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In the last two decades research about e-government and how to have 

a successful implementation has spread out and scholars contribute to have a 

vast variety of information about it. Many topics were covered but with the 

developed countries taking the lead in the field of e-government is a fact that 

the majority of the research is related to them and their experiences. Within 

the last decade more authors are taking the step to talk about the cases of 

developing countries comparing them with the developed countries’ 

experiences. 

All of these authors are trying to find the way to apply the successful 

experience of the developed countries into the developing ones through 

researching and suggesting. Some argue that it is possible for developing 

countries to rich the e-government implementations’ success of the developed 

countries following the same steps and finding help from them to achieve it. 

Other more skeptical authors point out the impossibility of trying to apply 
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other experiences, and even say that the e-government implementation will 

fail in developing countries. 

However, very small amount of them took into consideration the 

differences or so called barriers that developing and developed countries have 

not in common. The researchers presented in many books the “common” 

barriers experienced by countries that want to implement the e-government, 

but is it well known that many differences exist between developed and 

developing countries. The differences are not only in structural, economical or 

statistical factors, but also in cultural, social and geographical ones.  

The thesis presented an important question whether the “social 

barriers” are a determining factor in the implementation of e-government in 

Peru. To answer this question fully the present paper was divided into 3 parts: 

the first pointing out the existing “common barriers” for the e-government 

implementation, the second one discusses barriers that affect specifically the 

developing countries and third one trying to find out more about the social 

barriers in Peru and if they really can be called a barrier for the 

implementation. 

In order to do so the researcher conducted an interview, collected data 

and information from governmental and nongovernmental sources. A 

consensus between the information and the data given by interviewees was 

found about the importance of the social aspect in the e-government 

implementation, which was implicit in all the barriers that the country has 

experience. 
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Different reasons for the existence of “Social barriers” were found out; 

the interviews were analyzed and compared between each other and with the 

data from organizations. Due to the difficulties experienced with the present 

paper we should be careful in generalizing the findings of this research. 

Finally, I suggested several ways to overcome the social barriers in 

Peru in order to find the way to have a successful implementation of the e-

government such as policies related to citizens and marketing of them and so 

far. Regarding the topics the Peruvian authorities have a long way to go but I 

am firmly convinced that it can be achieved with more students and 

researchers working in this direction. 

Keywords: e-government, implementation, barriers, social, Peru 
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Chapter I. Introduction 

 

1.1. Background of the Research 

In the age of information technology every organization around 

the world utilizes the information and communication technology (ICT).  

Today, governments spend millions of dollars on ICTs for internal 

management, services to citizens, international transactions, and more. 

National, regional and municipal governments around the world keep 

adopting technology for civil, social and economic benefits. 

The initiatives of government agencies and departments to use 

ICTs tools and applications, Internet and mobile devices to support good 

governance, strengthen existing relationships and build new partnerships 

within civil society, are known as E-government initiatives. As with e-

commerce, e-Government represents the introductions of a great wave of 

technological innovation as well as government reinvention. It represents 

a tremendous impetus to move forward in the 21st century with higher 

quality, cost effective-government services and a better relationship 

between citizens and government (Fang, 2002). 

Many government agencies in developed countries have taken 

progressive steps toward the web and ICT use, and adding coherence to 

all local activities on the Internet, widening local access and skills, 

opening up interactive services for local debates, and increasing the 
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participation of citizens on promotion and management of territory 

(Graham and Aurigi, 1997). 

It is not difficult for people in developed countries imagine a 

government that works 24 hours 7 days a week, but, it is not so easy for 

developing countries. In order to achieve that goal government were asked 

to decentralize their power.  

The potential for e-Government in developing countries remains 

largely unexploited. ICT is believed to offer considerable potential for the 

sustainable development of e-Government. Different human 

organizational and technological factors, issues and problems pertain in 

these countries, requiring focused studies and appropriate approaches. ICT, 

in general, is referring to as an “enabler”, but, on the other hand, it should 

also be regarded as a challenge and a peril itself. The organizations, public 

or private, which ignore the potential value and use of ICT may suffer 

pivotal competitive disadvantages. Nevertheless, some e-Government 

initiatives have flourished in developing countries too, e.g. Brazil, India, 

Chile, etc. What the experience in these countries shows, is that 

governments in the developing world can effectively exploit and 

appropriate the benefits of ICT, but e-Government success entails the 

accommodation of certain unique conditions, needs and obstacles. The 

adaptive challenges of e-Government go far beyond technology; they call 
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for organizational structures and skills, new forms of leadership, 

transformation of public-private partnership (Allen et al., 2001) 

According to Heeks (2003), most implementations of government 

in developing countries fail, with 35% being classify as total failures (e-

government was not implemented but immediately abandoned), and 50% 

as partial failures (major goals were not attaining and/or there were 

undesirable outcomes). This is a disturbing fact, especially as developing 

countries have limited number of resources, and cannot afford to 

wastefully spend large amounts of money typical of such projects. 

As we know Peru is a developing country. Since the boom of the 

ICT technology and because of the social reality at the moment, the 

government made efforts to implement technology, infrastructure, and 

since 1990, the number of telephones increased in different parts of the 

country. Even if the implementation for the basic infrastructure and the 

entrance of the telephones in the cities increase, the most concern area 

was the highlands, especially the most remote areas far from the city. It is 

good to mention the reality of Peru with 3 natural regions experiencing 

totally different realities and needs. Due to the geographical condition, is 

extremely complicated to connect all the cities at the time. In 2006, 

Peruvian government established a National Strategy for E-government 

that constitutes a management tool to define computer activities of Public 

Administration entities, members of the National Informatics System at 



- 4 - 

 

different levels, and coordinate the efforts of government. This project has 

already started, but the key for this work is to know how the 

implementation is going and what the most valuable challenges to 

implement e-government in Peru with such a particular case are. 

During these years of implementation many questions were asked 

and some of them remain without answer. Questions mainly focus on the 

lack of citizens’ involvement, or even awareness about what the 

government is doing. Is there any cultural reason or political or perhaps 

social implication for the slow implementation of the e-government in 

Peru? Are the social implications strong enough to be pointed as a 

significant barrier? This paper will attempt to answer the questions 

utilizing all data available. 

1.2. The Purpose of Research 

ICT has become an inevitable part of our societies. We also know 

that many problems may arise when a government tries to implement e-

government in either developed or developing countries. But, even if it is 

true that the problems can be common, they also can be excludable for 

each society especially in developing countries. The purpose of this paper 

is not to find out if e-government should or should not be implemented in 

developing countries or more specifically in Peru, but to identify 

challenges that can prevent or stop the implementation of the e-

government in Peru, particularly how important the so called “social or 
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cultural barriers” are for the developing of the e-government in the 

country.  

1.3. Research objective 

The main objective of this paper is to address the most prominent 

challenges for the implementation of the e-government in Peru that 

prevent the use of the ICT around the country and reduce the speed of the 

principal goal of national development. More specifically the researcher 

tried to dig into the new idea of the “Social or Cultural barriers”. It is 

called new idea because of the implications of the word Social; we want 

to address the factors that determine to call Social issues a barrier. Due to 

the lack of studies concerning the specific topic in Peru we will refer to 

the Latin American literature in the field, and also to an interview with the 

Chief Director of the National Office of E-government and Informatics. 

1.4. Research subject 

Focused on the principal problem explained above, and because 

of the objective of this paper we propose the following research questions: 

What are the main and most important barriers to the 

implementation of the e-government? To develop this question we will 

point out in the literature review the principal barriers considered by the 

scholars around the world. 
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What are most significant barriers for the implementation of the e-

government in Peru? We will analyze the barriers specific to developing 

countries and especially to the case of Peru. 

Are the “social barriers” a determinant factor in the 

implementation of e-government in Peru? 

1.5. Significance of the study 

The findings of this study will be significant to different people 

especially to: 

Government, politicians and public officials: The present study is 

oriented to identify the barriers in the e-government implementation, 

giving at the end recommendations that can be useful to this sector to 

improve the actual way of work. 

Scholars and universities: During the realization of the present 

paper, we realize the lack of information, papers and studies about 

specific the topic in Peru. This study might encourage them to pay more 

attention and write about it. 

Public in general and private organization: To encourage 

development of the e-government as a helpful tool to develop as a country. 
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Chapter II Literature Review 

2.1.    Conceptual Background 

2.1.1. E-government 

There are many definitions of e-government, but according to the 

World Bank (2001), e-Government is the government own or operation of 

information and communication technologies that transform relations with 

citizens the private sector and/or other government agencies promoting 

citizens’ empowerment, improve service delivery, strengthen 

accountability, increase transparency, or improve-government efficiency. 

Also is define by the OECD as “the use of information and 

communications technologies (ICT's), and particularly the Internet, to 

achieve better government” (from OECD The e-Government Imperative, 

2003). This definition focuses attention on why countries are 

implementing e-government rather than on the ICT tools themselves. 

Faced with the pressure of increasing government performance while 

being responsive to citizen’s needs, OECD countries have realized that e-

government goes beyond the easy exercise of putting information and 

services online, and can be use “to transform the structures, process and 

culture of government and make it more efficient, user oriented and 

transparent”. 
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United Nations Definition (AOEMA report): “E-government is 

defined as utilizing the Internet and the world-wide-web for delivering 

government information and services to citizens”. 

Definition of the Working Group on E-government in the 

Developing World “E-government is the use of information and 

communication technologies (ICT’s) to promote more efficient and 

effective-government, facilitate more accessible-government services, 

allow greater public access to information, and make-government more 

accountable to citizens. E-government might involve delivering services 

via the Internet, telephone, community centers (self-service or facilitated 

by others), wireless devices or other communications systems.” 

(www.pacificcouncil.org) 

While definitions of e-government by various sources may vary 

widely, there is a common theme.  E-government involves using 

information technology, and especially the Internet, to improve the 

delivery of government services to citizens, businesses, and other 

government agencies. E-government enables citizens to interact and 

receive services from the federal, state or local governments twenty four 

hours a day, seven days a week. Even an exact definition of E-government 

has not yet been agreed. “E-government is the term used to refer to a 

“system” that facilities interaction between citizens and government via 

an information and communication technology. Interactions range from 
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accessing government services to increased and enhanced citizens 

participation in government.” 

This definition can be applied to virtually every e-government 

effort that has been complete, is underway or is being plan. Both the 

“supply-side” and the “demand-side” of E-government are embodied in 

the “system”, in which supply-side interactions provided by the 

government and demand-side interactions used by citizens. E-government 

efforts can be small or large, narrowly targeted or very broad, pure or 

complex. On the other hand, government efforts to provide citizens with 

easier, faster and less costly access to transactions such as renewing 

licenses through E-government have been largely successful. 

2.1.2. Barriers to the e-government implementation 

According to the literature and papers available related to the 

barriers to the e-government implementation, countries around the world 

faced or face similar barriers despite if they are developed or developing 

countries. It is also important to point out that developing countries not 

only have similar barriers or challenges to the implementation, but also 

have their own barriers that came as a consequence of an atypical or 

common background. Let’s first analyze the common ones according the 

scholars in a general perspective. Themistocleous and Irani (2001) and 

Shung and Seddon (2000) propose a model to classify the barriers: 
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1. IT infrastructure 

Despite the cost of IT, an adequate IT infrastructure still 

represents the key barrier for e-government adoption. The infrastructure is 

compost of hardware and software that will provide secure electronic 

services to citizens, businesses, and public servants. Bonham et al. (2001), 

Bourn (2002), Dillon and Pelgrin (2002), McClure (2000) and National 

Research Council (2002), in their research, come to an agreement that 

governments view a lack of technical infrastructure as a powerful barrier 

to the development of government organizations’ capabilities to provide 

online services and transactions. They also agree that unreliable IT 

infrastructure in the public sector organizations will discredit e-

government performance. Government should take into consideration 

different method of access, such as remote access through Internet, mobile 

phone, etc in order to provide e-services to all members of society that can 

be served despite their physical and financial capabilities (Ndou, 2004) 

(Ndow. V.(2004). 

2. Providing Security, Privacy and Confidentiality 

Bonham et al. (2001) and Gefen et al. (2002) agree that one of the 

most significant barriers for implementing e-government applications is 

computer security, privacy and confidentiality of the personal data. 

Citizens are concern about sharing personal information with the 
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government websites because they fear that the data would be misused, 

and their privacy would be disclosed (Carter and Belanger, 2005). 

In a study of 2,015 government consumers conducted by Jupiter 

Research in New York in 2003, more than 3/4 are a concern about the 

security of their credit card information, and nearly 2/3 are worrying about 

the privacy of personal information. McClure (2000) criticizes the 

weakness of information systems’ security in the public sector 

organizations.  

E-government is consider only succeed when all its participants-

including government agencies, private businesses and citizens-feel 

comfortable using electronic means to carry out private and sensitive 

transactions. 

3. Lack of IT skills barrier 

Chen and Gant (2001), Heeks (1999), Ho (2002) and Moon 

(2002), identify the shortage of IT skills as another potential barrier that 

confronts some demanding challenges concerning the government’s 

ability to provide the next generation of e-government services. (Chen, Y. 

and Gant, J. (2001), “Transforming local e-government services: the use 

of application service providers”, Government Information Quarterly, Vol. 

18 No. 4, pp. 343-55.) 

The International City/County Management Association and 

Public Technology, Inc. survey in USA (2000) recognized the deficiency 
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of IT skills as a main obstacle to the e-government development. This 

situation reflects the difficulties in recruiting and finding IT skills and 

ability to keep them further. 

4. Organizational barrier 

Organizational barrier relates to structural issues, such as 

fragmentation and poor relations and communication between functional 

departments, and acceptance by senior management of the strategic 

benefits of new initiatives (Aichholzer and Schmutzer, 2000; Fletcher and 

Wright, 1995). As well, it relates to government business process, 

management strategy, and organizational culture (Lenk and Traunmuller, 

2000; McClure, 2000). 

Some-government officials perceive e-government as a potential 

threat to their power and viability because it might reduce their authority 

in government. Therefore, become reluctant to the idea of online 

transactions (Ebrahim et al., 2003; Sanchez et al., 2003). 

5. Cost 

According to the e-government survey of 2000 conducted in the 

USA by the International City/County Management Association and 

Public Technology, Inc., over 50 per cent of government organizations 

that responded to the e-government survey indicated that lack of financial 

resources is the main barrier to adopting an e-government initiative for a 

public sector organization (Norris et al., 2001). "Adoption of e-
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government requires a compatible of IT infrastructure and integrated 

information systems, as well as advance technologies for preserving 

security and integrity. Hence, for a public sector organization, the cost of 

sophisticated hardware and software is still a big problem. Another 

important financial constrain is the high operational cost of the existing IT 

infrastructure. The maintenance cost of such an infrastructure is high, 

which presents additional financial barriers." (Irani et al., 2003; Palvia et 

al., 1994). 

Those are the most “common barriers” according to the scholars 

around the world. We have to take into consideration that those barriers 

are consider common in all governments, but, in the case of developing 

countries like Peru, we have to add some more that are not being consider 

by the scholars. 

2.1.3. Barriers to e-government implementation in 

developing countries 

In this paper, due to the case of Peru, it is necessary to identify the 

“special” barriers that developing countries have to face despite the 

“common” barriers above mention. Developing countries are an especial 

case due to their especial situation. 
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1. Lack of Internet Access 

For developed countries this barrier is difficult to imagine but for 

a developing country is a reality. Despite the increase of the number of 

people that has access to more advanced technologies in developing 

countries still part of them do not know what Internet is. According to the 

U.K. government report in 2002, Pilling and Boeltzin (2007) point out that 

even in the most developed countries, like U.S.A. and UK, the group of 

the population that needs government support the most are the ones that 

have the least access to e-government services.  

2. Cultural and language barrier 

Also call “socio-cultural”, in a research made by Carter and 

Weerakkody (2008) and according to their results the U.K. may not be 

susceptible to the same cultural barriers as the U.S., such as lack of 

Internet accessibility and skill among certain part of the population. 

If we consider this study even between 2 developed countries like 

U.S. and U.K. there is still differences between cultures, those differences 

are even bigger with developing countries. 

According to Schwester (2009) there are socio-cultural factors for 

instance; some communities may view e-Government as to technocratic 

and potentially isolating. Communities embracing this viewpoint are less 

likely to have comprehensive e-Government platforms than others. A 
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better understanding of the socio-cultural barriers that impede e-

Government adoption is needed. 

In the same way, language is considering one of the most 

challenging barriers. Since English has become the preferred language to 

communicate in the information highway, English is the “official” and 

widely use language among the leading countries that have implemented 

e-government successfully (Noelly Tamez and Saleh A-Sharieh, 2009). 

As reported by the United Nations (UNPAN, 2005, p.148) “8% of the 

current web content is in English-a language spoken by 5.4% of the world 

population” causing a major language division. 

3. Poor project management barrier 

For a good e-government start is highly significant a political E-

leadership that determines the political support of e-government initiatives 

throughout full implementation of those projects. 

Failure related to poor project control and management is 

described as a number one obstacle to the e-government development. We 

can find this obstacle in the following forms: Low priorization, Lack of 

political will, cyclical character of attention to e-government initiatives 

(“stop-and- go” process), poor understanding of e-government system by 

high-level authorities, government- centric, not citizen-centric approach. 

Knott and Dawson (1999) identified unique reasons for poor 

project management, applicable to e-government projects. The First one 
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can be attributed to not addressing risk management. Similarly, e-

government systems may not been justified to the full, and there is lack of 

involvement from management. 

4. Lack of user’s awareness barrier 

Is defined as the lack of citizens' knowledge about opportunities 

that the use of e-government provides. A research among Kuwait citizens, 

conducted by Suha Al Awadhi and Anne Morris (2009), showed that 87% 

of research participants expressed resentment regarding deficiency of 

efforts to raise awareness among Kuwait citizens about e-government 

initiatives. The authors stated that during representation of e-government 

services through media it is essential to mention not only availability of 

such services, but also the benefits of using them. 

5. Lack of citizen’s motivation and involvement barrier 

The low use of e-government in developing countries can be 

attributed to the lack of motivation and involvement related to the e-

government. What can cause the lack of motivation? According to Pilling 

and Boeltzing, the lack of perceived motivation has a strong relevance 

with the citizens’ confidence during using e-government applications the 

government need to meet their needs.  Also, insufficient level of citizen’s 

involvement can be attributed to the fact that most of the e-government 

websites have not been designed with the user-centered approach (Olphert 

and Damodaran, 2007). The authors argue that participation enhances 
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expertise and knowledge and provides opportunities for sustainable 

learning and skill development that can benefit both sides; and also should 

provide citizens with an opportunity to express their needs and 

preferences. 

6. Lack of marketing campaigns barrier 

It is a serious factor because prevents citizens to know about the 

initiatives and benefits of e-government. In this case, outreach and 

marketing campaigns will be needed in order to encourage citizens to 

make use of e-government services for a successful implementation of e-

government projects. If citizens are not familiar with technology, they 

may be reluctant to try e-government services because of their distrust of 

wrong belief that the online services will not meet their needs. 

7. Lack of an adequate legal framework barrier 

Legal obstacles can include the differences that exist between 

traditional data collection requirements (that is sharing of information 

collected by and provided to various government agencies) and the ease of 

electronically collecting and sharing data. 

Legal framework assures safety and security for citizens during 

implementing e-government applications and sets out penalties and 

punishments to those who try to violate them. Without a solid and 

effective legislation users’ trust might decline, which will result in lower 

e-government adoption rates. The main concern of users in relation with 
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laws is Security of personal information, Privacy issues, Cyber crimes, 

Copyright and intellectual property issues and authentication and 

identification. The E-government handbook for developing countries 

(2002) recommends making a clarification of laws and regulations to the 

officers of government agencies and underlining legal status of 

information, published on government sites. 

It was explained before the barriers for the e-government 

implementation in developed and developing countries. We can say that 

the common barriers are more general, they are applied to any country and 

situation. The common barriers are in most of the cases the biggest ones 

and they are related to each other. It is difficult to say that one country 

have just one or two barriers because they are linked between them. In the 

case of the barriers for developing countries we have situations that can be 

difficult to imagine for citizens in other countries. Being in 2013 we are 

use to work, study and live utilizing computers, internet and smart phones. 

But, for many countries it is difficult to imagine having all of those 

opportunities. The specific barriers mentioned in the developing countries 

are sometimes more significant than the common ones especially in cases 

like the Cultural and language barrier. This barrier is call “socio-cultural 

barrier” and it is predominant in Andean countries where many native 

languages exist.  
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2.2. E-government Social Barriers 

2.2.1 Defining the word “social”:  

It is important to find the definition of the word social in a general 

perspective. We can say that social is related to the society or its 

organization. It is also related to the characteristics of living organisms as 

humans. Always refer to interactions between organisms and the way they 

coexist. There is not an exact definition and for that matter it is also refer 

to attitudes, orientations or behaviors of other people into account.  

Following the meaning of social we can also mention social factors. 

In a sociological approach Social factors are things that affect lifestyle, 

such a religion, family or wealth. They can change over time and also be 

attributable to values and behavior of a group. Social factors can reflect 

regions and socio-economic backgrounds from which someone comes. It 

is also related to education, religion and languages.     

In this context we will define the phrase socio cultural factors. It is 

the way people act and develop based around their surroundings. They 

involve self –concept and self esteem, people’s beliefs and what they 

stand for.  

All of these definitions allow us to have a base for the next part of 

the chapter, defining the word social when is related to e-government.  
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2.2.2 Social related to e-government: 

The general meaning of social was already mentioned but let us 

mentions the importance and significance of the social factors in the e-

government. Social influence is defined as “the degree to which peers 

influence use of a system”. Social influence, whether this is positive or 

negative; it is a very important factor in many aspects of the lives of 

citizens and is likely to be influential (Venkatesh et al., 2003). 

There are different factors that affect e-government among them 

social factors are one of the most important. According to Alomari, 

Sandhu and Woods from Griffith University in Australia there are 

different social factors that influence citizens’ willingness to adopt e-

government.  

The first is trust; Rotter (1967) defines trust as an expectancy that 

the promise of an individual or group can be relied upon. Rotter’s research 

is referenced in numerous studies of online trust ( McKnight et al. 2002). 

Warkentin and colleagues argue that “Trust is a central defining aspect of 

many economic and social interactions” (p.159). They define trust as a 

central aspect of many social and economic interactions. In e-government 

relates to privacy and security in services provided by the government. 

These transactions require the citizens to share their private and personal 

information such as credit card details to access to services. The main 
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concern of citizens around the world is that their information might be 

misused.  

The literature states that there are two objects of trust. The first one 

is the entity providing the services and second the mechanism through 

which the service is provided (Tan and Theon 2001).  

Attitudes and Beliefs, “it is clear that a citizen with a negative 

attitude toward using government e-services represent one of the main 

barriers for the e-government implementation. Some citizens may have a 

negative attitude towards ICT and they will prefer remain with traditional 

methods like paper-based way.” (C. Vassilakis, G. Lepouras, J. Fraser, S. 

Haston, and P. Georgiadis, p. 41.) 

Internet and Computer skills, “the lack of citizens’ education 

especially in ICT, are marked as the most important factor that affects e-

government implementation. There are three key elements of education 

that should be considered for successful adoption of any technology. The 

elements are: understanding of the internet; awareness of the internet; and 

workers with information technology skills.” (A. Pons, “E-Government 

for Arab Countries”, Journal of Global Information Technology 

Management, 2004, pg. 30.) 

According to (P.T. Jaeger, “The endless wire: E-government as 

global phenomenon”, Government Information Quarterly, 2003, pp.323-

331.) “Education has been described as one of the problems related to e-
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government adoption, suggesting that as citizens’ education rises, and 

their knowledge in using the internet increases.” Hamilton says the most 

frequent use of e-government information and services comes from 

populations who are experienced in using the internet as a technology. 

There was a suggestion indicating that if citizens cannot access e-

government services through the World Wide Web, then the government 

should not stop other channels, such as Call Centers or Fax, offering e-

government services s through the World Wide Web, then the government 

should not stop other channels, such as Call Centers or Fax, offering e-

government services 

Accessibility, The web is a significant tool that has changed 

communication between people and the way business are done. In the 

same way the online communication increases, personal communication 

decreases. The governments have focused on improving website design to 

ensure public accessibility. Accessibility is defines as “the degree to 

which web information is accessible to all human beings and automatic 

tools”. It is also considered to be one of the elements required to design 

efficient and effective websites, beside other elements such navigations, 

aesthetic and content. According to V. Kumar, B. Mukerji, I. Butt, and A. 

Persaud Accessibility influence the citizen’s experience with websites and 

their satisfaction and adoption of new technology. Accessibility, besides 
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functionality and usability, is one of the most important methods of 

building useful user-centered e-government services. 

After mentioning the components of the social factors in e-

government we will go deep onto the social barriers. 

2.2.3 Social Barriers:  

By barriers we mean any factor that creates a disincentive for 

governments to develop new or further develop existing e-Government 

applications -- i.e., supply side barriers (Enyon and Dutton 2007). Social 

barriers to adaptation are concerned with the social and cultural processes 

that govern how people react to climate variability and change, be they in 

the form of prolonged drought, heavier and uncertain rainfall, or rising 

temperatures. The IPCC notes that, to date, ‘social and cultural limits to 

adaptation are not well researched’, acknowledging the scant attention 

within the climate change literature devoted to addressing social 

limitations thus far (IPCC, 2007: 737).  

The social sciences have long been aware that an individual’s 

action and behaviors’ are shaped by deeply embedded cultural and 

societal rules and norms (Ostrom, 2005). Natural resource management 

literature maintains that ‘barriers to community or individual action do not 

lie primarily in a lack of information or understanding alone, but in social, 

cultural, and institutional factors’ (Tompkins and Adger, 2004: 15). 
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“Barriers of adoption of e-Gov services can be detected 

concerning some population group characteristics or the citizens in 

general, such as education and sex, the lack of knowledge, the low level of 

access to technology, problems of privacy and safety.” (I. Akman, A. 

Yazici, A. Mishra, and A. Arifoglu, pp. 239-257,) 

According to Barnand, Cloete and Patel from University of 

Pretoria, in developing context cultural factors are especially important for 

the successful deployment of most e-services. One reason is the relative 

lack of accommodation between many traditional cultures and modern 

electronic media. Whereas popular culture has already adapted to 

technologies such as the Internet in most developed countries, the cultures 

of developing nations need more careful consideration when these 

technologies are to be employed. Because of the mass media play a 

smaller role in the developing world, cultures tend to be less homogenized, 

increasing the importance of explicit consideration of cultural factors. 

Digital literacy is a barrier for a large part of world population. 

Also, “a proportion of 37% of the EU population have no internet skills” 

accordingly to the survey of Eurostat, Community survey on ICT usage in 

households and by individuals. According to the World Public Sector 

Report 2003 Department of Economic and Social Affairs, UN only few 

governments of the United Nations use e-Gov services for transactional 

services or for networking or for e-participation and there is limited World 
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Academy of Science, Engineering and Technology 60 2011 demand for e-

Gov services online. A large proportion of the world population does not 

visit the internet at all. A Large proportion of EU populations, about a 

proportion of 40 % in 2007, have no internet skills. 

According to Delopoulos from World Academy of Science the 

adoption of e-Gov services depends on several factors, among them, the 

ease of use, the experience of user, accessibility, and the civic engagement. 

In most countries there are many disadvantaged groups, who are much 

less likely to use e-Gov services. These subgroups of population include 

elderly, people with special needs, of low socio-economic level, 

unemployed, low income, low formal education level, national minorities, 

and immigrants. These disadvantaged groups make very little use of 

personal computer. (p. 1956) 

The information presented above will help us understand more the 

definition of barriers and the problems the governments face day by day in 

order to implement e-government. The scholars explain the concept of 

Social or Cultural barriers; but, are their ideas shared by the Peruvian 

government? Are there any other factors in the Social barriers in Peru? 

Are those factors a unique case of this country? With those questions in 

mind, let us go ahead with the country’s analysis in the next chapter.  
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Chapter III.    The Case of Peru 

3.1. “Peculiarities” of Peru 

 When we mention the word “peculiarities” we want to express the 

special condition of Peru as a country that has similarities with the rest of 

developing countries but at the same time many differences.  Despite the 

common beginning as independent nations (e.g. Ecuador, Chile, Colombia, 

Venezuela and Argentina), Peru has a unique geographical position. This 

makes Peru one of the most beautiful countries around the world (with 28 

out of 32 world climates) but also a complicated reality to face in terms of 

government-citizens approach. 

Since the Independence Day Peru is divided into departments. 

Because of the increase in the centralization of political and economic 

power in the capital of Lima, the legal figure of the region became official, 

and the regional government was elected. Peru has 25 regions at the 

moment with the biggest population in Lima 

Geographically, Peru is divided into three principal regions: 

- The western coast with dry, desert like regions to the north and to 

the south, and agriculturally productive valleys. This part of the country is 

the most developed and likely to be connected. Being near the ocean and 

with a geographical structure that allows cable connections it is easy to 

say that is the least challenging part. Lima (the capital of the country) is a 
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well developed city with internet connection and the first stage for any 

project. Having the capital in the central part of the cost allow private and 

public enterprises to connect the citizens. The internet speed is fast and 

the governmental agencies are close to the citizens improving the use of e-

government. The rural area of the coast is not so far from the cities but the 

citizens are mostly not happy with the central government.  

- The Central Andes where the majority of so called “Indigenous” 

population lives. This is a beautiful but full of mountains part with huge 

fields and no so close cities. Some capitals of departments and regions are 

somehow developed due to the mining business. But the majority of the 

Andean part of the country suffers from lack of connection of slow 

connection due to the mountains issue. People in the rural areas mainly 

work in their fields and go to the cities just when it is need it. Because of 

the size of this part of the country the cities, towns and rural area are far 

from each other making the connection difficult. Some provinces maintain 

ancient languages and don’t speak Spanish at all. Another point is the 

attitude of the populations with the government, always feeling that 

everything is done in the capital. 

- The Amazonian tropical forest with long rivers and vegetation in 

the north-east. This region is vast and far. Recently the government is 

talking about a project with an especial type of fiber. At the moment the 

connection in this big area is just provided by satellite. The capital of 
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departments and regions are developed enough but with lack of access and 

support but the government they may feel isolated from the rest of the 

country.  

- The Peruvian Idiosyncrasy: It is important to mention in this 

chapter the significance of the idiosyncrasy in Peru. Before being part of 

the biggest empire in South America, Peru was a land of several cultures 

and traditions. During the more than 400 years of occupation by the 

Spanish monarchy, the indigenous population was treated as slaves and 

their culture was almost erased. With the independence the racism 

remains, population was “divided” between the whites, criollos, meztizos 

and indigenous and adding to them the black slaves and Asians. Each of 

these ethnic groups’ remains separated, with the indigenous trying to find 

their lost culture and going back to their mother languages. Acuña Vigil 

attempt to describe the Peruvian idiosyncrasy “Peruvian people is 

excessively modest and humble and is not the type of humble of 

recognizing their mistakes but the one that makes them insecure, feeling 

inferior and lack of character. That comes from their emotional and mixed 

races and past. The Peruvian personality has strong roots in the XVI and 

XVII centuries due to the independence. With the independence the 

Spanish disappeared but the discrimination remained, creating frustration, 

intolerance and law self esteem.    

We can also say that due to the background Peruvians got used to 
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be always humble and obey orders with fear, but not because they feel it. 

The typical Peruvian can handle everything more than anybody but is also 

suspicious and pretender. A popular quote is that the worse enemy for a 

Peruvian is always another Peruvian. The distrust is predominant due to 

the culture of non fair promotions (with help of relatives or friends). 

Peruvians are afraid of changes, afraid of succeed, due to the historical 

events until now everything that “seems too good to be true” especially if 

comes from the government, is not perceived as good to do it.   

Many people try always to find opportunities outside the country, 

(even if they are going to do the same things as at home) but just because 

they do not trust in their country anymore. If they do not trust in the 

country it is difficult to ask Peruvians from all cities (especially 

indigenous people or even people that were “discriminated” for their 

ancestors) to trust in their authorities when they only want to live their life 

or move out from the country. 

The previous explanation will allow the reader in a way, to 

understand the especial situation of Peru as a culture, as a nation, as a 

society. It is also true that not all Peruvians are the same, but we can 

denied that a big segment of the population share these. With the typical 

Peruvian way of thinking we can have an idea of how they will react to i.e. 

e-government. The fact that it is a developing country with all the 

peculiarities above mention, we want to show the development of the e-
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government in the country and its difficulties. The gap between the 

connected regions and the far ones are huge. But, is not all about 

infrastructural, is not all about having good connections, it is also about 

the response by the citizens. Citizens in places far from the capital (or 

sometimes in rural areas near the capital) are not aware of the 

government’s work. They will think that unless they have enough money 

day by day to support their families they do not care. This attitude shows a 

bit of the socio-cultural issues we mentioned before.   

3.2. E-government in Peru 

3.2.1. Chronology of E-government 

In the beginning of 1990 and with a catastrophically economical 

situation the government created the National Institute of Statistics and 

Informatics with a D.Leg. No, 604. 

During the period from 1994 to 2000 many new laws were 

adopted among which is the Law No 27310 that created the Certificates 

and digital signatures. This Law is one of the most important for this 

research. In this period of time Peru faced many difficulties including 

terrorism. 

In the beginning of 2001 a website “El Portal del Estado Peruano” 

(in English "the Website of the Peruvian Government") was established. 

This website will be designated to allow the citizens to interact with the 

government in the future. D. Supremo No. 060-2001-PCM. 
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The years 2002 and 2003 were highly significant for Peru because 

of the modernization of the government. The purpose of the 

modernization was to make the government closer to the citizens and the 

ICT had an essential role in achieving this goal. The first goal was to 

modernize the government institutions, improving the working conditions 

related to the hardware. Another goal was create a government that can 

provide better services to the citizens. Other important goal was the 

transparency in the government work, allowing the citizens to have access 

to the government information online.  

The e-government in Peru was created in February 2002 in the 

National Institute of Statistics and Informatics. It started as an idea during 

the period of government modernization. During this time the ONGEI was 

created with IDB help in order to improve the processes within the 

government. 

In 2003, according to the laws D.S. No 066-2003-PCM and DS 

No 067-2003-PCM the Prime Minister Bureau was in charge of 

development of the informatics activities in the Public Administration 

System throughout the ONGEI which coordinated, integrated and 

promoted the process. It was planned that promotion of the ICT's use 

would improve the chances to modernize and develop the government. 

The use of the ICTs was focused on the increasing the efficiency and 
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efficacy of the public services, transparency in the government and the 

citizens’ participation. (ONGEI website). 

We can say that the period between 2003 and 2006 was the truly 

first stage in the e-government implementation, started with the use of the 

ISO 9000 family standards related to quality, software protection laws, etc. 

During 2006 the Peruvian government created the “Agenda 

Digital Peruana” or Peruvian Digital Agenda and the Information 

Development Plan. This document contains the goals and strategies of 

how to develop the ICT in the society in different sectors, infrastructure, 

social programs and international relations. A committee was established 

to create this agenda. This committee is composed of 87 organizations 

(public and private) and 207 specialists in the field at that time. This 

agenda faced the lack of standardization in the procedures within the 

government, lack of knowledge within the government and reach the 

international standards. The principal goal was to create online services to 

help citizens. 

From 2006 the ONGEI tried to integrate the public institutions 

altogether in order to implement public services that connect more than 

one agency. With this step the public administration will improve. This 

stage is called by the government as the second stage. During this step the 

e-government was adopted little by little by some municipalities and 

regional authorities.  
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The third stage takes place from 2009 until now, this stage is also 

known as Interoperability stage. Interoperability site means the creation of 

a web site where the public agencies can share information related to 

citizens, and where citizens can access to all the public agencies in one 

web site. For example, now the first service, “the corporate constitution in 

72 hours” is established; in this process 5 public agencies work together 

having a great success in the capital and in the coast of the country where 

is being implemented. Now the most important project is the 

implementation of the Optical fiber that will allow the government to 

connect inaccessible areas 

This chronological information gives us a background on the e-

government implementation. Many difficulties occur while starting the 

process of implementation. It is also important to say that with each 

government change, the importance of the e-government implementation 

also changes.  

3.2.2 United Nations’ Rankings of E-government  

This section will review the United Nations E-government 

database (related to e-government) and will analyze the development of 

Peru’s E-government numbers in the reports. 

First, according to the UN website “The United Nations E-

Government Development Database (UNeGovDD) is a benchmarking 
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tool that provides a comparative assessment for monitoring progress of a 

country’s E-Government Development from 2003 to 2012. As such it 

provides an interactive snapshot picture of a country’s E-Government 

Development in the world. 

The primary source of data for the e-Government Development 

Database comes from the United Nations Global E-Readiness Reports and 

Survey.” (http://unpan3.un.org/egovkb/about/index.htm) 

“The Global E-Government Development Reports and Survey 

present a systemic assessment of how governments use Information and 

Communications Technology (ICT) to provide access and inclusion for all. 

Each Survey offers insights into the different strategies and common 

themes in e-government development among regions and across them. By 

studying broad patterns of e-government use, it identifies countries, which 

have taken a leadership role in promoting E-Government Development 

and those where the potential of ICT for development has not yet been 

exploited. 

The Surveys aims to inform and improve the understanding of 

policy makers' choices in their e-government program undertakings. It is a 

useful tool for government officials, researchers, and the representatives 

of civil society and the private sector to gain a deeper understanding of 

the relative position of a country vis-à-vis the rest of the world economies. 

In this way the Survey rankings hope to contribute to the e-government 



- 35 - 

 

efforts of the Member States as they move to provide access-for-all.” 

(http://unpan3.un.org/egovkb/global_reports/index.htm) 

 In this matter, we will compare the e-readiness ranking over the 

years to show the change of Peru’s e-government implementation from 

the UN perspective.  
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Table 1 E-government Readiness Rankings in South and 
Central America 

E-government 
Readiness Index  
Source: UN reports 2003, 2004, 2005, 2008, 2010 and 2012 

Country Global Ranking 

 2003 2004 2005 2008 2010 2012 

Chile 22 22 22 40 34 39 

México 30 30 31 37 56 55 

Argentina 31 32 34 39 48 56 

Brazil 41 35 33 45 61 59 

Uruguay 47 40 49 48 36 50 

Peru 53 53 56 55 63 82 

Colombia 57 44 54 52 31 43 

Panama 62 54 64 83 79 66 

Costa Rica 66 73 70 59 71 77 

Belize 71 76 97 107 120 124 

Guyana 72 71 89 97 106 109 

Paraguay 75 102 107 88 101 104 

Bolivia  78 88 85 72 98 106 

El Salvador 80 79 78 67 73 74 

Ecuador 85 82 92 75 95 102 

Venezuela 93 56 55 62 70 71 

Guatemala 109 111 100 99 112 112 

Nicaragua 112 121 113 117 118 130 

Honduras 124 113 115 110 107 117 
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Table 1 indicates the ranking of the South and Central America in 

e-readiness. This e-readiness is measure by the UN taking into 

consideration three factors: website assessment, telecommunication 

infrastructure and human resource endowment.  

According to the UN 2003 report, website assessment is “the 

generic aptitude of governments to employ e-government as a tool to 

inform, interact, transact and network.” At the same time this factor has 5 

ways to be measured: emerging presence, enhanced presence, interactive 

presence, transactional presence and networked presence. It is also 

important to take into consideration that “Countries are scored on the 

basis of whether they provide specific products and services. The model, 

by design, does not attempt to measure the quality of those products or 

services provided by the government, thus setting it apart from other 

models/surveys that combine access to, and delivery of, services/products, 

as well as quality measurements, all in one indicator”. 

Telecommunication infrastructure is related to “weighted average 

index of six primary indices, based on basic infrastructural indicators that 

define a country’s ICT infrastructure capacity. These are: PCs/1,000 

persons; Internet users/1,000 persons; Telephone Lines/1,000 persons; 

On-line population/1,000 persons; Mobile phones/1,000 persons; and 

TVs/1,000 persons.” (UN e-government survey 2003)To easy understand 
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this indicator measures the infrastructure that can be use to connect people 

with each other within a country.  

Human Capital Index, the third factor, “adult literacy rate and the 

combined primary, secondary and tertiary gross enrolment ratio, with two 

thirds of the weight given to adult literacy and one third to the gross 

enrolment ratio.” (UN e-government survey 2003). 

With these three factors the UN elaborate a ranking almost every 

year. In table 1 it can be seen the evolution or not evolution of the South 

and Central American countries. The number in the ranking is related to 

the position each country has within the 190 countries participants. 

If we take a look at the table 1, in 2003 Peru was on the 53-rd 

place in the ranking. With the years passing the change in the ranking 

position is noticeable, i.e. many of the South and Central American 

countries improved their positions, and Peru on the contrary worsened. 

The fact of losing 29 positions in 9 years is concerning, especially when 

those 9 years should help to improve conditions that were there in 2003.  

According of the UN, “South and Central America enjoys a 

higher level of per capita income, human development and the basic 

infrastructure required for e-government development than some other 

developing regions of the world. This is reflected in a higher than world 

average for many of its countries such as Chile (0.671), Mexico (0.593), 
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Argentina (0.577), Brazil (0.527), Uruguay (0.507), Peru (0.463) and 

Colombia (0.443), among others” (UN E-government survey 2003 p. 36) 

The previous statement made by the UN in 2003 gave a good start 

to the countries in the e-government implementation. But, 9 years later 

and taking into consideration the other South and Central American 

countries’ positions, many questions appeared, e.g. why Peru decreased so 

much in the ranking? Is there any reason in particular? These questions 

and others were asked to the government officials by the media and the 

answer was always the same “the government in Peru has many barriers to 

overcome”.  

No doubt it is true that the countries face difficulties, barriers and 

challenges. But, are those barriers that affect to Peru different from the 

ones that affect other South and Central American countries? This 

question appeared because of the common background the countries share 

and the differences in the ranking that exist. During our way of looking 

for answers we came across with a simple and yet complex answer by the 

government “Social Barriers”.  

What to understand under “Social Barriers” is a key point for us. 

As we remember from the previous chapter, Social Barriers are slightly 

considered as a Barrier for the e-government implementation in 

developing countries more than in developed ones. But, what are the 

factors that make Peruvian government to separate the “Social” barriers 
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from the others? Are the infrastructural or economical barriers no longer 

socially related? It is well known that every barrier carry out their social 

component. So what are the factors that make Social barriers in Peru so 

special? Are they significant enough to be considered as important 

barriers for the e-government implementation? Those questions will try to 

be answer in the next chapter. 
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Chapter IV.  Methodology 

 This chapter presents the research instruments and methodology 

utilized in the present study. It is good to mention at this stage that the 

purpose of the present study is to explore and determine what are the most 

significant barriers that undermine the e-government development in Peru 

and what are the “social barriers” in Peru. And what are the factors that 

compose the Social Barriers and their importance. A qualitative inductive 

approach was used to give consideration to the following research 

questions: 

· What are the main and most important barriers to the 

implementation of the e-government? 

· What are the most significant barriers for the 

implementation of the e-government in Peru? 

· Are the “social barriers” a determining factor in the 

implementation of e-government in Peru? 

This research design employed different ways of collecting data. 

First, the researcher conducted an interview with the Chief Director of the 

Peruvian organization in charge of the e-government implementation and 

development. Due to his position it is the most accurate source to help 

answer the questions. In addition, this research design included a review 

of different interviews over time with the formers Chief Director of the 
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ONGEI and studies related to the topic. With the data and documents we 

will analyze the change/improvement of the possible barriers in the 

implementation of the e-government according to the government data 

and independent data. 

The interviewee and the other interviews available are from 

people with expertise in the field and also because they are the only one 

that talk about e-government’s social barriers in Peru.  

1. Chief Director of the ONGEI Peru, in order to provide more 

accurate information related to the topic and e-government in general; 

2. Former Chief Directors of the ONGEI Peru that provided 

information and details about the social barriers during their period of 

work. 

Data for this study were generated from a variety of sources: 

interview, secondary data (interviews available online), and document 

review. Given the complex environment of the distance the sources for 

data collection were varied and multidimensional. We have to point out 

that the interview was not conducted by the researcher herself so it was 

impossible to measure reactions of the interviewees. 

4.1. Interview  

The interview with the Chief of the ONGEI-Peru was conducted 

with open-ended questions (Appendix A). The researcher elaborated the 

questions having the topic in mind and trying to find an answer to the 
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research questions. The criteria for the selection of the interviewee were 

knowledge about the topic and current position. The interviewee is the 

Chief of the organization in charge of the e-government in Peru - ONGEI. 

Due to the difficulties with the replying time the interview was 

carried on in Peru, tape recorded and sent to the researcher by a third 

person. The questions for the interview were planned in advance and sent 

to the interviewee in January. Due to busy schedule the interviewee 

conducted the interview in March. During the e-mail communication the 

interviewee was informed about the research’s topic, the purpose, and the 

time schedule.  

Only one face-to-face interview was able to be conducted. Despite 

the fact that it was impossible to collect more and in order to find more 

information about the topic we utilized previous interviews with the 

former Chiefs of the ONGEI in the media. The data and information 

allows us to compare, in a certain way, the different actions taken by the 

government regarding the social barriers. 
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Chapter V. Research Findings 

5.1. Introduction 

The purpose of this study was to explore the topic of the e-

government in Peru, more specifically the barriers that affect the 

implementation within the country. While writing this thesis the attention 

of the researcher was caught by many barriers and cases mostly related to 

the “developed countries barriers”.  

The ONGEI mention in its website and many interviews that the 

“Social Barrier” is a big difficulty for the e-government implementation. 

These statements provided many questions and the desire to find out how 

big is that impact and what factors have to be considered “social”. 

The following research question guided the data collection:  

Are the “social barriers” a determinant factor in the 

implementation of e-government in Peru? 

5.2. Analysis of the Question 

Before we start our discussion it is important to mention that the 

answers to the question may or may not be entirely satisfactory. Many of 

them can be found in governmental documents with no news to provide. 

Despite this fact and with the purpose of comparing the inside and outside 

information, we will provide some research made by different authors.  
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Social Barriers for the Implementation of the E-

government in Peru 

The most significant part of the interview was related to the 

barriers of the Peruvian e-government. The interviewee explained that 

“the most important barriers Peru experiences are Infrastructural, 

economical, lack of political support, inter organizational and social”.  

The meaning of each of them is well-known but our goal was to 

understand the Social barriers from the government perspective “we call 

them social barriers for the e-government implementation the lack of 

extension to connect the ICT especially Internet, lack of communication 

systems in big parts of our country, lack of desire and knowledge to utilize 

the Internet more than just for entertainment and publicity, distrust in the 

online transactions, lack of knowledge about e-government, cultural 

issues related to literacy, ethnicity and unwillingness to change, and also 

poverty.”  

The first part of the answer led us to think that it will be related to 

structural barriers more than social but as the interviewee mentioned the 

government classifies them in this way. The second point about the lack 

of communication system in big parts of the country can be supported by 

a table produced by the INEI. 

Figure 1 shows the interviewee’s answer in graphics. This data is 

related to the Peruvian families with access to ICT services and 
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communication systems such as cable TV, computer and Internet from 

2005 to 2010 in three areas: Lima (capital), urban and rural areas. We can 

determine the huge disparity between the three areas in the table, even 

though there was an increase in 2010. The gap between the access in the 

capital city and in the rural area is more than 40% in Internet, 30% in 

computer and cable TV.  

Figure 1: Peru, ICT access at home: cable TV, Computer and 

Internet by geographic regions 2005-2010 (percentage)  

 

Source: INEI-ENAHO: 2005-2010 
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This figure allows us to see one of the issues pointed by the 

interviewees “lack of communication systems in big parts of our country”. 

It is important to say that this problem is not exclusive of Peru but the 

research is about Peru.  Since the information is governmental it will be 

significant to find what the civil society’s opinion is. Rafael Sanchez 

Montoya General Deputy of the Redespecial Foundation in Spain says 

“According to the Economic Commission for Latin America (ECLA) 

estimate that in the Latin and Central American countries the gap within 

the countries is bigger than the gap with other countries. The lack of ICT 

access in places that are not the capital is devastating, for example in Peru 

the gap between the access to Internet between the capital and the rural 

areas is tremendous. Ferrari Uliana says that a priori trying to relate e-

government with a rural area sounds useless. If we think about a rural area 

in Peru with 46% of the population without electricity, 23% without water, 

62% without  sanitation system and with 42% of illiteracy in women how 

can we think about e-government? 

It is important to accept the disparities in a nation that is well 

known for that. But is that enough? There is no possibility for the rural 

areas? We do not think so and sure either the government. For that many 

programs are ready to try to connect the rural areas with the ICT and give 

them the access to e-government. That is a point of view that will be 

discussed later but for now let us keep analyzing the answers. 
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Another part of the answer was “lack of desire and knowledge to 

utilize the Internet more than just for entertainment and publicity”. 

According to the governmental sources this is a big issue that is 

addressing special place in the Agenda Digital Peruana 2.0 created by the 

ONGEI. In this agenda the government proposes several strategies in 

order to overcome this issue. The agenda was realized in 2011 and with 

the new government more strategies will be adopted. But, to what extent 

does the population utilize Internet in Peru? According to Ferrari Uliana, 

despite the fact that there is low Internet penetration in the rural areas, 

Peru shows a high percentage of people utilizing Internet. The 29.5% of 

the population utilize Internet from any place (e.g. home, Internet café, 

work, university, etc.); in rural areas it is about 9.8% of the population (6 

years and more). In terms of homes the 42.4% of the families in Peru have 

at least one of the family members utilizing Internet in cafes, and in the 

rural areas the percentage is 21.1%. 
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Figure 2:  Online monthly Internet time-consuming  

    Hours 

   

 

Population 15+ that access to internet from home or work place 

Source: comScore Media Metrix 

According to Montoya from Country Management Peru, in figure 

2 we can see that in January 2012 Peru increased the Internet use to 26.5 

hours per person being second right after Brazil. With Internet used 

basically for social interaction Peru has an average use of Internet higher 

than the average in the region and worldwide.  
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According to Merino, Peru have 35% of citizens utilizing Internet 

more than Mexico with 31% and China with 34%. In similar way 

Albornoz says that Peru is the country with more citizens utilizing Internet 

in the Andean region but Venezuela is the country with biggest amount of 

PCs at home.  

It is quite interesting to see that even if Peru does not have the 

highest ranking in computers at home or even Internet at home, the 

population knows how to utilize it. The majority is used for relaxation, 

information and no more than that. We can say that it is pretty clear that 

they are still steps behind, but with the right policies the situation will get 

better. 

The next part of the answer was “distrust in the online 

transactions”. We will find that the distrust does not only involve money 

issues, but also security ones. It is understandable that people get scared 

while utilizing Internet to buy things, especially when the transactions are 

not secure enough. But, in the e-government matter the population is even 

more afraid. According to the governmental sources, “the e-government in 

Peru is making stronger the policies to regulate security and transparency 

in the e-government. The perception of security among the citizens is 

“medium” or even “low” which shows us the lack of trust in the 

government activities”.  
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As Alba, Cotos, Porras, Puertas and Ramirez said “the Peruvian e-

government has a good potential to overcome the problems in the 

relationship between the government and the citizens; but, it also can be 

considered as a challenge. Citizens do not trust in the government, in 

Latin America were corruption and use of the private information. If the 

government wants to implement successfully the e-government security in 

them and in the transaction must be warranted”  

According to Albornoz and Rivero, “to make the things easy in 

the e-government the security for the privacy of the citizens must be 

warranted. It is not just about making good websites but also having the 

right policies that make the citizens trust in them”. In Spain Montana 

Mercha, Director of the Electronic Projects Administration in the Ministry 

of Home Affairs and Public Administration says “in Spain we worked 

with the citizens in such strong key points like information about the 

governmental work, trust in the online transactions and services quality”. 

Gaspar Tarte, former Panama’s minister expressed his opinion about it too 

“The development of Korean e-government is really linked to the citizen 

trust. Asians are different from the Latin Americans that never trust 

between each other”. 

It is real that the trust and security go together and can be huge 

obstacles for the developing of any kind of governmental policy, but even 

more when is related to the Internet use. Despite that it is important to 
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realize that Peru has the opportunity to overcome that issue like Spain or 

South Korea. 

In the next section of the answer we had “lack of knowledge about 

e-government”. What exactly do they mean?  According to the 

governmental sources “people in different areas do not know about the e-

government implementation. Sometimes even within the capital not all the 

citizens are aware of the new advances. With a small organization in 

charge of the promotion and implementation there is no policy that makes 

us promote the e-government in mass media. The population does not 

know that many of the procedures that they are doing have a better and 

easy way to be done”.    

Alba, Cotos, Porras, Puertas and Ramírez said “the digital gap is 

exactly this case; it doesn’t matter if the government has the best 

technology and the best ideas but if the citizens are not aware of them and 

they do not participate we have nothing”. 

In 2010, Uruguay created a program that can be really helpful in 

this and more cases “Programa de Alfabetizacion Digital” or “Digital 

Alphabetization Program”. This program was created to “allow citizens to 

know and enjoy the ICT benefits, overcoming knowledge barriers and 

fears to utilize them.” This plan was establish by the Ministry of 

Education and intent to promote the digital alphabetization across the 

country in order to reduce the digital gap. This plan is really important and 
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many other countries are implementing it. In Peru some similar plans are 

started to be implemented but not in a national way. Some municipalities 

are starting to create their own program to make their citizens have better 

knowledge about their innovations. But as we think, this type of programs 

must be created in a national way in order to have better support and 

budget. 

About the last part of the answer, “cultural issues related to 

literacy, ethnicity and unwillingness to change”. What do they mean? 

“With cultural issues the government means differences in language and 

in ethnicity and environment can determine the way people reply to the e-

government. In some areas citizens prefer the more “traditional ways” of 

doing things (e.g. paper base) and due to their reluctant behavior to 

change the e-government is not developing in that area”. 

Again it is not a case exclusive of Peru as Rocha Lopez 

mentioned about Mexico “related to the barriers the idiosyncrasy of 

people plays a big role because they do not believe in things if they are 

not in traditional ways like paper”. 

In “Plan Nacional de Alfabetización Digital” in Uruguay is 

required for teachers “to know the traditions, values, fears and 

idiosyncrasy of the place they will teach in order to have a better 

understanding with the citizens and reach the goal”.  
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It is clear that almost all Latin American countries have different 

ethnicities and idiosyncrasy within one nation but it is also important to 

notice that many countries are way ahead in this challenge. It is a problem, 

yes it is, but it is also possible to change if the government orients the e-

government to citizens needs more than government needs.  

Having now identified the factors that make Peruvian government 

consider “Social Barriers” as a separate barrier, let us find what they are 

doing to overcome them. 

With the increase of the consumption of mobile phones, the 

Peruvian government is launching the text messages services. “Thanks to 

the South Korean cooperation in the field the government wants to 

implement the text messages service to provide important information. 

For instance, in South Korea’s case the hospitals send text messages to 

the mobile phones of the patients to remind them of their appointment. 

Also citizens can receive their results to any kind of test they had. For this 

new system a technological support is needed and the government is 

working on that”. 

Figure 3 is completely in Spanish but for the better understanding 

it will be briefly explained in English. The Table shows the percentage of 

the families in Peru with access to ICT and communication systems: 

phone, mobile phones, cable TV, computer and Internet from 2004 to 

2010 (in order of colors). We can see that meanwhile the communication 
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systems such as cable TV, computer, Internet and phone experienced a 

small increase (except for home phone that decrease in 2010) the mobile 

phones (red one) experienced a rapid increase. Because of that the 

government needs to utilize what they have the most, mobile phones and 

try to connect the e-government through them. 

Figure 3: Peru: Access to ICT at home: Phone, mobile 

phones, Cable TV, Computer and Internet, 2004-2010 

(percentage) 

Source: INEI-ENAHO  
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During this chapter we wanted to compare the answers from the 

interviewees with the data from different sources. In order to get less 

government bias information we collected information from different 

Peruvian and Latin American sources related to the topic. It is really 

important to realize that problems exist in any country and, in the specific 

case of Peru even more. But that being said, Peru also has the conditions 

to improve dramatically it current situation.  As we saw with the figures 

show above, Peruvian citizens in cities are more than aware of the use of 

internet. With that base many things can be done by the government 

without forgetting about the rural areas and Andean and Amazonian. 

According to the latest news the Peruvian government is working 

closely with Latin American countries to develop the optical fiber. With a 

right work and policies the optical fiber can connect much more places 

than now, and with that the implementation of the e-government will be 

improve in Peru. 
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Chapter VI. Conclusion, 

Recommendations and Limitations 

6.1. Conclusion 

The purpose of this study was to find out the challenges to the e-

government implementation in Peru, exploring the existing challenges or 

barriers that are common to all countries, but focusing more on analysis of 

the concept of “social Barriers” in Peruvian e-government. The goal was 

to find out the factors that make the government has a separate “Social 

Barriers” from others and if they are significant enough to be considered 

as a barrier. 

Based on the analysis of the information and interview conducted 

during the writing of present paper, it is important to point out the 

improvement in the implementation of the e-government in Peru since 

2003. Despite that, the barriers are still present in the country which might 

compromise all the efforts to improve the condition. 

But our main goal was to answer the question about the Social 

Barriers and their factors. For a person reading the barriers to the e-

government implementation in Peru written in governmental sites Social 

Barrier might sound redundant. It can be said that Social is too generic; 

others can argue that economical and infrastructural factors are also social 

barriers, but we found out the factors for isolating Social from the rest.  
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When we mention factors we mean “reasons” for having a 

separate Social Barriers from the others, and for giving this barrier the 

importance and relevance that infrastructural and economical have. 

During the analysis of the information we came across with, in our 

opinion, with 4 most relevant “lack of desire and knowledge to utilize the 

Internet more than just for entertainment and publicity, distrust in the 

online transactions, lack of knowledge about e-government, cultural 

issues related to literacy, ethnicity and unwillingness to change”. The 

reason to just mention 4 out of the 7 is because those 4 reasons can have 

different connotation in each country. Being more specific, poverty, lack 

of infrastructure and illiteracy are common barriers for all developing 

countries. For that reason focusing on these 4 factors gave us the answer 

we want to find. 

In the researcher opinion and after reading all the materials these 

4 factors are important enough to be called a separate barrier. It is true that 

without economical and infrastructure e-government will not exist, but 

without overcoming these 4 factors even with the best infrastructure e-

government will not succeed.  

It was mentioned before that the extreme circumstances in Peru, 

different regions, geographic complexity and plural ethnicity. Those make 

the government take even more attention and importance to these 4 factors 

that occur in each rural area, ethnic group and geographical position 
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within the country. The importance of these 4 factors is relevant enough to 

put “Social Barrier” in the national agenda as a barrier to be overcome. 

In the researcher opinion the interviewee was not explaining in 

details or even giving his own opinion. From all the interviews reading 

during the elaboration of the present paper, we came across with a 

“governmental opinion”, the interviewees just repeat all the data that it is 

available in the official websites. Due that it is difficult to measure the 

degree of true, but with the existence of a small numbers of studies we 

could contrast them in a way. 

The researcher goal since the beginning was to contrast if the 

social barriers are, as the government say, so important than can justify in 

certain way the slowdown in the e-government implementation.  After 

reading the documents and interviews we can say that it is true that Peru 

experience a really strong Social barrier as any other country. We can also 

say that the case of Peru is unique due to their idiosyncrasy but it is also 

true that, in the researcher opinion is not by any means a barrier than can 

stop the implementation for the e-government. 

In our opinion Social aspects are extremely important in Peru but 

they are being utilized as an excuse to stop any new process. Many 

developed countries around the world experienced in a way and in a 

certain time social barriers as well. Social barriers are important in Peru 

but not exclusively from Peru. The key to the social barriers is how the 
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government tries to overcome them in order to implement e-government. 

If we always excuse the slowdown of the implementation in social 

barriers and never do that to overcome them they stop being just social 

barriers. The government at this point is just justifying their own lack of 

interest. As professor Enrique Vasquez said the government is more 

interested in grow the macroeconomic numbers than solving any other 

problem. Not all the population feels that we are improving with 

macroeconomic numbers the poor and the ones that live far from the 

capital are the one that need to be considered. 

If we take that quote we can simply say that at this point the 

government is more interested in growing the outside part than the inside 

part of the country. We do not deny that the ONGEI have the desire to do 

something but with lack of support from the government there is almost 

nothing they can do.     

Peru is a developing country, it is true. Peru has many social 

problems it is true but, it is not an excuse. We can say that we found the 

answer to our question and it is true that they are relevant enough to be 

called separate Social Barriers, and this barrier is making difficult the 

successful implementation of e-government in Peru. As was said, we also 

know that Peru has the tools to overcome it is just matter of truly desire. 
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6.2. Recommendations 

In order to have a successful e-government implementation in 

Peru the social factor must have the government attention. It is time for 

the government to orient the new policies to teach the citizens, create 

policies that include them in the governmental websites development. It 

was mentioned before the case of the National Plan of Digital 

Alphabetization in Uruguay, Peru need to create a plan that will be led by 

the government instead of the municipalities. Finding support and 

experience from countries from the same region that have similarities with 

the country in order to improve the citizens’ knowledge. 

Delimitation in the roles and work to do is need it, especially in 

the municipalities in rural areas, with them the government working with 

municipalities in these areas the citizens in those areas will be reached 

faster and better. 

The municipalities in the highlands and in the Amazonian should 

improve their systems and in coordination with the government create a 

citizens involvement in the implementation. For instance it is important 

than the government encourage in the Agenda 2.0 or in the National 

Agenda the participation of the civil society, private business and even 

schools everywhere within the country. With the participation of the civil 
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society and schools we can reach majority of young population and 

increase their knowledge and skills. 

Another way might be encourage the citizens to interact and give 

opinion and ideas to make the public services better and faster they will 

feel motivated to utilize e-government. Always trying to focus on what the 

citizens need more than what the government needs. Also promote the e-

government in social media will increase the participation of citizens 

(according to data Peruvian citizens spend more time in social media 

online). 

It is imperative to create a law that protects the privacy and ensure 

trust in the online transactions. If citizens do not feel that the government 

is investing in protection them they will prefer not to get involved in 

online procedures. The Congress is working on all type of legislation but 

perhaps it is time to work with the private sector in order to get more 

resources and support. 

Promoting the e-government with campaigns that can be taking to 

every part in the country no matter if it is far or close. Utilizing mass 

media in places that are far from cities will increase citizens’ curiosity 

about e-government. Public agencies have a low reputation within the 

country (due to the slow and tedious process) perhaps working with the 

public agencies would be better. Encourage citizens to stop losing time 

and money going to the public agencies (to do things that can be done 
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online) and that the procedures will be faster will improve also the 

perception about public services.  

Related to the idiosyncrasy, cultural and ethnic issues, perhaps 

understanding that not all the populations are Spanish speaker will be a 

good start. Having the web sites in at least one more language will make 

things easier. For instance if a plan for alphabetization is created the 

people in charge of teach ICT use and e-government should understand 

and respect the local values (that sometimes might not be the same as in 

the cities). In order to unify a nation we can utilize the e-government 

specially showing the benefits that the citizens can get.   

If the E-government is implemented successfully and the citizens 

have the basic notion of what to utilize for their benefits many things can 

be done and the country can grow faster and better, especially the growth 

can be felt not only by the capital or coast cities but also by the entire 

nation. 

6.3. Limitations  

During the present work many limitations exist, the biggest one is 

the lack of access to the interviewees due to the distance and difficulties 

with the cooperation within the government agencies. It was problematic 

to even contact them for information, in many cases calls were not answer 

at all. Information was also another week point. In Peru there is not much 
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information contrasting governmental information about e-government. 

All the information available utilizes the government data leaving this 

research with a lack of Peruvian authors. It is important to say that many 

efforts were made to make this thesis work. As this research relies on the 

small samples, we should be careful in generalizing the findings of this 

research. Another limitation was the lack of information in English (all the 

information available was in Spanish) that make it difficult to translate.  

6.4. Further Study 

The road ahead in this field of e-government limitations in 

developing countries is still large. The researches concerning the Social 

barriers in developing and South American countries are small compared 

with the rest of barriers. The availability of comparatives studies related to 

social barriers in Peru is almost none. In the specific case of Peru there is 

not much of research related to the e-government barriers, hopefully, with 

the time and promotion of the e-government within the country, more 

thesis or books should be written. 

Finally, the present study probably does not satisfy the reader’s 

desire. However the lack of availability of people for interview and data 

collection was a downside. 
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Appendix  

 
Translation of the Interview conducted with Chief of the ONGEI-Peru 

 

1. When does the e-government start in Peru? 

The e-government in Peru “was born” in February 2002 in the 

National Institute of Statistics and Informatics as an idea during the period 

of government modernization. At this point the National Office of E-

government and Informatics was created with the help of the Inter-

American Development Bank (IDB) to improve the processes within the 

government. 

2. How was implemented the e-government during the years? 

First stage: 2003-2006 we started with the use of the ISO 9000 

family of quality, software protection laws, etc. 

Second stage: from 2006 we tried to integrate the public 

institutions together in order to implement public services that connect 

more than one agency. 

Third stage: 2009-until now, we are in the interoperability stage, 

when we mention one interoperability site we mean one site that allows 

public agencies share data between them looking for a better way of 

service to the citizens that can use this site to access in one time to several 

agencies. For example, now we have implemented the first service “ the 

corporate constitution in 72 hours”, in this process 5 public agencies are 
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included and it is having a great success in the capital and in the coast of 

the country where is being implemented. The goal is to implemented more 

services like this one, and use the mobile messages service but we really 

hope the public agencies ask for it to improve their activities. 

3. During this time which were the biggest challenges to the 

e-government implementation? 

The biggest challenge was the political support, the presidents’ 

support, ministers, public agencies that didn’t know about it, lack of 

budget, and lack of desire to learn new things. 

4. Which were the barriers to the implementation of the e-

government during the time and how many of them are still now? 

Political support, lack of budget, infrastructure, legal, when we 

mention legal we mean that we have to fight against laws that are 

restricting the use of e-government in a way, so we lose time, we have to 

coordinate with the congress, tried to explain them why we need to 

change, that takes time. By now we still have the same barriers; we need 

to work more with the municipalities and regional authorities to reduce 

the cost of implementation and the help we need to improve the condition 

in places with difficult access. For example before if the private company 

wanted to install their products the municipal and regional authorities ask 

high prices and demand studies that help to prevent the contamination of 

the environment and so far taking maybe 2 years or more to just try to 
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implement bands that help to connect cities (talking about ICT) we need 

to make them understand the needs of the people and how important is 

being connected for them. 

5. How did you overcome the barriers? 

The barriers are being overcoming with the help of the new 

president, with his support we are starting to have more support from the 

political area and now trying to be more included into the Finance 

minister budget. 

6. Can we say that the G2B is more successful than the G2C? 

We think both are successful but this office is more oriented to the 

G2C than the G2B, in the G2B we have the single window as a success 

project helping the micro, small and big business with import and export. 

But in the G2C we have a site with more than 35.000 procedures and 330 

public services online like obtain the ID and so far. Our biggest challenge 

is take all of this more than just to the capital or coast region of the 

country but to the highlands an Amazonian too. 

7. What can be considering as the biggest achievement of 

the e-government in Peru so far? 

The interoperability site and the corporate constitution in 72 hours 

can be considering our biggest achieve. Another is that now the 

universities are starting to implement masters or special courses about e-

government. 
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8. Is there publicity about the e-government in different 

media? 

Yes on social media like facebook, we organize special seminars 

and international events. 

9. How much does the Peruvian government invested so far?  

Our budget is really limited, for example in this 10 years we 

spend 15 millions of dollars, our budget of last year was 1.5 million and 

we have to say is because the high authorities doesn’t take serious the 

necessity of implementation of the e-government. 

10. Do we have international help? From which countries?  

In all the areas especially in public services we had help of South 

Korea, USA, AEO, Chile etc 

11. What do you mean by Social barriers to the 

implementation of the e-government? 

For example, is not useful and not good at all having 

infrastructure and money if we don’t educate the citizens or they don’t 

have access to Internet, because of that we are working in the broadband 

implementation. For example we are in the 46 place out of 190 countries 

about implementing public services online but we are 90 out 190 in 

citizens’ knowledge and 100 out of 190 in infrastructure. The ICT 

technologies are most develop in the coast than in the highlands and 

jungle regions. 
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12. How many this social barriers affected the implementation? 

Well negative because we can’t access to all the citizens that need 

the ICTs 
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국  

 

자 부 책  집행  도 : 

페루  사 를 심  
 

ESPINOZA PRADO Regina Paola 

행 학원 행 학 공 

울 학  

 지난 20 여 간 자 부에 한 연구  그 공 인 집행에 한 

연구가 많이 행 어 고 그에 한 보도 많이 축 었다. 

그러나 이러한 연구들  부분 진국  심  한 논 며 

라  많  연구들이 진국  경험에만 국한 었다. 한편 지난 

10 간  다른 학자들  개 도상국  자 부사업에 한 

연구를 통해 개도국  경험  진국과 하는 연구를 행하 다.  

 

그러나 이러한 연구들  부분 연구  책 안  통해  진국  

공 인 경험  개 도상국에 용하는 법에 해 견하고자 

노 하 다. 일부는 진국  경험  같이 라가면 

개 도상국에  자 부 집행이 공할 것이라고 주장하 다. 

면에 회 인 학자들  진국  경험  용하는 것  

불가능하며 심지어 개도국에  자 부사업  실패할 것이라고 

지 하 도 하 다. 
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하지만 다  연구들  진국과 개 도상국 사이  차이를 

간과하 다. 그러한 연구들  국가들 사이에 존재하는 공통 인 

에만  맞추었다. 하지만 잘 알다시피 진국과 

개 도상국  많  면에  차이가 있다. 구조 인 , 경 인 

, 통계 인  뿐만 아니라 , 사회 , 지리 인 들도 

다르다. 

이러한 경에  본 연구는 페루  자 부사업 집행에  “사회  

장벽”이 결 인 요인  작용하 는지 여부에 해 연구하 다. 

이러한 연구 를 탐색하  하여 첫째, 자 부 집행에  

“공통 인 장벽” 이 엇인지를 분 하 다. 째, 구체  

개 도상국에만 용 는 이 장벽이 엇인지 논 하 다. 

째, 페루  자 부 사업에  가 는 사회  장벽에 해 

분 하고 그것이 집행에 말  어떤 를 야 하는지를 

살펴보았다. 

 

이를 해 본 연구는 인 뷰를 행하여 부  시민사회 역  

계자들 부  자료  보를 집하 다. 양 , 질  보를 

분 한 에 르면, 자 부사업에  사회 인 면  요  

견하 고, 이것이 페루  경험에  인한 모든 장벽 속에 

내포 어 있  견하 다. “사회  장벽”이 존재하는 이 에 해 

인 뷰를 통해 분 하 고 각  통해 보한 자료  

하 다. 다만 이러한 연구결과를 일 할  있  것인지에 

해 는 주 가 필요하다. 

 

끝  페루  자 부 집행이 공하  해  시민들과 이에 

한 보를 강 하는 등  책이 필요하다는 것  안하 다. 

앞 도  페루  자 부사업에 한 보다 많  후속연구가 

필요할 것이다.  

주요어: 자 부, 집행, 사회  장벽, 페루 

학번: 2011-24162 
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