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Abstract Paper 1

UK government policy has been to exhort local authorities to expand and develop the role of e-government in their provision of services.  One mechanism by which this is achieved is through the development of Implementing Electronic Government (IEG2) statements annually to DETR detailing past progress and future plans.  Whilst much has been achieved in terms of infrastructure, this paper examines some IEG2 statements in one of the counties of the UK (Hampshire) to examine the progress made to date.  Whilst the provision of information online (via websites) and forms on line has been relatively straightforward, the move towards transactions on line has proved to be much more problematic. The relationship between electronic modes of access, quality of service provided and perceptions of quality will be addressed. The paradox of quality of service improvement without a commensurate increase in  perceptions of quality will be addressed, including the possibility that increasing facility of access may create unrealistic expectations that are hard to meet. Some of the difficulties in achieving joined up government are discussed, particularly in areas of local government with long traditions of departmentalism. The paper concludes with an examination of the ways in which target-driven and check-list driven modes of monitoring performance and quality is a central feature of contemporary public administration and points to some of the dangers inherent in such an approach.
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E-Easy: The internal Digital Divide - The Development of e-government within local government and the effects on its culture and employees

The era of E-government will emphasise the role local councils play in helping people access electronic services to involve voters in local decision making. Local government will offer a range of channels, so that the citizen can make a “channel of choice” Key to the programme is public sector staff, public sector employees need to be involved, not just confronted with it. This paper will discuss the issues relating to public sector staff and the internal digital divide offering practical examples within a Local Authority in Hampshire.

Some of the difficulties of suitable levels of skills in Information Technology which could result in the risk of inadequate skills will be developed by examples, from a practitioner’s point of view. Further examples will include, against the backdrop of e-government per se, the need for a better understanding to help reduce some of the uncertainties faced by public sector employees. System Training in the public sector is often an 'add-on' with no input from the people who will work with the processes. Often addressed after new technology purchased, this makes employees anxious about the changes to their work environment. The paper will also include practical examples of the successes and failures

The paper will conclude with a live demonstration of where the Authority is today and where it should be tomorrow.

