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Abstract. A typical e-Government project will undergo an impact as-
sessment several times in its lifecycle. An important aspect of impact
assessment is to measure benefits from the project, especially to the
end-users. Often, when these benefits are measured, projects have posi-
tive scores, but when it comes to voluntary adoption of e-Government
project on a large scale, the rate of adoption is slow. Not all the people
who use it for the first time are willing to continue with the digital al-
ternative. In this paper, we argue that one source of such contradictory
findings is a unitary view of an important construct — benefits. In the
extant literature, the construct — benefits - has been widely regarded as a
single-dimensional construct. We propose that a multi-dimensional ap-
proach to measuring benefits will facilitate the respective government
department to reach out to all the target audience with significant rela-
tive advantage. In order to identify the dimensions of benefits, we use
the theory of Maslow's hierarchy of needs. Accordingly, we propose
five dimensions of benefits which would cater to different kinds of in-
dividuals among the target users.
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1 Introduction

In the domain of e-Government, impact assessment has been an important area of
concern for academicians and practitioners alike (Madon 2004; Bhatnagar & Singh
2010; De 2006; Lin, Fofanah & Liang 2011). Heeks (2008) advocates a five-step
approach to assess an e-Government project - identify the stakeholders, identify each
stakeholder's goals for the eGovernment project, measure the achievement of each
goal, identify other impacts and finally classify the project outcome. The accuracy of
each of the subsequent step is dependent on the preciseness of the previous step. The
first step is relatively simple. In a typical e-Government project, leadership (political
and bureaucracy), government employees, citizens, technology partners, vendors,
businesses, and NGOs are some of the key stakeholders. The next step is challenging.
For instance, not all citizens will have the same expectations from an e-Government
project. Different members of the project leadership would also have different goals



from the project. Each member of this group may value one or more stated objective
of the project. The challenge is to identify the goals for each group such that the goals
of most of the members are reflected in the final list. In this paper, we attempt to cre-
ate one such list of goals for one of the most important stakeholders - the citizens.
Most of the theories related to adoption/diffusion of information systems deal with
expected benefits as a unified construct. In the Delone and McLean success model,
the construct - net benefits follow the use of the system. Similar to the expected bene-
fits in adoption literature, Delone's model also treats net benefits as a unified single
construct. In this paper, we attempt to extend these theories by identifying dimensions
related to expected benefits. We believe that the dimensions of net benefits will also
be the same as that of expected benefits.

Citizens would seek a variety of benefits from a typical e-Government project. Sav-
ings in terms of time, cost, the effort could be a few most commonly desired benefits.
However, not all the citizens would be satisfied with mere savings along these three
dimensions. It is no surprise that when a group of citizens would be asked to evaluate
benefits from an e-Government project on a scale of 1 to 5, some of them would
choose each of these categories on the Likert scale. In this paper, we attempt to ex-
plain this variance with the help of Maslow's hierarchy of needs (Maslow 1943). We
argue that citizens seek benefits from an e-Government project along each of the di-
mension of Maslow's hierarchy viz. physiological, safety, love/belonging, esteem and
self-actualization.

This is a theoretical paper based on conceptual analysis as defined by Jarvinen (1997).
Future work will involve testing the hypothesis developed in this paper. The paper is
structured as follows. We discuss the key theories on the adoption of information
systems. These theories also form the basis of e-Government adoption literature.
Based on this discussion, we highlight the gap in the extant literature. This forms the
basis of our next section - the research question. It is followed by a brief discussion of
the research method. It is followed by conceptual analysis and conclusion.

2 Literature Review

In the domain of Information Systems, a popular research theme has been centred
around the question of acceptance and adoption of digital systems and their continued
use. In this context, several theories have been popular among researchers. Some of
these theories have also borrowed from each other. In the following section, we brief-
ly discuss five such theories.

According to the theory of reasoned action (TRA), individual behaviour in terms of
use of an information system is determined by the behavioural intentions towards
such a system. The behavioural intention is a function of an individual's attitude to-
ward the behaviour and the prevalent subjective norms related to the same (Fishbein
& Ajzen 1975). Among other factors that would influence the attitude towards the
behaviour, expected benefits perceived by individuals would have a significant im-
pact. However, this theory does not explicitly talk about expected benefits to the us-



ers. Theory of planned behaviour (TPB) is an extension of TRA. TPB adds a new
construct - Perceived Behavioural Control - to the list of independent variables (Ajzen
1991). In the context of the information system, perceived behavioural control cap-
tures the individual's perception of the ease with which the new system can be used.
To some extent, this would also capture the expected benefits from the new system.
Similar to TRA, this theory also does not explicitly talks about expected benefits from
the new information systems or from performing a particular behaviour. Technology
acceptance model (TAM) is an adaptation of TRA to the field of Information Sys-
tems. In this model, the two independent variables are replaced by perceived useful-
ness and perceived ease of use (Davis 1989). Both these variables reflect some as-
pects of benefits to the end-users. This theory deals with all different kinds of benefits
at an aggregate level. Variability of perception of expected benefits by the end-users
has not been explored in this theory. We highlight this as one of the key gaps in the
extant literature.

The next evolution in this domain was proposed by Venkatesh et al. (2003). This was
an attempt to consolidate eight existing theories viz., the theory of reasoned action,
technology acceptance model, motivational model, the theory of planned behaviour, a
combined theory of planned behaviour/technology acceptance model, the model of
PC utilization, innovation diffusion theory, and social cognitive theory. The consoli-
dated model was termed as the unified theory of acceptance and use of technology
(UTAUT). In this theory, the dependent variable remains same as TAM, but there is
now a revised list of independent variables - performance expectancy, effort expec-
tancy, social influence, and facilitating conditions - and four new moderating varia-
bles. In UTAUT, expected benefits are captured by performance expectancy and ef-
fort expectancy. In this paper, we argue that these two variables miss out on several
possible dimensions of benefits from an e-Government project.

Delone and McLean (1992) proposed information systems success model first in 1992
and later updated it in 2002-03. Updated Information Systems Success Model (DelLo-
ne & McLean 2002; DeLone & McLean 2003) has three independent variables - in-
formation quality, system quality and service quality - also termed as the quality triad.
The theory highlights that benefits are accrued from the use of information systems.
Use follows the intention to use, which in turn is impacted by the quality triad. An
end-user may expect certain benefits from each of these dimensions of the quality
triad of Delone and McLean. For instance, better usability, extra availability, added
reliability, more adaptability and superior response time are some of the potential
expected benefits from an information system with greater system quality. Similarly,
personalized content, complete information at one place, more crisp and relevant in-
formation, easy to understand data, and information security are some of the expected
benefits from an information system with high information quality. Likewise, service
quality would proxy the expected benefits related to the role of intermediaries, espe-
cially those dealing with the technical aspects of the solution. In this paper, we further
explore these possible dimensions of the construct - net benefits - in the context of an
e-Government project.

Most of the research that follows the above set of theories (like Prybutok et al. (2008);
Bertot et al. (2008)) considers net benefits as a single unified construct. Consequently,



they fail to explain the variance in citizens' perception of an e-Government project.
Some scholars have used alternative approaches to capture and classify benefits from
e-Government projects. These approaches are equally divergent. In the following
section, we attempt to demonstrate some such variations in capturing benefits from e-
Government project.

Guo (2010) identifies four aspects of benefits from e-Government projects viz., 'de-
mocratization', 'environmental bonuses', 'speed, efficiency, and convenience' and pub-
lic approval. Gilbert et al. (2004) have captured 'avoid personal interaction’, ‘control’,
‘convenience', ‘cost', 'personalization’ and 'time' as the major benefits from the e-
Government projects. If we compare the above two approaches, only one-dimension
overlaps, i.e. speed, efficiency, and convenience.

3 Research Question

As discussed in the previous section, the dominant part of e-Government literature
considers benefits as a single construct. Few researchers who have taken a more mi-
cro perspective at the benefits have introduced more dimension to the construct of
benefits, but such efforts are far from standardization and lack theoretical grounding.
Accordingly, we formulate the following research question.

Identify the key dimensions of benefits in the context of e-Government projects in
India.

4 Research Method

The key research method used in this paper is conceptual analysis as defined by
Jarvinen (1997). According to this conceptual-analytical approach, earlier works in
the form of constructs, models, theories are analyzed considering newer realities.
Generalizations of earlier empirical studies are theorized in light of new assumptions
of a certain part of reality. Similar work has been done by Ives, Hamilton and Davis
(1980) to derive a comprehensive MIS research model from a review of extant litera-
ture. In this paper, we identify possible dimensions of benefits from the extant litera-
ture and further classify them based on the theory of Maslow's hierarchy of needs.

5 Conceptual Analysis

In this paper, we argue that the use of Maslow's hierarchy of needs would facilitate
understanding the variance in citizens' perceived benefits from an e-Government pro-
ject. 1t would also help in unifying various approaches that were adopted to capture
and classify net benefits.

According to Maslow's Hierarchy of Needs, individuals have five different levels of
needs - physiological, safety, love/belonging, esteem, and self-actualization (Maslow
1943). We argue that the benefits from an e-Government project should correspond to
each of these levels. Every individual has a varying degree of these five needs. Ac-



cordingly, he/she would seek different kinds of benefits from an e-Government pro-
ject. We use extant literature to classify the benefits into each of these five levels.
Physiological needs in the context of e-Government could mean convenience and
cost. Convenience is a perceived attribute (Chan, Thong, Venkatesh, Brown, Hu &
Tam 2010). An end-user could perceive convenience in the use of an e-Government
project because of ease of use (Berry, Seiders & Grewal 2002) as well as ease of ac-
cess (Meuter, Ostrom, Roundtree & Bitner 2000). Several scholars have highlighted
that convenience plays an important role in helping citizens choose the digital channel
over the traditional ones (Torkzadeh & Dhillon 2002; Everett & Peirce 1993). Con-
venience would also mean some savings in the time required to avail the service. Cost
savings through the use of e-Government would also be part of physiological benefits
from such projects. Such savings would not only include the direct cost of application
and intermediary fees but would also include a reduction in the time cost of availing
the service.

Ashaye and Irani (2014) have identified improvement in the quality of service deliv-
ery as one of the key e-Government implementation benefits. Improvement of quality
of service delivery may include service guarantee and service traceability. These ben-
efits can be mapped as safety needs. Safety needs related benefits would also include
safety of transactions, privacy controls and scope of grievance redressal with respect
to the above concerns.

The third level in Maslow's hierarchy of needs is love/belonging. Such need of an
individual can be satisfied by facilitating connectedness. In this context, connected-
ness would mean allowing end-users to interact amongst themselves beyond the e-
Government transactions. Benefits under this category should also involve facilitating
provision for avoiding personal interactions (Chan, Thong, Venkatesh, Brown, Hu &
Tam 2010) especially with government employees (applicable for interactions which
are often less pleasant).

Esteem, the fourth level of the hierarchy of needs include the desire for achievement,
for adequacy, for confidence, for independence, and for prestige. Citizens who are
early adopters of e-Government systems may achieve a sense of achievement, confi-
dence and prestige (Rogers 2010). Some such users also become motivators and
guides for the late adopters. Thus, the use of e-Government may improve the image of
the end-user in the social network. E-Government features like personalization and
24X7 access will give users a sense of control and hence will help them fulfil their
need for esteem.

Finally, the last level of needs - self-actualization - could be fulfilled by doing what
one is capable of doing. One such aspiration is to contribute to the overall develop-
ment of the society (at times the nation). The perception of contributing to the reduc-
tion in overall corruption in the society, to increase the transparency and fairness in
the system, and to develop overall trust among the stakeholders may help in achieving
the self-actualization needs of citizens.

Thus, we argue that benefits from an e-Government system can be classified along the
five dimensions emerging from Maslow's Hierarchy of Needs. Since every individual
can seek different degrees of each of these five types of needs, e-Government systems
should be designed such that real benefits to the citizens are realized along all these



five dimensions. Such a system design would also reduce the variability in citizens'
perceived net benefits. The above discussion has been captured in figure 1.

Thus, five propositions may be developed from the above argument.

1. Physiological needs related benefit would impact the use of the e-Government ap-
plication.

. Safety needs related benefit would impact the use of the e-Government application.

3. Belonging needs related benefit would impact the use of the e-Government appli-
cation.

4. Esteem needs related benefit would impact the use of the e-Government applica-
tion.

5. Self-actualization needs related benefit would impact the use of the e-Government
application.

N

6 Conclusion

Most of the e-Government projects in India are focused on providing benefits along
the first two dimensions (Berry, Seiders & Grewal 2002; Meuter, Ostrom, Roundtree
& Bitner 2000). A few projects also provide benefits along the other three dimen-
sions. However, benefits provided along the last three dimensions are more incidental
than planned.

We argue that an e-Government project should be designed such that it provides sig-
nificant benefits along all the five dimensions. The management mechanisms and the
benefits listed under each of these dimensions are not exhaustive, but the dimensions
themselves are exhaustive. Hence, executives and designers may focus on the five key
dimensions while they plan for potential benefits to getting embedded in the new
system. Two key contributions of this paper include first - identifying dimensions of
net benefits in the context of the adoption of e-Government projects (DeLone &
McLean 2003) and second — extending the theory of Maslow's hierarchy of needs
(Maslow 1943) in the context of benefits derived from information systems project.
The proposed framework is theoretical in nature. We intent to test the proposed model
in our future work.
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