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ABSTRACT

Scholars and practitioners attention to the benefits enhanced by
e-Government projects is progressively increasing. These transfor-
mations generated and are continuously generating new challenges
for managing public organizations which cannot focus only on ad-
ministrative efficiency but have to embrace a broader set of values.
In this scenario, the adoption of digital technologies within gov-
ernments could potentially have disrupting effects, both positive
and negative. However, despite the general hype, few public orga-
nizations have actually realised all the potential associated with the
adoption of digital technologies as values enablers: this study aims
to investigate the topic by examining how it has evolved through-
out the years and organizing the state-of-the-art of the scientific
literature on public values creation through e-Government projects.
Based on the literature review, we provide a conceptual frame-
work for understanding the factors that are related and influence
e-Government implementation and its benefits. Findings suggest
that before considering the implementation of an e-Government
project, and thus the achievement of specific benefits, a set of dif-
ferent variables should be addressed.
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1 INTRODUCTION

During the last decades, private and public organizations are facing
numerous challenges due to the rapid changes in cultural, socio-
economic and technological fields. Among others, digital innovation
has increasingly become a crucial piece in the development of
companies [1] and public organizations [2] and has evolved in both
sectors according to the respective features [3].

Considering the latter, it is broadly accepted that the adoption
of digital technologies within the public domain, defined as “digital
government” [4, 5], has become a key goal in political agenda and
governmental strategic programs [6] and it is essential for build-
ing effective, accountable, inclusive institutions and for engaging
citizens [7].

Nevertheless, despite the growing attention, public organizations
are often seen as “the dinosaurs of the digital era” [8], lagging
behind in their digital transformation for several reasons: regulatory
aspects, which reduce the alternatives of digital innovation that
can be pursued [9]; the need of coping with a vast array of highly
different requirements, expressed by citizens [10], while rethinking
their role and redesigning internal procedures and services [11, 12];
the struggles in the identification of the most suitable technologies
to adopt, also in relation to a lack of resources [13] and general
political myopia [14].

Moreover, the development of e-Government projects need to be
contextualized into the scope of public organizations: if the extent
of the private sector is to create private value, the public sector
must not serve special interests, but the society as a whole [15, 17].
In the last century, public organizations have pursued this aim
according to the features of the sector’s reforms: Traditional Public
Administration, New Public Management (NPM) and, recently, the
approaches of Public Value and New Public Service. Each of them
arises as a response to societal conditions and challenges, impacting
also on the role of digital technologies.

Despite the general hype and years of research on the topic,
few public organizations have actually realised all the potential
associated with the adoption of digital technologies as value en-
ablers [18, 19] and different researchers [5, 17, 21] pointed out the
need of investigating how these technologies could support public
values creation. Thus, the aim of this study is to map and to orga-
nize the current state-of-the-art of public value creation through
e-Government projects, deepening how the topic evolved through-
out the years and how the scientific community is debating the
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theme. Moreover, we provide an overview of the variables that, ac-
cording to the extant academic knowledge, are related and influence
e-Government implementation and its benefits.

The subsequent research questions will be addressed: which
is the state-of-the-art of public value in e-Government projects
and which are the variables related to the delivery of public val-
ues through e-Government? We aim at answering these questions
through a review of the existing academic knowledge and the de-
velopment of a conceptual framework that can support researchers
and public organizations in the identification of the key factors
that should be considered when implementing an e-Government
project.

The paper is structured as follows: in the next section we start
with a brief theoretical background of the studies related to the
adoption of digital technologies and their potential values. In
Section 3 we present the methodology adopted for the literature
review and then (Section 4) the findings. Next, the conceptual
framework for analysing the factors related to the development
of e-Government projects and their benefits is discussed, followed
by the conclusions and the limitations of the study.

2 THEORETICAL BACKGROUND

The literature on digital technologies adoption within the public
sector and the potential benefits that they deliver is growing. Ac-
cording to Moore (1995), public value is an abstract concept, because
it depends on public needs, that are changing.

As Panagiotopoulos et al. [18] point out, Moore’s theory does not
specifically address the issue of public organizations’ digitalization,
but it gives elements to study the digital transformation of the public
sector. Bannister and Connolly [20] affirm that public sector values
are different and that there is not a unique classification. Moreover,
the authors state that any implementation of digital technologies
will affect public values, with positive or negative impacts. Thus, to
analyse the effects of digital technologies, they propose a taxonomy
identifying three broad groups of values, i.e. duty oriented, service
oriented and socially oriented. According to Cordella and Paletti
[22], public value creation regards both production processes and
managerial actions and it is thus necessary to balance different
outcomes.

The concept of balance is presented also by Bonina and Cordella
[23], even if with a focus on values, not on organizational capability.
Considering only the specific set of values related to “good admin-
istration” [24], the authors propose a framework that distinguishes
between managerial values - like efficiency and effectiveness - and
democratic values - such as equity and fairness - which could be
also overlapping. In this scenario, they state that the adoption of
digital technologies is a matter of harmonizing competing public
values, in their managerial and democratic nature. Similarly, Twiz-
eyimana and Andersson [21] identify six overlapping dimensions
of values, that they group into three overarching areas: Improved
Administration, Improved Social Value and Improved Public Ser-
vices.

The idea of different value positions, convergent and divergent,
is proposed by Rose et al. [17]. The authors present a framework
that allows the identification of four value propositions: profession-
alism, efficiency, service and engagement. All these ideals are linked
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to a specific public management theoretical approach and authors
relate each of these propositions to e-Government. Considering
the Public Value narrative, Rose et al. [17] state that digital
technologies are seen as tools to increase services’ availability
and quality, thus as service enablers. Always considering the
role of services, in their research Golubeva and Gilenko [25]
examine the possible advantages of e-services on public value.
The authors consider the local level, stating that public value
and citizens’ needs can be assessed most accurately. Besides, the
interaction between citizens and public administrators is more
direct.

Cordella and Dodd [26] assert that value is not simply produced
by organizations, but it originates from service delivery and the
usage of a specific service. This view implies a strong connection
between users, their needs and service providers: digital technolo-
gies, according to the authors, can facilitate these connections. The
need to understand stakeholders’ interests and their value positions
in e-Government projects is highlighted also by Rose et al. [27]. In
line with them, Luna-Reyes et al. [28] affirm that the adoption of
digital technologies to support government tasks and public service
delivery creates value.

Lessa and Tsegaye [29], adopting a broader perspective, state
that public value can be seen as the importance that citizens give
both to government actions and to the experience they have of
public services. Lindgren and van Veenstra [30] assert that to en-
hance public sector transformation using the value creation lens,
the digitalization of public services is the key. Hence, they propose
a conceptual framework, based on two concepts (transformational
objectives; enabling mechanism), to explain the transformation
enabled by e-Government. Valle-Cruz [31] rests also on an over-
arching level, stating that public value is generated by services,
laws and actions and it concerns public policies objectives and
performance. In this view, emerging technologies support public
organizations in service delivery.

According to Cordella and Bonina [19], public sector ICT
reforms have broadly omitted public value creation and the authors
state that considering this new paradigm will allow a better
assessment of digital technologies in the public sphere.

In addition, different authors point out the importance of inter-
organizational collaboration on public value creation. In their re-
search, Luna-Reyes et al. [32] identify different elements that influ-
ence public value creation: organizational factors and technologies
directly affect public value creation, while institutional arrange-
ments impact on technologies. Picazo-Vela et al. [33] address the
same theme from another perspective, i.e. the impact of public-
private and public-public collaborations on public value creation in
the e-Government context.

This brief analysis confirms Bannister and Connolly [20]
statement that technologies are not value free and, as Rose et al.
[17] claim, that examining the benefits inherent in e-Government
projects is a way to comprehend their superior objectives.
However, the potential values reached by the adoption of digital
technologies are the tip of the iceberg and, in line with the
aim of this study, it is necessary to deepen the underlying
factors.
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Figure 1: PRISMA Flow chart

3 RESEARCH METHOD

To map the extant literature on public value and the pivotal role
of digital technologies in creating it, a systematic search was con-
ducted. This section describes the methodology adopted: the guide-
lines proposed by [34] were followed for the systematic search
process to reduce bias, allow falsification and reproduction of the
results.

First, after the reading of some relevant papers and practitioner
reports, we defined a set of specific keywords: e-government, public
administration, public value and digital technologies. The keywords
were then combined using AND/OR operators to produce the re-
search query: “public value*” AND (“e-gov*” OR “egov*” OR “digital
government™”). Asterisks were set to include suffixes.

The choice to include “egovernment” and “e-government” is due
to the presence of both in academic and practitioner documents.
Analogously, academics and practitioners use also “digital govern-
ment” regarding the application of digital technologies in the public
sphere. The research string was run on Scopus database and title,
abstract and keywords were used to identify the publications: the
search isolated 213 contributions (up to January 11th, 2021). Addi-
tional inclusion and exclusion criteria were then applied to refine
the results. To be included in the review, documents should i) be
written in English and be publicly available; ii) be published in
article, conference paper, review and editorial; iii) be focused on the
adoption of digital technologies as tools to enhance public values
creation; iv) be focused on public organisations in relation to public
values. Publications presenting the following criteria were instead
excluded:

e conference papers, if the same contribution was then pub-
lished in journal;

388

o contributions related to citizens’ involvement in public val-
ues’ co-creation, as they focus more on the participatory
and democratic side of public management (i.e. New Pub-
lic Service approach); with this aim in mind, social media
application were also excluded,;

o essays related to performance measurement, as the study
starts from the previous step, i.e. whether the application of
digital technologies could enhance public values and which
are the factors that enhance, or obstruct, it;

o contributions related to open government data, as it is rather
a broad topic, addressing both open innovation and the man-
agement of the remarkable quantity of public data.

We applied the inclusion criteria i) and ii) to the papers selected,
reaching 183 documents. The exclusion criteria were not applied a
priori: to be sure to not miss any relevant document, the abstract
screening comprehends all the selected contributions. Furthermore,
no filter was applied a priori on the year.

The abstracts were thus read and we applied the exclusion crite-
ria: if the content was not fully clear, the paper was included for
full reading. At the end, 37 publications were selected as the final
source of the research: the PRISMA flow chart [35] (Figure 1) shows
the screening process described above.

4 FINDINGS

The review aimed to map and organize the existent literature on
public values delivered through e-Government projects. We firstly
performed a quantitative review to point out the main features
of the dataset. Then, through a content analysis, we identify the
variables that affect e-Government projects development.
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4.1 Papers main features

In recent years, the interest of practitioners at the interplay be-
tween public value and digital technologies is increased [4, 7]. The
topic is gaining momentum also in the scientific community: if
between 2009 and 2017 the trend of publications was quite stable, a
continuous increase can be noticed since 2018.

From 2017 and 2019 the number of publications has grown con-
stantly, showing a peak in 2019 (Figure 2) and indicating that
the attention on public values in e-Government has acquired
relevance.

Regarding the source of contributions, most of them are pub-
lished in journals (65%) and 13 were published in conference pro-
ceedings (35%). Considering the theoretical field, the contributions
under review come both from social science and computer science
communities, showing the interdisciplinarity of the topic. However,
as depicted in Table 1, most contributions are in the computer sci-
ence area (49%), even if the majority of the articles (12) are published
in Government Information Quarterly, showing the growing need
to deepen the topic not just considering the technological lens, but
also addressing the relationship between policy, the public sector
and the use of technologies to support services’ development and
provision.

When considering the e-Government level of domain, the publi-
cations discuss mostly (16) the scenario of central public organiza-
tions [22, 26, 27, 29, 30, 32, 33, 36, 44] and just six articles present
the local level [25, 31, 45, 48], plus one that generally addresses the
topic of smart cities [49].

Two studies investigate cross-country issue [50, 51] while the
remaining contributions do not have any specific focus. Consider-
ing the level of government, it is interesting to note that there is
an equal distribution between studies addressing e-Government
advancement in developing countries while local studies are con-
ducted mainly in developed countries. This might suggest that the
digital transformation of public organizations starts from the cen-
tral level, which generally has enough resources and competences
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to develop and complete such processes, to then unfold at the local
level.

4.2 Content analysis

The content analysis allows us to highlight the main elements that,
according to the existing academic literature, should be considered
when developing an e-Government project: potential benefits, areas
of impact and conditions enabling, or obstructing, the project im-
plementation. Thus, the evidence emerged are presented following
these three dimensions.

4.2.1 Benefits of e-Government projects. The review points out a
number of positive values that we categorized according to the
dimensions proposed by [21]. This framework identifies six over-
lapping dimensions of public values of e-Government: Improved
public services; Improved administrative efficiency; Open Govern-
ment capabilities; Improved ethical behaviour and professionalism;
Improved trust and confidence in government; Improved social
value and well-being.

The authors then identify three main areas, grouping together
the dimensions that seem related: Improved administrative effi-
ciency; Open Government capabilities and Improved ethical be-
haviour and professionalism are linked with government adminis-
tration, thus they belong to the Improved Administration dimension.
Improved trust and confidence in government and Improved social
value and well-being are instead related to the social benefits that
government is supposed to yield and thus labelled as Improved
Social Value. Finally, Improved Public Services refers to the imple-
mentation of services that e-Government solutions could enhance.

The framework developed by [21] has been chosen because it
proposes a high level of granularity, it is clear the difference between
values and it is an updated model compared to others [20, 24].
Appendix A presents the papers that address each dimension.

Improved Administration. Improved administrative efficiency
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Table 1: Source titles and subject area of the dataset

Source Scimago Subject Area Publication
Government Information Quarterly Social Science 12
ACM International Conference Proceeding Series Computer Science 7
Information Polity Computer Science 3
Communications in Computer and Information Computer Science 2
Science
Lecture Notes in Computer Science Computer Science 2
Public Management Review Business, Management, Accounting/ 2
Social Science
Americas Conference on Information Systems Computer Science 1
eJournal of eDemocracy and Open Government Computer Science 1
International Journal of Public Administration in the Computer Science 1
Digital Age
International Journal of Public Sector Management Environmental Science /Social Science 1
Journal of Strategic Information Systems Business, Management, 1
Accounting/Computer Science/Decision
Science
Lecture Notes of the Institute for Computer Sciences, Computer Science 1
Social-Informatics and Telecommunications Engineering
Proceedings of the Annual Hawaii International Engineering 1
Conference on System Sciences
Proceedings of the European Conference on e- Business, Management, 1
Government Accounting/Computer Science/Social
Science
Transforming Government: People, Process and Policy Computer science/Decision Science/ 1
Social Science
Total 37

This layer refers to the effects that the development of e-
Government projects could have on public organizations activities
and processes. For instance, e-Government could enhance the ac-
countability within the organization [20, 45, 51] or could impact on
cost reduction, both considering saving time for personnel [36] or
processes management [36, 45, 52, 53].

This dimension regards also benefits such as efficiency [18, 23,
40, 42, 50, 53] and effectiveness [23, 50]. Improved administrative
efficiency also refers to increasing the competitiveness [36] of pub-
lic organizations and, thanks to Artificial Intelligence (AI) adoption,
process automation [26, 42, 45]. The development of e-Government
projects could also reduce human errors [42, 52] while enhancing
the management of public resources [20, 21] and making processes
more systematic and sustainable [21, 42]. The adoption of digital
technologies could also positively impact on governance [26, 52]
and it is expected that e-Government projects support public or-
ganization to act with parsimony [20, 23]. According to the liter-
ature review made by [52], e-Government projects that employ
blockchain solutions are expected to increase organizational re-
silience, predictive capabilities and reduce energy usage. Moreover,
according to their review, blockchain projects could enable data
integrity and preservation.

Open Government capabilities
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e-Government projects can increase the access to public data
assets and public organization’s activities, thus enhancing trans-
parency and openness [18, 20, 21, 36, 48, 52]. This dimension refers
also to the interaction among public organizations and stakeholder:
open government could facilitate consultation with citizens, en-
terprises and other public bodies [18, 21, 42, 51]. e-Government is
expected to enhance the quality of information, in terms of shar-
ing, relevance, accuracy, update, access [21, 36, 40, 52, 53] and data
management [36, 52].

Improved ethical behaviour and professionalism

This dimension broadly refers to the “Sigma” [24] and the “Duty
orientated” [20] values discussed in the literature. These values
are more related to the ethical and individual sphere of public em-
ployees: e-Government projects are expected to positively impact
on political loyalty [51], judicial values, rectitude and impartial-
ity [20, 51], honesty and fairness [18, 20, 23] and to support civil
servants to act in compliance with the law [20, 51].

The adoption of digital technologies in public setting could also
benefit the control of corruption [50, 52], the accountability of pub-
lic organization’s actions towards society [18, 20, 45, 50, 51] and
their responsibility to citizens, enterprises and other public organi-
zations [20, 51]. The implementation of e-Government projects is
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expected to enhance governments capabilities to protect different
stakeholder [20, 51].

Improved Public Services. This dimension addresses the different
benefits that e-Government projects could have on service improve-
ment. The adoption of digital technologies boosts user interaction
[26] and the capability to satisfy their needs [51]. e-Government
projects are expected to enhance services in terms of accessibility
[18, 42], personalization and quality [21, 26, 42, 48, 51, 53], ease of
usage [18] and delivery [29, 40]. The improvements concern also
public organizations responsiveness to answer citizens’ questions
and needs [20, 40, 51], efficiency [18, 20, 48, 51] and effectiveness
[20, 51]. Public service enrichment through digital technology could
also potentially affect public organizations productivity, their inno-
vation orientation, the respect for individual and the management
of public resources [51].

Improved Social Values. Improved trust and confidence in gov-
ernment

This dimension concerns the benefits generated by e-
Government projects that enhance stakeholder confidence in public
organizations. For instance, the adoption of digital technologies
is expected to increase public trust by guaranteeing equality and
equity in service access [18, 20, 23, 51], user privacy [18, 20, 52],
transparency and openness [18, 20, 21, 48, 52].

Leveraging on e-Government projects, public organizations
could augment communications to external stakeholder, regarding
resources usage and their activities [18, 20, 50, 51], the dialogue
within other governments and support networks development [51].
The protection of user security could be improved by the adoption
of specific technologies [20, 52], just as trust [36, 52]. e-Government
projects could impact also on public organization ability to balance
the competing interests of individuals [51] and confidence could
be reached enhancing interaction [18, 20, 21, 26, 42, 51] and user
orientation [23].

Improved social value and well-being

e-Government projects are also seen as a lever for the increase of
the social well-being. Thus, their adoption is supposed to facilitate
the democratic will [20, 51], the inclusiveness and the respect for
individuals [20]. e-Government solutions could impact on societal
challenges, such as environmental sustainability [43] or the control
of corruption [36, 50, 52].

4.2.2  Conditions. The literature review points out that most pa-
pers addressing public values of e-Government actually present
conditions that affect the implementation of e-Government projects.
These could be divided in: Internal conditions, External conditions
and Technological conditions. Appendix B presents the papers that
address each dimension.

Internal conditions. Internal conditions refer to the variables
peculiar of a single public organization. Internal conditions relate,
for example, to strategic decisions, such as the definition of a clear
decision making process [30, 41, 54], project’s goal [32] or digital
business strategies [44]. Moreover the integration and the dialogue
between departments within the public organization could improve
e-Government projects [55], just as the collaborative behaviours of
employees [44] and the enhancement of collaboration with other
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organizations, whether they are public, private or community based
[30, 32, 33, 44].

According to Savoldelli et al. [56], a public organisation able
to overcome the internal resistance to change is facilitate in the
development of e-Government solutions; furthermore, organisa-
tional capabilities [18, 41, 43, 56] and the improvement of internal
processes [32, 33] impact the adoption of technological solutions
in public sector.

Additionally, Pereira et al. [49] state that, in a smart city context,
adequate human resources, as a component of government capabil-
ities, could enable digital transformation and public values. Also,
the relation with different stakeholder is crucial: their involvement
[43, 47, 55, 56] influence innovation and public organisations should
understand their competing expectations [18, 27, 44, 47, 57, 58] to
deliver e-Government projects that satisfy their needs. Still, it is
important to discipline the use of outsourcing [42].

External conditions. This set of variables is independent of the
internal sphere of the organizations and it is more related to the
environmental context in which the public organization works. This
group gathers together two sub-factors: Institutional and Citizens’
dimensions.

Institutional dimension

According to Savoldelli et al. [56], only recently institutional
and political issues draw the attention as crucial factors in the e-
Government context. These arrangements could differ over time,
also according to different cultures and countries and, as authors
state [56], they become one of the main barriers in the adoption
of e-Government. Thus, the implementation of strategies [31, 43]
and a clear definition of legal frameworks [30, 32] could shape
e-Government projects.

Citizens’ dimension

This dimension refers to all the factors concerning the users’
sphere and their responses in regards to e-Government solutions.
Public organizations, when developing an e-Government project,
should carefully consider these variables: citizens’ access to digital
technologies, just as their skills [25, 44, 55], are crucial for the
project success. Moreover, public organisation have to consider,
and enhance, citizens awareness of the presence of specific digital
projects [25, 44, 46].

Additionally, citizens could approach and trust technologies in
different ways [25]; the availability of projects’ information [46],
the impact of mass media [41] and the benefits perceived by each
citizen [25, 46] are other key variables in this dimension.

Technological conditions

Considering technological features, the adoption of technologies
is seen as a lever for transformation [49]. However, on one side,
the lack of interoperability and the high costs of maintenance of
e-Government projects [56] are perceived as conditions that hinder
e-Government solutions, just as the lack of an ICT infrastructure
[44, 56]. Their fulfilment depends on public organizations while, on
the other side, the development of technology standards, useful to
increase the implementation of a specific technology [32], is related
to external conditions.

4.2.3 Impacts of e-Government projects. e-Government projects
are thus expected to deliver a number of benefits, but it is neces-
sary to deepen the impact they have within public organizations.
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Figure 3: Conceptual framework for public values enhancement through e-Government projects

Thus, as we did for conditions, we classified the articles considering
three perspectives: (1) Internal, if the project impacts on public
organisation internal processes and management; (2) External, if
instead the adoption of digital technologies enhance service de-
livery and the relation between public organisation and users; (3)
Broad, since for some articles it was not possible to clearly iden-
tify the application area, so we classified them as having broad
impacts.

The review shows that internal and external impacts are fre-
quently overlapping: this is not surprising because also benefits
frequently cross each other. Most papers (12) point out that e-
Government projects are implemented to enhance service delivery
and user relation, while ten articles focus instead on the internal
perspective. Few studies (3) were classified as having broad effects,
thus supporting a large set of activities. Appendix C presents the
papers that address each dimension.

5 DISCUSSION

The study organizes the existing academic knowledge by identify-
ing the main features of the papers reviewed (i.e. data and source of
publications, theoretical field, e-Government level of domain) and
the content analysis we performed allows us to develop a conceptual
framework (Figure 3) to provide an inclusive overview of the differ-
ent factors related the development of e-Government projects and
their benefits. There is a need to go beyond the potential benefits
that e-Government solutions could produce to understand which
factors impact on such projects. Based on this, we proposed a model
that starts considering the three main dimensions of public values
of e-Government proposed by [21] and then we identify other com-
ponents that should be considered when addressing the topic of
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e-Government projects and their expected benefits. The main com-
ponents of the framework illustrated in Figure 3 are presented as
follows, from below upwards.

The first dimension that emerged regards the conditions that
public organisations should consider and, as far as in their sphere
of activities, address. Hence, when implementing an e-Government
project, three main conditions should be evaluated: internal, exter-
nal and technological.

Internal conditions refer to the factors strictly related to the
organizational structure of the specific public organization. This
means that the replication of the same e-Government project in
diverse public organizations generates different results according to
these conditions. Looking instead at the external conditions, similar
organizations — considering for instance their dimension, level of
government, public domain - could develop analogous projects, but
they may reach different results according to political, institutional
and legal frameworks and also considering the citizens’ awareness
to e-Gvernment solutions. Thus, projects that in a specific context
produced certain results may not reach the same outputs in different
scenarios.

The last dimension of this layer concerns the technological con-
ditions: they should be examined adopting a double lens, as on
one hand they are the responsibility of public organization (i.e.
maintenance of the technology) and on the other they fall within
the competence of external requirements (i.e. implementation of
technology standard). This layer is the first one that should be
considered when deciding to implement an e-Government project:
overlooking these three features could potentially lead to the failure
of an e-Government solution.

The next level addresses the e-Government perspective and it
points out the need to identify which application area is involved.
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e-Government projects can impact on public organisation internal
processes and management, but they can also enhance service
delivery - both as a consequence of the improved internal area or
as a separate area of application - affecting the relation between
public organisation and users. Moreover, e-Government projects
can support a large set of activities.

This dimension is crucial because the application area impacts on
the expected benefits that an e-Government project could deliver,
presented in the last level of the model.

Thus, referring to the “Expected benefits” layer, we adopt the
dimensions of the public value of e-Government proposed by [21]:
this level contains the potential benefits that an e-Government solu-
tion could bring, once the previous two layers have been carefully
evaluated and addressed.

The three levels of the framework are linked together and in
particular the second and the third layer influence each other: as a
matter of fact, the decision to implement an e-Government project
that impacts on the internal application area rather than on the
external one leads to the fulfilment of diverse benefits.

6 CONCLUSION AND LIMITATION

To conclude, the study contributes to the discussion of public val-
ues of e-Government projects both considering theoretical and
managerial perspectives. The research has various implications for
academia: first, the findings highlight the increasing interest of
the scientific community on the topic and they point out how aca-
demic knowledge is evolving in the last years. Second, the review
provides a critical assessment of the current state-of-the-art: most
authors tend, on the one hand, to analyse the conditions enabling
e-Government projects and, on the other, to examine the benefits
that might be accomplished by adopting digital technologies, but
without providing empirical evidence. This demonstrates that there
is the need to gather empirical data on the level of development of
e-Government project for understanding the reasons behind the
trade-off among the benefits described in the scientific knowledge
and the real progress of e-Government projects. Third, it organizes
the papers in a conceptual framework that highlights which are
the factors related to the adoption of e-Government projects and to
the fulfilment of the related benefits. The model presented could
be adopted to map and perform other literature reviews. The study
has implications also for practitioners, providing public managers
with an actionable model through which understanding the path
for e-Government projects applications and boosting their imple-
mentation.

Finally, the research has limitation. The first concerns the data-
base we chose as source for papers selection: we considered just
Scopus database and some papers may be omitted; future research
may perform the analysis surveying also other datasets. The sec-
ond limitation regards the model presented: we provide a theo-
retical framework that should be tested to verify how the layers
are connected and if other factors affect the implementation of
e-Government projects.
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APPENDIX A - E-GOVERNMENT EXPECTED BENEFITS

Positive effects deriving from the development of e-Government projects

Benefit Papers
Improved Improved administrative efficiency
Administration Accountability within public [20], [45], [51]

organization
Cost reduction and savings

Competitiveness [36]
Efficiency
Effectiveness [23], [50]

Process automation

Errors reduction [36], [52]
Process optimization sustainability [21], [36]
Governance [22], [52]
Better management of public [20], [21]
resources and funds

Data integrity and quality [52]
Data immutability [52]
Predictive capabilities [52]

[26], [36], [45]

[36], [39], [45], [52], [53]

[18], [23], [36], [43], [50], [53]

Explanation

e-Government projects enhance responsibility within
the organization.

e-Government projects could impact on cost, both
considering human resources and process
management.

e-Government projects could improve the
competitiveness of public organizations.

Developing e-Government projects allows public
organizations to reduce resources usage while
ensuring the same services.

Due to the adoption of digital technologies, new
resources and services are provided.

Digital technologies adoption impacts on process
automation.

e-Government projects could reduce human mistakes.
e-Government projects could make operations and
processes more systematic and sustainable.

Digital technologies could enhance processes control
and resource management.

Digital technologies could support public
organizations in the proper use of public resources.
e-Government projects could improve data integrity
and the quality of information.

Digital technologies could impact on data
preservation.

Digital technologies could enable to retrace data
history, thus enhancing the capability to forecast
actions or behaviours.

394



DG.0’21, June 09-11, 2021, Omaha, NE, USA

Giulia Maragno et al.

Improved Public
Services

Reduced energy consumption
Increased resilience
Economy and parsimony

Open Government capabilities
Transparency and openness
Information quality

Stakeholder interaction

Information management

(52]
(52]

[20], [23]

[18], [20], [21], [39], [48], [52]

[21], [39], [43]. [52], [53]

[18], [21], [36], [51]

[39], [52]

Improved ethical behaviour and professionalism

Law compliance
Political Loyalty
Judicial values
Control of corruption

Accountability towards society

Rectitude and impartiality
Responsibility to stakeholder

Enhance protection for different
stakeholder

Honesty and fairness
Accessibility
User interaction

Efficiency

Effectiveness

Innovation orientation
Productivity

Satisfy users’ needs

Service enhancement

Better management of public
resources and funds

Responsiveness

Respect for the individual

[20], [51]
[51]

[20], [51]
[50]-[52]

[18], [20], [50], [51]

[20], [51]
[20], [51]

[20], [51]

[18], [20], [23]
[18], [36]
[26]

[18], [20], [48], [51]

[20], [51]
[51]
[51]
[51]

(18], [21], [26], [29], [36], [43],
[45], [48], [51], [53]

[51]
[20], [43], [51]

(51]

The features of specific technologies (i.e. blockchain)
could reduce energy usage.

Digital technologies could enhance public
organization capabilities to prevent malicious actions.
Digital technologies could support public
organizations in the usage of money.

e-Government projects could increase the access to
public data assets and to public organization’s
activities.

The implementation of e-Government projects could
enhance quality of information, considering
relevance, accuracy, update and access.

The development of e-Government projects is
expected to facilitate the interaction among public
organizations and different stakeholders.

Digital technologies could support public
organizations in data and information management.

Digital technologies could support public servants to
act in compliance with the law.

e-Government projects are expected to positively
impact on political loyalty.

The adoption of digital technologies could support
civil servants to act following judicial values.

Public organizations could leverage on digital
technologies to control corruption.

e-Government projects impact on the communication
to external stakeholder regarding the resources usage
and ensuring that the activities carried out follow
institutional mission.

Digital technologies could support public servants to
act with rectitude and impartiality.

e-Government projects enhance the responsibility to
citizens, enterprises, organizations.

The adoption of digital technologies is expected to
enhance public organization capabilities to protect
stakeholder.

e-Government projects are expected to positively
enhance honest and fair behaviours.

The usage of digital technologies could increase
service accessibility.

The usage of digital technologies could increase the
interaction with users.

Adopting digital technologies allows public
organizations to deliver the same services reducing
resources usage.

Due to the enhancement of e-Government projects,
public organization could provide new services.

The progressive adoption of digital technologies is
expected to increase innovation orientation.
e-Government projects are expected to increase
productivity in service delivery.

Through the usage of digital technologies,
governments could better satisfy user needs.
e-Government projects are expected to enhance
service in terms of personalization, quality, ease of
usage, delivery.

Digital technologies could support public
organizations in the proper use of public resources.
Thanks to digital technologies, public organizations
could better satisfy citizens’ needs.

e-Government projects could support public
organizations to better understand the needs of
individuals and thus respecting them.

395



e-Government for Public Values creation: a systematic literature review

DG.0’21, June 09-11, 2021, Omaha, NE, USA

Improved
Social Value

Improved trust and confidence in government

Enhance networks development [51]

Dialogue within other public [51]
organizations

User orientation [23]

Balance competing interests [51]

Privacy [18], [20], [52]

Stakeholder interaction

Equality and equity in service access  [18], [20], [23], [36], [51]

Transparency and openness

Security [20], [52]
Trust and confidence [39], [52]

Accountability towards society

Improved social value and well being

Facilitating the democratic will [20], [51]
Respect for individual [20]
Environmental sustainability [43]
Inclusiveness [20]

Control of corruption [39], [50]-[52]

[18], [20], [21], [26], [36], [51]

[18], [20], [21], [48], [52]

[18], [20], [45], [50], [51]

Digital technologies are expected to improve public
organization in creating networks.

e-Government projects implementation could
facilitate the interaction between different
governments.

Through the adoption of digital technologies public
organization could act focusing more on citizens” and
stakeholder.

Due to digital technologies implementation, public
organizations could better manage the competing
expectations of the various stakeholder.
e-Government projects could positively influence
users privacy and anonymity.

The adoption of digital technologies is expected to
facilitate the interaction among public organizations
and different stakeholders.

e-Government projects could increase the access to
public services, thus making them more inclusive.
Digital technologies could increase the access to
public data assets and to public organization’s
activities.

Digital technologies within public organizations could
reduce data manipulation, thus citizens’ security.
e-Government projects impact on the confidence
perceived by stakeholder in public organizations.
e-Government projects impact on the communication
to external stakeholder regarding the resources usage
and ensuring that the activities carried out follow
institutional mission.

e-Government projects could facilitate democratic
activities and participation.

Digital technologies could support public
organizations to better understand the needs of
individuals and thus respecting them.

The implementation of e-Government projects could
positively influence environmental impacts.
e-Government projects are expected to increase
public organizations capabilities to be more inclusive.
Public organizations could leverage on digital
technologies to control corruption.
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APPENDIX B - E-GOVERNMENT ENABLING CONDITIONS
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Papers

Internal Conditions

« Integration between departments

« Stakeholder involvement

« Clear decision making process

« Collaboration with other organizations (public, private and
community based)

+ Goals’ definition

« Execution of digital business strategies
« Internal process improvement

« Organisational capabilities

+ Adequate human resources

« Collaborative behaviour

« Overcome resistance to change

« Enhance interoperability

« Reasoned outsourcing decisions

« Understand stakeholder competing expectations and values
External Conditions

Institutional Dimension

« Implementation of public policies and strategies
« Political commitment

« Clear definition of the legal framework
Citizens’ Dimension

» User’s awareness

« User’s access to digital technologies

« User’s skills

« Trusting technologies

« Availability of project information

« Impact of media on citizens’ perception
+ Personal perceived benefits
Technological Conditions

« Technology adoption

« Technology maintenance

« Technology standard

« ICT infrastructure

- [33]

[31], [37], [56]
[56]
[30], [32]

. [38], [55]

APPENDIX C - E-GOVERNMENT PROJECTS IMPACTS

Papers
Internal Perspective
External Perspective

[20]-[23], [26], [39], [43], [50], [52], [53]
[18], [20], [48], [50], [21], [23], [26], [29], [39], [40], [43], [45]
Broad Perspective [5], [36], [51]
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