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Abstract
The Information and Communication Technologies (ICT) are being increasingly used
by the governments to deliver its services at the locations convenient to the citizens.
7KHVHDSSOLFDWLRQVXWLOL]HWKH,&7LQRৼHULQJLPSURYHGDQGDৼRUGDEOHFRQQHFWLYLW\DQG
processing solutions. E-Government is being used to make it easier for people to lead
KHDOWK\OLYHVH[SHULHQFHOLIHORQJOHDUQLQJDQGDFFHVVUHVRXUFHVWRVXVWDLQDUHDVRQDEOH
standard of living. E-Government also facilitates the ability for individuals to participate
in the life of their society, government and community. The National Library Service
(NLS) in partnership with the Department of E-Government is providing free ICT lessons
to the general public under the Mass ICT Literacy Program. The program aims at giving
WKHSRSXODFHFRQ¿GHQFHLQXVLQJ,&7VHUYLFHVZLWKRXWIHDU7KLVFXUUHQWVWXG\DLPVWR
investigate the role of the National Library Service (NLS) in promoting e-governance
LQ 0DODZL 7KH VSHFL¿F REMHFWLYHV RI WKH VWXG\ ZDV WR ¿QG RXW WKH UROH RI 1/6 LQ
promoting e-government through training the general public, to determine the challenges
encountered and a way forward to overcome these challenges. The study employed both
TXDQWLWDWLYHDQGTXDOLWDWLYHUHVHDUFKPHWKRGV7KHVWXG\SRSXODWLRQFRPSULVHGRI1/6
VWDৼ6DPSOLQJZDVSXUSRVLYH%DVHGRQWKHVH¿QGLQJVWKHVWXG\UHFRPPHQGVWKDW1/6
authorities improve ICT use among the general public through training; it has also
further recommended that the Malawi government improve the electricity infrastructure
DQG ORZHU WKH WDULৼV RQ LPSRUWHG ,&7 WHFKQRORJLHV ZLWK D YLHZ RI LPSURYLQJ EHWWHU
H[SORLWDWLRQRIHJRYHUQDQFHLQ0DODZL
Keywords: e-governance, e-government, ICT, National Library Service, National
Library Service VWD൵

1. Conceptual settings
6FKRODUV KDYH GH¿QHG HJRYHUQPHQW LQ GL൵HUHQW ZD\V (OHFWURQLF JRYHUQPHQW KDV EHHQ
GH¿QHG E\ WKH 2UJDQLVDWLRQ IRU (FRQRPLF &RRSHUDWLRQ DQG 'HYHORSPHQW 2(&'  DV µWKH
use of information and communication technologies, and particularly the Internet, as a tool to
achieve better government’ (OECD, 2003). Silcock, (2003) stated that e-government is the use
RIWHFKQRORJ\WRHQKDQFHWKHDFFHVVWRDQGGHOLYHU\RIJRYHUQPHQWVHUYLFHVWREHQH¿WFLWL]HQV
business partners and employees. In its simplest form, it is the application of information and
communication technologies (ICTs) to deliver public services (Holmes, 2001). The terms
“e-government” and “e-governance” are sometimes used interchangeably.
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E-government refers to any government functions or processes that are carried out in digital form
over the Internet. E-governance is the public sector’s use of information and communication
technologies with the aim of improving service delivery, encouraging citizens in the decision
PDNLQJ SURFHVV DQG PDNLQJ JRYHUQPHQW DFFRXQWDEOH WUDQVSDUHQW DQG H൵HFWLYH 81(6&2
2010).
Throughout the whole world, there has been a paradigm shift where governments and other
independent policy/law makers have realised the importance of e-government as a strong
tool for responsive governance. Traditionally, many governments have been using paper-and¿OHDSSURDFKHVLQPDQDJLQJWKHLUEXVLQHVVHVDQGWKLVKDVSURYHGGLVDGYDQWDJHRXVLQDVIDUDV
accountability is concerned (Mehrtens et al., 2001). E-Government has the potential to enhance
the decentralization reforms by bringing decision making closer to the doorsteps of ordinary
citizens by collaborative reasoning made possible with the use of ICT (Tassabehji and Elliman,
2006). ICT in the context of e-government is looked at as a portal for information exchange or a
platform through which decisions can be made.

2. Contextual Settings
The National Library Service of Malawi (NLS) is the legal deposit and copyright library for
Malawi. The National Library Service of Malawi is run by the Malawi National Library Service
Board. The Malawi National Library Service Board is a Statutory Corporation established under
the Act of Parliament, No. 31 of 1967. The main task of the Service is to operate nationally
distributed public library and information services in Malawi. Their declared mission is to ensure
that Malawians have access to educational training, access to materials for leisure and access
WRPDWHULDOVWKDWFDQSURYLGHLQIRUPDWLRQIRUQDWLRQDOGHYHORSPHQW6SHFL¿FDOO\WKH\SURPRWH
HVWDEOLVK HTXLS PDQDJH PDLQWDLQ DQG GHYHORS WKH ¿IWHHQ OLEUDULHV LQ 0DODZL 7KH 1DWLRQDO
Library Service (NLS) in partnership with the Department of E-Government is providing free
ICT lessons to the general public under the Mass ICT Literacy Program. The program aims at
JLYLQJWKHSRSXODFHFRQ¿GHQFHLQXVLQJ,&7VHUYLFHVZLWKRXWIHDU2YHUPHPEHUVRIWKH
community have been trained 57 % were male and 43% were female. This shows that at least
a large group of women are also interested in the training. The lessons were open to everyone
and were mostly done in vernacular and no education levels were considered as a condition
for selection of participants. Duration for each session was 3 days per group. Training took
place in the following districts: Zomba, Blantyre, Mangochi, Monkeybay, Balaka, Phalombe,
Chiladzulu, Mulanje, Thyolo, Dedza, Lilongwe, Mchinji, Kasungu, Ntchisi, and Salima. The
programme is expected to be rolled out to other districts in 2016 especially in the North with
funding from US Embassy.

3. Statement of the Problem
Despite the fact that the e-government was implemented in Malawi, it has been observed that
citizenry are still not fully using ICT to interact with the government. The study conducted by
Makoza (2013) to assess the level of e-government, the results showed that Malawi is in the early
stages of e-government (presence and interaction phases). Majority of the government ministries
and departments have not yet implemented e-government websites. It is for this background
that the researchers would like to investigate the role of NLS in promoting the e-governance in
Malawi.
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4. Research Questions
54$UH1/6VWD൵DZDUHRIHJRYHUQDQFHFRQFHSWV"
RQ2 Which ICT programmes were delivered during the NLS Mass ICT training?
RQ3 What were the challenges faced during the e-governance programme and way forward?

5. Literature Review
Exploitation of e-government is going to conduit the interaction gap between ordinary citizens and
the government. This demands that citizens should collaboratively participate in decision making.
This is the case because governments have been viewed as complex, mammoth bureaucratic
establishments with a set of information silos that erect barriers to access of information and
make the provision of services cumbersome and frustrating (Coleman, 2006). E-Government
can also result in huge cost savings to governments and citizens alike, increase transparency
and reduce corrupt activities in public service delivery. Previous studies have categorized public
service delivery in three groups: publishing, interacting, and transacting (Kumar et al. 2007).
+DYLQJUHDOL]HGWKHEHQH¿WVWKDWHJRYHUQPHQWEULQJVIRUWKPDQ\JRYHUQPHQWVWKHZRUOGRYHU
KDYH DGRSWHG HJRYHUQPHQW DV DQ H൵HFWLYH WRRO IRU UHDFKLQJ WR LWV FLWL]HQV DQG RWKHU GL൵HUHQW
stakeholders. However, nowadays there has been a paradigm shift because even governments are
equally interested in using the internet in carrying out its day-to-day activities (Zhu and He, 2002).
H*RYHUQPHQWKHOSVLQDFKLHYLQJJUHDWHUH൶FLHQF\LQJRYHUQPHQWSHUIRUPDQFHE\UDLVLQJVHUYLFH
SHUIRUPDQFHDQGVHUYLFHGHOLYHU\E\HOLPLQDWLQJLQH൶FLHQWSURFHVVHVDQGUHGXFLQJERWWOHQHFNV
and red tape in the service delivery process as much as possible (Mutula, 2008). Furthermore,
it is important to note that e-government initiatives are also aimed at improving government
VHUYLFH GHOLYHU\ DQG FLWL]HQ SDUWLFLSDWLRQ +RZHYHU GHVSLWH WKH DERYH PHQWLRQHG EHQH¿WV RI
e-government, the implementation of e-government initiatives in Sub-Saharan African countries
have in most cases been failures. As reported by Heeks (2003), 35% of e-government projects
in developing countries are total failures, 50% are partial failures, while the remaining 15%
are successes. Furthermore, according to Almarabeh and AbuAli (2010), huge failures have
been recorded for a large proportion of e-government initiatives as they have failed to achieve
promised goals. The challenges that hinder the successful implementation of e-government
LQLWLDWLYHVLQWKH6XE6DKDUDQ$IULFDQFRXQWULHVOHDGWRGLYHUVL¿HGLPSOHPHQWDWLRQVWUDWHJLHVDW
the various levels (Middleton, 2007). According to Mutula (2008), e-government initiatives in
Sub-Saharan African countries seem to be far from reaching realization and attaining the purpose
for which they are undertaken due to several challenges and stumbling blocks.

6. Methodology
Descriptive survey research method was adopted for this study. The application of descriptive
social survey design in this study enabled the researchers to obtain opinions and data from the
population sample of the Library Assistants, Senior Library Assistant, Assistant Librarians,
/LEUDULDQVDQG,&7VWD൵DWWKH1DWLRQDO/LEUDU\6HUYLFHLQUHVSHFWRIWKHUROHRI1DWLRQDO/LEUDU\
Service in promoting the e-governance in Malawi. One (1) Library Assistants, four (4) Senior
/LEUDU\$VVLVWDQWIRXU  $VVLVWDQW/LEUDULDQVWZR  /LEUDULDQVDQGWZR  ,&7VWD൵PDNLQJ
a total of thirteen (13) formed the population of the study. Purposive sampling technique was
adopted to arrive at the needed sample for this study.
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The choice of purposive sampling was informed by the fact that the method is characterized
E\ WKH XVH RI MXGJPHQW DQG D GHOLEHUDWH H൵RUW WR REWDLQ UHSUHVHQWDWLYH VDPSOH7KH UDWLRQDOH
IRUSXUSRVLYHO\VHOHFWLQJOLEUDU\VWD൵ZDVEHFDXVHWKHVWD൵ZHUHWUDLQHGWRSURYLGHWUDLQLQJWR
the community. The instrument used for data collection includes questionnaire and interviews.
Questionnaire was used as the major instrument to elicit data from respondents. Oral and formal
interview was used as complementary instrument to obtain information from the respondents.
The data collected from the respondents were analyzed using simple frequency distribution
tables.

7. Findings and Discussion
7.1 Respondents by Ranks
The respondents were asked to identify themselves according to their ranks 2 (15%) Librarians,
4 (31%) Assistant Librarians, 4 (31%) Senior Library Assistant, 1 (8%) Library Assistant and 2
 ,&7VWD൵2YHUDOO  UHVSRQGHGWRWKHTXHVWLRQQDLUH
7.2 Awareness of E-governance in Malawi
The respondents were asked to give their opinion on what they know about e-governance.
7KH TXHVWLRQ ZDV DVNHG WR HVWDEOLVK ZKHWKHU OLEUDU\ DQG ,&7 VWD൵ XQGHUVWRRG WKH FRQFHSWV RI
e-governance. Majority of the respondents viewed e-governance as citizens’ ability to interact with
WHFKQRORJ\IRUWUDQVDFWLQJEXVLQHVVDQG¿QGLQJSULFHVRIDJULFXOWXUDOSURGXFHV7KLVFRQFXUVZLWK
Wyld (2004: 20) who conceptualised e-government as “the use of electronic processes by citizens,
businesses, and the government to communicate, to disseminate and gather information, to facilitate
SD\PHQWVDQGWRFDUU\RXWSHUPLWWLQJLQDQRQOLQHHQYLURQPHQW´)URPWKLVGH¿QLWLRQWKHUROHRI
e-government is to enhance access to information and delivery of services using ICT. The aims of
HJRYHUQPHQWDUHWRLPSURYHDGPLQLVWUDWLYHH൶FLHQF\LQGHOLYHU\RIVHUYLFHVSURPRWLQJSXEOLF
participation in decisions and actions for government, encourage political accountability and
SROLF\H൵HFWLYHQHVV 3DUDMXOL6FKXSSDQ 3URYLVLRQRIVHUYLFHVWRWKHFLWL]HQVXVLQJ
ICT may also support attainment of socio-economic development (Ngulube, 2007).
,&7SURJUDPPHVR൵HUHG
ICT Programmes
Types of computers

TICK
13

Hardware, and software
Input and output devises and the CPU
:LQGRZV([SORUHU RUJDQLVLQJIROGHUVDQG¿OHV

13

:RUNLQJZLWKDSSOLFDWLRQVVRIWZDUH 0LFURVRIW2൶FH6XLWHHJ
Word, Excel, Power point, Access, Publisher)

13

13

Internet basics (online search using search engines, emails, using social 13
media tools like Facebook, SMS, Twitter)
Other utility programs including installing hardware drivers.

2

1HWZRUNFRQ¿JXUDWLRQDQGWURXEOHVKRRWLQJ

2

7DEOH&73URJUDPPHVR൵HUHG
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The respondents were requested to identify which ICT programmes were they trained in, as
presented in the Table 1 above, majority of the respondents were trained in types of computers,
hardware and software, input and output devices and the CPU, windows explorer (organising
IROGHUVDQG¿OHV ZRUNLQJZLWKDSSOLFDWLRQV FUHDWLQJDQGHGLWLQJWH[W¿OHVLQQRWHSDG:RUG3DG
and Microsoft Word), Internet basic (Online search using search engines, emails, using social
PHGLDWRROVOLNH)DFHERRN 0LFURVRIW2൶FH6XLWHDQGRWKHUXWLOLW\SURJUDPVLQFOXGLQJLQVWDOOLQJ
KDUGZDUHGULYHUVDQGWZR  ,&7VWD൵ZHUHWUDLQHGLQRWKHUXWLOLW\SURJUDPVLQFOXGLQJLQVWDOOLQJ
KDUGZDUHGULYHUVDQGWZR  ZHUHWUDLQHGLQ1HWZRUNFRQ¿JXUDWLRQDQGWURXEOHVKRRWLQJ7KH
course content was based on the EU Computer Driving License (Grade 3). Most of the selected
VWD൵HLWKHUXQGHUZHQWRUIDFLOLWDWHG:HEDQG6RFLDO0HGLDWUDLQLQJZRUNVKRS :HEVIRU'HY 
developed and sponsored by CTA.
3URJUDPPHR൵HUHGWRFRPPXQLW\PHPEHUV
7KH1/6VWD൵ZHUHDOVRDVNHGZKLFKSURJUDPPHZHUHEHLQJR൵HUHGWRWKHFRPPXQLW\PHPEHUV
Majority of the respondents indicated that they trained the community members on teaching
WKHP GL൵HUHQW W\SHV RI FRPSXWHUV KDUGZDUH DQG VRIWZDUH LQSXW DQG RXWSXW GHYLFHV DQG WKH
&38 ZLQGRZV H[SORUHU RUJDQLVLQJ IROGHUV DQG ¿OHV  ZRUNLQJ ZLWK DSSOLFDWLRQV FUHDWLQJ
DQGHGLWLQJWH[W¿OHVLQQRWHSDG:RUG3DGDQG0LFURVRIW:RUG ,QWHUQHWEDVLF 2QOLQHVHDUFK
using search engines, emails, using social media tools like Facebook,) , and Microsoft Word
and none was trained in utility programs including installing hardware drivers and Network
FRQ¿JXUDWLRQDQGWURXEOHVKRRWLQJ)ROORZXSLQWHUYLHZVFRQGXFWHGRQUHVSRQGHQWVLQGLFDWHG
that community members were interested in the Social Media than other programmes which were
R൵HUHG7KLV¿QGLQJLVDOPRVWLQFRQVRQDQFHZLWKWKDWRI.KDVDZQHK$EX6KDQDE  ZKR
found that social media (such as blogs, websites and other social networking tools like Facebook,
Twitter and Google+) has become a platform that is easily accessible to anyone with Internet
access which makes governments that utilise these web tools have the capacity to rebuild the
relationship with their citizens and increase the level of citizens’ engagement and participation.
7.4 Challenges faced during e-governance programme.
The respondents were asked an open ended question on what were the challenges they faced
during e-governance programmes. The following were the challenges:
x

Time was limited and this hindered participants from having adequate hands on training

x

Lack of wide coverage because some participants walked long distances

x

Computers were not enough especially when we were doing practical due to large group
of people that were present

x

3DUWLFLSDQWVZDQWHGWRUHFHLYHFHUWL¿FDWHVIRUWKHWUDLQLQJVRWKDWWKH\FDQEHQH¿WVLQ
case of job hunting

x

People wanted allowances so that they can use for buying food and travelling because
they were coming from very far.

x

3HRSOHRIGL൵HUHQWHGXFDWLRQOHYHOVZHUHSXWLQRQHFODVV

x

3HRSOH RI GL൵HUHQW OHYHOV RI HGXFDWLRQ ZHUH EHLQJ WDXJKW XVLQJ WKH VDPH WUDLQLQJ
materials
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There are a lot of challenges faced by e-government as researchers such as Monga, A. (2008),
Dada (2006), Bwalya(2009), Mutula and Mostert(2008) and others have outlined: low level
of the Internet penetration; telecommunications infrastructure constraints; lack of institutional
framework supporting e-government; lack of allocated budget for e-government deployment;
digital divide; privacy and security concerns; limited IT skills and training; culture and lack of
citizen awareness and participation.

8. Way forward for e-governance programme
When the respondents were asked to provide suggestions on the way forward regarding
e-governance programmes, the suggestions include:
x

Classes should be given three or more days

x

NLS authorities improve ICT use among the general public through training;

x

0DODZL JRYHUQPHQW LPSURYH WKH HOHFWULFLW\ LQIUDVWUXFWXUH DQG ORZHU WKH WDUL൵V RQ
imported ICT technologies with a view of improving better exploitation of e-governance
in Malawi.

x

The programme should target villagers that is each village has to have their session

x

Need for adequate publicity.

x

There is need to have a good number of computers to match with the number of the
participants

x

7KHUHLVQHHGWRLVVXHSDUWLFLSDQWVZLWKFHUWL¿FDWHV

x

Money should be available to give the participants so that they can use to buy food and
for transport

x

There should be more resources e.g. computers so that two or three people should share
one computer

x

The training should also be done in other languages other than Chichewa only

x

Resource centres should be opened by the government where participants to the
programme could be practicing and learn more about ICT

x

The programme of e-government should also be introduced in all primary schools

x

Involve other stakeholders for support of the programme

x

Strategies to target the youth

x

More trainings should be conducted to reach out to more Malawians

x

More funds should be invested in the programme to improve its impact

x

1HHGWR¿QGZD\VRIVXVWDLQLQJWKHSURJUDPPH

9. Conclusion and Recommendation
7KHJURZLQJXVHRILQIRUPDWLRQDQGFRPPXQLFDWLRQWHFKQRORJLHV ,&7V KDVDVLJQL¿FDQWLPSDFW
RQKRZSHRSOHOLYHLQWHUDFWDQGFRPPXQLFDWHZLWKHDFKRWKHU6XFKVLJQL¿FDQWLPSDFWFKDQJHV
not only the way people perform their work and activities but also the way governments work
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and perform their functions. An important issue to consider is that social media tools are new
social type of vehicles that aid decision makers in their understanding of how citizens interact
with issues posted on the page and how to react to such measures. As a way forward the study
recommends that NLS authorities improve ICT use among the general public through training,
involve other stakeholders for support of the programme, Malawi government improve the
HOHFWULFLW\ LQIUDVWUXFWXUH DQG ORZHU WKH WDUL൵V RQ LPSRUWHG ,&7 WHFKQRORJLHV ZLWK D YLHZ RI
improving better exploitation of e-governance in Malawi.
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