and Use of
Technology (UTAUT)(Lamb and Davidson 2005).

However, after investigating each model and how it can be employed in this study to
understand these factors and help in answering the research questions, this research
employs a combined model of the Technology-Organisation-Environment (TOE)
Framework and the Unified Theory of Acceptance and Use of Technology (UTAUT),
where both together covers several aspects and factors mentioned in the other
frameworks. However, the following sections will provide an overview of these theories
and frameworks, discuss their relevance and significance, go through the supporting
research, and list the research questions they aid in answering.

4.1 Technology-Organisation-Environment (TOE) Framework

The Technology-Organisation-Environment framework was developed in 1990 by
Tornatzky and Fleischer to help understand the innovation's adoption in organisations by
focusing on the power of three main contextual factors, technological, organisational, and
environmental. Where the technological factor covers the accessibility and features of the
technology itself, the organisational factors relate to the internal qualities of the
organisation, whereas the environmental variables refer to the external environment in
which the organisation functions. (Tornatzky Louis G. et al. 1990)
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The relevance of the TOE framework to this study is that it helps in understanding the
influence of those factors in the adaptation of e-government initiatives, where the TOE
provides a clear interpretation of the opportunities and challenges faced by the
implementer organisation, as it has been commonly used in different research on e-
government implementation (Shareef et al. 2011b), proving its applicability and value in
researching technology uptake in the public sector. However, the majority of these studies
concentrate on developed countries, and there is little research that addresses the
particular difficulties developing countries like Libya confront. Additionally, current
research often isolates technical, organisational, and environmental aspects without
taking into account their interdependencies and complex relationships.

4.2 Unified Theory of Acceptance and Use of Technology (UTAUT)

The UTAUT is a thorough model created by Venkatesh et al. that aims to explain user
acceptance and utilisation of technology. The Technology Acceptance Model and Theory
of Planned Behaviour are two of the eight earlier models and ideas combined in the
model. According to the UTAUT, technology adoption and usage are influenced by four
fundamental constructs: performance expectation, effort expectancy, social influence,
and enabling factors (Venkatesh et al. 2003).

The UTAUT offers an insightful lens for examining e-government adoption from the
viewpoint of particular users. The approach aids in the identification of elements that may
encourage or inhibit public sector staff and residents from utilising e-government by
concentrating on user perceptions and attitudes. The UTAUT has been effectively used
in many studies to examine the adoption of e-government (Weerakkody et al. 2011),
highlighting its usefulness and importance in this area.

The UTAUT has been used extensively in e-government research (Weerakkody et al.
2011); however, the majority of studies concentrate on developed countries and certain
user groups, such as citizens or public sector employees. The adoption of e-government
in developing countries like Libya has received little investigation, and few studies have
sought to combine the UTAUT with other theoretical frameworks to gain a more thorough
knowledge of the adoption of e-government.
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4.3 Combined Model: TOE and UTAUT Integration

After a deep look into both frameworks, TOE and UTAUT, and their relevance to the
research questions and the gaps in each one, integrating both frameworks help in offering
a clear interpretation and more comprehensive understanding of e-government initiatives
adoption by considering both organizational and human aspects.

This combined model can represent both the macro-level factors that influence the
adoption of e-government initiatives (as represented by the TOE framework) and the
micro-level factors that affect the acceptance and use of technology by individuals (as
represented by the UTAUT model). The application of a combined model of the
Technology-Organization-Environment (TOE) framework and the Unified Theory of
Acceptance and Use of Technology (UTAUT) in research is supported by a wealth of
academic literature.

The detailed exposition you provided on the use of a combined model, incorporating both
the Technology-Organization-Environment (TOE) Framework and the Unified Theory of
Acceptance and Use of Technology (UTAUT), for the study of e-government adoption in
Libya, offers a profound and comprehensive view of the subject. The decision to integrate
these two framewaorks can be justified on multiple grounds:

Comprehensive Coverage: The TOE framework mainly covers technological,
organizational, and environmental factors, while UTAUT primarily focuses on individual
attributes. By combining these two, the model captures both macro-level (organizational)
and micro-level (individual) determinants, offering a thorough understanding of both
systemic influences and personal behavior.

Enhanced Predictive Power: Both frameworks have their strengths in predicting
technology adoption. TOE's focus on broader influencing factors is complemented by
UTAUT's insight into individual user acceptance. This integration increases the model's
predictive and explanatory power, as evidenced by previous studies (Awa et al. 2017;
Alatawi et al. 2012).

Context Relevance: In the context of Libya, considering both organizational and
individual aspects is vital. The combined model accommodates the complexities of a
developing country facing unique challenges in digitalization. It considers not only
technological barriers and organizational readiness but also individual acceptance, social
influence, and cultural aspects, all of which are crucial in the Libyan context.

Filling the Gaps: TOE in isolation may overlook the characteristics of individual adopters,
which are crucial in understanding actual usage patterns. UTAUT fills this gap by
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focusing on performance expectancy, effort expectancy, social influence, and facilitating
conditions, thus offering a more nuanced view of how and why technology is accepted
and used by individuals.

Theoretical Synergy: By building upon existing, well-validated theories, the combined
model leverages the strengths of each, enhancing both robustness and relevance. It allows
for a more nuanced analysis by aligning with multiple theoretical traditions and reflects
the multifaceted nature of technology adoption.

Empirical Support: The integration of TOE with models like UTAUT has been supported
by various scholars (Baker 2012; Alatawi et al. 2012) and has been successfully applied
in different domains. This empirical backing adds credence to the decision to use this
combined model.

Alignment with Research Objectives: The research aims to investigate multifaceted
factors influencing e-government adoption in Libya. The combined model aligns
perfectly with these objectives, allowing for an in-depth investigation into organizational,
technological, environmental, and individual determinants.

Customization: The ability to customize and tailor the combined model to fit the specific
needs of the study — in terms of context, technology, and research objectives — enhances
its applicability and relevance. It allows for a richer and more context-sensitive analysis.

Ethical Considerations: This approach ensures that the research is inclusive and considers
all relevant stakeholders and influencing factors, adhering to research ethics by
minimizing biases and maximizing the validity and reliability of the findings.

Awa et al. (2017) and Premkumar (2003) both contend that the adoption of TOE in
isolation is inadequate as the model's predictive and explanatory capabilities are enriched
by the integration of individual contexts (Awa et al. 2017; Premkumar 2003). TOE
accounts for the technological, organizational, and environmental factors influencing
technology adoption, but it doesn't take into account individual adopter's characteristics.
This shortcoming is addressed by integrating TOE with UTAUT, a model that captures
the individual attributes of technology adopters (Awa et al. 2017; Venkatesh et al. 2003).

Moreover, various studies have demonstrated the combined model's efficacy in predicting
technology adoption. For instance, validated this integrated model in understanding the
adoption of VR safety experience training in construction companies (Alatawi et al.
2012). Furthermore, Haag & Eckhardt (2014) propose the integration of TOE, UTAUT,
and other relevant theories like Task-Technology Fit and Institutional Theory to provide
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a more comprehensive understanding of technology adoption, accounting for factors such
as task context and the interrelationship between institutions (Haag and Eckhardt 2014).

The UTAUT model is chosen for integration due to its wide acceptance and usage in
information systems adoption research, second only to the Technology Acceptance
Model (TAM) (Alatawi etal. 2012). Additionally, UTAUT's application in organizational
adoption investigations attests to its utility in this domain.

Finally, Baker (2012) advocates for a synthesis of TOE with models like TAM, TAM2,
and UTAUT to leverage their strengths in understanding individual behaviour while using
TOE to elucidate organizational behaviour (Baker 2012). This is further exemplified by
Alatawi et al (2012), who used UTAUT in the technological context of TOE and
Institutional Theory in the environmental context, resulting in a novel and useful
combination (Alatawi et al. 2012).

This aligns with the added value of combining both models, where the TOE framework
(Tornatzky Louis G. et al. 1990) provides an understanding of the technological,
organizational, and environmental characteristics that influence technology adoption at
an organizational level. However, the adoption of a technology is not just an
organizational decision; it's also crucial to examine how individual users within the
organization accept and use the technology. Where the UTAUT model (Venkatesh et al.
2003) serves to fill this gap by focusing on individual user acceptance and usage. It
encapsulates performance expectancy, effort expectancy, social influence, and facilitating
conditions as determinants of user acceptance and usage.

In summary, the choice for the combined model of TOE and UTAUT is methodologically
sound and aligns seamlessly with the research's context, objectives, and complexities. It
allows for a nuanced, comprehensive, and context-sensitive analysis, drawing on the
strengths of both frameworks and enabling a multi-dimensional view of e-government
adoption in Libya.

In the process of combining both the TOE and UTAUT frameworks, the following steps
were considered:

- Identifying the commonalities and differences between the two frameworks
by examining their factors and variables to ensure their relevance to the
research context and guarantee that the contributions of each framework and
how both complement each other in helping answer the research question.

- Developing the conceptual model by creating new one incorporating elements
from the TOE and UTAUT frameworks. This model includes organizational
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and environmental factors that influence the adoption of e-government
initiatives (from the TOE framework) and the determinants of user acceptance
and use of technology (from the UTAUT model).

The combined model could include the following factors:

VI.

VII.

Technological factors (TOE): Infrastructure, ICT literacy, technological
compatibility, and innovation characteristics.

Organisational factors (TOE): Leadership, organizational culture, resources,
and readiness.

Environmental factors (TOE): Political stability, legal framework, and
external pressures.

Performance expectancy (UTAUT): Perceived usefulness and benefits of e-
government initiatives.

Effort expectancy (UTAUT): Perceived ease of use and accessibility of e-
government services.

Social influence (UTAUT): Influence of peers, superiors, and societal norms
on the adoption of e-government initiatives.

Facilitating conditions (UTAUT): Availability of resources, training, and
support for using e-government services.

In conclusion, the integration of the TOE and UTAUT models allows for acomprehensive
understanding of both the organizational and individual factors influencing technology
adoption. By combining these two models, researchers can investigate both the
organizational-level decision to adopt a technology (via the TOE framework) and the
individual-level acceptance and use of that technology (via the UTAUT model), thus
providing a more holistic understanding of the technology adoption process.

4.4

Adaptation of the Combined Framework to The Libyan Context

To tailor the combined model to the Libyan context, the unique challenges and
opportunities faced by the country should be taken into consideration, such as political
instability, lack of ICT infrastructure, and cultural factors.
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This adaptation involves identifying relevant factors within the combined model of the
TOE and UTAUT constructs and ensuring that the study questions and data-collecting
tools reflect the unique characteristics of the Libyan environment. Where the combined
model will help address the following research questions:

- What are the key drivers for e-government implementation in Libya?

- What are the key barriers and challenges to e-government implementation in
Libya?

- How can these barriers and challenges be addressed to facilitate the successful
implementation of e-government initiatives in Libya?

Adding to the aspects developed based on the combined TOE and UTAUT model, an
extra survey question was added based on Busoud and Zivkovi¢ suggest a wide range of
factors that impact e-government in Libya (Busoud and Zivkovié 2016); those factors
vary from the human aspect, legal and technology.

Finally, the combined TOE and UTAUT model provides a thorough theoretical
framework for comprehending the adoption of e-government in the Libyan setting. This
study will provide valuable insights for policymakers and stakeholders looking to
improve the implementation of e-government and promote digital transformation in
Libya's public sector by taking into account the interdependencies between technical,
organisational, environmental, and personal aspects.

4.5 Summary

This chapter explores several frameworks that have been used to answer similar research
questions and indefinity the barriers and drivers of the implementation of e-government
initiatives and how they can be used in the Libyan context. Moreover, the chapter also
dived into the selected frameworks, the Technology-Organization-Environment (TOE)
Framework and the Unified Theory of Acceptance and Use of Technology (UTAUT),
and explored how both can be combined, what factors can be kept from each framework
to help answer the research question ‘What are the key drivers and barriers to e-
government implementation in the State of Libya’?
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5 Methodology

This chapter narrates the adopted research approach, elaborating on the research design,
its philosophy and the method used for the data collection and analysis to answer the
research question. This chapter also elaborates on ethical considerations for the research,
followed by the data's limitations and validity.

5.1 Research Design

Based on the research context and the unique status of Libya, the research is considered
more interpretive. In this inductive way, the aim is to understand the context of the e-
government implementation in the country and theories that might be derived from the
findings, where a combination of data will be derivative from both qualitative and
quantitative data collection and analysis methods. This design help to have a
comprehensive examination of the complex factors that are affecting the implementation
of e-government initiatives in Libya. Moreover, this research utilises an integrated
theoretical framework combining the Technology-Organization-Environment (TOE)
Framework and the Unified Theory of Acceptance and Use of Technology (UTAUT) to
facilitate the research design and the data collection and analysis.

The mixed-methods approach provides strength to the research by empowering the
researcher to understand the complex phenomena or contexts from different perspectives,
as the mixed-methods approach helps validate the results from different resources that
increase the credibility of the findings (Creswell and Vicki L. Plano Clark. 2017). This
aligns with (Onwuegbuzie and Leech 2005) as they claim that this approach helps capture
a wider range of perspectives that enhance understanding of the research topic. Moreover,
Bryman states that the mixed-methods approach can help researchers find unexpected
results (Bryman 2012).

5.2 Data Collection Methods

The data collection process for this research has been done by two main methods,
crosscutting with the theoretical framework and the research design approach by
implementing in-depth structured interviews and structured surveys to cover both
qualitative and quantitative parts of the mixed-methods approach. A highlight of the
research was the significant response rate to the survey, which garnered as many as 419
responders, and 23 key informative interviews.
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Semi-Structured Interviews were conducted with various experts and stakeholders
involved in the country's digital scene and e-government implementation. Twenty-three
interviews were conducted in the period ofresearch. The Interviewees include
government officials, public sector employees, and IT experts to help build an in-depth
understanding of the drivers and barriers to digital transformation in Libya’s public
sector. The Interviewees were approached due to their sold background and involvement
in the field, covering different point of views and perspectives.

The semi-structured nature of the interviews provides the flexibility to enrich the
discussions while covering all key topics. The interviews are invaluable for the insights,
opinions, and experiences interviewee shares, (Jiménez 2014). The interview questions
were built based on the combined model of TOE and UTAUT and covered the seven
factors with nineteen questions. Appendix A for the interview questions.

The interviews were semi-structured with open-ended questions following the best
practices on research methods in public administration and public management of Van
Thiel (van Thiel Sandra 2014). Furthermore, according to Bryman, semi-structured
interviews empower the interviewer with the flexibility to delve deeper into specific areas
and follow up or explore any unexpected areas that arise during the discussions (Bryman
2012), where it offers the opportunity to respond and investigate motives, feelings, and
perceptions behind those answers (DiCicco-Bloom and Crabtree 2006). Additionally,
semi-structured interviews allow the interviewer to adapt and change how the
conversation flows and personalise the conversation (Galletta 2013).

Alongside the semi-structured interviews, the research has published a survey question to
collect quantitative data from a broad range of stakeholders in the public sector in Libya,
including the country's residents. The survey is built of several questions to explore
participants' perceptions of the key drivers and barriers to e-government implementation
and the current state of digital transformation in Libya. The survey was built using the
official surveying tool of KU Leuven ‘Qualtrics.com’ under the privacy regulations and
published and distributed through the official channels in partnership with the General
Information Authority in Libya and via social media platforms publicly and through the
closed groups for the public sector employees to maximise reach and response rates.

The survey questions were closed-ended, built of forty-three questions divided into ten
sections based on the adapted combined model of TOE and UTAUT. The survey used a
scale from 1 to 5 for the responses. The survey was published online for a month and had
415 interaction. Appendix B for the survey questions. Bryman states that one of the main
benefits of closed-ended surveys is answers’ standardisation, where each participant has
the same option of answers, which makes it easier to compare across participants (Bryman
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2012). This also increases efficiency by enabling the researcher to collect large sets of
data in a relatively short period (de Vaus 2013), alongside the easier accessibility and
wider reach of the audience using digital tools (Wright 2005).

5.3 Data Analysis Methods

Given the mixed-methods approach in the research, the data analysis process will
combine two different data analysis strategies to cover both qualitative and quantitative
data.

To analyse the qualitative data obtained from the semi-structured interviews, the
interviews will be transcribed in the mother language of the interviewees and then
translated into English to be ready for the thematic analysis. Using MAXQDA2022, the
coding and categorising process for data was done to identify patterns or themes using a
hybrid approach of deductive and indicative coding. Furthermore, based on the research
questions and the interviews outputs, table 1 represents the codes used for the qualitative
data analysis:

Table 1 The codes used for the qualitative data analysis.

A. Drivers of Digital Transformation B. Addressing Challenges

- Political support - Capacity building

- Technological infrastructure - Public-private partnerships

- Financial resources - Regulatory reform

- Skilled workforce - Cybersecurity measures

- Public demand - Change management

- International collaboration - Awareness campaigns

- Innovation culture - International assistance

C. Barriers to Digital Transformation D. Current State of E-government

- Political instability - Politics\Administration Issues

- Leadership - ICT Infrastructure

- Corruption - Stakeholders

- Planning and Strategy - Government Support

- Inadequate infrastructure - Digital Literacy

- Lack of funding - Human Resource

- Insufficient skills and expertise - E-services availability

- Resistance to change - Citizen engagement

- Security concerns - Interoperability and integration

- Legal and regulatory constraints - Digital identity and authentication
- Accessibility and the digital

divide.
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For the quantitative data gathered through the survey, Excel software used descriptive
and inferential statistics to help identify relationships between variables. This aims to
support the qualitative analysis, where integrating these two methods comprehensively
analyses the research questions. Qualitative analysis provides a deeper understanding of
the context, and quantitative analysis offers a broad overview participants (Bryman
2012).

54 Subjects

As mentioned in the previous sections, the research subject includes government officials,
public sector employees, IT experts and the residents of Libya. Those subjects have been
selected to provide diverse points of view and perspectives on the state of e-government
implementation in Libya, including its drivers and barriers.

The interviewees come from diverse backgrounds, from a former technology minister
who was leading the digitalisation efforts, to several experts who were involved in those
efforts from the government side, also covered interviewees' population including
members of parliament who work in the ICT sector, alongside several experts from the
private sector who are cotracted implementers for the digital transformation projects for
the government. Also, the interviewees’ population included actors from civil society,
academia, telecom and banking sectors to cover different organisations' perspectives on
the topic. Appendix C for the list of interviewees. The selection of the interviewees was
guided by a purposeful and strategic approach to ensure a comprehensive understanding
of the drivers and barriers to digital transformation in Libya's public sector. This selection
was based on the following ciriteria:

Expertise in the Field: The interviewees were chosen based on their solid background,
expertise, and direct involvement in the country's digital scene and e-government
implementation. Their practical experience and insights are invaluable to the research, as
they can provide first-hand information and contextual understanding.

Diverse Perspectives: By including a variety of stakeholders, the research ensured a broad
and diverse perspective on the subject. This diversity helped in capturing a more holistic
view of the challenges and opportunities in implementing e-government in Libya.

Relevance to the Research Objectives: The selection was also guided by the specific
research objectives and questions. The individuals were selected for their ability to
provide insights that directly relate to the core areas of investigation, such as the political
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landscape, technological readiness, organizational challenges, and societal factors
affecting e-government implementation.

Snowball Sampling: In some cases, the selection might have employed a snowball
sampling technique, where one interviewee refers to another potential participant. This
method can be useful in accessing hard-to-reach experts or insiders within the field.

Accessibility and Willingness to Participate: Practical considerations were also taken into
account, such as the willingness and availability of the interviewees to participate in the
study. Their accessibility and readiness to share information played a role in the selection
process.

By employing these selection criteria, the research ensured that the interviews were
conducted with individuals who have substantial knowledge and a vested interest in the
digital transformation in Libya. This approach contributed to the richness of the data
collected and supported the robustness of the findings.

On the other side, the survey data was drawn from a more diverse and larger sample to
help broader insights into the drivers and barriers to e-government implementation in
Libya; the survey participants include both public sector employees and the residents of
Libya. The data collection method used worked to ensure the representation of different
age groups, genders, and levels of education. The selection of the target group for the
survey in the study was vital to gather broad insights into the drivers and barriers to e-
government implementation in Libya. This selection was based on the following ciriteria:

Inclusive Perspective: By including both public sector employees and the general
residents of Libya, the survey aimed to capture a comprehensive view. Public sector
employees could provide insights from the inside of the government, understanding
systemic and procedural challenges, while residents offered a user's perspective,
reflecting the public's perception and acceptance of e-government initiatives.

Representation of Different Demographics: Ensuring the representation of various age
groups, genders, and education levels added depth to the findings. Different age groups
might have varying levels of digital literacy and trust in technology. Gender
representation ensured that any gender-specific biases or preferences were captured.
Including various education levels helped in understanding how education might affect
the perception and usage of e-government services.

Enhanced Generalizability: By targeting a diverse and larger sample, the survey results
become more generalizable to the broader population. This enhances the external validity
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of the findings, making them more applicable and reflective of the overall societal stance
on e-government in Libya.

Alignment with Research Objectives: The selection aligned with the research's
overarching aim to explore the multifaceted factors affecting e-government
implementation. By targeting a wide and diverse audience, the research could delve into
both macro and micro-level factors, including technological barriers, social acceptance,
policy challenges, and individual behavioral factors.

Ethical Consideration: By adopting an inclusive approach, the research also adhered to
ethical principles, ensuring that various segments of the society had an opportunity to
contribute their views, thereby minimizing biases and enhancing the credibility of the
findings.

In summary, the target group selection was methodologically sound and strategically
aligned with the research objectives, ensuring that the survey data was not only rich and
insightful but also reflective of the complexity and diversity of the subject being
investigated.

55 Ethical Considerations

In this research, all participants were informed about the purpose of the research and the
involved parties. The interviewees granted their consent to record the interviews, and all
data was anonymised to ensure their confidentiality. No personal data was collected for
the survey, and the surveying platform obeyed the European Union General Data
Protection Regulation. This research will adhere to the ethical guidelines set by
universities involved in the Pioneer Master Program regarding the local context of the
State of Libya.

5.6 Limitations

Each research faces several limitations and challenges during all phases; however, the
unique context of Libya limits the generalisability of the findings to other contexts, where
the findings of this research may provide useful insights for similar contexts in general.
Still, it mainly may help the efforts of the government in Libya in its digital
transformation journey.
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A possible inherent bias during the data collection might exist, as Moncef Ouannes
emphasises the effect of the tribalism culture on the general Libya mindset, making defeat
abhorrent (Ouannes Moncef 2014). This may apply more to the public sector employee,
who may respond in a way they perceive to be socially desirable or acceptable,
particularly given the nature of some questions related to government services.

The language may also create some limitations to the research, where the whole research
design and literature review were conducted in English, and the data collected in Arabic,
then translated to English for the analysis; this process might affect the quality of the
findings, where some parts might be fallen apart.

The complex situation of the country and the fragile stability also affected the data
collection process, where some interviews were canaled, and others were pushed to dates
out of the timeframe, causing delays in the whole research. Moreover, some interviewees
demanded that the interview be conducted in person. For the quantitative data, the
distribution of the survey might limit its inputs to certain societies with access to the
Internet. Moreover, the data collection period coincided with several religious holidays,
making many interviewees and survey participants hesitant or uninterested in joining.

Acknowledging these limitations aims to ensure the credibility of the findings and
mitigate potential bias, as they might help contextualise the interpretations of the results
and increase the understanding of the research outcomes.

57  Validity

To ensure data validity, both the interview questions and the survey questionnaire were
developed based on the combined model of the TOE and UTAUT and reviewed by
experts in the field. Moreover, a pilot test was conducted to ensure the clarity and
relevance of the questions.
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6 Findings

This chapter covers the main findings of the mixed method data collection, divided into
two sections, one for the quantitative and one for the qualitative results. The two sections
are followed by a summary of the findings and the correlation between the results of the
two methods.

6.1 Analysis of Quantitative Data

Using MAXQDAZ2022, twenty-three interviews were analysed, and this section
summarises the findings as follows:

6.1.1  Administration Aspect

The public sector in Libya faces many administration and structural issues; those issues
increased with the current political conflict. The conflict caused more obstacles when
coupled with governmental divide.

The Libyan public administration still lags in traditional management practices, which
makes it hard to adopt and implement digital transformation projects. The expert states
that Libya has gone beyond the idea that the public sector can reform itself, as it resulted
from the assessments of some international consulting firms in 2007 and 2008. That led
to establishing a supreme institution to oversee the reform in coordination with reform at
of legislative level. After fifteen years, the status of the public sector did not improve, and
all circumstances made it more complex.

“Since the public system is distorted, adopting digital transformation
strategies is kind of impossible”. — one of the participants.

The issue is rooted in the public sector mentalities, the government, and employees.
Adding to the absence of a procedural guide within most of the institutions, and in many
cases, the same procedure differs from one branch to another. The absence of a procedural
guide makes it harder for the public sector to serve the people or to be digitalized in the
first place.

“Sometimes there are clear laws and procedures, but the government
is a chaos; a never-ending cycle of chaos”. — one of the participants.

When you dive into the mandate of many public sector institutions, you may find a pattern
of similarity and overlap in many cases. The duplication of public sector institutions and
the lack of coordination and communication weaken the public sector and its services.
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Therefore, you may find many institutions with overlapping mandates managing the same
e-government project, with no execution or results, but all fighting on the budget and
struggling for personal benefit.

This overlap in mandate creates another conflict on the ownership of the e-government
initiatives and who are the stakeholders of such initiatives. Several committees of
different key players were established. Different backgrounds and agendas and no clear
bounders have created complex issues; however, the current national committee’s digital
transformation success came from appointing the same leader for the two main key
players, the General Information Authority and the General Authority of
Communications and Informatics. If the status quo changes, the outcomes of this
committee and the harmony between its members might change accordingly. However,
lately, other institutions have also started fighting to gain a share of the cake.

The absence of an effective legislative authority that supervises the government and
understands and approves the long-term strategic plans for digital transformation is also
an issue, where adding digital transformation to the agenda will help finance it from clear
expenditure lines.

The experts also emphasised the need for the central government to handle the
implementation of the e-government initiatives to help attract expertise and facilitate the
development of those projects where it is hard to find technology-specific competencies
for all these public sector institutions.

In summary, as long as the legislation keeps changing and there is no understanding from
the legislative authority on the necessity of reforming the public sector, it would be hard
to have a holistic and integrated approach towards digital transformation or implement
proper e-government initiatives in Libya.

6.1.2 ICT Infrastructures

In general, the telecommunication infrastructure in Libya was initially considered
reasonable, which makes it fairly good for any e-government implementation. However,
it got affected, and many parts were destroyed due to the armed conflict in several parts
of the country. Moreover, the telecommunication network gets easily disrupted by the
other circumstances that face the country, such as long power outages and the vandalism
of fibre optics cables. Those circumstances, alongside some internet shutdown orders,
affect the stability of the network and the reliability of services provided to the citizens
in both sectors, private and public.
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“I am afraid of participating in online meetings or training, as it

requires a good internet connection” — one of the participants.
The telecommunication coverage might vary from city to city, where the big cities such
as Tripoli, the capital, might have a strong connection; however, other cities far in the
south are more likely to have no quality connection at all; this builds on the fact that
Libya’s large size and low population density limits the feasibility to invest in proper
telecommunication infrastructure that covers the whole country.

Some experts emphasise that the current telecommunication infrastructure lags behind in
comparison with countries with similar GDP, especially with the absence of the
communication backbone and the weakness of used fibre optic network. However, Libya
has a vast fibre optic network that covers all of the country, 18 thousand kilometres owned
by LPITC, the government-owned telecommunication holding company, and 30 thousand
kilometres owned by GECOL, the government general electricity company. Due to the
current regulations, the GECOL part of the fibre optic network remained inaccessible for
telecommunication purposes.

On the other side, the government monopoly on the infrastructure sector hinders its
development, where regulations clearly state that the government should own all fibre
optic networks used for telecommunication through Hatif Libya Company, one of the
LPITC companies; this monopoly made it too expensive to get fibre optics connection.

On a different layer, the government lacks a centralised database or interoperability
standards to integrate all available systems. This increases the requested data from the
citizens that require bigger storage capacity year after year due to the lack of policies that
regulate data deletion and management. Moreover, the lack of coordination between the
government institutions on managing the data and the lack of regulations on data
ownership make the public sector institutions compete to build more data centres to justify
asking for a larger share of the governmental budgets.

Lately, LPITC’s company, Al-Madar Al-Jadeed, started providing nearly free clouding
solutions for government institutions. However, the unfair competition affected other
private-sector running projects. Even though Al-Madar Al-Jadeed, in many cases, failed
to provide reliable services. The same can be amplified on Libya Telecom and
Technology, an ISP and Data Centre owned by LPITC, where the company servers are
compromised and hacked on a periodic basis, affects all governmental digital services
hosted in their data centres.

For the software aspect of the e-government implementations, Libya's private sector is
quite weak in developing software solutions; no significant companies can be trusted as
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there is no genuine investment in this area. Importing ready-to-use solutions might not
succeed, as the local aspect needs to be integrated into the design.

Furthermore, for the hardware aspect of the e-government implementations, the provision
of hardware is not considered an issue at all, where all institutions always ask for the
newest technology with the higher standards, which made all international providers
heavily exist in the Libyan market to cover the demand.

In summary, the experts do not see telecommunication or other technology infrastructure
as one of the main obstacles to implementing e-government in Libya; whenever the
budget and the political will are there, the infrastructure will meet the expectations and
the needed requirements. Both software and hardware can be imported and implemented
by joint ventures between local and international providers.

6.1.3 Human Resources

The human resources and their capacities to lead and contribute to the e-government
implementation were one of the main issues pointed out by the experts. With the current
public administration structure, the number of qualified IT human resources working for
the public sector does not correlate with the number of government institutions, making
it illogical for all government institutions to have technology-specific competencies that
help them to implement e-government projects.

The experts emphasised that employees might arrive on time, but their productivity might
equal nothing. Regarding IT human resources, they might handle the basic need of
running those projects and maintaining the network; however, they work on a haphazard
basis, with no regard for policies or standards, leading to bad execution of any e-
government projects.

Public sector employees' perception of using technology varies due to several factors
within the sector; back then, employees used to damage the technology as they perceived
it as a threat to their jobs, but that is no longer the case, especially with today’s high
reliance on it.

“I saw no reluctance to use technology among employees, everyone
understands that it is a tool to make life easier and boost productivity.
Moreover, as a result of our project, productivity was increased from

roughly 600 transactions per working day to 6000 transactions per

working day and the employees were pleased” — Public Sector
Contractor.

In many other cases, employees stay reluctant to adopt new technologies, where some
employees value themselves by the amount of people who ask them to handle their
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requests; having technological solutions as an intermediary makes them lose the
bargaining power and the prestige that comes with it. Corrupt employees will not endorse
using technology as they do not see any personal benefits.

“The financial auditor, 64 years who is about to retire, was one of the
most employees happy with the system we implemented, and he
became one of the staunchest supporters, keeping in mind that this
was his first dealing with such a system” — Public Sector Contractor.

The lack of qualified IT human resources might result from different factors, and one of
them is the high wage difference between the public and private sectors, which makes
qualified employees more interested in working for the private sector. Alongside that, the
lack of capacity building within the public sector for niche skills, which makes fresh
graduates and employees in the same status of knowledge for an extended period of time,
unless they take the initiative by themselves to develop their skills. Moreover, the lack of
governance and accountability within those institutions changed how employees perceive
the training from developing their skills to an opportunity to get a per diem allowance or
travel outside the country with no real focus on the training itself. In some cases, once
those employees build their capacities, the public sector starts draining towards the
private sector.

In Libya, the focus is only on technology, with no real interest in building the employees'
capacities in this field. Furthermore, the education sector outcomes do not cover the real
demand for digital transformation projects.

The absence of consultants and experts at the government level contributes to the passage
of technology-related contracts and projects without proper scrutiny; this also makes it
unfair to blame the employees, especially with the lack of guidance and the absence of
any knowledge-sharing or strategies in the government level, where some employees
have sufficient knowledge, but managing these services needs more than knowledge.

6.1.4  Digital Literacy and Citizens Adaptation

Digital literacy accords in several interviews, where the experts agreed that most Libyans
are Facebook-Literate and know how to use social media platforms such as Facebook and
TikTok. Still, they are unaware of the internet's capacity and how to use it to the
maximum. This phenomenon has led many public sector institutions to abandon their
websites and move their communications focus to using social media platforms.

However, this argument paved the way for the idea that citizens, as long as they are able
to use social media platforms, they can deal with any digital environment, especially
government platforms, where they require much less knowledge in comparison with how
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complex social media platforms are if the services are provided with respect to the user
interface and user experience standards that are already developed by Big Tech
companies.

A country with such a young population, like Libya, suffers less from digital illiteracy,
even though in elderly groups, the last five years have changed their perception and rate
of adaptation. Dealing with electronic services implemented by the banking sector forced
them to develop their skills to save time and increase comfort.

Another issue, as pointed is digital illiteracy among decision-makers; according to the
experts, many decision-makers are not aware of how to use technology or how technology
can help improve their institutions’ productivity, leading them to focus their plans and
budget on the classic approaches of running these public sector institutions.

In general, the acceptance of digital services increased due to the Covid 19 pandemic as
they were forced to use them and motivated by hope. Many citizens found themselves in
need of adopting these services. This made them welcome new digital services as they
are thirsty for those services, and they started demanding the government for more digital
services.

With this satisfaction, citizens, in the beginning, are hesitated to fully trust those services
due to unfortunate previous experiences related to digital services. This also can be
reflected in the general lack of trust in the government due to its proven corrupted
reputation. Adding to that, the political and administration division in the country
increases the lack of confidence in those services.

Regarding social norms, experts agree that digital transformation generally has nothing
to do with the citizens' acceptance of the digital services, where those services do not
contradict social norms.

Implementing e-government initiatives without the citizen's trust is useless, and this
started by providing high-quality, reliable services backed by the needed legislation and
polices and marketed in a good way to the citizens. Moreover, providing customer support
to the citizens a crucial for building trust.

6.1.5 Digital Service Availability

In general, Libya still lacks the minimum governmental digital services, and the demand
is high for any service, however simple it is. Many of our experts did not recall any
available digital services, where all current or previous systems do not complete the whole
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cycle, and they are limited either to collecting data from citizens or notifying them of a
scheduled appointment via SMS.

However, one of the public sector experts pointed out that they surveyed all digital
services provided by the government, and they are 84 e-government services;
unfortunately, those services lack the minimum level of standards that create poor
outcomes and decrease citizens' satisfaction, pushing people to complain and ask to return
to the paper-based process.

Many services have been launched in the last few years, but most failed, such as the
Covid-19 Vaccine Scheduling System, e-Vaccine App, Passport Scheduling System,
Criminal Record Extract, and many others. The experts point out those services suffered
from internal change resistance and many administration obstacles.

Most of the launched services have some complexity in their use. While a specific
example cannot be evoked, it is yet worth pointing towards a governmental initiative
platform launched by the present government called "Our Government™ which implies a
sense of digital transformation, while it is merely a mailing feedback service where the
user sends an e-mail to a specific entity and this entity responds to them, although the
majority of people have good experiences with it, it remains a complicated process and
lacks straightforwardness needed in such services.

One of the exceptions and the outstanding digital services in the last few years is the
Marriage Facilitation Fund. This system was dedicated to receiving the citizens'
applications, verifying them and preparing a cheque for eligible citizens. This system was
developed and managed for the whole period in partnership with the private sector, and
it did not face any time-out; designed with an up-to-date user interface and experience
standards, covering the whole work cycle of the process. This system was linked with the
national identity database, which validates the data in real-time. However, this success is
not reflected in the whole work environment of the Marriage Facilitation Fund, where
they have up-to-date systems for archiving, social surveying, and enterprise resource
planning, and all are not in use.

In general, one of the issues that face all current and potential projects is the absence of
digital identity and the ways for authentication. The only available method is ran by the
Central Bank of Libya, and it is based on Linking each mobile number with a dedicated
national identity and the verification mad viae one-time password codes; The digital
identity project has been suspended due to political reasons.
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From a wider perspective, most of the running of digital services in public sector
institutions results from the individuals’ initiatives; the absence of those individuals
results in the failure of those services. Moreover, this individual base makes those services
isolated from each other’s.

6.1.6 Integration and Competencies

The current state of e-government initiatives in Libya faces an issue with the lack of
integration or interoperability between most of the government institutions and the
governmental digital services. Where there is no integrated system that provides the
provision of these services properly, most of them are limited to the data collection
features.

The absence of integration and interoperability between government institutions plays a
huge role in hindering the implementation of more complex services. Some experts claim
that this is due to the issue of data ownership between different institutions.

6.1.7  Partnership with the Private Sector

Due to the State’s history of treating the private sector, and the monopoly implemented
by the government in owning and running nearly all sectors, the private sector did not
have the chance to get maturity and organic growth, making the private sector the largest,
and in many cases, the only customer for the private sector.

“Do not ask me to provide large services where | am not protected
from the government and the monopoly” — Participant from the
Private Sector.

Contributing to the development of the private sector in the areas such as communications
and information technology helps strengthen the economy. This private sector
development starts by providing opportunities to join and participate in developing
technologies needed for e-government implementation; higher demand and fair
opportunities will motivate the capital to invest more into the sector; otherwise, the
private sector in terms of providing software solutions will keep in its weak statues.

Even with the limited opportunities and experience, the experts claim that the Libyan
private sector has the ability to implement digital transformation projects, mainly when it
comes to building and providing communication and hardware infrastructure.

However, for the software part, no significant institutions can be trusted, which takes us
back to the lack of investment in this sector, adding to the lack of opportunities provided
by the government.
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In general, the private sector in Libya has succeeded in its internal digitalisation journey,
where many institutions, such as hospitals, factories, and some banks, all have
implemented different systems to manage their human resources, procurement, and
supply chains and at the same time manage their relationships with their clients and
customers in an efficient way.

The experts claim that the success stories achieved by the private sector can be easily
reflected in the public sector. Even though some governmental projects that were
previously in partnership with the private sector failed, this failure cannot be linked to the
weakness of the private sector but to other reasons, such as the failure in the policy
development behind the project and its design, as many projects were designed to fail
from the beginning, or designed to for financial corruption purposes, followed up with
the lack of monitoring and the absence of sustainability.

“For example, two years ago, the Government of National Unity
signed a contract with a private partner to launch the government’s
national data centre under the supervision of the General Authority

for Information. Unfortunately, a contract was signed with a company
without experience in the field, and until today, nothing has been
implemented” — Participant from the Public Sector.

The experts pointed out another issue is that the public sector does not trust the private
sector in terms of information security and privacy; this goes to the issue of lacking the
regulatory framework and the capabilities to monitor those projects, alongside the general
mindset of the public sector employees that resulted from the government polices the
previous decades.

The partnership between the public and private sectors may work and can help in
implementing the e-government initiatives if it is built fairly, in sharing the profit and
clear governance structure to manage those projects. Without guarantees against the
monopoly, the private sector will not be able to contribute to the government's digital
transformation journey.

6.1.8  Political instability

One of the interviewed expert states that Libya is one of the first countries in the WANA
region to engage in e-government as a concept, given the many seminars and conferences
held on this topic, yet the government does consider those projects a high priority. Some
rely on the political and economic situation and how the government is stuck with the
political conflict and limited only to facilitate the day-to-day tasks.
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The political conflict also has affected the availability of financial resources. The
government expenditure must be linked to a specific budget, making it harder to justify
spending on digital transformation projects, as it needs to be spent only for business
conduct, while the transformation requires larger budgets. In general, even if the needed
budget gets allocated, the lack of political will, governance and general political
instability remain obstacles to implementation. In fact, many projects got suspended due
to the conflict in 2011 and then in 2014, and the e-government scene remained off until
the formulation of the new government in late 2021.

6.1.9 Leadership

The quality of the public sector institutions in Libya relies completely on the person in
charge and the leadership of those institutions. Most of the institutions’ leadership are
promoting adopting e-government projects as a part of the national trend, with many stops
at this level.

Many of those in power are digitally illiterate and unaware of the relevance of technology
to their institutions and how it can be utilised to deliver their tasks, and one of the main
motives for digital transformation is political.

If you convince the leadership, this will facilitate a smooth project implementation, where
the stakeholders will help and support the process. Nevertheless, convincing them is a
challenge. Even though, due to their lack of knowledge on how technology projects get
implemented, many projects end up messy, as their leadership does not take time element
into consideration, and demands that works are done on short notice for political reasons.

Most leaders do not have a vision for their institutions and do not see how technology can
be involved. Some do, but with more than 300 public sector institutions, it is challenging
and significantly hard to find qualified leadership for those institutions. Furthermore, in
most instances, whenever a new person is appointed in a leadership position in a public
sector institution, they tend to erase previous legacy of work and starts all over.

6.1.10 Planning and Strategy

The digital transformation and e-government implementation scene in Libya lacks a clear
governmental vision and strategy. Several strategies have been initiated in order to be
developed, but all have been suspended for undeclared reasons. Each new leader takes
over, and a new strategy appears. The lack of proper planning and strategy leads to several
issues, where most of the current projects are based on individual initiatives, and each
one flows on its way.
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"A strategy was developed by an international consultancy in 2013; it
ended up in the cupboard; they did not build on it" - one of the
participants.

Lately, the General Information Authority, in partnership with UN ESCWA, launched a
new digital transformation strategy, but the government did not pass it yet and kept
launching random projects with no proper planning. The new strategy project is full of
loose slogans and unrealistic initiatives that the public sector employees cannot
implement or supervise. In general, this strategy and all of the digital transformation and
e-government projects running in Libya are not built based on the best practices nor the
lessons learnt from the globe in the way of reinventing the wheel from a local perspective.

6.1.11 Legal and Regulatory Constraints

In general, the Libya legislation is not technology-friendly, and many laws need to be
amended to meet up the needs of the digital era, as the current legislations are full of
defects and deficiencies. There might not be a clear law that hinders digital
transformation; however, the legislation does not recognise electronic transactions and
digital martial; some experts say that the current laws can lay the foundations for digital
transformation.

“for example, the marriage fund, despite the existence of a system, but
in the end, they had to request files from each person and print them
all” — one of the participants.

In the last year, the government just passed a policy to recognise the use of emails, but it
is not clear that the judiciary will recognise it due to the lack legislations. Alongside that,
different entities are working on developing and amending the laws. However, the
outcomes lack several technical and human rights aspects, and an example is the
cybercrime law, which is full of vague terminologies open for interpretation and easily
manipulated.

The whole legislation system is designed in favour of the public sector, which makes it
risky for the private sector to get involved, especially with innovation and digital
transformation projects.

For example, the famous “M.H.5" \ 5.z.2” policy was pointed out several times in the
experts’ interviews. The “M.H.5” regulates all financial transactions transferred to the
public treasury to receive an official payment receipt, and a copy of it gets sent to the
Ministry of Finance to record it; the regulations state that the “M.H.5” payment receipt
should be written only by hand and on a paper base, creating a huge obstacle to digitizing
this process and making the payment online.
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6.1.12 Corruption

Corruption is one of the primary diseases that the public sector in Libya suffers from. As
a result, there is a huge chance that all e-government or any technology implementations
in the sector suffer from the same issue. Some experts claim that procuring information
technology is considered one of the big doors for corruption, especially with the lack of
specific regulations regulating innovation technology procurement.

However, corruption might be one of the obstacles to digital transformation from a
contracting perspective. Still, it is also an obstacle as adopting technology solutions
increases transparency and might help the detection of corruption in the first place.
Experts also insist on involving civil society and applying the multistakeholder approach
in the digital transformation plans and implementation to help build a more transparent
environment.

6.1.13 International Collaboration

More after the fall of the regime in 2011, international organisations got involved in Libya
in several ways, one of them helping the government and its institutions. This
involvement and the help are built on incentives basis more than political pressures, and
some of this support is pushing the wheel of digital transformation.

At the beginning of the last decade, the Central Bank of Libya adopted several internal
governance policies to help to change the classification of Libya in money laundering and
terrorist financing; in the same way, the Central Bank of Libya worked to digitise its
systems and increase the internal monitoring and accountability using technology.

The same happened within the Ministry of Interior, where several systems took place with
the support of the U.S. and its affiliated organizations. The U.S. Agency for International
Development also supports the Audit Bureau in developing its internal digitalisation
strategy; as a result, all documents in the Audit Bureau were digitised.

In a different capacity, the United Nations Economic and Social Commission for Western
Asia provided support to the General Information Authority to develop the draft of the
new digital transformation strategy of the government, where Expertise France worked
with their governmental partners to digitise some public sector services.

However, with the number of involved organisations and the open collaboration with the
public sector, it is hard to follow all these initiatives, and due to the lack of a national
strategy, those initiatives stay fragmented.
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6.1.14 Drivers and Motives

Based on the experts, the drivers and motives of implementing e-government initiatives
in Libya vary from one institution to another and from leadership to another. However,
the political aspect and agenda were presented heavily when the experts were analysing
the current government efforts in this field. Moreover, the understanding that e-
government may increase the citizens' trust and help decentralise the government services
and unify the country, especially with current circumstances, by providing the same
services to all of Libya, wherever they are. Facilitating those services to the citizens is
also one of the motives, where some institutions have issues with long waiting lines and
queues. Other institutions are interested in increasing transparency, accountability and
fighting bureaucracy and corruption.

6.2 Analysis Of Qualitative Data

For the qualitative data analysis, Excel was used to analyse the 419 survey responses to
find the correlations and figure out the aggregations between the factors and the
responses. Excel is also used to visualize the data. This section gives a snapshot of the
qualitative data analysis, and Appendix E illustrates all results and visualisations. The
results are classified based on the used framework.

6.2.1  Technological Factors

The technological factor is one of the main factors adopted by the TOE framework that
covers the Infrastructure, ICT literacy, technological compatibility, and innovation
characteristics. The responders to the survey think that the local ICT infrastructure is
below the average. Moreover, they think that the available technology in Libya barely
covers the needed requirement to support e-government initiatives. However, the results
state that the responders have a considerable confidence in themselves to use the ICT and
any e-government services. Figure 6-1 illustrate the average score of the technological
factors.

6.2.2  Organisational Factors

The organisational factor is also of the factors adopted by the TOE framework, where it
covers the aspects of Leadership, organisational culture, resources, and readiness. The
survey's responders see that the leadership of their institutions is not effective enough in
promoting e-government, and they think that their institutions are in favour of supporting
the adoption of e-government initiatives. However, resource availability to support
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suchinitiatives is moderate. Figure 6-2 illustrate the average score of the organisational
factors.

6.2.3 Environmental Factors

The environmental factor is anotherfactor adopted by the TOE framework, which covers
the aspects of Political stability, legal framework, and external pressures. In these terms ,
respondents think that political instability affects the adoption of e-government initiatives
by 77%. Adding to the notion, only 48% claim that they are aware the existence of the
needed legal framework and regulations to support e-government implications in Libya.
Figure 6-3 illustrate the average score of the environmental factors.

Technological Factors Questions - Average Scores

How would you rate the quality of ICT infrastructure in Libya?

43%

How confident are you in your ability to use ICT and e-government services?

67%

To what extent do you believe the available technology in Libya supports e-government initiatives?

46%

Figure 6-1 Technological Factors average scores of 419 respondents

Organizational Factors Questions - Average Scores

How effective is the leadership in promoting e-government adoption in your organization?

50%

How supportive is your organizational culture towards the adoption of e-government initiatives?

67%

How would you rate the availability of resources and support for implementing e-government services in your organization?

55%

Figure 6-2 Organizational Factors average scores of 419 respondents
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Environmental Factors Questions - Average Scores

How much do you believe political stability in Libya affects the adoption of e-government initiatives?

77%

How familiar are you with the legal framework and regulations related to e-government in Libya?

48%

Figure 6-3 Environmental Factors average scores of 419 respondents

6.2.4  Performance Expectancy

The performance expectancy is yet another factor adopted by the UTAUT framework to
measure how usefulness is perceived, in additionto the benefits of e-government
initiatives. The responders think that e-government services are way beneficial and
substantial in improving efficiency, transparency, and the quality of service. They
subsequently think that e-government services provide considerable accurate and up-to-
date information compared to traditional methods, up to 83% of respondents agree with
the idea of e-government services reducing errors in government-related processes.
Moreover, 87% of respondents think that e-government services will improve
communication between citizens and the government. Figure 6-4 illustrate the average
score of the performance factors.

6.2.5  Effort Expectancy

Furthermore, effort expectancy is afactor adopted by the UTAUT framework to determine
the use and accessibility of e-government services. For the ease of use and accessibility,
the responders think that it is scarcely accessible or easy to use, and they think that it is
somewhat easy to learn and use e-government services; yet, in general, they think that the
e-government platform is not quite user-friendly. Moreover, they think that these services
do not fully cater to the levels of technical expertise of the users, with a score of 52%.
Figure 6-5 illustrate the average score of the effort expectancy.
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Performance Expectancy Questions - Average Scores

How beneficial do you find e-government services in improving efficiency, transparency, or service quality?
81%

In your opinion, do e-government services provide accurate and up-to-date information compared to traditional methods?

1%

To what extent do you believe that e-government services can help reduce errors in government-related processes?

83%

How likely is it that e-government services will improve communication between citizens and the government?

87%

Figure 6-4 Performance Expectancy average scores of 419 respondents

Effort Expectancy Questions - Average Scores

How easy is it to use and access e-government services in Libya?

46%

How easy do you find it to learn and use e-government services?

66%

How intuitive and user-friendly is the interface of the e-government platform?
55%

In your opinion, how well do e-government services cater to users with different levels of technical expertise?
52%

Figure 6-5 Effort Expectancy average scores of 419 respondents

6.2.6  Social Influence

The social influence is one more factor adopted by the UTAUT framework to determine
the peers' and superiors' influence and societal norms on the adoption of e-government
initiatives. The responders think that peers and superiors have a 60% influence oncitizens'
adoption and use of e-government services. In contrast, they responded that their friends,
family, or colleagues encourage them to use those services. 53% of respondents have
observed others using e-government services in their social and professional network, and
they do not see that social pressure has a huge role in this adaptation. Figure 6-6 illustrate
the average score of the social influence.
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Social Influence Questions - Average Scores

How much influence do your peers or superiors have on your adoption and use of e-government services?

60%

To what extent do your friends, family, or colleagues encourage you to use e-government services?
58%

How often do you observe others using e-government services in your social or professional network?
53%

How strongly do you feel the societal pressure to adopt e-government services?
51%

Figure 6-6 Social Influence average scores of 419 respondents

6.2.7  Facilitating Conditions

Finally, facilitating conditions conclude the factors adopted by the UTAUT framework
in this paper, to determine the availability of resources, training, and support for using e-
government services. The respondents think that the availability of resources, training,
and support for using e-government services in Libya is low, the same as the available
and reliable technical support of these services. However, they think that the current
services are fairly accessible through various devices, and the resources sufficiently are
low. Figure 6-7 illustrate the average score of the facilitating conditions.

Facilitating Conditions Questions - Average Scores

How would you rate the availability of resources, training, and support for using e-government services in Libya?
40%

How available and reliable is the technical support for e-government services in case you face any issues?
37%

How accessible are e-government services through various devices (e.g., smartphones, tablets, computers)?
52%

Do you think there are sufficient resources (e.g., tutorials, help desks) to assist you in using e-government services?

39%

Figure 6-7 Facilitating Conditions average scores of 419 respondents

6.2.8  Expected Barriers

Based on the literature, several expected barriers were presented to the respondents, as
shown in Figure 6.8. The leadership quality and strategic management go at the top of the
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selections, whereas financial resources go as the less crucial expected barriers. Then
comes the institutional and structural infrastructure as high expected barriers, followed
by the data and technology infrastructure.

6.2.9  Expected Drivers

Based on the literature, several expected drivers were presented to the responders, as
shown in Figure 6-9. At the top of the drivers' list, three factors share close percentages,
reducing corruption, increasing transparency and accountability and quality of service,
respectively, where the responders think that social public pressure goes to the bottom of
the expected drivers' list.

Expected Barriers - Average Scores

Human Resource \ People
63%

Data & Technology Infrastructure
67%

Legal Infrastructure
64%

Cultural & Adaptive Environment
61%

Institutional & Structural Infrastructure
69%

Strategic Management & Leadership Quality
%

Financial Resources
57%

Figure 6-8 Expected Barriers average scores of 419 respondents

Expected Barriers - Average Scores
Reduce costs
78%

Increase quality of service
83%

Political will \ Election
76%

Social public pressure
T0%

Public sector reform
79%

Increase transparency and accountability
82%

Reduces corruption
84%

Figure 6-9 Expected Drivers average scores of 419 respondents
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6.3 Summary

In essence, the findings of the survey are in close alignment with the findings of the
interviews, with some differences that reflect the differences between the experts'
involvement and the general audience of the survey.

For the administration aspect, the survey findings support the experts' claim that the
government provide moderate support to e-government initiatives, especially when it
comes to financial resources, as the respondents put it in the least of the barrier list;
Moreover, the human resources capacity building in the survey findings does not align as
much with the experts' opinion. High percentage of the respondents think that the current
institutional structure is one of the main barriers to e-government implementations in
Libya. They also think that their institutions' leadership is hardly promoting any e-
government initiatives, hence, the notion is thatplanning, strategic management and
leadership play a huge role in hindering those initiatives.

Experts and the survey respondents have the same opinion when it comes to the ICT
infrastructure, its readiness and the ability to cover the requirements of e-government
implementations, as they evaluated it as a fairly moderate infrastructure; however, it
might be considered as a barrier if no upgrades are conducted in the upcoming years.

Respondents also support that the legal framework and regulations put considerable
constraints on e-government initiatives. And agree with the experts that political
instability plays a huge role in hindering those implementations, alongside their
agreement that human resources may play a large barrier too.

For the availability of digital service, on average, the respondents agree that the current
service are easy to use, user-friendly, user-centric, and accessible from several devices,
which is in alignment with the experts’ point of view. Even with the respondents’ high
support in favour of the e-government and the quality of the information gained through
its services, still they see it as unreliable, especially with the lack of learning resources
and technical support, as pointed out by the experts.

For the drivers and motives, the respondents had close answers for all options making the
priority of communication and trust building than fighting corruption and increasing good
governance; however, they put the political will and the social pressure at the bottom of
the list, which contradicts with the experts' point of view that the political will plays a
huge role driving the current e-government initiatives.
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7 Discussion and Recommendations

The research aimed to identify and examine the main drivers and barriers to the
implementation of e-government initiatives in Libya and how these barriers could be
addressed for effective and efficient implementation. Through the combined model of the
Technology-Organization-Environment (TOE) framework and the Unified Theory of
Acceptance and Use of Technology (UTAUT) framework, factors affecting e-
government initiatives in the Libyan context were explored, and the results presented in
the previous chapter contribute to understanding these, and contribute to a nuanced
understanding of these multilayer factors.

This chapter offers a detailed discussion of these findings, interpreting them in relation to
the used theoretical framework, and comparing them with the results from the literature
on e-government in developing countries. Furthermore, this chapter assesses how the
findings address the research questions in the Libyan context while providing insights
potentially applicable to other similar contexts.

The objective is to clearly state the consequences of our findings for theory, policy, and
practice while also taking into account their drawbacks and outlining potential directions
for further investigation. The conversation will be organised around the key topics that
came out of the data analysis, each of which relates to an essential component of the
public sector's digital transformation in Libya.

The administration aspect of the Libyan public sector was one of the main issues
discussed by the experts and supported by the survey outcomes, where the current
traditional management practices, hierarchy and control may hinder the innovation and
the implementation of e-government initiatives (Yildiz 2007). Moreover, traditional
management practices rely more on stability which can stifle innovation and adaptation
of these transformative initiatives (Berman 2012). This can be reflected in several
previous initiatives where the restricted hierarchy and fear of unexpected outcomes were
the reason for shutting down the projects from the beginning. Besides the need for a whole
sector reform, the management can help tackle this by promoting a digital culture within
the institution and fostering an environment of risk-taking and innovation (Mergel et al.
2019).

The absence of a procedural guidance is considered one of the main issues, where
several services have no clear procedural guidelines, and the employees add extra
requirements based on their beliefs and shared knowledge, which makes the same service
from the same institution vary from one branch to another. The lack of a procedural guide
might create inconsistencies in the process of digitising services for e-government,
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creating a disjointed and inefficient system (Rorissa et al. 2011) and waste for resources
by incorrect or inefficient use of the system. The development of procedural guidelines,or
otherwise, operational procedures standards is a necessary step to achieving desired e-
government goals, which can promote clarity and consistency in the used systems
(Cordella and lannacci 2010; Dada 2006).

This takes us to the mandate overlap and similarity of different public sector
institutions in Libya; this was presented as a barrier to the current efforts of e-government
initiatives. The literature tackles this from positive and negative sides, where Bannister
& Connolly claim that overlapping mandates can lead to integrated service delivery as
these similar services can be provided through a single platform in a way that they share
resources and knowledge (Bannister and Connolly 2014). However, this overlapping can
lead to competition for resources (Klievink & Janssen, 2014) and more confusion about
who is responsible for what, leading to potential gaps or duplications in service provision
(Bannister and Connolly 2015). This can be mitigated by establishing a coordination
framework to reduce redundancy and improve user experience (Bannister and Connolly
2014).

The findings also advocate for creating one central executive entity to drive the digital
transformation and oversee, monitor and guild the implementation of e-government
initiatives in a central structure, where it is hard to find the needed staff for all 300 public
sector institutions. The centralisation in implementing e-government initiatives may
ensure a unified approach and prevent the duplication of efforts (Margetts and Dunleavy
2013); this also may help the allocation of budgets and resources for e-Government
initiatives (Savoldelli et al. 2014) alongside setting the needed standards, investments and
policies (Margetts and Dunleavy 2013). A central approach may provide the holistic
vision and ensure that all e-Government initiatives are under the same umbrella, with no
fragmentation or institutions pushing their digital agenda in isolation (Mofleh et al. 2009).

One issue that is significantly hindering the implementation of e-government initiatives
is political instability and the ongoing armed conflict, which also affects the availability
of financial resources. Where political instability may lead to policy discontinuity and
shifts in priorities that affect the implementation plans of e-government initiatives
(Shareef et al. 2011b). Adding to that, it might lead to constraints on the financial
resources for those initiatives (Alshehri et al. 2012). Those instabilities in the political
scene can diminish the citizens' trust in the government and its initiatives (Savoldelli, et
al, 2014). Alongside its effect on the legal and regulatory development needed to pave
the way for e-government initiatives (Almarabeh and Abuali 2010).
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Addressing the impacts of political instability on e-government might be complex, taking
into consideration the dynamics of the situation. Shareef et al. emphasise that government
may continue working on e-government policies regardless of the political situation
(Shareef et al. 2011b). For financing these initiatives, the government can rely on public-
private partnerships and profit-sharing models to ensure the sustainability of those
projects regardless of the economic challenges (Klievink and Janssen 2014). By ensuring
transparency and civil society participation in e-government initiatives, the government
can maintain the citizens (Savoldelli et al. 2014). Furthermore, the involvement of
international organisations and cooperation may play a crucial role in supporting e-
government initiatives and offering global technical expertise (Schuppan 2009).

The absence of effective legislation may also hinder the implementation of e-
government initiatives, where the laws act as the legal framework needed to authorise and
facilitate the provision of these services, especially to cover aspects such as accepting
digital signatures, privacy and identity verification (Alpar and Olbrich 2005). Due to
Libya’s unique position with an inactive legislative body, the support of civil society and
the international community in developing these legislations is needed (Dardha and Ndou
2004); however, some enforced policies from the government might cover the basics until
the legislations issues get resolved.

Consequrntly, legal and regulatory framwork is negatively impacted, making the Libyan
legislation lag behind, being not technology-friendly and not yet recognising the digital
era, with many restrictions that hinder the private sector involvement in the innovation
development. As legal and regulatory constraints may also impact the implementation of
e-government initiatives influencing the design, development, and use. Laws such as data
protection and privacy are desperately needed to protect the citizens and limit the
possibilities for data sharing and integration across different institutions (Dunleavy 2005).
A concept such as accessibility is a necessary requirement to increase their adaptation by
all citizens, applying such a concept does not require significant effort and resources,but
requires a law to ensure its implementation and leave no one behind (Jaeger 2006). With
no legal framework, also the interoperability and integration between the public sector
systems might be an issue, especially when it comes to data sharing, which makes it
difficult to achieve seamless e-government services (Gil-Garcia 2012). The lack of legal
recognition for digital signatures and electronic transactions may hinder the real
implementation of e-government initiatives. Where most of the services require digital
signatures or identity validation. This can only be facilitated by the right legal framework
(Kunstelj Mateja and Vintar Mirko 2004). This also goes on the cybersecurity aspect of
the e-government, where it is crucial to ensure robust cybersecurity measures to protect
data and maintain trust (Conklin and White 2006).
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The evidence in the literature, alongside the experts, confirms that leadership plays a
fundamental role in the successful implementation of e-government initiatives, whereas
in the Libyan context, these initiatives rely completely on the person in charge, as they
are responsible for mobilising resources and managing the change for the technology
adaptation (Al-Hujran et al. 2015). Eventually, leaders may inspire their employees and
build their capacity to feel ownership and increase overall performance and reduce the
chance of any resistance (Naranjo-Valencia et al. 2016). Leadership is also critical for
success as they set the work direction, where vision-driven e-government initiatives can
increase the success of the implementation (C.P and Susanto 2019); this can be paced by
the general sense of leadership’s political will, where their commitment and willingness
plays a significant role in implementation success (Sarantis et al. 2011).

The need for a strategy and proper planning is crutial for the success of e-goverment
implimentations; the the lack of clear governmental vision and strategy may cause a
fragmented and inconsistant implimentation which can hamper the overall progress and
effectiveness (Gil-Garcia and Pardo 2005). The strategy development needs the
engagement of all all relevant stakeholders, including private sector, civil society and
citizens. Where their inputs can help overcome potential challenges (Rowley 2011).

The findings present that the current strategy draft of Libya’a Digital Transformation has
many gaps and full loose technologies, where such strategy should have clear objectives
that may be specific, measurable, achievable, relevant, and time-bound that align with the
vision (Bwalya and Healy 2010). Moreover, the strategy should include a detailed action
plan to achieve its objectives (Gil-Garcia and Pardo 2005). The strategy should also
define governance and the relationships between the main stakeholders and their
responsibilities (Bannister and Connolly 2014). Both are not included in the current draft.
Adding to that, the current strategy draft is not built based on the best practices from
countries with similar public sector structures but built as a layer on top of the current
situation. This can be done by taking similar countries with a successful e-government as
a case study to understand what challenges encountered, and how these challenges were
addressed. And this also can be part of the international bilateral collaboration, where
collaborating internationaly can also provide opportunities for capacity building and
technical assistance.

ICT infrastructure plays a crucial for the successful implementation of e-government
initiatives (Bannister and Connolly 2014); this goes in alignment with the finding of this
research; however, even with the current status of the telecommunication networks, the
experts claim that it provides the needed capacity for the information flow and access to
the services (Anthopoulos et al. 2016). However, the government may invest in building
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and upgrading the ICT infrastructure to cover the whole country and not leave no
individual disconnected and ensure accessibility of e-government services (Margetts and
Dunleavy 2013). Besides that, the government may leverage partnerships with the private
sector to develop the required infrastructure, as this might reduce the cost and bring in the
needed technical expertise (Almarabeh and Abuali 2010).

The integration and interoperability are brought in several aspects for the studies
findings, where the public sector institutions work in isolated silos, where the lack of
integration and interoperability may lead to inefficiencies in service delivery and may
lower the quality of services (Janowski 2015), in addition to making an increase in the
complexity of e-Government systems, making them more costly to develop, maintain,
and use.

Some experts emphasise that the local private sector is quite weak in developing the
needed software solutions for e-government initiatives, for that Anthopoulos capitalises
on the need for public-private partnerships, where this involvement can help improve the
overall capacity of the private sector, especially with the outsourcing to international
companies (Anthopoulos et al. 2016). Where international companies can cover the gap
in the market by providing high-quality software and transferring the knowledge to local
partners (Heeks 2010). Open-source software also can be considered as an option (Mergel
2012).

The impact of corruption can be significant, and experts agree that corruption is one of
the main diseases the country suffers from. The vast majority of experts agree that ICT
and innovation procurements are one of the main targets for corruption due to the lack of
qualified ICT employees to manage these procurements or transfer the policies to a
technology-related request for proposal that in favour of the success of the policy and the
institute. Moreover, the lack of dedicated regulations for ICT and innovation
procurements creates the venue for corruption too. Ndoe empathise that corruption might
lead to the misallocation of procurements that harm the implimentation of e-government
initiatives. Which may alsolead to inefficient e-government services and affect their
quality (Bertot et al. 2010; Ndou Dardha 2004). All of this falls under the often
complexity that involves these projects and the number of stakeholders, which makes it
difficult to monitor and control (Rowley 2011).

Besides the corruption in implementing those initiatives, the corrupted employees within
the public sector may work to hinder these implementations out of fear of transparency
and accountability. Moreover, some systems might be developed in a way to hinder
transparency in e-government systems (Bertot et al. 2010).
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Another crucial finding was the role of human resources in driving the e-government
initiatives, starting from the lack of qualified employees and the correlation between the
qualified employees and the high demand for IT roles in the public sector, while the
current level might be able handle the basic need of running those projects, however
would struggle withthe whole operation. Also, in many cases, employees stay reluctant
to join these transformations and changes, especially with the lack of proper capacity
building and change management and the absence of consultants and experts in the
government to supervise the implementation.

The employees' acceptance plays a critical element in e-government initiatives'
implementations and success, and their resistance may hinder the whole project (Zheng
et al. 2013). This can be tackled by the implementation of proper change management
techniques, which may help in smoothing the transition towards e-government (Klievink
and Janssen 2014). Adding to that, employees need to trust the process and be involved
from early inception stages, to have an answer to all their concerns and carry a senseof
ownership towards the initiative (Carter and Bélanger 2005).

Furthermore, being digitally illiterate also may increase the employees' reluctance to use
technology, and this struggle also may lead to inefficienct use of these systems and errors
(van Deursen and van Dijk 2010). For that, Meiyanti emphasises the importance of
investing in human resources, with regular training and development programmes, to
keep them up-to-date towards changes and ready to use and drive the e-government
initiatives (Meiyanti et al. 2018). Adding to the internal experts, external consultancy
might be used to fill the gap and provide needed expertise, alongside fostering them to
help build the capacity of the institution's employees (Bannister and Connolly 2015).

Moreover, the public sector employees’ mindset and their perception to digital
transformation and e-government was one of the findings, which goes in alignment with
Shareef et al. (Shareef et al. 2011b), where the employees' attitudes and perceptions are
critical factors affecting the acceptance and adaptation of e-government services. In some
cases, institutions install new technologies; however, the employees resist using them,
leading to the failure of the project. This can be facilitated in several options, starting by
involving employees in the early stages of planning and working on changing the
organizational culture (Al-Hujran et al. 2015).

In the aspect of citizens' adaptation to e-government services and their level of digital
literacy, the findings characterise the citizens as Facebook-Literate, where the use of the
internet is limited to the social media platforms; the findings capitalise on the idea that as
long as citizens knew how to use social media platforms, they can use e-government
services if felt the need. Adding to the idea of previous experiences with poor services
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may make them hesitant to trust those services. For that, the e-government initiatives may
consider learning from social media platforms by providing user-friendly and User-
Centric services that make the citizens' journey easier and smoother (Warschauer et al.
2010).

The findings also emphasise that social norms have nothing to do with citizens'
acceptance of e-government services, but peer pressure and general acceptance may
increase the use. However, citizens' trust is crucial to ensure the success of these
initiatives. Shareef et al. claim that citizens' perception of the use of e-Government
influences their adoption (Shareef et al. 2011b). This goes side by side with the social
influence of culture, reference groups, and opinion leaders in the adoption of e-
Government services based on Al-Hujran et al. (Al-Hujran et al. 2015). Weerakkody et
al also emphasise the importance of the social influence on trust in e-Government, which
impacts the acceptance and use of these services (Weerakkody et al. 2013).

The importance of public-private partnerships was part of the findings, alongside the
importance of international collaboration. Even though the private sector is not mature
enough to handle all the implementation of these initiatives, however, establishing a
partnership between public and private sectors in this field may help the development of
the sector and maintain the sustainability of these initiatives. Alongside fighting the
current monopoly when it comes to implementing these initiatives, higher demand and
fair opportunities will motivate the capital to invest more into the sector. A government
monopoly could potentially limit competition resulting in lower quality and higher costs
(Bannister and Connolly 2015).

In general, public-private partnerships enable sharing of resources and risks between both
parties, and help in transferring knowledge and innovation from the private to the public
sector (Bannister and Connolly 2015; Savoldelli et al. 2014). Moreover, these kinds of
partnerships might help the increase in quality, efficiency, and effectiveness of e-
Government service delivery (Sarantis et al. 2011).

The finding of this research illustrates that the drivers of e-government initiatives"
implementations vary from one institution to another, and it is more linked to the
leadership personal agenda either for the institutional level or the governmental level.

For that, the political will plays a big substantial factor in the success of these
implementations. This starts from the process of policy-making supporting e-government,
laws and regulations, and resource allocation, including budgetary support and human
resources (Heeks and Bailur 2007). One of the main findings is that the political will
influences the relationships and collaboration between different public sector institutions,
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where a strong political will can encourage different entities to work together (Klievink
and Janssen 2014). Adding to that, the stability in the political sphere provides an
environment for more sustainability of e-government initiatives (Samsor 2021).

One of the other factors driving e-government initiatives found in this research was the
citizens' trust, where the government may invest more in the adaptation of e-government
just to increase the citizens' certainty, especially with its impact on increasing
transparency and accountability. E-government initiatives may provide better access
to information to the public in a timely manner making its actions and decisions more
transparent (Bertot et al. 2010). These initiatives may also create the venue for better
governance and accountability (Relly and Sabharwal 2009), which can also be done
where it provides channels for citizens' engagement and feedback (Charalabidis and
Loukis 2012). For mitigating corruption, these initiatives may play a critical factor in
combating corruption by increasing transparency and accountability and fostering a
culture of openness (Bhatnagar 2003). Adding to that, fighting bureaucracy and
corruption was part of the findings, where e-government has been highlighted as an
effective way to combat bureaucracy and corruption. The proper implementation of e-
government initiatives may smooth and simplify governmental processes and cut back on
bureaucratic procedures (Bertot et al. 2010). Furthermore, e-government creates the
venue and the potential to increase transparency and accountability and fight bureaucracy,
but these benefits are not automatic and are usually linked to political will and proper
legal support.

In alignment with the goals of decentralisation the government services in Libya,
achieving decentralisation was perceived as one of the main drivers for the adaptation of
e-government initiatives in the country. As it allows more efficient and flexible tasks and
processes administration and may help facilitate the delegation of responsibilities from
the central to local government levels. E-government services can be time and geolocation
independent; this accessibility of government services may improve the life of those in
remote or rural areas (Margetts and Dunleavy 2013). This accessibility promotes
decentralisation and empowers local governments to manage. By leveraging this, citizen
engagement and participation has a potential to increase, which is key to a decentralised
system -where digital platforms create the venue for citizens to participate in public
discussion and decision-making processes (Charalabidis and Loukis 2012).

Ultimately, based on these findings, the implementation of e-government has profound
implications for national unification, where the e-government may provide equal
access to government services for all citizens, which can potentially bridge the gap
between urban and rural areas helping to foster a sense of unity among citizens from
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diverse regions (Saranto and Hovenga 2004).1t can alsoprovide an opportunity for cultural
integration and a shared national identity by offering services in multiple languages and
being sensitive to cultural differences (Shareef et al. 2011b). However, the relationship
between e-government and decentralisation depends on several factors, including the ICT
infrastructure and the readiness of public administration and citizens to adopt digital
Services.

The discussion and recommendations chapter facilitates a comprehensive analysis of the
challenges and facilitators of e-government initiatives implementation in Libya. It
suggests improvements in ICT infrastructure and interoperability among public
institutions, emphasising the significance of public-private partnerships for technical
proficiency and resource sharing. The chapter underlines the need to address corruption
and enhance skill sets within public sector IT roles, proposing capacity-building and
change management strategies. It accentuates citizens' digital literacy and adoption of e-
services, recommending a user-centric design inspired by social media platforms. Further,
the role of political will in driving policy-making and resource allocation, fostering inter-
institutional collaboration, and providing political stability is highlighted. The potential
of e-government initiatives to enhance transparency, accountability, and citizen
engagement and combat bureaucracy and corruption is explored. Finally, it positions e-
government as a medium for achieving decentralisation, fostering national unification,
and bridging urban-rural divides, thereby enhancing the overall governance landscape in
Libya. The chapter underscores the importance of understanding these factors to execute
and sustain e-government initiatives in Libya effectively.



86

8 Conclusion

In conclusion, this research interprets a multilayered perspective on the barriers and
drivers of implementing e-government initiatives in Libya, presenting insightful
reflections and implications for policymakers, stakeholders, and future research. This
research aims to dive in and explore the current state of e-government in Libya. This
includes identification of the key drivers and barriers faced by the government and the
public sector in implementing e-government initiatives, and how these key barriers and
challenges can be addressed to a successful implementation. The study's findings
highlight the intricate interplay of factors that influence the effectiveness of e-government
initiatives.

Addressing the main research questions, this study identifies several influential factors.
The primary barriers and challenges encompass the internal structure of public sector
institutions, the absence of a clear mandate and procedural guidance, political instability,
and leadership issues. There is also a marked lack of governmental strategy and proper
planning, an inadequate legal framework, and a deficient ICT infrastructure. Furthermore,
the need for more qualified human resources, a weak local private sector, and prevalent
corruption contribute to difficulties implementing e-government initiatives. On the other
hand, the key drivers facilitating the advancement of e-government include a burgeoning
political will to implement change, the decentralisation of government services, and the
profound implications of these efforts for national unification.

The fight against bureaucracy and corruption and the drive to increase transparency and
accountability are also significant contributors. Moreover, the prospect of augmenting
citizens' trust in government through these digital initiatives serves as a strong motivator
for e-government implementation.

The internal structure of public sector institutions, along with a clear mandate and
procedural guidance, presents challenging factors in the implementation of e-government
initiatives. These elements serve as crucial foundations for understanding and digitising
services, highlighting the significance of integration throughout the public sector to
streamline processes. Consequently, a holistic approach to public sector reform in Libya
becomes imperative.

One centralised agency backed by the prime minister might help plan and drive the
implementation of e-government initiatives, where a strategic approach and proper
planning are indispensable for successful e-government implementation. This includes a
clear vision, actionable steps, adequate resource allocation, and proper mentoring and
evaluation.
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Political instability, leadership and the lack of governmental strategy are significant
factors influencing the success of e-government initiatives implementations. Political will
and stability can expedite inter-institutional collaborations and the allocation of resources
for e-government initiatives, and strong qualified leadership can chart a clear direction
and ensure the implementation of these initiatives as planned in the strategy.

The legal framework, ICT infrastructure, and human resources emerge as challenging
factors too. The absence of effective legislation and framework for e-government plays a
critical role in the trustworthiness of these initiatives. Reliable infrastructure provides the
backbone for information flow and service access. Human resources, including
employees' readiness and adaptability to e-government initiatives, underline the
importance of ongoing training and change management.

The role of public-private partnerships and international collaborations is heavily
highlighted. These partnerships can help build a robust ecosystem by bringing in
necessary resources and skills and fostering competition, thus improving service quality
and cost-effectiveness even though the research indicates the weak local private sector as
a substantial challenge. Encouraging the capabilities of the local private sector through
targeted policies and investments can enhance its ability to support e-government
initiatives.

Corruption remains a significant barrier to e-government initiatives. Therefore, robust
measures to mitigate corruption are needed, such as enhancing transparency, fostering a
culture of integrity, and increasing accountability. These initiatives may also be critical
in combating corruption and bureaucracy, leading to streamlined government processes.
Citizens' trust also plays a central role in public acceptance and use of e-government
services. Trust can be bolstered through transparent processes, effective communication,
and demonstrations of the benefits of these services.

The research indicates decentralising government services is a major driver of e-
government implementation in Libya. The accessibility of e-government services
independent of time and location can improve the lives of those in remote or rural areas,
promoting decentralisation and empowering local governments. National unification can
be significantly impacted by the implementation of e-government. It can provide equal
access to government services for all citizens, bridging the gap between urban and rural
areas, fostering a sense of unity among citizens from diverse regions, and facilitating
cultural integration and a shared national identity.

The research's unique focus on Libya may limit the generalisability of its findings, which
may be most beneficial for aiding the government in Libya's digital transformation
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journey. The country's complex situation and fragile stability presented challenges to the
data collection process. Unforeseen delays, cancelled or rescheduled interviews.
Moreover, the distribution of the quantitative survey may have limited its reach to certain
societies with internet access. Further, the data collection period coincided with numerous
religious holidays, which could have affected the willingness of prospective interviewees
and survey participants to participate.

While this research effectively sheds light on various facets of e-government
implementation in Libya, it recognizses the dynamic and ever-changing nature of this
field, prompting future studies to further build upon these findings. It is recommended
that these future investigations focus on studying each institution independently,
employing the same framework, and assessing the progress made in the implementation
process. The results of this research contribute significantly to our understanding of the
complexities involved in implementing e-government initiatives, providing a springboard
for future research and development in the context of Libya and beyond.

This research is considered one of the first empirical studies on Libya's e-government
journey, with a considerably high number of respondents and many informative
interviews. The research's findings and recommendations provide a pathway towards
more effective e-government implementation in the country, with potential implications
for similar contexts globally. Harnessing the potential of e-government, despite
significant challenges like political instability, corruption, and inadequate local private
sector capability, can lead to notable improvements in governance, transparency, service
delivery, and citizen engagement. This necessitates a strategic and holistic approach,
strong political will, visionary leadership, and considerable investment in infrastructure,
human resources, and anti-corruption measures.
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Appendix

A

Interview Questions

Technological Factors:

1. How would you assess the current state of ICT infrastructure in Libya,
particularly in relation to e-government initiatives?

2. How does the level of ICT literacy among public sector employees and
citizens impact the adoption of e-government services?

3. In your opinion, how compatible are the existing technologies in Libya with
the requirements of e-government initiatives?

4. Are there any specific technological innovations or solutions that have been
particularly successful or challenging in the context of e-government in
Libya?

Organizational Factors:

5. How would you describe the role of leadership and management in
promoting e-government adoption in Libya?

6. Can you discuss the organizational culture within government agencies
regarding the acceptance and implementation of e-government initiatives?

7. What resources and support are available to government agencies and
employees for implementing and using e-government services?

8. How would you assess the readiness of government agencies in Libya to adopt
e-government initiatives?

Environmental Factors:

9. How much How does the political stability or instability in Libya affect the
adoption and implementation of e-government initiatives?

10. Can you discuss the legal framework and regulations related to e-government
in Libya? Are there any specific laws or policies that promote or hinder e-
government adoption?

11. Are there any external pressures, such as international or regional initiatives,
that influence the adoption of e-government services in Libya?

Performance Expectancy:

12. What are the perceived benefits of e-government initiatives for public sector
employees, government agencies, and citizens in Libya?

13. Can you provide examples of e-government services that have been
particularly effective in improving efficiency, transparency, or service
quality?

Effort Expectancy:
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14. How user-friendly and accessible are the current e-government services in
Libya? What challenges do users face when accessing these services?

15. Are there any specific efforts to improve the usability and accessibility of e-
government services in Libya?

Social Influence:

16. How do societal norms, peers, and superiors influence the adoption and use of
e-government services among public sector employees and citizens?

17. Are there any specific groups or individuals within the government or society
that act as champions for e-government initiatives in Libya?

Facilitating Conditions:

18. What resources, training, and support are available for public sector
employees and citizens to use e-government services effectively?

19. Are there any initiatives or plans to improve the facilitating conditions for e-
government adoption in Libya?
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B. Survey Questions

I. Technological Factors:

1.

How would you rate the quality of ICT infrastructure in Libya? (1: Very poor,
5: Excellent)

How confident are you in your ability to use ICT and e-government services?
(1: Not confident at all, 5: Very confident)

To what extent do you believe the available technology in Libya supports e-
government initiatives? (1: Not at all, 5: Completely)

I. Organizational Factors:

4.

How effective is the leadership in promoting e-government adoption in your
organization? (1: Not effective at all, 5: Very effective)

How supportive is your organizational culture towards the adoption of e-
government initiatives? (1: Not supportive at all, 5: VVery supportive)

How would you rate the availability of resources and support for
implementing e-government services in your organization? (1: Very poor, 5:
Excellent)

I11. Environmental Factors:

7.

8.

How much do you believe political stability in Libya affects the adoption of
e-government initiatives? (1: No impact, 5: Significant impact)
How familiar are you with the legal framework and regulations related to e-
government in Libya? (1: Not familiar at all, 5: Very familiar)

IV. Performance Expectancy:

9.

10.

11.

12.

14.

How beneficial do you find e-government services in improving efficiency,
transparency, or service quality? (1: Not beneficial at all, 5: Very beneficial)

In your opinion, do e-government services provide accurate and up-to-date
information compared to traditional methods? (1: Not beneficial at all, 5: Very
beneficial)

To what extent do you believe that e-government services can help reduce
errors in government-related processes? (1: Not beneficial at all, 5: Very
beneficial)

How likely is it that e-government services will improve communication
between citizens and the government? (1: Not beneficial at all, 5: Very
beneficial)

Effort Expectancy:
13.

How easy is it to use and access e-government services in Libya? (1: Very
difficult, 5: Very easy)
How easy do you find it to learn and use e-government services? (1: Very
difficult, 5: Very easy)
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So

17.

18.

19.

20.
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. How intuitive and user-friendly is the interface of the e-government platform?
(1: Not friendly at all, 5: Very friendly)

. In your opinion, how well do e-government services cater to users with
different levels of technical expertise? (1: Very poor, 5: Excellent)

cial Influence:

How much influence do your peers or superiors have on your adoption and
use of e-government services? (1: No influence, 5: Significant influence)

To what extent do your friends, family, or colleagues encourage you to use e-
government services? (1: Very poor, 5: Excellent)

How often do you observe others using e-government services in your social
or professional network? (1: Not at all, 5: Completely)

How strongly do you feel the societal pressure to adopt e-government
services? (1: No influence, 5: Significant influence)

Facilitating Conditions:

21.

22.

23.

24.

How would you rate the availability of resources, training, and support for
using e-government services in Libya? (1: Very poor, 5: Excellent)

How available and reliable is the technical support for e-government services
in case you face any issues? (1: Very poor, 5: Excellent)

How accessible are e-government services through various devices (e.g.,
smartphones, tablets, computers)? (1: Very poor, 5: Excellent)

Do you think there are sufficient resources (e.g., tutorials, help desks) to assist
you in using e-government services? (1: Very poor, 5: Excellent)

Expected Barriers (1: Very poor, 5: Excellent)

25
26
27
28
29
30
31

. Human Resource \ People

. Data & Technology Infrastructure

. Legal Infrastructure

. Cultural & Adaptive Environment

. Institutional & Structural Infrastructure

. Strategic Management & Leadership Quality
. Financial Resources

Expected Drivers (1: Very poor, 5: Excellent)

32
33
34
35
36
37
38

. Reducing Cost.

. Increase quality of service

. Political Will \ Election

. Social public pressure

. Public sector reform

. Increase transparency and accountability.
. Reduces corruption.
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X. Demographic Information:

39.
40.
41.

42.
43.

What is your age? (Options: Age range categories)

What is your gender? (Options: Male, Female, Prefer not to say)

What is your occupation? (Options: List of occupations or open-ended
question)

What is your level of education? (Options: List of education levels)

In which sector do you work? (Options: Public Sector, Government owned
Enterprise, Academia, Private Sector, International Organisations \ Company,
Not for-profit organization, Not working)
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C. The Interviewees

The interviewees are sorted alphabetically based on their first name.

1

Dr Abdulrahman Abudabra

General Manager of the General Administration of Electronic Services, General
Authority of Communications, and Informatics, is responsible for Libya Initiative
2014, its applications, and the development of all policies and strategies.

Dr Abdul Raouf Al Bibas

The former Chairperson of the General Information Authority - GIA, 2011 to 2021,
Dr Al Bibas is a professor at the University of Tripoli and ICT expert information
technology background. GIA is responsible for implementing the Government's
informatic policies, developing and following the national information strategy
and developing its procedures and electronic services.

Mr Abdulwahab Shauish

Mr Abdulwahab Shauish is a commercial expert in strategy management at
Libyana Mobile Phone Company. Mr. Shauish is responsible for overseeing the
company's commercial operations, including the development and implementation
of marketing and sales strategies. He has a deep understanding of the Libyan
telecommunications market and is skilled at identifying and capitalizing on market
opportunities. He served as the former Commercial Director of the company, and
his contributions have helped to establish Libyana as one of the leading
telecommunications companies in the country.

Mr Ahmad Hussain

An independent senior software engineer who led several digitisation efforts
within the public and private sectors, Mr Hussain worked as a digital
transformation consultant for several government officials in the Government of
National Unity.

Mr Amin Saleh

Mr. Amin Saleh is the Chair of the Libyan Organization for Information
Technology and Communications (LOTIC). He is a prominent figure in the Libyan
technology industry, with extensive experience in the field of information
technology and communications. He works closely with government agencies,
private sector companies, and international organizations to foster a supportive
environment for the growth and development of the technology industry in the
country.

Mr Eiad Baba



10

106

Mr. Eiad Baba is responsible for the Testing Unit under the UNDP Libya
organization. In addition to this, he serves as an advocate for the use of technology
in the organization's work environment. Mr. Baba has extensive experience in
project management, with a focus on developing and implementing innovative
solutions to address complex challenges. His work in the Testing Unit involves
designing and executing tests to evaluate the effectiveness of various projects and
initiatives.

Mr Hussain Sa’afi

Mr. Hussain Sa‘afi is an advisor for libraries, information, and archiving at the
National Oil Corporation in Libya. He is a seasoned professional with a wealth of
experience in library and information science and is skilled in developing and
implementing information management systems. He is skilled at identifying
opportunities for improving the organization's information management practices,
and works closely with stakeholders to develop and implement effective solutions

MP Khaled Elosta

A computer engineer and ICT expert who worked for the private sectors, led a
coalition of ICT companies advocating for digitalisation in Libya; MP Elosta got
elected to the Libyan House of Representatives in 2014.

Mr Khaled Imbark

Mr. Khaled Imbark is the Director of the Systems and Applications Security and
Safety Department at the National Information Security & Safety Authority in
Libya. He is an experienced cybersecurity professional with extensive knowledge
of information security best practices and industry standards. In his role, Mr.
Imbark is responsible for ensuring the security and safety of the organization's
systems and applications, protecting against cyber threats, and ensuring
compliance with regulations and standards.

Mr Magdi Elshebani

Mr Magdi Elshebani is a digital transformation expert and consultant. He has
served as a consultant to several official organizations, including the Central Bank
of Libya, and is a member of several government committees related to digital
transformation. Mr. Elshebani is also the Chairman of the Board of Directors of
the Libyan Holding Company for Telecommunications and the current Director of
the Libyan Academy for Developing the Technical Skills of Public Sector
Employees. His extensive experience in the field of digital transformation has
made him a sought-after expert in Libya and beyond. Mr. Elshebani's contributions
to the advancement of the technology industry in Libya have been significant, and
his leadership and expertise have helped to shape the future of the sector.
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Mr Mohammed Abdulhadi

Mr Mohammed Abdulhadi is a co-founder and Business Development Manager of
Libyan Spider, the leading provider of technology solutions and cloud services in
Libya. Mr. Abdulhadi is a highly skilled business professional with extensive
experience in sales, marketing, and strategic planning. Under his leadership,
Libyan Spider has established itself as the go-to provider of technology solutions
and cloud services in Libya, serving clients across various industries

Mr Mohammed Elhadi Hassan

Mr. Mohammed Elhadi Hassan is a digital transformation consultant to the Prime
Minister's office in Libya. Additionally, he is a business management advisor for
Al-Madar Al-Jadeed Mobile Operator and was formerly the Executive Director of
the same company. His leadership and expertise have been instrumental in driving
the success of Al-Madar Al-Jadeed, and he is widely respected as a thought leader
in the industry. Mr. Hassan's contributions to the technology sector in Libya have
been significant, and his expertise in digital transformation has helped to shape the
future of the industry in the country.

Mr Mohammed Tantoush

Mr Mohammed Tantoush is a researcher specializing in public administration and
policy. He has written several research papers in this field and is recognized as an
expert in his area of expertise. Additionally, Mr. Tantoush has served as a
consultant to the Libyan Ministry of Interior, where he advised on policy matters
related to the public administration and security sectors. His experience and
expertise have made him a valuable asset to the ministry, and his contributions
have helped to shape policy decisions and improve public services.

Mr Muhammed Tellesy

Mr. Muhammed Tellesy is the Deputy Director of the Electronic Payments
Department at the Libyan Islamic Bank. He is a seasoned professional with a
wealth of experience in electronic payments and financial technology. Mr.
Tellesy's leadership and expertise have been instrumental in driving the success of
the Libyan Islamic Bank, and his contributions have helped to establish the bank
as a leader in the electronic payments sector in Libya.

Mr Musadig Nattah

Mr Musadig Nattah is an Executive Director and Engineer at a leading technology
company in Libya. He has extensive experience in providing innovative
technology solutions to clients across various industries, including the public
sector. Mr. Nattah is a representative of many international leading technology
companies, and his expertise in the field has earned him a reputation as a respected
professionaly. Mr. Nattah's contributions to the technology industry in Libya have
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been significant, and his leadership and technical expertise have played a crucial
role in driving the success of his company.

Mr Musa Zoubik

Mr. Musa Zoubik is the Director of the Private Sector Development and
Investment Department at the Ministry of Economy in the Libyan government. In
this role, he is responsible for developing policies and programs that promote
private sector growth and attract investment to the country. Additionally, he is
responsible of many digitalization projects at the ministry.

Mr Munir Eladl

Mr. Munir Eladl is the Director of the Planning and Projects Department at the
General Authority for Information in his home country. He is a seasoned
professional with a wealth of experience in strategic planning, project
management, and information technology. Mr. Eladl has spent many years
working in the public sector, and his expertise has helped to drive the development
and implementation of numerous successful IT projects.

Dr Othman Gajiji

A professor at the University of Tripoli and ICT expert computer engineering
background, who worked for both the private and public sectors, and an ICT
consultant for several governments, Dr Othman was the first chairperson of the
National High Elections Commission after the regime change in 2011.

Mr Usama Siala

The former Minister of Communications and Information Technology, January
2013 to August 2014. Mr Siala is a telecommunication engineer with 20 years of
experience working for international companies in Libya, Schlumberger, Ericsson,
and Cisco.

Mr Yaarub F Milad

Mr. Yaarub F Milad is an experienced professional in the field of information
technology with over 12 years of experience in both government and private
sectors. He currently works as a project manager at a technology company, where
he has been for the past five years. Prior to this, he worked for several years at Al-
Madar Al-Jadeed company and has had multiple contracts with the public sector.
Throughout his career, Mr. Milad has honed his skills in project management and
has gained valuable experience in various aspects of the IT industry.
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D. Interviews Transcription
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Interview Code 01 Translated to English

Government services are very modest, and the government sector can be described as a
sector that lacks a vision of digital transformation. As for digital services, all services are
not based on plans. Rather, they are spur-of-the-moment services that cause a lot of
corruption, and their purpose is not with a clear purpose; they are just random services
that provide and disappear. And speaking of citizens, the citizen is relatively happy, as he
can easily obtain the information he needs now "online", but the pace of development is
very slow. | opened a company in the United States of America in just one week, and |
did not encounter any problems. In Libya, either you resort to For bribery or for it to take
a very long time, and here we find the huge difference, and an example of the slow pace
and loss of time in Libya, the information technology sector is still working on the same
projects, proposals, and initiatives tirelessly, repeatedly, and continuously.

Regarding the assessment of the current situation of the information and communication
technology infrastructure in Libya. Infrastructure. It is wrong to talk about poor
infrastructure in 2023, especially in places where the government is present. All of them
have strong connectivity and almost free cloud services. Government agencies that talk
about infrastructure It uses it as an argument only, the private sector precedes the public
sector in this regard and has achieved progress that government agencies have not
provided by using capabilities and budgets. The private sector has a clear vision, so the
answer to your question is that the infrastructure is sufficient to transform institutions
digitally.

Regarding the level of knowledge of information and communication technology among
public sector employees and citizens, my personal view is that the citizen, as long as he
is able to use social networking sites such as Facebook and Instagram, can deal with the
digital environment. The important thing in providing digital services is the balance
between forcing the citizen to use these services and at the same time being Indeed, it
makes his life easier for him and reduces his trips to the simplest things, even if it is
knowing the result of the student’s high school diploma. An example of this is the
citizens’ response to the digital services provided by the telecom companies, such as how
to subscribe, the types of packages, etc. And | see that the citizen is as long as he can deal
with Facebook, so government services It requires much less knowledge, as it is specific
and easy, but Facebook is very complex and has many more complex details.

Regarding the compatibility of existing technologies in Libya with the requirements of e-
government initiatives, we have cadres and capabilities. Yes, there are local capabilities
and joint capabilities locally and internationally with regard to the software side.
Hardware has no problems at all and is considered advanced in Libya, but with regard to
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software, even if external cadres are used, this aspect must be developed locally because
there are always different problems in every country and it will not be able to deal with
them externally, no matter how specific Libya’s problems are, but there will always be
problems in every country. It is a country that is unique from others, and the private sector
must be stimulated and given confidence to work on technical projects. Now the largest
customer for the private sector is the public sector because of the complexities that public
sector employees face. Working in the private sector is easier and faster, unlike the public
sector.

Concerning the successful technological solution, far from the services of the banking
sector, the services of social affairs, “the grant for the wife and children,” but they are
individual experiences, | do not mention a complete experience of providing something
from A to Z online.

Regarding the description of the role of leadership and administration in promoting the
adoption of e-government in Libya, you will almost not find any ministry in Libya that
does not talk about its desire to provide digital initiatives and services, but in terms of
work and implementation you will not find anything real, as all of them lack vision, there
is no clear vision, They launch random initiatives that are not based on the past and cannot
be built upon in the future. Each director who comes does not look at the work of the one
that preceded him. Thus, large budgets are spent on these initiatives, but to no avail,
because the problem in Libya is not technical but administrative, and corruption has a
major role in this matter, so budgets are spent Huge and bulky for temporary projects.

Regarding the assessment of the readiness of government agencies in Libya to adopt e-
government initiatives, there is no one who manages technology in these institutions, even
if they provide high technical capabilities, there is no one to manage them, and in the
event that you find someone to manage them, then everything stops, the capacity of our
team will not be able to operate Giant projects, so | don't see any resources and it's not
about money at all.

Regarding the impact of political stability or instability in Libya on the adoption and
implementation of e-government initiatives, | do not see the political situation as a major
obstacle. It is a relative obstacle when talking about projects that were halted because of
the war or were incomplete because they were not implemented in conflict areas, but there
is a lot of arguments on this subject. And public companies are not affected by the political
situation because their budgets are spent in all cases. Some entities can work, especially
those that offer “long-term” strategic projects, but there are projects that have been
suspended for reasons that | think are political, such as the Libyan electronic identity, and
the obstacle, especially in the eastern part of the country, is the abundance of corruption.
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There is, with all due respect, and there is confusion in the data for that project that has
been suspended to this day.

Regarding the laws and legislation related to e-government in Libya, there are previous
initiatives and attempts that have reached the point that regulations have been issued to
recognize e-mail, but upon reaching the judiciary, | do not think that the judiciary will
recognize anything except the law, and | do not think that the Libyan laws have been
amended, as | think, and | have no knowledge In this aspect, we have a big gap in
electronic laws even with regard to electronic crimes, so there is a legal delay with regard
to the technical and digital aspect.

Concerning external pressures, such as international or regional initiatives, that affect the
adoption of e-government services in Libya, | am aware of GIZ's work in the field of
digital transformation in the field of municipal work, such as enabling the citizen to
conduct his procedures outside Tripoli without the need to come to it "fighting
decentralization" France also has an initiative, but it is not yet clear.

Regarding the perceived benefits of e-government initiatives for public sector employees,
government agencies, and citizens in Libya, Libya lacks the smallest electronic services,
so it will benefit from the simplest electronic services and initiatives. Libya is still 100%
paper, so we are lagging behind even the smallest Arab countries, so electronic services
will save time and effort. And many other benefits even from an economic point of view.

Regarding the ease of access to the current e-government services in Libya, | see that
access to these services is easy, and | am against those who claim that citizens face
challenges in accessing or using technology. Libya is mostly young, and even the elderly,
very few of them suffer from illiteracy. They do not face any difficulty in e-government
services, but the idea is that there is no integrated e-service yet.

| object with those who claim that citizens face difficulty in using technology because if
no 100% electronic service has been provided before, you will not be able to know how
easy it is for citizens to access these services until they are provided.

Concerning the impact of societal norms, peers, and superiors on the adoption and use of
e-government services among public sector employees and citizens, and citizens' trust in
government services, in Tripoli and Benghazi, these mainly use technology. Management
and employees are the ones who alienate people from technology, such as "the system is
stopped” and most of the time the system is working Naturally, but to put people off
purification in general and prefer paper transactions.
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With regard to stakeholders, in every organization there are people who want to bring
about change and advance something, but they cannot do anything other than work hard
and with pure intent only.

In Libya there is money, cadres and all the capabilities, but there is no unified
administration that covers these projects. There are existing initiatives such as the
initiative of the General Authority for Information in carrying out the Libyan electronic
identity project, and there are several attempts in several other parties, but they are
sporadic and random projects and services without unified management.

Regarding the main motives and obstacles to implementing e-government in the state of
Libya, the government does not have numbers, in order to fully see any country, you must
have accurate information, and the electronic identity is not a random feature, it is a
collection of information about a person in the light of which a great benefit can be
obtained Very much, and enables you to verify the number of citizens and facilitates any
electronic procedure for them. As for the obstacles, 1 do not see any real obstacles, but
the absence of will is considered an obstacle, and also there is no unified, stable, and clear
vision.

| believe that vision is a very important thing in achieving technical development, and
stable management also helps clear planning without working in a cumulative manner.
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Interview Code 02 Translated to English

Regarding the evaluation of the current situation of the information and communication
technology infrastructure in Libya, the infrastructure from a technical point of view is
considered reasonable, especially from our experience in the General Information
Authority, in the last year when we started working on digital transformation. The issue
is new in Libya, so we compared Libya with another country and found that The
infrastructure is fairly good, and we can start the digital transformation in Libya.

For example, the national database of the General Information Authority, linked with
several databases, albeit indirectly, it is linked with services such as the wife’s grant, the
children’s grant, and the marriage fund. The problem lies in the leaders in the General
Information Authority, especially with regard to the necessary budgets for digital
transformation and infrastructure development Because development is necessary
periodically while ensuring continuity, and this is what we lack in Libya, especially with
regard to organizing priorities.

The matter is not limited to the General Authority for Information, it is an integral matter,
as we need the solidarity of all institutions to work together to provide an appropriate
technological environment for the provision of services.

With regard to the level of knowledge of information and communication technology
among public sector employees and citizens, in some matters it was imposed on
employees in terms of technology. Much of the technology we learned without the vision
of its institutions, all of which are in line with the requirements of the times and the
services provided. We are in the year 2023, a lot of knowledge is concerned with
technology and the use of computers, we are supposed to have surpassed it for years, but
unfortunately there are shortcomings in terms of the use of technology, especially the
simple ones in terms of employees, but we at the General Information Authority are
educating and training employees to keep pace with the requirements of the era.

For citizens, we are currently in the process of planning a national digital survey to
measure national literacy at the national level. As for other institutions, they may find a
lack of knowledge of technology in terms of leaders and employees, and this is part of
the paths proposed for the national strategy for digital transformation to work on
eradicating digital illiteracy.

Regarding the compatibility of existing technologies in Libya with the requirements of e-
government initiatives, at the level of software at the government level, you find absurd
in terms of software licenses, updating them, and the possibility of linking with other
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institutions, which reflects the lack of interest of these institutions in technology,
especially institutions with specialization rather than technology. In 2023, with the
direction of the government of national unity with the General Information Authority,
some important authorities were forced to link with the General Information Authority to
modernize its infrastructure, but only and only the request and not within a national
strategy.

Concerning successful technological solutions, for example, the wife and daughters grant,
it is considered one of the successful services, especially as it is in partnership with the
private sector. In the past, a similar service needed days. to complete the transactions, but
today it is instant by SMS, by sending some data, where the role of the citizen is limited
only to go to the municipality to receive the grant. Likewise, the elections for the Youth
Parliament took place via SMS.

The success of these services was due to linking them to the base of the national number,
the digital national identity of the citizen, and the presence of a quasi-digital identity for
the citizen. Where we have linked up with 21 national institutions or ministries to provide
services to citizens in various sectors.

In the year 2022, we worked on measuring the indicator of the maturity of electronic and
mobile government services by the United Nations Economic and Social Commission for
Western Asia to assess the digital transformation in the Arab world, as it was the first
experiment to evaluate the state of Libya, and Libya’s ranking was penultimate, due to
our unfairness in self - assessment. Being a new experience, we also encountered
problems with the non-cooperation of some of the targeted institutions in the
measurement. Now we are working on improving the measurement for the year 2023.

Regarding the description of the role of leadership and management in promoting the
adoption of e-government in Libya, the biggest challenge for reform and development is
to convince the leaders within the institutions. Once the leadership is convinced, it
facilitates the development and implementation of various projects. Convincing
stakeholders and senior leaders help facilitate and support the adoption of digital
transformation in sectors and middle management.

An example of leadership support. Due to the political division in the State of Libya and
the absence of the legislative body and the necessary legislation to support digital
transformation, the leadership of the new General Authority for Information took the
initiative to cover the gap by issuing regulatory policies and preparing agreements
between institutions different to frame the work. This matter is calculated for the
leadership of the General Authority for Information. These include government data
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policy, electronic transactions law, and cybercrime law. This is only within technology-
related institutions.

But outside of technology-related institutions, it is It is more difficult and requires a lot
of persuasion for leaders and the need for their belief in the benefit of technology to
develop its services and facilitate the matter for citizens.

Regarding the resources and support available to government agencies and employees to
implement and use e-government services, only simple budgets, but the problems are
large and that is due to the delay in budgets. In the General Authority for Information, 25
projects related to digital transformation for the year 2023 are suspended due to the delay
in liquidating the necessary budgets. Especially we are at the beginning of the transition
because we need to provide many human and technological resources.

Unfortunately, there are not enough human resources in Libya to meet the requirements
of digital transformation, especially in the public sector, due to the weak financial returns.
When measuring digital transformation and comparing it between the public and private
sectors, you will find that the private sector is advanced to manage it good financial
resources. One of the problems related to human resources is the leakage of employees to
the private sector because of the incentives provided by the private sector. The
government should treat technicians and those with delicate specializations in particular
in terms of financial rewards to ensure their presence and continuity in the public sector.

Regarding assessing the readiness of government agencies in Libya to adopt e-
government initiatives, the readiness is only psychological, the desire is there, but there
are no real projects, especially in terms of training employees and preparing them for
digital transformation. All current trainings are classic, non-specialized trainings that do
not fit the requirements of digital transformation, not to mention that they are old and
focus only on the technical side and do not pay attention to the behavioural side. In
addition to the lack of self-knowledge and self-development of employees.

Regarding the impact of political stability or instability in Libya on the adoption and
implementation of e-government initiatives, we did not work seriously on digital
transformation projects until 2022, after the political agreement and the national unity
government. All these concepts were not a priority previously, especially with the absence
of laws and legislation.

In the year 2022, the government issued several policies that push towards digital
transformation, especially with political stability and its reflection on government
institutions, and with continued stability, the situation will improve in the long term.
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Regarding the laws and legislation related to e-government in Libya, the national strategy
for digital transformation proposed by the General Information Authority with
stakeholders, in addition to the government's push for digital transformation projects,
which we see in the government's acceptance of projects that we initiate and cooperate
with. In the strategy, you will find a proposal for missing legislation, which will be
worked on in the coming years.

Among the current projects that we are currently working on is the X-Road project
implemented in Estonia. We proposed this project for the interchange of government data
in Libya, which is reinforced by the national strategy for digital transformation and data
exchange policies.

Regarding external pressures, such as international or regional initiatives, that affect the
adoption of e-government services in Libya, we have partnerships with the United
Nations Economic and Social Commission for Western Asia, French experts, and the
European Union's TAIEX Agency, in addition to several other United Nations agencies
in Libya. The most important of these institutions is the United Nations Economic and
Social Commission for Western Asia, with which we issued a national strategy proposal
and several other policies. We also made educational visits to several leading countries
in the field of digital transformation.

Regarding the perceived benefits of e-government initiatives for public sector employees,
government agencies, and citizens in Libya, it is necessary for the employee to be
convinced of the benefits of digital transformation and to reflect this benefit directly on
the employees. For example, we worked within the General Information Authority, for
example, to work to develop a better experience for employees, and the beginning was
by linking the existing systems and developing ERP system and we are currently working
on adopting this system. Once the employee benefits from the digital transformation, this
is reflected in his adoption of the digital transformation.

As for the citizen, the citizen is happy with the facilitation and availability of services in
more than one way.

Currently, there are 84 e-government services, and they are provided in several ways to
citizens, and citizens' comments and satisfaction on these services are followed up.

Regarding the ease of access to the current e-government services in Libya, the Internet
is available in the main cities, some areas may suffer from access to the Internet, and in
some cases, they are not aware of the possibility of accessing the service electronically,
which prompts institutions to provide these services in a manner that keeps pace with the
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standards of digital transformation and access for all. The citizen is a recipient and always
hopes to provide these services.

Concerning the impact of societal norms, peers, and superiors on the adoption and use of
e-government services among public sector employees and citizens, and the citizens’ trust
in government services, when the service starts from the citizen and ends with the citizen,
he will trust it, before 2020, the citizen will never trust these services, but after the
availability of services and his satisfaction with them His confidence in her increased. |
do not think that social norms affect the adoption of these services by citizens.

Regarding the resources, training and support available to public sector employees and
citizens to use e-government services effectively, within the General Information
Authority we have trainings that are in line with the proposal of the National Strategy for
Digital Transformation, to include many trainings related to digital transformation, as
well as specialized technical aspects, as well as in the field of specialized auditing for
transformation digital. Legal and technological empowerment is important to ensure
digital transformation.

Regarding initiatives or plans to improve the facilitating conditions for the adoption of e-
government in Libya, in coordination with a number of stakeholders, we have launched
the government procurement platform and enabled it by the end of this year.

Regarding the intersection of competencies between the bodies in Libya, and as it relates
to the digital transformation strategy, the representation of qualities within the National
Committee for Digital Transformation is excellent, but the harmony between members of
the committee with different backgrounds may cause a problem, and the success of the
current committee is facilitated due to the quality of the current leaders, in the future if
the people are changed In the future, it may cause problems. Therefore, the national
strategy for digital transformation must be quickly adopted to ensure compatibility
between institutions, especially with the absence of a national institution specialized in
law in the field of digital transformation. Forms of intersection of competencies between
the bodies in Libya, this is a classic matter and in most government institutions in Libya,
unfortunately.

Regarding the main motives and obstacles for the implementation of e-government in the
State of Libya, the motives are many, the most important of which is keeping pace with
the digital transformation in the world, since digital transformation is considered the easy
possible, especially with the knowledge of the experiences of neighbouring countries. The
most important motive currently is the government's political orientation, and its goal is
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to gain the trust and trust of citizens for electoral reasons. Also, reality requires the
adoption of electronic services.

As for the obstacles, it is the absence of complementarity between government
institutions, the acquisition and ownership of data between institutions and the possibility
of its circulation between institutions. In addition to the skills of employees, especially
leaders, in the field of digital transformation, in addition The impact of political stability
and its reflection on the stability of institutions. In addition to conflicting terms of
reference and their intersection between stakeholders.
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Interview Code 03 Translated to English

Regarding the evaluation of the current situation of the information and communication
technology infrastructure in Libya, especially with regard to e-government initiatives, in
general, the use of technology by the simple citizen is a natural use with many obstacles,
which may be among the reasons that contribute to the significant obstruction of work
and even affect the psychological factor, because there are many problems, including the
difficulty of obtaining the network signal everywhere, as well as the power outage, which
in turn contributes to the fluctuation of the service, and even in the presence of the
network signal completely, I am afraid of practicing some activities such as “meeting or
training . ” remotely, which requires a good internet connection, for fear of any sudden
outage. Thus, we find here that the problem lies in trusting the network and the
infrastructure itself, and that it is considered one of the main obstacles that hinders the
technology sector completely.

As for the use of technology in providing services and public administration, we find that
the banking sector faces great challenges despite the presence of banks that have kept
pace with development in this field and contributed to providing services and applications
to citizens that meet the needs, but at the same time we find that there is a group of banks
suffering from the interruption of services. As a result of the interruption of the Internet
and the presence of problems in the infrastructure.

We also find that public services provided by the state and dealt with by citizens on a
daily basis, such as the aforementioned banking services or services provided by
municipalities such as civil papers and others, or with regard to tax and registration
services, as well as services related to the educational system or health services, we find
that the common factor that The lack of infrastructure hinders the provision of these
services, as there is no integrated system that provides the provision of these services
properly, and even in the presence of some digital systems in some entities, but these
systems cannot provide services in an integrated manner, rather some of them are limited
to the beginning of the process only. And by virtue of my experience and knowledge in
this aspect, | know that they face a big problem, due to their lack of knowledge and
knowledge of cybersecurity , and the lack of experience and knowledge in dealing with
the installed infrastructure such as information archiving systems and data centres, and
by virtue of my previous work with the General Information Authority, the Statistics and
Census Authority, and other institutions, | found that some of them You do not have the
infrastructure that meets the work of these institutions.

Hence, | think that the appropriate expression regarding the infrastructure is that it is
collapsing and suffers from lack of organization, and even the institutions that have some
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systems are only the result of personal initiatives by some individuals, without the
presence of organized work by the state to go to electronic governance, and therefore the
existence is nothing but a phrase Unregulated and integrated mutations and lack of proper
infrastructure and government legislation.

With regard to the level of knowledge of information and communication technology
among public sector employees and citizens to adopt e-government services, there are
two aspects to delve into this topic:

social media with working in the private sector, which in turn shows us that we have had
enough One of the human resources that needs to be developed, but it is not enough to
start working.

Digital illiteracy among decision-makers and their lack of awareness of the importance
of digital transformation. As for citizens, we find that according to estimates by the
official authorities in the country, 30% to 40% of the general public have the ability and
ability to use technology, so that the problem is in the older groups and their lack of
technical awareness. This, in turn, can be remedied and addressed, so that the difficulty
remains in recognizing and addressing the lack of awareness among decision-makers, and
this is one of the biggest challenges we face.

Regarding the compatibility of existing technologies in Libya with the requirements of e-
government initiatives, the idea of adopting the public sector as a basis for electronic
services needs more than the technical aspect, but when looking at private sector
institutions such as hospitals, factories, and some banks, they all use software for
organizing human resources, procurement, and supply chains. The success stories
achieved by the private sector can be easily reflected in the public sector. The public
sector has the ability to benefit from the expertise and services of the private sector with
its local or foreign competencies.

The main problem in the public sector is the administrative problem, and administrative
complications, since the public system is distorted, which makes it impossible to adopt
digital transformation strategies. Since the idea of traditional management and lack of
adherence to the principles of new public administration, the public sector cannot
implement these projects, due to weak human resources and competencies, with the
absence of internal policies and procedures. In general, we in Libya have gone beyond
the idea that the public sector can reform itself. This was confirmed by the reports of
international consulting firms in 2007 and 2008 with the help of Michael Porter, Monitor
Group, and Adam Smith and Mackenzie , where the tendency was to create a new
supreme institution that would oversee reform in the public sector, hence the idea of
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establishing an economic and social development council, and also the shapes that Public
sector reform in Libya is linked to the reform of higher systems such as the legislative
bodies. All this was in 2008, and today in the year 2023, the number of public sector
employees has increased exponentially and institutions as well, which makes the reform
process in general difficult and more complicated. For this, the public sector cannot
reform itself, and for this it needs accompanying legislation, advisory bodies, and
cooperation with the private sector, in addition to private sector bodies, to build the solid
and software infrastructure.

Regarding the outsourcing process or not and its long-term effects , | am a supporter of
the idea that each country usually has its own context, and it must evaluate itself in search
of the most suitable for it, but in general, the services in their diversity, diversity and
complexity are what govern the outsourcing , and in my point of view that The public
sector cannot implement any of these programmes, especially due to the lack of human
resources and the spread of corruption. As for projects that were previously in partnership
with the private sector and failed, failure cannot be linked only to the weakness of the
private sector, but certainly to other reasons, including poor procurement procedures, or
the idea of designing the project itself , and many projects from the beginning are
designed to fail or designed for financial corruption with weakness In the follow-up and
the absence of sustainability, especially with the Libyan government contracting
regulation, it is entirely in favour of the public sector.

In principle, the law does not differ with regard to technology supply operations and other
classic supply operations. Unfortunately, policies and regulations do not keep pace with
the developments of the times. It is funny that only two years ago, the use of e- mail was
approved as a guide in government administrative transactions. Legislation in general is
not technology-friendly, which prepares us to think that if the projects were well designed
by the public sector, the private sector would be able to succeed in implementing them.
For example, two years ago, the Government of National Unity signed a contract to
launch a national data centre for the Libyan government under the supervision of the
General Authority for Information. Unfortunately, a contract was signed with a company
that does not have any experience in the field, and today, no part of this project has been
implemented.

Regarding successful government innovations, | think that in different institutions, such
as some public universities, they had some reasonable systems. Recently, | have had some
contact with the Open University, which has a simple system. Perhaps if there is a
specialized person to evaluate it, you will find many errors and problems in terms of
cybersecurity. But I, as a user, find it easy and smooth to use and successful in providing



190

the required service. Currently, within my experience with the Libyan embassy in
London, some of the systems provided by the government are good, such as inquiring
about civil registry data and the national number system. Unfortunately, the use of paper
is present in these systems, as it is not integrated.

Regarding the role of leadership and management in promoting the adoption of e-
government in Libya, the leadership problem is a general problem, especially with the
spread of corruption in the country, and this is considered one of the most important
obstacles towards digital transformation, because the use of technology contributes to
raising transparency, follow-up and accountability, which closes the doors of corruption
for a number of these leaders. Nevertheless, there are some initiatives that are being
worked on at the government level, such as the public bidding system led by the
Government of National Unity and payment from the Audit Bureau. Launching such a
platform means that leaders are aware of the importance of technology and the need to
adopt these services. Also motivated by the Audit Bureau, work is currently underway on
the medical supply system, as it is one of the biggest doors to corruption in the health
sector.

Where medical equipment and medicines are imported with documentary credits
amounting to billions, then they disappear, and you find no trace of them in health centres
or hospitals. Here we find that the initiative was by the official oversight institution,
represented by the Audit Bureau, and the government interacted with it.

In general, many projects, their success or failure is linked to the policies based on them,
as they are usually based on three aspects, the policy side as an idea, the policy as the
program, and the implementation of this policy, and each stage may be exposed to design
problems, which affects the general output, accompanied by processes for tracking and
review, and this It is considered one of the most important problems in digital
transformation processes in the public sector in Libya.

In another experience, we find that its security institutions use technology to a large
extent, for example the Public Prosecutor and the Ministry of Interior, although some of
the systems that | worked on in my capacity as a consultant in the Ministry of Interior
were not crowned with success, at that time we had two projects in implementation, the
vehicle tracking system and the application of the Interior Gate The application was a
complete failure in terms of the experience of the willing. As for the vehicle tracking
system, it was good, but they stopped it after the change of leadership in the ministry.

Regarding the organizational culture within government agencies with regard to
accepting and implementing e-government initiatives, as long as the regulatory legislation



191

changes, and decision-makers from the current or future executive authority, as well as
the legislative authority, do not understand the necessity of reforming the public sector in
general, there will not be a holistic and integrated approach towards digital transformation
or the use of Electronic governance.

Therefore, the matter will continue with the current situation and is only related to some
booms related to internal initiatives , or resulting from the reason for a particular deal ,
and sometimes these initiatives succeed because of the presence of an international
organization behind them that obliges the state to make some reforms, such as what
happened in the security and justice sectors or the banking sectors, or sometimes Others
are supported financially and technically by international bodies.

All of this will not help in general reform, due to the absence of the organizational
foundations for public administration in Libya. After completing that, you can use the
ideas of digital transformation, or you can work in parallel, or sometimes use electronic
governance as a reform tool or the main direction of reform , for example Reforming
Public Administration After reviewing the successor administration systems, such as the
new public administration and the New Liberal State or electronic governance, it comes
as an example of one of the public sector reform theories, trends, or types of
administration.

Regarding the resources and support available to government agencies and employees to
implement and use e-government services, of course, financial resources exist, and this is
the most important thing. Regarding human resources, there are enough of them as well
regarding the capabilities of the private sector, which can complete partnerships with the
public sector and international companies to complete this transformation. An example
of this is the profits of the telecommunications sector that can cover all these projects, but
unfortunately, they are used to finance projects that are not feasible. What we lack is the
will and the decision.

Regarding the readiness of government agencies in Libya to adopt e-government
initiatives, the current situation, the political situation is unstable, as the government feels
threatened in its continuity and has a state of uncertainty about its future and therefore its
priorities are currently cantered around the political side, without regard for the invisible
long-term plans and it works more while enhancing its credibility.

It improves its image for the sake of elections, projects such as road projects or financial
grants, and if the project is related to digital transformation, then it stands in the party of
the launch and the media hype.
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Regarding the impact of political stability or instability in Libya on the adoption and
implementation of e-government initiatives, yes.

Regarding the legal framework and regulations related to e-government in Libya, | cannot
give a complete answer because sometimes the Libyan legislation dazzles you, but some
studies that | have read indicate that the current legislation is full of defects and
deficiencies, and as | said earlier, the idea of using e-mail in correspondence has not
entered into force legally Except recently. Imagine that to send a correspondent to a
Libyan embassy abroad, a diplomatic bag holder is used, the same applies to the electronic
signature.

However, from my knowledge regarding the context of electronic governance, the
legislative framework lacks many aspects, whether it is related to cyber security
protection, user protection, service provider protection, and protection related to bids
related to technical projects.

Regarding if there were any external pressures, such as international or regional
initiatives, that affect the adoption of e-government services in Libya, such initiatives that
| was part of was an initiative that the IOM ran with the Libyan Ministry of Labour, its
beginning was in the year 2019, it was almost under the name of the Market information
Libyan labour The project was the result of a study by Think Tanks International , and |
believe it has entered into force.

The second initiatives, | am aware that part of the transformation initiatives adopted by
the Central Bank of Libya from 2011 or 2010 was under international pressure related to
the need to adopt an internal governance guide, and the same thing was related to the
issue of classifying Libya in the Gray lists of money laundering and terrorist financing, |
think that part of it was There are existing systems that have a relationship with old
projects.

For example, in the security sector, when ISIS spread in Libya, some systems were put
into effect under American pressure, and a checkpoint was added at Mitiga and Misrata
airports, where these systems were provided by the US State Department in coordination
with Interpol, and the same thing with the Ministry of Justice regarding international
wanted persons and war crimes.

Also, when looking at the strategic plan of the Audit Bureau, you will find that it is
generally a response and commitment to comply with these international pressures.

Regarding the impact of societal norms, peers, and superiors on the adoption and use of
e-government services among public sector employees and citizens, the social base
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affects the public administration as a whole, whether with regard to informal institutions
such as tribes, social relations, or militias. In general, if there are binding services, most
citizens use them. The only social impact here is that some people go to their relatives
who work in these agencies traditionally to complete the transaction, and | think that this
is the only transgression that may affect the digital transformation.

Regarding if there were specific groups or individuals within the government or society
working as advocates for e-government initiatives in Libya, currently | think that the
authority finally charged with the issue of digital transformation is the Telecom Holding
Company and its strategy on the smart state, while the General Authority for Information
is marginalized in one way or another.

Any initiative in Libya related to digital transformation or public administration reform
that did not understand the idea of involving civil society and all stakeholders in an
environment that has a lot of corruption like Libya will fail. Regarding the intersection of
terms of reference between institutions Scientifically and technically, there are no real
problems, especially with the large projects and the difficulty of putting them all under
one institution. An example of this is the security aspect. It is natural for it to be in more
than one institution, working in the same field, and its work intersects in different levels
of the same field.

In Libya, the problem of duplication of institutions centres on the weakness of internal
coordination and coordination between these institutions. Therefore, the large number of
institutions concerned with one field without the existence of real coordination will create
an obstacle in any project. Especially since the conflict between these institutions is not
over the implementation of projects. Most of the problems lie in the conflict over the
budget and a struggle over corruption and personal benefit.

Regarding the resources, training and support available to public sector employees and
citizens to use e-government services effectively, most of the successful trainings are
provided by international.

organizations. Regarding if there are any initiatives or plans to improve the facilitating
conditions for the adoption of e-government in Libya, | only know about the strategy of
the Telecom Holding Company in parallel with the government bidding portal project,
and the supply chain system of medical supplies. Regarding the main motives and
obstacles for the implementation of e-government in the State of Libya, understand the
obstacles: the political forms are the most important obstacles, in parallel with the absence
of the legislative authority and a stable executive authority, which has the time and space
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to take care of the real problems and work on reforming public administration and then
digital transformation projects. In addition to the absence of will and decision makers.

As for the motives: including international compulsion, with the presence of human
resources and competencies from civil society and the telecommunications sector, as well
as popular pressure that often pushes towards digital transformation. Sometimes in a
desire to look good in front of citizens.
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Interview Code 04 Translated to English

Regarding the assessment of the current situation of the information and communication
technology infrastructure in Libya, especially with regard to e-government initiatives, this
issue is divided into three axes. It is hardware, and this axis is an open market that you
can import from abroad, but it only needs to pump money and budgets, and this is the
obstacle, in my opinion, to the public sector in this matter. The third axis is the
development of programs and systems, and this is what | see as some shortage in it despite
the presence of cadres, but we lack ready companies To develop applications and provide
services in this context.

Regarding the impact of the level of knowledge of information and communication
technology among public sector employees and citizens on the adoption of e-government
services, there is a big difference from five years ago to this day. Dealing with electronic
services such as banking systems, as well as smart phones that are available to almost
everyone opens the door to developing advanced service programs.

Regarding any specific technological innovations or solutions that have been particularly
successful or challenging in the context of e-government in Libya, | have not yet seen
applications available to the citizen such as booking appointments or renewing a license.
Etc., we are still in the primary services such as delivery services, banking systems, and
so on, but the health, transportation, and interior sectors... etc. We did not see any systems
in them except for the payment mechanism systems, as for the low services according to
my personal experiences such as obtaining a patent certificate and so on, it is their
presence as well as their absence. They may exist, but they are very low, and | do not
blame the Ministry of the Interior for that. The problem is with the internal cadres and
their lack of experience and training. There are many other services that |1 hope will
develop because we are too late and far away. Technology makes our lives easier and
makes us abandon the principle of mediation, with regard to the use of technology in
elections in The first round in 2012 in the National Congress elections there was no
electronic technology, but when we learned from the experience of 2012 in the municipal
elections in 2013, we used electronic registration via SMS. But then, in the years that
followed, the development of the issue of electronic registration and the use of simple
technology is considered the latest revolution, the effects of which are still present.

Regarding the role of leadership and management in promoting the adoption of e-
government in Libya, this is the most important and very important issue. Having a long-
term vision and getting to know the world where this will go is what we are missing in
Libya. Those in power in Libya are not even aware of the service applications that they
can provide. For citizens through technology, even the institutions that provided services
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such as the Wings Aviation Company with regard to booking tickets, they activated the
online ticket booking service, but the receipt is from Maitika Airport, but I consider it a
good stage, because | believe in the implementation phase, but there must be a future
vision As well as a political and technical will to implement these issues, with regard to
governments and their interest in this issue, even the Government of National Accord,
there was no interest in the issue, but now in the national unity government, we have
noticed great interest in the issue, and there are development projects, such as the
preparation of the new information law that was prepared by a committee that you were
among, And under the leadership of this government, many institutions are thinking of
automating many internal works, and this is a very good thing, so now we are witnessing
a big change, and this matter is not related to the desire of the citizen, so he is not to blame
for the technical delay, as this is the responsibility of the state, as the citizen will be very
happy with the ease of his transactions electronically Evidence of citizens' ability to
electronic financial banking transactions such as cards.

Regarding the organizational culture within government agencies with regard to
accepting and implementing e-government initiatives, the organizational culture within
government agencies with regard to accepting and implementing e-government
initiatives, yes, there is supposed to be a long-term strategic plan presented by the
government and approved by Parliament and gives the green light to allocate a budget, to
carry out research and development This issue, however, in technical Libya is in a chaotic,
unorganized state and has not followed a specific plan since the era of the previous
regime. There is a very pivotal issue, the issue of the national number, which has gone
through a series of stages, but now Al-Madar and Libyana companies can communicate
with the bank directly and take all the simple required information. Therefore, linking
sectors is required, but it is an advanced stage.

With regard to the resources and support available to government agencies and employees
to implement and use e-government services, the resources and support available to
government agencies and employees to implement and use e-government services are
generally available if appropriate legislation and political will exist.

Regarding the readiness of government agencies in Libya to adopt e-government
initiatives, it evaluates the readiness of government agencies in Libya to adopt e-
government initiatives. This government is better than any previous government in this
matter, and there is work in the General Authority for Information and the General
Authority for Communications, and there is full coordination between them, but the
responsibility Now it is a sectoral responsibility. It needs a vision and strategy at the state
level, but also at the level of the Central Bank, the Ministry of Communications, the Tax
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Authority, the Customs Authority, and the Ministry of Finance only because its
employees have become large in number, not for the purpose of providing services that
they have somewhat digitally transformed. The government welcomes it, but there is an
absence For the vision and the absence of objective goals for the ministers. Regarding the
extent to which political stability or instability in Libya affects the adoption and
implementation of e-government initiatives, yes, political and security stability is very
important. Telecom companies’ wires were stolen until cameras were installed, and this
issue was eliminated, but progress is always important. In general, those who are now at
the top of the institutions are much better in digital awareness than those who preceded
them. Regarding the legal framework and regulations related to e-government in Libya.
Are there any specific laws or policies that promote or hinder the adoption of e-
government? The legal framework and regulations related to e-government in Libya. In
1994 Law No. 4 was issued, giving all powers, and introducing them. We came the
previous year and introduced the new information law. Technology has evolved so it must
be There is an accreditation centre for digital signatures...etc, and the government helped
speed up the process of adopting the law. Public entities did not present a vision. |
challenge any public entity that presented a vision, and it was obstructed. The state cares
about priorities. Legislations were all outdated but promote digital transformation and
electronic services. The legislation is what is presented, but the development of
technology has hindered the implementation of these legislations.

Regarding if there were any external pressures, such as international or regional
initiatives, that affect the adoption of e-government services in Libya, external pressures,
such as international or regional initiatives, that affect the adoption of e-government
services in Libya, the issue of financial procedures and the procedures of the International
Monetary Fund These measures are imposed on the whole world. As for the Attorney
General, young people are doing a great job, they are doing a very excellent job. | do not
see them as negative points, | see them as an encouragement to enter the world. Yes, |
have seen other initiatives for external initiatives with other public sectors, so the issue is
moving slowly, but the financial abundance and the return Materialism makes these
companies bear this pressure and delay. | do not agree with you that they are pressures,
as they are supported by parties to support digital transformation, and yes, they exist.
Regarding the perceived benefits of e-government initiatives for public sector employees

, government agencies, and citizens in Libya 100%, and now | see that 60-56% are not
supportive of technology as a public sector, because it will lose the benefits of this job,
while the rest encourage and support considering that even their studies depend on
technology and usually these are young. Citizens: They very much welcome digital
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transformation and the provision of services and provision Time, services are a real
tragedy without digital transformation.

Regarding the ease and ease of access to the current e-government services in Libya, the
citizen has acceptance even in the initiatives that were presented, such as the marriage
fund and the grant for the wife and children. | see that the citizen has a very acceptance
in this matter.

Regarding whether there are any specific efforts to improve the usability of e-government
services and access to them in Libya, as for the existence of any specific efforts to improve
the usability of e-government services and access to them in Libya, no , unfortunately |
hope that any party before presenting its initiative to train Staff on how to use and how to
deal with it, but | did not see that unfortunately .

Regarding the impact of societal norms, peers, and superiors on the adoption and use of
e-government services among public sector employees and citizens, regarding the impact
of Societal norms, peers, and superiors to adopt and use e-government services among
public sector employees and citizens? Does it not conflict? There are no social controls
or restrictions to refuse to use these applications. There is no discrimination on the basis
of gender in this part. | do not see any restrictions. The beginning of anything new is a
natural societal phenomenon, and in Libya it works strongly, and complaints from citizens
are present, and technical weakness is also present and we cannot deny it.

Concerning stakeholders with regard to e- government in Libya, I have no knowledge,
and stakeholders are supposed to be all owners of institutions. The law did not specify
any central authority concerned with defining electronic systems. There is no department
to help citizens when an error occurs in services. This aspect also suffers from We have
a shortage. Regarding the parties that offer digital initiatives, you must know that you are
fighting not in measures but in a culture that is unaware of these developments. On the
other hand, you need a legislative and legal aspect, because the resistance groups will
begin to lag legally. Therefore, when ensuring the law, money, and support, then they can
You arrive, but you will face countless obstacles.

The main motives and obstacles for the implementation of e-government in the State of
Libya. The motives are the pressure of the citizen, especially when he travels to other
countries and obtains services and feels that he wants that in his country as well. The
obstacles are the lack of a strategic vision in this matter, and this is what | want to talk
about. | see that this topic The government, parliament and experts should put in it a
strategic plan, clarifying the services that will be provided, and the time frame is fixed by
the concerned authorities, and the absence of this written idea | see as the biggest obstacle,
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and the parliament is not doing its work, so attention must be paid to this point in order
to facilitate the procedures that are in line with the world, because it has bypassed us ,
With the government of national unity, | have great hope, especially with the rising youth,
to build the generation of technology. | see the obstacle in this matter is the availability
of material resources, not technology. There is a mixture of specializations that are large
and unclear, and the overlapping of laws is also a major factor in spreading corruption,
but in general the situation is very optimistic. now.
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Interview Code 05 Translated to English

Regarding the assessment of the current situation of the information and communication
technology infrastructure in Libya, especially with regard to e-government initiatives, |
worked in the Ministry of Communications in the past and then moved to the private
sector. The legislative field is in its infancy in terms of decisions. There is no law,
although in 2012 there was an initiative called “E Libya.” This project talks about several
dimensions, including: the legislative dimensions and the technical dimension. Where it
was carried out by the Ministry of Communications in partnership with several other
ministries, and by returning to the issue from the side of legislation, there are only limited
initiatives so far.

There is no data centre that supports the launch of e-government services, especially
sensitive ones. There is only one data centre in the country, which is provided by LTT,
Libya Telecom and Technology Company, and it is very weak, so the foundation is not
available and very worn out. Also, Al-Madar Al-Jadeed Company provided its services
as a data centre, but it also failed, as a specific project worked with it, and it was delayed
in providing services for more than 8 months. Also, the cost was very high, about 120,000,
although these services cost much less. The Libyan spider company provides these
services, but there is always a fear of private sector companies, because The data is very
sensitive, and this is in terms of the technical infrastructure.

In terms of the communications infrastructure, | see it as immature. We have a big delay
in terms of communications, as evidenced by the very weak Internet speed. We have a
deficit in the capabilities that enable us to provide a strong Internet despite the
competition of companies to provide good services, especially private ones, but their
capabilities are limited from a technical point of view. You will not be able to ask me to
enter any system to create a digital transaction, the Internet speed is low, and
communications in general are not good.

As for human resources, they are very good in Libya. We only have problems with the
decision- makers, but from the creative and technical side, I know people who met me in
my field of work who have very good capabilities, but they did not have the appropriate
conditions or capabilities.

very technically savvy, but they use social networking sites such as Facebook and
Instagram, and this means that they have the ability to develop technically, especially if
this development supports their needs, | see that they are of course ready and have a good
technical knowledge.
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As for public sector employees, they are not with this degree of awareness, as they have
a kind of technical rejection, because they rob them of some of their powers and practical
privileges when the system becomes the one that provides all services instead of personal
decisions, influence and personal authority, but I also see that there is a good organization
With good management, the issue will be accepted and developed little by little.

Regarding the successful technological solutions provided by the e- government, |
experienced an experience with the General Commercial Register that was launched two
months ago. Of course, it met a kind of rejection at the beginning, but then it imposed
itself. Even contract writers want to work in an easier and smoother way, so they
supported this initiative. This A recent experience and | don't know where it will go.

Regarding the role of leadership and administration in promoting the adoption of e-
government in Libya, | see that it falls from the top to the bottom, in the sense that if the
leaders in the country do not prioritize this thing and all the material and moral support
and also institutions such as civil society institutions do not promote this initiative, we
will not reach good results. You want to provide a service to people that you own, if you
specify this method of submission, if you want, you can provide your services through
employees and remain as you are as offices crowded with employees and useless at times,
or you want to provide other opportunities for these employees and change the mechanism
for providing services so that it becomes “online”. It caused development, well-being and
prosperity for my people and the fight against corruption as well. Therefore, | see that
digital transformation or e-government in particular is a descending thing from top to
bottom explicitly. Of course, we do not forget the role of civil society institutions to raise
awareness, create a clear vision for citizens, and fight corruption.

Regarding the organizational culture within government agencies with regard to
accepting and implementing e-government initiatives, | believe that centralization is very
important in setting policies, provisions, laws and the work mechanism, but not in digital
transformation, in the sense that the two sectors, whether public or even private, must
state in order to support institutions for digital transformation To provide it with all the
means and to set for it a specific mechanism and restrictions in which it operates in order
to show it how to transform without interfering in the transformation process, it is only
for guidance and then let the body or institution transform digitally on its own by internal
work without the direct intervention of the leadership .. centralization is only in
legislation, provisions, and the mechanism Not in implementation.

Regarding the resources and support available to government agencies and employees to
implement and use e-government services? Do you think that Libya has the necessary
resources to start the digital transformation? No, there is absolutely no support for
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technicians. As a technical person, if you want to work in any government agency, you
will receive a salary of about 1500 LYD and in the bank, and you will stand in long lines
to get it, while it is possible that She works in a private sector company and receives
multiples of this amount. There is no support for the technicians, and they are not given
their right of the cost, which makes them reluctant and there is no readiness.

Regarding assessing the readiness of government agencies in Libya to adopt e-
government initiatives, there is absolutely no readiness to adopt initiatives. | have worked
with the health sector on several projects. We have previously worked on the public
giving initiative, and we have worked on a complete system for this project, and it has
received admiration from more than one external party, but When we sent it to the
government for approval, it chose to go back to the manual system and put it aside.
Regarding the extent to which political stability or instability in Libya affects the adoption
and implementation of e-government initiatives, yes, it is effective, directly or even
indirectly, as politicians in Libya are in a state of power struggle and all their concerns
On how to exclude the other and this is my personal opinion and not my political opinion,
or through administrative corruption in order to maintain his political position, so political
stability is very important. Regarding the legal framework and regulations related to e-
government in Libya, there is a law in the country called the "MH5" law when Carrying
out any legal or traffic violation ... etc., you must go to pay the value of the violation
financially, and receive an receipt called MHS5 that is sent to the Ministry of Finance in
order to enter the public treasury of the state, so how can you start an electronic
government and digital transformation and when you want to pay a violation you must
spend it this way. There is no such thing as electronic payment in Libyan laws. Libyan
law does not recognize anything but cash, “cash payment.” Libyan law did not previously,
until a year ago, recognize e-mail, and until now the form of this permitted and recognized
mail has not been accurately specified. Regarding external pressures, | have no
background in international or regional initiatives. 1 am a technical person, not a
politician, so I am not familiar with issues related to pressures, etc. Regarding the
perceived benefits of e-government initiatives for public sector employees, government
agencies, and citizens in Libya, | do not have a measure, but in my personal opinion, the
Libyan citizen He feels joy when the word system is mentioned to him, for example when
the national number system was activated, we saw a great response to that, and all citizens
received their national numbers in a record time of about two weeks, and these are very
positive indicators, in my view, of citizens and employees accepting digital
transformation.

Concerning the ease and ease of access to the current e-government services in Libya, no,
| do not see any ease of access, nor do | see e-government services. Even the national
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number services that are supposed to be electronic have become specific entities that
require it to be signed and sealed, and this means that the system is useless, and for other
systems Granting a wife and children. I am not fully aware of this issue, but | see itas a
good indicator of people’s interaction with it as an environment surrounding me and not
as a measure for all people. With regard to specific groups or individuals within the
government or society working as advocates for e-government initiatives in Libya, | see
that the stakeholders who are supposed to. They are responsible for the Ministry of
Planning, the General Authority for Communications, and the Information and
Documentation Authority, who are supposed to be stakeholders in this matter. There are
also conflicts existing between these parties, mixing and intertwining of tasks, and that in
Libya, the parties have always been professional in performing tasks that are not assigned
to them and are not within their competence.

Regarding the main motives and obstacles for the implementation of e-government in the
State of Libya, the most important motives are that if Libya does not transform digitally
and establish a real electronic government in the near future, it will be heading in an
irreversible line, because the existence of an integrated electronic government is essential
at this time, and if it does not happen, then Libya will face A severe delay that is difficult
to change in the future. As for the obstacles, they are the political instability and the lack
of technical capabilities, but the digital transformation is not difficult or impossible, only
when these two factors are available, the digital transformation will take place smoothly
in my view.
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Interview Code 06 Translated to English

Regarding the evaluation of the current situation of the information and communication
technology infrastructure in Libya, especially with regard to e-government initiatives,
from my personal point of view, | see that the general public is good at using smart phones
and has a strong connection to the Internet even in poor areas, taking into consideration
that the elderly has phones An old. However, the public sector has not taken advantage
of digital technologies to facilitate the provision of services, which would help stop long
queues.

And the public sector does not exploit technology for two important reasons, the lack of
desire and interest as long as the task can be accomplished way traditional. The second
reason is the delay in the change in the way of work because of the laws. In order for the
institutions to change, they are forced to change a lot of laws, and all the current projects
are small. Another problem in Libya is the number of institutions and their frequent
change with the absence of procedural evidence.

Regarding the level of knowledge of information and communication technology among
public sector employees to adopt e-government services, it is based on age, where young
people are more familiar than the elderly, but this does not stand in the way of change.
The lack of change is due to complications that cause the termination of policies, the fact
that the system is not clear, and the lack of communication between business entities in
order to work together.

Regarding the compatibility of existing technologies in Libya with the requirements of e-
government initiatives, | believe that the current technology can meet the basics for
launch. Unfortunately, the public sector does not trust the private sector, especially in
terms of information security. On the other hand, the public sector cannot implement these
projects alone due to weak competencies.

successful electronic solutions, they are few and are currently being developed, such as
the national number service. Unfortunately, most of the government agencies have
abandoned their websites and moved to submit their communications and news via social
networks.

Regarding the role of leadership and management in promoting the adoption of e-
government in Libya, unfortunately they are not very interested in digital transformation,
and some of them have knowledge but cannot provide or implement these services,
especially with a lack of awareness of the benefits of using technology. Unfortunately,
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we have more than 300 government institutions, and it is difficult to find leaders who
believe in digital transformation in all institutions.

Regarding the resources and support available to government agencies and employees to
implement and use e-government services? Do you think that Libya has the necessary
resources to start the digital transformation? | have no knowledge and I have not seen any
real resources.

Regarding the impact of political stability or instability in Libya on the adoption and
implementation of e-government initiatives, political stability is important and facilitates
the process, but institutions of all kinds can work on digital transformation, but they need
a boost from citizens. Regarding the legal framework and regulations related to e-
government in Libya, unfortunately The laws are somewhat outdated and do not support
digital transformation. We need to assess the general situation regarding digital
transformation in the public sector in Libya, including the aspect of laws that must be
changed. Regarding external pressures, which affect the adoption of e-government
services in Libya, | have no knowledge. The perceived benefits of e-government
initiatives for public sector employees

, government agencies, and citizens in Libya. There is at least one knowledgeable person.
As for the employees, they cannot be blamed for the absence of real knowledge and
strategies.

Regarding the ease and ease of access to the current e-government services in Libya,
unfortunately most of the services are not easy to access, and there are complications from
government agencies to access this data for fear of cyber security.

Regarding the specific efforts to improve the usability and accessibility of e-government
services in Libya, they are only wishful thinking and not realistic. Regarding societal
norms, peers and superiors on the adoption and use of e-government services among
public sector employees and citizens, it is not a major influence, and is always
manageable. Regarding stakeholders In the field of digital transformation in Libya, the
prime minister is the most important. Regarding the resources, training and support
available to public sector employees and citizens to use e-government services
effectively, | have no knowledge.

Regarding the initiatives of plans to improve the facilitating conditions for the adoption
of e-government in Libya, I do not know.

Regarding the main motives and obstacles for implementing e-government in the State of
Libya, one of the most important obstacles is the absence of planning, strategies, and
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action, in addition to the absence of a legislative framework. Regarding the motives, they
are understood as facilitating services and reducing time for citizens.
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Interview Code 07 Translated to English

Regarding the assessment of the current situation of the information and communication
technology infrastructure in Libya, especially with regard to e-government initiatives, |
will be realistic, professional, and honest in answering the question. There has been a very
slight improvement recently, but this improvement is negligible compared to
neighbouring countries and the rest of the world. Libya is not Tripoli. Benghazi only, so
we cannot measure the quality of services in these two cities only, Libya is very large in
terms of area and not the population, so the concentration of services as well as the
monopoly of the telecommunications sector on the Libyan state causes the decline of
services and infrastructure, as well as the lack of significant expansion of communication
Services.

Regarding the level of knowledge of information and communication technology among
public sector employees and citizens to adopt e-government services, there is a kind of
illiteracy. Yes, the majority of people did not know anything about the Internet, then
suddenly they started using it directly through social networking applications such as
Facebook and TikTok, but we notice in a way There is a great increase in the use of
technology for certain reasons or for a specific interest, but the absence of awareness
exists and even the absence of trust. There are people who tried to trust these services
provided by the e-government or any electronic services, but found them to be illusions,
so | gradually lost confidence in them, but if we go back to the origin of the question ,
then illiteracy Exists and the use of technology in Libya is limited, so you will find people,
especially the elderly, who will find them using a specific technology or a specific service
only without expanding on the rest of the technologies. I think that this thing paves the
way for the ease of access to any technology or government service, like what was
mentioned about illiteracy ten years ago, which is very different from today if anyone or
an entity wants to provide a service, whether government or otherwise, but the preparation
that social networking sites did really contributed greatly with our reservations About the
problems it caused, but yes, smart phones and smart programs facilitate the process of
adopting an application or an electronic platform in the government or elsewhere.

And | very much agree that social networking sites have set people to high standards in
terms of applications, and this makes government platforms should be equal to these sites
and applications in terms of quality and ease of access, but | do not see that this is an
obstacle, as the matter only requires serious work in order to reach a quality that can
match these Applications. Government applications do not require complex technical
things. They are only about providing certain services. Therefore, attention should only
be paid to the designs, colours, general shape, smoothness of the application, and a little
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effort. 1 do not see it as a challenge for me. Regarding the extent to which existing
technologies in Libya are compatible with the requirements of e-government initiatives,
sector Communications are monopolized by government companies, as the government
believes that it is the custodian of technology in Libya, as the technical sector is totally
dependent on the Telecom Holding Company, which in turn represents the government
in the communications sector. The public sector for communications, the private sector
does not constitute more than 10% of the Libyan market, including the Libyan spider, all
services, contracts and movements are controlled by government agencies, so do not ask
me to provide large services as a private sector suddenly and you do not protect me
permanently legally, we will not be able to work as a sector Especially on the whims of
officials, so we flounder based on the opinions of every official. We want firm laws that
give us our rights in order to work in a comfortable and reassuring environment.
Regarding the current successful innovations, yes, the economy system - the commercial
register - the social affairs system, and if we talk about successful experiences, this is a
difficult question Very much, if we talk about a system that is successful in the conditions
of this country and continues to this day, there is no, no system comes to my mind,
because all the previous systems either diverged from their affiliation to where or were
corrupted and stopped. Etc., and this brings us back to the point of continuity, the real
challenge For continuity, and this is not related to security stability in Libya, this is an old
problem in Libya, any official who comes starts from scratch as if he was the first to work
in this position, and here there is a question that arises, what next? Will the e-government
initiatives continue when the current official changes? State Like Libya, it must be linked
to a specific budget or law that prevents its officials from starting over. It is assumed that
the budgets that are spent are monitored, accounted for, and followed up. Are they really
spent on real and continuous achievements on the ground? Or will they disappear with
time? About adolescence and temporary things that will disappear with time and are not
sustainable, and the most difficult thing in commerce is continuity and sustainability, so
all government institutions reach a stage of frustration, leaving everything and suddenly
stopping their work.

Regarding the role of leadership and management in promoting the adoption of electronic
government in Libya, in the absence of leadership for this matter basically it cannot be
done, even in neighbouring countries there are examples of this, for example Saudi Arabia
several years ago, we did not see any progress for Saudi Arabia in these matters, although
there are several There are other prominent countries in the region, but recently their
leadership has the desire for the name of their country to appear and stand out. To the
continuity of the issue, it is true that this country did not record any achievements in this
aspect, but within a few years it achieved something that competes with other countries
that have been working on it for 15-20 years and marketing themselves. The leadership
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must understand this thing, support this thing, and ensure the continuity of this thing,
why? Because he If a change takes place in the government or any ministers, the next one
should not come, and the one that preceded and neglected it should not be completed. Are
government institutions in the interest of digital transformation? When the employee
enters the digital transformation, does he benefit from it? Unfortunately, most of the
current leaders are not aware of the benefits of digital transformation, and most of the
current projects are teenage projects.

Regarding the organizational culture within government agencies with regard to
accepting and implementing e-government initiatives, of course you may have hosted
some leading personalities in some institutions, there are institutions of a practical
pyramid that need and want to work on change, and start working on it, and they have
good initiatives and tried to implement them, but you want to A quantum leap for an
institution and you are aware of the history of employment in Libya and also how the
public sector employee compensated for the material vacuum, because government
institutions with permanent salaries are true, but they will not enable you to live
sufficiently to cover all your expenses and maintain your survival in the middle class, so
the employee chose to use his influence or benefit From his position in order to keep up
with his expenses and needs, so any digital transformation now threatens his influence
and threatens the mechanism he used to work in order to cover his needs, as well as the
reluctance of instinct, and this is not only in Libya, but it is a human characteristic and it
is the rejection of everything new and it is the easiest solution that people choose, but the
reluctance is for reasons It is the one that poses a danger, and in my opinion, it is the one
that makes things difficult for any organization to adopt a real project that talks about
digital transformation, although if you talk to more than one institution, you will find that
the majority worked in committees working on digital transformation, but if there are
digital transformation plans to facilitate the citizen’s extraction of his documents and
facilitate For the citizen to extract his transactions, | think that this will be one of the
biggest challenges, because you are closed on a parallel market, a black market, on
mediation and on corruption, for reasons | mentioned earlier, including the lack of a
decent living for him on his salary.

Regarding the resources and support available to government agencies and employees to
implement and use e-government services, it is difficult for me to give an accurate answer,
but within the process of digital transformation or the process of raising the competencies
of employees, | do not see it being done correctly. Why? Is there anyone who contributed
significantly to a real digital transformation experience? Percentage Very simple, they
could be Libyans who were abroad and witnessed this matter, but if we talk about internal
experiences, who has the capacity or sufficient experience to supervise the digital
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transformation process? | do not see that the government stopped for a moment and
looked, do they have the ability or experience to make a change? Can we Bring in
experienced people, even as supervisors, after the completion of the process, if the
reluctance is for reasons Such as national security and so on, and if we want to raise the
efficiency of workers in this sector, while we will raise their efficiency? Are you in
communication skills? Or in technology or organization? We must ask what the problem
of our employees with digital transformation is, the answer is that it is only with people
who worked on real technical programs and succeeded in order for us to learn how to
apply them.

Regarding the readiness of government agencies in Libya to adopt e-government
initiatives, the government is not ready to adopt these initiatives, they are only loose
slogans and temporary initiatives, and sometimes they are unrealistic because they do not
have the ability of the employee per se, so the core of the problem must be considered
"the reasons for the employee's refusal” Then we look at the technical and other aspects.

Regarding the impact of political stability or instability in Libya on the adoption and
implementation of e-government initiatives, 1 do not guarantee you that political
instability is the main reason affecting the adoption and implementation of e-government
initiatives, because the situation even before 2011 was not much different, as political
stability affects any project Or an initiative, no matter how small, but it is not the main
reason or obstacle, especially in Libya. Libya has a history of burying projects and lack
of continuity in projects regardless of political stability. Of course, it has a role in the
continuation of projects, but if the country stabilizes, has the problem been solved? No,
strategic plans must be put in place to ensure the continuity of projects, so no one can
stop them with a decision. Projects remain ongoing and have a budget that guarantees
their continuity.

Frankly, 1 do not have knowledge of regulations but laws. Even where there are laws that
obstruct it, it is easy to cancel them if they impede the course of the transformation
process, but currently there is a clear law that prevents there is no, but for example the
MH5 law, now for example the Finance or the Tax Authority wanted to They make an
electronic payment and cancel the cash payment, and they find that they are legally
convicted, and here, yes, the laws have become an obstacle, and they are not in line with
the times. For example, you send an invoice by e-mail, and you receive a refusal answer,
and that it must be an original and printed copy, so we need to reconsider some laws For
the ease of adopting the digital transformation process and other unnecessary procedures
that force you to stand in long lines and so on, and in some laws that make some technical
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agencies have problems with censorship and so on, and | see them hindering them in their
work and may hinder them in the process of digital transformation as well .

Regarding the external pressures that affect the adoption of e-government services in
Libya, | see some international initiatives, not pressures. These initiatives may reflect the
pressures that you are talking about, God knows best, but | see some foreign institutions
and organizations working on digital transformation, but they are only modest initiatives
in size. Our problem will not affect much, and some of them have a background in what
the problem is, but they deal with the logic of “this is what we can do.” Regarding the
perceived benefits of e-government initiatives for public sector employees, government
agencies, and citizens in Libya, the employee has already answered this question on his
part, and we will not generalize, but | mean some He sees it as a danger to their interests
and a danger to their positions, but in reality, it is quite the opposite. It facilitates his work
and reduces his mistakes ... etc., but of course some employees feel the danger of
replacing them with others, or even being replaced by a machine, so these people do not
know what strategy is in line with solve their problem.

As for the citizens, 1 will give you a simple example of a simple initiative established by
the civil registry. Previously, in order to extract any paper from the civil registry, you
must go to the civil registry that you follow. As a Libyan citizen, | moved to the locality
in which I reside, so | was suffering from the procedures for registering a child or new-
born or issuing documents, and it was a process It takes me about a week to extract a
paper, but now they set up a number of points from which you can extract all your
documents, even the small local points in some areas of Tripoli now have all your required
papers. This is a simple initiative, but it solved big problems, as the citizen wants anything
that makes his life easier for him and lacks It has its own consultations and procedures.
The civil registry established this initiative because indeed, when you go to any party,
you will find that it demands papers such as a birth certificate and others. even though it
is dealings from one government agency to another government agency, so when I stand
in front of you, it is assumed that you are the one who recognizes me, you are the
government! The citizen is very happy with these initiatives, and with personal
experiences | have met citizens who were happy to provide them with remote services
without the need to come and submit papers and so on. If the Libyan citizen compares his
life with people abroad, he finds that he lives his entire life in a car, why? Because there
are people who do not count their work or an employee who fails to do his work, so you
find yourself paying the tax of this failure as a citizen.

Regarding the ease and ease of access to the current e-government services in Libya, as a
citizen you did not benefit from these initiatives because these initiatives were mainly
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targeting a specific group, such as granting children and others. | see it as good, because
it has found solutions to some problems, even if they are temporary and not continuous,
only that he did not make people stand in lines and completed his entire initiative, as | see
it as a temporary digital transformation or for a specific outcome, good! There is no
objection, the only fear of these non-continuous initiatives is the loss of people's
confidence in these matters in these fears that I may have, even the social affairs, they
provided the transfer service from bank to bank without the need to come only from your
home, and this is also a good initiative, loans also | think It's very good online! Of course,
we are not talking about 100%, but even if we talk about 60% of the segments of society
who have done this from their homes, this is a very good initiative. Whether or not this is
a continuity is like what | mentioned earlier that it is one of the major challenges for our
country.

Concerning societal norms, peers, and superiors on the adoption and use of e-government
services among public sector employees and citizens, and citizens' trust in the
government, | do not think that the citizen has confidence in the government and its
services, not even data on the ground. Problems make you give confidence in anything.
Now, the citizen, even when A person comes who wants to present a real and sincere
initiative to God. They will see him as a person who came to be a new thief only. There
is no confidence after what they have seen. If we look at the current political situation in
Libya, in the opinion of the citizen, this one stole, but he fixed the ways for me, and the
previous one also stole. And he did not fix the roads, so the citizen sees that whoever
offers him a service and gives him a helping hand even with the gram of his friend, and
if the next one comes and steals but he helps people, they will support him, so people
think in this way, so the citizen sees that the government’s services reflect on him
regardless of his political opinion, so trust is lost, but Retrieving it is not difficult, as
people are looking for their interest, their salaries, money and basic things. They have not
yet thought about electronic services. If we mentioned the banking sector, then the
banking sector is a vital sector. If you ask me whether there are technical companies that
have succeeded in this thing in Libya, | will answer you no, you will ask me why? I will
answer you because there is no funding, although some companies started to implement
initiatives and failed. The banking sector can finance these projects, but the banking sector
is a vital sector and does not perform in its role and is a failure in Libya. People travel
and put their money abroad and see services. You come to Libya and find that you need
so-and - so mediation, Queues, crowds, etc. At the end of the matter, they tell you that
there is no liquidity.

Regarding the stakeholders, | am aware that there is a committee formed for digital
transformation, but what it does or what it achieved, | have no idea, and it was formed by
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several different institutions, and this is true. Digital transformation will not be achieved
in one way only, but what they did | do not know, their goals are clear, but when will it
end and what they have achieved Until now, I also do not know, and I think that they have
not achieved anything. Regarding initiatives or plans to improve the facilitating
conditions for the adoption of electronic government in Libya in Libya at the present time
with the current capabilities, and if there is a desire and will from the current government
or state, then | think that centralization is a must, because decentralization requires you A
great effort, the central work does not mind the separate work, but the decentralized work
will drain the efforts because everyone will exert his effort in the same thing and the steps,
so the centralization is very important now in order to unite the efforts and overcome the
current obstacles, how these services and these things are distributed is not a problem, but
we are talking about the centralization of The positive side only now, with regard to the
overlap and problems between the Public Authority for Communications and the General
Authority for Information and the formation of the joint committee, what is happening is
a mistake, but it is a beneficial harm. will stay forever? | mean, by changing this person,
this conflict will return, so we need the force of law in order to end any kind of conflict
in this matter. All these details must be resolved by something that cannot be touched. In
any country, everything is subject to change and interpretation except for laws.

Regarding the main motives and obstacles to the implementation of e-government in the
State of Libya, the obstacles, and motives: In the entire world, there is pressure on this
aspect because it has become a right and not a luxury. There are problems. If we really
had the desire for digital transformation, we would not fall into them, but we are forming
a committee on The basis is that it works to solve the problem, but it spends time and
does not solve it and leaves the problem as it is. If the government does not work on a
real digital transformation and provide a fertile infrastructure for digital transformation,
nothing will change, and digital transformation has become something necessary for the
citizen and for the government in itself, so it is no longer a luxury or a luxury It has
become a duty to provide the citizen with facilitation of his services, as the lack of remote
services increases transportation problems due to the increase in the population, and the
government also needs to arrange and organize its work. Who and why, in fact, | do not
know the answer, but God willing, it is good.
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Interview Code 08 Translated to English

Regarding the evaluation of the current situation of the information and communication
technology infrastructure in Libya, at the beginning, the evaluation process is somewhat
difficult and relative. With regard to the infrastructure, the situation in Libya is bad
compared to neighbouring countries, especially with the absence of a communications
backbone, the weakness of the fibre optic network, and its failure to deliver it to all regions
in Libya, It was humiliated because of the administrative and technical heritage in the
telecommunications sector and the suffering of the Libya Phone Company.

vast areas in Libya constitute an obstacle, which affects the economic feasibility of
infrastructure projects in general, and also in vital areas such as the capital, Tripoli, private
real estate development and cities are expanding rapidly compared to government
services provided by sanitation, communications, and other infrastructure.

Every governmental or non-governmental entity pays thousands of dinars to connect a
fibre optic line. As for technology, performers are required to use modern technology,
which does not keep pace with developments in the communications infrastructure. Any
institution interested in implementing real projects, they all go to adopt modern
technology in terms of data centres.

We have a problem in the absence of policies for the destruction of data, as many
institutions and banks maintain the data of depositors for more than twenty years, which
affects the size of the databases, due to the absence of policies. It is true that some believe
that the expansion of databases and continuous updating is a matter of financial
corruption, but in fact it is not mentioned, because it is difficult for many to understand.
It also affects other forms, which is the amount of electricity consumption of the previous
systems for many years.

Regarding the impact of the level of knowledge of information and communication
technology among public sector employees and citizens on adopting e-government
services, employees have sufficient knowledge, but managing these services is another
matter, and here is the real problem in the public sector. For example, for every 30
employees, you find only one employee who can manage technical projects in every
public sector institution, and he also faces great reluctance to learn. And financial
corruption comes here, as all employees seek training for reasons of travel, and this affects
contracts in all its forms.

As for the citizens, the citizen will implement what is asked of him, and we have many
experiences that confirm this in terms of the banking sector, as well as the age group that
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makes the ability to differ. However, with the imposition of services, the citizen responds
to technology, adapts to it, and defends it.

Regarding the compatibility of existing technologies in Libya with the requirements of e-
government initiatives, the international companies that provide infrastructure services
such as databases and others are excellently available in Libya and provide their services
with high quality. As for the software side, the local market may suffer somewhat, but the
solution exists. International companies It exists in the region and can provide all the
required services, and this is based on an experience that we had in the banking sector in
the past. Especially in terms of software provided by international companies, all of them
have partners in the region who can meet the local needs.

But the local market in terms of software is very weak, and compared to demand, it is
considered zero. As for the risk in contracting with international companies, the presence
of strong legal departments in these government institutions will contribute to the
protection of their rights in full and the smooth implementation of these projects. risk The
real thing is in completely relying on international companies. It is necessary to have local
companies and teams to ensure the operation of these projects.

Concerning successful electronic services, unfortunately, there are none. All basic
services are manual, from taxes to the commercial registry, for example. Within our
current consulting projects, when submitting company papers to various parties, we are
asked to have original copies of many paper documents. The same applies to the national
number and the process of extracting it from the civil registry in the municipalities, while
all these services can be provided electronically. Regarding the projects launched recently
by the government, they are separate systems that are not available online, and each of
them is a separate island.

Regarding the role of leadership and management in promoting the adoption of e-
government in Libya, unfortunately, the lack of strategy and vision is a major obstacle.
They are currently implementing projects without a real vision. This is due to the absence
of qualified advisors at the government level.

Regarding the organizational culture within government agencies with regard to
accepting and implementing e-government initiatives, unfortunately all projects are born
of the moment and the initiative does not come from information technology departments.
cartoon. Where everyone in government institutions sees information technology
departments as departments that spend money without interest.
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Regarding the resources and support available to government agencies and employees to
implement and use e-government services, there are no real resources.

Regarding the readiness of government agencies in Libya to adopt e-government
initiatives, yes, Libya is ready for digital transformation, even if with the current weak
infrastructure, solutions exist. Unfortunately, the only measure of the success of
government projects in Libya depends on their success in overcrowded cities and no
interest in remote cities.

Regarding the impact of political stability or instability in Libya on the adoption and
implementation of e-government initiatives, yes, it has a significant impact, and the
evidence is clear in the banking sector and electronic payment services in both the eastern
and western regions. Each region uses different applications as a result of the political
division.

Regarding the legal framework and regulations related to e-government in Libya, | do not
think there are any clear obstacles. On the contrary, there are some policies that regulate
operations, especially in the banking sector. Some fail to implement these policies. In
many cases, some initiatives come from the private sector, and as soon as they succeed,
the government adapts them and gives them the necessary licenses to continue their
knowledge.

Regarding external pressures, and international or regional initiatives that affect the
adoption of e-government services in Libya, they are insignificant, including those related
to money laundering and combating corruption. Unfortunately, international support in
Libya believes that it will be able to reduce corruption before dealing with the
technological problems.

Regarding the perceived benefits of e-government initiatives for public sector employees,
government agencies and citizens in Libya, the government employee only sees it as a
project and it will end, due to the absence of vision and motivation, and some of them try
to benefit from the training and travel that can be obtained from behind these projects. As
for the citizens, he is happy with these services, and the matter is evident in the service
provided to grant the wife and daughters, especially with the organizational process of
the procedure and the entry of a number of stakeholders into the process.

Regarding the ease and ease of access to the current e-government services in Libya, the
citizen does what is required of him.

Regarding government efforts to improve the usability and accessibility of e-government
services in Libya, yes, there are initiatives on the basis of the Social Security Fund and
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the Social Solidarity Fund. The government is seeking to establish new initiatives, but its
affiliated institutions are very slow, especially with the absence of specialists in these
areas. Regarding social custom The broadcast has no effect, the citizen is forced to use
electronic services, and is surrounded by hope. At first, he refuses to use these services,
but in the end, he fully.

submits. Regarding any specific groups or individuals within the government or society
working as advocates for e-government initiatives in Libya, yes, there are individuals
within telecommunications companies and government agencies, but all of them are on a
narrow and small level. Regarding the stakeholders, they are not clear, they do not have
the know-how, they just implement projects, all without a real strategy. | am aware of a
number of committees formed by the government, but all of them are useless or have any
outputs. Unfortunately, many institutions have conflicts and intersections in
specializations, due to the absence of specialists, especially due to the lack of resources.

Regarding the main motives and obstacles to the implementation of e-government in the
State of Libya, the most important motives are working to fight it and legalize corruption,
facilitating services to citizens and reducing centralization, and the government is
interested in the citizen’s comfort because of the upcoming elections. As for the obstacles,
the most important of them is the absence of implementation, all of which are unrealistic
dreams and projects, especially with the absence of local expertise, the absence of foreign
consultations, and the absence of communication with the private sector and strategic
planning.

The government needs a foreign partner to implement the strategy and its projects to
ensure proper digital transformation in the public sector, but to work with the current
randomness.
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Interview Code 09 Translated to English

Regarding the current situation of the information and communication technology
infrastructure in Libya, we start with communication. It can be classified as bad, but it is
gradually improving. Communication is not always and continuously available. Banks,
for example, if they want to launch a digital service, realize at that time that the biggest
obstacle they have is the lack of continuity and communication in the area to be launched.
There, whether for example coverage of communications or the Internet, whose quality
also varies from one region to another, for example within the city of Tripoli, the coverage
is somewhat good, but when going to its outskirts, the quality of the Internet connection
gradually decreases, especially since banks in Libya, when they launch a service, are
always keen to communicate with All the centres that provide this service, even if you
can provide alternative solutions such as obtaining fibre optic cables from the Libya
Phone Company or others, the cost will be very high and the quality is not more than
acceptable. The telecommunications sector in Libya, we have a lot of human resources in
this sector, not huge but not obstructed as the problem of infrastructure related to
communication.

Regarding the level of knowledge of information and communication technology among
public sector employees and citizens to adopt e-government services, | do not think that
there is any problem. There are challenges. On the contrary, | see that there are banks that
have success stories such as the Aman Bank, although it faces many problems, but people
did not face any problems in adopting or using these services, on the contrary, as they
expanded rapidly and quickly, and people got used to them quickly. I see that there is a
kind of illiteracy, but if services are provided in the right way, | do not think that people
will face any problem, because the interaction of citizens with smart devices made their
interaction with technology very excellent.

the simple services that it will provide to the public. We always have a problem with this
point, so | can classify that we have illiteracy in this regard.

Regarding the compatibility of existing technologies in Libya with the requirements of e-
government initiatives, | see that there is enough technology in order to launch strong
services in terms of digital services. | have never seen problems in my life in terms of
technology itself. The problem always lies in implementation. In Libya, problems Always
administrative and planning, most of the services that were launched are launched with
very high technology, but the defect is always in poor planning and administrative
organization. be tripped.
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Regarding successful electronic services, all of them are timid innovations that do not
amount to government initiatives. There are no real initiatives that support any
innovations or integrated technological solutions.

Regarding the role of leadership and management in promoting the adoption of e-
government in Libya, the leadership, although it appears in the picture that it encourages
and supports this thing, but when we see the reality, we realize that there are no plans that
can be implemented on the ground in the long term, it is all just talk only, there are no
plans to launch services And merging it with the daily services that the citizen needs, all
of it is just loose talk and verbal initiatives only, sometimes you cannot understand even
its real content, in other countries in the Middle East when talking about digital
transformation it is about something tangible, documentaries on a timetable and how to
gradually transform, things you can build on Because you , as a private sector, also need
to build on things that are built in the foundation, but these services are not built by the
government, so you expect the whole process, even the Central Bank of Libya, you often
find it announcing through its platforms the launch of new services and initiatives, but it
is just talk, we as a bank as a party affected by the Bank of Libya Directly, we cannot
build anything on the basis of an initiative launched by the Central Bank of Libya, nor
can we even provide a service on the basis of it.

Regarding the organizational culture within government agencies with regard to
accepting and implementing electronic services, | will return to the same point. There is
no clear mechanism or clear management for any initiative. The government itself does
not have good communication between its ministries, so it is an initiative that came from
a specific department and the rest of the departments do not know about it. Something,
and the evidence for that is that there are many initiatives that come out contradictory,
because they are not homogeneous, such as the issue of salaries, for example. From a far
point, you feel that the problem of salaries has ended with “digital” solutions, but when
you are at the heart of the problem, you find that nothing has changed, just that it is the
same problem. Only digitally.

Regarding the resources and support available to government agencies and employees to
implement and use e-government services, if there was support, we would see real
development within institutions, or training for these agencies, because even institutions
before the development of their services that they provide and digital transformation, the
institution must be transformed internally as a way of working, and to this day | have not
seen any institution that has completely digitized its work system.

Regarding the readiness of government agencies in Libya to adopt e-government
initiatives, the government always shows us that it has an interest in the subject.
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Culturally, the government started to adopt it and become aware of its importance. The
existence of this idea is a very good thing, but we did not see any real step to come out
with an initiative and try to make it successful and launch it correctly, and this is bad. The
organization that we talked about previously, which can be disposed of if we need external
companies. Culturally, the issue is excellent, but planning and implementation have not
taken the right steps yet, in my opinion, of course. Regarding the extent to which political
stability or instability in Libya affects the adoption and implementation of e-government
initiatives, certainly because it effects On all aspects , what about the digital
transformation that requires the unification of all Libyan governments so that they can
launch services on the entire Libyan territory, even and you will give him the formulation
of a unified plan for the entire Libyan territory and all cities and municipalities, but the
current government, although there is some kind of stability, but | do not think that it will
be able to succeed In achieving digital transformation as long as it still cannot impose its
control over the entire country, I see it as illogical to have two governments on one land
and launch such an initiative and expect it to succeed, because the basis of digital
transformation is decentralization in terms of data, but this is not available at the present
time.

Regarding the legal framework and regulations related to e-government in Libya,
according to what | saw in the Central Bank of Libya, they are ordinary legalists or
sometimes only bankers. They are not jurists or even specialists in digital transformation.
The laws are random and not based on a real study of the market in the current situation.
All of them are even personal conclusions. When | tried to talk to them in this regard, |
found that they are the same contradictions, the same team that set the list. One responds
and one rejects what you propose. Regarding external pressures, such as international or
regional initiatives, | have no knowledge if there is a real initiative under a specific name
or plan. Regarding the perceived benefits For e-government initiatives for public sector
employees, government agencies, and citizens in Libya, it facilitates the process of
information transfer for employees, eliminating administrative corruption, and also
facilitating communication between departments. As for citizens, it facilitates their
procedures, guarantees them their rights in terms of integrity, and eliminates the long time
for issuing paper documents. Regarding examples of e-government services that were
particularly effective in improving efficiency, transparency, or quality of service, yes, |
saw the wife and children grant, and the majority of citizens who tried it were not. They
have any problems, but this is a service that you will use in very distant periods, but when
you want to evaluate services, we are talking about things that you will always need at all
times, such as the family status certificate and other national documents, because this is
what we need more, and we have not seen any successful initiative in particular.
Regarding the ease and ease of access to the current e-government services in Libya, yes,
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most of the services that were launched have some kind of complexity in their use. |
cannot evoke a specific example, but there is an initiative or platform launched by the
current government called "Our Government" that makes you believe that it has a digital
transformation, but It is about sending an e-mail to a specific entity, and this entity
responds to you, although the majority of people have good experiences with it, but it is
a complicated process. When you want to communicate with a government entity, you
send an e-mail, and the majority of people see it as a complicated process. We hope that
we will have real services that make it easier for the citizen to reach all Services without
communicating with a specific party as an intermediary. Regarding the impact of societal
norms, peers and superiors on the adoption and use of e-government services among
public sector employees and citizens, | do not think that societal norms affect the adoption
of decisions because they do not conflict with the idea of digital transformation. As for
trust, | think that matters are not related to digital transformation as they are related to the
corruption of government procedures per se. Of course, any citizen would expect this, as
there are proven stories of cases of corruption in the services that were launched, such as
the wife’s grant, and here I would like to raise another point, which is censorship, which
is A problem in Libya in general and a problem with digital transformation in particular,
because censorship in something like digital transformation is an important and very
sensitive thing.

Concerning there are specific groups or individuals within the government or society
working as advocates for e-government initiatives in Libya. At the government level, as
far as | know, there are none. They are only civil society organizations that encourage
digital transformation, but we also did not see more of them than encouragement through
digital campaigns. However, we have not seen a conference or workshops regarding
digital transformation, as far as | know. As for stakeholders, in general, the Civil Registry,
the Passports Authority, and all institutions can benefit from digital transformation, even
the education sector. The issue is related to many sectors, so it is impossible to link it to
one stakeholder. All ministries and institutions will find only one department, at least,
that is directly impossible as a stakeholder.

Regarding the resources, training and support available to public sector employees and
citizens to use e-government services effectively, there are no resources or support
available at the present time to use digital transformation services. Libyan, there are no
support initiatives, but this is to the best of my knowledge. Regarding the main motives
and obstacles for implementing e-government in the State of Libya, in my opinion the
most important motive is corruption and censorship. The biggest problems in Libya and
the biggest loophole exploited by the corrupt are the financial and administrative matters,
which can be eliminated or at least reduced through digital transformation, and this is the
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biggest goal we have as Libyans. Secondly, it facilitates the life of the citizen, as the
administrative procedures are very cumbersome that may take you years and long queues.
To no avail, so implementing the digital transformation properly will leave a very
important character for the life of the Libyan citizen. As for the obstacles, political
instability is the biggest obstacle to digital transformation in Libya, because planning for
digital transformation is always long-term and takes time, while the shaky Libyan
political situation thwarts any process of implementing a digital transformation plan, so
you cannot know the term of any government’s rule and also it is possible to obtain
approval Support from a government and rejection from the next, and so on. Therefore, |
see stability as a prerequisite for achieving digital transformation.

The only thing | want as a banker is to see a committee formed within the Central Bank
of Libya that is responsible for setting all the regulations and laws that affect digital
transformation and is far removed from the management of the bank, so it is an
independent committee, and it is a mixture of technical specialists in digital
transformation, bankers and jurists, This will enhance and make it easier for banks to
provide their services, because this committee will be specialized in extracting and
establishing rules, regulations, and laws that affect the banking sector with regard to
digital transformation.
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Interview Code 10 Translated to English

Regarding the values of the current status of the information and communication
technology infrastructure in Libya, especially with regard to e-government initiatives,
currently the infrastructure is not fully available or there is no coordination in its
provision.

Regarding the technical side, there are many problems that Libya suffers from, including
the presence of only one Gateway in Libya, which, if it is lost, will lose contact with the
outside world, which is the international telecommunications company, and this is
considered a bottleneck and is always in trouble. The second thing is the lack of
development of the existing technologies. If you notice that the Data Centre of Libya
Telecom and Technology has been idle for about a week, most of the government and
banking services are idle, so there is a kind of failure to keep pace with the development
of defence in Cyber Security. And the defence in DDoS or what is known as distributed
denial-of-service, as well as the development of the Data Centre, they want to develop
the Data Centre six years ago, they make bids and proposals for a period of six years and
submit them, in order to approve the upgrade.

There is a kind of poor infrastructure, which is this type of Monopoly , heading towards
that any infrastructure is carried out by the Telecom Holding Company only, what kind
of government communications is carried out by the Holding Company for
Communications, what kind of cloud is carried out by the Holding Company for Telecom
or the orbit cloud, this monopoly In the event of any problem with the Telecom Holding
Company, the wheel stops completely.

There are also problems between the ministries because each ministry wants to equip its
own data centre, given Libya's ranking in terms of corruption, which creates problems.
For example, the Ministry of Social Affairs is trying to equip its own data centre, but to
no avail.

Unfortunately, the process of developing data centres and purchasing information
technology is considered a major door to corruption. Currently, the government is at a
crossroads, and instead of preparing a data centre or purchasing it in every ministry,
agency, or interest, we can upload them to the orbit cloud. This is considered a kind of
rationalization, but the orbit In turn, | participated in the Monopoly , because there was
no market distribution or competition in the cloud field , and from their turn they
dominated the market and sold on credit, and they did not have enough engineers, three
engineers will soon run an entire country, the demand was higher than their manpower
and higher in terms of resources, With this we are back to square one.
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Then another proposal emerged, which is a national data centre to be with the General
Information Authority, and the conflict is still going on.

The issue, in short, is that everyone wants to participate in this investment strongly, and
there is a high rate of corruption in it. Everyone wants their own data centre, which is
considered a form of corruption.

In the year 2019, the decision was issued by Fayez Al-Sarraj, so that the data centre is
from the government and with funds from the Telecommunications Holding Company,
but its ownership is for the government. | tried to search for this decision, but I did not
find it, but I will try to provide it next time.

Regarding Connectivity Unfortunately, in the last three years, there has been development
in certain stages and stagnation in other stages.

From the year 2011 to the year 2015, Libya was witnessing the worst periods of
communications, which is the Ymax period. There was a high demand from the people,
and there was no fibre or any type of communication, and in the year 2016-2017 the 3G
started. And 4G belonging to the Libyana company, and things seemed relatively
comfortable, until the great interest in 4G services began, in which a large amount of
investment was made.

Connectivity was good until the beginning of the year 2020 or the end of the year 2021,
but as a result of the confusion and conflicts in the telecommunications sector and the
holding as well, Monopoly in short, the Connectivity orientation is no longer a priority,
and this has led to development projects in this field almost stopped, meaning the same
speeds The capacities are still the same since 2021.

Likewise, as | mentioned earlier with regard to the international company, which is the
only international gateway and is affiliated with the government, if it is separated, all
communications over Libya will be separated.

In the eastern region, they found a solution for international communications in the past
six months, which is to take a capacity of 100 Gig between the eastern and western regions
as rent from the Libya phone, so that if any interruption occurs in the eastern region, it
will be supplied by land and not by sea, meaning the region The eastern region will be
supplied by optical fibre in the city of Derma and the western region has a connection at
4 km and also Rajouri. In the event of a sea line interruption, this leads to a complete
interruption. The plan is to supply MPLS lines from a land-based Libyan telephone
company via fibre cables for the Libya Telephone Network project. This is considered a
temporary and fabricated solution, and it cannot be said that there is a Connectivity or



225

reliability that this Connectivity is permanent, and this thing no one can confirm with the
evidence that today we have a problem in the Data Centre of the LTT company in the
Armours area, which led to a complete halt of communications for a period A week and
there is no Back-up or Redundancy for it, and we have no problem in the event of a
submarine cable break.

We also have a political problem, when a politician or a leader order to cut off the internet
or communications in a specific area, there is nothing to criminalize or prevent this act,
and we also have a problem in the absence of punishment for any attempts to corrupt or
jam communications such as military devices that interfere with civil communications.

We have a lot of problems, and unfortunately there is no punishment or law that leads to
these problems diverging and continuing. The private ISP is also considered good, but
they operate using Wi-Fi technology to connect and on the open frequency, which is 2.4
and 5, and this leads to interference in some private channels and very high noise.
Likewise, the issue of optical fibbers is always in conflict over the implementation of the
project in terms of the executing agency, is it a private or public sector? If you extend
your own fibre lines from your home to your neighbour’s house, by law these lines are
considered to be owned by Libya Phone Company until you purchase these lines.

Regarding the level of knowledge of information and communication technology among
public sector employees and citizens to adopt e-government services, it is a very relative
and loose matter, and | am at a stage of doubt between being resistant to change or they
really do not understand, at a stage | find that they understand , but they resist change to
the extent Fear for their positions from people who might be better than them. I believe
that they are resisting anything new or trying to ascend the throne and everything remains
theirs, and with evidence that they do not want to use any Cloud Service , whether
provided by a local party such as orbit and the spider web, or international, for example,
the Governor of the Central Bank of Libya, Al-Sidiki Al-Kabeer, he said publicly to
prevent Ali All government banks host their data outside Libya, while I have a leaked
paper in the year 2015 that was sent to the directors of departments in which it is
mentioned a study of the possibility of hosting banking data in international clouds, and
here you do not know if the governor wants to host globally or not, for example also Mr.
Abdul Basit Baur, who is the head of the Communications Authority, wants to have a
National Data Centre and wants to implement it, and he has a very good team, but there
is a struggle on the part of the Economic Development Council that wants to be the leader
of digital transformation in Libya.

Regarding the National Council for Economic Development's intervention in the digital
transformation, | have been trying to understand it for more than 9 months, but I did not



226

find that they have any technical or knowledge powers or previous experience, and I find
it a manoeuvre or adventure that they want to enter into. The trend is huge, when you talk
about the Information Authority that has data and has employees It has trained experts,
while the Economic Development Council does not have anything except that it proposes
to the government and the government discusses it, but it did not leave everything to it.
They are resistant to change, and | expect that if the matter reaches the Economic
Development Council, nothing will be implemented with national expertise, but rather it
will be done through a consultative contract. Outside, here is a problem because we have
national experiences in the Information Authority, and they are present in some members
of the holding, and they are present in some departments of the Communications
Authority. While the entry of a new player, which is the Economic Development Council,
is incomprehensible and not clear, and we have not seen anything from it until this
moment.

Regarding the compatibility of existing technologies in Libya with the requirements of e-
government initiatives, the private sector, unless it finds guarantees from the monopolists
that they will not be harmed, it will not progress in the wheel of digital transformation in
Libya if it contributes to it, even in a small degree, because | am a witness to some projects
related to electronic services for citizens that have been deceived It involved private
companies and it was a shock, and the problem is that the private sector or private
companies, when any corruption or manipulation occurs by the government sectors,
spreads this information to all its peers to warn them after dealing with these departments
or agencies, as well as greed or launching in a very violent way for government sectors
to control Electronic services and to be owned by the state, this is a very strange thing,
meaning that ministries and governments are the ones that have the right to provide
electronic services and no other private body, civil society organization or civil assembly
has the right to provide electronic services, and this is considered a problem in the
legislation of electronic services Basically, because it is not clear who is responsible for
providing these services.

For example, the Ministry of Communications says that it is the entity responsible for
providing these services and has the executive regulations for electronic services, which
prevent any entity from providing any electronic service unless it obtains a license from
the Department of Electronic Services from the Communications Commission.

Likewise, the problem of preparing committees to provide an electronic service, for
example, for a service that is intended to be launched after 3 months, because the service
will last for a year or two, and then it expires like any electronic service. Forming

committees is the first thing that government agencies do, and the committee’s goal is to
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continue for as long as possible and members The committees are given bonuses, and the
private sector remains at the mercy of the public sector to approve the committee.

Regarding successful electronic services, unfortunately many electronic services were
launched but failed, including:

- Corona vaccine appointment booking service has failed.
- Passport photocopy service failed.
As for successful services:

- The service of issuing a certificate of immunization against the Corona virus for
travel, this service succeeded and until this moment is considered successful.

- Excellent services and there are administrative resistance from within, such as:

The service of issuing a criminal case or a certificate of innocence from the Ministry of
the Interior. This service has been in existence for more than a year and three. It
succeeded, but it suffers from resistance to change in some administrations. For example,
the Tripoli administration does not want to respond, and the reason is the 5 dinars price
for issuing the certificate, but it managed many such Kufra, Sabha and Benghazi are
considered very successful, and you only need to provide your information online.

In-house services:

Security inquiry service about cars, issued by the Documentation and Information
Department of the Ministry of Interior and its director, Ballou, and this service was issued
three or four months ago, security men can inquire about cars in less than a minute using
pictures and license plate numbers in cases of theft and others, but unfortunately this
service Facing problems of lack of funding, but still continuing.

Other services:

The digital transformation issued by the Attorney General for all prosecutions, as the
Attorney General imposed the use of the internal network in all operations, inquiries, and
correspondence.

National database.

The central banker is at the service of heads of families, inquiring about them and
requesting them.
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The reason behind the success of some services is due to the presence of strength and will
behind these services, such as the Ministry of Interior, the Attorney General, or the
Central Bank of Libya, which are devices that are considered frightening to our
employees, and there are penalties such as imprisonment or expulsion and lack of mercy
or cruelty in implementation, the rest of the state institutions unable to carry out such
penalties.

Regarding the role of leadership and management in promoting the adoption of e-
government in Libya, there is no leadership and management that understands the concept
of digital transformation in all its requirements and details. What calls himself a leader is
not committed to time and most government agencies use e-mail such as Yahoo or
WhatsApp to communicate and send very sensitive information. And in the event of any
problem or breakthroughs, you will not find one of the current leaders to respond. The
absence of effective leaders is one of the reasons for backwardness or lack of progress in
the issue of digital transformation.

Regarding the organizational culture within government agencies regarding the
acceptance and implementation of e-government initiatives, unfortunately, this issue is
currently floundering. State institutions are wrestling with each other, and departments
are not cooperating with each other. In addition, they prohibit each other even in
legislation, such as Public Domain Information, which It is considered general
information, but they keep it to themselves. Also, the important statement for some parties
is prohibited from others.

There is a lack of cooperation between institutions and departments, for example, the
Minister of Finance comes with the Minister of Social Affairs to disburse the grant, and
waits until a committee is formed, after which the committee chooses an executing
company, and does not specify the expenses and dues of the company to any party,
whether it is from the financial or affairs Social, and then the project is transferred by a
ministerial or administrative decision to the Information Authority, which does not have
a budget for implementation. Some parties have the ability to stop other parties from
benefiting from any electronic services, for example hosting on Data Centre or cloud
services , for example at a university Tripoli There is a Data Centre and it is considered
the property of the university only and is not owned by the Libyan state or owned by the
Ministry of Education, while the Minister of Higher Education and Scientific Research
circulated a dilapidated system designed by amateurs in the city of Sabha to all
universities and was called the Unified University Number System, which is a system full
of loopholes and was A graduation project and the minister admired it, but unfortunately
the minister does not have any technical background. When we sent a security report
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regarding the system and its vulnerabilities, he did not respond to it and considered us
enemies of success. In short, our leadership is unfortunately in conflict, in ignorance, in
ignorance. | see that if there is a strong will for change, change will take place within
months.

Regarding the resources and support available to government agencies and employees to
implement and use e-government services, budgets are released, but we have not seen
anything in the past. For example, the Ministry of Social Affairs requested a budget of
140 million dinars to prepare the Data Centre, but | do not know if it was approved or not.
There is also a decision to allocate 87 million euros to set up a data centre for the
Information Authority, but it was stopped. There is no clear government support strategy
or clear coordination of the digital transformation process. | also found those trying to
benefit from the assistance provided, such as the Audit Bureau and the USAID. They are
used in preparing the strategy, training, and some programs such as Information and
Auditing. There are attempts to benefit from international programs from those who
preceded us in knowledge.

Regarding the readiness of government agencies in Libya to adopt e-government
initiatives, | believe that time is needed to solve the current problems and bottlenecks,
such as connectivity and legislation that limit and do not bless digital transformation, as
well as the dispute over authorities on the part of the current authorities over who leads
the digital transformation in the country.

We need time for digital transformation, and even if there is a rational leadership today
and it starts, we need a period of no less than months and maybe a year to resolve previous
bottlenecks or previous legislative mistakes from publications, regulations, drafts, and
laws.

For example, the Cybercrime Law is very contradictory to the digital transformation
project, such as preventing encryption, privacy, and others. | do not see that the Libyan
state is ready, but it is all initiative and immature attempts. Regarding the extent to which
political stability or instability in Libya affects the adoption and implementation of e-
government initiatives, it is very effective. Political stability in 2021 had a very significant
impact on the development of all government sectors. In addition to the lack of division,
which in turn causes problems as well, for example, there are two parties, east and west,
or two departments. The absence of political division and the existence of political
stability pushes the wheel forward. Regarding the legal framework and regulations related
to e-government in Libya, the issue is relative, for example:
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- The Cybercrime Law is very harsh in terms of penalties and makes anyone think
more than once before starting a project.

- Electronic Transactions Law, which supports digital transformation.
- These laws were issued in late 2022.

There are also:
- Implementing regulations of the Telecommunications Law

- The National Cybersecurity Strategy issued by NISSA NISA - The National
Authority for Information Security and Safety.

Also, the General Authority for Information issued in the previous period:
- National strategy for government data governance.
- Data Policy Manual.
- National strategy for government digital transformation.

Unfortunately, all these actions are individual from each party and were issued in an
urgent manner to anticipate and compete between the parties. The conflict in the process
of issuing regulations and laws is not in a harmonious way between the parties, as
Parliament does not respond with others, and the bodies do not discuss with each other,
and this causes legislative confusion.

Regarding external pressures , which affect the adoption of e-government services in
Libya, there are USAID projects so far that are the best projects , especially with the Audit
Bureau, where a plan was developed to implement digital transformation over a period of
three years to cover the needs of digital transformation and the Audit Bureau, and a
framework was defined Legal as well as providing sufficient expertise for the Audit
Bureau to enhance its strategy, and now the entry of all documents has become electronic
as well. An application has been programmed within the Bureau, but when they tried to
link up with some other government agencies such as the Central Bank, agencies,
ministries, etc., they encountered reluctance from those parties, but With the diwan's
awareness, the situation improved a bit.

Regarding the perceived benefits of e-government initiatives for public sector employees,
government agencies, and citizens in Libya? | cannot judge, but it differs greatly on the
environment in which the employees are. For example, the employees of the



231

Telecommunications Holding Authority and its companies are very happy with the digital
transformation because they are more aware, in contrast to the employees of the
Communications Authority, as you find them less consciousness. The reason for this
discrepancy between the entities is the environment that incubates the digital
transformation process. Is it an environment that develops the technical awareness of the
employee using modern tools that keep pace with the world? Total reliance depends on
the entity.

The citizen is very thirsty for any electronic service, and | see that the citizen has
overcome the government, agencies, and ministries in his use of technology. Today,
citizens use the latest phones to use some specific programs that help him in his day, and
he is asking agencies, ministries, banks, and companies to provide applications on their
phones that provide services to facilitate their daily lives.

For example, when the Presto-Eat food delivery program stopped working for two weeks
due to the fuel crisis, there was a huge uproar due to the delay in requests due to the lack
of fuel, and this is evidence that citizens are ready for any program that provides
electronic services.

Regarding the ease and ease of access to the current e-government services in Libya, most
local applications use international standards, such as reducing the number of icons and
details within applications to facilitate the process for citizens outside cities and rural
areas, among the simplest applications. Banks that do not contain a fingerprint in order to
simplify applications in general, and this simplification is intended to take into account
citizens.

| see that the aspects of access and ease of use are very good, while the availability side
has some problems, such as the interruption that we previously talked about in the LTT
company. This interruption affected banking applications as well as other applications
that do not work, and this is not a problem of the citizen, but rather a problem of the
government or the other party.

Regarding specific efforts to improve the usability and accessibility of e-government
services in Libya, there are many different efforts, but their accessibility and success are
questionable because they are scattered efforts and will not reach a real result soon.

Regarding the impact of societal norms, peers, and superiors on the adoption and use of
e-government services among public sector employees and citizens, the citizen did not
feel a defect in the electronic service provided but felt a defect in the product itself. No
one complained about the electronic service that was provided, whether in the wife and
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children, or in The grant of heads of families and others, passed very smoothly and
simply. | see that the citizen did not reach a stage of trust and mistrust. Things were so
smooth that the citizen did not expect that it was an electronic service.

Citizens' opinions are not technical opinions, but rather he bases his opinion and judgment
on the product as a whole that is provided by the electronic service. For example, the
criminal case, which is 100% electronic, has a very good reputation in Sabha and
Benghazi, while Tripoli is not, because the Tripoli administration is not cooperative, and
this leads to a problem, which is not a technical problem, but rather a management
problem.

Regarding stakeholders when it comes to e-government in Libya, they include:
- The General Information Authority is very much considered one more.
- As executors, the Telecom Holding - Digital Transformation Projects Committee

Within the sectors and each sector for a unit, such as the Audit Bureau, the Misurata Free
Zone is very large.

With regard to strategies, Al-Balouris tried to unite the quality of all managers of
information technology, documentation and information in ministries and agencies, but
unfortunately individual work in Libya is dominant and every party wants to work alone.

Regarding the initiatives or plans to improve the facilitating conditions for the adoption
of e-government in Libya, the ESCWA initiative is the only initiative issued and | have
heard of it, but it has not been approved yet and is still proposed. Regarding the main
motives and obstacles to the implementation of e-government in the State of Libya, the
most important motives are:

- Ease of procedures.
- Disclosure and transparency.
- Easy access to information.
The obstacles are:
- Resistant to change within government institutions.

- legislation.
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Interview Code 11 Translated to English

Regarding the current situation, not the current situation of the information and
communication technology infrastructure in Libya, the main problem is that the existing
institutions continue to work with the old mechanisms , they are still using Dedicated
Service And BBS , | do not think that organizations have entered the world of
virtualization in a big way, even the idea of having their own cloud service or an
infrastructure based on the cloud , such as what is found in the Gulf countries and Saudi
Arabia, where the data centre was built entirely on the cloud of the government.

This is something that greatly helps in the Deployment process And continuous
delivery/continuous deployment or what is known as CI/CD. Unfortunately, all
technologies are considered outdated. In order to be able to work with one of the large
parties, you will have to use a VPN. and Remote Access And there are those who still use
FTP or what is known as the File Transfer Protocol, and this technology is considered to
have expired for how many years, and for me personally, this technology has ended. All
technologies are old, and at the same time there is still a problem that the institutions that
| have dealt with until this moment suffer from Drop in Connection or a sudden
disconnection due to network problems.

The illogical idea, or at least from my personal point of view, why do you have a Data
Centre or Infrastructure that needs to be monitored periodically, hour by hour, estimating
the proportion of the System, Network or Services, which leads to problems in the
services. Personally, I do not have experience in the field of Infrastructure, but what |
know is that | have a system affiliated with the Dar Al-Iftar Foundation that has been
working smoothly since 2019 until today. It did not stop even for one second, and it
stopped only once, and it was caused by non-payment of financial dues only, while other
systems that | dealt with it in the government sector, it almost periodically crashes System
Down.

Regarding how the level of ICT literacy affects public sector employees and citizens, it
is considered very weak, on an approximate scale of 2 out of 10. The two categories are
weak in terms of ICT literacy and have reluctance, especially non-technical employees.

For example, the marriage fund and the marriage grant experience. They have three
systems, one for archiving, one for studying social life, and the last for announcements
and news related to the institution, official papers, and regulations. Unfortunately, not all
of them are used while all of them are Up Running and everyone has the background on
how to use them, but None of them are used, the preference is still to use the WhatsApp
application for messaging, and at the same time they still continue to use the traditional
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archive despite the existence of electronic archiving, | think only three or four documents
have been archived.

As for the citizens, | think that they are the most willing group and wish that technology
be used in all services , but unfortunately previous experiences work to kill this solution,
especially the previous banking experience, which is represented in the crowding of
citizens to banks for hours, and that is only with the excuse that the electronic system
does not work and to Today the origin of this word is not known .

The citizen has become reluctant to use technology, based on his previous bad
experiences with the government sector, especially the experiences of citizens in the older
age group. They always hate the idea of technology for the reasons | mentioned, because
in their view the system is always stopped and disrupts their work, and there are always
errors. their words. In short, there were not enough excellent examples to encourage
citizens to go digital.

Regarding the compatibility of existing technologies in Libya with the requirements of e-
government initiatives, there is no real compatibility. | try not to be too negative, but | ca
not. From my point of view, the engine of digital development and transformations in
Libya can currently be the banking sector. Unfortunately, the banking experience in Libya
is bad. Providing good applications is not difficult, nor is providing an excellent service
for electronic payment, if these services are provided with 100% quality, such as Turkey.
For example, citizens will involuntarily begin to demand that other services follow banks.
Very poor applications, and everything is considered poor. The end result is a very bad
experience for citizens. You can see that, today | visited the bank and found dozens of
people asking about the balance in their accounts. | mean, imagine a person who came to
the bank to know the balance of his account.

integrated solutions. The only system that | personally developed, and I will be a little
neutral is the marriage grant. Actually, everything was electronic. | do not want to say
that it was a digital transformation, but from the beginning of the service, from
registration to linking. With the civil registry to preparing lists and printing certified deeds
until the day the person receives it is a completely electronic process, | think the only
non-electronic part is handing the deeds to people, which was claimed to be an RTGS
transfer or Real Time Gross Settlement but was not approved, this is the experience The
only one, while the other experiences are characterized by the presence of human
intervention to a large extent.

Another example is the youth loan project system. | believe that the loan system took
place in slightly more difficult conditions than the marriage grant system, and its
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requirements were greater, to the extent that they were unable to link it to the national
number system, and of course this led to the presence of many incorrect data. In addition
to the process of completing the rest of the operations manually, for example, one million
and two hundred people were registered in the system, and they were transferred to the
authority in order to complete the process of revising the data, which in turn led to the
selection of only 600 thousand of the correct data, and then the 600 thousand were sent
in paper form to the municipalities for verification | mean, the registration stage was
electronic, and the rest was manual, until the approval stage was manual, and from here
the process went wrong.

Also, the experience of granting wives and daughters was excellent, and it saved citizens
a lot of time, and it was developed in partnership with the private sector by the Libyan
Spiders company.

from The most important reasons for the success of all the systems that we worked on,
we focused on user experience and customer experience mainly, and not just designing
and delivering a system, as | was active in the groups concerned with the marriage grant
on the Facebook platform, and I was directly supporting citizens, and if | found someone
complaining that he registered and did not receive confirmation I used to communicate
with him personally to inquire about the problem, and in this way | can solve the problems
quickly, and this is one of the points that I mentioned more than once, which is that the
gap between the citizen and the executing tax is large. For example, I, as a person who
uses the banking system of the Nuraan Bank, for example, the problem of the Nuraan
Bank The developer of the system does not know who the service users are. He has not
dealt with them before and has not been to a place where the users are located in order to
understand their requirements and needs. At the same time, citizens cannot find channels
of communication with service providers directly. All that can be done is to go in person.
For the receptionist in the bank, and we do not know whether the receptionist recorded
the notes or not, and this leads to the possibility of a problem for a long time and no one
knows about that, so I think we were closer to the customers in terms of Customer
Experience and User Experience, whether it was in Web design or in terms of Customer
Flow , in general, in the marriage system there were things that were not required such as
printing and lists, which are considered organizational, and this difference is that | was
present with them in the place of work full time, | did not hand over the system and just
leave, unlike other implementing agencies, in the marriage fund | stayed with them For
about two and a half months, full time from morning to evening. | was keeping up with
the developments, changes and problems that occurred in the system and the people first,
so the problems were solved on a temporary basis and there was no delay.
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Regarding the role of leadership and management in promoting the adoption of e-
government in Libya, if they do not try the technology, they will not do it. The idea is that
there is a party in the current government that is forcing them to digital transformation
and transferring business online. The motive was not from themselves. All these services
that were launched Recently it was imposed from above, mainly if the current government
did not impose it, no one would do it, meaning that it did not come under the leadership
and orders of the institution itself.

With regard to the public sector, yes all parties, no public agency was an initiative except
the Central Bank of Libya, the only ones based on an internal need and it was not imposed
on them from above, but rather it was based on a need as they saw technology as a basis
and even when the responsible person contacted me or On the Central Bank of Libya
project, I acknowledge that the system has made huge differences, for example if a bank
is on the verge of bankruptcy or is facing a problem in its Balance Sheet , it will most
likely be discovered after 6 months and it is impossible to know it in an instantaneous
form due to the large number of paper transactions, as The course used to take a long time
to the extent that the fiscal year could end and you did not know that you are bankrupt,
but today, with the presence of the system that was developed based on the need and
desire of them, they receive information on a monthly basis without any delay or delay
for a maximum of 10 days.

Regarding the organizational culture within government agencies, my recent experiences
were series. For the savings bank, for example, it was completely smooth, although the
bank was a little more difficult than the marriage fund, because the branches were the
ones who used the system, as the department is somewhat far away. The work was in the
main headquarters and from Then the other branches were connected and it was very
smooth. In short, if the employee who deals with the technology feels comfortable in
dealing, he will not stop dealing with it, and he will not object to it, but will adapt to it,
as well as the marriage grant, the person responsible for it is the financial auditor, his age
is approximately 64 years He is about to retire. He is the person who liked the idea of the
system the most and became one of its staunch supporters. This is his first dealing with
the system electronically, not on paper.

Regarding the resources and support available to government agencies and employees to
implement and use e-government services, it is not in the real form unless it is present
with the contract concluded with the implementing agency, but if it is not mentioned in
the contract, they will not perform it.

Regarding the impact of political stability or instability in Libya on the adoption and
implementation of e-government initiatives, |1 do not see that political conflicts have an
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impact on that. The delay in budgets was not an influencing factor since the financial
value of digital transformation operations is not high compared to other expenses.
Actually, anyone can do it. If he had the desire, any party can be 100% electronic if it
wants to, but the problem is with the parties themselves, as it is not one of their priorities
or plans. But personally, | did not see that political reasons are a reason for the lack of
development. It may happen in one or two ways for reasons Unknown, but most others
are not.

. Regarding the legal and regulations related to e-government in Libya, | do not see any
laws, but what | know as information and | do not know the extent of its validity, is the
lack of recognition of electronic documents and transactions as a real document, for
example the marriage fund despite the existence of a system, but in the end, they had to
request files from each person.

Regarding external pressures and international or regional initiatives, they exist, but there
are no realistic results.

Previously, there was a UNDP project related to employment, and it is clear that the
project was large with the participation of many ministries, and it was an integrated
project, a complete employment platform, and there is also employment information in
Libya and many other things, | do not remember them completely, but it was a huge
project, and this The only international project | saw. Maybe there was another project,
and I'm not sure, and it was related to the old city, but I don't remember that the project
was related to citizens, | think it was related to heritage issues and so on. But other than
this, I did not see anything international. Pressures related to money laundering and the
Central Bank of Libya, but I do not have any details.

Regarding the perceived benefits of e-government initiatives for public sector employees,
government agencies, and citizens in Libya, any non-technical employee will mind the
issue and see it as a new headache, unlike department managers! All and share data
between them, and reports arrive in real time, although they have absolutely nothing to
do with technology.

Regarding e-government services, which have contributed to raising efficiency , for
example the service of the Central Bank of Libya, which is a platform for collecting
financial data from commercial banks directly, for example treasury balances are sent on
a daily basis, financial centres are sent on a monthly basis, etc., this system It helped a
lot, and | am sure that the reports extracted in the last period were extracted quickly thanks
to the presence of this system.
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The marriage grant platform also had an impact. In one of the meetings with the State
Audit Bureau, it was demanded to check the data directly, and this was provided on a
daily basis. Here, technology had a role in achieving transparency and meeting the
requirements of governance required by the State Audit Bureau. Regarding the influence
of societal norms, peers, and superiors on the adoption and use of E-government services
are between public sector employees and citizens, so | do not think so. As for citizens'
confidence in e-government services, trust exists, but it is not strong. For example, the
experience of the marriage grant platform. There is still a percentage of citizens who,
upon registration, prefer to find a person in the same institution to confirm the registration
process despite the presence of a message confirming the registration, but it is always
preferable to contact an employee in the institution to confirm the registration.

| believe that the reason behind this is previous experiences and accumulations, for
example, the national number system has many errors such as the national number in
terms of extracting wrong data or using it by others. The same thing happened with the
wife and daughters grant, where some were surprised that their data was restricted by
Other people, and | think all of these mistakes require an internal source of assurance that
the procedures are correct and ongoing.

Regarding initiatives or plans to improve the facilitating conditions for the adoption of e-
government in Libya, | am not aware of any real strategies. | heard about some initiatives
without details.

Regarding the main motives for implementing e-government in the State of Libya, they
differ according to the institution. Some institutions, such as the Central Bank of Libya,
are interested in raising efficiency at work. Others are only for political and electoral
reasons because what is currently happening is the interest only in launching electronic
projects, not linking them, or ensuring their sustainability.

Regarding the main obstacles to the implementation of e-government in the State of
Libya, the most important of which is the failure to have a real initiative from previous
governments. And the absence of strategies, no government has taken the reins towards
digital transformation and stopping the current chaos. This is the only obstacle, | think,
and the rest is no obstacle. | also agree with you. Saying that digital transformation in a
large way will result in the detection of corruption, and this is a reason for reluctance in
several quarters.

Also, the absence of a spearhead concerned with digital transformation at the government
level is considered an obstacle, because in this way we will continue in the same current
cycle, and that all future systems will be very poor and not properly studied, and their
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quality does not matter, and no one will follow them up. Problems will continue in the
absence of a competent authority to follow up. Implementation of digital transformation
projects, but the current government institutions do not have any competencies.

Also, the conflict of specializations between institutions in Libya, where | think it is
necessary to separate the specializations and include all specializations related to digital
transformation under one institution. For example, it is not logical that the Statistics and
Data Centre does not belong to a body such as the General Authority for Information, it
is not logical at all!

Regarding the absence of a digital national identity, it is problematic, but not significant.
The truth will have a good effect, but verification using the phone is still well secured,
reliable, and reliable. The main reason for the digital identity is the verification of citizens,
the presence of the phone and verification via the phone with the link The phone number
with your national number is considered sufficient.

Regarding the fear of penetration, | do not think that this is considered an obstacle. If this
mentality continues, you will not be able to accomplish anything, unfortunately, because
you will not be fully protected, for institutions and for all countries. If you visit the Deep
Web, you will find penetrations of countries much larger than Libya, such as China and
others. As long as countries like them are reached, then surely you can be reached, but
we do not say that this thing is normal, but if you put it as an obstacle, there will be no
change.

In conclusion, digital transformation needs two things. The first is a strong desire and
will, and at the same time the possibility of imposing transformation on various
institutions. And it needs a real body with qualified people. There are sufficient human
resources, but they are few, and this is one of the problems. They must be gathered in one
institution.
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Interview Code 12 Translated to English

Regarding the current situation of the information and communication technology
infrastructure, it is still below the required level, as it needs investments and funds to keep
pace with the rapid development in the field of information and communications. It was
damaged during the events and still suffers from a lack of development, maintenance, and
manpower development in the field.

and communication technology among public sector employees and citizens greatly
affects the adoption of technological services.

Regarding the compatibility of existing technologies in Libya with the requirements of e-
government initiatives, unfortunately, it is still lagging behind and what is available and
offered at the local and international levels does not match. It got worse after the
revolution and what is proposed does not meet what is hoped for.

Regarding the currently successful technological solutions, unfortunately they do not
exist, and if they exist, | have no knowledge of them, as a result of not marketing and
advertising them in the media.

Regarding the currently successful technological solutions, unfortunately they do not
exist, and if they exist, | have no knowledge of them, as a result of not marketing and
advertising them in the media.

Regarding the role of leadership and management in promoting the adoption of e-
government in Libya, there are individual initiatives by some companies and government
institutions that do not amount to the digital transformation that the world and even some
Arab countries are witnessing.

Regarding the resources and support available to government agencies and employees to
implement and use e-government services, Libya is one of the first Arab countries to
engage in e-government and hold many seminars and conferences for it and write several
scientific theses, but the country's political and economic situation negatively affected the
establishment of e - government , but all remains Something is possible thanks to the
determination and determination of its youth, the experience of its members, and the
availability of the available financial resources, if they were used in a better and
transparent manner.

Regarding the readiness of government agencies in Libya to adopt e-government
initiatives, it is very limited in light of the current circumstances, due to lack of investment
and lack of education and training.
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Regarding the impact of political stability or instability in Libya on the adoption and
implementation of e-government initiatives, it is certain that the country needs political
stability to move towards building not only in the field of e- government, but in all fields.

Regarding the legal framework and regulations related to e-government in Libya, at the
level of legislation, the country needs legislation that keeps pace with the scientific and
practical development in the field of information and communications in order to develop
clear and developed policies that keep pace with the establishment of e-government, as
well as the available legislation that needs updating and development.

Regarding external pressures, such as international or regional initiatives, affecting the
adoption of e-government services in Libya, this is certain, even at the local level.

With regard to the perceived benefits of e-government initiatives for public sector
employees, government agencies and citizens in Libya, the countless benefits that the
public and private sectors and citizens will reap from the establishment of e-government,
starting from the availability of statistics and ending with services: (electronic passports,
entry and residence visas, electronic payment services E-employment and identification
of job opportunities, issuance and renewal of licenses and licenses of origin, signature
validity services, memberships , chambers of commerce, building ownership and rent, car
change and renewal, security services during travel, hotel, travel and tourism
reservations...etc.

Regarding examples of e-government services that have been particularly effective in
improving efficiency or transparency, an example is the Civil Registry Department,
which has greatly facilitated access to civil status documents, the Social Security Fund.

With regard to the ease and ease of access to the current e-government services in Libya,
the marketing of these services and the training of citizens to benefit from these services
is limited by all available means.

Regarding efforts to improve the usability and access to e-government services in Libya,
these are very limited initiatives and are not advertised as required.

Concerning citizens' trust in government digital services, they need legislation and
marketing so that they can be trusted and approved.

Regarding the stakeholders, there are many scientific associations whose goals are to
spread knowledge and information awareness in society, including the Libyan
Association for Libraries, Information and Archives.
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Regarding the resources, training and support available to public sector employees and
citizens to use e-government services effectively, it is almost non-existent, and if it exists,
it is very few. The knowledge-based economy must be adopted.

With regard to initiatives or plans to improve the facilitating conditions for the adoption
of e-government in Libya, there may be some initiatives, but I am not aware of them, and
if they exist, they will always remain below expectations.

Regarding the main motives and obstacles for the implementation of e-government in the
State of Libya, there is no room for discussing the motives for the establishment of e-
government, as it has become an urgent necessity, as it is an obligatory requirement, not
optional. As for the obstacles in Libya, they are many, the first of which is the lack of
investment in the technical and human fields, education, and training. Also, political, and
social stability.
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Interview Code 13 Translated to English

Regarding the assessment of the current situation of the information and communication
technology infrastructure in Libya, especially with regard to e-government initiatives, it
is good, the quality of the Internet is good, citizens because of social networking sites, its
use for filtering has become common, as for government services here, there is a problem
and lack of basic things if any Talking about electronic government, there are no
ingredients currently, but if we talk about the network infrastructure, it is considered
reasonable even if it is old, but now most of the uses are on the mobile phone, there is no
dependence on the fibre, most of the communication is Wi- Fi .

Regarding the level of knowledge of information and communication technology among
public sector employees and citizens to adopt e-government services, the use of
employees for personal use exists , but the use of technology at the level of work does not
exist except in certain institutions such as oil companies, which are also some but not all,
there are no systems within institutions Computers are connected to each other, so that
computers act as a tool for storing data and printers only, and therefore if the Internet
stops in one of the institutions, it will not be affected at all, because they depend on paper
work.

Concerning whether any innovations or technological solutions were successful in the
context of e-government in Libya, the talk about services has it succeeded or not. There
are services that were proposed and assumed to be electronic, so there was no other option
for the citizen, such as the subject of loans, so this service will succeed because there is
not Another way to take advantage of it. It is true that there is prejudice to citizens who
do not have access to technology, but there are several other points of view that justify
this. Everything has advantages and disadvantages, but when you see that the Internet
makes it easier for you, technology gives great solutions such as centralization in Libya,
that Be anywhere and progress wherever you are.

Regarding the role of leadership and administration in promoting the adoption of e-
government in Libya, the senior leaders in the country, especially the last government,
clearly notice that when all things are digitally transformed, their resonance is much
greater and their success is easier, so it is clear that they are very focused on this thing ,
they feel that This topic comes more important to the follow-up and ability of people than
any other methods, so they support and care about it.

Regarding the resources and support available to government agencies and employees to
implement and use e-government services, all institutional leaders are interested in this
issue, such as banks or oil. Digital, but the capabilities are not available, they are not
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decision-makers, there are institutions whose leaders do not have a will even if the desire
is available, the possibility of support for the institution depends on the relationship of
the head of the institution with the leadership of the government.

Regarding your assessment of the readiness of government agencies in Libya to adopt e-
government initiatives, institutions in terms of human resources must have internal and
external cadres as well, but there is a problem that external cadres can leave and work
stops suddenly, but on a national level there are companies that work with good quality
but not Stables to rely on in this work because they are people, certain names and they
can disappear at any time and they do not have long experience, but there are no stable
companies to provide these services, so we are not ready for digital transformation in this
regard.

We have 2 basic departments within the Information and Safety Authority, each
department has four departments, each department has two people or one person only,
who have previously sought help from With employees, but with salary problems and
others, they leave work, and we cannot compete with private companies because they get
privileges that we do not have.

Regarding the extent of the impact of political stability or instability in Libya on the
adoption and implementation of e-government initiatives, it is the reason for everything
stopping, the budgets that are spent only for the conduct of business, while the
transformation requires very large budgets, and the division of departments is very
affected by the political instability, but the digital transformation helped Very much on
the issue of division, because there are things that cannot reach the other party except
through the number , but the issue is very thorny.

Regarding the discussion of the legal framework and regulations related to e-government
in Libya, recently, regarding the cybercrime law, there is a specialized department within
the Ministry of Interior that specializes in holding citizens accountable, but our job is like
that of an audit office. Such as things that violate norms and public morals, and this is
found in all laws, not only information laws, and Libyan laws are loose and can be
manipulated a lot. The law is issued as a violation of norms, but it is not given much
attention. Penal laws do not have an executive regulation, but the cybercrime law is
correct and very good.

Concerning external pressures, or international or regional initiatives, that affect the
adoption of e-government services in Libya, they are there not pressure but rather
motivation, helping and leading with their evaluation criteria, in order for us to work on
our shortcomings in order to develop our work and implement our projects as much as
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we can, such as the issue of laws that we worked on And we adopted it, for example.
They give us a standard to work with. There are international initiatives, for example, a
project undertaken by the European Union regarding the commercial registry. | also know
more than one institution that they provided support to, and the International Organization
for Migration provided a system for the Ministry of Interior to work with and more than
one project that others do not attend.

Regarding the perceived benefits of e-government initiatives for public sector employees,
government agencies, and citizens in Libya, | see that there is more reluctance than
employees, which happens that even when digitization occurs, it remains dependent on
employees more than technology, because employees evaluate themselves by the amount
of people's need for them, so there is no They welcome it very much, but the owners of
leaders and institutions want digitization to facilitate work for them, for example, banks
do not know why digitization did not succeed much with them and they go to it with harm
even though they do not face the problems that face other sectors, companies that have
developed digitally are very simple, digitization they resort to resort to pressure only . As
for citizens in general, | feel that people accept it, but there are people who oppose it. The
majority of people benefit from it, especially with regard to the issue of the budget. There
are people who never go to banks with the presence of electronic payment cards.

Regarding the ease and ease of access to the current e-government services in Libya, for
example the issue of electronic cards for payment, | see that there is a big problem because
people fill in the password on the employee, although he is supposed to write the
password alone, but what caused this problem is the inferior quality These services force
the citizen to dictate to the employee the number in order to repeat the attempts a lot until
the communication coverage comes, so the process is not smooth and it is difficult to rely
on these services.

Concerning societal norms, peers, and superiors to adopt and use e-government services
among public sector employees and citizens. With regard to services, | do not think. On
the contrary, socially, there is no objection to this issue. Only sensitivity to social
networking sites, given that we are an eastern society, there are two types of services, a
grant that is your right. As a marriage grant, for example, yes, he trusts you in this matter,
but as a service that depends on choosing the institution itself, such as the subject of loans,
the institution will choose who it will give here. There is no trust, they have confidence
in the technology and there is no confidence in the institutions themselves. There is great
confusion in government institutions when Talking about paper transactions even if the
process itself contains technical parts.
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Concerning the stakeholders when it comes to e-government in Libya, they are the
Presidency of the Government, the General Authority for Information, the Ministry of
Communications, and the Telecommunications Holding Company, as well as advisory
bodies such as the General Authority for Planning or the Supreme Council for Economic
Development.

Regarding the initiatives or plans to improve the facilitating conditions for the adoption
of e-government in Libya, there are initiatives that have been implemented such as the
government bidding platform, we started working through it, cleaning companies from
the beginning of the year through this platform we dealt with them as well as any
purchases and so on, they issued a lot of strategies and laws And regulations, the issue of
digital transformation has become popular in the market now, but there is really no
application, otherwise there is your question in specializations, which makes the matter
not have a clear and explicit leader, and the problem of overlapping specializations is very
big, digital transformation has a complete, clear and written strategy, and Libya is paying
for millions But it is placed in the communications in the drawer, and only about three
people took a copy of it, and you do not know why, but it is all about the will only, the
work related to the government is always related to determination and will, in Libya there
are only two types of institutions that can work well, which have money And who has the
power, only those two types get support.

Regarding the main motives and obstacles for the implementation of e-government in the
State of Libya, the motive for the citizen to accept digital services is the lack of an option
other than digital service, so it succeeds in Libya because it is the only solution to
decentralization in large countries like Libya, so digitization in Libya is a necessity, not
an option.

As for the obstacles, the biggest obstacle is political instability. There is no fixed plan.
For example, the current government wants to implement projects, but as quickly as
possible to use it as propaganda. However, there are projects that cannot be completed
quickly and take time to implement. It sets a plan and chooses appropriate human
resources, and so on. The current leadership does not look at the time factor. Budgets do
not help the time factor.
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Interview Code 14 Translated to English

Regarding the values of the current status of the information and communication
technology infrastructure in Libya, especially with regard to e-government initiatives, it
is average and below average in general at all levels, even in terms of connectivity and
networks, because in Libya even the fibre links are very weak, so the level of
infrastructure in Libya, in my opinion, is below average.

Regarding the impact of the level of knowledge of information and communication
technology among public sector employees and citizens on the adoption of e-government
services, as for citizens, | see that they are more familiar with technology than even
officials! This is due to the fact that the children of this generation are the children of
technology, which is a major factor in their daily lives, so they always have the ability to
learn, and when | talk about learning, |1 do not mean the education sector, of course! The
education sector does not produce any competencies, not in terms of technology or others.
As for the employees, this depends on the age group as well as the different sectors. But
in any case, if we talk about the telecommunications sector, since it is a sector that must
be familiar with technology, then I can tell you that there are institutions where it is
impossible It helps in the digital transformation because its employees do not understand
anything from the technical aspects, and there are also institutions whose employees are
security personnel, cleaning workers and very few technical engineers, to the extent that
at first glance you think that it is a security company, and since the employee is a citizen
first and foremost, you find him using technology and his knowledge It is limited to social
networking sites for all citizens, but it will not add any value to him as an employee or
technician.

Regarding the compatibility of existing technologies in Libya with the requirements of e-
government initiatives, yes, there is a partial compatibility, it is partial , but it exists if we
talk from the technical side, so I do not see that technology is the problem in the issue of
e-government, because technology can be imported from abroad, whether We talked
about the software or the hardware , both of which we can import. It may take a long time
and large budgets, but in the end, we can achieve it, so | see that technology is not the
problem.

With regard to successful government innovations, we have seen the experience of the
ordeal of heads of families and the grant of a wife and children, but it is not a completely
electronic experience, only part of the electronic process, and as a personal experience
when | entered the data, | did not receive the OTP and there is no customer service that
you can communicate with, so you find that you are forced to go to the bank alone same.
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Regarding the role of leadership and management in promoting the adoption of e-
government in Libya, the leadership is unable to transform an administration within an
institution, so how will it transform a government into an electronic government?! The
leadership is incapable of amending anything, and losing something does not give it.
Likewise, the absence of knowledge and know-how is a major reason for this inability.
In order to carry out the transformation, you must have great knowledge regarding this
issue, and also there is no real will for transformation and reform by virtue of the fact that
the transformation puts things in their true path and eliminates Corruption facilitates many
things, and my talk is not only about the leadership and those in power, but also some of
the employees.

Regarding the organizational culture within government agencies with regard to
accepting and implementing e-government initiatives, there is no relationship, as digital
transformation has become only chewing gum, and if you ask this question to the rest of
your guests, | am sure that the answers are very far from each other. Regarding the
resources and support available to government agencies And employees to implement
and use e-government services, the government spends tens and hundreds of dollars on
digital transformation projects, and in response to allegations that the IT sector is the
largest sector in corruption, this is incorrect and illogical, each head of an institution has
a different point of view, so he can see projects that differ from the one before him And
he spends a lot of money in it, but this is for his own vision, and it is not from the door of
corruption. Corruption exists, but it is everywhere. Corruption is present from the cleaner
to the chairman of the board of directors, and he is the one who controls and controls all
sectors.

Regarding assessing the readiness of government agencies in Libya to adopt e-
government initiatives, the government is not ready, even if the government wanted it and
possessed the magic wand to turn Libya into a paradise of technology. They will not be
able to work and coexist with a digital environment that monitors everything accurately,
as the country is in a state of chaos and corruption, and the government was mainly
established to manage chaos, but there will be no acceptance of electronic government.

Regarding the impact of political stability or instability in Libya on the adoption and
implementation of e-government initiatives, it affects greatly, as the lack of political
stability leads to a lack of vision for the government because the government does not
exist or exists and is not unified and divided into two and three governments, and all of
this leads to a loss of confidence among the citizen Likewise, for example, you as a
citizen, why can't you take your national number in a digital way now? Because the data
at the Civil Status Authority and the national number system are different, and there is a
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case with the Attorney General now because of this issue, and it's all due to the cause of
political instability, as there are no fixed and unified government laws and legislations.
The government has neither a vision nor an existence.

Regarding the legal framework and regulations related to e-government in Libya, the legal
side has never paid attention to the technical side, as there are no real laws on the technical
side, even the laws that are issued for the purpose of politicians or those in power wanting
to protect themselves from electronic extortion or scandal, etc. Only personal, so you do
not see unified laws issued by all institutions. All of them are individual laws issued by
one institution and not others.

With regard to external pressures, such as international or regional initiatives that affect
the adoption of e-government services in Libya, there are no pressures, even if they exist,
they are pressures to complete deals only, and therefore they are commercial pressures
that are not political or international. And all US companies that contract With it, telecom
companies are not directly, so they are through a Libyan mediator who owns a company
that was established a week ago, and so of. Therefore, this type of deals and contracts is
considered one of the biggest doors to corruption, and even if there are international
pressures and helping hands for digital transformation, this will not work in the absence
of Willingness either at the level of officials or at the level of employees. Regarding the
perceived benefits of e-government initiatives for public sector employees, government
agencies and citizens in Libya, for employees, a corrupt employee will not endorse it and
will never see any benefits of the subject but an honest employee who is willing to
eliminate corruption and act meticulously In fairness, he would very much welcome these
initiatives. If we talk about citizens, 1, as a citizen, would like to provide the simplest
services that were available to me in the past, such as booking tickets online or obtaining
a national number and my registration number. These are the simplest rights of a citizen
that facilitate his life and limit even congestion. Regarding examples On e-government
services that were particularly effective in improving efficiency, transparency or quality
of service, at the present time there are no effective services in the simplest things, but
previously they existed such as accessing the national number from the system and
withdrawing it with ease, and | personally suggested that we work on these services
Simple, such as the national number, and putting a QR code instead of a stamp, in order
to facilitate the process for the citizen, but as far as | know, the problem of national
numbers in the city of Tripoli does not exist and is common, but in the cities of the south
there are problems, forgery, and many problems.

Regarding the ease and ease of access to the current e-government services in Libya, my
view of the wife and children grant program is not optimistic, since as | mentioned
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previously | had a failed experience with it, I did not find any e-mail to communicate with
it to understand the error or a specific number for the error or any information that might
It states that knowing what happens during data entry only gives a notification that there
is an error, so | do not see the actual existence of services. Regarding specific efforts to
improve the usability and accessibility of e-government services in Libya, no, | do not
see any efforts to develop these services or systems. Regarding the impact Societal norms,
peers, and superiors call for the adoption and use of e-government services among public
sector employees and citizens, never. Otherwise, society would have rejected all social
networking sites. In terms of whether the citizen trusts these services and their outputs,
they have no choice. If these services exist, the citizen will use them and be happy. With
regard to the services that are only available online and no one can apply for them except
digitally, such as the marriage grant, | do not have a great idea on this subject, but it is
apparently successful, and | do not think that there is a person who does not have the
ability to be online, even if only outside the home. Libya is considered very good in
providing communication, and we are not talking about the quality of communication, |
am talking about someone who needs to send something online. You can do that in Umari,
for example. Regarding if there are certain groups or individuals within the government
or society who work as advocates for government initiatives e-commerce in Libya, the
stakeholders are the citizens, they are the people who can benefit the most from the digital
transformation, and the main responsible for achieving these services is the government,
including the legislative institutions, whether the House of Representatives or the Senate,
but within the framework of a general vision of the Libyan state and the role of technology
that can To make it in the development and stability of the country, the huge geography
and the very simple population, in the event that it is not supported by the quality of
technology that provides services to citizens and residents. Then the issue stopped, why
did it stop? We do not know the possibility that the system stopped, or that the technical
engineer who worked on the issue did not receive his money, or the company did not
receive its money, but it is certain that they are not present today, because the issue has
to do with a comprehensive vision for the Libyan state, even in its economy and even in
Its security, the borders of the Libyan state cannot be protected by traditional means, so
it must be protected technically, so | mentioned the issue of residents previously because
the number of African residents is increasing very dramatically and without any statistics,
even for future planning you will not be able to predict how many Libyans will be and
how many residents will be in the future Even institutions, for example, who are fighting
in the telecommunications sector, the issue started as if the conflict was fabricated to
spend budgets, theft and corruption only. This is what | see and what it seems to me.

Regarding the main motives and obstacles for implementing e-government in the State of
Libya, understand the motives: Developing the country's economy, at the level of citizens
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and the private sector, as the private sector is very influential even on political decisions.
It is supportive and you may see achievements taking place on the ground, because in
general it sees digital transformation as a threat to it. The private sector, even at the level
of medium or small companies, sees it as a threat, because the mere existence of any
application or any system that clearly threatens its income, it sees as a threat from taxes,
for example. Taxes imposed in Libya, how much of them are paid? Comprehensive or
partial digital transformation in some sectors. Some stakeholders with this sector see that
taxes are the major problem with digital transformation because they believe that you can
know their income and thus you can impose taxes on it. For example, | wanted to set up
a project, or | want it related to health matters, and another project related to wedding
halls and they are not related to each other. It requires that they enter data on the number
of patients or the number of visitors or reservations. The answer will be in the negative
because this will enable the state to determine the income and thus it will be able to
impose Taxes, the issue is very thorny and has great impacts, and officials are not
exempted from responsibility, because the presence of a real government on the ground
will produce an electronic government, and digital projects can be created by the
government only as electoral propaganda, such as the subject of a marriage grant, and
such a project can only be established digitally Because it is a project that includes all of
Libya. If my number is not there, it will not reach the East and others.

| am about the obstacles: corruption, the political situation, and the human cadres that we
will need while working on transformation, and the permanent development of cadres.
Do we have cadres that keep pace with the labour market? Our education outcomes do
not correspond to the outputs of a digital transformation market. The reason for the
superiority of the oil and telecommunications sectors in terms of digital transactions is
because they are two self-financed sectors. Telecom companies have a financial
abundance that makes them able to experiment without an accountant. Other public
institutions, in order to try simple services, must obtain a long series of approvals, and
this is not found in the telecommunications sector in particular. But what did they do in
the end? They failed to provide a "program” application for the average user, and this is
partially present, so there is ease in decision-making, financial abundance, and there is no
accountability, and they did not provide much despite that.
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Interview Code 15 Translated to English

Assess the current situation of the information and communication technology
infrastructure in Libya, especially with regard to e-government initiatives. First of all, this
is the most difficult question because the infrastructure or information technology in the
ministry is considered the main problem in digital transformation and in all Libyan
institutions, because the issue of infrastructure is the biggest obstacle to Now in digital
transformation, it can be evaluated compared to some other institutions. It is considered
good. We have success experiences in digital transformation, but as a very bad
infrastructure, because the decision-makers related to infrastructure always have a fear of
establishing good infrastructure in the Libyan state institutions, and this is the problem.
The mentality itself must be changed.

With regard to the systems, we have a system at a simple level, the archives, the
communication between the departments does not exist, for example, an internal system
that links all departments or offices does not exist, the Internet is not connected, a
primitive infrastructure, and speaking of the entities affiliated with the Ministry of
Economy, they have a system or the commercial register, but they are not linked to each
other Also, so the infrastructure is very rudimentary as of now.

Regarding the impact of the level of knowledge of information and communication
technology among public sector employees and citizens on the adoption of e-government
services, they are not aware of this development in the first place, even when we
established the archiving system in 2009. Secret, so that the mail of the system can be
used, but we had to deal with the assistants and not the heads of the managers, except for
two or three managers who deal with the system directly. Their lack of knowledge of the
rules for using these systems is what is missing. To complete, the human element is
missing, only 10% They have knowledge of technology, and this is due to the person’s
own efforts, even when replacing an employee with an employee, new ones are not
trained, and these things cause a shortage for citizens: as citizens of generations, like the
younger generation, blessed be God, they found these technologies in front of them, there
is a response and interaction with any technical initiatives that were undertaken The
ministry or other parties, by virtue of that they found it in front of them, we believe that
it will be more knowledgeable among citizens, and the percentage of young people in
Libya constitutes more than 50%, so the aspect of knowledge of citizens is not an obstacle
at all.

Regarding the compatibility of existing technologies in Libya with the requirements of e-
government initiatives, honestly, we worked on many platforms, the work was Libyan by
more than 70-80%, and we saw other ministries and institutions that took initiatives that
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were 100% Libyan work, so the capabilities currently available can Relying on it, even
the technical offerings that they made us realize that there are cadres that we can rely on
in the digital transformation in Libya. If | want to implement any initiative of the Ministry
of Economy, | will find in the Libyan market someone who works on it as 100% Libyan
cadres, and | will not have to go abroad if it is This purpose, so far, the capabilities cover
the need, because the need in itself is not huge or exceeds the capabilities of the Libyans.
Regarding the existence of any innovations or specific technological solutions that were
successful or particularly difficult in the context of e-government in Libya, the
innovations are not comparable to the neighbouring countries of the Secretariat, But with
regard to the public sector, there are some platforms such as the Marriage Facilitation
Fund and its systems in the civil service and national numbers, and the application of the
government citizen service. There are solutions that facilitated services for the citizen.
We must develop more and more, but there is preliminary work, as well as a platform of
procedures that we worked on. We tried to create even a seed.

. Simple in digital transformation in the government sector, and we do not talk about the
private sector because the private sector has outperformed and preceded the government
sector. There are capabilities and services in the private sector that are not available in the
public sector, but we failed because everyone is trying to impose control on projects,
especially when it is mentioned that this project is funded by the Union But we came to
the conclusion that the ministry is looking for two platforms of its own, and we explained
how to use these platforms, and we motivated other parties to start trying to digitally
transform, and the issue succeeded after we were alone with it . It is political from the
government that all parties claim the desire for digital transformation, but on the ground,
there are no signs or attempts. Electronic payment methods were not implemented by the
Central Bank of Libya until after Corona, so the transformation initiatives have no
continuity except for the work that we launched, and this is not our words or judgments,
but rather Provisions of the competent committees.

Regarding the role of leadership and management in promoting the adoption of e-
government in Libya, everyone talks and says we want digital transformation because this
is popular, but no one knows how to do that, because the issue of digital transformation
must be from the ground up or from scratch, you will see how ready you are for digital
transformation, what things What you will digitally transform, here is the big problem,
the manager talks about that he wants to digitally transform the organization, but he does
not have employees to digitally transform the organization, and all parties when you try
to communicate with them are answered that they want to work on that separately,
because there is no integration, the only thing we succeeded In it, we gathered all parties

and made them work in a team spirit, and the reason behind the managers’ desire for
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digital transformation and talking about it among them has become popular because they
see how the world has changed, and they see the impact of digital transformation on the
citizen and the government, but he does not have the ability or capabilities to implement
it, despite the success of some banks in systems and transactions They see this as popular
and want to apply it, but the reality says that not everyone has the ability to achieve this.
If leadership does not have a vision or desire for digital transformation, it will be an
obstacle. Leadership is one of the most important factors in digital transformation, and
we agree with Mr. Musa in his words 100%.

Regarding the organizational culture within government agencies with regard to
accepting and implementing e-government initiatives, the organizational structure is the
biggest obstacle, because there is overlapping tasks and specializations, such as
information and documentation centres. There are centres that work with us under the
General Authority for Information and Documentation. He is independent. What does he
do here in the Ministry? We do not know anything about him working alone. Even when
the commercial registry wanted to work on a system, on condition that they provide them
with a system and control it without interfering with it as a commercial registry! This love
of ownership is due to the mentality possessed by decision makers.

Concerning the resources and support available to government agencies and employees
to implement and use e-government services, recently, a digital transformation committee
was assigned in which the vast majority of people have nothing to do with digital
transformation, and there has been confusion among all parties for four or five years
regarding who will implement the proposed projects, and in order to complete what we
started At that time, we left him , and it took four years! Overlapping specializations and
the love of possession in order for something to spoil everything. We made a lot of efforts
and initiatives for digital transformation, but we failed for the same reasons, but digital
transformation is an obligation to communicate with the rest of the other world.

Concerning political stability or instability in Libya was raised on the adoption and
implementation of e-government initiatives. Yes, it is a large part of course. Political
instability will lead to a lack of financial support and the disbursement of budgets for this
issue. The division of budgets but makes any of the two parties interested in spending
budgets for digital transformation. Regarding Discussing the legal framework and
regulations related to e-government in Libya. Regarding the laws, they were appropriate.
All the laws that we needed to issue were issued, such as the Electronic Transactions Law,
in addition to the regulatory regulations for bodies and institutions, which gave us space
to work with great comfort, before the issuance of the Electronic Transactions Law was
an obstacle, but the Corona pandemic | accelerated the issuance of these laws.



255

Regarding the existence of any external pressures, such as international or regional
initiatives, that affect the adoption of e-government services in Libya, foreign
organizations want to support them, but the internal ones refuse, seeing that all these
initiatives affect national security, espionage, etc., the mentality of fear of foreigners is
very dominant Some institutions implement initiatives and receive international support,
but we have a problem with the full vision. Very few institutions accept this issue,
although the few institutions are very sensitive centres, but they cannot work alone.

Regarding the perceived benefits of e-government initiatives for public sector employees,
government agencies, and citizens in Libya, this is difficult, because employees are not
equal. There are employees who want it because it will facilitate and speed up their work,
and there are others who see it as excessive nonsense and prefer to work on paper and
traditionally, because he goes to banks and receives a lot. “The system is stopped.” He
believes that if the work was left without these systems, the process would have been
easier. This is a lack of knowledge, and also one of the ideas is that the employee wants
to dominate the entire work, but this depends on your choice of employees during the
digital transformation. Who are you trying to develop to take advantage of the
transformation? Digital and who does not, because he basically has no desire to transform
digitally.

Regarding the ease and ease of access to the current e-government services in Libya, all
the problems did not occur in the system itself, even when designing we take into account
the ease and clarity, but the problem is on the Internet, as there are areas that do not
support Internet services in order for you to download the system and access it.

With regard to the benefit that | provided to some platforms that the government is
working on in granting children, granting wives, and so on, in which many bodies and
institutions overlap. I am one of the people who used to receive this grant from a bank
outside the city of Tripoli, and I transferred it to an account in the city of Tripoli, such a
procedure in The former may require a long time or mediation, but without exaggeration,
in only one session, | applied the conditions for verifying my identity, which must be in
any electronic platform, and | changed the bank, and the procedure was completed
successfully. A citizen in the past could need a lot of his time and effort, so these
successful experiences Which is considered simple, but we can build on it and use it as a
promotion for the idea of digital transformation.

Regarding the impact of societal norms, peers, and superiors on the adoption and use of
e-government services among public sector employees and citizens, we consider the idea
that the government's launch of an initiative and gaining people's trust is one of the biggest
challenges for the government, to build a reliable system. Building a system without the
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citizen's trust is useless, as it is a point A task that must be taken into account, but there
is some confidence in the simple applications that exist. Regarding the resources, training
and support available to public sector employees and citizens to use e-government
services effectively, | will talk about here in the ministry. Unfortunately, | have been
working here since 2019. We have never received training. There is a major shortcoming
in this aspect. This could be due to changing governments and the division of budgets.
Therefore, they do not undertake long or short strategic planning, and | am talking about
the ministry as well as most other institutions, but of course there are undoubtedly
exceptions.

Regarding the main motives and obstacles to implementing e-government in the State of
Libya, the most important motives are facilitating the life of the citizen or even the
employee. If you are an employee, digital transformation will increase your efficiency,
productivity, and many other things. Facilitating procedures, preserving public money,
increasing trust and transparency between the citizen and the government. The biggest
obstacle is the mentality, starting from the ordinary citizen to the official, to the
government. The other obstacle is the Internet, which is not available throughout the
country and is not of the required quality, and the technical infrastructure in general, and
certainly The security challenge and political stability in general.



257

Interview Code 16 Translated to English

Regarding the evaluation of the current situation of the information and communication
technology infrastructure in Libya, in terms of communications it is considered fairly
good, and this is what we have focused on at Al-Madar Al-Jadeed Company over the past
years regarding our vision towards digital transformation. In general, the infrastructure
has improved with the development of the telecommunications sector in Libya. The
absence of a fibre optic network is part of the problem in Libya, which is why we, at Al-
Madar Company, launched the Al-Madar cloud service. This is within the company's
internal vision of digital transformation, advancing the national digital transformation,
and advancing the national economy, and for this reason, the vision of the new orbit was
to deal with the rest of the stakeholders to provide electronic services in Libya. Absence
of infrastructure due to the government's lack of interest in supporting infrastructure and
various Services.

As for the provision of electronic services from the public sector, it is not satisfactory at
all, and stakeholders should work to improve the matter.

With regard to the level of knowledge of information and communication technology
among public sector employees and citizens to adopt e-government services, this matter
greatly affects the development and adoption of e-services. Citizens have knowledge of
using social networking applications. But the staff is not ready to manage or develop these
services. This requires initiatives from the government to work on equipping institutions
to develop their services and improve their quality.

Regarding the compatibility of existing technologies in Libya with the requirements of e-
government initiatives, in terms of infrastructure, data centres and cloud services, we are
ready, especially with the orbit cloud project, and we have cooperated in developing the
national database with the General Authority for Information and with the Ministry of
Interior and the national number project.

As for software, it is very weak. We need to support the software market and build an
integrated environment with the private sector. We need a vision to support the private
sector and establish companies that provide software services to the government sector
and the market in general.

Software development internally in organizations It is very difficult for the government,
because of the general reactionary system in the economy and with the inflation of the
public sector and weak salaries, so it is very necessary to cooperate with the private sector,
and the government should provide the opportunity for the private sector to develop itself.
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Regarding the successful electronic services in Libya, the Digital Homeland project and
its complementary projects of the General Authority for Information, and other projects
such as the marriage grant and the wife and daughters grant, are all based in one way or
another on the national number system. Regarding the proposal for the recent digital
transformation strategy, we are part of it, and the current approach was chosen to give
competence to the sectors as it is their specialty, while the supervisory committee is
concerned only with policies, laws, and initiatives in general.

Regarding describing the role of leadership and administration in promoting the adoption
of e-government in Libya, this is very important. The government of national unity is
somewhat pushing towards digital transformation, with more than one project, including
the development of the infrastructure for the interchange of data in cooperation between
the New Orbit Company and the General Authority for Information. Pending the
establishment of the National Council for Digital Transformation to set budgets and
support the implementation of these projects.

With regard to the resources and support available to government agencies and employees
to implement and use e-government services, they are simple initiatives, but they are
characterized by the absence of a mechanism and a national strategy. Nevertheless, we
are currently working on the data exchange system between government institutions. We
have also worked with the Ministry of Interior in developing some systems such as
extraction Criminal status certificate. Unfortunately, the budget was spent unwisely and
in non-strategic ways. Telecom companies cannot work alone and cover all these financial
costs.

Regarding the readiness of government agencies in Libya to adopt e-government
initiatives, the government supports all initiatives, but its affiliated agencies are slow in
adopting services and dealing with them. Including, for example, the unified government
procurement system. Regarding the impact of political stability or instability in Libya on
the adoption and implementation of e-government initiatives, of course, political stability
is very important for e-government development. Political instability and government
division cast a shadow over the various government bodies. One of these problems is the
absence of a procedural guide within the Libyan government institutions, and in some
institutions the procedure itself differs from one branch to another.

Also, doubts exist regarding the intersection of specializations, but the solution is the need
to involve everyone in the digital transformation process, and every stakeholder covers
the aspect that he can cover according to the understanding. And all this comes after
adopting a national strategy for digital transformation, and Saudi Arabia is an example of
this.
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Regarding the legal framework and regulations related to e-government in Libya. Are
there any specific laws or policies that promote or hinder the adoption of e-government?
The legislative body is almost frozen, and the recently issued legislation related to digital
transformation lacks community participation and consultation with different
stakeholders, as a result of the political instability in Libya.

Regarding external pressures, and international or regional initiatives, | see that there are
some organizations working and pushing towards digital transformation in Libya, in
coordination with various stakeholders such as the Central Bank of Libya and the General
Authority for Information.

Regarding the perceived benefits of e-government initiatives for public sector employees,
government agencies and citizens in Libya, employees in general when launching
electronic services, employees stand against it, as well as citizens, especially because of
the lack of credibility of previous government initiatives, due to weak management and
the absence of sustainability in these services, especially with the absence of will.
financially for these services. In general, citizens are interested in these services,
especially with their knowledge of the experiences of neighbouring countries in digital
transformation. Political instability is the most important obstacle here, and the citizen
and his services are not among the current priorities.

Regarding the ease and ease of access to the current e-government services in Libya?
What are the challenges that users face when accessing these services? The government
must use mechanisms to motivate citizens to use these services. The use of technology
was to improve the user experience. The problem is usually the logistical factor for these
services. The same thing lies in the absence of alternatives to electronic channels, but in
a form The general public is thirsty for these services. But in general, government
institutions must work on their digital transformation internally first, to facilitate the exit
of these services to citizens later.

Concerning citizen confidence in electronic services, unfortunately, citizens do not have
much confidence in these services, due to division and political problems, which affect
the provision of these services, especially with the weak credibility of the government.
However, despite all these problems, many institutions are working to bring about
change.

Regarding the resources, training and support available to public sector employees and
citizens to use e-government services effectively, unfortunately there is no support or
training, as it is an old culture in the government sector.
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Concerning initiatives or plans to improve the facilitating conditions for the adoption of
e-government in Libya. One of the most important problems in the Libyan government
culture is the absence of cumulative experience, that is, a new leadership that comes to
build from scratch without turning to previous projects, especially with the weakness of
the accountant and transparency.

Regarding the main motives and obstacles to implementing e-government in the State of
Libya, the most important motives are facilitating services to citizens, reducing costs,
increasing transparency and accountability, improving quality, and increasing community
participation in decision-making. Unfortunately, the current government's most important
motive is the political and electoral factor. As for the obstacles, it is the absence of a
national strategy, lack of awareness of the use of technology within government agencies,
weak infrastructure, absence of a legislative framework, security problems and its impact
on decision-making and infrastructure, weak capabilities of government institutions
themselves, especially with the administrative and organizational structure of government
institutions, inflation of the element human and incompetent.

The opportunity is available to provide these services and create success stories. The
momentum is there, and the citizen is very ready to use these services. Where digital
transformation is inevitable.
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Interview Code 17 Translated to English

Regarding the assessment of the current situation of the information and communication
technology infrastructure in Libya, especially with regard to e-government initiatives, as
for the Internet networks to some extent it is reasonable, but the telecommunications
companies in Libya were mostly Voice and today IP, the telecommunications companies
in Libya have to shift to introduce Several other services in Libya. Especially with the
transformation of telecommunications companies in the world to provide multiple digital
services, not just an Internet connection. Especially since the telecommunications
companies in Libya are considered among the richest institutions in Libya, and they must
work to compete with international companies.

Regarding the fibre optic network, Libya has a huge network that covers all of Libya,
owned by the telecommunications company, with a size of 18 thousand kilometres, and
the Electricity Company has about 30 thousand kilometres of fibre optic network, but its
use is limited due to the laws. In general, the problem in the optical network is in the
FTTH, FTTX connection service. A country like Libya suffers because of its large size
and low population density, which affects the economic feasibility of these projects. This
is why the telecommunications sector needs more support from the government, which is
why the focus is on non-wireless networks.

Regarding the level of knowledge of information and communication technology among
public sector employees and citizens to adopt e-government services, this is a big
problem, as digital transformation depends on three points, which are the citizen,
procedures and technology, and forms. In Libya, the focus is only on technology, but with
regard to people, there is no real interest To train staff capacity building in this field.
Beginning with awareness campaigns, working on employee reluctance, and developing
their skills to meet the requirements of modern technology. The procedures are also a real
problem in the public sector, as they are not standardized and unknown in the public
sector in Libya and one of the most important obstacles in the digital transformation in
Libya. An example of this is our work within the Central Bank of Libya. The biggest
problem we face in developing systems is the absence of procedural evidence. Most of
the projects that are implemented in Libya are projects that are not based on lessons
learned from the world and are adapted locally in an unprofessional manner only to adapt
the software in line with the situation in Libya. Regarding technology, it is available and
in its latest versions. Unfortunately, the procedures in Libya are not in line with the
procedural guides known in the world, which makes local programmers spend a lot of
time to adapt the software to match the local situation, which affects the bill and the
delivery period.
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Regarding the extent to which existing technologies in Libya are compatible with the
requirements of e-government initiatives, e-government is a step before the complete
digital transformation, and we had previous experiences and strategies developed by
international bodies in 2013, and it is all in the papers only, and the Libyan government
and administrations, unfortunately, do not build on what preceded it. studies, and start
working from scratch. We can start with small projects and then work on expanding them.
Back then, in 2013, communications were weak and costly.

As for the private sector in Libya, it has become stronger and stronger than the public
sector, and it can work to implement these initiatives, but it needs to organize the
partnership between the public and private sectors and profit sharing and how to manage
these partnerships, but unfortunately this matter is not clear to government agencies and
stakeholders. Unfortunately, they all see it in terms of developing data centres and not
understanding the terminology of digital transformation. There is no strong response from
stakeholders regarding any training of human resources within it in the areas of digital
transformation because human capabilities are much more difficult than building
databases, and private sector companies are available to cover any need in the field of
technology.

Concerning successful initiatives and innovations, | have not seen any real service, all for
media and political goals. As for the current services, they are all services that do not rise
to real digital transformation. Unfortunately, in Libya, there is no real knowledge of the
meanings of these terms. The problems on the human side are very large, and digital
transformation cannot be completed in Libya without working to develop the human side
in the government sector and at the public level. All parts must be part of this
transformation. Any current success is only because of the initiator. In addition to the
existence of a major problem in the absence of safety measures and digital protection, no
matter how simple the operations are, they greatly affect services in Libya.

Regarding the role of leadership and management in promoting the adoption of e-
government in Libya, the vision must come from the leaders, and most of them in Libya
are interested in this transformation, but unfortunately there is no real strategy for any
government institution for digital transformation in Libya, or even for the classic
digitization processes. There are no real or convincing plans towards digital
transformation. The desire is there, and the goal is to catch up with the response. All the
work is currently on building data centres, or completing technology purchases, and it
ends here.

Regarding the resources and support available to government agencies and employees to
implement and use e-government services, yes, the government is interested in digital
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transformation projects, but I do not think that any truly studied or strategic-based projects
have been presented in Libya. All projects focus on building private data centres quietly
and not using cloud services and available national databases. Unfortunately, most of the
database development processes are due to financial corruption and the desire for
financial spending. There are circulars from the government to its affiliated institutions
to contract for free with cloud orbit. Regarding outsourcing, it is a matter of particular
risk from the door of local companies, but it is possible to work with international
companies, especially with the absence of SLA and TERE 1, which are not compatible
with international standards, especially in the field of cyber and organizational security.

Regarding the impact of political stability or instability in Libya on the adoption and
implementation of e-government initiatives, certainly , the matter is related to politics,
since the technical aspect is the easiest aspect of the process, but due to the weakness of
the state, you find the absence of human capabilities and the absence of procedural
evidence, and the division of the government exacerbated the matter, not to mention
About the absence of organizational culture in the public sector.

Regarding the legal framework and regulations related to e-government in Libya,
unfortunately the laws are old in Libya, and Libya is considered one of the lagging
countries in this regard, especially in adopting the electronic signature and the use of e-
mail, and recently after the issuance of the electronic crime law, this law is considered
weak and unsound with the absence of executive regulations. But a flawed law is better
than no law at all. But in general, the absence of the law is only a pretext. Usually, in
matters of digital transformation, technology comes first, and laws come later.

Regarding external pressures that affect the adoption of e-government services in Libya,
they are present starting from the banking sector, especially in adopting information
security standards in a specific period of time, given that Libya is part of the world and
cannot be part of the international financial network without these standards.

Regarding the perceived benefits of e-government initiatives for public sector employees,
government agencies and citizens in Libya, as for the new generation, it is interested in
these services, only in need of capacity building and there is no real objection on their
part, but the real problem is in the old experiences because of their weakness in the use
of technology, and unfortunately Most of them are the directors of these institutions and
oppose them because of fear of recovery, accountability and follow-up. Lack of training
is the biggest handicap.

Regarding the ease and ease of access to the current e-government services in Libya, with
the modest services, the citizens used them smoothly, and they are used without any
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motives, unlike the countries of the other world. They all want easier services, albeit with
additional financial value. Unfortunately, services in Libya are weak, especially with the
absence of an integrated environment in Libya for these services, on the logistical side as
well as on the part of the national post. In addition to the absence of financial payments,
there are regulations such as MH 5.

Regarding societal norms, peers, and superiors to adopt and use e-government services
among public sector employees and citizens, | do not think so, as the citizen is very
interested in these services and is highly responsive, and there are many examples of that.
Only the citizen needs these services, which unfortunately are difficult to develop locally.
Regarding trust, with the absence of regulatory and oversight policies, unfortunately,
nothing prevents this. Unfortunately, the administration of the state is tribal and arbitrary,
as this is considered a major problem in these projects, especially with the absence of
internal audit.

Concerning stakeholders when it comes to e-government in Libya, they are not clear in
Libya. Regarding initiatives or plans to improve the facilitating conditions for adopting
e-government in Libya, unfortunately nothing is real, and the national committee formed
last year was stillborn, and these committees will have no value whatsoever. It was not
headed by the prime minister or his deputy. Likewise, the strategy must come from the
presidency of the government and not a separate form, as we find today in Libya, and
other relevant national bodies, as their duty is only to organize research. Unfortunately,
the current strategy proposal is weak and has nothing to do with digital transformation
and is not in line with the world and the reality in Libya. There will not be a real strategy
with the absence of a foreign partner and weak competencies in Libya.

Regarding the main motives and obstacles for the implementation of e-government in the
State of Libya, regarding the motives, fighting corruption, bureaucracy and centralization
are among the most important motives, not to mention that the availability of these
services will contribute to the unification of the Libyan state and will reduce the current
centralization problem in the capital, Tripoli. Libya, from an economic point of view, is
a vast country, and it is not possible to provide all government services in Libya, the most
beautiful of them, and it has large financial expenses. As for the obstacles, they are human
resources and their weaknesses, the institutional building of Libyan institutions, and most
institutions depend on people, and everything changes based on people. The absence of a
national strategy is also an obstacle. Working as a platform for digital transformation is a
failure. Building an integrated environment is very important for the success of digital
transformation in Libya. The fact that the general Libyan culture is not in line with the
foundations of digital transformation.
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Interview Code 18 Translated to English

An inventory of all government-affiliated institutions has been created, a completely
modern and crucial step in the business management process. For the most part, there are
clear laws and procedures in Libya, but the chaos in the government sector is a never-
ending cycle of chaos. Libya's institutions are entirely reliant on its citizens. We will find
a good administration, which means that it is completely empty if the quality of his
management distinguishes the person in charge of the administration. The inability of
administrative leadership stems from the concept of technocrats and the civil service
system. "You can deliver if you follow the book." Direct contracting is a contract at the
ministerial level that requires the approval of the Council of Ministers, and it is considered
one of the doors to rampant corruption. The absence of consultants and experts in the
Council of Ministers, as well as the recent absence of a special minister in the
communications sector, contributes to the passage of technology-related contracts and
projects without proper scrutiny. Whether it's through procurement or consulting
contracts, the doors to corruption are always open. On the other hand, due to a lack of
good governance, the government sector is experiencing a deficit and a severe need.
People who take the country's leadership are the wrong people, especially in the last ten
years. The majority of institutional leaders lack relevant experience in their fields. Rather,
their promotion of tribal and political quotas, as well as their opposition to the system,
were the reasons for their appointment, and there is a pattern of similarity in the mandate
system across several government institutions due to the lack of a procedural guide for
government institutions. One of the main causes of corruption in the public sector is the
budget for the technology sector, which is why we are focusing on standardisation. The
public sector is technologically blind, and there's a big problem with not building on
previous efforts because everyone is starting from scratch. There's also a problem with
documentation and archives, which means that even if there were previous initiatives and
strategies, they'd be worthless if they weren't archived and documented in records.
Monopoly in the state is harmful to the private sector; there are passionate and
experienced youth, and this is their chance now; however, the problem with the entity
being a rentier state as a result of mismanagement of the public sector restricts the supply
of services to the public sector only, lowering quality and value, and preventing citizens
from accessing the Internet. We worked on a number of regulations and draft laws, but
they were all stalled due to Libya's legislative political division. In 2013, the fire network
experienced four-day outages every four days, and in 2014, the outages increased to twice
daily as a result of Libyan instability, which is harmful to Internet services. The
preparation of nearly 30 post offices around Libya and the training of employees to
provide government services to citizens as part of the one-stop Government to ensure
inclusion and access to all citizens, regardless of their educational level or extent of
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Internet access, was one of the success stories witnessed in 2014, in parallel with the
Ministry's work in studying the situation and initiating various projects. In the same year,
the (National Information Safety Authority) was established to be the fortress, protector,
and responsible for these affairs, as a result of the successes of work toward digital
transformation and the development of a national strategy. Because telecommunications
companies are based on commercial law, decision-making is easier, faster, more flexible,
and up to date, as opposed to government institutions, which must go through the full
documentary cycle, as is the case in procurement. As a result, the government sector must
be included in the Ministry's plan and approved by the Council of Ministers, followed by
the Legislative Council. The following are the relevant authorities: Ministry of Finance -
Council of Ministers - Parliament - Ministry of Planning - Central Bank of Libya - Audit
Bureau - Administrative Control - Ministry of Finance - Council of Ministers - Parliament
- Ministry of Planning. The amount disbursed is determined by the type of project, with
development projects requiring Ministry of Planning approval and the rest requiring
Ministry of Finance approval. In general, there is no coordination between government
institutions, including no protocols for direct communication, which the Ministry cannot
impose; the Council of Ministers must do so, and any communication between institutions
is limited to personal acquaintances. We have drafted a proposal for a national data centre
with communication standards, as well as a number of bills, but due to the absence of the
Legislative Council, they have yet to be implemented. The weakness of leaders and the
lack of modern regulations and standards for these issues are considered among the most
serious problems among institutions, resulting in poor outputs and citizen dissatisfaction
with the service, preferring to return to paper and pen. Change is critical - managing
change is critical - because Libyan leadership, as well as management, including
planning, follow-up, and other functions, is a serious problem, necessitating the hiring of
politicians to run the country. Many laws must be amended, as well as governmental
stability and reform.
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Interview Code 19 Translated to English

The program was initially launched as an initiative of the Ministry of Communications in
2011 under the name "Libya Electronic Initiative". The Council of Ministers adopted the
initiative and established the General Administration of Electronic Services by Cabinet
Resolution (360-2012) to be responsible for developing the initiative into a practical and
executive program. The program was approved in the name of the Electronic Services
Program by the Council of Ministers pursuant to Resolution (99 of 2013). The program
is administratively affiliated with the Communications and Informatics Authority, under
the management of the General Administration of Electronic Services. Definition of the
electronic services program, the official name of the Libya e-initiative. It was established
by the Council of Ministers in accordance with Resolution (99 of 2013) and is supervised
by a higher committee formed of ministers and managed by a steering committee of
deputy ministers and stakeholders, based on a recommendation from the General
Administration of Electronic Services after discussions with the company. In charge of
developing the executive strategy for the initiative. The Higher Committee responsible
for the governance of the e-services program: Deputy Prime Minister for Technical
Affairs - Minister of Communications and Informatics - Minister of Finance - Minister of
Planning - Minister of Labour and Rehabilitation - Minister of Economy - Minister of
Local Government - Minister of Interior - General Coordinator of the Decision Support
Office in the Council of Ministers. The Steering Committee for Project Management:
Undersecretary of the Ministry of Communications and Informatics - Undersecretary of
the Ministry of Labour and Rehabilitation - Coordinator of the e-government in the
Decision Support Office in the Council of Ministers - Director of the General
Administration of Electronic Services - Representative of the Economic Development
Council - representative of the General Information Authority. Phases of Implementation
of the Electronic Services Program: The Ministry of Communications and Informatics
contracted with PwC PricewaterhouseCoopers, a global consulting firm, and developed a
strategic plan to implement the program at a cost of approximately $3.5 million. The e-
services program strategy development project started in mid-2013 and practically ended
in mid-2014. The program's Higher Committee approved the outputs of the strategy
development project at its last meeting on July 23, 2014. The e-Libya program aims to:
To improve, facilitate and consolidate the relationship between the citizen and
government institutions - Increase transparency and reduce corruption - Activate
decentralisation in the provision of services - Reduce bureaucracy and complexity in
government procedures - Contribute to the development of the private sector in the areas
of communications and information technology and strengthen the economy - Maximum
use of investments Government in information technology projects by providing joint
systems instead of implementing them in every government agency - Focusing on
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providing electronic government services regardless of the service provider - Increasing
the efficiency and productivity of government employees. The role of the e-Libya
program in supporting beneficiaries and stakeholders: Facilitating communication
between citizens and government agencies - Establishing service delivery centres close
to the citizen - Activating different channels of communication and informing citizens of
developments - Providing the necessary information for the business sector in an easy and
effective manner - Contributing to the development of the private sector through
participation in the implementation of projects - Providing shared and secure
infrastructure - Providing a national database - Providing a system for managing
government resources - Providing an electronic correspondence system - Providing
infrastructure - Safe technology - Developing and improving services provided to
beneficiaries - Developing the capabilities of government employees who provide
services - Raising the United Nations index For e-government readiness - launching new
projects that contribute to the development of the economy. The purpose of the project is
to develop an implementation strategy for the program based on international best
practices and the latest technologies.

Work began on developing the strategy in May 2013 in collaboration with the consultant
PwC. The e-services program is a national program that seeks to implement e-government
in Libya and has an implementation strategy to achieve this. The role of the General
Administration of Electronic Services in supporting the transformation of electronic
transactions within the authority. The administration took the initiative to make electronic
transactions and the provision of services a part of its work concept. It also organised
some internal training courses in its desire to build the capabilities of its work team
according to the available capabilities. Providing technical and strategic support and
advice to a number of government agencies. The most important challenges: the non-
convening of the Higher Committee and the Steering Committee of the program (the last
meeting of July 23, 2014) - Governance: the overlapping of functional tasks and
competencies with other government agencies - The absence of government support for
the program since 2014 - The lack of the necessary budget and resources.
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Interview Code 20 Translated to English

The public sector is a disaster, particularly in terms of procedures and human resources.
Libya's government sector can be divided into two parts: a highly developed sector that
includes the oil and banking industries, and a communications sector that has been
incorporating information technology for a long time through foreign partners since the
late 1970s and has a variety of particularly good applications. The rest of the government
sector is regarded as lacking in terms of information technology localisation, as it is only
used for editing, text processing, and archiving. Due to banking procedures, all
government institutions have a payroll system. In addition, the High Electoral
Commission employs information technology in all aspects of its operations. The lack of
legislation governing digital transactions, as well as tight budgets, are both barriers to
digital transformation. There are numerous measures that can be taken to address digital
transformation, but the current situation is insufficient. Digital transformation is also
hampered by a lack of policies and strategies. The Libyan Standards Centre included
some policies related to the use of technology prior to 2011. Nearly 300 ISO standards
have been developed, and all of these standards are considered mandatory implementation
in the governmental framework, according to the law. Unfortunately, governments were
and continue to be unconcerned; digital transformation is not a priority; the country has
other basic needs; the civil war destroyed infrastructure; and the Government cannot
justify spending on digital transformation when it fails to meet the citizens' other needs.
Especially in light of the Cabinet's lack of vision. Before 2011, the results were better and
more accurate than the PwC project's outputs. One of the barriers is the government
employee's mentality and lack of interest in the public good and public funds. The lack
of a legal framework for digital transformation, as well as a lack of political will for digital
transformation, is a major issue. You can count on the private sector to help with digital
transformation. Technology is not seen as a factor in enabling government work in the
public sector. Employees used to corrupt technology because they saw it as their
adversary, but that is no longer the case, especially given the high reliance of work on it.
Parallel to the conflicting tasks of these institutions, the lack of a procedural guide for
government institutions is a problem. The lack of security, impunity, and the spread of
corruption are all factors that stymie digital transformation. For government institutions,
there is no procedural guide, and the Administrative Contracts Regulation is one of the
roadblocks to digital transformation. It is not possible to pay a value for technology needs
in instalments and adhere to the Administrative Contracts Regulation's payment terms.
Any technological advancement, such as easier access to information on the Internet,
makes people happy. If the incubation environment and appropriate funding are available,
the competencies exist. Education lags behind technology, and most citizens' current
usage is restricted to social media. In Libya, there is a significant divide between
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generations when it comes to the use of technology. In this regard, civil society plays an
important role in developing and presenting proposals as well as educating citizens.
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Interview Code 21 Translated to English

Libya's government sector is behind the times in comparison to similar countries around
the world, and our problem is a lack of human resources. Despite the fact that the
communications sector, the industrial river, and oil are technologically advanced sectors
thanks to consultants and foreign partners, the rest of the government sector institutions'
relationship with technology is limited and limited only to the use of text editing
programs. Having a computer in the office reflects a high social level because many
people consider it to be part of the furniture. There is no unified database in Libya, and
sensitive institutions like the Ministry of Interior and Défense lack integrated information
systems to meet their needs. As a result, all digital government projects are considered
separate islands from one another and do not communicate with one another; each project
begins from the beginning. Our lack of awareness of the flaws and problems with digital
transformation is due to our failure to begin our real journey in digital transformation
because many are opposed to the use of technology because it fights corruption and
reduces fraud, but the other problem is that executive agencies, the Government, and
those headed by them are technologically backward and rarely care about issues of digital
transformation. The legislative aspect of the operation becomes a solution to the problems
that arise on the ground. Technology is confined to peripheral devices today, as there is
no institutional work, infrastructure, or updated national data, and everything that is done
is the result of personal efforts and judgments, as the political division has made the
Government's implementation so selective that principles such as conflict of interests are
not important to it, and in this matter, The Audit Bureau tries to impose some restrictions
and conditions, but weakly, as the entire governmental process is based on personal
efforts and judgments, and everything that is done is the result of personal efforts. In
Libya, the private sector has the ability to implement digital transformation. The
Information Technology Centre was established prior to 2007, and it is regarded as one
of the most significant quick victories in the field of digitisation, as the construction of a
citizen database and subsequent complementary projects began. In 2012, a grant was
distributed to Libyan families using a paper-based system, with an estimated error rate of
10% of the total grant value; this percentage was sufficient to lay a solid foundation for
Libya's digital transformation. In general, success may have been limited after 2011 and
not visible at the government level, but citizens have become more interested in and use
of technology, and it is now seen as a tool for putting pressure on the Government to
accelerate the digital transformation process. Furthermore, citizens have a high
acceptance of electronic services and a great opportunity to benefit from the Corona
pandemic; people have a high ability to learn, and when the benefit of these services
reaches them, they will trust them as a method of work and dealing, and they are confident
that technology will guarantee their right and comfort; however, our problem is that our
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problem is that our problem is that our problem is that our problem is that our problem is
that our problem is that our problem is that our problem is that our problem is that It is
rooted in the Government's mentalities, as well as the administration's and employees'
weaknesses. For example, we find that the private sector prefers competition and keeping
up with the latest developments by following each other. As a result, we discover that
Libya has a competitive mentality that can be used to promote digital transformation. The
issue is solely with government employees and their belief that it is state money and
therefore unimportant, in contrast to the private sector, which is more concerned with
financial resource management. The current laws are capable of laying the foundations
for digital transformation, but the real forms are found in their application, so the solution
is to look at other countries' experiences and devise a strategy that takes into account
several factors, such as political stability, will and successful management, and the
imposition of transformation by senior administrations. The new laws on electronic
transactions and cybercrime are just the beginning, and we hope to get more feedback
from experts in the future so that we can improve them.
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Interview Code 22 Translated to English

Libya is a land of missed possibilities, and all of the elements are in place. We started the
transformer with the Libya electronic portal, which began by giving procedural guidance
for the Libyan Government before expanding out into portals for health, business,
education, and so on.) The lack of integration amongst government entities, as well as the
lack of consistent policies and models, as well as procedural evidence, were the most
concerning issues at the time. The previous project, which was aimed at creating a
database for Libyan citizens to be used later in various services, starting with the
processing of the electronic identity card, was fought hard before 2011, and the
experience before 2011 is better than the current project, because the previous project was
aimed at creating a database for Libyan citizens to be used later in various services,
starting with the processing of the electronic identity card. In the passport control system,
the civil status system, the digital file (automatic number), and paper documents, there
were large mechanisms to correct the data in an orderly manner by comparing the data
with reference databases, and any error in the data was corrected by the arrival of the head
of the family after taking certain measures in particular, the current problem. The Libyan
citizen is not identified electronically. The national number project after 2011 has nothing
to do with the previous project; the current project was established as a means to complete
the issuance of passports at the outset, and the data is solely based on the civil status
system, with no real mechanisms to verify the data, such as periodic reports that warn of
the presence of false numbers. And it's all due of the lack of a biometric identifier. The
lack of a road plan and government strategy for digital transformation is a major issue, as
it is their responsibility to clarify the specialities of all government organisations. The use
of technology in Libya is highly disparate; the telecommunications sector is excellent, but
the rest is not; the reason for this weakness is a lack of budgets allocated to technology in
previous years; and, of course, the lack of human resources stems from a lack of
procedural evidence, randomness at work, and the lack of the concept of institutional
work. True, Libya has a reasonable communications assessment, but the lack of
integration and strategy in government work toward digital transformation is the issue,
and every time a new government comes in and promises the people that it will work on
digital transformation and government reform, it dissolves in the state's daily and political
problems. Because there is no mechanism for technology, some items, such as software
licensing, cannot be made in a public bid and more than one offer is being made
exclusively from one side, there is a need to alter software procurement policies. When
you compare the number of experts to the number of government institutions, it is illogical
for all government institutions to have Technology-specific competencies. There is no
integration, no government data centre, no central government work, and no central
government work that helps to attract and advance good expertise and provide great
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efforts and funds to the Government, because it is illogical for all government institutions
to have Technology-specific competencies. Cybersecurity is a serious issue that is
currently receiving little attention. There is no legal framework, no electronic security or
protection for users, and no electronic transactions. The latest statement published by the
House of Representatives demonstrates the lack of coordination and integration in Libyan
institutions. The General Information Authority has a national database that links
communications with passports and a photo for each citizen, but there is no link with civil
status. This issue requires will and imposition from higher authorities, as some
departments and institutions refuse to cooperate. Cabinet Decision 2-2018 gave the
General Information Authority administrative powers over databases. The Libya e-
initiative is a project that aims to improve the lives of Libyans The most recent meeting
was on 6-2014, and the ministries have shown no interest in following up, despite the fact
that the meeting produced numerous key outcomes from which everyone may benefit.
However, given political instability and government fragmentation, how feasible is it to
develop an integrated government digital transformation? It is possible to concentrate on
smaller projects in order to make them more sustainable. Libya's private sector is quite
good at supplying gear. In terms of software, there are no significant institutions that can
be trusted, there is no genuine investment in this area, and they all rely on government
contracts and will be affected by their termination. In terms of education, the outcomes
are to some extent reasonable. If given the chance, there are institutions and youth who
have great potential. Education now is not the same as it was in the past, and there are
alternatives. The main thing is that learning may be made simpler and easier using the
Internet. Libya is a land of squandered opportunities. The topic of e-governance is not
new to Libya or the rest of the world. Budgets were present, but the problem was a lack
of desire, management, and political stability.
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Interview Code 23 Translated to English

In Libya, there is no public sector; most employees arrive on time but are unproductive;
according to the Audit Bureau's report from last year, employee productivity reached 15
minutes per day, and I believe it is lower. The majority of government decisions are made
on the spur of the moment in response to political or public pressures. Governments are
governments of reactions, not deeds, and the majority of these reactions are not
investigated. Public and political pressures are more important than technocratic research
and opinions, preserving the law, combating corruption, and preferential nepotism for
certain people over others. There is no digitisation in the government sector, and what
exists now are only personal endeavours motivated by political motives, political strife
embedded in everything, even government digitisation efforts. Regrettably, there are no
standards, nor is there any understanding of the significance of these norms in the first
place. Some institutions lack basic services such as data retrieval centres. There is no
strategy for preparing infrastructure, and many government organisations' infrastructure
preparation operations are handled by the building preparation department. This
department lacks professionals, and it buys on the basis of the lowest price rather than
examining actual needs. Bragging and project launch parties are vital in electronic
services, but there is no follow-up or interest in follow-up. Essentially, these services are
employed to achieve swift political triumphs. Although technology is used, it is
impossible to establish whether it is used in the government sector. Because the high
leadership is uninformed of the relevance of technology or its details, everyone is
randomly involved in the digitisation process without giving the baker bread. In recent
years, success stories in digital transformation and digitalisation have been scarce. In
comparison to other schemes, the Marriage Facilitation Fund and the recent passport grant
are regarded relative success stories. To grant newly married couples, more than 80% of
the work procedures have been digitised; the data is automatically and directly validated
with the relevant authorities in the civil registry upon submission. This system established
the concept of recording transaction status, which was nearly non-existent in prior Libyan
efforts, and it is the first time this system has come close to being implemented.

Unfortunately, there has been no clear procedural proof during the development of this
and other projects, all of which are still in the experimental stages. Corruption and a lack
of connection with specialists are the main reasons for the Government's failure to provide
services. Non-specialists typically make purchases without first assessing the demands or
idiosyncrasies of digital system acquisitions. I saw no reluctance to use technology in the
government sector or among employees; everyone understands that it is a tool to make
life easier and boost productivity. Productivity was increased from roughly 600
transactions per working day to 6000 transactions per working day in the Marriage
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Facilitation Fund project, for example. The employees were first pleased. Due to a lack
of professionals and particular restrictions, procurement methods have become an issue,
and the Government is focused on achieving political goals rather than serving citizens.
Human resource capabilities are lacking in the government sector, and no cadres are
aware of the reasons for the execution of digital transformation in the first place. Most IT
employees work on a haphazard basis, with no regard for policies or standards. Most fresh
graduates do not find an expert to assist them and explain the work to them when they
attend a government institution to work, therefore they work on a haphazard basis. There
are no true training plans for public sector employees, but they are all simple basic
activities that provide no tangible outcomes and cover themes that are considered
outdated. Our competencies are the consequence of their enthusiasm, not their education
outputs. In terms of technology, Libyan educational outputs do not fulfil market demands
and are out of step with the rest of the globe. The lack of implementation of government
decisions to split the civil registration database, where the government decision says that
the database is at the General Information Authority and its management is at the civil
register, is regarded a major problem. Unfortunately, the base is presently in the civil
registry, which lacks the technological expertise to administer it, causing complications
and making it difficult to link with it. The confrontations between the institutions are
mostly motivated by a desire to monopolise the service and the imposition of power to
improve bargaining positions, and they are budget related. If a data audit is conducted, it
is possible that the database will appear wrong when it is given over to other parties.

There are no laws that support digital change. Current laws, on the other hand, obstruct;
electronic transactions are not legally permitted, and all electronic transactions must be
conducted in tandem with paper transactions in order to be legal. The Government has
recently begun to give electronic services, such as grants for the husband and children,
reservations for government items such as cement, and the ability to get a criminal status
certificate electronically. The public's understanding of how to use technology has begun
to grow. Any new services are well received by citizens, but citizens have little faith in
government e-services. This is the outcome of earlier failures, particularly Libyans'
experiences with the banking sector, which causes people to reflect their terrible banking
experiences on any government e-service. In general, the private sector's presence as a
provider of technology services is limited, and its experience is limited. Its services are
restricted to the Government. It is also out of touch with modern technology, and it learns
as it goes along with its initiatives. The processes of developing technological projects in
Libya are all improvised; there is no need for analysis or precise specifications. This is
due to the urgency and a lack of knowledge of the standard procedure; standard work
takes time, which contradicts the political goals of the Government's stakeholders.
Decision-makers are uninformed of the real-time requirements and methods required to
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construct a sound project, and their only interest in digital transformation stems from
political motivations. Education and human resources are the most pressing issues, as is
the Libyan employee's mentality, which is founded on the state's rentier economy, in
which the Government gives everything. Another issue is the pay disparity between
technology employees and other public sector employees; this issue, combined with low
wages, drives talent to the private sector and away from the public sector. At the moment,
we are supposed to concentrate on infrastructure and human resources, as well as the
necessity to construct a uniform and central infrastructure and a government database, as
it is nonsensical for each institution to create a database that costs millions of dollars to
run modest initiatives. The failure to build on prior efforts and plans is a big issue. Every
new management wants to credit his or her accomplishment to themselves, which forces
them to start over every time.
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E. Survey Results

Identifying Drivers and Barriers of e-government implimnations in The Public Sector —
Libya
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Technological Factors: (1: Less Likely, 5: Most Likely)

M How would you rate the quality of ICT infrastructure in Libya?
M How confident are you in your ability to use ICT and e-government services?
B Towhat extent do you believe the available technology in Libya supports e-...

Minimum Maximum Mean ..Std Variance = Count
Deviation

1.00 500 214 0.97 0.95 219

1.00 500 3.34 1.48 2.18 219

1.00 500 230 0.98 0.97 217

Total

82 2648% 58 411% 9 274% 6 219

33 20.09% 44 15.07% 33 33.33% 73 219
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1. Organizational Factors: (1: Less Likely, 5: Most Likely)
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organization?
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B How effective is the leadership in promoting e-government adoption in your ...
B How supportive is your organizational culture towards the adoption of e-gov...
B How would you rate the availability of resources and support for implementi...
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I11.  Environmental Factors: (1: Less Likely, 5: Most Likely)
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How much do you believe
political stability in Libya
affects the adoption of e-
government initiatives?

How familiar are you with the
legal framework and
regulations related to e-
government in Libya?

Question

How much
do you
believe
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adoption of
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11.32%

24 10.38% 22

B How much do you believe political stability in Libya affects the adoption o...
B How familiar are you with the legal framework and regulations related to e-...

Std Variance
Deviation

Minimum Maximum Mean Count

1.00 500 3.85 1.41 1.98 212

1.00 500 239 1.29 1.65 208

Total

8.49% 18 21.70% 46 48.11% 102 212
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IV.  Performance Expectancy: (1: Less Likely, 5: Most Likely)
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B How beneficial do you find e-government services in improving efficiency, t...
B In your opinion, do e-government services provide accurate and up-to-date ...
B To what extent do you believe that e-government services can help reduce er...
B How likely is it that e-government services will improve communication betw...
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How beneficial do you find e-
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quality?

In your opinion, do e-
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accurate and up-to-date 1.00 5.00 3.85 1.34 1.80 215
information compared to
traditional methods?

To what extent do you believe
that e-government services can

. 1.00 500 4.16 1.12 1.25 213
help reduce errors in
government-related processes?
How likely is it that e- 1.00 500 433 1.11 124 213

government services will
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V. Effort Expectancy: (1: Less Likely, 5: Most Likely)

B How easy is it to use and access e-government services in Libya?
B How easy do you find it to learn and use e-government services?
B How intuitive and user-friendly is the interface of the e-government platfo...
B In your opinion, how well do e-government services cater to users with diff...
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Field = Minimum Maximum Mean . .Std Variance Count
Deviation
How easy is it to use and
access e-government services 1.00 5.00 231 1.19 141 156
in Libya?
How easy do you find it to
learn and use e-government 1.00 500 3.24 1.37 1.88 156
services?
How intuitive and user-
friendly is the interface of the 1.00 500 274 1.25 1.57 155
e-government platform?
In your opinion, how well do
e-government services cater to 1.00 500 258 112 1.26 153

users with different levels of
technical expertise?
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29.03%

34.64%

40

37

45

53

14.10%

27.56%

17.42%

13.07%

22

43

27

20

3.85%

21.15%

10.32%

5.88%

33

16

289

Total

156

156

155

153
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VI.  Social Influence: (1: Less Likely, 5: Most Likely)

B How often do you observe others using e-government services in your social ...
B How strongly do you feel the societal pressure to adopt e-government servic...

[¥3]

B How much influence do your peers or superiors have on your adoption and use...
3 B To what extent do your friends, family, or colleagues encourage you to use ...

ARk A

Field Minimum Maximum Mean ..Std Variance = Count
Deviation

How much influence do your
peers or superiors have on your
adoption and use of e-
government services?
To what extent do your
friends, family, or colleagues
encourage you to use e-
government services?
How often do you observe
others using e-government
services in your social or
professional network?
How strongly do you feel the
societal pressure to adopt e- 1.00 500 251 1.39 1.93 152
government services?

1.00 500 297 1.28 1.64 153

1.00 500 292 1.43 2.06 154

1.00 500 2.63 1.24 1.54 153



Question

How much
influence do
your peers or
superiors
have on your
adoption and
use of e-
government
services?

To what
extent do
your friends,
family, or
colleagues
encourage
you to use e-
government
services?
How often
do you
observe
others using
e_
government
services in
your social
or
professional
network?
How
strongly do
you feel the
societal
pressure to
adopt e-
government
services?

16.99%

24.03%

22.88%

34.21%

2
26 18.95%
37  16.88%
35 24.84%
52  19.74%

29  28.10%

26  20.13%

38 28.10%

30 17.11%

43  22.22%

31 20.78%

43  15.03%

26 18.42%

5
34 13.73%
32 18.18%
23 9.15%
28 10.53%

21

28

14

16

291

Total

153

154

153

152
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VII. Facilitating Conditions (1: Less Likely, 5: Most Likely)

E
I
I
I
+

B How would you rate the availability of resources, training, and support for...

B How available and reliable is the technical support for e-government senvic...
B How accessible are e-government services through various devices (e.g.. sma...
B Do you think there are sufficient resources (e.g., tutorials, help desks) t...

[¥3]

(RN
BEAGERE0

Field Minimum Maximum Mean ..Std Variance = Count
Deviation

How would you rate the
availability of resources,
training, and support for using 1.00 500 197 1.05 1.10 154
e-government services in
Libya?
How available and reliable is
the technical support for e-
government services in case
you face any issues?
How accessible are e-
government services through
various devices (e.g., 1.00 500 259 1.34 1.79 154
smartphones, tablets,
computers)?
Do you think there are
sufficient resources (e.g.,

1.00 500 1.85 1.01 1.03 151

1.00 500 192 1.14 131 153



tutorials, help desks) to assist
you in using e-government

Question

How would
you rate the
availability of
resources,
training, and
support for
using e-
government
services in
Libya?

How available
and reliable is
the technical
support for e-
government
services in
case you face
any issues?
How
accessible are
e-government
services
through
various
devices (e.g.,
smartphones,
tablets,
computers)?
Do you think
there are
sufficient
resources
(e.g., tutorials,
help desks) to
assist you in
using e-
government
services?

services?

42.21% 65 30.52% 47 18.18% 28 6.49% 10

50.33% 76 23.18% 35 1921% 29 596% 9

26.62% 41 24.03% 37 27.27T% 42 7.79% 12

48.37% 74 27.45% 42 1438% 22 3.92% 6

2.60%

1.32%

14.29%

5.88%

22

9

293

Total

154

151

154

153
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VIIl. Expected Barriers (1: Less Likely, 5: Most Likely)

R —
B —
B Human Resource |\ People
B Data & Technology Infrastructure
_ M Legal Infrastructure
B Cultural & Adaptive Environment
‘ Institutional & Structural Infrastructure
B Strategic Management & Leadership Quality
B Financial Resources
I -
Iy —

Field Minimum Maximum Mean . .Std Variance Count
Deviation

Human Resource \ People 1.00 5.00 3.13 1.40 1.97 151

Data &amp; Technology 1.00 500 3.30 141 199 151
Infrastructure

Legal Infrastructure 1.00 500 321 1.37 1.88 148
Cultural &amp; Adaptive

Environment 1.00 5.00 3.03 1.40 1.95 149

Institutional &amp; Structural 1.00 500 343 143 206 148
Infrastructure

Strategic Management &amp; 1.00 500 3.54 1.49 221 147

Leadership Quality
Financial Resources 1.00 5.00 2.88 1.45 2.09 147



w

Question

Human
Resource \
People

Data &
Technology
Infrastructure
Legal
Infrastructure
Cultural &
Adaptive
Environment
Institutional
& Structural
Infrastructure
Strategic
Management
&

Leadership
Quality
Financial
Resources

16.56%

16.56%

17.57%

20.13%

15.54%

17.69%

23.81%

25

25

26

30

23

26

35

19.21%

11.26%

10.81%

14.77%

12.16%

8.16%

19.73%

29

17

16

22

18

12

29

22.52%

25.17%

27.03%

27.52%

17.57%

13.61%

21.77%

34

38

40

41

26

20

32

17.88%

19.21%

22.30%

16.78%

22.97%

23.81%

14.29%

27

29

33

25

34

35

21

23.84%

27.81%

22.30%

20.81%

31.76%

36.73%

20.41%

36

42

33

31

47

54

30

295

Total

151

151

148

149

148

147

147
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Expected Drivers (1: Less Likely, 5: Most Likely)

[==]
=
[==]
[t
[a=]
L
[=]
I
=]
[¥3]
[==]
L=1]
L]

Field Minimum Maximum

Reduce costs

Increase quality of service
Political will \ Election
Social public pressure

Public sector reform

Increase transparency and
accountability

Reduces corruption

1.00

1.00

1.00

1.00

1.00

1.00

1.00

5.00

5.00

5.00

5.00

5.00

5.00

5.00

Mean

3.88

4.16

3.81

3.49

3.93

4.08

4.17

B Reduce costs
B Increase quality of service
B Political will \ Election
B Social public pressure
Public sector reform
M Increase transparency and accountability
B Reduces corruption

Deviatist;cg Variance ~Count
1.21 147 127
1.17 138 127
129 166 125
1.40 196 125
1.32 175 126
1.32 1.74 125
1.31 171 125



Question

Reduce costs

Increase
quality of
service
Political will
\ Election
Social public
pressure
Public sector
reform
Increase
transparency
and
accountabilit
y

Reduces
corruption

7.09%

5.51%

7.20%

12.80
%
11.11
%

10.40
%

10.40
%

= AR OFRL ©

w

[N

7.09%

6.30%

11.20
%
12.80
%

3.97%

3.20%

2.40%

g oo

16.54
%

10.24
%

17.60
%
21.60
%
12.70
%

11.20
%

8.80%

OO, NN NN w =N

[y

29.13
%

22.83
%

21.60
%
18.40
%
25.40
%

18.40
%

16.80
%

NWWN NN ©O© N ~ w

40.16
%

55.12
%

42.40
%
34.40
%
46.83
%

56.80
%

61.60
%

©O© o011 wh~ wao o = o

~

~
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Tota

127

127

125

125

126

125

125



X. Demographic Information:

o How old are you?

Under 15

13-24 years old

25-34 years old

45-54 vears old

55-64 years old

65+ years old

Field Minimum

How old are you? 1.00

Maximum

7.00

Answer

Under 18
18-24 years old
25-34 years old
35-44 years old
45-54 years old
55-64 years old

65+ years old

Total

Std Deviation

1.14

%

0.68%

14.38%

33.56%

29.45%

15.07%

6.16%

0.68%

100%

Variance

131

298

Count

146

Count

21

49

43

22

146
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o What is your gender?

Prefer not to say ‘
| | | | | | | | | |
0 10 20 30 40 S0 &l T0 &0 a0 100 110
Field Minimum Maximum Mean  Std Deviation Variance Count
What is your gender? 1.00 3.00 2.68 0.48 0.23 146

Answer % Count

Prefer not to say 0.68% 1
Female 30.82% 45

Male 68.49% 100

Total 100% 146



o What is your level of education?

No formal education

Primary education

Secondary education

Viocational or
technical training

Associate degree or
diploma

Master's degree

Doctoral degree or

equivalent
| | I | J |
0 10 20 30 40 a0 L]
. - . Std
# Field Minimum Maximum Mean _—
Deviation
What is your level of
1 education? 1.00 8.00 6.16 0.91
# Answer %
1 No formal education 0.68%
2 Primary education 0.00%
3 Secondary education 1.37%
4 Vocational or technical training 0.68%
5 Associate degree or diploma 8.90%
6 Bachelor's degree 59.59%
7 Master's degree 23.29%

300

Variance = Count

0.84 146

Count

13

87

34
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Doctoral degree or equivalent 5.48% 8

Total 100% 146
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o Inwhich sector do you work?

Public Sector

Government owned

Enterprise

Private Sector

International
Organisations
Company

Mot for profit
organisation

Unemployed
| | | I | | | |
0 5 10 15 20 25 30 k1Y 40
. - . Std .
Field Minimum Maximum Mean L Variance = Count
Deviation
In which sector do you 1.00 700 305 158 249 147
work?
Answer % Count
Public Sector 21.77% 32
Government owned Enterprise 25.17% 37
Academia 4.08% 6
Private Sector 29.93% 44
International Organisations \ Company 15.65% 23
Not for profit organisation 1.36% 2
Unemployed 2.04% 3

Total 100% 147

Academia -



F. The Informed Consent Form

Front Page

LEUVEN

FACULTY OF SOCIAL SCIENCES f 2%,
DEAN’S OFFICE SIS
PARKSTRAAT 45 BOX 3600 H
3000 LEUVEN, BELGIUM Lo
U™

INFORMED
* CONSENT

Please read this informed consent document carefully. Make sure to pose all your clarifying questions about the
research before participation.

Information about the research project

Provisional title:  ldentifying Drivers and Barriers of Digital Transformation in The Public Sector — Libya as
a Case Study.
Institution(s): KU Leuven, WWU Minster and Tallinn University of Technology.

Researcher: Amged B Shwehdy (M.Sc. in Public Sector Innovation and e-Governance (Pioneer), Graduate
Student)

Contact: amgedb.shwehdy@student.kuleuven.be

Supervisor: Prof Dr. Ing. Joep Crompvoets (Professor, KU Leuven)

Research Objectives and Methodology

The primary aim of this research is to identify and analyse the drivers, barriers, and challenges associated with e-
government implementation in developing countries, using Libya as a case study where it will help in building a
proper understanding of the current status of the State of Libya’s digital transformation and e-government initiatives
and strategies, their drivers, and the barriers they face in their journey. The research will use a mixed-methodology
approach, conducting simi-structured interviews for the qualitative part and distributing a survey for the quantitative
part.

Research intervention

| am aware that | am asked to participate in a semi-structured interview that will take approximately 40-75 minutes.
The interview will be held online, using video conferencing software or offline. The interview will follow an interview
guide assembled by the researcher but may include additional ad-hoc questions that arise during the interview.
Information

| have received sufficient information about the purpose and methods of this research.
| understand what is expected of me during this study.

Recording

| consent to the interview being audio/video recorded and transcribed into writing to facilitate data processing and
analysis.

Voluntary participation

| understand that my participation in this study is voluntary. | have the right to stop participating at any time. | do not
have to give a reason for this, and | know it will not have any negative repercussions. Taking part in this study does
not involve known risks or inconveniences.
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Back Page

Compensation

My participation offers a voluntary contribution to scientific research and advancement. | know | will not receive any
further reward or compensation for my participation.

General Data Protection Regulation (GDPR)

Under the GDPR, the data collected during the study will be processed based on public interest. This implies that
when you withdraw from the study, any previously collected data can still be lawfully processed and do not need to
be deleted by the researchers. In case a third party acts as a processor of the collected data, it can be requested at
any time to have the processing of the data stopped and, where appropriate, have the collected data deleted.

| understand that some of the data collected for the purposes of this study might be classified as ‘sensitive personal
data’ under the General Data Protection Regulation. | hereby expressly consent to the collection of these data for
the purposes of this study.

Confidentiality

The results of this study can be used for scientific goals and may be published. My name will not be published. The
confidentiality of the data will be protected in all stages of the research.

In the context of transparency in scientific research, the data of this study may be shared with others, such as
researchers from different universities. In that case, only non-identifiable data will be shared. It will not be possible
for others to know that | have participated in this study or to know which data belongs to me.

Dissemination of results

In case you wish to remain updated on any published results of this study, please provide the researcher with an e-
mail address to contact you at:

Contact details

For any questions, concerns, or to exercise your rights (access to or the correction of data, etc.) after participating
in the study, you can contact:

a) The researcher at: amgedb.shwehdy@student.kuleuven.be

b) The supervisor at: joep.crompvoets@kuleuven.be

For any complaints or other concerns about ethical issues relating to this study, | can contact KU Leuven’s Social

and Societal Ethics Committee: smec@kuleuven.be

| have read and understood the information above. | received answers to all my questions regarding this
study. | agree to participate in this study under the conditions set out in this document.

[To be filled out by the respondent] [To be filled out by the researcher]
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G. Declaration of Authorship

| hereby declare that, to the best of my knowledge and belief, this Master Thesis titled
“Identifying Drivers and Barriers of e-Government Implementations in The Public Sector
— Libya as a Case Study.” is my own work. | confirm that each significant contribution to
and quotation in this thesis that originates from the work or works of others is indicated
by proper use of citations and references.

Leuven, 03 August 2023

Amged B. Shwehdy



306



	Abstract
	Acknowledgement
	Content
	Figures
	Tables
	Abbreviations
	1 Introduction
	1.1 Background of E-Government in The Current Era
	1.2 Background of E-Government in Developing Countries
	1.3 Libya as a Case Study
	1.4 Aims and Objectives
	1.5 Research Questions
	1.6 Scope and Limitations
	1.7 Methodology
	1.8 Research Organisation

	2 Literature Review
	2.1 E-Government Definitions and Concepts
	2.2  Digital Transformation in The Public Sector
	2.3 Drivers of E-Government Adoption
	2.4 Barriers and Challenges of E-Government Implementation
	2.5 E-Government in Developing Countries
	2.6 E-Government in WANA Countries.
	2.7 Overview of Previous Studies Conducted on the Topic
	2.8 Summary of The Literature Review

	3 Libya as a Case Study
	3.1 Brief Political History
	3.2 Public Sector Mentalities and Government Structure
	3.3 Digital Infrastructure and Adoption in Libya
	3.4 Digitisation in Libya
	3.5 E-Government in Libya
	3.6 Challenges and Factors of E-Government in Libya
	3.7 Analysis of Key Findings and Themes from Previous Studies
	3.8 Identification of Gaps from the Literature
	3.9 Summary

	4 Theoretical Framework
	4.1 Technology-Organisation-Environment (TOE) Framework
	4.2 Unified Theory of Acceptance and Use of Technology (UTAUT)
	4.3 Combined Model: TOE and UTAUT Integration
	4.4 Adaptation of the Combined Framework to The Libyan Context
	4.5 Summary

	5 Methodology
	5.1 Research Design
	5.2 Data Collection Methods
	5.3 Data Analysis Methods
	5.4 Subjects
	5.5 Ethical Considerations
	5.6 Limitations
	5.7 Validity

	6 Findings
	6.1 Analysis of Quantitative Data
	6.1.1 Administration Aspect
	6.1.2 ICT Infrastructures
	6.1.3 Human Resources
	6.1.4 Digital Literacy and Citizens Adaptation
	6.1.5 Digital Service Availability
	6.1.6 Integration and Competencies
	6.1.7 Partnership with the Private Sector
	6.1.8 Political instability
	6.1.9 Leadership
	6.1.10 Planning and Strategy
	6.1.11 Legal and Regulatory Constraints
	6.1.12 Corruption
	6.1.13 International Collaboration
	6.1.14 Drivers and Motives

	6.2 Analysis Of Qualitative Data
	6.2.1 Technological Factors
	6.2.2 Organisational Factors
	6.2.3 Environmental Factors
	6.2.4 Performance Expectancy
	6.2.5 Effort Expectancy
	6.2.6 Social Influence
	6.2.7 Facilitating Conditions
	6.2.8 Expected Barriers
	6.2.9 Expected Drivers

	6.3 Summary

	7 Discussion and Recommendations
	8 Conclusion
	References
	Appendix
	A. Interview Questions
	B. Survey Questions
	C.  The Interviewees
	D. Interviews Transcription
	Interview Code 01
	Interview Code 02
	Interview Code 03
	Interview Code 04
	Interview Code 05
	Interview Code 06
	Interview Code 07
	Interview Code 08
	Interview Code 09
	Interview Code 10
	Interview Code 11
	Interview Code 12
	Interview Code 13
	Interview Code 14
	Interview Code 15
	Interview Code 16
	Interview Code 17
	Interview Code 18
	Interview Code 19
	Interview Code 20
	Interview Code 21
	Interview Code 22
	Interview Code 23
	Interview Code 01 Translated to English
	Interview Code 02 Translated to English
	Interview Code 03 Translated to English
	Interview Code 04 Translated to English
	Interview Code 05 Translated to English
	Interview Code 06 Translated to English
	Interview Code 07 Translated to English
	Interview Code 08 Translated to English
	Interview Code 09 Translated to English
	Interview Code 10 Translated to English
	Interview Code 11 Translated to English
	Interview Code 12 Translated to English
	Interview Code 13 Translated to English
	Interview Code 14 Translated to English
	Interview Code 15 Translated to English
	Interview Code 16 Translated to English
	Interview Code 17 Translated to English
	Interview Code 18 Translated to English
	Interview Code 19 Translated to English
	Interview Code 20 Translated to English
	Interview Code 21 Translated to English
	Interview Code 22 Translated to English
	Interview Code 23 Translated to English

	E. Survey Results
	F. The Informed Consent Form
	G. Declaration of Authorship


