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UN’s role in promoting access and inclusion 

 
 United Nations World Summit in 2005 outlined a vision of 

‘…building a people-centered and inclusive information society so 
as to enhance digital opportunities for all people in order to help 
bridge the digital divide, putting the potential of information and 
communication technologies at the service of development and 
addressing new challenges of the information society… 

 
 The world leaders reiterated this resolve to build an inclusive 

society once again at the World Summit on Information Society 
(WSIS) held in Tunis in November 2005.  
 

 Access to information technologies is one of the targets listed in 
the Millennium Development Goals (MDGs) and considered 
important by itself as also for the attainment of all other goals. 

  
 To promote access to ICTs and bridge the digital divide, the 

United Nations agencies have set up several initiatives seeking to 
exploit the potential of new technologies. 
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UN agencies and eGovernment  

 

 Department of Economic and Social Affairs 
(UNDESA) 
  takes the lead in information dissemination about 

policy advice and capacity building to assist Member 
States in reducing digital disparities and promoting e-
government for development through the United 
Nations Online Network in Public Administration and 
Finance (UNPAN) 

 The Economic and Social Commission for 
Western Asia (UNESCWA) 
 The regional node for UNPAN 
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World growth in ICTs 1991 - 2003 
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Disparity in Internet use by region 
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Disparity in languages and content 
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English language domination 
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Arabic disparity 
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UN Global E-Government Readiness 

 The Survey offers insights into the different 
strategies and common themes in e-government 
development among regions and across them; 

 

 It is a useful tool for government officials, 
researchers, and the representatives of civil 
society and the private sector to gain a deeper 
understanding of the relative position of a 
country vis-à-vis the rest of the world 

economies. 
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UN Global E-Government Readiness 

The objectives of the Survey are to provide a: 
 
 i) comparative assessment of the willingness 

and ability of governments in the use of e-
government and ICTs as tools in the public 
delivery of services; 

and 
 ii) benchmarking tool for monitoring the 

progress of countries, now three years in a row, 
as they progress towards higher levels of e-
government and e-participation service delivery. 
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UN Global E-Government Readiness Survey 2005 

 The UN Global E-Government Readiness Survey 
2005 presents a systemic assessment of how the 
governments use the ICTs to provide access and 
inclusion for all; 
 

 The Survey offers insights into the different 
strategies and common themes in e-government 
development among regions and across them; 
 

 By studying broad patterns of e-government 
use, it identifies countries, which have taken a 
leadership role in promoting e-government 
readiness and those where the potential of ICTs 
for development has not yet been exploited. 
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Web measure model: stages of e-government evolution 

Stage I: Emerging Presence 
 

 representing information, which is limited and basic; 
 

 the e-government online presence comprises a web page and /or an 
official website; links to ministries/departments of education, health, 
social welfare, labor and finance may/may not exist; 
 

 links to regional/local government may/may not exist; 
 

 some archived information such as the head of states' message or a 
document such as the constitution may be available on line; 
 

 most information remains static with the fewest options for citizens. 
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Web measure model: stages of e-government evolution 

Stage II: Enhanced presence 
 
 government provides greater public policy and 

governance sources of current and archived 
information, such as policies, laws and regulation, 
reports, newsletters, and downloadable databases; 
 

 user can search for a document and there is a help 
feature and a site map provided; 
 

 larger selection of public policy documents such as an 
e-government strategy, policy briefs on specific 
education or health issues; 
 

 though more sophisticated, the interaction is still 
primarily unidirectional with information flowing 
essentially from government to the citizen. 
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Web measure model: stages of e-government evolution 

Stage III: Interactive presence 
 

 online services of the government enter the interactive mode 
with services to enhance convenience of the consumer such 
as downloadable forms for tax payment, application for 
license renewal; 
 

 audio and video capability is provided for relevant public 
information; 
 

 The government officials can be contacted via email, fax, 
telephone and post; 
 

 The site is updated with greater regularity to keep the 
information current and up to date for the public.. 
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Web measure model: stages of e-government evolution 

Stage IV: Transactional presence 
 
 allows two-way interaction between the citizen and his/her 

government; 
 

 includes options for paying taxes; applying for ID cards, birth 
certificates/passports, license renewals and other similar C2G 
interactions by allowing him/her to submit these online 24/7; 
 

 citizens are able to pay for relevant public services, such as 
motor vehicle violation, taxes, fees for postal services 
through their credit, bank or debit card; 
 

 providers of goods and services are able to bid online for 
public contacts via secure links. 
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Web measure model: stages of e-government evolution 

Stage V: Networked presence 
 

 the most sophisticated level in the online e-government initiatives; 
 

 characterized by an integration of G2G, G2C and C2G (and reverse) 
interactions; 
 

 government encourages participatory deliberative decision-making 
and is willing and able to involve the society in a two-way open 
dialogue; 
 

 through interactive features such as the web comment form, and 
innovative online consultation mechanisms, the government 
actively solicits citizens’ views on public policy, law making, and 
democratic participatory decision making; 
 

 implicit in this stage of the model is the integration of the public 
sector agencies with full cooperation and understanding of the 
concept of collective decision-making, participatory democracy and 
citizen empowerment as a democratic right. 
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A framework of inclusion 
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Model for e-inclusion 
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E-participation framework 

E-participation aims to achieve these 
objectives through the means of: 

 

1. Increasing e-information to citizens for 
decision making; 

2. Enhancing e-consultation for deliberative 
and participatory processes; and 

3. Supporting e-decision making by increasing 
the input of citizens in  decision making. 
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The E-Participation Index 

 

 assesses the quality and usefulness 
of information and services provided 
by a country for the purpose of 
engaging its citizens in public policy 
making through the use of e-
government programs. 
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E-participation framework 

E-Information 
 The government websites offer information on policies and 

programs, budgets, laws and regulations; and other briefs 
on key public interest. Tools for dissemination of 
information exist for timely access and use of public 
information, including web forums, email lists, 
newsgroups, and chat rooms. 

E-Consultation 
 The government website explains e-consultation 

mechanisms and tools. It offers choice of public policy 
topics online for discussion with real time and archived 
access to audio and video of public meetings. The 
government encourages citizens to participate in 
discussions. 

E-Decision-making 
 The government indicates it will take citizen input into 

decision-making. Government provides actual feedback on 
the outcome of specific issues. 
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The composite index 

 E-government readiness index  
 Web measure index 
 Infrastructure index 
 Human capital index 

 Internet and PCs index 
 Telephone and cellular index 
 TV and online population index 
 Infrastructure index 
 Education index 
 Service deliver per stages 
 E-participation index 



24 

E-government rankings 

 
 The UN Global E-government Readiness rankings in 2005 place 

the countries of North America (0.8744) and Europe 
(0.6012) in the leadership position in the world in e-government 
readiness; 

 In the rest of the world, South and Eastern Asia (0.4922); 
and South and Central America (0.4643) had the  highest 
indices followed by Western Asia (0.4384); the Caribbean 
(0.4282); South and Central Asia (0.3448); Oceania 
(0.2888) and finally Africa (0.2642); 

 The United States of America (0.9062) is the world leader 
followed by Denmark (0.9058). Sweden (0.8983) has 
bypassed the United Kingdom (0.8777) to arrive at the 3rd 
global position; 

 Among the developing countries the Republic of Korea 
(0.8727) leads with Singapore (0.8503), Estonia (0.7347), 
Malta (0.7012) and Chile (0.6963) close behind; 

 The World e-government readiness is 0.4267 in 2005.  
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Regional e-Government Ranking 
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E-government readiness index 2005: top 25 countries 
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E-government readiness rankings: Western Asia 
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Regions and countries 

World and regions 

World 0.4268 

W. Asia 0.4384 

ESCWA 0.4097 

Mashriq 0.3554 

GCC 0.4639 

GCC 

42 UAE 0.5718 

53 Bahrain 0.5282 

62 Qatar 0.4895 

75 Kuwait 0.4431 

80 KSA 0.4105 

112 Oman 0.3405 

Mashriq 

68 Jordan 0.4639 

71 Lebanon 0.4560 

99 Egypt 0.3793 

118 Iraq 0.3334 

132 Syria 0.2871 

154 Yemen .2125 
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Regional comparison 
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Sub-regional comparison 
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ESCWA countries 
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Top Ten Tips for Government  

1. Political Support Required;   

2. State Purpose, Share Context; 
3. Build an Audience; 
4. Choose Your Model and Elements Carefully; 
5. Create Structure; 
6. Provide Facilitation and Guidelines; 
7. Disseminate Content and Results; 
8. Access to Decision-Makers and Staff Required; 
9. Promote Civic Education; 
10. Not About Technology.   
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Recommendations 

1. Recognize the importance of providing equal opportunity for 
participation in the information society. Governments need to 
fully understand the vast potential of ICTs as a tool, and the 
benefits and opportunities that can accrue in the current age, if 
ICTs are effectively applied to human development; 
 

2. Commitment and leadership for an ICT-led development 
agenda for equality, is a pre requisite. This requires a political 
commitment to ensure that each step taken towards meeting 
the goals and objectives of the country is inclusive of the values 
of the majority of the society, including those at the fringes; 
 

3. There is need for a vision to develop a socially inclusive 
development strategy, which aims at the empowerment of 
each according to his/her capabilities. A vision grounded in the 
reality of the level of development, availability of physical and 
human infrastructure and financial resources should allow for 
setting of objectives for the economy and society in a way that 
reorients and maximizes the public value; 
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Recommendations 

 

4. A country needs to have a resolve, to harness the potential of 
the information society. The policies and programs of the 
government need to be restructured with the role of ICTs blended 
in, and integrated into, governance systems and development 
plans; 
 

5. The formulation of a development strategy based on effective and 
indigenously appropriate utilization of the ICTs in each sector 
is required, so that the market, the government and the citizen 
have a mutually beneficial and equitable role to play. This needs 
rethinking the interaction between the state and the citizen 
towards a partnership, which actively promotes participatory 
decision-making. It includes redefining institutions, processes and 
mechanisms whereby information is supplied and information is 
demanded. A national strategy which needs to be based on a 
realistic diagnosis of the economic, financial, and human resource 
availability, and the infrastructure, human capital, financial and 
social needs to attain the objectives: but one based on the holistic 
concept of e-inclusion and actively aimed at promoting access for 
all. 
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The Way Forward: A Policy Agenda 
 

 The importance of information technology as a tool for socio-
economic development needs to be fully embraced by 
developing countries. ICTs usher in changes not often accepted 
readily by traditional societies; 
 

 Information dissemination should be carried out by the 
Governments to increase the level of awareness regarding the 
benefits of ICTs. Campaigns targeted at making the local 
population realize the importance and advantages of becoming a 
part of the Information Society are needed; 
 

 The foremost responsibility of the government in ensuring that 
all its citizens have an equal access to ICTs is to have a 
coherent and strategic policy geared towards the propagation of 
ICTs. Preparing, creating and managing a policy and program of 
access and inclusion require a visionary and committed 
leadership. To ensure an equitable development of all the 
regions, a coordinated policy is required at the national, regional 
and local level; 
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The Way Forward: A Policy Agenda 
 

 Governments, especially in the developing world need to realize 
the importance of ICTs as the engine of economic and social 
growth. In this context, infrastructure needs to be strengthened 
to increase both the level and cost of connectivity that in some 
countries is prohibitively expensive; 
 

 Governments can play the role of a catalyst in generating ICT 
demand in their country by creating an enabling environment 
for the growth of ICTs. They should invest in research & 
development to encourage the production of low cost ICTs to 
enable the vast majority of people to have access; 
 

 Promoting literacy and education and technical skills 
should receive the highest priority; 
 

 To promote equitable development, special attention needs to 
be given to capacity building at both the donor and the 
recipient level. Human resource development is a key here. 
Computer literacy should be promoted by setting up national 
computer training programs providing free or subsidized training 
in IT skills; 
 



37 

The Way Forward: A Policy Agenda 
 

 Skill training is an essential tool to encourage users. In this context, 
instructions should be kept simple keeping in mind the literacy level of 
the user and step-by-step guidance should be provided at the access 
points to facilitate the users; 
 

 For promoting access to the marginalized communities like people 
with disabilities (PWD) and women in developing countries, the 
government can benefit from forging Public Private Partnerships. 
These partnerships not only increase the resource pool of talent but also 
initiate knowledge transfer and are cost effective. To bring in the rural 
and far-flung areas into the fold of the ICTs and take computer literacy to 
the grass root level building partnerships with the NGOs can prove to be 
an extremely useful exercise; 
 

 To bridge the access-divide in gender, the governments need to 
design gender sensitive policies. Promoting women's and girls' education 
should deserve special attention. The number of women in the higher 
levels of decision making at the national level should be increased to 
ensure that new ICT policies being designed are not gender blind. 
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The Way Forward: A Policy Agenda 
 

 There is a need to invest in the development of appropriate on-line content 
and services, which would include supporting local communities for the 
development of on-line services and networks, in particular in disadvantaged 
urban neighborhoods, less-favored rural and peripheral areas. Content 
indigenization should be encouraged. The government needs to formulate a 
well thought out and coherent strategy to promote content development 
according to the local culture and values; 
 

 Governments need to devise new strategies to increase the accessibility of 
people with disabilities to ICTs. New laws also need to be formulated to 
protect the rights and interests of PWD and ensure that they do not loose out 
by the changes being brought about by the ICT revolution; 
 

 Creating opportunities for connecting rural communities to the global 
information and communication network is important. For the propagation of 
ICTs in the far-flung and rural areas, a coherent policy is needed to 
accommodate their specific needs including expansion of infrastructure and 
promoting awareness regarding the benefits of ICTs. ICTs are the means to 
achieve an end. To encourage their use in communities and areas not familiar 
with technology, the Internet and other new communication technologies 
should not be presented as a technological gimmick or marvel but as a 
something that is useful in day-to day life. 
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