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Abstract

It has been more than a decade since Government of India initiated Internet and
Communications Technology (ICT) based delivery of services. Along with delivery of services,
ICT has also progressed significantly. Though, governments started ICT enabled services for
attaining effectiveness and efficiency in government administrations and public services, there has
been continuous change in expectations. Several factors are responsible for the changes and some
noteworthy to mention are ICT based government activities in other parts of the world, changing
technologies, human elements, societal trends and information management. Government
scenarios can be broadly classified into Government-to-Citizen (G2C), Government-to-Business
(G2B) and Government-to-Government (G2G). Based on the domains in which these scenarios
operate interactions and complexities vary. Governance in government scenario can be defined as
improving public services, creating democratic processes and strengthening support to public. E-
Governance is congruence of this explanation with governance. Governance involves both
governing and being governed. In doing so, it is essential to consider society, various opinion-
shaping processes, and increase in regulation and policy-making capabilities with other

stakeholders. In other words, interoperability becomes essential to achieve governance.

Interoperability, though initially, defined for technical systems, is extended for organizations.
Interoperability involves interactions between both technical and non-technical (organizations)
systems. Along with interoperation, integration is also essential. To achieve both integration and
interoperation, it is essential to consider E-Governance in three dimensions or views namely
function (“what”), institutional (“who”) and implementation (“how”) (Kubicek, 2011). Technical
infrastructure that E-Governance uses addresses ‘function’ dimension. Committee and officials in

Government comprise ‘institutional’ dimension. However, socio-technical issues arise when E-
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Governance goes through social development life-cycle phases of development, diffusion and
impact. Committee and officials in ‘institutional’ dimension address these issues during
implementation by developing necessary technical and non-technical interoperations. When
interoperability is viewed as layers namely technical, syntactic, semantic and business process
alignment (or function dimension), it defines the four interoperability standards. The fourth layer
comprises organizational, legal and political interoperability layers, actors in dimensions
“institutional” and “implement” define the activities of the fourth layer. As E-Governance moves
through life-cycle phases, it is also subjected to socio-technical transitions. It requires actors in
functional and institutional dimensions to respond appropriately to socio-technical transitions.
Moreover, instead of trying to control these socio-technical transitions managing in these

transitions may be a more appropriate approach (Geels, 2002).

To manage in socio-technical transitions, analysis of these socio-technical transitions is very
essential. Socio-technical transitions have complex dynamics. Therefore, approach not only
provides ontological representation of reality, but also consists of rich analytic and heuristic
concepts. The analytic and heuristic concepts in the approach require capturing the change of an
object or entity triggered by the change of related object or entity. In other words, changes affect
the way in which other object or entity adapts to the environment. Based on the way in which the
object or entity adapts to the environment, its characteristics passed on to successive generations.
The possibilities or the specific patterns, each entity or object follows varies and is based on the
entities nature of being, becoming, existence and the basic categories of being and their relations.
In other words, organizations and society can follow very different adaptations (Witt, 2008).
Nevertheless, the approach used for E-Governance requires capturing both these different

adaptations.
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Along with the adaptations of the object or entities, varied pathways can exist for the socio-
technical transitions (Geels & Schot, 2007). Therefore, the approach also to provide insights into
pathways or trajectories socio-technical transitions can take and provide analytic and heuristic

concepts to capture diverse trajectories.

Organizations use interactions to not only interoperate, but also need to implement actions
required to manage in socio-technical transitions. Therefore, it becomes mandatory to capture the
context in which these interoperations take place. It is also essential to understand the context in
which actors take certain actions. Actors when operating in a network structure are operating with
a wide range of interdependencies (Ford & Hakansson, 2005). Government scenarios fall
exclusively in this category, whereas business scenarios may operate to create a monopolistic
competitive situation for themselves. In network structure, relationships are intensive with
dedicated resources and are a source of multiple problems for both the government and the
participating organizations. Interoperations between government and participating organizations
require their problem solving is compatible with each other. Both want to benefit from their
relationship at least in the long term, and cannot do it simply by exploiting their relationship.
Moreover, when compared to business networks, government interactions may be different

empirically but not analytically (Melin & Axelsson, 2011).

IT programs being change programs, introduction of changes require a consensual approach
else, conflicts can arise. Therefore, a case study research is better suited to capture the conflicts
that arise due to lack of interoperability. Case selection included diverse domains to capture diverse
interoperations and provided different analytical perspectives. Government of India has marked
certain projects with well-defined objectives, scope and implementation guidelines. Author

selected cases to include these projects. Literature on E-Governance studies has numerous
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examples of good practice cases, whereas considering bad-practice cases can provide insights into
undesired side effects or can produce by lack of interoperability. During case selection author
ensured representation of all socio-technical trajectories. Author considered interactions at
operational, organizational, inter-organizational, personnel and governance as unit of analysis.
Evidence collection involved both organizations and individuals. It consisted of interviews,
document-reviews and physical collection of artifacts and contributed to triangulation. Individuals
provided inputs towards ‘how it works’ and ‘why it works’, and obtained from people who hold
managerial positions in government and private enterprises. These persons interface with end-
users and hold responsible positions. Author also gathered organizations policies and outcomes.
Author selected semi-structure interview respondents to ensure representation of all socio-
technical trajectories. Research design ensured all five forms of validity. Author followed case

study approach with critical realism perspective.

To represent all three E-Governance scenarios, author selected 60 cases from multiple domains
and from both private and public as participating organizations. Author arrived at a Multi-Level
Perspective (MLP) approach with rich heuristic and analytic concepts to capture complex
dynamics of E-Governance. Using MLP author considered interplay of developments at various
levels. International/Industrial Marketing Approach (IMP) provided analytic and heuristic
concepts for interactions in network-structure. Author analyzed 60 cases using the two theoretical
approaches and the gathered data. The findings suggest E-Governance in India did consider
interoperability at only technical levels. Author noted enhanced interoperations between
government and participating organization when the participating organization invested in
knowledge management and adaptive capabilities. However, in certain instances with similar

organizations there has also been need for better interactions. However, both government and
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participating organizations have spent huge efforts for “technology-dominated” solution. In cases
that involve inter-woven multiple domains, government used “technology-dominated” solution
with a unique way to align participating organizations. Inter-woven multiple domains involve
numbers of actors, to persuade and socialize usage of ICT other countries utilized similar unique
approaches. However, to take the ICT enablement of routines forward, further actions are required
from both practitioners and information systems researchers. In this research author identified
directions for further actions in form of propositions and schematic representation of constructs
and inter linkages. These propositions and schematic representation of constructs help both
practitioners and government IS researchers. Practitioners can identify pertinent issues and enable
thoughtful resolution of these, whereas IS researchers can identify key issues and advice

practitioners.
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