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ABSTRACT  

E-governance, the application of technology to simplify and improve democratic, government 

and business aspects of governance can contribute to public sector administration in terms of 

efficiency.  The aim of this study is to assess extents to which can Ghanaian ministries, 

departments, and agencies (MDAs) technology readiness towards e-governance be characterized.  

The study review previous studies. Based on previous study tapping technological readiness, 

researchers develop interview guide to conduct one-on one interview on three employees. Then, 

within-in case and cross analysis were performed. The study finds that Ghanaian technology 

towards e-governance offers control, flexibility, and efficiency. It introduces efficiency at work.  

The organisation is pioneer and thought of leader.  Technology provides knowledge for medium 

to long-term performance advantage. Technology can be used by average person in the 

organisation. Organization is connected to the technical provider. Technology is safe but 

employees are skeptical. The suggestion to technology managers is to provide avenue for 

employees‟ to learn. In this way, employees may get ability to create, acquire, and transfer 

knowledge to modify their behavior to reflect new knowledge and insights.  
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Chapter One: Background and Problem Discussion 

1.1 Background the of this Study 

 E-governance, the application of technology to simplify and improve democratic, government 

and business aspects of governance has been stated in a large body of previous research (Basu 

2004; Fang, 2002; Heek, 2002; Kettl, 2002; Lee and Perry, 2002; Heeks, 2002; Backus, 2001). 

However, there is no uniform definition for e-governance (Yildiz, 2004) and those exist in 

literatures are sometimes conflicts with e-government (Olawale, 2009). Example,  e-governance 

is “the application of electronic means in (1) the interaction between government and citizens, 

and government and businesses, as well as (2) in internal government operations to simplify and 

improve democratic, government and business aspects of Governance” (Backus, 2001, p2). E-

governance refers to the use by government agencies of information technologies that have the 

ability to transform relations with citizens, businesses and other arms of government (Basu 2004).  E-

government, the uses of information technology and particularly the Internet to support 

government operations, engage citizens, and provide government services (Hu et al., 2009; 

Sharma 2006; Sharma, 2004; Sharma & Gupta, 2003). Both e-governance and e-government are 

contextually inclusive of interaction (Saxena, 2005). Primarily, e-government focuses on the 

development of online services while e-governance covers the relationship and networks within 

government regarding the usage and application of technology (Sheridan and Riley, 2006). 

Furthermore, e-governance has two distinctive objectives: internal and external (Poulose, 2010; 

Olawale, 2009). Internal objective of e-governance seek to facilitate speedy, transparent, 

accountable, efficient and effective process for performing government administration activities 

and the external objective fulfils the public needs and expectation by simplifying the interaction 

with various online services (Olufemi, 2012; Poulose, 2010).  In addition, e-governance has 
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supply and demand sides (Olawale, 2009). The supply side refers to the readiness of a state to 

practice e-governance and the demand side refers to the capacity and motivation of citizens to 

make their representatives in government (Olawale, 2009).   

1.2 Problem Discussion and Research Problem 

In e-governance, technologies readiness simply means organization can achieve objectives 

(Ratneshwer and Tripathi, 2010; Olawale, 2009).  Moreover, the readiness of a state of 

technology shows efficiency (e.g. Sameer, 2012; Turban et al, 2008).  In commerce, it has 

improved organizational interaction and relationship with customers and suppliers (Taruna, 

2009; Kotler and Keller, 2006). In government governance, its positive impact on democracy has 

been extensively dealt with in literatures (e.g Heeks, 2002; Backus, 2001). These technology 

readiness benefits have been leveraged as a result of technological readiness been viewed as an 

element of the resource-based view and the evolutionary knowledge-based view (Acedo et al., 

2006; Choo et al., 2007).  Basically, the emphasis has been on capabilities (Peteraf, 1993; 

Barney, 1991; 2001; Dodgson, 1993; Nevis et al., 1995; Argote et al., 2003). Given that 

capabilities (i.e. technology readiness), both theories suggest that it introduces efficiency at work 

(Peteraf, 1993; Barney, 1991). It provides knowledge for medium to long term performance 

advantage (Anne and Juha, 2011; Argote et al., 2003; Ken et al, 1996).  One more, capabilities 

are scarce, rare, valuable, non-imitable, and hard to substitute (Barney, 1991; Hunt and Morgan, 

1995). Simply put, technology is safe. That is, technology must be free of discomfort and 

insecurity. Discomfort has been defined as lack of control over technology and a feeling of lack 

of confidence in using the new technologies properly (Richey and Autry, 2009). Insecurity is 

distrust of technology-based transactions and skepticism about a person ability to work properly 

(Parasuraman, 2000). 
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Ghana, a West Africa nation has launched e-governance (e-Services Portal) aim to promote 

effective and efficient government service delivery among MDAs, citizens, and businesses 

(Ghana News Agency, 2012).  The management of Ghanaian-based Huawei Telecom was 

awarded the contract to undertake government's e-governance project in April 2006 to provide 

centralized information technology to Ministries, Departments and Agencies in Ghana (Ghana 

News Agency, 2010).  So far, eleven Ministries, Departments and Agencies (MDAs) has been 

connected and piloted to test e-governance technology readiness (Ministry of Communication, 

Ghana, 2012). Our problem is: 

 How can Ghanaian MDAs’ technology readiness for e-governance be characterized? 

1.3 Outline of the Study  

The outline of this study is mapped in figure 1 below. 

 

 

 

 

 

 

 

  

Figure 1: Outline of the Stud 

 

The figure1 presents an outline of this study.  

The first chapter provides background and problem of this study as we have discussed. Chapter 

two provide an overview of literatures on the research problem. Chapter three, we selected some 

literatures and developed research questions and frame of reference for this study.  Chapter four, 

we described research methodology. In methodology design, strategy, and method of data 

collection of this study has been explained.  Chapter five presents empirical data collected and 
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analysis. Chapter six, the final chapter presents the theoretical findings, managerial implications 

and areas for further studies.  
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 Chapter Two:  Overview of Literature  

2.1 Underlying Theories  

We view technology readiness as capabilities (Dieter and Evi, 2012; Barney, 1991). Given that 

capabilities, we expect it to introduce efficiency at work (Peteraf, 1993; Amit and Schoemaker, 

1993), provides knowledge that can be leveraged for medium to long-term performance 

advantage (Hartmann and De Grahl, 2011; Amit and Schoemaker, 1993; Barney et al., 2001). 

It‟s also expected to be safe in applying to achieve superior performance (e.g. Teece et al., 1997; 

Grant, 1996).  

2.1.1 Resource- Base Theory (RBT) 

The RBV theory bases competitive advantages on two concepts: “resource” and “capabilities”; 

resources are “intangible” and “tangible” assets (Dieter and Evi, 2012, p466). Primarily tangible 

assets are under the organization‟s control (Dierickx and Cool, 1989). Barney defined 

organizational resources to include, “all assets, capabilities, organizational processes, firm 

attributes, information, knowledge, etc. controlled by a firm and that enable it to conceive of and 

implement strategies that are efficient and effective” (Barney, 1991, p. 101). Organization 

resources include: financial, technological, human, and physical assets (Barney et al., 2001). 

Capabilities- those are scarce, rare, valuable, non-imitable, and hard to substitute (Barney, 1991; 

Hunt and Morgan, 1995). RBV theory makes an additional category of capabilities, which are a 

result of complex patterns of interactions and coordination between resources (Hoopes et al., 

2003). Being based on an organization‟s resources, they embody the actual drivers of 

competitive advantage (Hartmann and De Grahl, 2011). In other words, capabilities describe 

those systems or processes that allow an organization to leverage its deployed resources to 

produce competitive advantages (Amit and Schoemaker, 1993; Barney et al., 2001). “A firm can 
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sustain its competitive advantage as long as it has unique capabilities that exceed its competitors” 

(Carr and Pearson, 2002, p. 1036). RBV maintains that resources and capabilities are often 

synergistic in nature and can be more valuable when combined (Ordanini and Rubera, 2008; 

Paulraj, 2011).  RBV theory indicates that exploiting an organization‟s non-imitable resources 

enables a firm to create long-lasting competitive capabilities and to generate a competitive 

advantage (Menor et al., 2001).  Generally, the resource-based theorists have view that 

organization is heterogeneous entities characterized by a unique resource (Neson and Winter, 

1982; Barney, 1991) generating and applying various types of knowledge (Grant, 1996) in 

achieving competitive advantage and superior performance (Teece et al., 1997; Kyla¨heiko, 

1998; Danneels, 2002; McEvily and Chakravarthy, 2002). This means having resources alone is 

not sufficient (Wong and Karia, 2010). It must include tangible and intangible resources, as well 

as the capabilities (Amit and Schoemaker, 1993; Barney, 1991). Organization often derive 

competitive advantage from resources thus knowledge and capabilities (Ken et al, 1996) 

 

2.1.2 Evolutionary Knowledge–Based Theory (EBT) 

Evolutionary models involve processes of “learning” and “selection” (Dosi and Nelson, 1994, 

pp. 154-5). “Learning is a dynamic concept, and its use in theory emphasizes the continually 

changing nature of organizations” (Dodgson, 1993, p. 376). Learning organization is defined by 

Garvin (1993, p. 80) as one who has the ability to “create, acquire, and transfer knowledge, and 

is skilled at modifying (organization) behavior to reflect new knowledge and insights.”   

The learning of leaders is an important aspect of learning organization and is related to the 

leaders‟ emotional intelligence (Goleman et al., 2002; Grewal and Salovey, 2005). Emotional 

intelligence has been defined as “the capacity to engage in successful affective self-
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management” and it has been argued that it is important for intrapsychic and interpersonal 

functioning (Mayer et al., 1991). Leaders learn in a more graceful and effective way if they have 

high emotional self-awareness, which is one dimension of emotional intelligence (Goleman et 

al., 2002). Structural changes in technology, networks, and communication can only be effective 

when they are coupled with improvements in the psychology of the employees (Schneider et al., 

1996). Moreover, the organization may be an “enacted” construction of the participants (Weick, 

1979). Thus, through learning, people construct the organization, and learning becomes a matter 

of organizing. According to Senge (2006), the core disciplines in building a learning 

organization are personal mastery, mental models, shared vision and team learning (Senge, 2006) 

Learning capabilities are a critical factor (Teo et al., 2006). Nevis, DiBella and Gould (1995) 

have defined organizational learning as “the capacity or processes within an organization to 

maintain or improve performance based on experience” (Nevis et al., 1995, p. 73). This 

definition is similar to those defined by Argyris and Schon (1978), Dodgson (1993), Senge 

(1990) and Shrivastava and Grant (1985). The bottom of organizational learning definitions is 

that organizations with a greater learning capability can assimilate, collect, and diffuse 

knowledge for the purpose of performance (Argote et al., 2003). In general, “organization 

learning is a measurable organizational capability – one that can be developed over time, and one 

that can be directed towards the achievement of competitive advantage” (Ken et al, 1996, p42).  

Further, technology users encounter great difficulty in effectively using technology to improve 

performance (Nambisan and Wang, 2000; Teo et al., 2006). The extent to which organization can 

learn technological understanding and convert it to a long-term knowledge based asset is of 

utmost importance, and organizations with greater learning capability can sustain a competitive 

advantage at least in the short- and medium-term (Argote, 2005) and ensuring organizational 
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success in the long term(Yvonne, Rana, and Max, 2011). The major goal of learning should 

provide positive outcomes through effective adaptation to changes (Guha et al., 1997).   

With respect to the selection; “selection can refers to human decision making by leaders in a 

business” (Anne and Juha, 2011, p982). Further, without leaders inputs readiness cannot be 

deployed for competitive advantage as such, adopted technology is potentially valueless (Richey 

et al., 2008; Richey and Antry, 2009).  

Armenakis et al. (1999) offer five different elements necessary to create readiness: the need for 

change, establishing if proposed change is the right change to make, bolstering the confidence of 

organizational members; key support-involves the actual organizational support for the change, 

and designed to answer the question. Change requires a general dissatisfaction with the status 

quo by employees who have to change, a vision of the future and a well-managed change process 

(Beers (1987).  Magnusson et al. (2003) suggests to take care of people in order to align their 

mental models favourably through coaching, workshops and group-building initiatives; to 

formulate goals, to create a sense of purpose for individuals; to instill feelings that they own the 

change; being aware that change takes time and finally to have the support and commitment of 

senior management for improvement in general. Leaders should guide the organizational 

members to embrace the change (Dennis, 2007).  Senior management should realize that change 

is not only for the others in the organization, but they need to change too (Magnusson et al., 

2003). 

Knowledge and capabilities have strengthened in both RBT and EBT. However, empirical 

research has still not reached maturity, and there are no universally accepted guidelines for 

studying capabilities (Spanos and Lioukas, 2001; McEvily and Chakravarthy, 2002). Knowledge 

in particular is an ambiguous phenomenon, but the same applies to capabilities, regardless of the 
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many efforts both theory use the two concepts (Eisenhardt and Martin, 2000).  For the purposes 

of this study, the following working definitions are sufficient. First, knowledge is a distinctive 

resource-based factor that has a huge impact on technology readiness, (Teece et al., 1997; 

Kyla¨heiko, 1998; Danneels, 2002; McEvily and Chakravarthy, 2002). A distinction is often 

made between “explicit” and “tacit” knowledge (see Sami et al, 2009, p533). Tacit knowledge is 

embedded within people of the organization and is not easily transferable (Nelson and Winter, 

1982; Nonaka and Takeuchi, 1995). Second, capabilities is complex bundles of skills and 

knowledge, which are acquire through organizational learning that allow an organization to 

leverage its deployed resources to produce competitive advantages (Amit and Schoemaker, 1993; 

Barney et al., 2001) i.e. to make use of the asset or resource (Day, 1994, Sami et al, 2009). It is 

also important to note that organizational capabilities are not the only things that matter, as often 

it is the nature of the knowledge that has an effect on the sustainability of the competitive 

advantage, for example, growth strategies (Kogut and Zander, 1993; Helfat, 2000). They embody 

the actual drivers of competitive advantage (Hartmann and De Grahl, 2011). 

2.2 Technology Readiness 

Technological readiness refers to an organization‟s “propensity to embrace and use new 

technologies for accomplishing goals” (Parasuraman 2000, p. 308). This suggests, first, the 

organization must not only adopt, but be able to deal with the social and cognitive complexities 

associated with the use of new technology. Second, without the capacity to place acquired 

technology into action for the purposes of increasing operation effectiveness, organization run 

the risk of incurring the expenses associated with adoption with limited re-compensation for the 

initial technological outlays (Richey et al., 2008).  Technological readiness is tied directly to the 

ability of an organization to “leverage technology for the purpose of enacting its stores of 

knowledge” (Richey and Autry, 2009, p33). In this case, technological readiness can be viewed 
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as an institutional capability, given that capabilities are commonly defined as bundles of 

individual skills, assets, and accumulated knowledge exercised through organizational processes 

(Amit and Schoemaker, 1993).  

In the most cited work, Peteraf (1993) gives a concise summary of the fundamental principles of 

organization that organization is fundamentally heterogeneous, in terms of their resources and 

internal capabilities have long been at the heart of the field of strategic management. The classic 

approach to strategy formulation begins with an appraisal of organizational competencies and 

resources.  A basic assumption is that the resource bundles and capabilities of organizations are 

heterogeneous across organization. One might describe these resource bundles as having 

intrinsically differential levels of “efficiency” across organization. Organization endowed with 

such resources is able to produce more economically and/or better satisfy customer wants.  

The resource is closely associated with the concept of the “core competencies” of the 

organization (Peteraf, 1993) in that an organization superior resource bundles in a given area 

provide the foundation for the development of the organization‟s competencies in that area into 

“core” competencies (Peteraf 1993pp. 179,180). Penrose (1959) addressed the importance of the 

organization‟s resources with respect to the organization‟s competitive position. A key behind of 

her work was that an organization consisted of “a collection of productive resources” (p. 24). She 

argued that an organization‟s growth stemmed from the manner in which the organization‟s 

resources were employed (Newbert, 2007). Andrews‟ (1971) work went a step further in linking 

the organization‟s resources with its competencies.  

Some scholars suggest organization must regard knowledge as a primary resource to value 

creation, heterogeneity and competitive advantage (Kogut and Zander, 1992; Grant, 1996) and 

ability to obtain competitive advantage (Kogut and Zander, 1993; Conner and Prahalad, 1996). 
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Truly, knowledge is the most important source of competitive advantage (Bernard and Spender, 

2004). Knowledge bridges individual and organizational which improve absorptive capacity, 

innovation capacity, etc., thus leading to sustained competitive advantage (Kogut and Zander, 

1992; Grant, 1996; Argote and Ingram, 2000).  Knowledge sharing should be an indispensable 

part of organizational activities (Yong and Yang, 2012) 

Espino-Rodriguez and Padron-Robaina (2006, p. 53) cited “approach suggests that an 

organization should invest in those activities constituting core competencies and outsource the 

rest (Prahalad and Hamel, 1990; Quinn, 1992; Quinn and Hilmer, 1994)”.  Espino-Rodriguez and 

Padron-Robaina (2006) view suggests that capabilities are deemed to be “strategic” to the 

organization. All other business functions, ones in which the organization does not have 

competitively superior capabilities and thus are “non-strategic” to the organization, should be 

outsourced.  Further, Jim, (2010, p4) linked resource based approach view to management and 

concluded that organization must go into what it has “capabilities”.   

2.2.1 Measuring Technology Readiness 

 Parasuraman, (2000) developed technology readiness index (TRI). Several studies have used 

TRI to assess TR in various ways, for example, behaviour (Parasuraman and Colby, 2001), 

adoption (Chang and Kannan, 2006; Lin and Hsieh, 2006; Sophonthummapharn and Tesar, 

2007), quality (Lai, 2007), in construction industry (Jaafar et al., 2007), education (Lai and 

Chong, 2007; Lai, 2008) and service (Lai, 2007).  Parasuraman, (2000) technology readiness 

comprises four dimensions including optimism, innovation, discomfort, and insecurity. The 

optimism dimension is a positive and efficiency technology introduces to people at work and at 

home. The innovativeness dimension refers to the extent to which technology gives a person a 

thought of leadership, and at the forefront of trying out new technology-based products/services. 
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Discomfort is a perceived lack of control over technology and a feeling of lack of confidence in 

using the new technologies properly. Insecurity last but not least is distrust of technology-based 

transactions and skepticism about a person ability to work properly. Though, insecurity is 

somewhat related to the discomfort dimension, it differs from discomfort, as it focuses on 

specific aspects of technology-based transactions rather than on a lack of comfort with 

technology in general (Parasuraman and Colby 2001). 

 Richey and Autry, (2009, p34-35) have defined Parasuraman (2000) four dimensions including: 

 Technological optimism is as a normative view of technology and a belief that it offers 

increased control, flexibility, and efficiency, while technological innovativeness is the tendency 

to be a technology pioneer and thought leader. Alternatively, technological discomfort is a 

perceived lack of control over technology and a feeling of being overwhelmed by it, and 

technological insecurity is defined as a distrust of technology and/or skepticism about its ability 

to work properly”.  

Richey and Autry, (2009) conceptualized Parasuraman (2000) technological readiness four 

dimensions into two dimensions: optimism and innovative, and discomfort and insecurity. Their 

assertions are consistent with early work in the knowledge-based view supporting a linkage 

between knowledge resources, innovation processes, and firm level outcomes.  Organizations 

being more optimistic are able to leverage knowledge in new ways to solidify relationships 

(Monga and Houston, 2006). The innovative organizations are endowed with knowledge that can 

be leveraged for medium to long-term performance advantage (Nonaka and Takeuchi 1995).  

Organizations are discomfort because they are unable to leverage the advantages of the 

technology due to inability to physically use the technology and possibly being disconnected 

from the technology supplier (Parasuraman, 2000). Organizations insecure misuse or choose to 
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not use the technology (McMaster et al., 1997). Richey and, Autry, (2009) concluded that 

technological optimism and innovative is positive side whilst discomfort and insecurity is the 

negative side of technological readiness.  Indeed, organizations with optimism and innovative 

technology are found to be efficient (Lin and Chang, 2011; Bitner et al., 2010; Castro et al., 

2010; Dimitriadis and Kyrezis, 2010; Wu and Lederer, 2009; Monga and Houston, 2006).  

Discomfort and insecurity reflect organizations with belief that technology brings threat 

(Edmunds et al. 2010; Chiu et al. 2010). However, it must note that gender difference does not 

play a significant role on TR (Gombachika and Khamgamwa, 2013).  

2.3 E-Governance  

 E-governance seeks to realize processes and structures for harnessing the potentialities of 

information and communication technologies (ICTs) at various levels of government and the 

public sector and beyond, for the purpose of enhancing good governance (Saxena, 2005, P.500). 

It utilizes appropriate technologies to enhance governmental relationships, both internal and 

external to advance democratic expression, human dignity and autonomy, support economic 

development and encourage the fair and efficient delivery of services (Riley, 2001).  It requires 

hardware and software technologies to accomplish it objectives (Ratneshwer and Tripathi, 2010).  

Hardware includes computers (PCs, laptops etc.), servers, communication media-networks, 

cables, routers, switches, etc. (Berce et al, 2008). Software on the other hand, includes programs, 

applications, and tools (Berce et al, 2008). Software is an element that conforms to a component 

model and can be independently deployed and composed without modification according to a 

component standard (Councill and Heineman, 2001).   
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2.3.1 E-governance Technologies  

E-governance technologies uses internet technologies to provide security, anonymity, 

verifiability, authentication and fraud detection (Rani and Chakraverty 2012; Mahalik, 2010; 

Ratneshwer and Tripathi, 2010). Traditionally, internet technologies have helped organizations 

to improve organization‟s mission, strategy and culture (Simonsson and Johnson, 2005; Weill 

and Ross, 2004, Guldentops 2004). For instant, Internet technologies have established itself as 

channel for business marketing and communication (Palmer, 1999) called e-commerce 

(Schneider and Perry, 2001). E- commerce (electronic-commerce) is the ability to buy, sell, 

transfer, or exchange products, services, and /or information electronically (Sameer, 2012), by 

means of internet (Muneer et al, 2011; Turban et al, 2008; Verkasalo and Ha¨mma¨ inen, 2007). 

E- Commerce has grown rapidly (Sameer, 2012; IBISWorld, 2010) as result of improve internet 

technologies ( Gunasekaran et al., 2002).    For example, organizations had used internet 

technologies to create convenient shopping experience for customers (see Muneer et al, 2011; 

Turban et al, 2008). 

 Internet has been defined as a network of networks (Shinder, 2001); computers logically linked 

together (Federal Networking Council, 1995); technologies communicate with each other 

(Napier et al, 2001). For the purpose of this study we define internet as a technology capable of 

creating optimism and innovation and with little and /or free from discomfort and insecurity. The 

technology can serve multiple purposes  just as Taruna, (2009, pp.13) posited that internet is 

“disseminating information about the operation of government as well as public services, 

facilitating public feedback mechanisms like emails to government agencies, enabling more 

direct participation into the decision making process including consultation exercises at local 

level, and providing direct support for the democratic process, such as the efficient 



15 
 

administration of electoral registration or online voting”.   Technology has advanced innovation 

of products, procedures, or services (see Yang & Fu, 2007; Harrison, 2003).  For example, online 

reservations grew exponentially over the years (Jin-Zhao & Jing, 2009; Ross, 2006). Technology 

has accentuated organizational competitive advantage (e.g. Jin-Zhao & Jing, 2009; Piccoli, 2008; 

Autry and Thomas, 2008; Yang & Fu, 2007).   For example, Sigala et al (2001) found that firms 

were using internet technologies to engage in demand analysis and forecasting, and to carry out 

complex calculations on large data sets. McKendric, (1999) published survey that more than 

90% of organization used the internet technologies to enhance their existing business operations, 

also explored new business opportunities.  

Technologies have increased efficiency of organisational structures, processes and mechanisms 

(Ansah, 2012; Symons, 2005; Peterson, 2004; Van Grembergen et al., 2004).  Importantly, 

Technology has been used as strategic resource (Walker and Craig-Lees, 2002; Chaharbaghi and 

Lynch, 1999; Hunt 1999, 1996; Peteraf, 1993). It gave organisation capabilities (Piccoli, 2008; 

Powell, 1997) to create differentiation and/or deliver superior value (Hunt, 2000) to sustain 

competitive advantage (Koutroumanis, 2011; Grewal and Tansuhaj, 2001; Hunt, 2000, Griffin 

1998; Day, 1994; Powell, 1992a). 

 In management perspective, technology has increased operation efficiencies (see Buhalis and 

Law, 2008; Ham et al., 2008; Lam et al. 2007; Sigala, 2003). For examples, improved service 

delivery quality (Nimako and Mensah 2013; Irvine and Anderson, 2008), reduced operational 

costs (Ip et al, 2011; Law et al., 2009) and facilitated relationship (Kotler and Keller, 2006; 

Gro¨nroos, 1994; Narver and Slater, 1990). In governance, technology has improved processes 

and strengthened internal and external interactions ( Heeks 2001).  In socio-economic 

dimensions, technologies has reduced poverty, and provided basic human needs (Dada 2006; 
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Heeks, 2001b; Norris, 2001 Heeks, 2001a, Lal 1999). However, technology in business and 

customers shows lack of maturity (Webb, 2006; Korac-Kakabadse and Kakabadse, 2001). It is 

largely perhaps due to diverse perspectives (Ko and Fink, 2010). Just as Peterson (2004b, p. 41) 

posited that concepts of technologies are evolving, mainly because of „„the specialisation and 

disconnectedness between globally-dispersed IT governance interest communities‟‟.  Moreover, 

technology decisions are mostly taken by the board, executive management and IT management 

(Peterson, 2004a; Weill and Ross, 2004a; IT Governance Institute, 2003). The setback is that 

employees often face two conflicts: (a) managing business-critical systems with the control and 

stability needed to achieve target levels of availability, performance, security, and cost and (b) 

the agility and velocity needed to meet the changing requirements of a dynamic business 

environment (Kurt and Adrian, 2009). Beside leadership, is processes discomfort technologies 

had shown in management operations (IT Governance Institute, 2003; van Grembergen, 2002). 

Technologies integration to governance has threatened privacy (UNDESA, 2012).  Nonetheless, 

Chatzidimitriou et al, (2008) indicated that well coordinated technology has capabilities to 

prevent unauthorized access and processing by: 

 Protecting premises, equipment and systems software, including input-output units 

 Protecting software applications used to process personal data 

 Preventing unauthorized access to personal data during transmission thereof, including 

transmission via telecommunication means and networks; 

 Ensuring effective methods of blocking, destruction, erasure, or anonymization of 

personal data; 

 Enabling subsequent determination of when individual personal data were entered into a 

filing system, used or otherwise processed, and the person responsible, for the period 
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covered by statutory protection of the rights of an individual with regard to unauthorized 

supply or processing of personal data. 

Technology capabilities includes: authentication, which is capability to identify who is using the 

services (person or software program) and process of verifying that you are who you say you are.  

Authorization is about capability to give rights access to resources, which is process to verify 

someone have the rights to do what she is trying to do.  Confidentiality, capability to prevent 

unauthorized access to information and integrity, capability to prevent information from 

unauthorized modification, and ensuring that information can be relied upon and is accurate and 

complete. Traceability: capability to chronologically interrelate any transaction to a person or 

system that performed the action in a way that is verifiable. Non-repudiation: capability to 

prevent the intervening person or system in an event or action to denying or challenging their 

participation on the event (Hector and Puyosa 2012). 

 Essentially, technologies require computing powers and communication networks to deploy 

(Poulose, (2010). Technology experts are essentially needed to put technologies into operation 

(Haque, 2002; Agnihotri and Ramani, 2001). Policing act and policies are require to cater for 

issues such as tampering with computer source documents, breach of confidentiality and privacy, 

publication of false digital signatures and so on (Haque, 2002; Prasad, 2003;  Shah, 2007; Vittal, 

2000; Wadia, 2000).  
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CHAPTER THREE: RESEARCH QUESTIONS AND FRAME OF REFERENCE 

The objective of this chapter three is two folds: (1) developing research questions and (2) 

building frame of reference for this study. In this chapter, studies were selected and discussed, of 

which research questions were developed.  Then also, framework for this study was conceptually 

developed and explained.  

3.1 Research Questions 

Our research problem introduced in the first chapter is “how can Ghanaian MDAs‟ technology 

readiness for e-governance be characterized”.  

Characterizing e-governance as technology readiness (Richey and Autry, 2009, Richey et al., 

2008; Parasuraman and Colby 200; Parasuraman, 2000), it‟s expected to introduce efficiency 

(Peteraf, 1993; Barney, 1991), provide knowledge that can be leveraged for medium to long-term 

performance advantage (Hartmann and De Grahl, 2011; Amit and Schoemaker, 1993; Barney et 

al., 2001). In addition, it must be safe in applying to achieve superior performance (e.g. Teece et 

al., 1997; Grant, 1996; Barney, 1991; Hunt and Morgan, 1995).  Most importantly, technology 

readiness has been measured in terms of optimism, innovativeness, discomfort and insecurity 

(Lai, 2008; Sophonthummapharn and Tesar, 2007; Lai, 2007; Jaafar et al., 2007; Lai and Chong, 

2007; Lai, 2007; Monga and Houston, 2006; and Houston, 2006; Chang and Kannan, 2006; Lin 

and Hsieh, 2006; Parasuraman, 2000; Parasuraman and Colby, 2001). It has been grouped 

optimism and innovative, and discomfort and insecurity (Richey and Autry, 2009). Our research 

questions are: 

  RQ1: To what extent can Ghanaian MDAs‟ technology readiness for e-governance be 

characterized optimism and innovative? 
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RQ2: To what extent can Ghanaian MDAs‟ technology readiness for e-governance be 

characterized discomfort and insecurity? 

 

3.2 Frame of Reference 

As we stated at the beginning in this chapter three, the second objective of this chapter is to build 

frame of reference for this study.  Framed of reference for this study is mapped below. 

 

 

       

 

 

 

 

 

Figure 2: Frame of reference for this study  

Empirically, optimism and innovation is positive side, whilst discomfort and insecurity is 

negative side (Richey and Autry, 2009; Monga and Houston, 2006 Parasuraman and Colby, 

2001; Parasuraman, 2000) of technology readiness. Optimism is defined as a normative view of 

technology and it offers control, flexibility, and efficiency; innovativeness is the tendency to be a 

technology pioneer and thought leader. Alternatively, discomfort is a perceived lack of control 

over technology and a feeling of being overwhelmed by it; insecurity is defined as a distrust of 

technology and/or skepticism about its ability to work properly (Richey and Autry, 2009). 

Moreover, optimism is efficiency technology introduces to people at work (Parasuraman, 2000). 

It‟s also knowledge that can be leveraged to solidify relationships (Richey and Autry, 2009). 

Negative 

readiness 
Positive readiness  

Technology readiness 

Insecurity  Discomfor

t 
Innovative Optimism 
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Innovative is the extent to which technology gives a person a thought of leadership (Parasuraman 

and Colby, 2001 Parasuraman, 2000). Then also, provides knowledge that can be leveraged for 

medium to long-term performance advantage (Nonaka and Takeuchi 1995). The major difference 

between optimism and innovation is that, optimism offers control, flexibility, and efficiency, 

whereas innovativeness is the tendency to be a technology pioneer and thought leader (Richey 

and, Autry, 2009).  

On the order hand, discomfort is inability to physically use the technology and possibly being 

disconnected from the technology supplier (Parasuraman, 2000). It‟s also a perceived lack of 

control over technology and a feeling of lack of confidence in using the new technologies 

properly (Richey and, Autry, 2009). Insecurity is distrust of technology-based transactions and 

skepticism about a person ability to work properly (Richey and, Autry, 2009; Parasuraman, 

2000).  It can be defined as a misuse or chooses to not use the technology (McMaster et al., 

1997). Insecurity focuses on specific aspects of technology-based transactions rather than on a 

lack of comfort with technology in general (Parasuraman and Colby 2001). 
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 CHAPTER FOUR: METHODOLOGY 

In this chapter, we described our research design. The research design we have used and why 

they were chosen is discussed. The structure of the chapter is presented as research design which 

consists of epistemology, research strategy, and research methods.  

4.1 Research Design  

 Burns and Bush, (1995, p.102) defined research design  as  “a set of advance decisions that 

make up the master plan specifying the methods and procedures for collecting and analyzing the 

needed information”. Crotty (1998) and Creswell (2002) suggest that the research design can be 

best set based on the following three main issues:  

 The epistemology (or knowledge claim) is to be selected by the researcher.  

 The research strategy (or strategies) that could be relevant to this knowledge claim.  

 The research methods to be adopted for data collection and analysis.  

The following sections attempt to provide an answer to the three inquiries stated above.  

4.1.1 Epistemology  

Research epistemology aids researchers to analyses not only their work but also others work, and 

ascertains the academic credibility of a research field (Heeks and Bailur, 2007). In order to select 

the appropriate epistemology, it was important to identify the main paradigm of this study. This 

study was based on the view of previous study by Richey and Autry, (2009) that technology 

readiness has positive side (optimism and innovation) and negative side (discomfort and 

insecurity).   

Myers and Avison, (2002) propose three epistemological categories of research: (i) positivist 

(and post-positivist), presuming that reality is objectively given and can be expressed through 

measurable means, and quantifiable measures of variables; (ii) interpretive, assuming that reality 
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can be discovered through interactions, based principally on understanding phenomena and how 

people‟s perceptions could be interpreted; and (iii) critical, suggesting that reality is in a 

continuous shaping by people who have limited capability to change their social and economic 

status due to various constraints, essentially directed towards criticizing and highlighting these 

conditions or constraints. 

 Following review of the philosophical assumptions above, positivist, and interpretive were used 

for this study. First, positivist was adopted in this study to compare positive side and negative 

side of Ghanaian MDAs technology readiness towards e-governance. Second, interpretive was 

used to assess employees‟ perceptions about optimism and innovation, and discomfort and 

insecurity. Interpretive was also adopted to allow employees to interpret their views objectively 

(Wilford, 2004).   

4.1.2 Research Strategy  

Yin (2003) suggested three alternatives conditions to choose research strategies from and five 

main research strategies to use when collecting and analyzing empirical evidence as listed below.  

The three conditions are the type of research questions posed; the extent of control and 

investigator‟s has over actual behavioral events; and the degree of focus on contemporary, as 

opposed to historical events. The five research strategy includes: experiment, survey, archival 

analysis, history, and case study. The relationship between each condition and five research 

strategies can be seen in table 1 
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Table 1: Relevant Situation for different Research Strategies 

Research 

strategy 

Form of research 

Question 

Requires control Over 

behavioral System 

Focus on 

Contemporary 

Experiment  How, why Yes  Yes  

Survey  Who, what, where, 

how many, how 

much 

No  Yes  

Archival Analysis Who, what, where, 

how many, how  

 Yes/no 

History  How, why No  No  

Case study  How, why No No  

Source: (Yin, 2003, p.5)  

Yin, (2003) explained that strategy can be used depending on the characteristics of the stated 

research questions. The common type of research questions are formulated as who, what, where, 

how and why questions. There are five research strategies to use when collecting and analyzing 

data in the field of social science:  experiment, survey, archival analysis, history, and case study. 

Each approach of research strategies follows three different conditions: forms of research 

questions posed, requires control over behavioral system, and focus on contemporary event. 

Survey and case study were employed for this study. Survey was selected, first, the researchers 

had no control over the actual behavioural systems, and the focus of the study was the 

contemporary event.  Second, survey was relevant to this study because it relies on the concept 
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of collecting data from a sample that represents a whole study population, revealing associations 

and causal effects among several factors (Hakim, 1987). Survey was also selected due to its 

many advantages. For example, it provides transparency and accountability (Hakim, 1987). It 

can also be reused and repeated to allow for comparison over different groups, times, or places in 

an objective manner (Newsted et al., 1998).    

Additionally, case study strategy was employed for qualitative data collection in this study.  Case 

analysis provides opportunity to review of available information about a former situation (s) that 

has some similarities to the present problem (Burn and Bush, 1995). Moreover, Yin, (1994) 

indicated that a case study provides researcher opportunity to investigate a contemporary 

phenomenon within its real life context, especially when the boundaries between phenomenon 

and context are not clearly evident.  Case study could be an individual, or some event that is less 

well defined. It means case study could contain more than one single case, and it is term as a 

multiple-case study. Importantly, multiple-case study are more robust since it involves more time 

and resource, and then the evidence is more compelling (Yin, 1994). Therefore multiple-case 

study was considered as the most appropriate strategy relative to the problem of this study. 

4.1.3 Research Method 

Research method usually describes sampling selection and data collection methods (Burns and 

Bush, 1995).  Traditionally, sampling methods can be divided into two categories: probability 

and non-probability sampling (Sanouel et al, 2003). With probability sampling, the chances of 

selection are known, but non-probability sampling, they are not known. There are four 

probability sampling methods: simple random sampling, systematic sampling, cluster sampling, 

and stratified sampling. Non-probability sampling in contrast, has four methods: convenience, 
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judgment samples, referral samples, and quota samples (Burns and Bush, 19995). In order to get 

accurate sample selection, it was important to determine population, sample size and its unit.  

A population is defined as “the entire group under study as defined by research objectives” 

(Burns and Bush, 1995, p322). The sample is a subset of the population that should represent 

entire group and a sample unit is the basic level of investigation (Burns and Bush, 1995).  

This study population composed of Ghanaian Ministry, Departments and Agency (MDAs‟). 

Ministry refers to an organization renders service and/or seeks justice (Hotchkiss, 1995). Two of 

the main functions of Ghana ministry are: first, the formulation of sectorial plan and the 

preparation of legal regulations. The organization, structure and functioning of ministries are 

defined in the rules of organization and operation of the ministry. Ministers direct the sectors of 

state administration within their competencies and head the organization of the ministry. 

Ministries in Ghana are Communication and Technology, Defense, Education & Sports, Energy, 

Environment & Science,  Finance and Economic Planning, Food and Agriculture, Foreign 

Affairs ,  Health ,  Information ,  Interior ,  Justice and Attorney General's Department ,  Lands, 

Forestry & Mines ,  Local Government and Rural Development ,  and  Manpower, Youth & 

Employment  , Parliamentary Affairs . It also includes:  Private Sector Development & PSI , 

Regional Cooperation and NEPAD (MRCN) ,  Road Transport , Tourism & Modernization of 

The Capital City ,  Trade & Industry ,  Women  and Children's Protection , and  Works  and 

Housing.   

Ghana government structure has departments and agencies being work as liaison between 

interdependent actors in the public, private and third sectors. The departments responsible for the 

various sectorial areas of the public administration within the ministry direct the relevant policy 
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development and decision-making. The department methodology of work vary from ministry to 

ministry, but in each ministry a department is dedicated to legal affairs and codification, and in 

some ministries a deputy directs these activities. Agencies facilitate access of infrastructure and 

basic services. Departments and agencies under the ministry of trade and industry for example 

are: 

Ghana standards board 

Ghana export promotion council 

Ghana fee zone board 

Ghana trade fair company limited 

Ghana national procurement agency limited 

Ghana heavy equipment limited 

Rural enterprise project, Ghana 

The national board for small scale industries 

GRATIS foundation 

Gateway secretariat  

Our sample sizes and units were eleven Ministries, Departments and Agencies (MDAs) 

connected to the Ghana government online services project (e-Services), to deliver government 

services to the public of Ghana. The MDAs‟ were the ministry of foreign affairs passport office, 

Accra metropolitan assembly, food and drugs board, births and deaths registry, national 

identification authority, national communication authority, national information technology 

agency, Ghana tourism authority, minerals commission, driver and vehicle licensing authority, 

and Ghana police service CID Office (Ministry of Communication, 2012).  
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In order to focus effectively and fulfill the purpose of assessing Ghanaian MADs technology 

readiness for e-governance, both probability and non-probability sampling were use in this study.  

To carry out survey, employees who had their e-mail registered in ministry of information 

database were purposefully sampled for this study.  Regarding case study, a simple random 

sample was used to select the Ghana tourism authority for this study. By this method, all the 

eleven connected MDAs were written on pieces of paper and Ghana tourism authority was 

picked randomly. Three employees of Ghana tourism authority were purposefully selected and 

they had used e-governance technology more than one year. Three employees were chosen 

according to different levels they work in the organization. They were upper level, middle level, 

and lower level employees. They had worked more than five years. 

 

4.1.3.1 Data Collection Methods 

The means of data collection during the research process is classified into two broad categories: 

quantitative and qualitative. Quantitative research is a research involving the use of structures 

questions where the response options have been predetermined and a large number of 

respondents are involved (Burns and Bush, 1995). Quantitative research often associated with 

survey. Qualitative research, in contrast, involves collecting, analyzing, and interpreting data by 

observing and/ or communicating with to find what people do and say. Qualitative techniques 

rely on communication with a respondent in other to obtain needed information. Researcher 

mostly depends on recording devices such as videotapes, audio tapes, hand-written notes, or 

some other tangible record to record proceedings. Qualitative data collection can take a form of 

focus group discussion or in depth interview.  Focus group for instant is a small group of people 

brought together and guide by a moderator through an unstructured, spontaneous discussion 
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about some topic. A depth interview is set of probing questions, posed one-on-one to a subject by 

interviewer so as to gain an idea of what the subject thinks about something (Burns and Bush, 

1995). Both quantitative and qualitative processes were use for data collection in this study.  

By quantitative data collection, we designed closed end questionnaire. Questionnaire was taken 

from instrument developed by Richey and Autry, (2009). They developed it to assess technology 

readiness (TR). The first part of the questionnaire consisted of four items gathered data about the 

respondent organization size (employee), age, years of experience, and gender. The next section 

consisted of fifteen questions drawing information on technology readiness as listed them in 

appendix A. All scales were anchored 1 strongly disagree and 7 strongly agree (Richey and 

Autry, 2009). Copy of the questionnaire can be found appendix A. In order to get faster response 

(Griffis et al., 2003), data were collected electronically.  Electronic data collection is mostly 

called web-based survey (electronic survey), it is convenience, give quick response, and less 

costly (Richey and Autry, 2009; Cobanoglu et al., 2001).  

We did an initial screening and solicitation; e-mail was sent to 110 employees and requested 

their participation, provided that the respondent was qualified to respond to the survey. In order 

to reduce cynic, our student identity card and Ghanaian passports were scan and attach to the 

email. Of those screened and solicited via the initial e-mail, 85 responded affirmatively that they 

were willing and qualified to complete the survey, while another 25 e-mails returned due to 

invalid e-mail addresses.  Consequently, close end questionnaire was electronically mailed to 85 

respondents and they were given fourteen days to reply and 43 replied at the close of the 

fourteenth days.  
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Regarding qualitative data collection, we conducted one-on-one in-depth interview so as to gain 

an idea of what the respondents think about e-governance technology readiness relative to 

optimism, innovative, discomfort, and insecurity. Three separate interviews were conducted. We 

hosted interview in the offices of the interviewees. Each interview started with a brief 

introduction of the purpose and reason for this study in order to present the whole picture on this 

study. Hand-written notes and tape recorder were used to record the proceeding. Each interview 

lasted one hour. The major instrument used for interview was the interview guide which was 

developed based on work by Richey and Autry, (2009). Cope of interview guide can be found in 

appendix C. 

4.2 Data Presentation and Analysis 

We used measures of variability for quantitative data presentation and analysis.  Frequency 

distribution and range were use to analysis demographic data. Frequency was converted to 

percentages for ease of comparison. Frequency distribution was use because it gives quick 

accounting of the responses to values in a set, and communicates all of the different values in the 

set. Range was used due to the distance between lowest value and the highest value in an ordered 

set of values of demographic items.  

Regarding technology readiness total frequency of each question was put together in column of a 

table and converted to percentage in corresponding column. This is how calculation was done, 

total frequency of organization size (employee) ranging 1-100  was 25 out of 80 respondents, a 

corresponding percentage was  25/80 *100=31.25(%). Technology readiness had four parts 

including optimism, innovation, discomfort, and insecurity. Each part of the technology 

readiness was analysis separately in tables ranging from table5.2 through to table 5.5 in chapter 
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five.  Frequencies were sum up and multiply by scale value (1 strongly disagree, and 7 strongly 

agree). Below is how two research questions were quantitatively answered.  

We considered: 

Optimism = M 

 Xi = frequency  

Yi= 1 strongly disagree 

Yii= 7 strongly agree 

Therefore, equation (1) was M= -(∑Xi *Yi)  + (∑Xi*Yii)  

Innovation =N 

Xi= frequency 

Yi= 1strongly disagree 

Yii= 7strongly agree 

Therefore, equation (2) was N=-(∑Xi *Yi) + (∑Xi*Yii) 

Discomfort =T 

Xi= frequency 

Yi= 1strongly disagree 
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Yii= 7strongly agree 

Equation 3 is T= (∑Xi *Yi) + (∑Xi*Yii) 

Insecurity =U 

Xi= frequency 

Yi= 1strongly disagree 

Yii= 7strongly agree 

Therefore, equation (4) was U= (∑Xi *Yi) + (∑Xi*Yii) 

We put result of equation (1) and (2) together likewise equation (3), and (4)  and compare the 

results of the two as show in our frame of reference (see figure 3.1). Our two questions were 

quantitatively answered by equation below.  

TRI = M+N >T+U. 

Qualitative data analysis was in the form of words. Three flows of activity: data reduction, data 

display and conclusion drawing/verification was observed. Marshall and Rossman, (1999) 

explain data reduction, data display and conclusion drawing/verification as follows, the data 

reduction activity involves the process of selecting, focusing, simplifying, abstracting and 

transforming the data. Data display involves the consideration of the reduced data and displaying 

it in an organized, compressed way so that conclusion can be more easily to drawn. The last 

activity is to check the regularities, patterns, explanations etc. Studies also suggested the use of 

within case analysis and cross-case analysis for qualitative data while conducting case studies. 



32 
 

In this study, base on the research problem and research questions, empirical from each case has 

been presented separately in Chapter 5. The presentation of the data followed the structure of the 

frame of the reference (see Chapter 3). The empirical data has been presented and organised base 

on each subunit of analysis: 

1. Optimism,  

2. Innovative,  

3. Discomfort, and  

4. insecurity  

Within case analysis, the empirical data from each case was compared with the previous theories 

selected in the frame of reference in Chapter 5. It involves: 

5. Upper level employee perspective  

6. Middle level employee perspective  

7. Lower level employees perspective  

The within case analysis then followed by cross case analysis on all levels. It includes Upper 

level-Middle level-Lower level. Based on similarities and contrast of with case and cross 

analysis, the finding and conclusion are discussed and presented in chapter 6 following the same 

structure in the frame of reference in this study.  

4.3 Validity  

Validity simply means that the researcher‟s conclusion is true or correct-that it corresponds to the 

actual state of the world (Donald, 1998). Cook and Campbell, (1976) list four types of validity: 
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internal validity, contrast validity, external validity, and statistical validity. Donald, (1998) 

explains that internal validity is the logic of the relationship between the independent and 

dependent variables. Construct validity concerns the question of whether the results support the 

theory behind the research. External validity focus whether the results of the research can be 

generalized to another situation: different subjects, setting, times, and so forth. 

In order to improve internal validity, the questionnaire and the interview guide used for data 

collection were designed based on previous study instrument developed by Richey and Autry, 

(2009). In order to make sure the logic of the measurement variables, the questionnaire and 

interview guide were pre-tested by both researchers. During pre-test process, respondents were 

asked to grade each question on scale ranging from 0 through to 10.  The average of 7.6 value of 

construct validity was found.  Moreover, Schuessler (1971) indicates a scale is considered to 

have good validity if it has an alpha value greater than 0.60. Last but the least, the present study 

was conducted on sample represented population that findings can be generalized. 

4.4 Reliability 

Reliability is the degree to which measurements are free from error and yield consistent result 

(Carmines and Zeller, 1979; Wert et al, 1974). The questionnaire was given to supervisor to 

review which reduced ambiguities. The questionnaire and interview guide were piloted. At this 

stage, five employees from MDAs were chosen and were asked for ambiguity, usefulness, and 

ease of use the questionnaire. Prior to sample selection, lists were edited such that consultants, 

and national service personnel‟s, were removed from key employees. Key employees are 

frequently used in organizational research and are considered reliable sources of information 

provide that each of the members of the sample unit is knowledgeable of the phenomena in 
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question, and each performs similar organizational roles (i.e. informant bias is controlled, Kumar 

et al., 1993).  
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Chapter Five: Data Presentation and Analysis  

This chapter presents both quantitative and qualitative primary data collected from respondents.  

5.1 Quantitative study  

43 out of 80 respondents responded timely.  The data are grouped under two dimensions: 

demography and technology readiness. The details are presented from table 2 through to table 6.   

5.1.1 Demography 

Demographic data is presented and analyzed in and under table 2. 

Table 2: Demographic  

Organization size (employee) 

                                        Frequency  

                              Percentage (%) 

1-100 101-1000 1001 and above 

19 

44% 

22 

51% 

2 

5% 

Age  

                                        Frequency  

                                   Percentage (%) 

1-20 21-40 41 and above 

0 

0% 

37 

86% 

6 

14% 

Years of experience  

                                       Frequency  

                              Percentage (%) 

0-5 6-10 11 and above 

15 

35% 

21 

49% 

7 

16% 

 

Gender  

 

 

Male  

 

29 

Percentage (%) 

67% 

Female  14 33% 

 

Table 2 presents demography factors of the study. The table 2 shows organizational size 

(employee strength) grouped under ranges 1-100, 101-1000, and 1001 and above.  19 out of 43 
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represents 44% fell under range 1-100, 22 represented 51% were under range 1001- 1000, and 2 

represents 5% were under range 1001 and above. Table 5.1 then presents respondents ages. The 

respondents‟ ages are grouped under ranges from 1-20, 21-40, and 41 and above as shown table 

5.1 above. None of the respondents‟ age fell under ranges 1-20, 37 out of 43 respondents 

represents 86% were under range 21-40, and 6 represent 14% were under range 41 and above. 

The age information shows that majority our respondents ages were consistence with Ghana 

labour Act (person must 18 or above years to work).  

Table2 further presents employees years of experience. The years of experience are grouped 

under range 0-5, 6-10, and 11 above. 15 out of 43 respondents‟ represents 35% fell under range 

0-5, 21 represents 49% were under 6-10, and 7 represents 16% were under 11 and above as 

shown in table 5.1 above. The years of experience information indicated that majority of 

respondents were experienced to provide us needed information.  

Table 2, finally shows gender. The gender consists of male and female. Male constituted 29 

represents 67% whereas female were 14 represents 33% of the respondents as shown in table 2 

above. The gender information indicates that majority of our data came from male. However, it 

must note that gender difference does not play a significant role on technology readiness 

(Gombachika and Khamgamwa, 2013). In addition, male and female correlation with technology 

readiness was matter the study did not review and further cannot discussed in this study.  

5.1.2 Technology Readiness  

 This section of the study presents and analysis quantitative data of technology readiness 

collected from employees. It‟s presented and analysis as follows: optimism, innovative, 

discomfort, and insecurity from table3 through to table6. 
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 Table3: Optimism 

Questions  1 Strongly disagree 7 Strongly agree  

Q1 0 43 

Q2 6 37 

Q3 12 31 

Q4 8 35 

Q5  2 41 

Total  28 187 

 

Table3 presents respondents response on optimism. The responds are grouped into 1strongly 

disagree and 7 strongly agree. Table 3 shows that entire 43 respondents strongly agreed Q1, 6 out 

of 43 strongly disagreed Q2 and 37 strongly agreed Q2. Furthermore, 12 out of 43 were strongly 

disagreed Q3 whereas 31 strongly agreed Q3; 8 strongly disagreed Q4 and 35 strongly agreed 

Q4. In addition, table3 shows that 2 out of 43 strongly disagreed Q5 whereas as many as 41 

strongly agreed Q5. We put total frequency into the equation (1) 

M= - (∑Xi *Yi) + (∑Xi*Yii) 

M= - (28*1) + (187*7) 

M=-28+1309 

Therefore, M=1281 
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      Table4: Innovative 

Questions  1 Strongly disagree 7 Strongly agree  

Q6 27 16 

Q7 32 11 

Q8 37 6 

Total  96 33 

 

Table4 presents respondents distribution on innovative. The responds are grouped into 1strongly 

disagree and 7 strongly agree. Table 4 shows that 27 out of 43 strongly disagreed Q6 whereas 16 

strongly agreed Q6, 32 disagreed Q7 whereas 11 strongly agreed Q7. As many as 37 out of 43 

strongly disagreed Q8 whereas 6 respondents strongly agreed Q8. We put total into equation (2) 

N=-(∑Xi *Yi) + (∑Xi*Yii) 

N= - (96*1) + (33*7) 

N= -96 +231 

Therefore, N= 135 

 Table 5 Discomfort  

Questions  1 Strongly disagree 7 Strongly agree  

Q9 19 24 

Q10 35 7 

Total  54 31 

Table5 shows respondents distribution on discomfort. The responds are grouped into 1strongly 

disagree and 7 strongly agree. Table 5 shows that 19 out of 43 strongly disagreed Q9 whereas 24 
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strongly agreed Q9, 35 disagreed Q10 whereas 7 strongly agreed Q10. We put total into equation 

(3) T= (∑Xi *Yi) + (∑Xi*Yii). 

T= - (54*1) + (31*7) 

T= -54 +217 

Therefore, T= 163    

 Table6: Insecurity  

Questions  1 Strongly disagree 7 Strongly agree  

Q11 18 25 

Q12 24 18 

Q13 23 20 

Q14 25 18 

Q15  25 18 

Total  115 99 

Table 6 presents respondents response on insecurity. The responds are grouped into 1strongly 

disagree and 7 strongly agree. Table 6 shows that 18 out of 43 strongly disagreedQ11 whereas 25 

strongly agreed, 24 out of 43 strongly disagreed Q12 and 18 strongly agreed Q12, however one 

respondent did not respond to Q12. Furthermore, 23 out of 43 were strongly disagreed Q13 

whereas 20 strongly agreed Q13; 25 strongly disagreed Q14 and 18 were strongly agreed Q14. In 

addition, table 6 also shows that 25 out of 43 were strongly disagreed Q15 whereas 18 strongly 

agreed Q15. We put total frequency into the equation (4) 

U= - (∑Xi *Yi) + (∑Xi*Yii) 

U= - (115*1) + (99 *7) 

U= - 115 + 693 
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Therefore, U=578 

 

We substitute M=1281, N=135, T=163, and U=578 into our equations to answer our research 

questions: RQ1 and RQ1  

We put M=1281, and N= 135 into equation TRI = M+N to find RQ1 (optimism and innovation) 

To find RQ1, RQ1= M+N 

RQ1= 1281 +135 

Our RQ1=1416 

We put T=163, and U= 578 into equation TRI = T+U to find RQ2 (discomfort and insecurity) 

RQ2 = T+U 

RQ2=163 +578 

RQ2=741 

We compare RQ1 with RQ2.  

TRI = M+N >T+U. 

TRI = 1416 >741 

Therefore, RQ1 > RQ2 

 

5.2 Qualitative Study  

In order to fulfill our purpose of characterizing Ghanaian MDAs technology readiness towards e-

governance, three case studies were conducted. These were upper level, middle, and lower 

employees. 
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5.2.1 Case Study One: Upper Level Employee  

The first case study was conducted through face-face interview with the upper level employee, 

who is a 52 years old Ghanaian working at Ghana Tourist Authority. He has long experience in 

the organizational management, especially in technology operations and he has used e-

governance technologies to manage employees, business partners, and citizens. 

5.2.1.1 Optimism 

Interviewee said technology gives his organization more control over daily operation. He stated 

that technology has helped him to organize, regulate and control data or information which is 

vital to the organization.  In addition, the processes that use the newest technology facilitate 

speed of work and increases productivity. According to the interviewee, his organization opted 

for the most advance technology and it has enhanced organization productivity, helped the 

organization to meet targets and objectives. One more, technology was tailored to fit his 

organization needs. He further pointed out that technology has helped his organization to 

eradicate basic human errors that could have done a lot of damage to the organization.  

Technology has made task easy and outputs are more efficient for the organization. He cited that 

the older system of filing was quite tedious and there was bulk of data loss but integration of new 

technologies data loss has reduced significantly. 

5.2.1.2 Innovative 

Interviewee said business partners and citizen are learning less about the newest technology than 

they were.  He further added that many business partners and citizens are intimidated especially 

how to use the newest technology. According to interviewee, his organization is among the first 

public organization to acquire a new technology.  He cited that the management believes that in 
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business environment, “being the first to implement something gives the organization a step 

ahead over competitors”. Be among the first public organization to implement technology has 

helped them to promote the image of the organization globally. He added that employees can 

figure out how to use new technology without much outside help due to the nature of the 

technology they are using to work. Furthermore, most of his colleague‟s workers in the 

organization have made effort to learn how to use new technology 

5.2.1.3 Discomfort 

In his opinion, the organization technologies were developed for use by the average person; basic 

technological tools were provided for use for even the average person in the organizations.  

Further, the organization has had support from a provider but never felt that the organization was 

taken advantages of. Interviewee cited that they needed to get work done; the support they had 

from provider was excellent, and they were therefore satisfied with it. 

5.2.1.4 Insecurity  

Whether he considers technology safe to do any type of financial business online; interviewee 

said new technology is safe for online financial business. Interviewee further cited that in doing 

financial business online, the organizational financial information are secured and protected from 

third party. Moreover, the new technology requires password, identity verifications and 

authentication to do financial transaction which prevents impersonation. In his opinion, 

employees do not worry that information sent over the internet will be seen by the competitors; 

due to privacy controls and security set up put in place in the organization mitigate information 

exposure.  Whether his organization feel confident working with business partners that could 

only be reached online, interviewee pointed out that dozens of citizens and business partners 
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reached them online from Ghana as well as those outside in Ghana.  He added that transmitting 

information electronically was not source of worry to them because information always got to 

the destination. Responding when employee transmits information electronically, someone may 

use that information against the organisation; interviewee stated that there are privacies, 

securities and control measures that guard against such acts. 

5.2.1.5 Case one: Data Analysis 

As stated previously, interviewee is Ghanaian working at Ghana tourist board. He is 52 year old. 

He is upper level manager and has experienced e-governance technology for more than one year. 

5.2.1.5.1 Optimism 

Richey and Autry, (2009) describe optimism as a normative, which offers control, flexibility, and 

efficiency. Upper level employee confirmed technology gives the organization more control over 

daily operation. He stated “technology has helped them to control data or information which is 

vital to the organization”.  In his opinion, technology is tailored to fit the organization needs. He 

cited technology has helped them to organize, and regulate data or information which is vital to 

the organization”. He added organization prefer the most advance technology.  He indicated 

advance technology has enhanced organization productivity; helped the organization to meet 

targets and objectives. It shows similarity to the previous study (Richey and Autry, 2009) 

technology optimism offers control, and flexibility.  As mentioned also by previous researcher 

(Parasuraman, 2000) optimism is efficiency technology introduces to people at work. Regarding 

efficiency, upper level employee stated “the older system of filing was quite tedious and there 

was bulk of data loss but integration of new technologies data loss has reduced significantly”. He 



44 
 

added technology has made task completion more efficient for the organization. It is similar to 

previous researchers (Richey and Autry, 2009; Parasuraman, 2000).  

 

5.2.1.5.2 Innovative 

Richey and Autry, (2009) stated innovative is tendency to be a technology pioneer and thought 

leader. Moreover, Nonaka and Takeuchi, (1995) indicated technological innovative provides 

knowledge that can be leveraged for medium to long-term performance advantage. These 

statements are similar to that of upper level employee in which he stated “be among the first 

public organization to implement technology has also helped to promote the image of the 

organization globally”.  As mentioned by previous studies (Parasuraman and Colby, 2001; 

Parasuraman, 2000) innovative is the extent to which technology gives a person a thought of 

leadership at the forefront of trying out new technology-based products/services. Similarly, result 

from upper level employee shows that business partners and citizens are learning less about the 

newest technology than they are. They could usually figure out how to use new technology 

without much outside help due to the nature of the technology they are using to work and most of 

the workers in the organization have made effort to learn how to use new technology. 

5.2.1.5.3 Discomfort 

Richey and Autry, (2009) stated discomfort means perceived lack of control over technology and 

a feeling of being overwhelmed by it. As described also by previous study (Parasuraman, 2000) 

discomfort is inability to physically use the technology and possibly being disconnected from the 

technology supplier. These findings cannot be found in empirical data from upper level 

employee.  Differently, upper level employee stated “technologies are developed for use by the 
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average person; basic technological tools are provided for use for even the average person in the 

organizations. Empirical data from upper level employee also shows that employees have had 

multiply of assistants from technology providers but they did not feel they have been taken 

advantage of.  Additionally, it is identified from the result employees needed to get work done; 

the support they had from provider was excellent, and they were therefore satisfied with it. 

5.2.1.5.4 Insecurity 

Richey and Autry, (2009) defined insecurity as a distrust of technology and/or skepticism about 

its ability to work properly. Similarly, finding can be identified in the empirical data from upper 

level employee, in which he stated employees do not feel confident in working with business 

partners that could only be reached online. Parasuraman, (2000) defined insecurity as distrust of 

technology-based transactions and skepticism about a person ability to work properly. 

Differently, the result from upper level employee shows that employees consider technology safe 

to do financial business online. He explained that doing business with the organizational 

financial information are secured and protected from third party.  In his opinion, organization 

does not worry that information sent over the internet will be seen by the competitors. He stated 

there are privacies, securities and control measures that guard against such acts.   
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Table 7: Summarized Analysis of Case one 

Dimensions                  Previous theories  Empirical data  

Upper Level 

Employee 

 

 

Optimism 

Offers control, 

flexibility, and 

efficiency 

(Richey and 

Autry, 2009) 

 

Introduces efficiency 

 (Parasuraman, 2000) 

Offers control, 

and flexibility; 

Introduces 

efficiency 

 

 

Innovative  

Pioneer and 

thought of leader 

(Richey and 

Autry, 2009) 

Provides 

knowledge 

(Nonaka and 

Takeuchi 1995) 

 

Thought of 

leadership 

(Parasuraman,2000; 

Parasuraman and 

Colby, 2001)   

 

Pioneer,   

Provides 

knowledge, and 

thought of 

leadership 

 

 

Discomfort 

 

 

Lack of control, 

 

Being 

overwhelmed 

(Richey and 

Autry, 2009) 

Inability to physically use 

Being disconnected from the supplier 

(Parasuraman, 2000) 

Develops for use 

by the average 

person; 

Connects to the 

providers, 

 Satisfactory 

 

Insecurity  

Distrust, and 

Skepticism 

(Richey and 

Autry, 2009) 

Distrust, and  Skepticism 

(Parasuraman, 2000) 

Safe 
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5.2.2 Case study Two: Middle Level Employee 

Interviewee is middle level worker in Ghana Tourist Board who lives in Brong Ahafo. 

Interviewee is 35 years man who has worked in Ghana Tourist Board for seven years and has 

experienced e-governance for more than one year. 

5.2.2.1 Optimism 

Interviewee said technology gives them more control over daily operations. He cited that the 

integration of technologies into operations has increased quality and speed up productivity than 

that of the manual they were using before. He stated technology has step up organizational 

operation with less setback. Processes that use the newest technology have made task efficient, 

effective and conveniences. It has enhanced quality of the productivity in the organization. He 

said they prefer to use the most advanced technology. He stated the organization uses modern 

technology to address its market elements like clients‟ needs for just-in-time service delivery as 

well as protection and confidentiality. In his opinion, the organisation is using technologies that 

suit the latest development in the market trends. He feels technology has been tailored to fit 

employees‟ needs. He further indicated that technology has helped the organization to reduced 

basic human errors of production.  Technology has also made task completion more efficient for 

the organization; that the use of technology has decreased the organization errors especially 

information to business, citizens as well as other government agencies. Again, the use of newest 

technology has made work more efficient than that of manual way of working hitherto, he added.  

5.2.2.2 Innovative  

According to interviewee business partners and citizens are learning less about the newest 

technology than they are. He pointed out that business partners always come to them to learn 
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newer events, ideas in order to make them work according to the organization procedures. In his 

opinion, his organization was among the first public organization to acquire a new technology 

due to their technological philosophy, “if we aren‟t the first we must be among the first”.  

Employees could usually figure out how to use new technology without much outside.  He stated 

that the organization has IT expert who take care of all the technological issues of the 

organization.   

5.2.2.3 Discomfort  

He said his organization technologies were developed for use by the average person; in his 

opinion, technology can be used by everybody in the organization. He stated organization has got 

technical supports from technical provider, but they did not feel they were been taken advantage 

of.   

5.2.2.4 Insecurity  

Whether his organization consider technology safe to do any type of financial business online; in 

his view, the organization technology is safe; it can do any type of financial business online. He 

further cited example that there were several attempts by fraudsters but security systems 

protected the organization. The organization does not worry that information sent over the 

internet will be seen by competitors. He explained that employees have customized e-mail 

address and personalized password that make easy identification and access to all information. 

However, the organization does not do financial business online as result of top management 

policy. the organization does not feel confident working with a business partner that can only be 

reached online due to fraudster and legality of documents. He stated Internet connectivity is 

sometimes not reliable and efficient. He added they cannot be certain always that information 
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sent through electronic means reached its right place. In his opinion, information send 

electronically can be scammed and use to damage the image of the organization. 

5.2.2.5 Case Two: Data analysis 

As mentioned early, the interviewee was a middle level worker in Ghana Tourist Board and has 

experienced e-governance for more than one year. 

5.2.2.5.1 Optimism  

Richey and Autry, (2009) describe optimism as a normative, which offers control, flexibility, and 

efficiency. It is similar to the empirical data from middle level employee; technology gives more 

control over daily operations.  Concerning flexibility, it is similar as middle level employee said 

technology is tailored to fit employee‟s needs. Ones more, empirical data from middle employee 

shows processes using the newest technology had made task efficient. It is equal to Richey and 

Autry, (2009) efficiency.  Moreover, previous research (Parasuraman, 2000) says optimism is 

efficiency technology introduces to people at work.  Similarly, empirical data from middle level 

shows that the use of newest technology has made work more efficient than that of manual way 

of working hitherto. 

5.2.2.5.2 Innovative  

Richey and Autry, (2009) describe innovative as tendency to be a technology pioneer and 

thought leader. As stated also by previous studies (Parasuraman and Colby, 2001; Parasuraman, 

2000) innovative is the extent to which technology gives a person a thought of leadership at the 

forefront of trying out new technology-based products/services. Empirical data from middle level 

employee shows organization is among the first public organization to acquire a new technology. 
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Business partners always come to them to learn newer events, and ideas. They are similar to 

Richey and Autry, (2009), Parasuraman and Colby, (2001), and Parasuraman, (2000) pioneer, 

and thought of leadership. Moreover, Nonaka and Takeuchi, (1995) stated technological 

innovative provides knowledge that can be leveraged for medium to long-term performance 

advantage.  This information cannot be found in empirical data from middle level employee. 

5.2.2.5.3 Discomfort 

Richey and Autry, (2009) describe discomfort as perceived lack of control over technology and a 

feeling of being overwhelmed by it. As described also by previous study (Parasuraman, 2000) 

discomfort is inability to physically use the technology and possibly being disconnected from the 

technology supplier. Differently, empirical data from middle level shows technology can be used 

by everybody in the organization. Organization has received technical supports from technical 

provider, but employees did not feel they were been taken advantage of.   

5.2.2.5.4 Insecurity 

Richey and Autry, (2009) describe insecurity as a distrust of technology and/or skepticism about 

its ability to work properly. Parasuraman, (2000) also defines insecurity as distrust of 

technology-based transactions and skepticism about a person ability to work properly.   Equally, 

empirical data from middle level shows that the organization does not do financial business 

online as result of top management policy. The organization does not also feel confident working 

with a business partner that can only be reached online. Differently, the organization technology 

is safe, and can do any type of financial business online. There were several attempts by 

fraudsters but security systems protected the organization. In addition, the organization does not 

worry that information sent over the internet will be seen by competitors.  
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Table 8: Summarized Analysis of Case Two 

Dimensions                  Previous theories  Empirical data  

Middle Level 

Employee 

 

 

Optimism 

Offers control, 

flexibility, and 

efficiency 

 (Richey and 

Autry, 2009) 

 

Introduces efficiency  

(Parasuraman, 2000) 

 

Offers control,  

flexibility, and 

efficiency 

Introduces 

efficiency 

 

 

Innovative  

Pioneer and 

thought of 

leadership 

(Richey and Autry, 

2009) 

Provides 

knowledge 

(Nonaka and 

Takeuchi, 1995) 

 

Thought of 

leadership, 

(Parasuraman, 

2000;Parasuraman 

and Colby, 2001)   

 

Pioneer and 

thought of 

leadership 

 

 

Discomfort 

 

 

Lack of control; 

being overwhelmed 

(Richey and Autry, 

2009) 

Inability to physically use 

Being disconnected from the supplier 

(Parasuraman, 2000) 

 Can use by 

average person; 

Connects to the 

providers 

  

 

Insecurity  

Distrust, 

(Richey and Autry, 

2009) 

Distrust 

(Parasuraman, 2000) 

Safe 

Skepticism  

(Richey and Autry, 

2009) 

Skepticism 

(Parasuraman, 2000) 

Skepticism 
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5.2.3 Case study three: Lower Level Employee  

Interviewee is a lower level worker in Ghana Tourist Board who lives in Brong Ahafo in Ghana. 

Interviewee is 29 years lady who has worked in Ghana Tourist Board for five years and has 

experienced e-governance for more than one year. 

5.2.3.1 Optimism  

She said technology gives organization more control over daily operations. She pointed out that 

with integration of technology; daily operations have come simpler and faster.  According to her, 

the organisation is using the newest technologies, which is convenient to use. The organization 

consistently provides improved version of technology that is better than previous technology, 

which has helped solve problem quickly and easily.  She added that the current technology 

advancement is tailored to fit the organization needs and new software and update are made 

available. There is advanced unified communication systems which has improved 

communication and provide a paperless system or less usage of paper. Technology has improved 

efficiency and effectiveness of the organizations service delivery, she added.  

5.2.3.2 Innovative  

She stated that business partners and citizen are learning less about the newest technologies. She 

further explained that ICT is developing slowly in Ghana that is why their business partners and 

citizen are leaning less.  Her organisation is among the first in public organization to acquire a 

new technology and it has made work smoothly and efficiently. However, in her opinion, some 
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of her colleagues are not technology savvy and that much help is needed to help them to learn 

new technology. 

5.2.3.3 Discomfort 

She stated that basic software was developed for average person to use. Her organisation has got 

many technical supports from provider but they did not feel that organization was taken 

advantages of. She further pointed out technical support is always needed to improve and 

maintain systems. 

5.2.3.4Insecurity  

In her opinion, the organisation technology is safe to do any type of financial business online; 

but management does not allow it. She said according to management the organization 

technology is at introductory stage and security measures must be tested to ratify any 

compromise. In her view, information sent over the internet can be seen by competitors. She 

cited instant that the information sent over internet was leaked to media houses.  She added the 

organization does not feel confident working with a business partners that could only be reached 

online due to increase impersonation and internet fraudster. If the organization transmits 

information electronically, she was unsure it got to the right place. In her opinion, using their 

technology to transmit information electronically; someone may use that information against 

them due to immature security systems. 

5.2.3.5 Case Three: Data Analysis 

As mentioned early on, interviewee was a lower level worker in Ghana Tourist Board. She was 

residing in Sunyani, a regional capital of Brong Ahafo in Ghana. Interviewee is 29 years lady 
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who has worked in Ghana Tourist Board for five years and has experienced e-governance for 

more than one year. 

5.2.3.5.1 Optimism  

Richey and Autry, (2009) describe optimism as a normative, which offers control, flexibility, and 

efficiency.  Similarly, an empirical data from lower level employee shows that technology gives 

organization more control over daily operations. Technology is tailored to fit the organization 

needs. Empirical evidences are similar to previous research (Richey and Autry, 2009) control, 

and flexibility.  It is also identified that technology has improved efficiency of the organizations 

service delivery, which is equal to previous research (Richey and Autry, 2009) efficiency. 

Parasuraman, (2000) states optimism is efficiency technology introduces to people at work. It is 

noted that there are advanced unified communication systems, which has improved 

communication and provided a paperless system or less usage of paper. Empirical evidence 

implies technology has introduced efficiency at work; it‟s similar to previous research 

(Parasuraman, 2000) 

5.2.3.5.2 Innovative 

Richey and Autry, (2009) describe innovative as tendency to be a technology pioneer and 

thought leader. Previous studies (Parasuraman and Colby, 2001; Parasuraman, 2000) stated also 

innovative is the extent to which technology gives a person a thought of leadership at the 

forefront of trying out new technology-based products/services. Empirical data from lower class 

employee shows organisation is among the first in public organization to acquire a new 

technology. Business partners and citizen are learning less about the newest technologies they 

are. Empirical evidences form lower level employee exhibits similarities with previous work 



55 
 

(Richey and Autry, 2009; Parasuraman and Colby, 2001; Parasuraman, 2000).  Moreover, 

Nonaka and Takeuchi, (1995) said technological innovative provides knowledge that can be 

leveraged for medium to long-term performance advantage. Differently, empirical data from 

lower level employee shows that the organization is not technology savvy and that much help is 

needed to learn new technology.  

5.2.3.5.3 Discomfort  

Richey and Autry, (2009) describe discomfort as perceived lack of control over technology and a 

feeling of being overwhelmed by it. It‟s inability to physically use the technology and possibly 

being disconnected from the technology supplier (Parasuraman, 2000). However, empirical data 

from lower level employee was that basic software is developed for average person to use. 

Organisation has got many technical supports from provider but they did not feel that 

organization was taken advantages of.  

5.2.3.5.4 Insecurity  

Richey and Autry, (2009) describe insecurity as a distrust of technology and/or skepticism about 

its ability to work properly. Parasuraman, (2000) defines insecurity as distrust of technology-

based transactions and skepticism about a person ability to work properly.  Empirical from lower 

level employee was that organization technology is safe to do any financial transaction online. It 

differs from previous researchers (Richey and Autry, 2009; Parasuraman, 2000) distrust. 

Empirical data from lower level employee is that management does not allow financial 

transaction online. Organization does not feel confident working with a business partners that 

could only be reached online. Additionally, if employee transmits information electronically, 

he/she is unsure it gets to the right place.  Transmitting information electronically; the empirical 
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evidence is that someone may use that information against the organisation due to immature 

security systems. Empirical data from lower level employee is equally as what previous 

researchers (Richey and Autry, 2009; Parasuraman, 2000) describe as skepticism. 

Table 9: Summarized Analysis of Case Three 

Dimensions                  Previous theories  Empirical data 

Lower Level 

Employee  

 

 

Optimism 

Offers control, 

flexibility, and 

efficiency 

 (Richey and Autry, 

2009) 

 

Introduces efficiency 

(Parasuraman, 2000) 

 

Offers control,  

flexibility, and 

efficiency 

Introduces 

efficiency 

 

 

Innovative  

Pioneer and 

thought of 

leadership 

(Richey and Autry, 

2009) 

Provides 

knowledge 

(Nonaka and 

Takeuchi 1995) 

Thought of 

leadership, 

(Parasuraman, 

2000) 

(Parasuraman 

and Colby, 2001)   

Pioneer and 

thought of 

leadership 

Not technology 

savvy 

 

 

Discomfort 

 

 

Lack of control 

Being 

overwhelmed 

(Richey and Autry, 

2009) 

Inability to physically use 

Being disconnected from the supplier 

(Parasuraman, 2000) 

 Technology can 

use by average 

person 

Connects to the 

provider 

 

Insecurity  

Distrust  

Skepticism 

(Richey and Autry, 

2009) 

Distrust 

Skepticism 

(Parasuraman, 2000) 

Safe 

skepticism 

 

 

5.2.6 Cross Analysis: Upper-Middle- Lower 

Follow the individual case analysis, a cross analysis was done to compare and analysis between 

upper, middle, and lower employees in this section. Based on the within and cross analysis, 

findings and conclusions for this study was draw and presented in the next chapter. 
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5.2.6.1 Optimism 

Analysis of upper level, middle level and lower level employees‟ empirical data of optimism 

leads to identify similarities.  Both cases (upper, middle, and lower level employee) mentioned 

that their organisation technology offers control, flexibility, and efficiency.  The empirical 

evidences from both parties are similar to that of previous research which describes technology 

optimism as a normative, which offers control, flexibility, and efficiency (Richey and Autry, 

2009). They all said technology introduces efficiency at work. It‟s similar to previous research 

(Parasuraman, 2000), technology optimism is efficiency technology introduces to people at 

work.  

5.2.6.2 Innovative 

The empirical data of upper, middle and lower employees exhibits two similarities. First, their 

organisation was technology pioneer, and thought of leaderships. It‟s similar to that of Richey 

and Autry, (2009), Parasuraman and Colby2001, and Parasuraman, (2000) which describes 

innovative as tendency to be a technology pioneer and thought leader.    Second, empirical data 

shows that technology had helped employees to promote the image of the organization globally. 

It‟s similar to previous research (Nonaka and Takeuchi, 1995) that technological innovative 

provides knowledge that can be leveraged for medium to long-term performance advantage.  

5.2.6.3 Discomfort  

Referring to discomfort, two differences were identified. Empirical data from upper, middle and 

lower employees shows that technology can be used by average person in the organisation. 

Organisation was connected to the technology provider. These two results, however, are different 
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from previous researchers (Richey and Autry, 2009; Parasuraman, 2000)). Discomfort is a 

perceived lack of control over technology and a feeling of being overwhelmed by it (Richey and 

Autry, 2009). It‟s also described as inability to physically use the technology and possibly being 

disconnected from the technology supplier (Parasuraman, 2000). 

5.2.6.4 Insecurity  

 Richey and Autry, (2009) and Parasuraman, (2000) stated insecurity is distrust of technology-

based transactions. Empirical data from upper, middle and lower level employees was different 

as both considered organization technology safe to do financial business online. Richey and 

Autry, (2009) and Parasuraman, (2000) further describe insecurity as person or organisation 

skepticism about technology ability to work properly. Middle and lower data show that 

management does not allow financial transaction online. They explained that organization 

“technology is at introductory stage and security measures must be tested to ratify any 

compromise”. Empirical evidence from Middle and lower level employee is similar to 

skepticism used by Richey and Autry, (2009) and Parasuraman, (2000).  

5.2.7 Summary  

Base on the cross case data analysis above, many similarities and some difference are identified 

in this part. The identified similarities and differences in the empirical data of the four 

technology readiness dimensions selected in this study are summarized in table 10. The findings 

show that technology readiness in organisation can be evaluated by the four dimensions: 

optimism, innovative, discomfort and insecurity selected for this study. Most importantly, it‟s 

found that Ghanaian MDAs technology readiness towards e-governance exhibits higher positive 

dimensions.  
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Table 10: Summarized Analysis of Similarities and Differences from both Upper, Middle, 

and Lower Employee Perspective  

Dimensions                  Previous theories   Empirical data from upper, middle, 

and lower level employee 

 

Upper level  

Case one 

Middle 

level:  

Case two 

Lower 

level: Case 

three 

 

 

Optimism 

Offers control, 

flexibility, and 

efficiency (Richey 

and Autry, 2009) 

Introduces 

efficiency 

(Parasuraman, 

2000) 

Offers 

control,  

flexibility, 

and 

efficiency 

Introduces 

efficiency 

Offers 

control,  

flexibility, 

and 

efficiency 

Introduces 

efficiency 

Offers 

control,  

flexibility, 

and 

efficiency 

Introduces 

efficiency 

 

 

Innovative  

Pioneer and 

thought of 

leadership 

(Richey and Autry, 

2009; 

Parasuraman,2000; 

Parasuraman and 

Colby, 2001) 

Provides 

knowledge 

(Nonaka and 

Takeuchi 1995) 

Pioneer  

Thought of 

leadership 

Provide 

knowledge 

Pioneer  

Thought of 

leadership 

Pioneer  

thought of 

leadership 

Not 

technology 

savvy 

 

 

Discomfort 

 

 

 

Lack of control 

being overwhelmed 

(Richey and Autry, 

2009) 

Inability to 

physically use 

Being 

disconnected from 

the supplier 

 (Parasuraman, 

2000) 

 Develops 

for use by 

the average 

person 

Connects 

to the 

providers 

Can use by 

average 

person 

Connects 

to the 

provider 

Can use by 

average 

person 

Connects 

to the 

provider 

 

Insecurity  

Distrust 

Skepticism 

(Richey and Autry, 2009;Parasuraman, 

2000) 

 

Safe 

 

Safe 

Skepticism 

Safe  

Skepticism 
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CHAPTER SIX:  FINDINGS AND CONCLUSIONS, AND CONTRIBUTIONS  

Based on the results of the case analysis and cross analysis in chapter five, the findings and 

conclusion of this study are first presented in this chapter. Then theoretical contributions and 

managerial implications are followed.  Finally, suggestions for further research are presented. 

6.1 Findings and Conclusions  

As stated in chapter one, the research problem of this study was how can Ghanaian MDAs‟ 

technology readiness for e-governance be characterized? In order to fulfill the purpose, two 

research questions were posed based on literature review in chapter two. The research questions 

in the study were formulated in chapter three as: 

  RQ1: To what extent can Ghanaian MDAs‟ technology readiness for e-governance be 

characterized as optimism and innovative? 

RQ2: To what extent can Ghanaian MDAs‟ technology readiness for e-governance be 

characterized as discomfort and insecurity? 

 Three cases study were conducted to answer these questions from employees‟ perspective. This 

section provides a summary of findings and conclusion followed by the sequences of: optimism, 

innovative, discomfort, and insecurity. 

6.1.1 Optimism   

We found that Ghanaian MDAs technology toward e-governance offers control, flexibility, and 

efficiency. At the same time, it introduces efficiency at work.  These optimism dimensions found 

in this study are supporting by previous studies (Richey and Autry, 2009; Parasuraman, 2000). 

Theoretically, we viewed technology readiness as capabilities, given that capabilities, it‟s 

expected to introduce efficiency (Peteraf, 1993; Amit and Schoemaker, 19930).  Other side of 
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empirical studies (e.g Ansah, 2012; Buhalis and Law, 2008) had found that technology 

introduced efficiency into organizational structures, processes, mechanisms, and operations.  

It‟s concluded Ghanaian MDAs technology toward e-governance offers control, flexibility, and 

efficiency. It‟s also concluded that technology introduces efficiency at work. 

6.1.2 Innovative  

Its identified that organisation was technology pioneer and thought of leadership. The technology 

pioneer and thought of leadership found in this study was supported by previous studies (Richey 

and Autry, 2009; Parasuraman, 2000; Parasuraman and Colby, 2001; Nonaka and Takeuchi, 

1995).  We have also found that technology provides knowledge that can be leveraged for 

medium to long-term performance advantage. It has helped employees to promote the image of 

their organization globally. Theoretical review in this study shows that technology provides 

knowledge (i.e. a distinctive resource-based factor) which gives medium to long-term 

performance advantages (e.g. Teece et al., 1997; Kyla¨heiko, 1998; Danneels, 2002; McEvily 

and Chakravarthy, 2002). It‟s concluded that Ghanaian MDAs technology towards e-governance 

is pioneer and thought of leadership.  It‟s also concluded that it provides knowledge for medium 

to long-term performance advantage.  

6.1.3 Discomfort  

Our findings show that technology can be used by average person in the organisation. The 

organisation in the context of technology, it‟s connected to the technical provider.  Our result 

however, are different from previous research (Richey and Autry, 2009; Parasuraman, 2000) 

describe discomfort as a perceived lack of control over technology and a feeling of being 

overwhelmed by it (Richey and Autry, 2009) and/or inability to physically use the technology 

and possibly being disconnected from the technology supplier (Parasuraman, 2000). 
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From literatures perspective, we noted that, a well coordinated technology can be used by 

everybody in the organisation be it business marketing, communication, and/or governance (e.g 

Muneer et al, 2011; Taruna, 2009; Turban et al, 2008; Simonsson and Johnson, 2005; Weill and 

Ross, 2004, Guldentops 2004; Palmer, 1999). It‟s also found that well coordinated technology is 

free from discomfort (Hector and Puyosa 2012; Chatzidimitriou et al, 2008). It‟s concluded that 

Ghanaian MDAs technology towards e-governance can be used by average person. It‟s further 

concluded that it‟s connected to the technical provider. In addition, it‟s concluded that is free 

from discomfort.  

 

6.1.4 Insecurity  

 We identified that the organization technology is safe to do financial business online. This 

finding in present study is different from that of previous researchers (Richey and Autry, 2009; 

Parasuraman, 2000) describe insecurity as a distrust of technology-based transactions.  Although 

the organisation technology is safe, it‟s found that management does not allow financial 

transaction online; the organization technology is at introductory stage and security measures 

must be tested to ratify any compromise. This finding is equally as previous researchers (Richey 

and Autry, 2009; Parasuraman, 2000) skepticism. It‟s concluded that, Ghanaian MDAs 

technology towards e-governance is safe. Although technology is found to be safe; employees 

are skeptical. It‟s also concluded that employees are skeptical to do financial business online. 

 

 

 



63 
 

6.2 Contributions  

In this section theoretical contributions and managerial implications are discussed. 

6.2.1 Theoretical Contributions 

The purpose of this study was to characterize Ghana MADs technology readiness towards e-

governance. In order to fulfill this purpose, we explored a lot of research papers. During this 

process, it was found that given capabilities (i.e. technology readiness); it‟s expected to introduce 

efficiency at work. It was also highly mentioned that given capabilities, it provides knowledge 

for medium to long-term performance advantage. Technology should also be safe in applying to 

achieve superior performance. 

This study has clearly identified that given technology readiness as capability, it introduces 

efficiency at work. It‟s also identified in this study that technology provides knowledge for 

medium to long-term performance advantage. In addition, given technology readiness, it‟s safe 

in applying to achieve superior performance. 

6.2.2 Managerial Implications  

 The most important for managers to take for consideration in technology readiness is 

capabilities. Managers can use the capabilities explored in this study as most important ones to 

evaluate their technology readiness towards e-governance. In this way, managers may assess 

their technology readiness for e-governance strength/weakness relative to capabilities we have 

identified in this study.  

One more, the dimensions of technology readiness: optimism, innovative, discomfort and 

insecurity are not stay alone. It is important to note that the dimensions may closely associate 

with each other. Managers in MDAs are suggested to focus their resources on the dimensions 

found in this study to maintain overall technology readiness in the public sector. Technology 
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may be safe for financial transaction online but employees‟ could be skeptical about the 

technology. The suggestion to technology managers is to provide opportunity to employees‟ to 

learn. In this way, employees may get ability to create, acquire, and transfer knowledge to 

modify their behavior to reflect new knowledge and insights.  

   

6.3 Limitation and Implication for Further Research 

Due to the exploratory and sampled nature of this study, and limited literature review in this area, 

there are limitations to the present study, and some more opportunities and suggestions for 

further research are presenting. 

Due to the limitations of quantitative analysis presented in this study, quantitative research is 

suggested for further research in this area.  In order words quantitative research should be 

conducted to draw conclusions based on questionnaire using all 7 scale points (that is strongly 

disagree on 1 and strongly agree on 7 and number the other consecutively) to collect the data to 

calculate and display medians, mean values, standard deviations and conduct paired t-test 

between the dimensions to see which mean values of optimism and innovative variables are 

significantly higher. 

During the process in overview of literature in this study, some other interesting areas are 

identified for further research: 

- The impact of technology readiness on organizational competitive advantages  

- E-governance stages and its corresponding challenges 

- Technology readiness towards e-governance and employees‟ perception 
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Appendix A:  Technology Readiness  

 

All scales anchored as 1 strongly disagree and 7 strongly agree. 

Technological readiness: optimism (Richey et al., 2007) 

TR1 – Technology gives my organization more control over daily operations. 

TR2 – Processes that use the newest technology are much more convenient for us to use. 

TR3 – We prefer to use the most advanced technology. 

TR4 – We use technology that is tailored to fit our needs. 

TR5 – Technology makes task completion more efficient for us. 

Technological readiness: innovation (Richey et al., 2007) 

TR6 – It seems that our business partners and citizens are learning less about the newest 

technologies than we are. 

TR7– In general, we are among the first in our industry to acquire a new technology. 

TR8 – We can usually figure out how to use new technology without much outside help. 

 

Technological readiness: Discomfort (Richey et al., 2007) 

TR9 – Sometimes we feel that our technologies are not developed for use by the average person. 

TR10 – When we get technical support from a provider, we sometimes feel that we are being 

taken advantage of.  

Technological readiness: insecurity (Richey et al., 2007) 

TR11 – We do not consider it safe to do any type of financial business online. 

TR12 – We worry that information sent over the Internet will be seen by our competitors. 
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TR13 – We do not feel confident working with a business partner that can only be reached 

online.                                                 

TR14 – If we transmit information electronically, we are unsure whether it will get to the right 

place. 

TR15 – If we transmit information electronically, someone may use that information against us. 
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Appendix B:  Questionnaire 

The purpose of the questionnaire is to assess technology readiness for e-governance. “e-

governance”, meaning “electronic governance”, is the commitment to utilize appropriate 

technologies to enhance governmental relationships, both internal and external, in order to 

advance democratic expression, human dignity and autonomy, support economic development 

and encourage the fair and efficient delivery of services.  We would like to assure you that you 

confidentiality will be protected. 

 

Please answer this questionnaire by ticking the box beside the answer you see as most 

appropriate 

 

PART A:  Demographic Information 

As the person completing this questionnaire, please provide the following details; tick (√) one 

box only  

a) Organization size (employee):    1-100 �     1001-1000 �     1001 and above �         

b) Age: ……………………………………………………………………………… 

c) Years of working in your organization:       0-5 �                  6-10 �          11 and above � 

 a) Gender:                                      Male �                  Female � 

PART B:  Technology Readiness 

Please tick (√) one box only. The scales are anchored  

 1 strongly disagree and 7 strongly agree.  

1) Technology gives me more control over daily operations.   1Strongly disagree �         

7Strongly agree �                                    

2)  Processes that use the newest technology are much more convenient for me to use. 

     1 Strongly disagree �         7Strongly agree � 



84 
 

3)   I prefer to use the most advanced technology. 

    1Strongly disagree �           7Strongly agree � 

4)  I use technology that is tailored to fit my needs. 

   1Strongly disagree �             7Strongly agree �  

5)  Technology makes task completion more efficient for me. 

     1Strongly disagree �         7Strongly agree � 

6)  It seems that my organization partners and citizens are learning less about the newest 

technologies than I am.  

           1Strongly disagree �         7Strongly agree � 

7)  In general, my organization among the first in public organization to acquire a new 

technology. 

     1Strongly disagree �         7Strongly agree � 

8)  I can usually figure out how to use new technology without much outside help. 

1Strongly disagree �         7Strongly agree � 

9)  Sometimes I feel that our technologies are not developed for use by the average person.  

   1Strongly disagree �         7Strongly agree � 

10)  When I get technical support from a provider, I sometimes feel that I have been taken 

advantage of.  

   1Strongly disagree �         7Strongly agree � 

11)  I do not consider it safe to do any type of financial business online. 1Strongly disagree �         

7Strongly agree �                                      

12)  I worry that information sent over the Internet will be seen by my competitors. 

    1Strongly disagree �         7Strongly agree � 



85 
 

13)  I do not feel confident working with a business partner that can only be reached online.  

1Strongly disagree �         7Strongly agree � 

14) If I transmit information electronically, I am unsure whether it will get to the right place. 

     1Strongly disagree �         7Strongly agree � 

15)  If I transmit information electronically, someone may use that information against me. 

                    1Strongly disagree �         7Strongly agree � 

 

                  Thank you 
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Appendix C: Interview Guide  

The purpose of this interview is to assess the extent to which technology readiness for e-

governance is optimism, innovative, discomfort and insecurity. “e-governance”, meaning 

“electronic governance”, is the commitment to utilize appropriate technologies to enhance 

governmental relationships, both internal and external, in order to advance democratic 

expression, human dignity and autonomy, support economic development and encourage the fair 

and efficient delivery of services.  Technological readiness refers to an organization‟s propensity 

to embrace and use new technologies for accomplishing goals. We would like to inform your 

name and other identity will not be published in this study and that your confidentiality is 

protected and data are for academic purpose only 

Optimism  

1. Technology gives more control over daily operations.  

If not, why?  

If so, how? 

2. Processes that use the newest technology are much more convenient for us to use  

If not, why? 

 if so, how? 

3. Organization prefers to use the most advanced technology  

If not, why? 

if so, why                                                   

4. Organization technology is tailored to fit our needs  

If not, why? 

if so, how ? 
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5. Technology makes task completion more efficient for us  

If not, why?  

        if so, how?--- 

Innovative 

6. It seems business partners and citizens are learning less about the newest technologies 

than you are. 

If not, why? 

If so, how? 

7. In general, your organization among the first in public organization to acquire a new 

technology.  

If not, why?  

If so, why 

8.  Organization can usually figure out how to use new technology without much outside 

help? 

If not, why? 

 If so, how? 

Discomfort  

9. We think organization technologies are not developed for use by the average person?    

If not, why? 

 if so, how?                                              

 

10.  When your organisation gets technical supports from a provider, sometimes feel that 

organization is taken advantage of?     
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If not, why? 

 if so, why  

Insecurity  

11.  Organization does not consider it safe to do any type of financial business online.    

If not, why? 

 If so, why 

12.  We worry that information sent over the Internet will be seen by orgination competitors. 

If not, why? 

 if so, how? 

13. Organization does not feel confident working with a business partner that can only be 

reached online.  

If not, why? 

if so, why?- 

14. If organization transmit information electronically, it unsure whether it will get to the 

right place.      

If not, why? 

If so, please how? 

15.  If organization transmits information electronically, someone may use that information 

against us.                  

If not, give reasons?                                                                  

if so, why?  

 

 

 


