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ABSTRACT

This report tries to assess the factors affecting ICTs application in local government authorities in Tanzania. It intends to highlight the in effectiveness of the ICTs application on the public sector and key areas which can be worked on in order to ensure that the intended objectives of the ICTs application are met as well as to assist in creating awareness and full understanding of e-government and its expected impact on the public sector in enhancing service delivery to the general public and improving work efficiency. Situational analysis shows that the government has carried out/implemented various ICTs application initiatives which costs huge sum of money but have not been able to provide the intended end results thus making them in effective. The main key words for this study are; ICTs application, Public Administration and Effectiveness. A case study approach was selected and used due to the nature of the study. Total sample of 122which is30% of the population was picked from Shinyanga Municipal Council by simple random and purposive sampling methods. Data for this study were collected by questionnaires, interviews, observation and review with a response of 116 staff whichis95% of the sample, and qualitative analysis method was used to process the data. The study revealed that original intended output of the already implemented ICT systems and applications as part of ICTs application have not been met to a large extent. The objective was to come up with recommendation which will assist and help the local government authorities to achieve their goal in the future.
Keywords: Usage, Information, Communication, Technology.
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CHAPTER ONE

INTRODUCTION

1.1 Background of the Problem
In the literal sense, the Information and Communication Technologies (ICTs), include the postal system, the telephone, the computer, the television, and so forth. In this paper, the term is used in the more restricted sense that refers to a specific bunch of technologies (the computer and the Internet Protocol, written ten years ago to use nonproprietary protocols in networks established through an open standard setting process; a standard coding system, the World Wide Web, for representing data; browsers for standard interface between sites; as well as hardware technologies like optical fibres and semi-conductors) allowing the information stored on a computer to be accessed quickly and efficiently from anywhere in the world. 
Thanks to that breakthrough, computers – supported by other devices – have begun to communicate and even interact directly over a variety of networks such as the Internet or Electronic Data Interchange (EDI). This new networking possibility is already quite useful in the conduct of many affairs, and it seems to open the door to a not too distant world populated by intelligent computers that will take over most of human chores. 

The achievement and mostly, the perspective have given Information Communication Technology (ICT) an enormous importance in the eyes of the public and of decision makers. In South-East Asia, the progress achieved by countries in the last few years bears the witness to the effective potential of ICTs for development and how ICTs can lead the economy in a positive way in developing countries. 

In Africa, many countries are developing National ICTs Strategies that, in some cases, are already producing positive results and are leading (or can lead) to success. Some examples are: Egypt, Ghana, Kenya, Mauritius, Morocco, Nigeria, South Africa and Tunisia. Many other countries are embarking on National ICTs Strategies and Programmes, often "mixed" with Administrative Reforms, Good Governance Strategies, or Decentralization Programmes at the same time, 
There are many examples of interesting projects, often supported by international donors and agencies that are focusing on innovative applications of ICTs in local governance in countries lacking of ICTs infrastructure, through the use of hand held devices, touch screens and keyboard access in local languages. Some of these projects were presented to the "Workshop on Innovative Applications of ICTs for Local Governance in Africa", jointly organized by the International Development Research Centre (IDRC), the United Nations Capital Development Fund (UNCDF) and the United Nations Economic Commission for Africa (UNECA) in Addis Ababa, between 7th and 9th June, 2004. 

Among the several presentations of case studies, programmes and projects, of particular interest was the Project of "Application of Hand-held Computers in the Delivery of Health Services in Uganda", managed by the Uganda Health Information Network (UHIN) and funded by IDRC. This project aims at determining cost-effective ways of enhancing access, sharing and communication of critical health and medical information in a timely and efficient manner for the benefit of health care providers, managers and planners, in the Ugandan technological and institutional context, Successful examples of the application of ICTs at local level are represented by the case of the Mangaung Local Municipality, in South Africa, with the project of "Knowledge Management in the Electronic Delivery of Municipal Services", and the Project of ICTs Application in Local Government in Senegal managed by the NGO "Observatoire de la Gouvernance" (SAFEFOD) and funded by IDRC, on the development of an ICTs based accounting system of control, to prevent corruption. Other projects of particular relevance for their cultural aspects include the Project of "Capacity Building Support for Local Governments" in Zimbabwe; and the "ICTs and Traditional Governance Project" in Ghana.
Some interesting efforts of strongly introducing ICTs in the governmental strategies, were presented in the "Woreda Study: ICTs Needs in Decentralization Process" in Ethiopia, as well as the Project on "E-government Applications for Local and Central Governments in Ethiopia", which developed an interface in Amharic through a Multi-lingual Content Management System; the "Utilization of ICTs in the Promotion of Decentralized Governance" in Uganda and the e-government Strategy in the Gambia.

 COMESA’s ICT strategy serves as a framework for harmonising ICT developments in the COMESA member states and in the region. Based on the overall COMESA ICT strategy, each country should adjust its ICT programmes taking into account it’s own stage of development. Before using the ICT strategy, however, countries must establish their National ICT policy, based on the COMESA ICT Bill and the COMESA ICT policy, (to give a vision on what the country wants to do or to be in its effort to move towards information society) followed by their e-strategy (in which major decisions are made on how to realize that vision). 

By following this sequence member states would make progress in ICT development from without being out of phase with the other members in the region. This would help the region to move together in a harmonized manner following similar steps, processes and procedures. For each country and for the region as a whole this would also help to achieve a common gain from ICT deployment and its added value for the economy and for the citizens.

The COMESA ICT Strategy, as an attempt to systematize ICT acquisition/ development and ICT utilization, should therefore identify relevant issues concerning the application of ICT in sectors where its application could produce multiplier effects for the whole development of the region. As a result of the assessment made, and the identification of bottlenecks or impediments to the development of the ICT sector, the following priority areas of intervention in the region and in each country have been defined:  ICT-Infrastructure: 
Each COMESA member state should undertake interventions leading to the development of a countrywide backbone for Universal Access, and the eventual extension of this backbone to neighboring countries and others. ICT-Human Resources Development and Capacity Building: in which primary, secondary, vocational, technical and higher education institutions, research institutions and research networks should undertake adequate ICT educational, training and research programmes to create the different kinds of knowledge and skills which are needed at different levels. ICT-Industry: Each country and the COMESA region should be able to rely on ICT products that are locally produced to solve local problems; in which provision of incentives for its growth is given special support by establishing mechanisms such as simplified processing of business registration/taxation, establishment of industrial development zones with attractions including tax holidays, promotion and encouragement of technology incubators.  
ICT-Regulation and Legal Environment: in which measures should be established for the liberalization of the ICT sector whilst at the same time addressing issues related to protection of citizens and establishment of measures and mechanisms for data security. ICT E-Services or Applications: in which citizens of each COMESA member state and of the region should be able to enjoy the efficiency that the ICT can bring, when properly applied, in the various services at national and regional level, including e-health, national websites, common applications, among others” (EAC SECRETARIAT, 2005). From the mid-1990’s, the public service of Tanzania initiated broad- based and Cross-cutting Public Service Reforms (www.estabs.go.tz) that have in place the foundations for establishing Electronic Government (e-Government). In Tanzania, e-Government initiatives are being taken under the auspices of on-going cross-sectoral public service reforms, which are overseen by a Steering Committee chaired by the Chief Secretary.  

The Public Service Reform Programme located at the President’s Office for Public Service Management and headed by the Permanent Secretary for Establishments does the overall co-ordination of these reforms. The e-Government Strategy, as approved by Cabinet in April 2004, is a fast-tracked component among the ten components of the National ICT Policy, which Cabinet approved in March 2003. Under the e-Government Strategy's preliminary implementation, a budget of nearly 60 million was recently secured for building a countrywide network infrastructure to link up all key Government offices on a consolidated platform. Additionally, a new institutional framework for the infrastructure's governance is to be developed in the near future.  
Further, the Tanzania Commission for Science and Technology (COSTECH) has adopted a strategic plan to promote the development and application of ICT that include establishment regional ICT based networks.  Related sector reforms are recognizing and promoting the use of Information Communication Technology to enhance productivity for Central and Local Government. The introduction of Information Communication Technology competencies in the public sector recruitment and Human Resource (HR) development is expected to influence the national labor market and the curricula of education and training institutions. Initiatives undertaken by the Government to support all the sectors include successful nodes of the World Bank’s Global Development Learning Network (www.tgdlc.go.tz) to promote distance learning through video conferencing , and global interactions offering a variety of ICT- supported services for the general public. 
Furthermore, the government has recognized that it collects and holds vast amount of locally relevant information that may be digitized for better preservation and cheaper accessibility by the public. Moreover, the Government’s own policy and decision-support processes would be greatly enhanced as access to reliable data becomes more widespread. “In recognition of the central role of ICT, the Government has declared that all socio-economic activities should embrace ICT” (www.tzdac.or.tz). The Government has therefore developed various policies related to ICT, namely ICT Policy (2003); Postal Policy (2003); and Telecommunications Policy (1997), These are guidelines for the development or use of ICT in the country. Various Government departments have made modest progress in deploying ICT in e-Government solutions. However, there is no established coordination mechanism to ensure that these initiatives are progressed in a holistic manner. Government has put strategies to encourage coordination and interconnection; Government intervention to supplement the resource requirements; establishment of communications Access Development Fund; and regional and global connectivity. 

While ICT facilities are growing very fast in the country, the level of infrastructure development is not moving in a pace with the real demand especially in the rural areas. The absence of the infrastructure remains a basic impediment to the provision of ICT services. The government has liberated fully the provision of Internet services in order to encourage competitions, Internet Service Providers (ISPs) most of them are concentrated in urban areas. Introducing ICTs in local governance is not at all a simple issue; it has to deal not only with the "physical" access problem, but with the lost opportunity of people who are unable to effectively use ICTs either because they do not know how to use them or do not understand how ICTs can be relevant to their lives. 
It is fundamental to look at the social issues like basic literacy, poverty and healthcare and how ICTs can become part of the solution to these critical problems. No local manufacturers of ICT equipments in Tanzania, All equipments are being imported; unfortunately there are no standards guiding the imports of both hardware and software. Tanzania has few educational institutions that have computer laboratories and other multimedia facilities; even fewer of these facilities are connected to the Internet. 
There is a shortage of well-qualified professionals of ICT in Tanzania. Given this fact, the key to success in introducing ICTs in local governance, are political will, community leadership and ownership. In addition, accurate strategic planning, effective monitoring and critical evaluation are indispensable in the identification of factors that inhibit impact and ensure sustainability. The development of such a policy framework cannot be done without considering the "local" component and community

1.1.1 Status of ICT in Tanzania

According National ICT Policy of Tanzania, Available Electronic readiness (e-readiness) studies in Tanzania show that the country is gradually entering the global information society. The current status of ICT in Tanzania highlights the gaps that need to be addressed if the country is to be positioned appropriately in the new knowledge -based age and society. The policy continues to depict that:-
Tanzania’s teledensity is still low, with the number of fixed lines currently standing at 6 telephone lines per 1000 people (i.e. a teledensity of 0.06%) in the country and the number of mobile phone subscribers currently stands at 81 per 10,000 inhabitants. In contrast, the City of Dar es Salaam has 5 fixed lines and 10 mobile phone subscribers per 100 people. Tanzania’s Public Switched Telephone Network (PSTN), a hybrid backbone (i.e. analogue and digital) network using fibre optic, microwave and satellite-based links is now over 95% digital, which paves the way for allowing the provision of new services enabled by ICT.

Policy: In 1995, Tanzania established an independent regulatory commission by separating the operations of the Tanzania Telecommunication Company from its regulatory functions. This led to the deregulation of the telecommunications market, and the government sale of 30 percent of its stake to international and local consortia companies. The government plans to sell more of its shares in the Tanzania Telecommunication Company, which is already a tax-paying, profit-seeking enterprise with over 70 percent market share. 
In 1999, Tanzania started an e-think tank to bring together different Tanzanian stakeholders, including the government, for the purpose of discussing ICT benefits and formulating National ICT strategies. Recently, an e-secretariat was designated to coordinate the activities of the e-think tank. Its mission will be to offer ICT leadership by utilizing policy changes and supporting related developments aimed at enabling Tanzanians to participate effectively in the modern Internet-based global economy. The initial priority area is the development of a policy roadmap. The government is also formulating an ICT strategy which will become a de facto ICT framework to help Tanzania's public, private and community organizations embrace the benefits of ICT use, while positioning businesses in the local and global economy.
Infrastructure: Undergoing rapid modernization, the capital city, Dar es Salaam, has seen dramatic improvements in the local core network infrastructure. Recent advances, which are increasing the opportunity for residents of Tanzania to obtain access to information, have been funded by local venture capitalists. Advances include: new digital exchanges; two cellular networks with nearly 40,000 subscribers; half a dozen new ISPs, and pay phones at post offices. While there has been rapid improvement in infrastructure, network access in areas outside Dar es Salaam is still very limited and teledensity remains extremely low.
 The US$250 million donor-funded Tanzanian Telecommunications Restructuring-Programme (TRP), responsible for much of the improvement in Dar es Salaam, will also improve the links to many towns and meet the increasing demand for reliable services in the urban and rural areas. A portion of these funds will be allocated to the replacement of outdated magneto telephone exchanges with automatic ones throughout the country.

Enterprise: Tanzania’s development has been funded by donations rather than foreign direct investment. By deregulating its telecommunications market, Tanzania has been able to attract international operators by issuing licenses for a fee, but other industries have not yet seen much investment due to the need for both policy and procedural reforms. Until recently, Tanzania had been solely reliant on exporting its agricultural products to Africa and Europe. A number of ISPs are now offering Internet trading to farmers and other businesses to sell their products around the world. 
The government has embarked on an effort to improve the business environment through the revision of the regulatory and tax regimes to stimulate private sector-led growth. As part of its effort to attract investment and promote small and medium-sized business development, Tanzania is helping with the development of entrepreneurial business management skills through training and technical assistance to small business associations. Tanzania has successfully restructured the financial sector, resulting in an increase in the number of private financial institutions and a more market-oriented business sector.

Human Capacity: A 20-year prohibition on importing computers has adversely impacted workers' development in ICT skills. Training centers that focus on the development of ICT knowledge workers are only now beginning to emerge. For example, Soft Tech Training Centre, established in 1993, is committed to the development of local expertise through ICT skills enhancement. Tanzania has placed a short-term emphasis on the urgent need to develop ICT skills, rather than enhance the primary education system. To this end, Tanzania has created different programs, with the help of international donors, to focus on the different segments of human development. The World Bank has donated up to US$1.2 million to deliver distance-learning programs through satellite technology, helping to promote knowledge workers and technology users generally within Tanzania.

Content and Applications: The government has initiated plans to launch a campaign to encourage Tanzanians to develop and propagate content that is relevant to local interests and social values. Tanzania has also implemented several ICT applications relevant to its national objectives. Examples of such initiatives include an information system to strengthen the capacity of wildlife institutions and a computerized case flow management system that has facilitated an increase in transparency and professionalism in the judiciary system.

Strategic Compact: Tanzania's pioneering e-Secretariat brings together a diverse set of stakeholders to contribute to ICT policy development. Compact members are also expected to play a critical role in the follow-up and implementation of the national strategy currently under design. At the global level, the international community fully endorses Tanzania's economic and institutional reform effort, as evidenced by an expanded level of support from donors, NGOs, and private investors. Private sector organizations, including international consultancies and leading technology firms, have joined the public-private partnership to advance national development goals.
 In conclusion, what can be said here is that this new participatory approach to running governance affairs, involving both the public sector, the private sector and the civil society, despite represents for the time being, only an optimistic hypothesis should be implemented taking into consideration that the development of ICTs, and especially that of the Internet, is in principle able to improve the quality of life and blurring national boundaries. Through "e-space", the traditional concept of citizenship can be transformed into "active citizenship" and the next step is likely to be the establishment of systems based on online consultation and participation, according to some experiences already available in both industrialised and developing countries. 

1.2 Statement of the Problem

In emerging structures of local governance/ public sectors the institutions of local government have the potential to fulfill three complementary roles: those of local democracy, public policy making and direct service delivery. It was believed that with the using of ICT there would improvement in delivery of socio-economic services.  However, lack of proper ICT has favors service delivery applications and ignores others. Improper application of ICT in public sectors could be associated with several factors: shortage of well qualified professionals of ICT in Tanzania; there are no well-established ICT professional profiles; limited access to online and distance learning on ICT; poor ICT policy and regulation to implement ICT; lack of appropriate hardware and software for practical training as most of institutes teach computing and related courses theoretically; and poorly established ICT standard process of evaluation or certification of the different courses offered by various training centers.
Due the above factors the adaptation and implementation of ICT in Tanzania is limited, therefore among other reasons, this study would identify ICT drivers and barriers towards its implementation in the local government in Tanzania and specifically in Shinyanga urban council. The research study was aimed at transforming Tanzania public sector to an information situation by making information, communication and their underlying technologies central to development of the country. The study will stress awareness of ICT availability and accessibility by the public, regardless of age, gender, religion, financial status, location and race. 
The study will help to promote ICT education in schools and universities and ICT skills training in workplace. However, the study will ensure that there will be sufficient government understanding of ICT at all levels and, initiate and maintain a comprehensive assessment of benchmarks, using relevant and realistic indicators. Also, the study will focus to ensure computers and Internet facilities are made available to all public sectors and to the larger majority of the people.

1.3 Objectives of the Study
1.3.1 General Objective of the Study
The general objective of the study is to assess the usage of information and communication technology in local Government authorities in Tanzania.

1.3.2 Specific Objectives
The study had the following specific objectives of the study:-

i. To identify factors that hinder ICT usage in different local government authorities,

ii. To examine usage of ICT in Tanzania local government authorities in order to make recommendations for the national level benefits,

iii. To identify the techniques/ methods those are to be used in public operations so as to improve the efficiency in ICT towards scientific and technical change,

iv. To identify the ICT tools and awareness in ICT infrastructure,
1.4 Research Questions

i. Is there any factor hinder the usage of ICT in local government authorities?

ii. Is there any strategy by the local government authorities in Tanzania to develop ICT application to various Public Services?

iii. Are there any procedures/techniques the Tanzanian local government uses to improve efficiency in ICT?

iv. Is there any extent at which awareness of ICTs tools has been impacted to employees in local government authorities?

1.5 Significance of the Study

The findings of this study are expected to contribute to the following:- 

i. The findings and recommendations are expected to help the management in decision making process on adaptation and implementation of ICT.

ii. The study is expected to add some knowledge and understanding in the area of Information and Communication Technology, where the application of ICT is highly emphasized in Government.

iii. The study research and its findings may help other students who are interested in investigating the same problem in a similar organization.

iv. The investigation will be kept as future reference

v. The study winding up will facilitate the management to improve the performance of operation through application of ICT

1.6    Scopeand Limitationof the Study

1.6.1 Scope of the Study

The study will be conducted at the Shinyanga Region, mainly in Shinyanga urban Council. It will be carried out in the department of ICT and other departments that are ICT oriented. 
1.6.2 Limitations of the Study
The limitations of the study are:- 

i. The study on an application of ICT in local Government authorities, Shinyanga municipal council as case study; some of employees (respondents) were unavailable and other were unwilling to fill correctly and answer to given questionnaires 2) During collection of data the researcher encountered from respondents with low rate of return of dully filled in questionnaires, some Heads of departments/organizations were not easily cooperate with researcher to reveal their documents base on altitude of confidentiality.

ii. Due to the small sample available for the study, results may not be generalizable beyond the specific population from which the sample is drawn.

iii. The failure of sample respondents to answer the questionnaires and interview do not reflect the opinions of all members of included population.

1.6.3    Delimitation

The study has covered the office of Shinyanga municipal council director and its departments namely; department of finance, administration and personnel; department of construction and firefighting services; department of waste management; department of urban planning, environment and transportation; and department of health services.

1.7  Organization of the Study

This study report is organized in five chapters. The first chapter presents introduction to the study in which the background information related to the study is provided. This chapter also presents the statement of the problem, objectives of study, justification and organization of the study. Second chapter presents the literature review including defining key terms used in the study and theoretical and empirical studies related to the effectiveness of e-government in public administration. Third chapter presents the design and methodology used in the study, sampling design, sample size as well as validity and reliability. Fourth chapter presents the findings of the study. It also discusses these findings. The fifth chapter summarizes, concludes and gives recommendations. It also suggests areas for further research.

1.8 Definition of Terms
Computer: is an electronic device capable of storing and manipulating data and instructions.

Computer-aided manufacturing (CAM): software uses a digital design such as thatfrom a CAD (Computer-aided design) system to directly control production machinery.

Computer-integrated manufacturing (CIM): integrates several computerized systems, such as CAD and CAM into a whole, in a factory.

Data: are raw facts that can be processed into accurate and relevant information.

Electronic government (e-Government): use of ICT tools and the internet in particular by the government as a means of mainstreaming public policy decisions, practices and processes, while providing citizens with greater and easier access to government services.

Electronic mail (e-mail): are computer-based messages that can be electronically

Manipulated, stored, combined with other information, and exchanged with other computers.

Hardware: is the physical equipment, media, and attached devices used in computer system.

Hypertext Markup Language (HTML): is a programming language that uses hypertext to establish dynamic links to other documents stored in the same or other computers on the internet or intranet.

Hypertext Transfer Protocol (HTTP): is a procedure for retrieving hypermedia and hypertext documents.

Information: is data that are processed or operated on by a computer.

Information technology (IT): is the technology component of an information system, or the collection of entire systems in an organization.

Information and communication technology (ICT): embraces the use of computers, telecommunications and office systems technologies for the collection, processing, storing, packaging, and dissemination of information.

The Internet: is a self-regulated network of computer networks connecting millions of computers all over the world.

Intranet: is a corporate network that functions with Internet technologies, such as browsers and search engines, using Internet protocols.

Internet services provider (ISP): is a company that provides infrastructure for access to the Internet or for interconnecting other internet services providers and content-based or application-based services on the internet.

Local Area Network (LAN): is a system for interconnecting two or more closely located communicating devices supporting full connectivity so that every user device on the network has the potential to communicate with any other device.

Local governments: are administrative offices of an area smaller than a state.

Management information systems (MIS): are designed to provide past, present and future routine information appropriate for planning, organizing, and controlling the operations of a functional area in an organization.

Management support systems (MSS): are three major IT technologies designed to support managers: decision support systems, executive support systems, and groupware technologies.

A Network: is a telecommunications system that permits the sharing of resources such as computing power, software, input/output devices, and data.

A Search engine: a tool that makes browser more effective by enabling you to locate information using key words in the same way that you would search online library resources.

Software: is instructional coding that manipulates hardware in computer system.

Telecommunication: refers to all types of long-distance communication through the use of common carriers, including telephone, television, and radio.

Telecommunication system: is a collection of compatible hardware and software arranged to information from one location to another.

Teleconferencing: refers to the ability of to confer with a group of people by telephone or computer systems.

Uniform resource locator (URL): indicates the location (or address) of a Website you want to visit.

Video teleconferencing: is a teleconferencing with the added capability of the participants seeing each other as well as documents or other objects.

CHAPTER TWO

LITERATURE REVIEW

2.1    Overview
In this chapter; the researcher is going to analysis both theoretical and empirical studies irrespective of locality. This will help the reader as well as researchers to expand the context and the background of the problem

2.2 Relevancy of Theories and Principles

Gant (2010) says that as governments in developing countries made choices to pursue public administration reforms, many are using ICTs to offer e-government services. Thus e-government is the centerpiece of information systems-supported reforms to digitize the delivery of services and the process of governance occurring across all levels of government. E-government utilizes the Internet and the World Wide Web for both service delivery and information dissemination.

“In all the three partner states computerization of government service delivery systems is in very early stage, though Kenya and Uganda has excellent Geographic Information Systems (GIS) applications are in place in a few government departments. Ironically, due to a lack of coordination and sharing of information among government departments and agencies, in some locations there are more than one GIS databases are available (e.g. Nairobi).  In some rare cases advanced GIS applications are also in use (e.g. in Uganda at NEMA, Directorate of Land and Water Resources, Directorate of Mines). However, the predominant scenario in the government offices is the use of computers for word processing and “advance usage” means use of MS Excel or PowerPoint” (Techno Brain, 2004)

“Computing facilities are still very much in the rudimentary stage compared to the large-scale operations undertaken by government departments. Email is still not used as a regular mode of communication and overall use of computers in offices is limited to basic application as word processor. Most of the offices are not networked and interconnected through LAN/WAN. Internet connectivity, even where available, is not accessible to all staff and this facility is mostly restricted to a few depending on their ICT related job responsibilities” (EAC Secretariat, 2005).     “It is no greater mystery that major shifts in cultural and societal processes are marked with new advances in technology. 
This is also true of Information and Communication Technology (ICT). The printing press, the camera, the telephone, the computer, the Internet and the cell phone, are all inextricably linked to major changes in human culture” (Lightburn, 2000). According to Malawi National ICT for Development (Ict4d) Policy (2006), in today’s competitive environment it is not possible for any country including ….. to remain competitive without using ICTs to support and sustain the development process. While efforts have been made by the Government of Malawi to champion the development and utilization of ICTs, there are currently a number of problems which are frustrating and limiting such efforts

According to UNDP(2001), “Intermediary organizations that have the capacity to use ICTs can serve as important bridges by helping illiterate communities access the benefits of ICTs without having to learn the technologies themselves…Research has shown that the most effective intermediaries are those who are members of, or have direct ties to, the beneficiary community”

Mansell and Silverstone (1996) argue that “another sort of intervention that could be leverage at the local level is IT paired to micro lending. With few exceptions the development community still has not fully taken advantage of the opportunity to provide both money to foster activities and the channels via IT to market goods and services produced from those activities. Craft and tourism, especially the growing area of eco-tourism are two types of activities that can benefit”

Mohamed (2001) argues that “we can all agree that information and communication play a major role in all aspects of modern life, e.g in political, economic as well as social and cultural aspects of life” According to turban et al, “Information is data that are processed or operated on by a computer. Information Technology (IT) is the technology component of an information system, or the collection of the entire systems in an organization. Data communication; is the electronic collection, exchange, and processing of data or information, including text, pictures, voice, and other information that is digitally coded and intelligible to a variety of electronic machines.
Anthes (1993) argues that, “Information Technology is playing a key role in reengineering of government operations and services. As in any project, top management support is vital. In this case, directions that those agencies should coordinate new programs for distributing information to the public through the IT team. The IT team describes the new electronic government systems as a “virtual agency” in which information is shared throughout the government. Department of Agriculture already distributes food stamps electronically. Medicare and social security payments may also be integrated. Other services being proposed by the team include a national network servicing law enforcement and public safety agencies; electronic linkage of tax files at federal, state, and local agencies; an international trade data system; a national environmental data index; government-wide electronic mail; and an integrated information infrastructure, including consolidated data centers”.

According to Tanzania Ministry of Communications and Transport (2002), “since the mid-1990, the Public Service of Tanzania has initiated a series of measures for transforming itself into becoming more efficient, effective, and customer-oriented. Most notably, the Public Service Reform Programme includes a Management Information Systems Component that aims to lay the foundations for what is now known as e-Government, while sectored reforms recognize and promote the use of ICT in the irrespective sectors. It is undeniable that ongoing efforts to create a robust nation-wide communications network for the Public Service will have a significant positive impact on all sectors, not only improving delivery of services but also as an engine of growth for the country’s ICT industry. This will be the case particularly if the Government becomes a model user of ICT in the means by which it manages its ICT resources and organizes its internal ICT services. 
In addition, the Government collects and holds vast amounts of locally relevant information that may be converted onto electronic media for better preservation and cheaper accessibility for the public. Such information includes legislation, regulations, procedures, forms, maps, research papers, statistics, etc., which may be sold or shared free of charge as appropriate. Moreover, the Government’s own policy making/monitoring and decision support processes can be greatly enhanced as access to”. According to http://www.uneca.org/aisi/nici/Tanzania/tanzania.htm (2008), “Tanzania has made a considerable progress in information and communication policy formulation recently. 
In addition to assistance provided by the International Institute for Communications Development (IICD) and the Economic Commission for Africa in organizing workshops on ICT policy, Tanzania has taken a step to engender public-private partnership through a group known as e-Think Tank. The e-think Tank is an informal association of people interested in ICT for Tanzania’s development. The mission of the e-Think Tank is to offer ICT leadership by catalyzing policy changes and by supporting related developments aimed at enabling Tanzanians to participate effectively in the modern Internet-based global economy. 
The International Institute for Communication Development organized an ICT policy workshop on 5th September 2001 at which an interim draft ICT policy framework document was discussed. The consultative process is expected to continue for few months resulting in a draft policy document that was considered by stakeholders in May 2002 authoritative, timely and accurate data becomes more widespread. And as the country’s biggest employer, the public sector’s recruitment standards will necessarily influence the national labour market and the curricula of education and training institutions, whereby if ICT competencies permeate the public sector’s recruitment requirements, then the other sectors will benefit too. For these reasons, the Public Service requires a specific emphasis in the National ICT Policy, especially in the context the potential contribution of e-Government to underpin and create new opportunities for the ongoing public service reforms”.

According Mdoe and Kimaro (2006), “Peaceful application of nuclear technology has contributed to socio-economic resource development in Tanzania. The Tanzania Atomic Energy Commission has taken some active steps for the incorporation and or adoption of ICT-based training modules in nuclear science and technology and its applications. The overall objective of this programmer is to establish a sustainable national capability for using the potential of information communication technologies (ICTs) for training and education in the field of nuclear science and technology”.

According to World Summit (2003&2005), “Governments around the world have embraced ICT and the Internet in particular, as a means of providing citizens with greater and easier access to government services. Increased information flows between the public and private sector and citizens have improved transparency and accountability and established an environment of trust and reliability between citizens and elected officials in many parts of the world. Moreover, many industries responsible for ICT and modernization initiatives have realized the importance of a clear national strategy for becoming a part of the global Information Society and narrowing the gap between “have” and “have nots”. Many small business computer software packages are designed for this task support role. They include, for example, word processors, spreadsheets, databases, electronic mail (Email) and electronic diaries. They allow the automation of ‘one-off’ or occasional tasks and to a certain extent, support decision-making.
 A vital component of any office automation system is E-mail, for communicating and distributing information throughout the office. The ‘office’ need not necessarily be in one physical location and may involve staff many miles away. Computer networks improve the integration of office activities and allow the idea of an office to go beyond a group of people in a single physical location”.
“Another sort of intervention that could be leveraged at the local level is IT paired to micro lending. With few exceptions, the development community still has not fully taken advantage of the opportunity to provide both money to foster activities and the channels via IT to market goods and services produced from activities”(Silver,1996). Lucas (1988) depicts that, “at the local level (village, district or in some cases the urban level) IT provides citizens with information about, for instance, market prices and social services such as health and knowledge and education”.

According to Adeya (2002), “Mayer’s (2000) and Navas-Sabater (2000) discuss the challenges facing the implementation of ICT networks and services in rural areas. Mayer’s (2000) is based on the work of the ITU-D Focus Group 7, while Navas-Sabater (2000) targets the World Bank. The challenges that are the subject of these papers have been enumerated in most literature sources and include: equipment installation; lack of mains power supply; lack of funds for initial capital investment, operation and maintenance; affordable coverage; lack of technical support and computer repair facilities; multiple players in ICT design and implementation. 
Mayer’s (2000) recommendations include ways to fight poverty using ICTs, which include the need to promote the development of low-cost information appliances and create a renewable energy handbook on small-scale power systems for rural ICTs. On the other hand, Navas-Sabater (2000) suggests some alternative models to bridge the access gap. These include monopoly or having a dominant operator with rural service obligations; rural operators; regional concessions for rural and urban service; mobile operators with a rural mandate; cooperatives owned by subscribers; and Universal Access Funds”.  
According to National ICT Policy of Tanzania (2002), “The National ICT Policy is aligned to the following vision statement: By exploiting its unique geographical position, Tanzania becomes a regional hub of ICT infrastructure providing ICT -based solutions that enhance sustainable Socio-economic development, which addresses national and regional poverty reduction concerns. The National ICT Policy is aligned to the following mission statement: To coordinate ICT activities in the public and private sectors and to provide a conducive legal and regulatory framework for public and private infrastructure investments in e-Commerce capacity building (infrastructure and human resources), software and hardware development and production, and promoting regional and international cooperation”

According to Adeya (2002), “It is important to note that the impact of ICTs depends on users’ attitudes and expectations, as well as on institutions, organizations and management. It also depends on the role of policymakers in general. The impact should be analysed by using generalized and expanded treatments of both qualitative and quantitative techniques, rather than simply using quantitative tools. More interdisciplinary research is needed on the social impact of ICTs, as this would help planners and implementers to design and evaluate better uses for them. Awareness of ICTs, however, does not lead to their immediate application. Adoption of ICTs involves a substantial learning curve and a high level of investment from users, whether they are individuals or organizations. Firstly, there is a need to assess the curricula being used or that are being proposed for use on the ‘study of ICTs’ (taken loosely) to ensure that those from developing countries are using the right approach and appropriate content to train their current and future labour-force. This is important at all levels of education, as the literature is clear on the need for ‘appropriate skills’ not simply hardware development. Kling (1996) found in the USA, that too many students study ICTs from a very ‘technical’ perspective by focusing for instance on computability, rather than usability. Findings of this nature are   relevant in the context of developing countries as they account for why many shy away from dealing with core issues. They also explain why not enough students are being trained”
According to Sitta (2007), “Since ICT is a cross-cutting tool, this Policy is also linked to ICT activities in other areas and sectors, especially Vocational Training, Higher Education, and Regional Administration and Local Government….The benefits of ICT can only be reaped through the commitment and collaboration of all stakeholders”. Prof. Dele Olowu, in a book published by UNECA, “defines e-government as "all the information and communication technology platforms and applications in use in the public sector or the use of the internet for delivering government information and services to citizens"

According to UNDESA (2005&2006) "The application of ICTs within and by the public sector, that provides government, the citizen and business with a set of tools that can potentially transform the way in which interactions take place, services are delivered, and public administration reform and good governance goals are met” According to Robyn (2001), “Besides pro-growth effect, ICT have other kinds of advantages. 
In service activities for instance, it is clear that much of the organisational changes derived from ICT can add a lot of convenience for the consumers. That someone who once bought a volume of Bengali poems would be addressed regularly a list of fresh publications in a similar register was impossibly expensive in the world of pocket books a few years ago and no firm would have attempted to organize itself to provide such service. Now, such an organizational structure is imperative among large-scale booksellers because clients like this kind of service, but it is not clear at all that it fosters the total sales of books. In general, E-commerce offers the final consumers much more information and much more interface possibility than mail-order catalogue shopping ever did, yet the growth-outcome of the added convenience is not that large. 
The fact is that on-line transactions are no more than a format of trade that either replaces the brick- and-mortar format or inflates it into a click-and-mortar format where E-commerce is simply super-imposed to the traditional format”. Ingeneral, on countries perspectives, while others limit the definition only to online and/or internet based technologies some countries use a wider definition of e- government to include all electronic delivery of services such as telephone, fixed lines, fax, mobile phones, short message services (SMS), multimedia messaging services (MMS), wireless networks  and  services,  television and  radio –  based delivery of government services in addition to the use of the Internet (INTOSAI, 2005) cited in (Nengomasha et al, 2010) and (Ant tiroiko and Malkia 2006; Heeks 2004).

According to The World Development Report (1998/99), “ICTs greatly facilitate the acquisition and absorption of knowledge offering developing countries unprecedented opportunities to enhance education systems. One of the greatest hardships endured by the poor and by many others who live in poor countries is their sense of isolation. The new communication technologies promise to reduce that sense of isolation and to open access to knowledge in ways unimaginable not long ago”.

According Okpaku (2002), “The tool for conducting the development process, the tool for engaging men and women, young and old, rich and poor, in crafting a common future on the wealth of culture and experience, positive and negative, the tool which enables us to express ourselves articulately in our own context, and for others to hear us some distance away, and for us to hear them too, is the fundamental element of ICTs. The enhancement of this process to give it speed and distant reach, to store it for future use, even far from its origin, the application of the innovation of science and technology to enable us to conduct this critical dialogue faster, more widely and more frequently: this is the quintessence of ICTs”.

According to the United Nations "World Public Sector Report 2003: e-government at the Crossroads", "e-government is a government that applies ICTs to transform its internal and external relationships. Through the application of ICTs to its operations, a government does not alter its functions or its obligation to remain useful, legitimate, transparent and accountable. If anything, this application raises society's expectations about the performance of government, in all respects, to a much higher level”

We are told that e-government is the use of information and communication technologies in government to provide public services to improve managerial effectiveness and to promote democratic values and mechanisms; as well as a regulatory framework that facilitate information intensive initiatives and fosters the knowledge society (Gil-GarciaandLuna-Reyes,2003).
According to www.idrc.ca/en/ev (as cited on 17may2008) “At the local level (urban and rural municipalities), it is recognised that the appropriate use and integration of ICTs in the community can enhance and support social and economic development, particularly in empowering officials and community representatives; ensuring linkages, networking and community cohesion; providing timely, efficient, transparent and accountable services; improving the management of the services and operations; facilitating planning and policy making processes; monitoring and recording physical and social changes in the municipalities. In fact, the developmental impact of ICTs at local level is twofold. The first consists of the benefits of enhancement of the infrastructure and applications to users of information and communication services who can be distinguished according to whether they use these services as an everyday tool for production, distribution or consumption, and for their day-to-day activities. 
The second consists of the benefits derived by the economy from changes in the production, supply and operation of communications infrastructure, facilities, equipment, services and applications, or more generally what we called: ICTs or info-communications” Also based on Mirandilla (2008) we can see that e-Government the application of ICTs to improve the activities of public sector organizations is widely seen as a means to promote efficiency in public administration. As various studies have shown, e-Government goes beyond the introduction of technology. It calls for a paradigm shift reforms in organizations, new forms of leadership, and transformation of public-private partnerships—to make its impact effective (Allen et al, 2001).
Ngulube (2010), on his paper defined electronic Government as an innovative attempt to take advantage of information and communication technologies (ICTs) to facilitate the citizens access to government information and services in order to support social, economic and political development and provide an avenue for the public to interact with government institutions and processes in a democratic, transparent and equitable way. He further narrates that e-government has the possibility of improving service delivery and enhancing the relationship between the government and the public.

2.3 Empirical Analysis of Relevance Studies

According to Sadun and Leaver, Two questions in e-Government survey ask about:
- The use of computers by public employees, and the proportion of employees who use/access a computer, and - The use of computers with Internet access by employees, and proportion with access. These questions are meant to capture the degree of employees’ involvement with ICT, and may also capture skills. For finish studies, employee use has also been as a proxy for public level ICT investment data. In practice these metrics are also likely to measure the electronic exchange of information between employees- and with outside sources so may give an appropriate measure of knowledge management currently available at public sector level. The data on employees using computers and the Internet is, not surprisingly, correlated with ICT investment at public sector level. It is also strongly dependent on industry sector. However, after taking account of ICT investment, the identifiable effects of employee computer / Internet use public sector level services are large and significant.
According to www.idrc.ca/en/ev (as cited on 17may2008) “The Indian case is recognised worldwide as an example, considering the several "good practices" on local e-governance development, often created with a "bottom-up" approach and the involvement of the civil society organizations, often led by young people. One of the most popular experiences is the e-Seva Centre in Andhra Pradesh.” According to Hajji (2005), “health net Uganda tested the use of persona digital assistant (PDAs) by medical practitioners to conduct on epidemiological as it turned out, PDA made data collection and analysis quick easy and at a fraction of the cost of traditional pen and paper survey”.
According Robyn (2001), “few results are available at this stage on government use of ICT. There are data on the technologies available in the government departments, but there are not many data on the electronic services offered by the governments and on the uses of these services by the public.  In Australia, it was found that, by mid-1998, 89% of the federal departments had a web site that 12% received and 33% placed orders via Internet. The Survey of Electronic Commerce and technology of Canada, however, came up with data suggesting that in Canada the government plays a lead role in Internet use. By 2000, 96% of the federal and provincial government departments had a web site and these web sites were reported to be more likely than their private sector counterparts to offer interactivity with the public, digital products, and online payments, For the whole OECD minus Greece, Luxembourg, Mexico, Poland and Spain, employment in ICT is estimated to have been 12.8 million persons (35% thereof in the USA, 16% in Japan, 9% in the UK, 8% in Germany, 3.5% in South Korea). 
Value added for OECD minus Greece, Luxembourg, Mexico, Poland, Spain, Denmark, Iceland, Ireland, New Zealand, Switzerland and Turkey, is estimated to have been 1,191 billion $ (of which 49% in the USA, 13% in Japan, 7 to 8% in Germany and in the UK, 5% in South Korea). Korea and the USA had by far the highest ratios of value added to employment (135,000 and 129,000$ respectively). The statistics of value added in the ICT sector related to value added in the whole business sector show that: Korea had the highest proportion with 10.7%; Sweden, Hungary, the USA, the UK, and Finland all had ratios of 89%; the OECD average is just over 7% and the EU average is just over 6%. 
ICT is supplied by three broad sectors, namely, the telecommunications, manufacturing and services. In Korea, manufacturing represents 70% of the three sectors; in Japan, 60%; in the USA, 30%. R & D in the ICT sector is estimated to have been 116 billion$ in 1997 (of which 52% in the USA, 22% in Japan, 5% in Germany, 5% in Korea, 4% in France). The share of R&D by the ICT sector in total business R&D was just over 51% in Finland; the mean value for OECD Member countries was just under 35%, the value of the EU being significantly lower with less than 24%. R&D in the ICT sector is mainly carried out in the manufacturing part of ICT. Korea, Finland, Japan and Italy reported proportions close to 90%. 
For most countries, the ICT sector is a lot more prone to undertaking R&D than other industries, often by a factor of about five.  One country, Japan, had a huge trade surplus in ICT products (54 billion $), Korea had a surplus of 14 billion$, Finland 4 billion$, Ireland, Mexico and Sweden had 3 billion$ each. Countries with large trade deficits included: The USA (36 billion $), Canada (12 billion $), Germany (11 billion $), Italy (10 billion $), and Australia (7 billion $). ICT trade has become relatively important in a good third of the OECD countries. In Ireland, the combined imports and exports of ICT goods and services amount to 30% of total trade. In Hungary, Korea, Mexico and Japan, ICT trade makes up nearly 20% of total trade. In Finland, Netherlands, USA, UK and Sweden it amounts to between 10 and 20%” According to Robben, “Improved Customer Service and Competitiveness Pan Energy Corporation (PEC) owns and operates one of the nation’s largest natural gas transmission networks.
The Problem: In order to survive, PEC needed to provide a superb service to its customers at competitive prices. This is a difficult task since the company collects data in more than 13,000 entry locations along its pipelines that cover 28 states. These data need to be shared by employees in more than 100 facilities and processed on more than 3,000 computers. Information must flow quickly and smoothly and be shared among employees in the production, marketing, and finance departments. All of this must be accomplished at a low cost.
The ICT Solution: The Company constructed its own electronic communication network, based on the latest microwave telecommunication technologies. The massive network allows enterprise-wide communication over an intranet, as well as enabling the company to communicate with customers, suppliers, and other business partners in the outside world (using private networks and the internet). It supports information processing on projected and actual gas flows, personal availability, and much more. The network allows the collected data to be stored in several databases. These data are used in hundreds of software applications that were built by both information system professionals and end users in all functional areas. These applications track information ranging from the incoming and outgoing gas flow to the storage of gas and scheduling of personnel.
The Results: Without this kind of information system, PEC would be unable to operate successfully, compete, and meet customer demand in the 1990s and beyond. Pan Energy is considered one the best companies in its industry, and therefore it was acquired recently by a larger utility. According to Bartholomew, The Problem: CATERPILLAR INC: Fends Off Competition. Caterpillar Inc. (CAT) of Peoria, Illinois, is a world leader in manufacturing heavy machinery. In 1982, the company entered a difficult period. Komatsu of Japan, a major competitor, was offering bulldozers in the United States at prices 40% lower than CAT’s. Caterpillar was forced to cut prices. 
A poor economy and a lengthy labor strike worsened the situation. By 1985, the accumulated losses amounted to $953 million. Caterpillar, which sells its products all over the world, responded to the downturn in all the usual ways: it closed plants, lay off workers, and slashed expenses. But the usual ways did not work: market share declined and losses increased.

The ICT Solution: Management decided that the only solution lay in a state-of-the-art information technology. CAT would not be globally competitive without it. The first phase of the information technology project lasted eight years and cost $2 billion. Computer-integrated manufacturing (CIM), a dream at many companies, is a reality at CAT. Robots, computer-aided design, and computer-aided manufacturing, are functioning throughout the various plants. These and other computerized systems resulted in in-process inventory reductions of 60% and savings of several million dollars. 
Modern management techniques, such as a computerized Materials Requirement Planning were installed, and computerized purchasing and logistics systems were put into operation. Some other important ICT applications at CAT are these: A global network with 7,000 terminals connects 50,000 employees and 180 dealers in 1,000 locations. This network is used for the Internet, for other telecommunications applications, and intranet activities. An executive information system enables business units to analyze data, identify trends, and evaluate each dealer’s performance. Ninety-five percent of the company’s employees can access data on the company’s enterprise-wide system (an intranet). A world-class repair and part inventory system was developed.

The Results: By 1993, Caterpillar had become stronger than its competitor, controlling more than30% of the U.S. construction equipment market. The firm was able to export more than half its sales to foreign buyers yet keep its manufacturing plants and the jobs in the United States. According to ICT Policy.PDF (2006), ICT is a generic term used to express the convergence of IT, broadcasting and communications. One prominent example is the Internet. ICT in Tanzania advances since the end of 20th century and have lead to multiple convergences of content, computing, Telecommunications and broadcasting. They have brought about changes in other areas particularly in knowledge management and human resources development. ICT has impacted the way business is conducted, facilitated learning and knowledge sharing, generated global information flows, empowered citizens and communities in way that have redefined government and have created significant wealth and economic, resulting in a global information society.

Rosen (2002) depicts that, “The key role of ICT in improving productivity in high income countries makes it an obvious tool to deploy to improve the efficiency and effectiveness of international development efforts. ICT offers considerable potential gains in good governance in relation to transparency and accountability. These ICT supported improvements can be achieved in relation to internal fiscal responsibilities, government procurement, government’s role as registrar, regulator and protector of the environment as well as improved education and health service delivery to the poor”.
(EAC Secretariat, 2005),  “It is up to the financial institutions to choose the level of e-banking services to be provided to various customer segments based on customer needs and the institution’s risk assessment considerations in a particular partner state. Institutions should reach this decision through a mutually accepted e-banking strategy that considers factors such as customer demand, competition, expertise, implementation expense, maintenance costs, and capital support. Some institutions may choose not to provide e-banking services or to limit e-banking services to an informational website. Indicators of success are growth in market share, expanding customer relationships, expense reduction, or new revenue generation. Successful implementation of an e-Banking will lead to: Lower operating costs, Greater geographic diversification, Improved or sustained competitive position, Increased customer demand for services, and New revenue opportunities”.
According to Nalingigwa, “A society without ICT cannot effectively function either nationally or globally; there is no means for the message to get through. No matter how far apart people are, ICT is bound to bring them together; as we board dot.com bus our desire is the same, the difference between us is desired speed and time of arrival. Tanzania was one of the countries in Africa to restructure the communication sector following an enactment of Tanzania Communication Act of 1993”. According tohttp://www.optinit.org/framework/pages/appendix3Case7.html, (2006)
“Despite having very low per capita income, Tanzania is preparing to reposition itself in the global network economy. Both steps are being taken to leverage the benefits of ICT for its national priorities of growth and poverty reduction. Key actions include: the creation of an e-secretariat, including key stakeholders to create supportive leadership for ICT development; communications infrastructure improvements, both in the capital city and in secondary towns; and restructuring of the financial sector to sustain a more market-driven economy. As it prepares for the shocks associated with the transition from an agriculture-based economy to a knowledge-based economy, Tanzania hopes to illustrate that starting off on the right foot is the key to leapfrogging or "antelope jumping" many stages of ICT development”.

2.4 Research Gap Identified

From the analysis of both theoretical and empirical reviews there is a gap of limited studies on ICTs application specifically for Tanzania, whereas of the few studies none tried to directly look on the effectiveness of the ICTs application in local government in Tanzania. So this study attempted to bridge the gap by assessing the effectiveness of the ICTs application in local government authorities in Tanzania to confirm if the government objectives have been achieved.

2.5 Summary

From the analysis of the literature review above, in general the ICTs application in Local government authorities  in Tanzania like in many other developing countries specifically African countries do not fully realize the intended benefits and thus reassessment of their effectiveness by this research.

CHAPTER THREE

RESEARCH METHODOLOGY

3.1 Overview

This chapter provides the conceptual structure within which this research was conducted. It outlines the data collection methods used, its analysis and presentation done in the context of the defined problem. It is a very important chapter as it provides reasons to why a particular method of research, sampling, data collection and data analysis was chosen; it also gives the design of the study, population and its area of which the research based on. In short this chapter is concerned with research designs, which are the master plan specifying methods and procedures for collecting and analyzing collected data.
3.2 Research Design

The Research Study has been defined in a single area of field, that is a Case Study; and it will be in the Exploratory Research Design. The case study will be the Shinyanga urban district council in Shinyanga region. The ICT Department and other ICT related departments will be involved in the study. “research design is the arrangement of conditions for collection and analysis of data in manner that aims to combine relevance is the conceptual structure within which research is conducted  it constitutes the blueprint for the collection, measurement and analysis of data” (kothari, 2003).
A case study entails studying a phenomenon within its real-life setting, rather than studying a phenomenon in general, a specific example within time and space is chosen for study. This allows particular issue to be studied in-depth and form a variety of perspectives (Kitchin and Nicholas, 2000). The purpose of this study together with the nature of data collected influenced the choice of this research technique.

3.3 Research Approach

The Research study consisted of both Quantitative approach which generated data in quantitative form that was subjected to rigorous quantitative analysis; and Qualitative approach which was concerned with subjective assessment of attitudes, opinions and behavior. These approaches were used carefully to produce a report that is almost relevant to the truth due to its pictorial representation.

3.4 Population Inquiring

In the Case Study, the study took into account the selection of a sample that can actually represent a general view of Tanzania; however, it concentrated more to ICT department and other ICT oriented departments (those use computers, printers and computer network).

3.5 Sample Design

The Study sample involved the Systems Administrators, Policy and Planning Staffs, Administration and Management Staffs, some other subordinates. Simple Random Sampling will involve the random collection of employees (staffs) from each department.

3.6 Sample Size

The study involved122 respondents in total, whereby sample will be taken from each department that is computer and Internet oriented. Yin (2009) argues that, a sample is a unit out of individuals that is small enough to present the population from which it was selected. The sample of this study was the employees of Shinyanga Municipal Council. Sample seemed to be useful rather than the whole population because of costs in terms of fund, time and material that has to be used in surveying the whole population. 
The total sample selected in this study was 122 respondents but the response rate was 83 respondents from Shinyanga Municipal Council. (The sample was taken from administration and human resources department, policy and development department, Planning department, Government ICT services department, human capital department, Management service department, Finance and accounts unit, internal audit unit and from procurement unit.

To obtain a sample size of 122Nassiuma’s formula (2000) was used, where he stated that when the population is less than 1000 thirty percent (30%) of the population should be taken as a sample of the study, but where the population is above 1000 the following formula should be used to determine a sample.

          n=  
     NC²

                         C²+ (N-1) e²

Where 
N= population of employees = 372

C =coefficient of variation (assumed) = 10%

e = sample error (assumed) = 1%

Since the population was less than 1000 thirty percent (30%) was taken to represent the population (372*0.3= 112).
Table 3.1: Composition of the Sample
	Category of respondents
	Number of respondents

	Administration and human resources department
	14

	Policy and development department
	19

	Planning department
	15

	Government ICT services department
	14

	Human capital department
	19

	Management service department
	12

	Finance and accounts unit
	15

	Internal audit unit
	9

	Procurement unit
	7

	Total
	122


Source: Field Data, 2020
Note: the table below shows the actual number of respondents who participated in the study. The expected number of respondents was 122, but due to unavoidable circumstances 29 respondents couldn’t show up.

3.7 Data Collection Methods

The study was both Exploratory and Descriptive. It contained quantitative and qualitative methods of data collection; the following data collection techniques will be used in accordance to the intended data.

3.7.1 Primary Data
Primary data are those which are collected afresh and for the first time and thus happen to be original in characters will be obtained from observations, personal interviews and questionnaires and focused group discussion.
Personal Interview: This involves presentation of oral verbal stimuli and reply in term of oral verbal responses. Interview is important for collection of primary data, it is also found that managers are more likely to agree to be interviewed rather than complete questionnaires. Respondents will be given an opportunity to give their own opinions on the various aspects of the application of ICT in supporting public sector operations at their work places. The researcher will follow a rigid procedure and will seek answers to a set of preconceived questions.
Questionnaires: The researcher prepared questionnaires. Questionnaires were distributed to the respondents with a request to return after completing the same. Questionnaire to be used will be prepared very carefully so that it would prove to be effective in collecting the relevant information. The distribution of questionnaires followed the number of respondents determined from the sample.

Observation: In normal circumstances, a researcher was also be considered in daily activities within different departments. From this, the researcher was observing and collecting data on the attitude, behavior and perception of respondents in the field of study. The observation was systematically planned and organized to ensure validity and reliability of data to be collected.

3.7.2 Secondary Data
Secondary data are those data which was taken from written documents such as books, departmental reports, journals, magazines, and reports of similar problem. Secondary data is important to be used since statistical information and records may be of particular use for answers research questions and objectives, the following techniques were used for secondary data collection:-

Documentations: The study involved data from written manuals, books, journals, procedures, and government reports to obtain second hand data. The researcher used documentation so as to obtain some other secondary data necessary to answer research questions.

3.8   Validity andReliability

Validity refers to the accuracy or truthfulness of a measurement. A pretest was carried out to guarantee reliability of the data. This was done using 30% of the targeted sample. Based on this the corrections were made and the study carried out.

3.9  Assumptions

The assumptions made when conducting this study are that the samples elected represents the population, the instrument used was valid and that the respondents answered questions in the questionnaire truthfully.

3.10 Data Analysis Methods

3.10.1 Quantitative Data
Data on questionnaires, interview, and documentation will be analysed by simple descriptive statistics using a computer-based method, SPSS. Coding of data will be done and coded data will be entered/ input into the computer that has been installed with SPSS Application Software. Then, the data will be organized, reduced, and presented by the use of tables, bar charts, and pie charts; and interpreted by using means, percentages, standard deviation, and frequency.
3.10.2 Qualitative Data
Data on observation, some in documentation and focus group discussion will be read; organized into similar categories; identified patterns, or associations and causal relationships in the themes; and interpreted on the basis of the themes generated from the study objectives.
CHAPTER FOUR

DATA PRESENTATION, ANALYSIS AND DISCUSSION OF FINDINGS

4.1  Introduction

This chapter gives the results of the study. The study was conducted at Shinyanga Municipal Council, where a sample of 122 employees was used.  Analysis of results has been given to show the percentages for the various variables in relation to the ranking obtained through questionnaire, personal interview and documentary sources. This indicated the way the distribution of responses appeared. Specifically frequency distribution was used to deal with research questions. The research questions were developed from the specific objectives of the study.

4.2    ResponseRate

The survey population (questionnaires) was medium in size and the study was able to attain a 95 percent response rate, which are 115 out of 116 respondents. The return rate for the interviewee was 100 percent, that‘s 2 of 2 employees that were scheduled for an interview responded, while all 12 Shinyanga municipal council customers requested for unstructured interview responded. Table 4.1 and 4.2 shows there turn rate of the people who were contacted and included in the sample. 
Table 4.1: Frequency Distribution by Department

	S/N
	Department
	Sample Size
	Respondents

	1.
	Administration &Finance
	28
	28

	2.
	Construction &Fire Fighting
	14
	14

	3.
	Waste Management
	27
	17

	4.
	Urban Planning
	14
	14

	5.
	Health Services
	31
	27

	6.
	Project Management Unit(PMU)
	8
	5

	
	Total
	115
	105


Source: Field Data 2010
Table 4.2: Department Percentage

	
	Frequency
	Percent
	Valid
Percent
	Cumulative
Percent

	Valid
	Administration &Finance

Urban Planning

Construction &Fire Fighting

WasteManagement

Health Services

ProjectManagementUnitPMU
	28
	39.4
	39.4
	39.4

	
	
	14
	19.7
	19.7
	59.2

	
	
	14
	14.1
	14.1
	73.2

	
	
	17
	9.9
	9.9
	83.1

	
	
	27
	9.9
	9.9
	93.0

	
	
	5
	7.0
	7.0
	100.0

	
	Total
	105
	100.0
	100.0
	


Source: Field Data 2010

The researcher administered one type of questionnaire randomly across all departments. He also administered two types of structured interview questions; one specific for administration and another one for IT personnel, and unstructured interview to Shinyanga municipal council customers.

4.3 Characteristics of Respondents

4.3.1 Age of Respondents

The study comprised people of different age groups whose forms were filled during the appraisal process. From the documentary sources it has been revealed that 85% of respondents belonged to a group of 20-49 years and 15% the group of 50-59 years. The aim of the researcher was to know whether the organisation has a mixed composition of staff that is significant to affect the ICTs Application. If a big number of employees could belong to the age group of 50-59 years this could signify that the organisation is having employees who are preparing themselves for retirement hence reduced morale for learning and finally affecting ICTs application. With this regard the Shinyanga Municipal Council is not characterized by people with advanced age. 
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Figure 4.1: Age of Respondents
Table 4.3: Age of Respondents

	
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	20-29
	22
	21.6
	26.2
	26.2

	
	30-39
	27
	26.5
	32.1
	58.3

	
	40-49
	23
	22.5
	27.4
	85.7

	
	50-59
	12
	11.8
	14.3
	100.0

	
	Total
	84
	82.4
	100.0
	


Source: Field data July 2010
4.3.2 Gender of Respondents

Gender sensitive is a global issue under discussion in every working environment today. From the questionnaire distributed to employees it has been observed that 59% of employees are male and 41% are female. Since Tanzania has been facing the system of male dominance for a number of decades the speed of change to recognize the role of women in all positions is satisfactory. Few decades back women were seen as people to stay at home and take care for the families. This is not the case at the Shinyanga Municipal council. Women are more constrained with a number of factors thus affecting their involvement in ICTs application compared to men. The Table 4.2 shows the gender of respondents as appeared from the field.
Table 4.4: Gender of Respondents 
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Total 84 100

Source: Field Data July 2010
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Figure 4.2: Age of Respondents
The Organization Access to Emerging Technology: The researcher interested to know at what degree of the organization access to emerging technology through outsourcing. The study finding shows that fifty two point nine percent (52.9%) of the respondents said that the degree of the organization access to emerging technology through outsourcing were average, twenty nine point four percent (47.1%) of the respondents said that the organization access to emerging technology through outsourcing were great satisfied with the services. 
Table 4.5: Emerging Technology
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Yes
	44
	52.9
	52.9
	52.9

	
	No
	37
	47.1
	47.1
	100.0

	
	Total
	81
	100.0
	100.0
	


Source: Field Data, 2010

There is availability of ICTs Tools: The study finding shows that 67.5% of the respondents were agreed that there is availability of ICTs tools, 11.5% of the respondents they said no availability of capital fund and 26.9% they don’t know whether outsourcing exist or not. 

Table 4.6: Availability of ICTs tools

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Yes
	54
	67.5
	67.5
	67.5

	
	No

Don’t know
	26
	11.5

26.9
	11.5

26.9
	79.0



	
	Total
	80
	100.0
	100.0
	         100.0          


Source: Field Data, 2010

Staff’s Awareness about ICTs Application: The researcher’s finding shows that 70% of the respondents were aware about ICTs while 30% of the respondents were not aware about the ICTs at Shinyanga municipal council. This implies that ICTs is known to the most of the staff at Shinyanga municipal council, it was also realized that many staffs are involved in planning and implementation of outsourcing; although there are some staffs from the other departments they know nothing about ICTs.

Table 4.7: Awareness
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Yes
	56
	70.0
	70.0
	70.0

	
	No
	24
	30.0
	30.0
	100.0

	
	Total
	80
	100.0
	100.0
	


Source: Field Data, 2012
Involvement of Staffs in the ICTs Application: The study finding shows that sixty six point three percent (66.3%) of the respondents were involved in ICTs application  and thirty three point eight percent (33.8%) of the respondents they were not involved in the ICTs application. The questionnaires were basically based on the user departments with the sample of eighty one respondents. 

Table 4.8: Involvement

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Yes
	53
	66.3
	66.3
	66.3

	
	No
	27
	33.8
	33.8
	100.0

	
	Total
	80
	100.0
	100.0
	


Source: Field Data, 2012
Staffs has knowledge in ICTs application: The study finding shows that 58.8% of the respondents they had knowledge of ICTs application while 41.3% of the respondents they had no knowledge of ICTs application. 
Table 4.9: Knowledge of Cost Reduction
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Yes
	47
	58.8
	58.8
	58.8

	
	No
	33
	41.3
	41.3
	100.0

	
	Total
	80
	100.0
	100.0
	


Source: Field Data, 2012
ICTs brings about working improvement: The researcher finding shows that 63% of the respondents say no, that ICTs do not bringing about working improvement while the only 37% of the respondents answered yes that ICTs brings about working improvement.
Table 4.10: Quality Product Improvement

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Yes
	51
	63.0
	63.0
	63.0

	
	No
	30
	37.0
	37.0
	100.0

	
	Total
	81
	100.0
	100.0
	


Source: Field Data, 2012
ICTS leads to less Wastage of Resources: The researchers finding shows that the respondents who respond to this questionnaire were seven and 72.8% agreed that ICTs leads to less wastage, while 27.2% of the respondents did not agreed that ICTs leads to less wastage.
Table 4.11: Less Wastage
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Yes
	59
	72.8
	72.8
	72.8

	
	No
	22
	27.2
	27.2
	100.0

	
	Total
	81
	100.0
	100.0
	


Source: Field Data, 2012
Council established ICTs Facilitation: The researchers finding shows that 66.2% of the respondents they agreed that council established ICTs facilitation, while 33.8% did not agreed. 

Table 4.12: Product Demand
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Yes
	54
	66.2
	66.2
	66.2

	
	No
	27
	33.8
	33.8
	100.0

	
	Total
	81
	100.0
	100.0
	


Source: Field Data, 2012
There Adequacy supporting Infrastructure in ICTs Application: The researcher finding shows that 33.3% of the respondents answered that there is lack adequate of supporting infrastructure in ICTs at the organization while 66.7% of the respondents they believe that the supporting infrastructure in ICTs is adequate.
Table 4.13: Infrastructure in ICTs Application
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Yes
	54
	66.7
	66.7
	66.7

	
	No
	27
	33.3
	33.3
	100.0

	
	Total
	81
	100.0
	100.0
	


Source: Field Data, 2012
There is user-Friend Equipment: The study finding shows that 80% of the respondents were answered that there is no user-friendship for equipment while 20% of the respondents answered that there is user-friendship equipment.
Table 4.14: User-Friend Equipment
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Yes
	64
	80
	80
	80

	
	No
	16
	20
	20
	100.0

	
	Total
	80
	100.0
	100.0
	


Source: Field Data, 2012
ICTs brings about Fast Job Performance: The study finding shows that sixty percentage (60%) of the respondents said there is fast job performance and forty percent (40%) of the respondents said they are fast job performance.
Table 4.15: Fast Job Performance
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Yes
	48
	60
	60
	60

	
	No
	32
	40
	40
	100.0

	
	Total
	80
	100.0
	100.0
	


Source: Field Data, 2012
(i)    Provision of Government Information through Electronics Means
Table 4.16: Provision of Government Information through Electronics Means

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree Disagree

Not sure Agree

Strongly agree
	24
	33.8
	33.8
	33.8

	
	
	15
	21.1
	21.1
	54.9

	
	
	17
	23.9
	23.9
	78.9

	
	
	14
	19.7
	19.7
	98.6

	
	
	1
	1.4
	1.4
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data 2010

In this regard the respondent were asked if government information is being provided through electronics means (telephone, sms, website, TV/Radio, etc.) from their operational perspectives. In response, 54.9% of the respondents disagreed (disagree strongly disagree) and 23.9% of the respondents were not sure as shown on Table 4.16.

From the interviews with Shinyanga municipal council customers (citizens), only 2 out of 12 respondents confirmed to have seen news/information regarding Shinyanga municipal council, one from the Shinyanga municipal council website and both two from TV news. There mining 83% of the respondents said they have never seen Shinyanga municipal council information being provided through electronic means whether through TV or radio broadcasting, also they were not aware of Shinyanga municipal council website availability probably due to lack of internet access and /or knowledge of internet usage.

4.3.3 Whatis an Overall Awarenessof ICTs Usage and Application

(vii)    Individual Computer usage
Regarding the use of computer at individual level, 67.6% of the respondents agreed (agree + strongly agree) with the question if they use computers for more than 50% of their tasks as shown on Table 4.17.

Table 4.17: Use Computer for More than 50% of the Tasks

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree Disagree

Not sure agree

Strongly agree
	5
	7.0
	7.0
	7.0

	
	
	16
	22.5
	22.5
	29.6

	
	
	2
	2.8
	2.8
	32.4

	
	
	38
	53.5
	53.5
	85.9

	
	
	10
	14.1
	14.1
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data 2010
 (viii) Departmental Computer Usage
However when the respondent were asked at the departmental level if all staff in their departments can use computers to perform their day to day activities, 56.3% of the respondents disagreed (disagree + strongly disagree) as shown on Table 4.18.
Table 4.18: All Staff in the Department can use Computer

	
	Frequency
	Percent
	ValidPercent
	CumulativePercent

	Valid
	Strongly disagree Disagree

Not sure 
agree

Strongly agree
	10
	14.1
	14.1
	14.1

	
	
	30
	42.3
	42.3
	56.3

	
	
	7
	9.9
	9.9
	66.2

	
	
	18
	25.4
	25.4
	91.5

	
	
	6
	8.5
	8.5
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data 2010
(ix)  Shinyanga Municipal Council e-mail usage

Regarding the use of office e-mail respondents were asked if they do use office email system in official communications both internal and external. In response, 76.1% disagreed (disagree + strongly disagree) as shown on Table 4.19.
Table 4.19: Use of Office Email in Official Communication

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree 
Disagree

Not sure Agree

Strongly agree
	31
	43.7
	43.7
	43.7

	
	
	23
	32.4
	32.4
	76.1

	
	
	2
	2.8
	2.8
	78.9

	
	
	14
	19.7
	19.7
	98.6

	
	
	1
	1.4
	1.4
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data 2010

(x) Incoming / Outgoing Official Communications
Also in general the use of office email system, telephone and fax in official communication (both incoming and outgoing) was looked at in questionnaires. In response, 63.4% of the respondent disagreed (disagree + strongly disagree) as shown on Table 4.20.

Table 4.20: Official Communication is Through Office E-mail System, Telephone and Fax

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree Disagree

Not sure Agree

Strongly agree
	10
	14.1
	14.1
	14.1

	
	
	35
	49.3
	49.3
	63.4

	
	
	7
	9.9
	9.9
	73.2

	
	
	16
	22.5
	22.5
	95.8

	
	
	3
	4.2
	4.2
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data 2010

(xi)  Training
Regarding electronic communication training (awareness/workshop program) to the internal users, respondents were asked whether they have attended any such a program in the past 12 months. In response, 83.1% of the respondent disagreed (disagree + strongly disagree) as shown on Table 4.21.

Table 4.21: Attended Awareness Workshop on ICT in the Last 12 Months

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	stronglydisagree disagree

notsure agree

stronglyagree
	40
	56.3
	56.3
	56.3

	
	
	19
	26.8
	26.8
	83.1

	
	
	6
	8.5
	8.5
	91.5

	
	
	3
	4.2
	4.2
	95.8

	
	
	3
	4.2
	4.2
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data 2010
4.3.4
To what Extent do the Benefits of ICTs Application  have been Realized

4.3.4.1 Reduced Daily Work Load

From questionnaires, respondents were asked whether the use of electronic devices have reduced their daily workload. In their responses, 62% of the respondents agreed (agree +strongly agree) as shown on Table 4.22.

Table 4.22: Electronic Communication Devices has Reduced the Daily Work

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree Disagree

Not sure agree

Strongly agree
	6
	8.5
	8.5
	8.5

	
	
	17
	23.9
	23.9
	32.4

	
	
	4
	5.6
	5.6
	38.0

	
	
	37
	52.1
	52.1
	90.1

	
	
	7
	9.9
	9.9
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data
4.3.4.2 Improved Turnaround Time

Based on questionnaire responses regarding the improved turnaround time (TAT) due to the use of electronic communication devices in serving customers, 55% of the respondents agreed (agree + strongly agree) while 14.1% were not sure as shown on Table 4.23.

Table 4.23: Use of Electronic Communication Devices 

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree
Disagree

Not sure 
Agree

Strongly agree
	6
	8.5
	8.5
	8.5

	
	
	16
	22.5
	22.5
	31.0

	
	
	10
	14.1
	14.1
	45.1

	
	
	32
	45.1
	45.1
	90.1

	
	
	7
	9.9
	9.9
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data
4.3.4.3 Improved Overal lTeam’s Performance and Efficiency

Regarding the overall team’s performance, respondents were asked in questionnaires if the use of electronic communication devices has improved the overall performance and efficiency of the team. In response, 56.3% disagreed (disagree + strongly disagree) as shown on Table 4.24.
Table  4.24: Use of Electronic Communication Devices has Improved Overall Performance and Efficiency of the Team
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree Disagree

Not sure agree

Strongly agree
	6
	8.5
	8.5
	8.5

	
	
	34
	47.9
	47.9
	56.3

	
	
	14
	19.7
	19.7
	76.1

	
	
	16
	22.5
	22.5
	98.6

	
	
	1
	1.4
	1.4
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data
From the interview with Shinyanga Municipal Council customers, the 12 respondents were asked to rate the performance of the team dealing with Taxi ‘sparking and motorbike‘s permit provision, 9 of the respondents were still not happy with the performance.

4.3.4.4 Reduced Number of Complaints

Table 4.25: Use of Electronic Communication Devices has Reduced the Number of Complaints in the Department

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree Disagree

Not sure

Agree
	6
	8.5
	8.5
	8.5

	
	
	40
	56.3
	56.3
	64.8

	
	
	16
	22.5
	22.5
	87.3

	
	
	9
	12.7
	12.7
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data
From questionnaires, respondents were asked if the use of electronic devices/ channel have reduced the number of complaints from customers in their areas. In their responses, 64.8% of the respondents disagreed (disagree +s strongly disagree) and 22.5%of the respondents were not sure as shown Table 4.25.
4.3.4.5 ReducedManual Processes

Questionnaire respondents were asked if the use of electronic communication devices have reduced the number of manual processes in their areas. In their responses, 64.8% of the respondents disagreed (disagree+ strongly disagree)as shown on Table 4.26.

Table 4.26: Use of Electronic Communication Devices has Reduced the Number of Manual Processes in the Department

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	stronglydisagree disagree

notsure agree

stronglyagree
	5
	7.0
	7.0
	7.0

	
	
	41
	57.7
	57.7
	64.8

	
	
	10
	14.1
	14.1
	78.9

	
	
	14
	19.7
	19.7
	98.6

	
	
	1
	1.4
	1.4
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data
4.3.4.6 Reduced Redundant Staff

Table 4.27: Use of Electronic Communication has Reduced a Number of

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree Disagree

Not sure

agree
	12
	16.9
	16.9
	16.9

	
	
	34
	47.9
	47.9
	64.8

	
	
	23
	32.4
	32.4
	97.2

	
	
	2
	2.8
	2.8
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data
The respondent to the study questionnaire were asked if the use of electronic communication devices has reduced the number of redundant staff from their areas. In their responses, 64.8% of the respondents disagreed (disagree + strongly disagree) as shown on Table 4.27.

4.3.4.7 Increased RateofCustomer/ CitizenInteractions

In this regard, respondents through questionnaires were asked if the use of electronic communication devices has increased threat of customers /citizens interactions with the government. In their responses, 57.7% of the respondents disagreed (disagree + strongly disagree) as shown on Table 4.28.

Table 4.28: Use of Electronic Communication has Increased the Rate of

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree Disagree

Not sure

Agree
	2
	2.8
	2.8
	2.8

	
	
	39
	54.9
	54.9
	57.7

	
	
	18
	25.4
	25.4
	83.1

	
	
	12
	16.9
	16.9
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data
4.4     Variables Analysis for this Study

On this par the above results are discussed with reference to the conceptual framework for this study based on the eight factors forming the independent variables which directly impacts the depend variable (effectiveness of e- government).
4.4.1  Quality of Public Service Delivery

From the above results the overall quality of public service delivery at the Shinyanga municipal council is not yet up to the satisfactory level as we’ve seen on the survey respondents Regarding Shinyanga municipal council website, operational, usage and stability state of the Shinyanga municipal council electronic communication systems, devices and tools, and also response on the complaints.
4.4.2    Work Efficiency

Regarding work efficiency, the results shows positive responses at individual level, where most of the respondents confirmed that their work load has diminished and the turnaround time to serve customers improved.  However that wasn‘t the case at team‘s (departmental) level, where respondents disagreed that the electronic communication has improved the overall team’s performance. Again response from interview with Shinyanga municipal council customers’ majority confirmed that performance and efficiency have-not improved.

4.4.3    ResourceUtilization

From the above results it’s evident that electronic communication resources are not

Fully utilized specifically on systems and ICT tools already implemented at Shinyanga municipal council as 83% of the servers are not in operation and 96% of registered and active email users are not using the service. This also applies to Shinyanga municipal council website which is still incomplete and missing several key information and updates and 87.5% of telephones are out of order.

4.4.4    Productivity among PublicServants

Based on the above results it has been noted that productivity at individual level has been improved to several employees due to the use of electronic communication equipment on performing their daily activities where 62% of the respondents agreed that they have experienced a reduced workload and 55% confirmed to have experienced improved TAT in serving their customers. However based on the results
The study revealed that this is not the case at the team’s (departmental) level where
56.3% of the respondents disagreed to the question whether the use of electronic communication devices has actually improved their overall team’s performance and efficiency.

4.4.4.1 To Identify the ict Tools and Awareness in ict Infrastructure
ICT/Electronic Communication Equipment
Also several ICT/ electronic based equipment have been implemented by the Shinyanga municipal council as part of e-government initiatives; Table 4.28 shows the equipment’s type and their status.

Table 4.29: Available ICT Facilities Status

	S/N
	Equipment
	Total Number
	In Operational
	Faulty

	1.
	Telephones
	80
	10
	70

	2.
	Fax Machines
	1
	1
	0

	3.
	Desktop Computers
	72
	42
	28

	4.
	Laptops
	21
	12
	9

	5.
	Servers
	6
	2
	4

	6.
	Printers
	45
	35
	10

	7.
	Scanners
	10
	9
	1

	8.
	Photocopiers
	15
	11
	4

	9.
	Mobile Phones
	2
	2
	0


Source: Field Data 2010
(i)    Telephones
Based on Table 4.30 as provided by the IT manager during the interview it shows that 87.5% of the telephone sets are not in operational. Also from questionnaires the respondents were asked if telephone and fax lines are working and in operational all the time. In response, 84.5% of the respondent disagreed (disagree + strongly disagree) as shown on Table 4.30.

Table 4.30: Telephone & Fax Lines are Working and in Operational

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree Disagree

Not sure Agree
	15
	21.1
	21.1
	21.1

	
	
	45
	63.4
	63.4
	84.5

	
	
	4
	5.6
	5.6
	90.1

	
	
	7
	9.9
	9.9
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data 2010

(ii)   Office Computers
From the interview discussion with IT department 40.33% of the desktop computers are faulty as shown on Table 4.9. Based on questionnaire responses regarding the condition and status of office computers, 47.9% of the respondents disagreed (disagree strongly disagree) with the question if all office computers are working and in good conditions as per Table 4.31.

Table 4.31: Computers are Working and in Good Condition

	
	Frequency
	Percent
	Valid 

Percent
	Cumulative
Percent

	Valid
	Strongly disagree disagree

notsure agree

stronglyagree
	6
	8.5
	8.5
	8.5

	
	
	28
	39.4
	39.4
	47.9

	
	
	8
	11.3
	11.3
	59.2

	
	
	27
	38.0
	38.0
	97.2

	
	
	2
	2.8
	2.8
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data 2010
 (iii) Servers
From the interview with the IT department it was revealed that 68%of the Shinyanga municipal council servers are not in operational as per Table 4.30.These includes the AD/DC servers file server and other application servers.   No timeframe was given forth restoration of the faulty servers and the services running on them.

(iv) Printers &Photocopiers
From the interview response, 22.2% of the printers and 26.7% of the Photocopiers are not in operational as shown on the Table 4.32.   From the questionnaires the respondents were asked whether there are sufficient imaging services with all devices in operational all the time. In response, 54.9% of the respondent disagreed (disagree +strongly disagree) as shown on Table 4.32.
Table 4.32: Sufficient Imaging Services with all Devices in Operational Printers Copiers and Scanners

	
	Frequency
	Percent
	Valid Percent
	Cumulative
Percent

	Valid
	Strongly disagree Disagree

Not sure agree

Strongly agree
	7
	9.9
	9.9
	9.9

	
	
	32
	45.1
	45.1
	54.9

	
	
	5
	7.0
	7.0
	62.0

	
	
	26
	36.6
	36.6
	98.6

	
	
	1
	1.4
	1.4
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data 2010
(v)   Overall ICT Systems, Tools and Applications
The respondent to the study questionnaire were asked fall ICT systems, tools, and applications implemented in their individual departments are in operational a stable. In response, 56.3% of the respondent disagreed (disagree + strongly disagree) as shown on Table 4.33.
Table 4.33: ICT Systems, Tools and Applications Implemented

	
	Frequency
	Percent
	Valid
Percent
	Cumulative
Percent

	Valid
	Strongly disagree Disagree

Not sure

agree
	5
	7.0
	7.0
	7.0

	
	
	35
	49.3
	49.3
	56.3

	
	
	10
	14.1
	14.1
	70.4

	
	
	21
	29.6
	29.6
	100.0

	
	Total
	71
	100.0
	100.0
	


Source: Field Data 2010

CHAPTER FIVE

CONCLUSION AND RECOMMENDATION

5.1   Introduction

The general objective of this study was to assess the factors affecting ICTs application in local government authorities, focus being on the Shinyanga municipal Council. In this chapter, a summary of the findings of the study are made, followed by the conclusions and recommendations.

5.2    Summary of Findings

This research has established that shinyanga municipal council has implemented several e-government initiatives including systems, applications, tools and equipment as shown on Tables 4.3 and 4.9 for the purpose of enhancing delivery of public service, improving information flow to the citizens, promote productivity and encourage citizens participation. However based on the overall study results there is still a gap towards achieving the intended end results of those initiatives. Below are the summary of the key findings on the study in relation to the research questions.

5.2.1  Current StateofICTs Implementation and Usage in Shinyanga Municipal Council
The study revealed that several systems and applications have been put in place in Shinyanga Municipal Council including government mailing system, revenue collection system, financial management system, human capital management system, intercom system, active directory & domain controller, internet connection etc. Also several electronic communication stools and equipment are in place like servers, desktops, laptops, printers, photocopiers, scanners, fax and telephone sets.

However the study revealed that several of the systems, applications, tools and equipment are not being fully utilized or are completely not in operation. E.g. 96% of registered email users are not using themailingsystemand77.5%ofthe respondents on questionnaires disagreed that there is a reliable and stable internal mailing system.  Also Active Directory/Domain controller has not been in operational for almost one year, and a ll Shinyanga Municipal Council users recurrently logging in to their computers locally.

The intercom system also is not operational for two years, 87.5% of the telephone sets are out of service, 20.8% of the desktop computers are faulty, and 83% of the Shinyanga municipal council servers are not in operational. Also 22.2% of the printers and 26.7% of the Photocopiers are not in operational. Thus in response, 56.3% of the respondent disagreed to the question whether all ICT systems, tools, and applications implemented in their individual departments are operational and stable.

5.2.2  Overall AwarenessofUsage and Applicationof ICTs
The study found that the rate of computer usage at individual level to perform daily activities is high, where 67.6% of the respondents agreed with the question if they use computers for more than 50% of their tasks. However regarding computer usage at departmental level the study found that not all staff at departmental level is able to use computers to perform their day to day activities, 56.3% of the respondent. Disagreed to the question if all staff in their departments can use computers. The study also found that the rate of electronic communication systems/ equipment (email, telephone, fax, Intranet) usage for normal office activities is generally low for both Shinyanga municipal council employees and also for citizens when interacting with Shinyanga municipal council.

As discussed already 96%of registered email users are not using the mailing system, also76.1% of the respondents to the questionnaires disagreed to the question if they are using the office email for official communications both internally and externally. Also 63.4% of the respondent disagreed to the question whether they use electronic communication means (email, telephone, fax, Internet, TV & Radio) on their official communications. The study disclosed that there is serious lack of training/ awareness programs regarding use of electronic communication systems and equipment/tools to internal Shinyanga municipal council users and the general public/citizens. 
83.1% of the respondent did not attend any training/ awareness program for the past 12 months. Also 64.8% of the respondents disagreed to the question whether there has been awareness programs provided to their clients (citizens) on how to make use of technology to access government (Shinyanga municipal council) services. It has also been noted on the study that there is a significant number of respondent to the questionnaires who knows nothing about several e-government initiatives in Shinyanga municipal council, on average across all respondents therewere15.7%of the responses marked ―Not Sure.

5.2.3 Benefits ofICTs Realizedat Shinyanga Municipal Council
The study revealed that there are some benefits which have been realized as a result of electronic communications systems, tools and equipment implemented at Shinyanga municipal council mainly at individual level .62% of the respondents agreed that the use of electronic communication equipment has reduced their overall daily work load, while 55% of the respondents agreed to have improved their turnaround time (TAT) in serving customers due to the use of electronic communication devices.

However that was not the case at the team (departmental) level where 56.3% of the respondents disagree that their team‘s performance has improved as a result of use of electronic communication devices, also 64.8% of the respondents disagreed to the question whether the use of electronic communication in their areas has minimized number ofcomplaints.64.8% of the respondents said that manual processes have not been reduced as a result of electronic communication usage in their areas. Again 64.8% of the respondents disagreed to the question that the use of electronic communication reduced the number of redundant staff in their areas.

The study revealed that there was no significant increased rate of citizens‘interaction with the government (Shinyanga municipal council) as a result of electronic communication implementation, 57.7% of the respondents disagreed that there was such an increase.

5.3 Conclusion

In conclusion, the study achieved its main objective of assessing the effectiveness of e-government initiatives already implemented in public administration, focus being on Shinyanga Municipal Council. The key areas examined on the study were the current situation/status of e-government initiatives, awareness and usage of e- government, and benefits realized from thee-government initiatives. The identified gaps from the examination have been highlightedundersection5.2 summary of findings where in overall the expected end results of most of the initiatives implemented at Shinyanga municipal council have significantly not been met.

5.4    Recommendations

The recommendations listed below are based on the study findings, and the researcher‘s view is that these may assist infixing the identified gap sand ensuring effective implementation of e-government initiatives at Shinyanga municipal council and elsewhere.

i. Establish and implement an effective and continuous training/awareness program to Shinyanga municipal council users regarding electronic communication system, automated systems and equipment usage. This should include the overall awareness of e- government benefits to senior management and the general staff.

ii. Ensurethatusertrainingbecomespartandparcelofprojectimplementation; whenever new system is being implanted user training must take place and sustainability strategies bethought during the implementation phase to ensure the system is utilized immediately after roll out and sustained over years.

iii. Establish and implement an incident and problem management process where faulty equipment, user challenges and other system incidents will be systematically be reported, investigated and tracked for resolution including provision of regular management reporting.

iv. Under project management, establish a post implementation review process where after certain period of time an overall review of the project is being conducted to find out whether the implemented project does serve the intended purpose/intended benefits are being realized or not, and take immediate corrective measures in case of any discrepancies to the intended goals.

v. Enhance the overall management of the Shinyanga municipal council website by assigning accountability and responsibilities to are source (internal/ external) responsible fort he website finalization and regular update of the content. There should also be a regular in dependent monitoring of the content and availability.
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APPENDIX
Questionnaire to administer

The researcher is conducting a research in your organization, the topic about FACTORS AFFECTING USAGE OF INFORMATION AND COMMUNICATION TECHNOLOGY (ICT) IN LOCAL GOVERNMENT AUTHORITIES IN TANZANIA.

 This study is aimed to provide a comprehensive description and analysis of the public sector services delivery and the impact of ICT on this. The study has a variety of importance and significance which are: the evaluation and recommendations from the study will be useful to management of local government authorities, especially the SHINYANGA MUNICIPAL COUNCIL as it will provide clear image on how it can improve its efficiency in operations and services by assuring effective use of ICT. 
This study will enable the researcher to fulfill the partial requirement of the award of MASTER OF BUSINESS ADMINISTRATION; The Research Report will be submitted to the OPEN UNIVERSITY OF TANZANIA (OUT) hence it will add the literature review study material/guide to the expected coming students. Finally, at the end of this study, the researcher will gain potential knowledge on the area of his study. Kindly, I request your assistance on this matter by the way this questionnaire will be collected two weeks from the day delivered to your office.

Yours Sincerely,
NGOMAGE, A.R,

MBA-STUDENT,

 (Fill in the spaces provided, and put a tick (􀂥) in the provided boxes based on your choice from the list (s) given in each of the questions where appropriate)
1.0: GENERAL INFORMATION
1.1: Date ……………………………………

1.2: Name of the division. ……………………………………….

1.3: Title/Occupation. …………………………………………………….

1.4: Male 􀍖 Female 􀍖

SECTION A: AWARENESS AND INVOLVEMENT OF EMPLOYEES IN ICT:

2.0: Is your sector involved in the use of ICT equipment? Yes 􀍜 No 􀍜

2.1: Are you aware of the application of ICT equipment in daily services delivery? Yes 􀍜 No 􀍜

2.2: How are the employees involved in ICT applications?

i. Fully involved 􀍜

ii. Partially involved 􀍜

iii. Not involved at all 􀍜

iv. I don’t know 􀍜

2.3: How was the entire division made aware of the ICT functions in the daily services delivery?

i. Division assembly meeting 􀍜

ii. ICT staffs 􀍜

iii. Fellow employees 􀍜

iv. Radio/ Television/ News papers/ Brochures 􀍜

v. I don’t know 􀍜

2.4: Are you happy with the advantages of ICT in your work place? Yes 􀍜 No 􀍜

2.5: If yes, what are the advantages of ICT to the Municipal?

i. Increased management support 􀍘

ii. Fast delivery of services 􀍘

iii. Employees are loyal to the Municipal because of the benefits they enjoy 􀍘

iv. Increased inter-organizational efficiency through synergy 􀍘

v. Reduced operational costs and increased work productivity 􀍘

vi. Enhanced quality of services 􀍘

2.6: How well qualified are the employees in the utilization and maintenance of ICT equipment such as computers, printers, Internet, phones, and e.t.c?

i. Excellent 􀍜

ii. Very good 􀍜

iii. Fairly 􀍜

iv. Poor 􀍜

2.7: How has ICT accepted by the employees?

i. Excellent 􀍜

ii. Very good 􀍜

iii. Fairly 􀍜

iv. Poor 􀍜

2.8: How has ICT broaden the participation of underrepresented groups (for example; gender, ethnicity, disability, and so on) at your working place?

i. - Training provision on the use of ICT tools 􀍜

ii. - Employing ICT professionals for these groups 􀍜

iii. - Encouraging equal access to ICT tools to all groups 􀍜

iv. Implementation of software programs support the groups􀍜

SECTION B: ICT PRODUCTS UTILIZATION
3.0: What objective(s) do you get from the application of ICT in your organization?

i. Recognize the relationships between business pressures, organizational responses, and information systems 􀍘

ii. Identify the major pressures in the business environment and describe the major organizational responses to them 􀍘

iii. Describe the role of the ICT in organizational activities 􀍘

iv. Define computer-based information systems and information technology 􀍘

v. List the essentials of networked computing 􀍘

vi. Identify the major support systems, and relate them to managerial functions􀍘

vii. Describe how information resources are managed 􀍘

viii. Describe the role of the information technology department and its relationship with end users 􀍘

3.1: How do you get knowledge/skills on the use of ICT?

i. Through ICT staffs 􀍜

ii. Through Internet services browsing 牜
iii. Through written documents 􀍜

iv. Trough schools, colleges, and, or universities 􀍜

3.2: Do these knowledge/skills contribute to the economy of the entire division or the Municipal as a whole?

i. Very much 􀍜

ii. Very little 􀍜

iii. Not at all 􀍜

3.3: How do you get access to the knowledge/skills and ICT services through?

i. Permission 􀍜

ii. Free 􀍜

iii. Illegally 􀍜

3.4: If through permit, who offers the permission?

i. Systems Administrator

ii. Director of the Division

iii. Human Resources Officer

iv. None of the above

3.5: What are the intellectual merits the use of ICT contributes to your sector respective to the key tasks and services of your sector?

i. Easy access and retrieval of information 􀍜

ii. Easy and efficient location of records 􀍜

iii. Safe and reliable information storage 􀍜

iv. Maintenance of data correctness 􀍜

v. Quick services delivery 􀍜

vi. Enhanced communication 􀍜

vii. Reduction of operational costs and time 􀍜

viii. I don’t know 􀍜

SECTION C: SERVICE/WORK ISSUES BEFORE AND AFTER ICT:

4.0: When comparing between the manual and the current service regimes, how do you say about the contribution of ICT to public sector operations and services?

i. Increased 􀍜

ii. Decreased 􀍜

iii. Remain the same 􀍜

iv. I don’t know 􀍜

4.1; Do you have rights to access, control, use, and manage ICT equipment/resources?

Yes 􀍜 No 􀍜

4.2: How frequently do you participate in the following ICT activities?

1. Communications by internet

2. Documents processing by Word processor and Spreadsheet

3. Computer hardware and software installations

4 Computer/Network/Database systems maintenance

5 Files/ Folders updating

6 Training and Learning ICT

7 ICT Security control

4.3: Does the employee have a management plan, which stipulates its activities to participate? Yes 􀍜 No I don’t know 􀍜

4.4.1: Kindly, indicate whether there has been a change in the condition of the work as the result of ICT. Improved 􀍜 Worsened 􀍜 Remain the same 􀍜 I don’t know 􀍜

4.4.2: Give the reason (s) for the change (s), if any.

i. Digital Democracy has been promoted

ii. Interorganizational and Public access to information has been enabled

iii. Allowed two-way communication

iv. Allowed Joined-up government

v. Setting up an E-mail system and internal network

vi. Allowed exchange of value

4.5.1: Does the Municipal have by-laws relate to the use of ICT? Yes 􀍜 No 􀍜 I don’t know 􀍘

4.5.2: If yes, have they been approved by the government of Tanzania? Yes 􀍜 No 􀍜 I don’t know 􀍘

4.5.3: How effective are the by-laws to deal with illegalities? Very much 􀍜 Very little 􀍜 Not at all 􀍜 I don’t know 􀍜

4.6: What techniques the municipal uses to improve efficiency in ICT?

i. Training of staffs on the use of ICT 􀍜

ii. Connect to other networks worldwide/internet 􀍜

iii. Developing Websites and enhanced use of intranet 􀍜

iv. Purchasing updated computer hardware and application software 􀍜

v. Maintaining network, database, and other information systems 􀍜

vi. Establishing legal measures on the use of ICT tools 􀍘

vii. Establishing and implementing ICT policies in the organization 􀍘

SECTION D: ICT AND GOVERNMENT PROCESSES:

5.0: Do you understand what is meant by E-government? Yes No

5.1: What activities are done in your sector reflect the implementation of e-Government application?

i. Conducting video teleconferencing 􀍜

ii. Carrying out teleconferencing 􀍜

iii. Practicing electronic learning (e-learning) and electronic training 􀍜

iv. Electronic recruitment of employees (e-recruitment) 􀍜

v. Telephone interviews 􀍜

vi. Online meetings 􀍜

vii. Electronic legislation (e-legislation) 􀍜

viii. Online transaction processes 􀍜

ix. None of the above 􀍜

5.2: How does your sector promote safe and legal use of ICT equipment?

i. Implementing ICT policy 􀍘

ii. Only use propriety software from a reliable sources 􀍘

iii. Use virus detection software 􀍘

iv. Use diskless workstations on networks 􀍘

v. Control access to portable media and forbid employees to use their own media on the sector’s computer system 􀍘

vi. Use of Usernames and Passwords when login in computerized systems 􀍘

vii. Keep all ICT tools in well-gated rooms 􀍘

5.3: How do you say about the costs of purchasing, owning, and handling the ICT tools?

Very high 􀍜 High 􀍜 Fair 􀍜 Low 􀍜 Very low􀍜

5.4: What should be done by the government to motivate the real world application of ICT?

i. To equip Public schools with the necessary ICT equipment 􀍘

ii. To create or expand ICT Service Sector􀍘

iii. To improve Education Delivery and Learning on ICT􀍘

iv. To develop international partnership on the use of ICTs􀍘

v. To reduce tax duty on ICT machineries and equipments􀍘

vi. To insist efficiently use and implementation of ICT in Government􀍘

vii. To invest in public ICT infrastructure􀍘


