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ABSTRACT

Several benefits have been attributed to E-government, including the potential to promote
independence and belongingness for persons with disabilities (PWD) by enhancing
participatory and inclusive governance. Hitherto, government services that required several
and long journeys followed by long queues waiting for service at government offices can now
be accessed online irrespective of the geographical location via E-government services. As a
result, developing countries like Ghana continue to commit resources to the implementation
of E-government to harness the associated benefits. Accessibility has been acknowledged, by
both practitioners and those in academia, as a key consideration to prevent disparities among
citizens which may put PWD at risk of exclusion. However, providing solutions to accessibility
challenges for PWD has consistently proven difficult in most E-government implementation
projects in developing countries. Therefore, this study investigates the accessibility of E-
government services for PWD in Ghana with the aim of identifying how key E-government
stakeholders perceive accessibility and the contextual drivers that lead to the exclusion of
PWD in the development of E-government services. Also, this study seeks to understand if
and how these stakeholders and contextual drivers reinforce the exclusionary process. The
study employed an interpretive, inductive approach, with sensitising concepts from E-
government accessibility literature, and the social exclusion framework. Multiple data
collection methods were used, namely; observations as a preliminary step to obtaining a better
understanding of how the visually impaired use ICTs; interviews as the primary data collection
technique from 37 participants; and document analysis. The study involved 3 groups of
participants: the visually impaired, E-government web developers and government officers.
Data analysis was carried out in two phases- firstly thematic analysis was used to report on
perceptions of government officers and developers on accessibility and the experiences of
PWD. Contextual drivers impeding accessibility and affecting accessibility experience of PWD
were also derived from the thematic analysis. Secondly, E-government and disability policy
documents mentioned in interview discussions were analysed using content analysis. The
findings of the content analysis were used to validate, clarify and to conduct post-interview

checking.



The findings show that government officers and developers play a key role in the development
of E-government services. Whilst Government officers and developers were identified as
powerful agents whose practices determined the accessibility of services that were developed;
PWD were side-lined and not involved in the E-government development project. Also,
perceptions of government officers and developers on accessibility vary from those of PWD.
While government officers and developers believe that with little assistance from third parties
PWD can access E-government services, PWD perceive accessibility should offer them the
independence to retrieve government information and engage in electronic transactions of their
choice. Evidently, accessibility perceptions of E-government implementers differ from that of
PWD.

Further, the findings show that exclusion of PWD from E-government services is as a result
of the intertwining of several contextual drivers, including political, socio-cultural,
technological and personal. Political, socio-cultural and technological drivers influence the
perceptions and practices of government officers and developers and determine their responses
to the accessibility needs of PWD. Personal drivers limit the capabilities of PWD to access E-
government services and impact on their accessibility experiences. Contextual drivers
independently facilitate the exclusion of PWD; however, their interactions with government
officers and developers shape their perceptions and constitute crucial exclusionary forces.
These exclusionary forces when fed into the development of E-government services reinforce
the exclusion of PWD. Given that personal drivers limit the capabilities of PWD, their
inabilities to act as change agents reinforce their exclusion. Moreover, power differentials
among stakeholders play a vital role in the exclusionary process. The study contributes to
better understanding of influences on the E-government development process, how services
become inaccessible and the accessibility challenges PWD face. Practically, the study has
several implications on the development and implementation of E-government services in
developing countries like Ghana. For example, the findings are useful to inform the political
leadership on policies and structures to put in place to enhance the accessibility of E-

government services for PWD.



DEDICATION

To my family:
To William- my husband, soulmate and best friend. Thank you so much for your endless
support, patience and understanding.
To my children Gabriel, Benedict and Milcah- your smiles energise me and make each day

remarkable for me. I love you all.

sk st sfe st sfe sl s st s sk s sk s sk s sk s sk s sk sfe sk soske sk sk

To my late father:

It is unfortunate that you left in the middle of this journey. I miss you every day. Your

words of wisdom continue to inspire me to work hard, be persistent and have self-confidence.

Vi



ACKNOWLEDGEMENTS

There would not be enough space to mention the endless list of those who in diverse ways,
contributed to the success of my PhD studies. My profound gratitude goes to all who sacrificed
time, money and shared thoughts to help accomplish this dream. My utmost appreciation goes

to the Almighty God, for His guidance and provision throughout my years of studies.

I am grateful to my supervisors, Associate Professor Salah Kabanda and Professor Irwin
Brown for painstakingly supervising this thesis. They have been supportive throughout the
research journey. Special thanks to Associate Professor Kabanda for her invaluable support
and mentorship right from the onset of this research. I am eternally appreciative for the
patience, kind-heartedness, constructive suggestions and several lunches in her house that

helped to shape my thoughts and gave meaning to the ideas articulated in this thesis.

To my lovely husband, William Akotam Agangiba and my kids Gabriel, Benedict and Milcah
who endured my long absence from home and sometimes sacrificed family resources to enable
me to complete my studies, I say God bless you, and I love you forever. My heartfelt gratitude
to my parents, Nana Ohene Kontoh of blessed memory and Cecilia Kontoh for their prayers
and for inspiring me all the time to strive for more academic honours. To my wonderful siblings
(Joyce, Prince, Ishmael and Samuel), I say thank you for your tremendous support; I could

not have asked for a better family!

Notable appreciation to the directors of the institutions I liaised with during my research.
Special thanks go to Dr Obeng Asamoah of the Ghana Blind Union, Mrs Doris Ampaw
Ameyaw of Registrar’s General Department, Mrs Linda Tamakole of the Ministry of Local
Government and the staff of the National Information Technology Agency who responded to

my call and provided me with the needed information for the completion of this thesis.

To my colleagues (Computer Science and Engineering Department) and staff of the University
of Mines and Technology, I say thank you for your support. A special mention must be made
of Associate Professor Grace Ofori-Sarpong (a.k.a Home Supervisor), Dr Cynthia Boye, Dr

Richard Amorin, Associate Professor Bernard Kumi-Boateng, Associate Dr Naa Dedei Tagoe,

vii



Dr Yakubu, Professor Anthony Simons and Professor Richard Amankwah for their

inspirations throughout this PhD journey.

To my amazing friends whose support chats, jokes, outings and fun made my journey an
interesting one; I say thank you and God bless you all. Special thanks go to Dr Gordon
Amoako, Dr & Mrs Appiah Mensah, Edina Farai Nyemba, Siti Kabanda, Dr Elizabeth
Wamicha, Mampi Lubasi, Pitso Tsibolane, Meke Kapepo, Ralitsa Debrah, Tejumade
Ogundipe, Jonas Agyepong, Gifty Gyimah, Ada Allotey, Esenam Tagboto, Emmanuel
Nketiah and all the amazing friends I made in UCT along this journey that space would not

permit to mention here, I say God bless you and I appreciate your support.

Finally, I owe debts of gratitude to my funders who supported my research: Schlumberger
Faculty for the Future Fellowship, L’Oréal-UNESCO For Women in Science Fellowship for

Sub-Saharan Africa and the University of Cape Town.

viii



TABLE OF CONTENTS

DECLARATION I
PREFACE II
ABSTRACT 1AY
DEDICATION VI
ACKNOWLEDGEMENTS VII
LIST OF FIGURES XV
LIST OF TABLES XVI
LIST OF ABBREVIATIONS XVII
CHAPTER 1 : INTRODUCTION TO STUDY 1
1.1 Introduction 1
1.2 Background of the study 1
1.3 Problem statement 3
1.4 The context of the research study 5
1.5 E-government in Ghana 8
1.6 Research goal and research questions 10
1.7 Approach to the research 11
1.8 Significance of research 11
1.9 Scope of research 14
1.10  Organisation of the thesis 14
CHAPTER 2 : LITERATURE REVIEW 16
2.1 Introduction 16
2.2 E-government 16
2.2.1 Technological Deterministic Perspective 17
2.2.2 Socio-Technical Perspective 18
2.2.3 Socio-Political Perspective 19

2.3 Classification of E-government 20
2.3.1 Government - to - Citizen E-government (G2C) 20
2.3.2 Government - to - Business E-government (G2B) 22
2.3.3 Government - to - Employee E-government (G2E) 23

iX



2.3.4 Government - to - Government E-government (G2G)

2.4 Maturity of E-government

2.5 Benefits of E-government in Developing Countries
2.5.1 Quality of Service Delivery
2.5.2 Cost Reduction
2.5.3 Transparency, Accountability and Trust

2.5.4 Corruption Reduction

2.5.5 Inclusive Governance
2.6 Challenges of E-government in Developing Countries
2.6.1 Lack of Infrastructure

2.6.2 Lack of Legal Framework
2.6.3 Security, Privacy and Trust
2.6.4 Lack of Human Capacity
2.6.5 Design- Reality Gap
2.6.6 Corruption and Inadequate Funds
2.6.7 Digital Divide
2.6.8 Accessibility
2.7 Assistive Technologies
2.8 E-government Accessibility
2.9 Evaluation Tools

2.10  Chapter Summary
CHAPTER 3 : THEORETICAL BASIS

3.1 Introduction
3.2 Disability
3.3 Accessibility Models
3.3.1 Web Accessibility Integration Model

3.3.2 Summary of other accessibility models
3.4  Towards a conceptual framework for E-government accessibility
3.4.1 Sensitising concepts
3.4.2 Social exclusion framework
3.4.3 Sensitising framework
3.5 Theoretical foundations for data interpretation

3.5.1 Capability approach
3.5.2 Structuration theory

3.5.3 Organizational influence theory

24
26
30
31
32
32
33
34
35
35
36
37
38
39
40
40
41
42
44
46
438

49

49
49
51
51
52
53
54
56
61
64
64
65
66



3.6 Chapter Summary

CHAPTER 4 : RESEARCH METHODOLOGY

4.1 Introduction
4.2 Research purpose
4.3 Research reasoning process
4.4  Ontological and epistemological approach
4.5 Research strategy
4.6 Research methods
4.6.1 Data collection
4.6.2 The Sampling Process
4.6.3 Data Analysis
4.6.3.1 Familiarising oneself with the data
4.6.3.2  Generating initial codes
4.6.3.3  Searching for Themes
4.6.3.4 Reviewing Themes
4.6.3.5 Defining and naming themes and producing the report
4.6.4 Content analysis of policies
4.6.4.1 Analysis process
4.6.4.2  Linking content analysis to themes
4.7 Ethical Considerations
4.8 A reflection on the Methodology Used
4.9 Chapter Summary

CHAPTER 5 : PRESENTATION OF FINDINGS

5.1 Introduction
5.2 Findings
5.2.1 Institutions, policies and enforcement
5.2.1.1 Enforcing accessibility
5.2.1.2  Persons with Disability Act (PDA)
5.2.1.3  Institutions enforcing laws
5.2.1.4 Inclusive education
5.2.1.5 Related findings from content analysis
5.2.2 Assistive Technologies acquisition and usage

5.2.2.1 Assistive Technologies required for access

Xi

67

63

68
68
69
69
72
73
73
75
78
80
83
85
89
93
94
95
101
102
103
104

105

105
105
105
106
108
109
110
112
112
113



5.2.2.2  Availability and affordability of Assistive Technologies 114

5.2.2.3 Training in Assistive Technologies 116
5.2.2.4 Government needed interventions on Assistive Technologies 117
5.2.2.5 Limited capabilities of Assistive Technologies 118
5.2.2.6  Local production of Assistive Technologies 119
5.2.2.7 Assistive Technologies’ policy implementation 120
5.2.2.8 Stakeholders' knowledge in Assistive Technologies 121
5.2.2.9 Related findings from content analysis 122
5.2.3 Accessibility requirements 123
5.2.3.1  Accessibility needs and benefits 124
5.2.3.2  Accessibility awareness 127
5.2.3.3 Education on disabilities and accessibility 129
5.2.3.4 Related findings from content analysis 130
5.2.4 Developing E-government 131
5.2.4.1 Design considerations 132
5.2.4.2 Determinants of final design 133
5.2.4.3 Developers' perceptions 134
5.2.4.4 E-government contracts 135
5.2.4.5 Development guidelines 137
5.2.4.6  Market force drivers 138
5.2.4.7 Related findings from content analysis 139
5.2.5 Effects of inaccessibility 139
5.2.5.1 Lack of independence and privacy 140
5.2.5.2  Cost burden 141
5.2.5.3 Living deprived life 142
5.2.5.4 Low productivity 143
5.2.5.5 Risk and emotional effect 144
5.2.5.6  Related findings from content analysis 145
5.2.6 E-government challenges and benefits 146
5.2.6.1 E-government challenges 147
5.2.6.2 E-government benefits 149
5.2.6.3 E-government maturity 150
5.2.6.4 Related findings from content analysis 151
5.2.7 Making society inclusive 152

Xii



5.2.7.1 Societal and family support

5.2.7.2 Governmental support

5.2.7.3  Related findings from content analysis
5.2.8 PWD lack E-readiness

5.2.8.1 Literacy

5.2.8.2  Access to ICTs and internet

5.2.8.3 Education on E-government systems

5.2.8.4 Late ICT adoption and use

5.2.8.5 Awareness of their rights

5.2.8.6  Related findings from content analysis

5.2.9 PWD role in accessibility

5.2.9.1 PWD lack power to enforce accessibility

5.2.9.2 Voicing out complaints
5.2.9.3 PWD need to play an active role
5.2.9.4 Related findings from content analysis

5.2.10 Societal perceptions and beliefs
5.2.10.1 Social-cultural beliefs

5.2.10.2 Contextual conditions

5.2.10.3 Related findings from content analysis

5.3 Summary of findings
5.3.1 Relationships among themes

5.3.2 Chapter Summary

CHAPTER 6 : DISCUSSION OF RESEARCH FINDINGS

6.1 Introduction

6.2 Discussion of empirical findings
6.2.1 Technological drivers
6.2.2 Socio-cultural drivers
6.2.3 Political drivers
6.2.4 Personal drivers

6.2.5 Development of E-government services
6.3 Chapter Summary

CHAPTER 7 : THEORETICAL ELABORATION

7.1 Introduction

Xiii

153
154
155
156
157
158
159
160
161
162
163
164
165
166
167
168
168
170
171
172
172
175

177

177
177
178
180
181
183
186

190

191
191



7.2 Theoretical elaborations 191

7.2.1 Agents of exclusion 192
7.2.2 Drivers of exclusion 196
7.2.3 Exclusionary process 202

7.3 Chapter Summary 204
CHAPTER 8 : CONCLUSION AND RECOMMENDATION 206
8.1 Introduction 206
8.2 Overview of the study 206
8.3 Contributions of the study 207
8.3.1 Contribution to theory 207
8.3.2 Contribution to Practice 209

8.4 Limitations of the study 211
8.5 Suggestions for future studies 213
8.6 Research conclusions 214
9. REFERENCES 215
10. ATTACHMENTS 249
10.1  Sample of Consent Form 249
10.2  Research Instrument 250
10.3  Consent of Stakeholders 253
10.4  Profile of Respondents 255
10.5 Sample of Transcript Verified by Respondent 257
10.6  Policy Documents Analysed 258
10.7 Research Code Book 259

Xiv


file:///C:/Users/admin/Desktop/PhD%20corrections/Library%20Copy.docx%23_Toc44487658

LIST OF FIGURES
Figure 1.1: Map of Ghana

Figure 1.2: Flowchart of the research approach

Figure 3.1: Web Accessibility Integration Model (Source: Lazar et al., (2004))
Figure 3.2: Particularisation of social exclusion theory to the study

Figure 4.1: NVivo output Word Cloud

Figure 4.2: NVivo output Word frequency query (Summary) from transcripts
Figure 4.3: NVivo output word tree (access to services)

Figure 4.4: A screenshot of coding at an early stage

Figure 4.5: Categorising nodes to form subtheme (Inclusive education).

6
13
52
62
81
82
82
85
86

Figure 4.6: Comparison diagram between “Accessibility awareness” and “Accessibility needs

and benefits”

87

Figure 4.7: Coding similarity between ‘Institutions, policies and enforcement and Enforcing

accessibility’

Figure 4.8: Summary of word count for ‘Service(s)’ from all policy documents

Figure 4.9: Sample of references to the keyword ‘Access/Accessibility/Accessible

Figure 5.1: Frequency analysis of Institutions, policies and enforcement
Figure 5.2: Frequency analysis of Assistive technologies acquisition and usage
Figure 5.3: Frequency analysis of Accessibility requirements

Figure 5.4: Frequency analysis of Developing E-government

Figure 5.5: Frequency analysis of Effects of inaccessibility

Figure 5.6: I'requency analysis of E-government challenges and benefits.
Figure 5.7: Frequency analysis of Making society inclusive

Figure 5.8: Frequency analysis of PWD lack E-readiness

Figure 5.9: Frequency analysis of PWD role in accessibility

Figure 5.10: Frequency analysis of Societal perceptions and beliefs
Figure 5.11: A screenshot of relationships among themes in NVivo

Figure 6.1: E-government accessibility framework from empirical observations

XV

89

98

98
106
113
124
131
140
146
153
157
164
168
174
189


file:///C:/Users/admin/Google%20Drive/PHDWork/PhD%20Thesis/PhD%20Thesis/Write-up/Finals/Final-Thesis-Agangiba.docx%23_Toc22197078

Table 2-1:
Table 2-2:
Table 2-3:
Table 2-4:
Table 3-1:
Table 3-2:
Table 4-1:
Table 4-2:
Table 4-3:
Table 4-4:
Table 4-5:
Table 4-6:
Table 4-7:
Table 4-8:
Table 5-1:
Table 6-1:
Table 7-1:
Table 8-1:

LIST OF TABLES

Summary of E-government type and benefits in some developing countries........ 25
Summary of some proposed E-government models ..o 28
E-government type in stages with examples of services..........cccccvvvvviiiiiiiiiiiiiini. 30
Accessibility Guidelines .........cccoovvuiiiiiiiiiiiiii 47
Summary of disability models...........ccooooiiiiiiiiiii 50
Sensitising concepts from literature ..........cccccoeeiiiiiiiiiiiii 63
Phases of thematic analysis (Braun & Clarke, 2006: 87) ..........ccccovvvniniiiinnnnn. 79
Searching for themes..........cccccviiiiiiiiiiiiii 90
Reviewing of themes..........ccccuviiiiiiiiiiiiii 92
Themes emerging from the analysis .........ccccoovvviiiiii, 94
Summary of keywords with their description.........cccccuvviiiiiiiinnii, 96
Policy documents selected for content analysis .............couviiiiiiiiiiiiiiiiiiiiiiiiiiiin, 99
Keywords used in content analysis with their frequencies .................................. 100
Summary of keywords with their corresponding themes .............ccccceevniinnn. 102
Themes with their corresponding relationships .........ccccooeviiii. 173
Grouping of themes...........uuiiiiiiiiiiiiiiiiiiiiiiiiiiiii 178
Research questions and their relationship to theoretical propositions ................ 204
Practical approach to improving the accessibility of E-government services...... 209

XVi



ABBREVIATION

AT

CSSPS

DACF

DPA

DRC

E-GIF

ETA

G2B

G2C

G2E

G2G

GCNet

GDP

GGEA

GICTeD

GNCA

GSS

ICT

ICT4AD

IEP

IS

LIST OF ABBREVIATIONS

MEANING

Assistive Technologies

Computerized School Selection and Placement System
District Assembly Common Fund

Data Protection Act

Disability Rights Commission
E-Government Interoperability Framework
Electronic Transactions Act

Government to Business E-government
Government to Citizens E-government
Government to Employee E-government
Government to Government E-government
Ghana Community Network

Gross Domestic Product

Ghana Government Enterprise Architecture

Ghana Information Communication and Technological Directorate

Ghana National Communications Authority
Ghana Statistical Service

Information and Communication Technology
ICT for Accelerated Development

Inclusive Education Policy

Information Systems

Xvii



IWS

JAWS

LEAP

NCA

NCPD

NITA

NITA

OECD

PKI

PWD

UN-ASPA

UNCRPD

UNDESA

WAIM

WCAG

Internet World Stats

Job Access with Speech

Livelihood Empowerment against Poverty

National Communications Authority

National Council on Persons with Disabilities

National Information Technology Agency

National Information Technology Agency

Organisation for Economic Co-operation and Development
Public Key Infrastructure

Persons with Disabilities

United Nations and American Society for Public Administration
United Nations Convention on the Rights of Persons with Disabilities
United Nations Department of Economic and Social Affairs
Web Accessibility Integration Model

Web Content Accessibility Guidelines

XViil



CHAPTER 1 : INTRODUCTION TO STUDY

1.1 Introduction

Electronic government commonly called E-government is an important tool to transform the
public sector and to bring government services to the door-step of the citizenry (Ahn &
Bretschneider, 2011). Governments offer critical services; hence, access is crucial, especially for
marginalised groups like persons with disabilities (PWD). Several studies (Foley, 2004; Jaeger,
2006; Pilling & Boeltzig, 2007; Watling, 2011) have long shown that the accessibility of online
government services is of great benefit to PWD; providing them with more convenience and
reducing discrimination. However, the implementation of accessible E-government services for
PWD has been a challenge for many developing countries, particularly those in Africa
(Adepoju, Shehu & Bake, 2016; Verkijika & De Wet, 2017; Nakatumba-Nabende et al., 2019).
This study focuses on E-government as a means through which citizens can interact and
conduct transactions with the government electronically. This study is based in Ghana, a

developing country in West Africa.

The rest of the chapter is organised as follows: Section 1.2 presents the background to the
study. The problem statement is outlined in Section 1.3, while Section 1.4 provides the context
of the study. Section 1.5 discusses E-government and its implementation in the Ghanaian
context. The research objectives and questions are presented in Section 1.6. Section 1.7
describes the research approach. Section 1.8 outlines the significance of the research, while
Section 1.9 sets out the scope of the research. Finally, the structure of the thesis is discussed in

Section 1.10.

1.2 Background of the study

Governments worldwide have adopted the use of ICT to engender efficiency in their internal
operations and to improve the quality of services to citizens. The use of ICT by governments
commonly termed E-government is no longer considered an option but a necessary tool to

improve efficiency, promote transparency and enhance interactions with citizens. E-



government aims to provide a one-stop-shop for all its stakeholders at all times, irrespective of
geographic location (Alshehri & Drew, 2010; Tashtoush, Darabseh & Al-sarhan, 2016). So far,
studies (Bhatnagar, 2002; Schuppan, 2009; Mistry & Jalal, 2012) have shown that E-
government has made a significant impact in developing countries and helped to transform the
public sector by increasing service delivery efficiency and reducing corruption. E-government
is also perceived to promote equal participation among the citizenry especially for the
marginalised in society such as rural folks and the disabled (Makoza, 2013; Boussarhan &
Daoudi, 2014; Cumbie & Kar, 2014). However, regardless of these benefits, E-government can
also act as a tool for exclusion, especially for PWD who tend to be sidelined from the
mainstream population. Accessibility is one such challenge that creates disparity among
citizens (Rorissa & Demissie, 2010; Cumbie & Kar, 2014). This study focuses on accessibility
geared towards PWD. In the context of this study, therefore, accessibility implies that PWD

can use E-government services without any barriers (Arrue, Vigo & Abascal, 2008a; Henry,

Abou-Zahra & Brewer, 2014).

E-government services provide convenience to PWD in several ways. For example, a visually
impaired person who requires services from the government would need a guide to assist in
travelling to the respective government ministry or agency. However, with E-government,
services that would otherwise have required citizens to travel, sometimes, long distances to
government offices could now be accessed via web-based applications from any convenient
place. This has helped to save time and reduce the cost of accessing government services. E-
government also offers anonymity by cutting down on face-to-face interactions, which

sometimes result in discrimination against PWD (Jaeger, 2006; Rubaii-Barrett & Wise, 2008).

For this reason, several researchers (Abanumy, Al-badi & Mayhew, 2005; Jaeger, 2006; Rubaii-
Barrett & Wise, 2008; Abu-doush et al., 2013; Boussarhan & Daoudi, 2014; Tashtoush,
Darabseh & Al-sarhan, 2016; Ismailova, 2017; Nakatumba-Nabende et al., 2019) have argued
for the need to make E-government services accessible because of their potential to create
independence and ensure equal participation for PWD in digital society. To this end,
investigating the accessibility of E-government services for PWD in the context of developing

countries is of paramount importance given that PWD tend to be sidelined from the

2



mainstream population. Furthermore, of the estimated one billion people living with
disabilities globally, 80 per cent reside in developing countries (World Bank, 2020); yet
accessibility to E-government services remains a great challenge (Goodwin et al., 2011;
Adepoju, Shehu & Bake, 2016; Verkijika & De Wet, 2017; Nakatumba-Nabende et al., 2019).
Therefore, a large number of people risk continued exclusion if the accessibility of E-

government services is not addressed.

1.3 Problem statement

Many governments in developing countries have implemented E-government and are
advancing in the provision of E-services to citizens. Like many ICT projects, E-government
implementation in developing countries has recorded many failures (Heeks, 2003; Gichoya,
2005); however, it still holds the promise of benefit (Kettani et al., 2008; Gyaase & Gyamfi,
2012; Choi et al., 2016). Designed with a citizen-centred approach in mind, most governments
in developing countries have implemented E-government to facilitate the delivery of quality
services, improve government-citizen interactions and to promote participatory governance.
For these objectives of E-government to be achieved, services ought to be accessible to all
citizens. Accessibility is important because governments provide critical services to citizens
with no alternate providers (Leist & Smith, 2014). Accessibility, particularly for PWD, an
already marginalised group, is crucial as it has the potential to create a feeling of belonging,
self-actualisation, and integration into digital society (Makoza & Chigona, 2013; Cumbie &
Kar, 2014). Despite these benefits, E-government services geared towards PWD globally have

been minimal with the African continent recording the least (Adepoju, Shehu & Bake, 2016).

Consequently, most studies conducted on E-government accessibility have focused on
developed countries with developing countries receiving little attention, especially those in
Africa (Rorissa & Demissie, 2010; Adepoju, Shehu & Bake, 2016). The few studies (Baguma et
al., 2007; Boussarhan & Daoudi, 2014; Yaokumah, Brown & Amponsah, 2015; Aghozo &
Spassov, 2018; Nakatumba-Nabende et al., 2019) that have examined the accessibility of E-
government services for PWD in developing countries ignore contextual influences and do not

provide experiential experiences from the perspective of PWD. This is problematic since



contextual understanding is important for governments to institute the best local practices for
the development of accessible E-government services (Heeks, 2005; Kuzma, Yen &
Oestreicher, 2009). Again, the experiences and needs of PWD may differ from one context to
another (Koca-Atabey, 2013). For these reasons, there remains little understanding of the
amalgamated factors that affect the development of accessible E-government services and

those that constrain their use by PWD.

In researching E-government accessibility for PWD, many researchers tend to have a
technological determinist focus in which they are mainly concerned with techno-centric
matters (Agangiba & Kabanda, 2016a; Dollie & Kabanda, 2017). For instance, past studies
(Abanumy, Al-badi & Mayhew, 2005; Makoza & Chigona, 2013; Boussarhan & Daoudi, 2014;
Mtebe & Kondoro, 2017) investigating the accessibility of E-government services for PWD
mainly evaluated E-government websites with the help of automatic tools to determine their
accessibility. PWD were not involved in such studies to better understand their contextual
challenges regarding access to E-government services. In this way, researchers have tended to
ignore the context that shapes the E-government development process and accessibility
experiences of PWD. This approach, therefore, does not holistically address accessibility
challenges for PWD. To address accessibility challenges for PWD, it is important to
understand the contextual factors that influence the development of E-government services
that lead to the exclusion of PWD. It is, therefore, necessary for researchers to be concerned
not only with technology but also with contextual discourse (Heeks, 2005; Abascal et al., 2016).
Moreover, ICT and its related technologies ‘cannot be usefully studied in isolation from their
social context’ (Rose & Hackney, 2003: 8). To this end, it is not surprising that earlier studies
that examined the accessibility of E-government services for PWD in developing countries
have not contributed to understanding the integration of PWD into a digital society. To date,
many E-government services in developing countries remain inaccessible to PWD (Goodwin
et al., 2011; Verkijika & De Wet, 2017; Agbozo & Spassov, 2018; Nakatumba-Nabende et al.,
2019); it has, therefore, become necessary to interrogate the approach of studying this
phenomenon to understand inclusivity for PWD. That is, for E-government services to be

accessible to PWD, a comprehensive assessment of technological, social and political practices



and discourse is required to unfold the social phenomena and power structures that could
influence actions and practices. This study intends to provide a contextual understanding of
E-government stakeholders’ perceptions about accessibility for PWD; to explore roles E-
government stakeholders play in the development of E-government services which lead to the
exclusion of PWD, and to identify contextual drivers in the exclusionary process. This study,
therefore, seeks to understand the E-government accessibility phenomenon focused on PWD,

which is embedded in the Ghanaian socio-cultural system.

1.4 The context of the research study

Ghana is a republic geographically located in West Africa. It is bordered to the west by Cote
d’Ivoire, to the east by Togo, to the north by Burkina Faso and the south by the Gulf of Guinea
and the Atlantic Ocean (see figure 1-1). Ghana is a former British colony formerly called the
Gold Coast. Ghana was the first country in Sub-Saharan Africa to gain independence from
colonial rule on 6 March 1957 (Fosu, 2009). Ghana has rich ethnic and cultural resources that
were utilised to help promote nationalism post-independence (Mutula, 2013). The country
covers a land area of 238,533 sq.km with a population of over 29 million people. It has an

estimated 76.67 per cent and 90.6 per cent literacy rate for adults and youth respectively

(https://countrymeters.info/en/Ghana). The country is classified as a lower-middle-income
economy with a Gross Domestic Product (GDP) of 47 billion US Dollars, a per capita GDP of
1,632 US Dollars and an annual growth rate of 8.3 per cent at the end of 2017 (GSS, 2018). In
recent times, Ghana has been ranked as the fastest-growing economy among the 54 countries

on the continent (Agboh, 2017).

Politically, Ghana is seen as a frontrunner of political change in sub-Saharan Africa (Haynes,
1993). Ghana is also described as a beacon of democracy in Africa due to its political stability
(Fosu, 2009; Osei-Kojo, 2017). The country, initially a one-party democracy, changed to a
multiparty system after the first overthrow of the president, Dr Kwame Nkrumah in 1966.
Since then, the country has practised political pluralism but not without interruptions due to
coup d'états; nevertheless, it has remained relatively peaceful. Constitutional rule began in
1993 after successful elections were held in 1992 to begin the fourth republic. So far, seven

successful and peaceful elections have been held in the fourth republic. Governance in Ghana
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is decentralised like in many other countries to promote participatory governance and to bring
government services closer to citizens in their localities (Crook, 2017). Administratively, Ghana
is demarcated into national (central government), regional (16 regions) and district/municipal
(254 districts) with the district offices being closest to the citizenry. However, decentralisation
in Ghana especially at the district/municipal level is still poor (Crook, 2017), compelling
citizens to travel long distances to the regional and national offices to obtain information and

services from the government.
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Figure 1.1: Map of Ghana
Over the past two decades, there has been an increase in the utilisation of ICTs in Ghana. With
the emergence of the internet, many sectors of the Ghanaian economy have been transformed.

The number of internet users countrywide is estimated at 34.3 per cent of the population (IWS,



2018). The country also enjoys a high mobile phone penetration of 137.38 per cent (NCA, 2018)
with total mobile voice subscriptions of 40,089,004 as of July 2018. For this reason, the
government in recent times has explored the use of modern technologies to disseminate
essential information to citizens. The Government of Ghana has been described as a pioneer in
Africa in the use of social media such as YouTube and Facebook, among others in
disseminating information (Mutula, 2013). The central government and all 34 government
ministries have established a web presence through the implementation of websites or portals
to interact with citizens. By exploring various innovations and using social interventions, the
government seeks to fulfil its mandate of ensuring equal opportunities for all citizens as spelt
out in the constitution of Ghana. With this in mind, the government has put in place several
interventions to support vulnerable groups like children, the aged, and the disabled. For
example, the government has established the Livelihood Empowerment Against Poverty

(LEAP) programme to support the underprivileged in society and to help alleviate poverty
(Mensah et al., 2008).

In Ghana, an estimated 10 per cent of the population lives with disabilities (Picton, 2011). The
common types of disabilities in Ghana include physical, visual, hearing and speech
impairments with visual being the most prevalent (Mensah et al., 2008). Despite political
freedom, many PWD struggle to have equal access to employment, health, education, and ICT
services, among others (Mensah et al., 2008; Nkansah & Unwin, 2010). As a result, the
government has made efforts to ensure that the rights of PWD are protected. For instance, it
passed the Persons with Disability Act (PDA) in 2006, signed and ratified by the United
Nations Convention on the Rights of Persons with Disabilities (UNCRPD) in 2012 in an effort
to promote equality for PWD (Ametepee & Anastasiou, 2015). In line with steps taken by the
government to promote the well-being of PWD and bridge the inequality gap, the National
Council on Persons with Disability (NCPWD) was established and tasked to develop a long-
term strategy to enhance the livelihood of PWD. Also, as part of the government’s initiative,
3 per cent of the district assembly funds are set aside to support PWD within their localities.
It was envisaged that these funds would support PWD in the acquisition of assistive

technologies, training in ICTs and entrepreneurial skills. However, these interventions so far



seem inadequate as PWD continue to experience various challenges (Boateng, 2015; Asamoah,
2016).

Ghana is appropriate for this study for several reasons which include: 1) Ghana maintains
quality data on PWD (Mitra, Posarac & Vick, 2011); 2) the government of Ghana is a strong
advocate for PWD equality (Ametepee & Anastasiou, 2015); 3) PWD in Ghana have
demonstrated strong willingness to actively participate in governance and decision making
(Asamoah, 2016); and 4) Ghana is an example of a developing country, particularly within

Africa, that has made significant progress in the implementation of E-government (UN-

DESA, 2018).

1.5 E-government in Ghana

E-government was adopted in Ghana over a decade ago. The government of Ghana, realising
the important role that ICT could play in growing its economy, empowering its citizens and
being competitive, declared ICT a national priority in 2001 (Agboh, 2017). This led to the
formulation of the Ghana ICT for Accelerated Development (ICT4AD) policy in 2003; a
strategy aimed at building an ICT-led economy. The policy was intended to help reform
fourteen key areas of the Ghanaian economy, including education, agriculture, governance
among others using ICT and to make Ghana an information-rich knowledge-based society. In
line with the objectives of ICT4AD, ICT adoption has penetrated most sectors of the Ghanaian
economy with its use in governance gaining much prominence. In recent times, Ghana has been

ranked as one of the fastest-growing ICT markets in Africa (Agboh, 2017).

E-government, as defined in the Ghanaian context, is the use of web-based Internet
applications and other information technologies, by the government to enhance the access to
and delivery of government information and services to citizens, businesses, and among
government agencies. Like most developing countries, the quest to improve the quality of
services and compete with the rest of the world (Kaisara & Pather, 2011) propelled the
government of Ghana to adopt E-government in 2005. Subsequently, the government
developed several policies to ensure the smooth implementation of E-government and officially
launched the E-government project in Ghana. The government of Ghana further established

the Ghana Information Communication and Technological Directorate (GICTeD), which later
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metamorphosised into the National Information Technology Agency (NITA) to ensure the
effective implementation and regulation of E-government projects. Since the adoption of E-
government, Ghana has made steady and significant progress. Many E-government projects,
e.g. the Computerized School Selection and Placement System (CSSPS), and the Ghana
Community Network (GCNet) have been successfully implemented with funding support from
international donor partners (Osei-Kojo, 2017). It is not surprising that Ghana has been
described as a pacesetter in Africa with respect to E-government (Mutula, 2008). Similarly,
West (2008), in a comprehensive evaluation of E-government websites for 198 countries across
the globe ranked Ghana top on the African continent. According to United Nations reports,
Ghana has over the years improved in the E-government Development Index (EGDI). Ghana,
which was ranked 147" out of 193 countries in 2010, is now placed 101t in 2018. On the African
continent, Ghana because of the high EGDI (EGDI =0.5390) is ranked 5" while it is placed 1%
in the West African sub-region (UN-DESA, 2018).

The government of Ghana has a one-stop-shop E-government web portal in place which
renders services: Government-to-Citizens (G2C), Government-to-Business (G2B), and
Government-to-Government (G2G) (http://www.eservices.gov.gh). E-government services
offered in Ghana range from basic (e.g. reading government information online) to
transactional (e.g. applying for a passport online) (Osei-Kojo, 2017). Despite the strides made,
the country continues to face challenges related to infrastructure, human capital, and
accessibility, among others. The Government of Ghana, however, continues to show readiness
and commitment in ensuring that all citizens harness the benefits of E-government in full. For

instance, the government has committed resources to provide Wi-Fi and internet services in

remote areas in Ghana (UN-DESA, 2018).

There has been limited research in Ghana regarding E-government and its accessibility to a
vulnerable group like PWD. The few studies conducted tend to investigate E-government
accessibility for PWD from a technologically deterministic perspective. For example,
Yaokumah et al. (2015), evaluated 19 E-government portals and websites in Ghana using
diagnostic tools. The study revealed that E-government portals are not accessible to PWD in

Ghana. In another instance, Agbozo and Spassov (2018) evaluated Metropolitan Assembly
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websites in Ghana. The results of the evaluation highlighted several accessibility errors which
would make it difficult for PWD to use E-government services. Though these studies shed light
on the accessibility of E-government services for PWD, they do not provide a contextual
understanding of the phenomena. Due to the contextual neglect, these studies failed to identify
key E-government stakeholders who play a role in the exclusion of PWD, the contextual
drivers involved in the exclusionary process and ultimately how PWD become excluded in the

end.

1.6  Research goal and research questions

The involvement of PWD in E-government accessibility studies in developing countries has
been minimal. In Ghana, as far as the researcher knows, no studies on E-government
accessibility has involved PWD. On the contrary, several studies have argued that PWD ought
to be involved in the design of services to ensure that they are accessible to them (Jaeger &
Xie, 2009; Makoza & Chigona, 2013; Henry, Abou-Zahra & Brewer, 2014). Also, there is a lack
of contextual understanding of influencing factors and practices by KE-government
stakeholders, which tend to exclude PWD from E-government services. This is because many
of the studies on E-government accessibility for PWD tend to ignore the context in which E-
government services are developed (Abascal et al., 2016). The aim of this study, therefore, is
to provide a contextual understanding of the roles of E-government stakeholders and the
underlying drivers involved in the exclusionary process of PWD from E-government services.
Against this background, this study seeks to investigate the following questions:
1. Who are the stakeholders of E-government, and how do they perceive E-
government accessibility for PWD?
2. What are the contextual drivers in Ghana that lead to the exclusion of PWD
accessing E-government services?
3. How do contextual drivers and the role of stakeholders reinforce the exclusionary

process?
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1.7 Approach to the research

Drawing on the extant E-government literature, particularly on accessibility, relevant
stakeholders for this study were identified. Further, important concepts relating to
accessibility for PWD were identified. The concepts sensitised and guided the researcher on
issues and areas to focus on designing research instruments(Blumer, 1954; Charmaz, 2003). To
better understand the role of agents and the contextual drivers involved in the exclusionary
process disadvantaging PWD from accessing E-government services, the social exclusion
theory was used as the sensitising lens. The E-government concepts were then particularised
in the social exclusion theory to develop a sensitising framework for this study. Data collection
and analysis followed. Data collection used multiple methods; observation, interviews and
document analysis. A total of 37 respondents from various localities within Ghana participated
in the study. Content analysis techniques were employed to analyse E-government and
disability-related policy documents (Neundorf, 2002; Krippendorff, 2004) while thematic
analysis was used for the interview data (Braun & Clarke, 2006, 2012). The approach adopted
in this study, as displayed in figure 1-2 is aligned with interpretivism. Finally, the findings of

the study are presented.

1.8 Significance of research

E-government promises several benefits including fostering the delivery of quality and
efficient services to citizens and promoting participatory governance. Even though E-
government is no panacea to the challenges facing developing countries, its effective
implementation could potentially help to alleviate some of them. Developing accessible
services is critical to enhancing its adoption and usage. Investigating E-government
accessibility to a marginalised group such as PWD is crucial. This, however, requires
understanding the contextual challenges PWD face in accessing E-government services and

the entire development process.

This study is significant for four reasons: (1) it would provide E-government implementers
and policymakers insights into challenges PWD face accessing E-government services in

Ghana; (2) it would highlight the amalgamated factors that influence the development of E-
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government services leading to the exclusion of PWD; (3) it would bring to light the
considerations E-government developers ought to make to ensure that the services they
develop are accessible to PWD; and (4) it would promote awareness with regards to E-
government accessibility for PWD which over the years has been found as a major hindrance
to improving accessibility for PWD (Abanumy, Al-badi & Mayhew, 2005; Freire, Russo &
Fortes, 2008; Abu-doush et al., 2013).
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1.9  Scope of research

For this study, E-government concentrates on the delivery of electronic services to citizens
(Gyaase & Gyamfi, 2012; Tashtoush, Darabseh & Al-sarhan, 2016). To enhance citizen
participation, E-government needs to be accessible. E-government accessibility can be focused
on different groups within society. For example, West (2008) conducted an E-government
accessibility study that looked at accessibility disparity for literate and illiterate people. In
another instance, an E-government accessibility study by Hoque and Sorwar (2015) focused
on accessibility inequality between people living in urban and rural areas. This research is
limited to the accessibility of E-government services to PWD. A focus on a vulnerable group
like PWD is important to ensure that their special needs are taken into consideration so that
they are well integrated into digital society (Jaeger, 2008; Henry, Abou-Zahra & Brewer,
2014). Also, several studies (Abanumy, Al-badi & Mayhew, 2005; Jaeger, 2008; Henry, Abou-
Zahra & Brewer, 2014) have shown that when services are designed to be accessible to PWD,
it offers universal accessibility in the long run and provides greater benefit to all. Further, this
research focuses on the visually impaired. Even though diverse forms of disabilities such as
hearing, mobility, speech and cognitive impairment (Carter & Markel, 2001; Jacko & Vitense,
2001) are considered as being important and need to be addressed, this research focuses on the
visually impaired because previous studies (Takagi et al., 2004; Baguma et al., 2007; Jaeger &
Xie, 2009; Abu-Doush et al., 2013; Boussarhan & Daoudi, 2014) have shown that they are the
most challenged group among the disabled population with regards to the accessibility of

electronic services.

1.10  Organisation of the thesis

The thesis is organised into eight chapters as follows: Chapter 1 details the research
background, the problem statement, research objectives and the approach taken to achieve
the objectives, scope and significance of the research. Chapter 2 presents a literature review of
this study. It begins with a review on E-government perspectives followed by categorisation
of E-government. The benefits and challenges of E-government for developing countries are
covered. The chapter ends with discussions on E-government accessibility. Chapter 3 provides

the theoretical basis of the research. It comprises discussion on disabilities, accessibility models
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and conceptualisation of a framework for the research. Chapter 4 describes the research
approach emphasising methods of data collection, how data will be collected, analysed and
collaborated. Further, it will provide an analysis of all data collected. The report on research
findings are presented in Chapter 5 whiles Chapter 6 provides discussions of empirical findings
in the context of literature. Chapter 7 presents the theoretical elaboration of the empirical
findings. Finally, Chapter 8 concludes the research and in doing so, outlines the research’s

contributions to theory and practice and provides suggestions for future research studies.
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CHAPTER 2 : LITERATURE REVIEW

2.1 Introduction

The purpose of this study is to investigate E-government accessibility for persons with
disabilities in Ghana. This chapter examines the literature on key concepts that are of interest
to the phenomenon under study, i.e. E-government in developing countries and accessibility.
The chapter starts with the definition of E-government, classification of E-government, stages
of E-government maturity, the benefits and the challenges of E-government, particularly in
developing countries. The chapter looks at accessibility in general and the assistive
technologies used by persons with disabilities in the context of developing countries. It then
follows with discussions on E-government accessibility with emphasis on developing countries.

This chapter concludes with a summary and a direction for the study.

2.2 E-government

Globally the use of ICT and the Internet in the activities of government continues to expand
and has, in recent years, been playing a key role in the transformation of the public sector. E-
government (electronic or digital government) is the term used to describe ICT-related
transformations in government operations. A major objective of E-government is for

governments to enhance service provision to citizens and improve internal government

operations (Alshehri & Drew, 2010; Adepoju & Shehu, 2016).

E-government has been defined by different researchers in several ways based on the notion
and the context of the application. Fang (2002), describes E-government as the use of ICT at
various levels of government to provide efficient service to citizens as well as the business
sector. It is seen as a one-stop online shop that can help governments realise their dream of
providing 24/7 reliable services to their citizens (Backus, 2001). According to Basu (2004), E-
government is the strategic use of ICT in governance to bridge the gap between the government
and citizens, thereby improving government-citizen interactions. Given that most government
objectives are focused on citizens (Rorissa & Demissie, 2010; Kaisara & Pather, 2011), it

becomes crucial that E-government services meet the needs of citizens and be accessible to all.
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For E-government to provide a one-stop-shop to citizens at their convenience, the use of web-
based applications remains a core aspect. The provision of E-government services should be
through multiple channels to allow citizens several options for access. In most developing
countries, due to the high penetration of mobile devices (smartphones, tablets, etc.), E-
government may be extended through M-government (Mobile government) to promote
flexibility and enhance government-citizen interactions (Rossel, Finger & Misuraca, 2006;
Serra et al., 2015; King & Youngblood, 2016). In Brazil, for instance, several mobile
applications are used in the provision of E-government services (Serra et al., 2015). The Caixa
Economica Federal mobile app enables citizens in Brazil to be connected to the federal bank
and obtain services related to social benefits. In another instance, mobile money; a mobile
payment system serves as one of the E-payment options to pay for E-government services in
Ghana (https://www.epay.gov.gh/). In this study, therefore, E-government is defined as the
application of ICT, electronic media, mobile devices and particularly web-based applications
by the government to provide fast, accessible and efficient services to its citizens and to
promote participatory and inclusive governance. Existing literature on E-government
research shows that E-government can be viewed from three major perspectives:

technologically deterministic, sociotechnical and socio-political.

2.2.1 Technological Deterministic Perspective

This realm views E-government as a technologically-oriented system. As such much emphasis
is placed on technology and technological artefacts such as the design, network concepts,
hardware and software (Bekkers & Homburg, 2005). From this perspective, researchers mainly
focus on answering questions oriented to technology giving little or no consideration to the
study of society and political administration within which E-government operates (Yildiz,
2007; Dawes, 2008). These researchers hold the notion that society is solely technology-driven;
hence, technological progress is equal to social progress (Coursey & Norris, 2008; Wyatt, 2008;
Norris & Reddick, 2013). From this viewpoint, E-government researchers tend to focus solely
on the supply side of E-government (Makoza & Chigona, 2013; Madsen, Berger & Phythian,
2014). They contend that E-government is technology-driven as such the use of advanced

technologies by governments will help reduce costs in its operations and enhance the provision
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of services to citizens (Moon, 2002; Ebrahim & Irani, 2005; Bélanger & Carter, 2008; Verdegem
& Verleye, 2009; Almarabeh & AbuAli, 2010). This assumption, however, is flawed since the
services provided may not meet the actual needs of the citizens or citizens may be lacking
certain pre-requisites to access these services fully. For E-government to achieve its objectives,
it must be citizen-focused, meet the demands of its users and be accessible (Ochara, 2008).
While this perspective of E-government is useful to understand how governments can
capitalise on modern technologies to improve and optimise its operations, the opinions of
citizens who are key stakeholders in E-government are sidelined. An approach to involve

citizens becomes necessary; hence, the sociotechnical perspective.

2.2.2 Socio-Technical Perspective

From a sociotechnical perspective, E-government is a process that pays attention not only to
technology but how citizens interact with the system. This approach is useful in identifying
factors necessary for diffusion, adoption, and use of E-government (Heeks, 2003; Heeks &
Santos, 2009). Several researchers advocate this approach (Jaeger & Thompson, 2003; West,
2004; Welch, 2005; Horst, Kuttschreuter & Gutteling, 2007; Bertot, Jaeger & Grimes, 2010;
Lee, 2010). From a socio-technical system view, it is recognised that E-government involves
citizens and technology, and the interaction between citizens and technology generates unique
characteristics. E-government as socio-technical systems should be designed by taking into
consideration the skills required by citizens to operate it in a given social context. Heeks (2005)
argued that social context has an impact on how technology is deployed and subsequently,
how E-government is implemented. The perceptions of government officers implementing E-
government can also constrain the process, therefore, understanding their attitudinal
perceptions can help manage E-government complexity (Yildiz, 2007; Agangiba & Kabanda,
2016b). Researchers in this realm argue that technology is a carrier and what is contained
within it is defined by the people who develop it and those that use it (Heeks, 2005; Madsen,
Berger & Phythian, 2014). To this end, the sociotechnical approach helps to study E-
government with a reflection from both the supply and demand side. However, the assumption

that an E-government system is solely a sociotechnical system can be problematic because E-
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government initiatives mostly form part of a wider project channelled by political vision hence

require strong political leadership and willingness (Gronlund & Horan, 2005; Bolgherini, 2007).

2.2.3 Socio-Political Perspective

The socio-political approach to E-government study is mostly focused on how information
technology can facilitate procedures in the public sector (Niehaves, 2007). A typical example
is the use of technology in the decentralisation of governance (Elliman, Irani & Jackson, 2007;
Gyaase & Gyamfi, 2012). From this standpoint, E-government is shaped mainly by social
context and political administration. Researchers in this realm contend that E-government
requires political leadership and not technical expertise (Fountain, 2001; Bolgherini, 2007;
Homburg, 2008). For example, a study by Fountain (2001) revealed that ICT implementation
in government is shaped by political agendas as well as bureaucracies in public organisations.
As a result, Fountain (2001) argued that to address the government as a producer of services
and citizens as customers meant that the inherently political nature of public service delivery
should not be ignored. Fountain (2001) further stated; governments do not only provide
services but are also involved in policymaking, and these policies may influence how the public
organisations operate. As such E-government cannot succeed with the ‘pure’ notion of socio-
technicality since E-government is aligned with the political agenda, hence its success is
determined by policies and the people who implement them (Gupta & Jana, 2003; Bolgherini,
2007; Madsen, Berger & Phythian, 2014). These policies tend to widen the gap between citizens
and the public administration and also hinder certain groups in society from benefitting fully
from E-government (Basu, 2004; Ochara, 2008; Madsen, Berger & Phythian, 2014).
Researchers from this standpoint claim that the logic embedded in the design of E-government
technologies is indirectly inscribed in E-government policies so as to serve the interests of the
public organisation (Fountain, 2001; Bolgherini, 2007; Cordella & Iannacci, 2010). To this end,
E-government reforms are the eventual outcomes of E-government policies. From a socio-
political perspective, the government often propagates its political agenda and fulfils a political
aim through E-government initiatives implemented for citizens (Grimsley & Meehan, 2007;

Cordella & Iannacci, 2010).
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This study argues that E-government is the interweaving of technology and context (Heeks,
2005; Cocchiglia & Vernaschi, 2006); that although E-government is technology-driven, the
social context in which it operates and the attitudinal perceptions of stakeholders is crucial to
its success. How citizens can interact with the technologies employed in the E-government
system efficiently is crucial. Given that legislation administers E-government, the issue of
politics cannot be overlooked. For this reason, this study posits that E-government is an

intertwining of social context, technology and political administration (Gronlund & Horan,
2005; Jaeger, 2006; Alshawi & Alalwany, 2009; Thakur & Singh, 2013; Agangiba & Kabanda,
2016b; Choi et al., 2016).

2.3 Classification of E-government

In many countries, E-government implementation is regulated by ICT and policies which tend
to influence how governments operate and provide services to their stakeholders. E-
government is categorised into four different groups based on how the government interrelates
with its different stakeholders. These include: from Government-to-Citizens (G2C),
Government-to-Business (G2B), Government-to-Employees (G2E) and Government-to-
Government (G2G) (Carter & Belanger, 2003; Ndou, 2004; Ebrahim & Irani, 2005; Cumbie &
Kar, 2014; Choudrie & Alfalah, 2016).

2.3.1 Government - to - Citizen E-government (G2C)

Government - to — Citizen (G2(C) E-government deals with government interactions with
citizens and is a citizen-centric approach that involves government improving services
delivered to citizens regarding quality, cost, transparency, and accessibility. This form of E-
government is essential because the ultimate goal is to deliver effective and efficient services
to citizens (Cocchiglia & Vernaschi, 2006; Jaeger & Bertot, 2010; Choudrie & Alfalah, 2016).
Through G2C, government agencies can constantly communicate with citizens and receive
feedback from them, thereby enabling participatory governance (Ndou, 2004; Gyaase &
Gyamfi, 2012). In this manner, G2C enhances accountability, transparency and strengthens
democracy overall. G2C allows citizens to access services at their convenience using web

technologies (e.g. government portal), multiple channels (PC, mobile device, Web TV, etc.)
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and consequently replacing pre-existing bureaucratic procedures (Ndou, 2004; Ebrahim &
Irani, 2005; Serra et al., 2015). Citizens can benefit from a wide range of electronic services (E-
services) to include e-Tax filing, e-Banking, e-Education, e-Procurement, e-Agriculture, and e-
Health. G2C, in this way, enhances both government-citizen interaction and citizen
satisfaction (Fang, 2002; Verdegem & Verleye, 2009; Malik et al., 2016; Verma & Vats, 2020).
Although governments in most developed countries are far more advanced regarding
electronic interactions with citizens, developing countries are still striving hard to achieve this
status. Despite this fact, the literature indicates some benefits accrue through G2C in
developing countries. For example, G2C services have helped to reduce distance and time for
citizens to access a number of services such as obtaining birth certificates for children; which
previously required much travel and waiting in queues (Kitaw, 2006; Kettani et al., 2008;
Schuppan, 2009; Bhatnagar & Singh, 2010; Nasri, 2014). Again through G2C E-government,
procedures for the payment of individual taxes and other revenues have become shorter, much
faster and more efficient in Tanzania relieving citizens of long queues and the stress associated
with them (Schuppan, 2009). G2C has also helped to improve the quality of life for
underprivileged communities in Bangladesh (Hoque & Sorwar, 2015). G2C E-government has
also significantly reduced the frustration citizens go through to obtain services from the
government as a result of bribery and corruption (Bhatnagar, 2002; Kumar & Best, 2006;
Bwalya, 2009; Schuppan, 2009; Bertot, Jaeger & Grimes, 2010; Kim, 2014). A typical case is
the “whistleblowing” in Kenya, which has eliminated several corrupt practices by allowing
citizens to anonymously report any acts of corruption (Schuppan, 2009). Similarly, G2C has
helped curb bribery and corruption in the process of obtaining pensions for the aged in India
(Kumar & Best, 2006; Verma & Vats, 2020). Also, G2C has optimised services provided by the
government to citizens in several sectors such as the health and education sectors (Zheng &
Walsham, 2008; Bwalya, 2009; Gyaase & Gyamfi, 2012; Chipeta, 2018). For example, the
procedures involved in the selection and placement of students from basic schools to senior
high schools in Ghana have become faster, more effective and more transparent through the
Computerised School Selection and Placement System an E-government initiative (Gyaase &

Gyamfi, 2012). Similar initiatives are reported in Kenya and Egypt (Hafkin, 2009). Although
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most E-government initiatives in developing countries are targeted at citizens, some services

have been developed for businesses.

2.3.2 Government - to - Business E-government (G2B)

Government - to - Business (G2B) E-government refers to interactions between the
government and private businesses mostly for commercial purposes (Fang, 2002; Shambour &
Lu, 2010; Agangiba & Agangiba, 2013) to simplify regulatory processes and foster the smooth
operations of government and businesses. With the use of G2B, businesses can easily search
and obtain information relevant to them, scrutinise and make strategic decisions that were
difficult in the past (Evans & Yen, 2006; Joseph, 2009). For example, businesses can remain
informed of both new and existing projects they can bid on. Non-profit businesses can also
send proposals through the E-government portal to request funding support from the
government. G2B includes transactions such as e-procurement, acquiring a business permit,
the filing of company taxes and the development of an electronic marketplace for the
government which strengthens the relationship between the government and the private
sector. E-procurement has helped to reduce procurement processing time, improved document
management and access to goods and services for both the government and the private sector.
Even though most developing countries tend to offer more G2C services (Rorissa & Demissie,
2010), they have also made strides in providing G2B services. For instance, the use of
eProcurement in India and e-Perolehan in Malaysia are both G2B initiatives that allow online
tendering by businesses, enabling governments to swiftly process purchase orders and for
businesses to receive payments from the government (Aman & Kasimin, 2010; Bhatnagar &
Singh, 2010). In Ghana, an E-government project GCNet has helped to reduce the time for
clearing goods and obtaining other services at the ports for businesses (Schuppan, 2009).
Another successful G2B project is the South African Revenue Services’ (SARS) e-filing system
which has measurably improved transactions related to tax returns between the government
and businesses (Mutula & Mostert, 2010). Similar successes of G2B are reported in Jordan (Al-
jaghoub, Al-yaseen & Al-hourani, 2010) and Mauritius (Kitaw, 2006). In addition to the few

success stories of G2B in developing countries, G2E E-government is also gaining traction.
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2.3.3 Government - to - Employee E-government (G2E)

Government - to — Employee (G2E) E-government is concerned with the technology-mediated
relationship between the government and its employees. Even though employees are also
citizens, they should be treated as internal customers with separate needs which must be
addressed (Ndou, 2004). G2E deals more with improving intra-governmental operations to
promote efficiency. G2E aims to improve internal efficiency and adopt best practices in
government operations in areas such as financial management, supply chain management, and
knowledge management. G2E enables the government to undertake capacity building through
e-learning processes to enhance the efficiency and performance of employees in their designated
jobs; thus improving productivity (Fang, 2002; Lin, Fofanah & Liang, 2011; Rao, 2011). In
this regard, G2E aids employees to offer services to citizens in matters relating to government

efficiently and promptly.

On the one hand, with G2E, employees can share the workload and have access to the same
data, which reduces data duplication and corruption since employees can easily be audited. On
the other hand, government agencies can use the intranet to share employee information and
conduct transactions with employees. Overall, G2E speeds up internal administrative
processes, reduces operational costs and enhances the provision of services from the
government to employees such as information on payroll, pension and compensation benefits,
job training, and labour laws among others (Ndou, 2004; Rao, 2011; Sagheb-Tehrani &
Ghazarian, 2016). Most developed countries have advanced in G2E; however, developing
countries, particularly those in Africa, rank low in G2E implementation (Hatkin, 2009; Rorissa
& Demissie, 2010). Despite this fact, literature has documented some benefits to developing

countries derived through G2E.

In India, G2E has improved internal communication and services provided by the government
to its employees (Ifinedo, 2006; Rao, 2011). E-Payslip is an example of a G2E initiative in
Ghana by the Controller and Accountant General under the auspices of the Ministry of Finance
which enables government employees to access their payslips online easily, view a summary of
payslips and make decisions regarding their salaries (Dzomeku, 2014). Likewise, in Nigeria,
G2E enables the government to electronically pay its employees, which has made a previously
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cumbersome process easier and faster (Babalola, 2013). Overall, an integrated G2E enhances
communication between the government and its employees, thereby improving employee
satisfaction and retention. Collaborative G2E is necessary for effective and advanced G2G

implementation.

2.3.4 Government - to - Government E-government (G26G)

Government - to — Government (G2G) E-government refers to how the government interacts
with governmental agencies at the different levels (local, regional and national) and the
international community at large facilitated by the use of ICTs (Ndou, 2004; Choi et al., 2016).
G2G is particularly used in the decentralisation of government and to link local and regional
governments to the central government (Heeks, 2006; Haftkin, 2009). In G2G E-government,
the main users are government officers. G2G is meant to enable government officers to
efficiently transact and perform business functions internally and with other governments, at
the same time trimming down operational costs in government (Evans & Yen, 2006; Lin,
Fofanah & Liang, 2011). In this regard, G2E allows government agencies to share resources,
skills, and capabilities which eradicates the duplication of effort and redundant resources in
the traditional setting thereby enhancing efficiency in the process (Christensen & Leegreid,
2007). G2G strengthens collaboration and cooperation among various government agencies.
For example, a collaboration between the police, immigration, and passport offices can help
governments address national issues such as security and crime. As such, the integration of
government agencies will enable authorities to make faster and quality decisions. Some
successful G2G implementations in developing countries as documented in the literature are
discussed, such as WeredaNET which is a G2G E-government initiative under the Ministry of
Capacity Building in Ethiopia. WeredaNET through voice over IP, messaging and video
conferencing connects the Ethiopian government internationally, all regional states to the
federal state, and regional states to the local states. This helps to reduce travel and
administrative costs involved in document sharing and enables information to reach the lowest
government institutions promptly (Kitaw, 2006; Vincent, Dombeu & Rannyai, 2014). A G2G
initiative by Morocco‘s General Treasury (TGR) established to enable electronic workflow for

public procurements allows different multi-departmental stakeholders involved in public
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procurements to be connected; and this offers online tracking of procurement accounting
operations (Kettani, 2014).

Similarly, through G2G all treasuries across Karnataka, India have been computerised and
networked. As a result, treasuries can make payments such as salaries to staff, retirement
pensions to pensioners who worked in civil service and payment to contractors (Bhatnagar &
Singh, 2010). Another successful G2G is the BacenJud: a G2G project that links the Brazilian
Central Bank and the Brazilian Justice Department (Joia, 2004). BacenJud has helped to
improve efficiency in processing and answering requests between the two agencies. For

example, a request which previously could take up to 20 days to process is completed within

24hrs using BacenJud.

Table 2-1: Summary of E-government type and benefits in some developing countries

Tyvpe of Usze Examples of Services Examples of developing
E-government countries where
implemented
G20 Allows citizens to access Filing tax form. Algeria. Angola, Ghana.
information and services | Job search. Job application Kenya. Tumsia, Egypt.
from government Applhcation for certificates (Birth, Jordan, Senegal, Haiti,
Death, Marriage) Nigeria. South Africa.
Renewal of driver’s licensze Nepal, HEwanda.
Enrolment in higher education Pakistan. South Africa
Land registration
Application of building permit
Immnugration services
Education, Health, Agriculture
related services
G2ZB Enables government to Search for business law and Egypt. Jordan, Senegal.
interact with the regulation, Nigeria. Haiti, Liberia,
private sector Filing company tax, South Africa. Indonesia
(businesses) Registration of business, Nepal, Tunisia
Filing social contribution for
employees
G2E Deals with interactions Online information on salary, pay Swaziland. Indonesia,
between government shps Ghana., South Africa.
and 1ts employees. Conditions of service, Uganda. Togo. Rwanda.
Focuses on improving Information on holidays, Tunisia
internal efficiency in Information on compensations
government operations Sharing of workload
and reducing E-traiming
redundancies
G2G Enhances intra and Grant application, Mauritius. Morocco.,
nter-agency Electronic document sharing Indonesia. Botswana,
communications. among government agencies, Togo, Tunisia,
Enables different E-traiming for government workers Swaziland. South Africa,
government units to be Uganda. Ethiopia
ntegrated and sharing
of resources.

Adopted from (Hiller & Belanger, 2001; Sagheb-Tehrani & Ghazarian, 2016)
Although these classifications are essential to understanding the possible relationships that

could exist between the government and its stakeholders through E-government,
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classifications depend mainly on the maturity level of E-government within a particular

country.

2.4  Maturity of E-government

The high interest in E-government has necessitated the need for researchers to conduct studies
into best practices to measure and monitor the progress of E-government diffusion and use
(Karokola & Yngstrom, 2009). E-government develops in stages from inception until it reaches
maturity. E-government maturity refers to growth levels in governments’ online services and
citizens’ participation in governance (UN-ASPA, 2001; Ifinedo & Singh, 2011). The maturity
models guide and help to benchmark E-government developments at every stage. The stages
differ in terms of characteristics but overlap regarding descriptions. Several maturity models

have been proposed in the literature and by international organisations and practitioners
(Hiller & Belanger, 2001; Layne & Lee, 2001; UN-ASPA, 2001; Moon, 2002) as shown in Table
2-2.

These models range from four-stage to six-stage maturity levels but with common features and
depict E-government as an evolutionary process (Irani, Al-Sebie & Elliman, 2006). The initial
stage of E-government involves information publishing, which allows the government to
display information for access through the website (Layne & Lee, 2001; Moon, 2002). In most
developing countries, the first stage is mostly dedicated to the setting up of infrastructure (e.g.
stable electricity supply, expansion of telecommunication networks and ICT, creation of wide-

area networks, expansion of internet connectivity) that will support the implementation of E-

government (Ndou, 2004; Sagheb-Tehrani, 2010).

The second stage is a one-way interaction where stakeholders can view information from the
government. This stage is characterised by static government websites which display
information to stakeholders (UN-ASPA, 2001). Stakeholders can access policy documents,
download forms, video and audio applications, among others. While in the first and second

stages, stakeholders access information, the next stage is more interactive.

The third stage allows for interaction and feedback from the government. Websites at this

stage include data-transfer technologies with email systems incorporated (Moon, 2002). This
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enables stakeholders to make enquiries and receive a response from state agencies. For
example, citizens can enquire via email to find out their pension benefit from a specific

government agency (Deloitte, 2001; Hiller & Belanger, 2001).

In the fourth stage, E-government is considered more transactional and involves two-way
communication between the government and its stakeholders. The government offers more
advanced services, through a single portal government provides services to its departments,
businesses, and citizens. Government services are available 24/7 and stakeholders can complete
transactions such as paying taxes, license renewals and ID card applications, among others,
online (Hiller & Belanger, 2001; UN-ASPA, 2001; Sagheb-Tehrani, 2010). This stage offers a
one-stop-shop government portal where stakeholders can access relevant information and do

transactions with the appropriate departments and agencies.

The last stage is the highest level of maturity, where citizens have the privilege of customising
the web portal according to their desired features, performing advanced services and
participating in governance. E-government, at this stage, provides sophisticated online
services and interactions from the government to its stakeholders and reverse (UN-ASPA,
2001; Karokola & Yngstrom, 2009). This stage includes, for instance, citizens’ ability to engage
in electronic forums and electronic voting, among others. Citizens can access information from
different government departments and agencies from one central location. It is characterised
by the integration of G2C, G2B, G2E, G2G, and the reverse. The last two stages are meant to
enhance democracy and promote inclusive participation for and by all government

stakeholders at all levels.

Most E-government maturity models have been criticised for focusing on web technologies and
online advancement with the assumption that technical infrastructure, technology and user
experience on E-government for citizens exist (Ndou, 2004; Cordella & lannacci, 2010). As a
result, maturity models are best suited to developed countries where the telecommunication
infrastructure exists coupled with high literacy rates (Ndou, 2004). In developing countries
like Ghana, the growth in information and communication structure can be attributed to the

emergence of E-government (Dzidonu, 2003). As such, maturity models may over-rate or
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under-rate the progress of E-government in these countries (Karokola & Yngstrom, 2009).
Some researchers argue that the progress of E-government should be determined by the level
of public sector reform or modernisation and not just technological progression (Ndou, 2004;
Coursey & Norris, 2008; Norris & Reddick, 2013). In a similar light, Heeks (2006) contends
assessing the maturity of E-government from this perspective is appropriate, particularly for
developing countries, given that the context in which E-government is deployed and managed
affects its performance. The maturity level of E-government impacts the context of the website
and consequently the level of sophistication in services provided by the government and the
potential benefits citizens can get (Hiller & Belanger, 2001; Goodwin et al., 2011). For example,
a government at the transactional stage will provide information on payment options and
allow citizens to submit forms online, which requires certain security features and connection
to a database server. This makes the design of such an E-government website complicated,
however, citizens will gain access to more services compared to the information stage where

information is merely disseminated online.

Table 2-2: Summary of some proposed E-government models

- Information dissemination Allow posting of information on websites
2 | two-way communication between | Allowing for download of forms, thereby making the web
? government and citizen more interactive.
& | Transaction phase Makes it possible for citizens to make a transaction online
EB Integration stage Government systems at different levels are vertical and
:8 horizontally integrated
03 Political participation Allows citizens to participate in government decision
.é: making through forums, e-voting
|
Catalogue Government has a web presence with few static websites
~~
§ Transactional services and forms Citizens can do and complete transactions (such as pay
Y taxes, renewing passports and so on) online.
E Vertical integration Focus on government transformation and offers more
] transaction services online.
éi Horizontal integration Allows for concurrent verification and validation of
5‘ government information, provides citizens with unified
service and strengthens intergovernmental relations
« Emerging Web Presence Government has a minimum of web presence, and most
B ’g'\ websites remain static with few options for citizens
; E\]e/ Enhanced Web Presence One-way interaction between government and citizens.
(=] Government provides much more information on the web
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and citizens have access to public policy documents and
downloadable databases

Interactive Web Presence

Citizens can contact government officials through emails,
fax ete.

Transactional Web Presence

Involves a two-way communication between government
and citizens. Government services available 24/7 and
citizens can complete transactions such as paying taxes,
renewing of licenses and applying for ID cards online

Networked Web Presence

Provides sophisticated online services and interactions.
Citizens can access information from different government
departments and agencies from one central location. It is

characterised by the integration of G2C, G2B, G2G and the

reverse.

One-way communication

Governments at this stage post data and information on
the Websites

Two-way communication

This stage there is an interaction between the governments
and the stakeholders

Service and financial transactions

E-government users can execute self-services that involve
financial transactions

Moon (2002)

Integration

Horizontal and vertical integration between departments
which allows data sharing and systems

Political participation

Focuses on political activities such as online voting, e-
democracy

E-government stakeholders may have access to varying services, depending on the stage of E-

government development. Table 3 illustrates the various E-government stakeholders and the

services available based on the developmental stage of E-government.
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Table 2-3: E-government type in stages with examples of services

Stages of E-government
Stage 1 Stage 2 Stage 3 Stage 4 Stage 5
Type of Information Two-way Transactional Intezration Political
Fovernment communication Participation
Government to | Job zearch Enquiries and Register and 24/7 one-stop Online voting,
Citizen (G2C) enrollment in obtain birth shop to all e-participation
higher certificates citizensz® services,
education e.g. e-health
Government to Search for Endquiries on Register and Access to all Filing
Business (G2ZB) | businesz laws | zocial obtain a businesa services, | comments
and contribution for | busineas &.g. paving tax online
regulations emplovees license online, e-
Pprocurement
Government to | Organization | Request for Electronic A one-stop shop N/A
Employee restructuring | conditions of pavchecks for joba,
(GZE) information ZETVICES upgrading,
retirement
benefitz etc.
Government to | Requirement | Enquiries from | Electronic All departments | N/A
Government of agencies regional and transfer of are linked which
(G2G) information | local funds among allows for
government agencies sharing of
agencies mnformation and
avetems

Adopted from (Hiller & Belanger, 2001)

2.5 Benefits of E-government in Developing Countries

Many studies have demonstrated that citizens, businesses and government agencies can derive
significant benefits from E-government (Jaeger & Thompson, 2003; Ndou, 2004; Bhatnagar &
Singh, 2010). Before recent years, governments in developing countries had a traditional
arrangement where most operations and procedures were performed manually, characterised
by long queues and lots of paperwork. Obtaining services from the government was such a
difficult task. This is because many government officers requested gratification for the simplest
task, such as procuring government forms (Ifinedo, 2006). Citizens were mostly required to
travel long distances and sometimes join several queues to obtain services from government

agencies (Ndou, 2004; Kettani et al., 2008; Nkwe, 2012). Also, obtaining services from the
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government demanded movements to and from several departments, and this made the process
stressful, laborious, costly and time-consuming. The provision of services from the government
to its stakeholders was inefficient and quite a slow process. Productivity in the public sector
was considered low, characterised by high bureaucracy, bribery, and corruption (Basu, 2004;
Tolbert & Mossberger, 2006; Aladwani, 2016). More disturbing was the lack of transparency
and accountability, which created mistrust between the government and its citizens. The need
to avert this trend in the public sector became increasingly important, particularly, the need
to boost productivity, reduce the cost of government operations, and deliver better services to
citizens (Fang, 2002; Ndou, 2004). The advent of E-government has resulted in a paradigm
shift from the conventional government set up in developing countries to offering benefits

outlined below.

2.5.1 Quality of Service Delivery

E-government has created various opportunities for governments to improve their interactions
with citizens, expand their business horizons with the private sector through the electronic
market and ensure effective coordination between government agencies. E-government
initiatives are mainly targeted at improving the overall efficiency of government performance
through the provision of quality services to citizens and businesses while optimising its internal
operations (Almarabeh & AbuAli, 2010; Mistry & Jalal, 2012; Thakur & Singh, 2013). In this
light, the use of E-government has helped to transform public administration; speed up service
provision and improve the quality of services to its stakeholders for many governments in
developing countries (Basu, 2004; Kitaw, 2006; Schuppan, 2009; Agangiba & Agangiba, 2013;
Mittal & Kaur, 2013). It has enhanced the overall satisfaction with the delivery of public
services and the dissemination of information on government operations. Government services
have become more service-oriented and proficient. E-government, through its online services
via the web, promises 24/7 access to services and information from the government at a
convenient time to beneficiaries. In many developing countries, as far as access to information
is concerned, this promise has been largely delivered (Teicher, Hughes & Dow, 2002; Schuppan,
2009; Rorissa & Demissie, 2010; Jasmi et al., 2018). For example, most African governments

have developed websites and portals where citizens can get information on government services
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and operations at their convenience (Rorissa & Demissie, 2010). This has helped to save time

and reduce costs significantly.

2.5.2 Cost Reduction

The traditional government setup was associated with many costs due to excessive paperwork,
extensive travel, long queues and waiting times related to government services and operations
thereby affecting the overall productivity of both government and citizens (Kettani et al.,
2008; Bhatnagar & Singh, 2010; Kaisara & Pather, 2011). It is in this light that governments,
despite their scarce resources, have greatly invested in E-government through the adoption of
a wide range of technologies to increase cost- efficiency and save time (Bhatnagar & Singh,
2010). In a similar light, citizens have adopted E-government services to save time and reduce
costs through the use of E-services (Thakur & Singh, 2013; Kettani, 2014). E-government,
therefore, has cost reduction benefits for both government and citizens (Nkwe, 2012). For
instance, automating vehicle license enquiries and renewals will free government resources
which can be channelled for other local services while saving citizens the time and cost of
having to make several trips to physical government offices. Governments have made gains by
implementing E-government as agencies now use less space, do less paperwork and require less
workforce for the same work, which previously demanded many resources. The use of E-

government overall has improved resource management leading to more transparent and

accountable governance (Fang, 2002; Bhatnagar & Singh, 2010; Choi et al., 2016).

2.5.3 Transparency, Accountability and Trust

Studies have shown that prior to E-government, trust in the government was declining due to
several bureaucratic processes that frustrated citizens who visited government offices for
services (Tolbert & Mossberger, 2006; Morgeson, VanAmburg & Mithas, 2011). It is perceived
that E-government has the potential, to a large extent, to increase citizens’ trust and
confidence in the government by providing transparent and accountable governance (Tolbert
& Mossberger, 2006; Choi et al., 2016). This is because E-government improves service delivery
to citizens, and this could, in the long run, change their perceptions about the government.

Research has long established that citizens who are satisfied with the use of E-government
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tend to trust the government more (Welch, 2005; Tolbert & Mossberger, 2006). For example,
Tolbert and Mossberger (2006: 358) postulate ‘that the use of government websites may lead
to positive attitudes toward the government, which, in turn, may encourage improved trust or

confidence in the government generally’.

Moreover, the capturing of electronic data enhances the monitoring and evaluation of
activities at government agencies; increasing transparency and accountability. The increase in
transparency and accountability is also key to strengthening democracy, which leads to better
governance (Gyaase & Gyamfi, 2012; Oni, Okunoye & Mbarika, 2016). Given that E-
government covers a wide range of services: education, health, agriculture, security, and
political participation (e.g. e-voting), accountability is crucial to ensure agencies manage
resources allocated to them properly. This is particularly useful for developing countries where

corruption contributes a significant cost to governments (Bhatnagar, 2003).

2.5.4 Corruption Reduction

Research shows that perceptions of corruption in developing countries are high as compared
to developed countries (Dada, 2006; Bal, Biricik & Sari, 2015; Aladwani, 2016). Combatting
corruption is critical to boosting growth by ensuring that resources and investment are not
diverted for unintended purposes. In many developing countries, corruption has been
identified as the biggest obstacle to economic development (World Bank, 2001 cited in
Elbahnasawy, 2014). According to Mistry and Jalal (2012: 150), “factors such as rigid
bureaucratic traditions, low level of public sector wages, weak or ineffectual penalty systems,
institutional controls, lack transparency of rule processes” contribute to corruption. E-
government has been touted as an important tool to mitigate corruption. It is seen as an anti-
corruption programme that can help curb corruption in the government as it enables effective
tracking of government processes (Elbahnasawy, 2014; Kim, 2014). So far, it has helped to
transform the public sector in many developing countries. For example, it has helped to
minimise face-to-face interactions with officers who may demand a bribe or be bribed to
manipulate government processes (Kitaw, 2006; Sagheb-Tehrani, 2010; Mistry & Jalal, 2012).
It has also provided a means of tracking data on government transactions and decisions made
by a government officer acting as a disincentive for government officers to engage in corrupt
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practices such as fraud, bribery or embezzlement (Bhatnagar, 2003). Additionally, E-
government has expanded access to information, thereby creating more awareness of
corruption and corrupt behaviours (Elbahnasawy, 2014; Jasmi et al., 2018). The increased

access is expected to promote more inclusive and participatory governance.

2.5.5 Inclusive Governance

A major objective of E-government is to improve the relationship between the government
and its stakeholders (Cocchiglia & Vernaschi, 2006). It is perceived that E-government
“represents an opportunity to leverage the infrastructure to develop artefacts that assist the
marginalised by providing more accessible local services” (Thakur & Singh, 2013: 47). In this
regard, E-government helps to promote inclusive governance where all citizens can participate
in decision making; thereby broadening citizens’ participation. This inclusive participation
empowers citizens and contributes to strong democratic processes (Kitaw, 2000). It also
promotes equality and eliminates discrimination to a great extent due to the anonymity it
offers since most services are provided via the web (Almarabeh & AbuAli, 2010; Mistry & Jalal,
2012). E-government is seen as having the potential to extend government services and bridge
the access gap that exists between the government and citizens. For instance, it has helped
improve the information gap between the government and rural citizens (Hoque & Sorwar,
2015). In effect, making governance more inclusive and the government responsive to the needs
of citizens. As highlighted by OECD (2001), inclusiveness is a major characteristic of good
governance that ensures that opinions of all, particularly the vulnerable in society are taken
into account in decision-making. However, achieving a totally inclusive E-government
demands that E-government projects are aligned with context; technological, social, and

cultural needs of citizens (Heeks, 2003; Bonacin et al., 2010).

Despite the benefits derived so far, several challenges are hindering the progress of E-

government in developing countries.
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2.6 Challenges of E-government in Developing Countries

Most of the E-government challenges are attributed to inadequate ICT infrastructure and a
lack of human capacity. There is also a lack of equal access, particularly between the rural and
urban areas as well as other accessibility issues that demand attention to have successful E-
government implementation (Bhatnagar, 2002; Ngulube, 2007). It is perceived that many E-
government initiatives in developing countries are transferred directly from developed
countries which according to Heeks (2005: 63) creates a gap between “design and reality” since
the issue of context is ignored. Another setback is the issue of corruption and inadequate funds,
which make it difficult to sustain existing E-government initiatives (Heeks, 2003; Stanforth,
2006; Aladwani, 2016). There is also a lack of legal frameworks to support effective E-
government implementation. These challenges are discussed in detail in the following

subsections.

2.6.1 Lack of Infrastructure

Infrastructure development is important to support modern technologies necessary for the
implementation of E-government. Lack of infrastructure is considered the biggest challenge
that hampers the successful implementation of E-government (Lin, Fofanah & Liang, 2011;
Nkohkwo & Islam, 2013). E-government requires the necessary infrastructure set up to be
deployed countrywide, however, many developing countries compared to their developed
counterparts lack such infrastructure (Ndou, 2004; Gichoya, 2005; Almarabeh & AbuAli,
2010). These include a strong telecommunication backbone, internet access, ICTs, and a
reliable power source (Jaeger & Thompson, 2003). According to Nkohkwo and Islam (2013),
internet connectivity and stable power supply form a key aspect of the infrastructure
challenge, particularly for countries on the African continent. Africa has the lowest internet
penetration compared to the rest of the world (Internet World Stats, 2016) with the highest
internet tariffs (Lin, Fofanah & Liang, 2011). This acts as a major setback given that the
internet is the main mode of delivering E-government services (Coursey & Norris, 2008; Rorissa

& Demissie, 2010; Malik et al., 2016).
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The expansion of telecommunication networks and internet access is crucial to provide equal
access and bridge the gap between urban and rural areas. As governments continue to accept
opportunities for new technologies in the E-government sector, a wider gap is created between
those with access to ICTs and those without which results in barriers to E-government
participation (Mphidi, 2008; Zheng & Walsham, 2008; Almarabeh & AbuAli, 2010; Cumbie &
Kar, 2014; Hoque & Sorwar, 2015). Citizens without access to ICTs cannot learn to acquire the
needed skills to fully benefit from E-government. It is important, therefore, that the
government puts firm laws and policies in place to facilitate access to ICT infrastructure. This
is because setting up the infrastructure is mostly regulated by law and policy (e.g.
telecommunication policy) which makes legislation an important aspect of successful E-

government implementation (Gichoya, 2005; Thakur & Singh, 2013).

2.6.2 Lack of Legal Framework

Policies and legislation are important factors for the diffusion and adoption of E-government.
In many countries and in most instances, the legislation sets the terms of reference for E-
government projects (Thakur & Singh, 2013). As a result, the policies and laws in a given
country are important as it can impede the desired results of E-government. However, many
developing countries, especially those in Africa, have weak institutions and a legal framework
which hinders the smooth implementation of E-government (Ndou, 2004; Rorissa & Demissie,
2010). This could sometimes be attributed to the lack of political will (Cordella & Iannacci,
2010; Thakur & Singh, 2013) to enforce the policies that relate to E-government
implementation. Like any ICT application, E-government implementation is inherently a
political process (Stanforth, 2006) as such political willingness and leadership coupled with
smart policies are key to help attain its developmental goals faster and at a reduced cost (Basu,
2004). For example, the government of Ghana put in place the ICT for accelerated
development (ICT4AD) policy to help expand and ensure access to ICT (Dzidonu, 2003). An
agency, National Information Technology Agency (NITA) was also established to implement
the policy (NITA, 2008). NITA is mandated to enforce ICT4AD policy and directed to identify
and promote innovative technologies, practices, standards, and guidelines among government

agencies. It revealed that the successful implementation of E-government requires a new set

36



of laws, policies, and legislation that can be enforced impartially to protect the user (Adesola,
2012). For instance, there is the need to purposely put in place a law to fight cybercrime which
is a global threat with regards to the Internet (Huang & Bwoma, 2003; Bélanger & Carter,
2008; Babalola, 2013). Such legislation needs to be designed in a way to protect the data of
users regarding security and privacy so they can trust and feel comfortable to use E-

government services.

2.6.3 Security, Privacy and Trust

Many E-government users do not trust the system and feel reluctant to use it if they cannot
be guaranteed the security of their personal information (Bélanger & Carter, 2008). This lack
of trust in E-government systems may negatively impact on its adoption. Most E-government
systems collect confidential data from users, as such, security and privacy are key aspects to
address during implementation (Huang & Bwoma, 2003; Bélanger & Carter, 2008). It is
perceived that security and privacy influence citizen satisfaction in the use of E-government
services (Choi et al., 2016). In light of this, the government needs to address challenges related
to electronic activities such as information sharing, computer crime, data security, and
intellectual property rights. Security is an important technical construct that helps users
procure in safety while maintaining the integrity of data. As such security features need to be
considered concurrently with each upgrade and scheduled maintenance of E-government
applications to ensure confidentiality, authenticity, and integrity of information (Karokola &
Yngstrom, 2009; Choi et al., 2016). Governments need to design Public Key Infrastructure
(PKI) to tackle these issues and to guarantee secure transactions (Ndou, 2004; Agangiba,

Kontoh & Ansah, 2013).

Security features, however, become complicated based on the technological complexity and
the sophisticated nature of services offered (Karokola & Yngstrom, 2009). For example, an E-
government application offering online transactions requires more advanced security features
to protect personal information, and ATM card information, among others, compared to one
only displaying information. Since electronic communications are highly susceptible to privacy
attacks, there should be legal frameworks in place to handle such issues (Basu, 2004; Bélanger
& Carter, 2008). For instance, the government needs the necessary framework in place to allow
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digital signatures (replacement for handwritten signatures) for transactions. To this end,
Waziri and Yonah (2014), contended that to holistically address security issues, both technical
and non-technical elements such as social, cultural and legal should be factored into
consideration. Ensuring security is a key aspect since it is a crucial means of building citizens’
trust in the E-government system. Every stage of E-government demands its specific, robust
security features be designed by experts, developing countries still lack such skilled staff (UN-

ASPA, 2001; Heeks, 2005) which poses a challenge to E-government deployment and upgrade.

2.6.4 Lack of Human Capacity

In most developing countries, the lack of human resources is a big challenge for E-government
because many government staff are not well equipped owing to inadequate training for the
public sector (UN-ASPA, 2001; Bwalya, 2009). According to Chen et al. (2006), a major
distinction in E-government success between developed and developing countries is the latter’s
deficiency in human resource capacity. Many government employees and officers in developing
countries lack the skills, expertise, and training in the area of installation, design and

deployment of ICT infrastructure and the development and promotion of E-government

strategies (Moon, 2002; Ndou, 2004; Chen et al., 2006; Dada, 2006).

According to Ebrahim and Irani (2005: 604), although some governments have IT staff, “most
of their training may not equip them to program industry-strength web-enabled applications”.
In light of this, Rorissa and Demissie (2010), emphasised the need for developing countries,
especially those in Africa, to invest in human capital necessary to maintain ICT infrastructure.
The human resources (ICT managers, web designers/ developers, procurement officers, and
others) required may, however, differ from country to country depending on E-government
goals to be pursued (Basu, 2004). Governments should prioritise E-government goals and
recruit qualified staff in line with them as well as implement mechanisms to ensure regular
training to keep staff abreast of modern technologies. The deficiency in capabilities also
emanates from high illiteracy rates, low ICT education, and limited access to the internet
experienced by developing countries. In general, the lack of in-house expertise forces the

government to outsource technical skills internationally which sometimes results in a design
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that does not befit the context and with an additional financial burden (Heeks, 2005; Chen et

al., 2006).

2.6.5 Design- Reality Gap

According to Heeks (2005), there is sometimes a mismatch between what the citizens require
and what the government offers, creating a “design-reality gap”. This gap, which exists
between local reality and system design, is seen as a major contributor to E-government’s
failure (Heeks, 2005; Dada, 2006; Choi et al., 2016). When E-government services are not
designed to be citizen-centric, the tendency that they will receive patronage and meet user
satisfaction is low (Bertot, Jaeger & McClure, 2008; Verdegem & Verleye, 2009; Janssen, Van
Der Voort & van Veenstra, 2015). There is the need, therefore, to consider the context in which

E-government is being deployed to develop more citizen-centric services.

From this perspective, Fountain (2001) differentiated two types of technologies “objective and
enacted”. She further explained that objective technology is an already-invented technology
implemented by an E-government decision-maker while enacted is one that is designed and
deployed specifically to the context. Based on this assertion, Heeks, (2005), contends that most
E-government initiatives fail in developing countries because technologies deployed are
enacted; directly transferred from the developed world and not necessarily befitting the
context. This happens because most E-government designers in developing countries are
external to the context of deployment, which results in a “design-imposing application”
(Heeks, 2005: 65). Given the substantial differences between developed and developing
countries, it is crucial for developing countries to adopt context-oriented strategies to succeed
in E-government implementation (Chen et al., 2006; Ochara, 2008; Schuppan, 2009; Priandi,
Fernandez & Sandeep, 2019). For E-government to succeed, contextual conditions such as
social, political, legal and the human capital prevailing at the time of implementation play a
significant role. Also, when E-government is deployed incrementally, the risk of failure
becomes lower (Dada, 2006) since implementers can plan and allocate funds to a specific task
at a time. Misappropriation of funds due to poor management, bribery, and corruption is a

major setback to the success of E-government.
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2.6.6 Corruption and Inadequate Funds

Most E-government projects in developing countries fail due to inadequate funds since donor
partners fund many of them (Stanforth, 2006; Schuppan, 2009; Nkwe, 2012; Nkohkwo &
Islam, 2013). As a result, good financial management is crucial to make the best use of
resources allocated for E-government projects. The project needs to be well planned and
executed in small bits since larger projects are likely to fail if funds run out or are cut by donors.
Literature shows that many large projects fail in developing countries (Heeks, 2002; Dada,
2006) when the allocated funds are inadequate or mismanaged through corruption. While E-
government is touted as a tool for fighting corruption (Bhatnagar, 2002; Bertot, Jaeger &
Grimes, 2010; Kim, 2014; Serra et al., 2015), sometimes E-government projects fail due to
mismanagement as a result of corrupt practices (Heeks, 1999; Cocchiglia & Vernaschi, 2006;
Kim, 2014; Aladwani, 2016; Choi et al., 2016). In developing countries where the perception of
corruption is high (Dada, 2006; Bal, Biricik & Sari, 2015; Aladwani, 2016), it becomes an
important factor to consider. Corruption in the form of bribery, kickbacks, over-pricing, and
embezzlement, among others, abuses the resource earmarked for E-government projects and
diverts them from attaining their full potential. In this manner, corrupt acts have an adverse
effect on E-government, both directly and indirectly. In developing countries, it is typical to
find that public officers are motivated either socially or politically (Aladwani, 2016). For
instance, an individual may be awarded an E-government project based on the person’s
affiliation to a senior public officer rather than expertise and competence. As a result, if the E-
government initiative is not efficiently executed, it becomes difficult to probe. The preferential
treatment is given to such persons instead of qualified and skilled staff affects the general
performance of E-government. Given the large sum of resources budgeted for E-government

projects, they must be maximised for the benefit of all by providing equal access to all citizens.

2.6.7 Digital Divide

A clear distinction between E-government and other electronic services is that the latter has a
targeted audience while the former should be accessible to all citizens (Kaaya, 2004; Schuppan,
2009). This is because services offered by governments mostly have no alternatives (Kaaya,

2004; Schuppan, 2009; Cumbie & Kar, 2014; Leist & Smith, 2014; Tashtoush, Darabseh & Al-
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sarhan, 2016), as such, equal access for all citizens is crucial. The lack of equal access for citizens
in digital society has long been a critical issue resulting in several umbrella terms: digital
exclusion, info-exclusion and social exclusion (Muddiman, 2000; Joi, 2004; Ochara, 2008;
Watling, 2011). The term “digital divide” been popularised by researchers (Fang, 2002; Joi,
2004; Kaaya, 2004; Dobransky & Hargittai, 2006; Mphidi, 2008; Kaisara & Pather, 2011;
Hoque & Sorwar, 2015; Choudrie & Alfalah, 2016) to describe the gap created between those
who have access to ICTs and those that do not. Individuals with no access cannot learn to
obtain the pre-requisite skills needed to operate ICTs and access information in a digital
society. Lack of ICT infrastructure, low literacy rates, limited internet, low ICT literacy and
lack of awareness have been identified by researchers as key contributory factors to the digital
divide among citizens (Chen et al., 2006; Almarabeh & AbuAli, 2010; Rorissa & Demissie,
2010). Physical access to ICT is not enough since E-government demands that citizens be able
to read and write to utilise it effectively. Developing countries, however, have high illiteracy
rates, which pose a threat to successful E-government adoption (Basu, 2004; Ndou, 2004;
Almarabeh & AbuAli, 2010). This is true, particularly for citizens in the rural and deprived
communities who have limited access to ICTs and awareness of E-government benefits
compared to their counterparts in the cities. The expansion of ICT is necessary to ensure
equality in access to information and promote knowledge growth. As Okiy (2003: 1)
accentuated “rural development is a basis for economic development and information is an
important ingredient in the development process”. This view is also shared by Hoque and
Sorwar (2015) who argue that inequitable access between the urban and rural areas has severe
implications for productivity and fiscal growth of a country. For this reason, accessibility

remains a key issue addressed by researchers to date.

2.6.8 Accessibility

Accessibility is a term used to refer to the ease with which individuals can get physical facilities
(e.g. buildings, computers) and services (e.g. E-commerce, E-government services). Many
studies relating to accessibility that have been conducted describe it as a crucial factor that
needs to be addressed since it has a great impact on usability (Murawski & Church, 2009;

Yesilada et al., 2015). Accessibility issues exist in several sectors such as transport, health,
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library, education, and E-government, among others (Muddiman, 2000; Kelly, Phipps &
Howell, 2005; Jaeger, 2008; Hill, 2013). For example, accessibility issues have resulted in
disparity in E-government service provision between urban and rural areas (Hoque & Sorwar,
2015). Accessibility also has several foci and can be expressed in several terms: age, gender,
race, language, income, education, and disability. For example, Yesilada et al. (2015) argued
that income levels of different countries result in accessibility disparity between developed and
developing countries. Differences in educational levels and language may lead to accessibility
issues among the literate and the illiterate (West, 2008). Accessibility problems between the
rich and the poor may also result due to differences in financial levels. Vulnerable groups such
as women, children, and persons with disabilities (PWD), depending on the context, may
encounter various accessibility problems. Although accessibility issues have diverse foci, many
researchers (Jaeger, 2008; Bradbard & Peters, 2010; Henry, Abou-Zahra & Brewer, 2014) have
emphasised the need to keep the scope focused on PWD, an already marginalised group. This
is to ensure that the special needs of PWD are taken into consideration.

Accessibility to E-government services in this study primarily refers to the design of E-
government services in a manner that is easy for PWD to use without barriers (Arrue, Vigo &
Abascal, 2008b; Boussarhan & Daoudi, 2014). Studies have shown that the design of services
that are accessible to PWD, in the long run, offers universal access and greater benefit to all
(Abanumy, Al-badi & Mayhew, 2005; Jaeger, 2008; Henry, Abou-Zahra & Brewer, 2014).
Some PWD require the use of diverse assistive technologies to have access to electronic

services.

2.7  Assistive Technologies

Assistive technologies (AT) refer to any products (equipment, devices, software or hardware)
that help to increase, enhance, compensate or neutralise impairments and maintain functional
capabilities for PWD in everyday life (Scherer, 2005; Boussarhan & Daoudi, 2014; Visagie et
al., 2017). In the context of this study, AT implies all devices and technologies that enable
PWD to interact with ICTs such as the computer and other electronic devices. A major role of
AT “is to enhance the capabilities of persons and to equalise the playing field for persons with

disabilities” (Leung et al., 1999: 41). AT and devices such as speech recognition, braille display,
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screen readers (e.g. JAWS, Mobile Speak, TALKS), magnification software (e.g. ZoomText),
head pointers, tracker balls, adaptive keyboards, and character recognition scanners enable
PWD to effectively interact with computers and other electronic devices (Lazar & Jaeger,
2011; Boussarhan & Daoudi, 2014). Several existing studies have shown that these
technologies are not disruptive but rather enhance functional capacities and improve quality
of life for PWD by enabling them to perform their daily activities independently (Scherer,
2005; Hurst & Tobias, 2011; Boussarhan & Daoudi, 2014). Many PWD depend on others to
perform several tasks which sometimes can be frustrating, the use of assistive technologies
helps to boost their confidence, self-esteem, and promote independence (Scherer, 2005;
Filgueiras et al., 2007). AT provide PWD with opportunities to perform activities which they
would otherwise have difficulties doing due to impairment, thereby improving their quality of
life (Hasselbring & Baugh, 2005; Katsioloudis & Jones, 2013). PWD, however, require
appropriate technologies to meet their particular needs (Pilling & Boeltzig, 2007; Boussarhan
& Daoudi, 2014). To this end, customised or modified assistive technology solutions are
sometimes preferred to off-shelf solutions (Hurst & Tobias, 2011). Given the significant role
assistive technologies play in the lives of PWD, it is important that they are readily available

and affordable.

In the context of developing countries, limited studies have been conducted on assistive
technologies to ensure their safe, efficient and effective use (Borg, Lindstrom & Larsson, 2009;
Eide & Oderud, 2009). The few studies conducted show that assistive technologies are scarce
in most developing countries and the available ones sell at very high prices making these
difficult for PWD to acquire (Eide & Oderud, 2009; Borg, 2011; Gould et al., 2015; Visagie et
al., 2017). This is despite the fact that governments in most developing countries have ratified
the United Nations Convention on Rights of Persons with Disabilities (UNCRPD) binding
them to implement policies that promote inclusive AT and ICT for PWD (Borg, Lindstrom &
Larsson, 2009; Gould et al., 2015). Though such policies exist in many developing countries,
their implementation is a challenge. Gould et al. (2015) explained that this difficulty is a result
of the countries’ low economic income to support such policies. Another challenge related to

AT use in developing countries is inadequate training and skills. Like all other technologies,
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ATs demand prerequisite training, and skills to use them effectively. However, knowledge of
the development of AT personnel is scarce in developing countries (Borg, Lindstrom & Larsson,
2009; Eide & Oderud, 2009). This has been attributed to the lack of policies and legislation by
governments to promote research, development, and training in these technologies (Borg,
2011). The knowledge and skill of developers and providers of assistive technologies are
perceived to be crucial in helping PWD select appropriate technologies and obtain the
necessary training (Scherer, 2005; Borg, Lindstrom & Larsson, 2009). Consequently, most
PWD in developing countries tend to lack relevant skills to effectively operate such
technologies (Bengisu, 2010; Borg, Larsson & Ostergren, 2011). Due to the significance of
assistive technologies for PWD, it is expected of governments to ensure their availability and
affordability realising that a considerable portion of the population may lack access to E-

government services without these technologies.

2.8 E-government Accessibility

The ‘explicit intent of E-government effort is to provide information and services electronically
to its stakeholders’ (Ochara, 2008: 25). An accessible web is, therefore, crucial in the delivery

of E-government services as E-government portals are the main channels for the provision of

services (Rubaii-Barrett & Wise, 2008; Malik et al., 2016).

The quality of E-government service invariably depends on the accessibility of the web
(Goodwin et al., 2011; Wahid et al., 2015; Albalushi et al., 2016). For many researchers,
accessibility serves as the basis for evaluating E-government services (Albalushi et al., 2016).
According to Albalushi et al., (2016), web accessibility and performance are two crucial factors
for any successful electronic services, therefore, to ensure equal access and promote
inclusiveness for E-government services they should be accessible to all. Accessible E-
government implies that citizens, regardless of disability, can interact and with ease use E-
government services without barriers (Berners-Lee, 1997; Shi, 2007; West, 2008; Henry, Abou-
Zahra & Brewer, 2014), in which case web-based applications should be compatible with
assistive technologies PWD use. This is particularly crucial because PWD by default interact
with two systems: first assistive technologies and then the system in use (Filgueiras et al.,
2007). Accordingly, when web applications are designed in an accessible manner, it tends to
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lessen the burden on PWD using them. The information age and the growing digital society
presents a great opportunity for PWD who have faced several discriminations in previous eras
to be integrated into a networked society. Access to E-government services has the potential
to provide independence and boost self-confidence for PWD who have been marginalised from
the mainstream population for decades now (Jaeger, 2008; Rubaii-Barrett & Wise, 2008;

Cumbie & Kar, 2014).

Similar to any other electronic services, most PWD (specifically those with visual, hearing,
cognitive, and mobility impairment) require various forms of assistive technologies to access
E-government services (Boussarhan & Daoudi, 2014). This presents PWD with an extra cost
burden compared to their abled peers - acquiring assistive technologies. The effective and
efficient use of these technologies also demands that the appropriate assistive technology is
chosen and PWD are given the necessary support and training in the technologies (Disability
Rights Commission, 2004; Pilling & Boeltzig, 2007). Accessibility remains critical because with
the most advanced assistive technologies PWD will still face challenges if E-government
portals and other web applications offering E-government services are not designed to be
accessible (Stewart, Narendra & Schmetzke, 2005; West, 2008; Lazar & Jaeger, 2011). It infers
that addressing the issue of E-government accessibility demands an understanding of the
intertwined relationship between PWD, technology, and the social context (Chaudhry &

Shipp, 2005; Jaeger, 2008).

Accessibility problems faced by PWD have mainly been attributed to poor design by web
developers (Heeks, 2005; Stewart, Narendra & Schmetzke, 2005; Boussarhan & Daoudi, 2014);
lack of accessibility awareness from society (Abanumy, Al-badi & Mayhew, 2005; Boussarhan
& Daoudi, 2014); inappropriate selection of assistive technologies; and lack of user experience
for PWD (Disability Rights Commission, 2004; Dobransky & Hargittai, 2006; Cumbie & Kar,
2014). Many governments globally are advancing in the provision of online services to citizens
and PWD risk being excluded from digital society if accessibility issues are not resolved
(Jaeger, 2006; Rubaii-Barrett & Wise, 2008; Cumbie & Kar, 2014). To date, most E-
government accessibility studies conducted have focused on developed countries (Shi, 2006;

Adepoju & Shehu, 2016). A few studies conducted in developing countries revealed that PWD
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faced serious challenges in accessing E-government services (Freire, Russo & Fortes, 2008;
Kuzma, Yen & Oestreicher, 2009; Abu-doush et al., 2013; Makoza & Chigona, 2013;
Boussarhan & Daoudi, 2014; Yaokumah, Brown & Amponsah, 2015; Adepoju & Shehu, 2016).
These accessibility barriers have also mostly been identified using standardised evaluation

tools (automatic tools).

2.9 Evaluation Tools

The use of evaluation tools (automatic tools) is one approach adopted by E-government
accessibility researchers. Evaluation tools are software for automatically testing accessibility
of portals or websites based on predefined guidelines from governments, universities,
institutions, and, sometimes, companies. Examples of these tools include: EvalAcess,
AccessiWeb, Web Accessibility Evaluation Tool (WAVE), AChecker, CynthiaSay, Tests de
Accessibilidad Web (TAW) to mention a few (Abanumy, Al-badi & Mayhew, 2005; Makoza &
Chigona, 2013; Boussarhan & Daoudi, 2014). Table 2-4 illustrates some accessibility guidelines
proposed by institutions and organisations. The Web Content Accessibility Guidelines
(WCAG) by World Web Consortium (W3C) are the most popular among the guidelines serving
as ‘de facto’ guidelines. WCAG has been used by most researchers (Abanumy, Al-badi &
Mayhew, 2005; Kuzma, Yen & Oestreicher, 2009; Olalere & Lazar, 2011; Boussarhan &
Daoudi, 2014). The WCAG describes the steps developers need to adhere to create accessible
web applications, particularly for PWD.

WCAG consists of 14 guidelines and 65 checkpoints to guide the development of accessible
websites for a wide range of disabilities (W3C, 1999). Three priorities are defined within the
WCAG based on these checkpoints: Priority 1 (16 checkpoints), Priority 2 (30 checkpoints)
and Priority 3 (19 checkpoints). The three priorities conform to three levels of criteria of
accessibility: Level A, Level AA, and Level AAA. A website that adheres to Level A means
that all problems related to Priority 1 have been fixed. For a website to attain Level AA,
accessibility issues in Priorities 1 and 2 should be fixed. Website compliance with Level AAA
means issues in Priorities 1, 2 and 3 must be addressed. According to W3C standards, a website

must conform to Level AA criteria to provide accessibility to PWD. Since the establishment
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of WCAG, several countries have established their web guidelines by modifying those of
WCAG.

However, these guidelines do not measure accessibility, hence the need for evaluation tools.
Several researchers (Abanumy, Al-badi & Mayhew, 2005; Shi, 2007; Kuzma, Yen &
Oestreicher, 2009; Olalere & Lazar, 2011; Makoza & Chigona, 2013; Boussarhan & Daoudi,
2014; Ismailova, 2017) who tested E-government websites or portals using evaluation tools
revealed serious accessibility challenges for PWD. Evaluation tools help to detect accessibility
problems quickly and conveniently, their use, however, presents some challenges. These tools
can only detect up to 50% of accessibility problems (Jaeger, 2006; Shi, 2007; Bradbard &
Peters, 2010) and therefore require supplementary manual testing. The sole use of automatic
testing to identify accessibility challenges has also been criticised because using this approach
places all responsibility on PWD irrespective of context (Adam & Kreps, 2009; Bradbard &
Peters, 2010). There is lack of research studies in developing countries that involve key E-
government stakeholders in understanding E-government accessibility geared towards PWD
(Adam & Kreps, 2009; Jaeger & Xie, 2009; Bradbard & Peters, 2010; Henry, Abou-Zahra &
Brewer, 2014) and this study is aimed at addressing this gap.

Table 2-4: Accessibility Guidelines
Participants Deacription Reference
Section 21 of the UK's 1995 Dizahbility and | (the UK, 1995)
Discrimination Act
EUROPA - Web Acceszibility Policy (Commission of the European
Communities, 2001)

Section 508 of the U.5. Rehabilitation Act | (US Section 508, 2002)
Amendments of 1998

The MIT's Web Accezsibility Principles (MIT, 2002)

Governments

Michizan State Univerzity Web | (Michizan State University)
Accessibility Guidelines
The Oregon State University Web | (Oregon State University)
Accessibility Guidelines

Thuversities

IEEE Recommended Practice for Internet | (IEEE, 1999)
Practicez (IEEE,

Institutions

UK Mencap UK Mencap, 2002}
The WAT initiative by the World Wide Web | (W3C, 1999 -WCAG 1.0; W3C, 2008-
Conzortium (W3C) WCAG 2.0)

Adopted from (Abanumy, Al-badi & Mayhew, 2005)
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2.10 Chapter Summary

E-government has become a global phenomenon and a necessary tool for improved
governance; as a result, many governments have adopted it (Gyaase & Gyamfi, 2012; Adrees,
Omer & Sheta, 2015). However, developing countries still lag in the provision of E-government
services, particularly services geared towards PWD (Adepoju, Shehu & Bake, 2016).
Accessibility has been identified as one such hindrance which tends to exclude PWD. Although
the need to give special attention to PWD has been widely acknowledged, few studies have
been conducted on the accessibility of E-government services for PWD in the context of
developing countries. These few studies fall short of providing empirical evidence regarding the
contextual roles E-government stakeholders play in the exclusion of PWD from such services.
This is because the use of evaluation tools following technological determinism has dominated
this research field where key E-government stakeholders are hardly involved in soliciting their
understanding of accessibility within the given context.

This study emphasises the local context, where the study is being conducted. This is because
context consideration is crucial to the successful development of E-government in developing
countries (Heeks, 2005; Schuppan, 2009; Priandi, Fernandez & Sandeep, 2019). Additionally,
the adoption of appropriate policies and technologies are necessary to enable developing
countries to harness the full benefit of E-government initiatives in their contexts (Cocchiglia
& Vernaschi, 2006; Choi et al., 2016; Goldkuhl, 2016). Research has long shown that E-
government developers and government implementers influence how E-government services
are developed (Heeks, 2005; Yildiz, 2007); however, few studies have been conducted in
developing countries involving these key stakeholders (Madsen, Berger & Phythian, 2014).
Moreover, in the E-government community, few researchers have used theories or developed
frameworks for understanding accessibility issues geared towards PWD (Jaeger & Matteson,
2009). Studies have suggested that it is not sufficient to ‘consider who may be excluded, but
also the conditions under which exclusion occurs’ (King & Youngblood, 2016: 725). Thus, this
study seeks to better understand how PWD become excluded from E-government services

based on an empirical case in Ghana.
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CHAPTER 3 : THEORETICAL BASIS

3.1 Introduction

This study seeks to investigate the accessibility of E-government services for persons with
disabilities (PWD) in Ghana. In particular, the study aims to identify how key E-government
stakeholders perceive accessibility and contextual drivers that lead to the exclusion of PWD.
This chapter introduces the theoretical basis used in this study by highlighting the relevance
of concepts to the phenomenon under study. The chapter covers discussions on theoretical
models for studying disability and accessibility for PWD. Further, a sensitising framework is
developed based on sensitising concepts drawn from E-government accessibility literature. The
chapter also outlines the benefits of social exclusion theory as a sensitising lens to understand
the roles of E-government stakeholders and the contextual drivers involved in the

development of E-government services that lead to the exclusion of PWD.

The rest of this chapter is structured as follows: Section 3.2 discusses disability as a concept;
Section 3.3 covers theoretical models on accessibility; 3.4 focuses on the proposed sensitising
framework; Section 3.5 discusses the theoretical foundations for data interpretation; and

finally, Section 3.6 concludes the chapter.

3.2 Disability

Disability has no unified definition; it differs depending on context and the experience by
individuals (Mitra, 2006; Koca-Atabey, 2013). In general, disability refers to any form of
impairment such as visual, hearing, mobility speech and cognitive that results in functional
limitations for an individual (Palmer, 2011; Altman, 2013). Visual impairment is classified as
the most restrictive type of disability (Venter & Lotriet, 2005; Boussarhan & Daoudi, 2014).
Causal factors of disability have been identified to include: ageing conditions, chronic ailments,
low birth weight, poor nutritional status, low immunisation, poverty among others (Elwan,
1999; UNESCO, 2014). In many countries, PWD are marginalised and highly associated with
poverty; hence, they battle with stigma (Mitra, Posarac & Vick, 2011; Samman & Rodriguez-
Takeuchi, 2013).
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Disability is acknowledged as a crucial issue that demands attention in many countries.
However, not many efforts have been dedicated to resolving issues relating to disabilities
particularly in developing countries even though disabilities statistics remain high (Borg,
Larsson & Ostergren, 2011; Mitra, Posarac & Vick, 2013). A typical example, Africa, which is
the second largest continent in the world, has 10 per cent of its population disabled (Rorissa &
Demissie, 2010; WHO, 2011). Over the years, many governments in developing countries have
made efforts in bridging the gap between the disabled and the mainstream population (Loeb
et al., 2008). It is perceived that equal access for PWD in the information era has the potential
to empower them and help improve their quality of life (Rubaii-Barrett & Wise, 2008;
Boussarhan & Daoudi, 2014). With the dawn of ICT and digitalisation of government, much
is expected from governments to ensure equal access and to promote participatory digital
society. Studies (Dobransky & Hargittai, 2006; Fontes et al., 2014) show that disability models
guide strategies and the measures used to handle disability issues. The prominent models

include: medical, social and biopsychosocial as summarised in Table 3-1.

Table 3-1: Summary of disability models

with dizability iz placed on

individuals with impairment.

with dizability is zolely placed
on society and ignores or

impairment.

Medical Secial Biopsvchosocial
Disability iz an individual | Disability is a social problem. | Disability iz hoth an individual
problem. and a social problem.

The responsibility associated | The responsibility associated | The responsibility associated

with  disability shared by
individuals with impairment and

society.

PWD are viewed az devalued

entities in society.

PWD are wvaluable people in
society.

PWD will make a more useful

contribution when society
creates an enabling environment

that improves impairment.

In integrating PWD into
society, the power of control
lies with medical/
technological experts.

PWD have full control of

their lives in society.

Integrating PWD into society iz
a collaborative effort hetween
technological experts,
and PWD.

society,

Solutions for PWD zolely lies
with on medical

/technological experts.

Solutionsz for PWD depend on
the structuring of the social
and political settings

Solutionz for PWD depend on
technology with the right social
and political settings.

Adopted from (Oliver, 1990; Dobransky & Hargittai, 2006; Fontes et al., 2014)
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Despite the existence of these models, PWD still face several challenges accessing information
and services in the digital era and ‘have remained isolated from the decision-making processes
that affect their lives’ (Fontes et al., 2014). For this reason, researchers have proposed various

accessibility models to help improve access to services for PWD in the information age.

3.3 Accessibility Models

Accessibility remains a key feature of any service delivery as such studies on it is continually
increasing (da Silva & Alturas, 2015; Adepoju & Shehu, 2016). In the information society era,
accessibility that is focused on PWD is necessary because they stand to benefit more if they
can access electronic services at their convenience (Pilling & Boeltzig, 2007; Dobransky &
Hargittai, 2016). In light of this, several accessibility models have been proposed by
researchers to serve as a reference for enhancing access, particularly to electronic services for
PWD. The use of models helps to identify gaps (Bloch & Richins, 1983) that need to be

narrowed to improve accessibility.

3.3.1 Web Accessibility Integration Model

The Web Accessibility Integration Model (WAIM) describes the different ways flaws enter web
design during development (Lazar, Dudley-sponaugle & Greenidge, 2004). Lazar et al. (2004),
used this model to assess the perception of webmasters on accessibility. The model divides
accessibility into three components: societal foundations, stakeholders’ perceptions and web
development. They argued that how a society valued accessibility is reflected in the education
curriculum and the training provided for web developers. Additionally, existing laws on
accessibility influence the way developers prioritise accessibility. According to the model,
societal foundations tend to influence the decision of stakeholders involved in the development
of a specific website. The model suggests that if stakeholders are passionate about accessibility,
websites developed are likely to be accessible. According to WAIM, stakeholders are influenced
by the societal perceptions, which include: training, education, policy and the existing

statistics on inaccessibility. These perceptions, in the end, affect the overall web development.
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The model postulates that during web development, both initial and subsequent design is
influenced by the guidelines and tools selected by the web developer. The tendency that the
web developer uses guidelines depends on its availability, clarity, and how efficiently the
developer can execute them. It aligns with a technological deterministic approach to
addressing accessibility. WAIM focuses on web developers and how they can design websites
to conform to accessibility guidelines and legislation. The model has been adopted in the E-
government domain by Baguma et al.,(2007) to understand accessibility perceptions of
webmasters working in the government sector in Uganda and to evaluate their knowledge of

accessibility guidelines. Figure 3-2 illustrates the Web Accessibility Integration Model

Societal Foundations Stakeholders Perception Web Development

Education \
Guidelines &
Tools
Training W::::::;:ser \\ /\‘
s

Initial Site Management
Design and re-design

_._,.-'

Policy & Law |, S client /’/

Knowledge

Present stats on /

inaccessibility

Figure 3.1: Web Accessibility Integration Model (Source: Lazar et al., (2004))

3.3.2 Summary of other accessibility models

Other accessibility models in existence include the composite practice (Leung et al., 1999),
holistic framework (Kelly, Phipps & Howell, 2005) and contextualized model (Seale, 2006).
The composite practice emphasises the significant role of assistive technologies (AT) in
enhancing accessibility to online systems for PWD. It places responsibility on institutions to
provide the needed AT to suit specific disabilities with less cost burden to PWD to improve

accessibility. The model also argues that AT ought to be developed using a universal design
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approach to ensure that they meet the needs of users with diverse disabilities. Leung et al.,

(1999), recommend the need for implementation of AT policy that to ensure available funding

and affordability of AT for PWD.

The holistic model argues that the use of accessibility guidelines by developers do not
necessarily guarantee the development of accessible online services. For example, a website
may conform to accessibility guidelines yet may not be usable by PWD. Kelly et al. (2005),
explained that accessibility guidelines are often difficult to follow due to their theoretical
nature, ambiguity and differences in interpretation by web developers. They suggested that in
addressing accessibility to services, emphasis should not be placed on total online services. To
this end, they proposed a user-centric approach to provide accessibility for diverse disabilities.
The holistic framework demands that the accessibility needs of PWD are discussed to ensure
the necessary considerations are made right from the start. It recommends that resources are

tailored to the need of each PWD instead of providing universally accessible services.

A contextualized model was proposed by Seale (2006), who identified key components of
accessibility to include accessibility stakeholders, accessibility mediators, accessibility drivers,
and stakeholder responses. The model contends that the context in which the stakeholders
operate and how they interact with their context affect their response to the accessibility needs
of PWD. According to the contextualized model, there are three main drivers of accessibility:
guidelines, standards, and legislation. The model assumes that all key stakeholders build a
community of practice over a period by engaging each other to determine solutions and define
strategies. These models have so far addressed accessibility, mainly in the context of electronic

learning.

3.4  Towards a conceptual framework for E-government accessibility

E-government is a complex system made up of social, technological and political components
which interrelate in a way that subsequently affect accessibility. Both personal competence
and the enabling environment are key to enhance participation of PWD in digital society.
Apart from the impairment of PWD, external factors act as facilitators or impediments to their

attainment of daily activities and social participation in digital society (Boussarhan & Daoudi,
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2014). Technology is one aspect that helps to reduce the gap between personal capacities and
what the environment or context demands (Biihler & Fisseler, 2007). To address E-government
accessibility for PWD, context plays a vital role. Acknowledging context helps to better
understand accessibility through the meanings stakeholder assign to them (Klein & Myers,
1999).

The review of the literature on E-government, accessibility, disabilities models and
accessibility models all show that; in developing accessible services, certain key agents (human
actors) are involved. Furthermore, the operation of these agents is influenced by some drivers
(factors that interact with agents), which subsequently determine how services are developed
within a specified context. In this study, concepts identified from the literature are used to
develop a sensitising framework which was used as a reference for data collection. The

meanings assigned to the concepts were derived from the empirical setting.

3.4.1 Sensitising concepts

Sensitising concepts originated with Blumer (1954), who argued that qualitative researchers
require initial ideas to guide them to study a phenomenon of interest in their empirical settings.
Sensitising concepts, therefore, provide clues for researchers to know what to look out for and
what directions to explore their phenomenon of interest. These concepts ‘serve to guide initial
observations as the researcher watches for incidents, interactions, and conversations that
illuminate these sensitising concepts in a particular setting’ (Patton, 2015: 359). According to
Charmaz (2003: 259), sensitising concepts refer to ‘those background ideas that inform the
overall research problem and act as a starting point for building analysis’.

Similarly, Patton (1990), posits that the inductive application of sensitising concepts enable a
researcher to examine how the concept is manifested in their empirical settings. Such concepts
are mostly drawn from existing research studies, theory as well as from the researcher’s
experience. In this regard, sensitising concepts are to help the researcher make sense of data,
‘but not to force an interpretive analysis’ (Patton, 1990: 391). As a result, sensitising concepts
can be refined, modified and sometimes discarded by researcher depending on the empirical

observation. The overall role of sensitising concepts is to act as a reference and provide an
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effective framework for analysing empirical data to help develop a better understanding of the
phenomenon under study (Bowen, 2006).

With regards to this study, my personal experience as a person living with a disability and a
former employee at one of Ghana’s most patronised government agency shaped my
understanding of the sensitising concepts. All sensitising concepts employed in this study
emanated from literature. Studies have shown that government officers, web developers and
PWD are key stakeholders in developing accessible E-government services for PWD. Each of
these stakeholders’ operations is influenced by certain factors, which in the end affect the
overall development of E-government services and accessibility experience for PWD. Table 3-

2 indicates the sensitising concepts from literature.

Several researchers (Kuzma, Yen & Oestreicher, 2009; Goodwin et al., 2011; Yaokumah,
Brown & Amponsah, 2015), have argued that policies and legislation implementations are
essential to promote accessibility for PWD. Government officers’ knowledge of these policies
is crucial to help them make the right decisions with regards to PWD. With the right policies
in place; government officers at various agencies would be guided to implement accessible E-
government services. The awareness government officers have regarding accessibility will
inform the accessibility interventions they put in place. For example, government officers will
be more conscious of allocating adequate resources for the effective implementation of policies
and legislation that would ensure accessibility for PWD (Chen et al., 2006; Rorissa & Demissie,

2010).

Web developers have long been identified as key players in improving accessibility for PWD
(Jaeger, 2004; Abu-Doush et al., 2013; Malik et al., 2016). This is because E-government is
mostly concerned with electronic services delivered via web-based applications and web
developers design, implement and sometimes maintain these applications. As a result, the
education and training acquired by web developers form an important aspect. The training
and education on accessibility would enable developers to design more accessible k-
government applications (Jaeger & Matteson, 2009; Yaokumah, Brown & Amponsah, 2015).
Also, web developers’ awareness of accessibility is useful to assist them to know how PWD

interact with their applications (Freire, Russo & Fortes, 2008; Owusu-Ansah, 2014). These
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factors influence the understanding of developers on accessibility and subsequently how to

improve on it.

Previous studies (Jaeger, 2006; Abu-doush et al., 2013; Henry, Abou-Zahra & Brewer, 2014)
have indicated that PWD ought to be involved in the development of E-government services
to ensure accessibility for them. For instance, studies in (Rubaii-Barrett & Wise, 2008; Henry,
Abou-Zahra & Brewer, 2014; Albalushi et al., 2016) show that developers who test their designs
with PWD produce more accessible and usable applications. Many PWD (those with mobile,
visual and cognitive impairment) are unable to access electronic services without AT (Pilling
& Boeltzig, 2007; Lazar & Jaeger, 2011; Abu-Doush et al., 2013). To use AT proficiently, PWD
need training (DRC, 2004; Pilling & Boeltzig, 2007). In this regard, the ability of PWD to
access E-government services efficiently depends on the extent of training received in AT.
Training in AT also enables PWD to choose appropriate technologies they require for specific
functioning and efficiently manipulate them. E-government accessibility, therefore, can be

ensured if the right stakeholders are involved in the development process.

This research aims to conduct an empirical study in Ghana regarding the accessibility of E-
government services for PWD. Also, PWD have had a ‘history of exclusion in many areas of
life, including the social, political, cultural and economic’ (Leung et al., 1999). Owing to
accessibility issues, some PWD have lost trust in government (Jaeger & Matteson, 2009). This
is because accessibility challenges deny them opportunities to harness the benefits of electronic
services from the government in full. To investigate this phenomenon, an integrated approach
considering the social and political elements that are involved in the technical development of
E-government services is required. This study, therefore, requires an underpinning theory to
help better understand the actions of E-government stakeholders, factors that influence their

actions and the considerations made in the development of E-government services.

3.4.2 Social exclusion framework

Theory is important to inform research design and to understand and explain a phenomenon
under study (Walsham, 1995). Studies in E-government accessibility have mostly employed

the WCAG as a framework to evaluate the accessibility of E-government services for PWD
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(Paris, 2006; Agbozo & Spassov, 2018). Many researchers have criticised the WCAG for its
implicit application of the medical model of disability which fails to acknowledge the role of
societal structures in addressing accessibility for PWD (Kelly et al., 2009; Cooper et al., 2012;
Dobransky & Hargittai, 2016). To holistically address the accessibility challenges of PWD, it
crucial to understand how the challenges come about and why they persist. Social exclusion

framework is chosen as the sensitising lens for this study.

Social exclusion framework is accredited to the French scholar Lenoir (1974), who first used it
to understand how certain groups of people were affected by the failure of integrative
institutions in France. Social exclusion framework was developed in response to economic
restructuring and technological change, which resulted in social disintegration (Fischer, 2008).
Lenoir (1974), used the framework to understand poverty, its causes and the deprivations
associated with it amongst the vulnerable, particularly the disabled (Estivill, 2003).
Subsequently, it was adopted widely in Europe to explain the general lack of material resources
(e.g. shelter, food, employment, etc.) for some groups of people within the population (Rawal,
2008). In his rendition of the social exclusion framework, Sen (2000) explained that it is an
analytical framework useful to identify the causes of capabilities failure, which eventually
leads to poverty. Also, the uniqueness of the social exclusion framework as compared to other
frameworks for understanding deprivation is that; it offers a better insight to the experiences

of those excluded or at risk of exclusion (Kabeer, 2005; Atkinson & Marlier, 2010).

Social exclusion is socially constructed and has related effects for the excluded, which varies
depending on the context. Thus, exclusion results from several and different exclusionary
spheres. For instance, lack of access to transport may lead to other effects such as; less
interaction with relatives, limited opportunities to jobs and healthcare. For this reason,
exclusion may be complete denial to access (active exclusion ) or unequal access (passive
exclusion) experienced by a group of persons in comparison to others (Sen, 2000; Fischer, 2008;
Benbow et al., 2015). A group, in this case, refers to either people who have shared beliefs and
values (e.g. religion, ethnicity) or people who share similar characteristics (e.g. AlIDs,
disabilities). Passive exclusion occurs through unintended consequences of structural change,

institutional disjuncture or discriminatory acts. In passive exclusion, deprivation is one reason
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for the exclusion, while active exclusion is when exclusion is the fundamental cause of
deprivation. However, either form of exclusion has some effects on the affected. Social
exclusion framework is useful to understand and explain how certain influences lead to the
exclusion of a section of the populace (Sen, 2000; Lucas, 2012). It is an actor-oriented approach
useful to understand ‘who is doing what’ in a relationship of actors to whom (Kabeer, 2000).
The underlying principle is that certain groups of people are excluded by powerful agents or as
a result of their limited capabilities. Exclusion is, however, not only in terms of materials but
also the lack of agency (Fischer, 2008; Kidd, 2014). Consequently, social exclusion framework
focuses on participation; thus, the lack of access to opportunities (Preston & Rajé, 2007; Lucas,
2012). To this end, exclusion is described as any missed opportunity (Soors, Dkhimi & Criel,

2013).

The literature in social exclusion indicates that exclusion is a process or an outcome. This
study aligns with the perspective of several researchers (Sen, 2000; Phillips, 2008; Rawal, 2008;
Fischer, 2011; Kidd, 2014) who argue that social exclusion is both a process and an outcome.
Thus, social exclusion is a state where a section of the society is either partially or wholly denied
opportunities enjoyed by others as well as the process that leads to or sustain such a state.
Subsequently, exclusion can occur at different levels, such as individual and societal or
structural levels (Letch & Carroll, 2008; Phillips, 2008). The various levels of exclusion are not
isolated but interact in a way reinforcing exclusions (Phillips, 2008; Kidd, 2014). The cause of
exclusion can be agentive obstruction, structural disadvantage or institutional disjuncture
(Phillips, 2008; Kidd, 2014; Chereni, 2017). Social exclusion framework pays attention to both
personal limitations and societal structures involved in the exclusionary process thereby
helping to understand the causes of exclusions and to inform policymakers on how to design
and implement appropriate intervention strategies (Adhikari, Tamrakar & Hagen-zanker,
2014). The literature in social exclusion shows that exclusion is an outcome of a process that

involves agents and drivers (Barry, 2002; Mathieson et al., 2008; Kidd, 2014).

Agents of social exclusion refer to humans who have influence or whose actions and practices
lead to the exclusion of others (Kabeer, 2000; Chereni, 2017). Agents owing to their socio-

cultural practices or discriminatory acts may tend to exert exclusionary pressures which are
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fed into policy decisions and implementation practices (Kabeer, 2000; Kidd, 2014). Agents
require resources to exercise agency or control and make important decisions (Saith, 2001;
Gallie & Paugam, 2004). Thus, the agency they can exercise is dependent on the resources
available to them and those they can draw from within their environment. In the process,
vulnerable people (e.g. PWD, children, ethnic minority groups) are most at risk of exclusion
since they often have limited access to resources (Adam & Potvin, 2016). These result in
unequal power relations among agents and the power differentials lead to the exclusion of some
agents. For instance, Kabeer (2000), stated that even though public officers are meant to
address the social needs within a community; they could be agents of exclusion by their way
of practice and how they allocate resources to that need. However, exclusion is not always the
actions of other agents but could be self-enforced (Barry, 2002; Rubaii-Barrett & Wise, 2008;
Lucas, 2012); thus, those excluded contribute to their exclusion. While agents on their own can
generate exclusions, they interact with drivers in the specified context which tend to shape or

influence their actions and perceptions leading to exclusions.

Drivers are mainly contextual influences or factors which facilitate the exclusionary process
either explicitly or implicitly using agents. Drivers produce and reproduce various forms of
social exclusion. Drivers may be instrumental (vital and necessary) or constitutive (part of)
reasons that produces the exclusion (De Haan, 1999; Sen, 2000). Several studies (Phillips, 2008;
Benbow et al., 2015; Adam & Potvin, 2016) have shown that drivers of social exclusion mostly
are structural elements which tend to disadvantage some sections of the population. This
structural disadvantage though, may not be discriminatory, still, generate exclusions. Drivers
of social exclusion could be physical (lack of roads, internet, ICTs) and non-physical
(legislation, design procedures, enforcement). Also, different drivers impact differently on
different vulnerable groups (Bradshaw et al., 2004). For example, government’s
implementation of policy to deny immigrants access to health benefits is an active form of
exclusion towards immigrants (Benbow et al., 2015). Consequently, such a structural change

will affect a particular group (immigrants) having no impact on other vulnerable groups.

Exclusionary process refers to various stages where limitations are placed on some individuals

which tend to generate exclusions. At each stage, agents or drivers or both are involved in the
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exclusionary process. This means exclusions can occur in diverse ways (1)agents can on their
own generate exclusions; (2) drivers can on their own generate exclusions; and (3) interactions

between agents and drivers can lead to exclusions (Estivill, 2003; Rawal, 2008; Kidd, 2014).

Social exclusion framework has been used extensively to understand and explain the lack of
social participation and access to services by some group of persons within the society. For
instance, the framework has been applied to understand accessibility issues relating to
transport (Preston & Rajé, 2007; Stanley, 2007; Lucas, 2012), healthcare (Popay et al., 1998;
Mathieson et al., 2008; Soors, Dkhimi & Criel, 2013; Benbow et al., 2015), internet usage
(Foley, 2004; Chigona, Mbhele & Kabanda, 2008) and E-government services (Ochara, 2008;
Makoza & Chigona, 2013; Frohlich & Peters, 2017). In many developing countries, exclusion
from political and civil rights is equated with being excluded from social rights (Soors, Dkhimi
& Criel, 2013). Similarly, Sen (2000: 38), argued that “exclusion from the process of governance
and political participation is an impoverishment of human lives”. For this reason, the
framework has great potential in addressing accessibility issues in developing countries,

particularly in sub-Saharan Africa, where inequalities exist in many spheres (Saith, 2001).

Studies (Heeks, 2002; Letch & Carroll, 2008; Ochara, 2008; Frohlich & Peters, 2017) have
shown that how E-government systems are designed and evaluated can contribute to the
exclusion of already marginalised groups. Hence an appropriate approach to its development
is needed to minimise exclusions. Accessibility in this study is expressed as a form of exclusion
since the inability of PWD to patronise E-government services benefitted by the majority of
citizens deprives them (Barry, 2002; Babajanian & Hagen-zanker, 2012). This is because
governments provide monopoly services with no alternative source of supply (Zheng &
Walsham, 2008; Leist & Smith, 2014). Also, access to E-government services can facilitate
opportunities to jobs (e.g. online vacancies), health (e.g. E-medicals services), business (e.g. E-
procurement) and productivity (e.g. G2E services). Subsequently, inaccessibility to E-
government services leads to the deprivation of PWD (Makoza & Chigona, 2013). The use of
the social exclusion framework in this study is appropriate because the development of E-

government is a stage by stage process involving actors operating with contextual drivers

(Heeks, 2005; Larkotey, Effah & Boateng, 2017; Jasmi et al., 2018). In line with the objectives
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of this study, the theoretical lens will help identify drivers that impede accessibility of E-
government services for PWD thereby restricting their full participation in digital society (Sen,
2000; Rawal, 2008). In doing so, it pinpoints key actors involved in the exclusion of PWD from

E-government services because of their decisions or practices (Lucas, 2012).

3.4.3 Sensitising framework

Most E-government accessibility studies have pinpointed that PWD face several accessibility
barriers using E-government services. However, E-government accessibility challenges have
long been addressed as a technical problem rather than one of social exclusion (Cushman &
McLean, 2008). The lack of access to E-government services amounts to social exclusion for
PWD (Jaeger, 2006; Makoza & Chigona, 2013). Also, studies show that there is a lack of
established frameworks for studying E-government accessibility (Jaeger & Matteson, 2009).
In this study, a sensitising framework was developed with a theoretical perspective from social
exclusion framework and integrated with the sensitising concepts from literature to provide a
conceptual basis for the research. Figure 3.3 illustrates the particularisation of social exclusion
framework for the study. A definition of concepts used in this study not described in social
exclusion literature is offered in Table 3-2.

Social exclusion framework is used as a sensitising lens to understand the roles of E-
government stakeholders and the contextual drivers that lead to the exclusion of PWD from
E-government services in Ghana. Disability is one characteristic that put certain groups of
persons at risk of exclusion (Saunders, 2003; Preston & Rajé, 2007; Peters & Besley, 2014).
PWD bear a greater accessibility burden than others and experience exceptional accessibility
challenges which need to be addressed.

In line with the objectives of this study, the following elements of social exclusion are
particularised: (1) agents involved; (2) drivers of exclusion; and (3) the exclusionary process.
Agents of exclusion: With regards to this study, literature has identified three key agents;
government officers, developers and PWD who play significant roles in determining and
improving the accessibility of E-government services for PWD.

Drivers of exclusion- Evidence from literature show that accessibility of E-government services

for PWD involves several drivers such as (1) policies and legislation; (2) PWD access to AT;
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(3) literacy of PWD; (4) accessibility training of developers; (5) education of developers; (6)
accessibility awareness of developers (7) training of PWD; and (8) accessibility awareness of
government officers.

Exclusionary process- in this study, this process encompasses the role of agents and drivers in
the development of E-government services and accessibility experience of PWD. Whiles either
agents or drivers may generate exclusions, interactions between the two implicitly may exert
exclusionary pressures which is fed into the development of E-government services leading to

exclusions.
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Figure 3.2: Particularisation of social exclusion theory to the study
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Table 3-2: Sensitising concepts from literature

Focus

Definition

References in literature

Development of E-government

services

The development and design of E-
government services (e.g. inclusion of
testing

compatibility with assistive technologies

accessibility features and

Takagi et al..(2004); Heeks (2005); Jaeger (2006); Kuzma (2010); Welle Donker-
Kuijer et al., (2010); Kopackova et al., (2010); Goodwin et al., (2011); Al-Khalifa
(2012); Power et al., (2012); Youngblood and MacKiewicz (2012); Makoza & Chigona
(2013); Hsieh et al.,(2013); Cumbie and Kar (2014); Boussarhan and Daoudi (2014);
Otniel (2013); Galvez & Youngblood (2014); King and Youngblood (2016); Al-khalifa
et al., (2017); Darmaputra et al., (2017); Ismailova (2017)

Assistive Technologies (AT)

PWD (especially those with mobile,
visual and cognitive impairment) need
diverse forms of assistive technologies to

access electronic govern:ment services.

Abanumy et al., (2003); Jaeger (2006); Pilling and Boeltzig (2007); Shi (2007);
Rubaii-Barrett and Wise (2008); Jaeger and Matteson (2009); Kuzma (2010); Olalere
and Lazar (2011); Abu-doush et al.,(2013); Henrv et al., (2014); Boussarhan and
Daoudi (2014); Cumbie & Kar (2014)

Policies and legislation

Implementation of accessibility policies
and legislation to improve accessibility

for PWD.

Lazar et al.,(2004); Kuzma et al., (2009); Kopackova et al., (2010); Kuzma (2010);
Goodwin et al., (2011); Yaokumah et al., (2015); Ismailova (2017); Mtebe and
Kondoro (2017)

Accessibility awareness of

developers

Developers’ awareness of acecessibility to

enable them to make considerations for

PWD

Carter and Markel (2001); Abanumy et al., (2005); Bundrick et al., (2006); Paris
(2006); Arrue et al., (2008b); Freire et al..(2008); Kuzma (2010); Abu-doush et
al.,(2013); Mourad & Kamoun, 2013; Hong et al.,(2015); Al-khalifa et al., (2017)

Training for developers

Training on  accessibility for E-

government developers.

Baguma et al.,(2007); Brophy and Craven (2007); Loiacono et al., (2009); Jaeger and
Xie (2009); Abu-doush et al.,(2013); Galvez and Youngblood (2014); Yackumah et
al.,(2015)

Education of developers

Providing education for developers on

(e-g.

part  of

accessibility incorporating

accessibility  as learning

curriculum for upcoming developers)

Lazar et al.,(2004); Heeks (2005); Jaeger (2006); Bundrick et al., (2006): Baguma et
al..(2007); Hong et al.,(2015); Yaokumah et al., (2015)

Training for PWD

Training in assistive technologies for
PWD to enhance efficient use of E-

govern.m.ent services

DRC (2004); Pilling and Boeltzig (2007); Abu-doush et al., (2013)

PWD literacy

The ability of PWD to read, write and

understand web content

DRC (2004); Grantham et al.,(2012); Abascal et al..(2016)

Accessibility awareness of

government officers

Awareness of accessibility by government

officers rendering E-government services

Jaeger (2004); Abanumy et al., (2005); Paris (2006); Makoza & Chigona (2013)
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3.5  Theoretical foundations for data interpretation

Interpretive studies afford flexibility in the use of theory such that initial theories adopted by
a researcher can be revised in order to align with concepts emerging from field data (Walsham,
1995). Consequently, initial theories for a research study could be revised or entirely
abandoned at a later stage of the study (Walsham, 2006; Geeling, 2018). Data for this study
was collected using the sensitising framework (figure 3.5) indicated in section 3.4.3. Data was
analysed inductively using thematic analysis to identify themes. Findings from the data
necessitated the need for other theories to provide a better understanding of the phenomena.

For instance, the analysis of empirical data revealed that importance was afforded to the
individual characteristics of PWD and contextual conditions that affected their capabilities to
access E-government services. At this point, the researcher had to draw on concepts from Sen’s
capability approach to better interpret the empirical evidence. In another instance, it was
found that structures and their interactions with E-government stakeholders afforded them
agency and shaped their perceptions about accessibility. Here the researcher had to draw
concepts from Giddens’ structuration theory to elaborate on the empirical evidence. Again,
empirical evidence afforded significance to power and influence among E-government
stakeholders in the E-government development process. As a result, concepts from
organizational influence theory were adopted to provide theoretical elaboration on the

evidence. I discuss in brief these theories in the following sub-sections.

3.5.1 Capability approach

Capability approach developed by Amartya Sen is based on functionings and capabilities (Sen,
1999; Terzi, 2005; Vehmas & Watson, 2014). Capability approach focuses on the type of choices
people can make and their capabilities to achieve them. Functioning refers to the states of a
person such as being literate, skilful or wealthy. Capabilities, on the other hand, are the
available opportunities to achieve functioning; thus, “what the person has or has access to,
and what they can do with it” (Vehmas & Watson, 2014: 644). Capabilities are the factors that
allow people to realize their achievements. For instance, literacy is a functioning whereas the

opportunity to attain literacy is the corresponding capability. To this end, promoting
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capabilities require that individuals convert available resources into functioning.
Consequently, capability can enhance or limit one’s functioning. Capability approach contends
that both personal (e.g. impairment, financial resources) and environmental (economic, social,
political) factors are significant to the achievement of human functionings/capabilities (Sen,
1999; Terzi, 2005; Mitra, 2006). For example, Sen (1999) indicated that developing the
capabilities of PWD require several inputs which include resources, policies, socio-cultural
changes to able them to be at par with the non-disabled. Similarly, Oosterlaken (2009), argues
that from the capability approach perspective technologies are required to improve human
capabilities and remove barriers to functionings. Thus, technology is able to provide people

with the ability to achieve relevant functionings.

3.5.2 Structuration theory

Structuration theory developed by Giddens (1984) helps to understand how the human agency
interacts with social structure. The theory views human agency and social structure as duality
and not as separate concepts (Giddens, 1984, 1991). The theory contends that social structure
is the outcomes of practices which happened in the past and it makes practices possible (the
duality of structure). Structuration theory, therefore, places practices at the core of social
analysis contending that practices need to be studied because they determine outcomes (Rose
& Hackney, 2003; Whittington, 2010). According to Giddens (1991), structures are practices;
s0, as practices change over time, so do structures. Also, structures produce and reproduce rules
over time that constrain or enable human actions. Structuration theory acknowledges that
human actions have unintended consequences on institutional system where agents are located
(Lyytinen & Ngwenyama, 1992). The theory argues that every human can exercise agency;
thus, the “capability of individuals to act with conscious intention” (Giddens, 1984: 375). This
means humans are knowledgeable agents who monitor their actions and their consequences as
well as actions of others. Also, every human possesses the ability to change any situation
because each person has unique abilities and innovativeness, so their actions cannot be
absolutely predicted in advance. Giddens (1984) analyses social structure from three
dimensions; signification, domination and legitimation. Further, he underscores three forms of

interaction in which agency is performed; communication, the exercise of power and sanction.
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To communicate effectively an agent must be knowledgeable to follow rules of conversation
(Rose & Hackney, 2003; Goss, 2017). An agent can exercise power by dwelling on resources
both individually and contextually (Lyytinen & Ngwenyama, 1992). Human agents draw on
rules (e.g. policies) to sanction their social conduct and that of others where there are defined
boundaries of expected behaviours in an organization or contextual culture. In practice,

however, all three forms of structure and interactions are inextricably intertwined.

3.5.3 Organizational influence theory

Organizational influence theory helps to understand “how social actions of individuals enact
influence on other individuals in order to achieve one or more goals” (Nielsen & Ngwenyama,
2002: 213). The theory argues that the ability for a person to exert influence is dependent on
the resources he or she controls. For instance, a person’s expertise or skills can enable him or
her to influence others. Thus, the organizational influence theory is an analytical framework
to understand the sources of power, how individuals can obtain power and analyse power
relationships (Ngwenyama & Nielsen, 2013). The organizational influence theory is used to
understand influences in organizations as well as political behaviours of individuals within
organizations. In an organization, understanding power dynamics among individuals is
important as it influences the quality of organizational output (Kotter, 1977; Cohen &
Bradford, 1989). The organizational influence theory also helps to explain “how change agents
are able to make intended changes and achieve such changes” (Nielsen & Ngwenyama, 2002:
217). The theory defines two forms of influence; formal and informal. Formal influence sources
of obtaining power include expert knowledge, authority and ability to coerce (Goodstadt &
Hjelle, 1973; Drake & Moberg, 1986; Yukl & Falbe, 1990). Examples of informal influences are
lobbying and persuading (Yukl & Falbe, 1990; Nielsen & Ngwenyama, 2002). Organizational
influence theory points to several influence tactics that can be adopted by individuals who seek
to influence others to attain specific goals. These tactics include consultations, exchange,
coalition, pressure among others (Kipnis, Schmidt & Wilkinson, 1980; Yukl & Falbe, 1990).
The choice of influence tactics should depend on the target (e.g. superior, colleague,
subordinate) one seeks to influence (Kipnis, Schmidt & Wilkinson, 1980; Cohen & Bradford,
1989).
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3.6 Chapter Summary

This study uses the social exclusion framework as a sensitising lens to study the accessibility
of E-government services for PWD in Ghana. Sensitising concepts drawn from E-government
accessibility literature have been particularised to the social exclusion framework to develop a
sensitising framework presented in Figure 3-5. The sensitising framework is used in
investigating the accessibility of E-government services for PWD to understand the roles of E-
government stakeholders and to identify the contextual drivers in the exclusion of PWD from
E-government services in Ghana. The framework indicates government officers, web
developers and PWD are key agents of accessibility whose practices and actions are influenced
by contextual drivers. The type of E-government services developed is determined by the
agents and drivers. The framework recognises contextual drivers may alter the development
of E-government services while acknowledging that ‘power in relationships work to put
boundaries on participation, and to exclude certain agents’ views from entering the arena of
E-government development in the first place (Gaventa, 2006: 29). This is key to the study of
E-government accessibility in developing countries where there have been limited studies to
investigate contextual phenomenon, particularly from the perspective of those at risk of
exclusion. In the next chapter, the methodological approach adopted for this research is

described and justified in the context of the application.
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CHAPTER 4 : RESEARCH METHODOLOGY

4.1 Introduction

This chapter presents the research methodology used in this study. Specifically, it covers issues
regarding research purpose, strategies, approach, research ontological and epistemological
stances, research methods employed for data collection and their appropriateness and the
context of their applicability. The process of data collection from three stakeholders: PWD,
web developers and government officers, as well as document sampling, is also covered. The
techniques used in the analysis of data are described. The ethical considerations followed to
conduct this study are also discussed. The methods used in this study are thus described and

justified in the context of the research.

4.2 Research purpose

Any research study aims to achieve some specific set of objectives. As a result, the purpose of
the research is defined by its outlined goals. From the perspective of the research purpose,
literature often has classified research studies into the following five categories (Mcelroy, 1982;
Kumar, 2014):

e [Exploratory: research that aims to discover or explore an area of research where little

is known.

e Descriptive: research that seeks to describe or provide information about what is

prevalent with regards to the problem or phenomenon under study.

e Explanatory: research that attempts to clarify or explain how and why a given

phenomenon exists and to investigate the relationship between two situations.

e Predictive: research that is targeted at predicting certain phenomena.

e Prescriptive: research that seeks to develop a recommendation for a practical problem.
The purpose of research is, therefore, implicitly embedded in the research questions and guides
the choice of appropriate methodology. To this end, a research study can have more than one
purpose; for example, a research could be descriptive and same time predictive (Neuman,
2014). This study is exploratory in the sense that few studies have involved PWD in eliciting
their contextual concerns; web developers and government officers to understand how their
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practices and actions that lead to the exclusion of PWD. The study is also descriptive as it
aims to describe the roles of agents and contextual drivers in the exclusionary process. The
study investigates how these contextual drivers and the role of stakeholders reinforce the

exclusionary process. On this basis, the study is explanatory in nature.

4.3 Research reasoning process

There are different reasoning processes or procedures used in conducting a scientific inquiry. A
research reasoning process provides the logic for obtaining the research objectives set by a
researcher or to answering the research questions. There are four strategies of reasoning
relating to the conduct of scientific research: inductive, deductive, abductive and retroductive
(Blaikie, 2010; Ngwenyama, 2014).

The inductive approach attempts to establish models or theory from empirical observations to
better explain a phenomenon. The deductive strategy, on the other hand, seeks to test a theory
or implication of theory empirically. Abductive approach tends to generate hypotheses or
explanations of a phenomenon of behaviour while a retroductive approach aims to discover
the underlying mechanisms that explain a phenomenal behaviour of interest (Ngwenyama,
2014). The type of reasoning chosen by a researcher is dependent on the nature of the
phenomenon under study. According to Blaikie (2010), inductive and abductive strategies are
more useful for exploratory and descriptive research studies; with deductive and retroductive
more suitable for an explanatory research study. This study follows an inductive approach to
explore and understand within a specified empirical setting the accessibility of E-government
services for PWD. A sensitising framework is used to guide the construction of research
instruments and to assist with the meaningful synthesis of data. The sensitising concepts in
the framework were not pre-defined, but rather, their meanings were derived from the

empirical setting.

4.4 Ontological and epistemological approach

Ontological assumption describes the nature of reality as it exists or perceives to exist
(Creswell, 2003). Ontology, therefore, interrogates whether the existence of reality is objective

(independent of those who live it) or subjective (exists only through the experience of it)
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(Goertz & Mahoney, 2012). Traditionally, objectivity and subjectivity paradigms are two ways
of describing reality (De Vaus, 2001; Kothari, 2004). Sometimes, however, both ontological
stances are required to understand better a phenomenon leading to a mixed approach; a
combination of both subjectivity and objectivity (Markus, 1994; Benbasat & Weber, 1996). A
major distinction between subjective and objective study is that the former aims to understand
a phenomenon from the participants’ viewpoint and in so doing, helps to understand people
within a specific context or cultural setting.

This study investigates the accessibility of E-government services for PWD in Ghana. IT
artefacts in E-government are designed with perceptions of developers, policies and directives
of implementers implicitly inscribed in them (Yildiz, 2007; Goldkuhl, 2016). It becomes
important to understand the meaning these stakeholders assign to accessibility to better
understand their actions. Ontologically, this study posits that all scientific interpretations are
subjective. The assumption is that reality is not given out there but produced and reinforced
by humans through actions and interactions (Orlikowski & Baroudi, 1991). E-government
stakeholders (PWD, web developers and government officers) are active participants and
therefore, their perceptions, experience and beliefs from their cultural setting shape their
understanding of E-government accessibility in their social context. This study, therefore,
aligns with the viewpoint that acknowledging the world of consciousness and humanly created
meanings (Ngwenyama & Lee, 1997) is important to understand the behaviour and practices
of people within a specific contextual and cultural setting (Alvarez, 2002). Thus this study
seeks to develop subjective meanings through the unique experiences of participants (Creswell,
2009). Subjective researchers play an active role and intervene in the phenomenon of interest.
As aresult, the data gathered by the researcher cannot be “value-free data, since the enquirer
uses his or her preconceptions in order to guide the process of enquiry, and furthermore the
researcher interacts with the human subjects of the enquiry, changing the perceptions of both
parties” (Walsham, 1995: 376).

The ontological stance of the researcher was justified by a number of reasons: (1) most
accessibility studies ignore contextual settings (e.g. socio-economic and socio-political contexts
(Abascal et al., 2016; Priandi, Fernandez & Sandeep, 2019); (2) E-government systems are

implemented based on legal acts, policies and regulations operating within the context
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(Goldkuhl, 2016); and (3) experiences of PWD differ from one social context to the other (Koca-
Atabey, 2013).

While ontology indicates how a researcher perceives the world, epistemology is concerned with
how a researcher acquires knowledge about a phenomenon of interest and how appropriate
methods are; to obtain quality knowledge and an understanding that is valid (Hirschheim,
1985; Dixit & Stump, 2011; Goertz & Mahoney, 2012). In Information Systems research, three
epistemological paradigms are commonly adhered to: positivistic, interpretive and critical
(Orlikowski & Baroudi, 1991; Myers & Klein, 2011). These paradigms have a significant impact
on how the research is understood; its reliability, validity and rigour (Becker & Niehaves, 2007;
Easterby-Smith, Thorpe & Jackson, 2012). Researchers with objective and positivist stances
tend to explain happenings in the social world through the use of structured instrumentation
to test certain theories or hypotheses to produce a generalisable result (Orlikowski & Baroudi,
1991). In doing so, such researchers postulate that data is value-free since humans play a
passive or neutral role in the social world (Creswell, 2009; Neuman, 2014). Methodologically,
researchers who follow objective approaches mostly employ quantitative methods (Creswell,
2009).

Subjective researchers who adopt the interpretive paradigm seek to understand a phenomenon
of interest within a particular cultural and context through in-depth interaction with
participants in their given social context (Walsham, 1995; Kaplan & Maxwell, 2005). In
subjective studies, the reality is not independent of the researcher, but rather is “an emergent
social process- as an extension of human consciousness and subjective experience” (Burell &
Morgan, 1979: 253). In this regard, subjective researchers see humans as active makers of their
social world and therefore intervene in the phenomenon of interest. Interpretive research aims
to produce an understanding of a phenomenon by examining the phenomenon in the natural
setting through the meanings participants assign to them (Klein & Myers, 1999; Kaplan &
Maxwell, 2005). Through the use of interpretive research, IS researchers can better understand

human thoughts and actions in their social contexts (Klein & Myers, 1999).

This study adopts an interpretive stance to understand better how accessibility is perceived by

the various E-government stakeholders (PWD, web developers and government officers).
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Using this approach, the researcher can understand and identify contextual challenges PWD
encounter in accessing E-government services through their shared experiences and the roles
E-government stakeholders play in that regard. Also, interactions with the web developers and
government officers would help the researcher to know and understand contextual drivers and

they shape their actions and practices in the development of E-government services.

4.5  Research strategy

Research strategy refers to the way a researcher enquires about a particular phenomenon and
links the research questions to the methods of data collection and process of analysis to ensure
that results obtained are valid (Kothari, 2004). The choice of the research strategy is dependent
on the research paradigm and the phenomenon of interest being understudied (Yin, 1994).
According to Creswell (2009), the most common research strategies identified in qualitative
studies are phenomenology, grounded theory, ethnography and case study. This study adopts
a case study strategy as a means of investigating the accessibility of E-government services for
PWD in Ghana. A case refers to any human activity or event that can be studied only in its
contextual existence, while the unit of analysis refers to who or what is being studied (Yin,
1994). This research involves the study of the visually impaired, web developers and
government officers in their natural setting. It, therefore, utilised three units of analysis. The
first units of analysis are visually impaired, sharing their experiences regarding access to E-
government services in Ghana. The second units of analysis are web developers working in
various software companies who are mostly were contracted by government to develop E-
government services. The last units of analysis are government officers working in various

government ministries and agencies rendering E-government services to the public.

A case study is used to provide a description, test theory or generate theory (Eisenhardt, 1989).
A case study involves an in-depth understanding of complex issues within a single setting,
extensive description of the situation and analysing data contextually for key themes
(Eisenhardt, 1989; Yin, 1994; Creswell, 2009). In this regard, a case study is more suitable for
exploratory, descriptive or explanatory studies. The use of case study for this research is
justified by the fact that it is an ideal strategy to gain an in-depth understanding of a
phenomenon in a given context where limited studies have been conducted (Yin, 1994; Noor,
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2008). Empirical studies on accessibility to E-government services for PWD is generally low in
developing countries (Adepoju, Shehu & Bake, 2016; Mtebe & Kondoro, 2017) and particularly
in Ghana. Case study thus provides a framework to gain a better understanding of the status
of E-government in Ghana, the process of developing E-government services and accessibility
perceptions of key implementers towards PWD. Moreover, a case study is seen as a most
appropriate strategy for interpretive research that enables a researcher to study the nature
and complexity of phenomena in their natural settings (Benbasat, Goldstein & Mead, 1987;
Walsham, 1995). The case study approach is therefore apt to study a complex phenomenon
like E-government to understand how the social, technological and political issues in Ghana
interrelate and influence the development and accessibility of E-government services for PWD.
The use of case study approach would help to develop a theory that is novel, linked closely to

data and empirically valid (Eisenhardt, 1989).

4.6 Research methods

Research methods refer to the techniques employed by a researcher in the collection, analysis
and interpretation of data while conducting a research study. This study employed multiple
data collection methods to help get rich understanding (Benbasat, Goldstein & Mead, 1987) on
how PWD in Ghana access electronic government services and interpret E-government
accessibility from different stakeholder perspectives. The use of multiple methods also helped

to enhance the reliability and validity of the research output (Kelliher, 2011).

4.6.1 Data collection

In any research, data is the main source of evidence that provides tools to make robust findings
and draw clear conclusions. Data can be obtained from experience, observation, survey,
experiment, among others, and it could consist of words, images or numbers (Creswell, 2009).
Data for this research were obtained from observation, face-to-face, in-depth interviews, and
document sampling (Benbasat, Goldstein & Mead, 1987; Creswell, 2009).

Observation was used in this research as a valuable technique to understand the contextual
challenges PWD face while accessing E-government services. Observation as a technique in

this study was motivated by the fact that the researcher would be able to learn and understand
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the experiences of PWD. The observation of the visually impaired using ICTs such as
computers and mobile phones afforded the researcher an idea of how they were likely to access
electronic government services without asking directly from participants (Kothari, 2004). The
researcher, as part of the data collection process, made trips to two 1CT laboratories for the
visually impaired to partake in their ICT lectures. The first trip was undertaken on 22nd
October 2015 to an ICT centre which organises ICT training specifically for the visually
impaired. The training centre is operated by one of the organisations for PWD in Ghana. Here,
I observed how the visually impaired were taught to use various ICT gadgets such as
computers, mobile phones and do internet browsing. The centre was resourced with desktop
computers which had screen readers installed on them. While some visually impaired were
taught, others came in to book for training appointments. I deduced from informal
conversations that most of them were late blind (i.e. they became visually impaired after many
years of seeing). The operators of the centre charged fees for the training, and there seemed to
be an increment at the time of the visit as some visually impaired were seen complaining about
the sudden increment of fees. I could feel the anxiety in their voices as they desired to know
how to use screen readers efficiently as quickly as possible so that they could go back to their
routine lives. From my observations, most of the visually impaired at the centre were highly
educated, including the director of the centre who held a doctorate and was also visually
impaired.

The second observation trip took place on 19" January 2016 at another ICT centre; this centre
was part of a higher education institution. I was afforded the opportunity by the ICT
coordinator who is also visually impaired to sit in the class of the visually impaired students
to observe how they used computers and other electronic gadgets to accomplish their various
tasks. The ICT lab had two lab assistants (all visually impaired) helping the coordinator to run
the session. Some students had recorders with materials on them, which I presumed they used
in the lecture rooms, and I witnessed how they were transcribing their lectures. In overall, both
trips afforded me the opportunity to appreciate and develop a deeper understanding of how
the visually impaired were acquiring ICT skills and training in AT which were important to
the use of electronic services. Notes were taken on both trips. In the next stage, interviews

were scheduled to interact more closely with participants.
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Interviews are the most common, flexible and powerful qualitative research method.
Interviews provide in-depth understanding relating to the participants’ experiences, attitudes,
perceptions, feelings and viewpoint on a phenomenon of study (DiCicco-Bloom & Crabtree,
2006; Turner, 2010). Interviews are grouped into three major categories: structured,
unstructured or semi-structured. Semi-structured interviews provide flexibility enabling the
researcher to ask additional questions, guided by the responses from participants. They are,
therefore, suitable in cases where the researcher needs to carry out an in-depth interview only
at once (DiCicco-Bloom & Crabtree, 2006). As a result, this study employed semi-structured
interviews to allow the visually impaired respondents explain their experiences with accessing
E-government services and to help the researcher understand their role in the exclusionary
process. Web developers and government officers, on the other hand, got to share from their
perspectives the meaning they assigned to accessibility and how they perceived it. In-depth
interviews for each stakeholder were conducted face-to-face by the researcher using the
research instruments outlined in Attachment 10.2. The research instruments were constructed
using the sensitising concepts outlined in Table 3-2.

In addition to observation and interviews, document sampling was used. Document sampling
involved desktop search and review of relevant documents relating to the phenomenon of
study such as E-government development strategy documents and PWD legislation
documents (Yin, 1994). Documents are a reliable secondary data source that consists of text
and images recorded without the researcher’s involvement (De Vaus, 2001; Bowen, 2009). This
study examined some key documents to help obtain essential data and understanding of the
context in which research participants operated (Bowen, 2009). The study used some
documents which include ICT4AD Policy, E-Government Interoperability Framework,
Persons with Disability Act and District Assembly Common Fund Act. These documents were
reviewed to support the data collected from the interviews by way of validating and giving

clarification to some of the issues raised in the interviews.

4.6.2 The Sampling Process

Sampling is the process of selecting a few or sample population from a larger population to

become the basis of exploring or understanding a phenomenon of interest in the larger
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population (Kumar, 2014). This study employed a non-probabilistic sampling approach in the
data collection. Purposeful sampling was used to select respondents from the representatives
hence, the selection was very subjective. By the use of this approach, the researcher was able
to select the most useful sample to investigate the phenomenon of study (Marshall, 1996).
Purposeful sampling enabled the researcher to select representatives from the visually
impaired, web developers and government officers who were capable of providing rich and

useful data.

To begin the data collection, a letter of introduction was obtained from the University of Cape
Town to help get the permission to conduct the research in Ghana and seek consents of
stakeholders involved in this study (see Attachment 10.3). Data collection started in
September 2016. Interviews started with visually impaired participants so that the researcher
could later clarify some of their concerns with web developers and government officers. The
Ghana Blind Union (GBU), an association for the visually impaired in Ghana was contacted
to assist with information on highly educated members who were likely to use E-government
services. High literacy was an important criterion for selecting the visually impaired
participants because studies have shown that literacy significantly affects the use and access
to electronic services (Grantham, Grantham & Powers, 2012; Abascal et al., 2016). The list of
members was provided by GBU and each member was contacted via telephone to explain the
purpose of the study and book interview appointments. Through the snowballing technique,
other participants were recruited and booked for interviews. Selected participants were spread
across different regions of Ghana. Interviews with the visually impaired were conducted from
September to October 2016 and February to March 2017. Interviews were carried out at a place
of convenience for participants mostly in their homes, workplaces and university campuses in
the case of student participants. The profile of visually impaired participants is presented in
Attachment 10.4. The duration of each interview session was set at half an hour to one hour
and thirty minutes to ensure participants had enough time to respond to interviews. Each
interview was audio-recorded. A total of 18 visually impaired participants were interviewed.

Interviews with web developers followed after the visually impaired. The researcher, through

desktop search, identified contact addresses of well-known software development companies
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in Ghana, particularly those who develop E-government applications. These companies were
then contacted on the phone to seek their consent regarding the study. Most companies
requested official written letters that would explain the purpose of the study, which was
physically delivered by the researcher. Subsequently, interview schedules were arranged for
developers who were willing to participate. Web developers, in this case, refer to individuals
who either develop E-government applications or web applications and are in a position to
tender for the development of E-government applications. The research instrument illustrated
in Attachment 10.2 was used to guide the interviewing of participants. Interviews were carried
out between February and March 2017 at the work premises of participants. Selection
preference was given to web developers who had experience with building E-government
applications and who had worked for two or more years. The duration of each interview session
was set at half an hour to one hour and thirty minutes to ensure web developers were not under
pressure to respond to interviews. Interviews were audio-recorded. Web developers with
experience ranging from 2-24 years in web development participated. The profile of web
developers who were interviewed is presented in (Attachment 10.4). A total of 10 web
developers were interviewed; out of which 8 were E-government developers.

Finally, interviews were conducted with government officers. Government officers, in this case,
implied individuals working in the government agencies or ministries in positions linked to the
implementation of E-government services. The researcher had beforehand contacted the
National Information Technology Agency (NITA); the official body mandated by law (Act
771, 2008) to oversee the implementation of all ICT-related services on behalf of the
Government of Ghana and the implementer of E-government. This made it easier to link up
with some officials in NITA via telephone to schedule for interviews. Other government
officers were contacted by the use of the snowballing technique. Interviews were carried out
in March 2017. The research instrument illustrated in (Attachment 10.2) was used to guide the
interviewing of participants. The duration of each interview session was set at half an hour to
one hour and thirty minutes ensure government officers had enough time to respond to
interviews to ensure the information supplied was credible. All interviews were audio-recorded.

A total of 9 government officers participated in the interviews. Government officers who were

77



interviewed had worked on 9 average years in their agencies. The profile of government officers
who were interviewed is presented in (Attachment 10.4).

In overall, 37 participants were interviewed in this study with a total interview length of
approximately 1,503 minutes and on average 4lminutes per participant. A total of 210,788
words were transcribed from the interviews. It is important to note that sample sizes are
generally small in qualitative studies to help investigate the phenomena in-depth (Marshall,
1996). Furthermore, several qualitative studies have shown that 4 -12 participants are
sufficient for a homogeneous population whiles 12-30 participants are enough to reach data
saturation for a heterogeneous population. (Kuzel, 1992; Marshall et al., 2013; Saunders &

Townsend, 2016).

4.6.3 Data Analysis

Thematic analysis was selected for data analysis to identify and interpret patterns within the
data that emerged as being valuable to the description of the phenomenon through a careful
repetitive reading of data (Daly, Kellehear & Gliksman, 1997; Ryan & Bernard, 2003). The
data corpus was subjected to a rigorous and thorough analysis pattern identification process
of reviewing data into organised categories (themes) in a manner that can explain data.
Thematic analysis was chosen for this purpose because (1) it is a flexible and simple method
for analysing qualitative data; (2) independent of theory and epistemology hence suits
different research questions and theoretical perspectives; (3) and can be applied to produce
data-driven or theory-driven analyses (Clarke & Braun, 2013).

Thematic analysis is useful for examining the perspectives of different research participants,
highlighting similarities and differences (Braun & Clarke, 2006). Thematic analysis also can
report experiences, perspectives and realities of people and how they come about and represent
the construction of a particular phenomenon in a given context (Braun & Clarke, 2006;
Jebreen, 2012). In thematic analysis, themes are identified in two ways: inductively or
deductively. With the use of an inductive approach, themes are generated through the process
of data coding without the researcher attempting to fit it into a pre-existing frame or using
his/her preconceptions (Braun & Clarke, 2006). The process is highly data-driven, allowing

themes to emerge directly from raw data. In deductive thematic analysis, data is coded to
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align with a specific research model such that themes generated meet researcher’s analytic
interest or preconceptions. Several researchers (Attride-Stirling, 2001; Ryan & Bernard, 2003;
Braun & Clarke, 2006; Thomas & Harden, 2008) have proposed guidelines for conducting
thematic analysis. In this study, guidelines provided by Braun and Clarke (2006) as depicted
in Table 4-2 are adopted for analysing interviews of all participants; PWD, web developers

and government officers.

Table 4-1: Phases of thematic analysis (Braun & Clarke, 2006: 87)

Phase Description of the process
Familiarising yvourself with Transcribing data (if necessary), reading and re-reading the data,
vour data noting down initial ideas
Generating initial codes Coding interesting features of the data in a systematic fashion across

the entire data set, collating data relevant to each code

Searching for themes Collating codes into potential themes, gathering all data relevant to

each potential theme

Reviewing themes and | Checking if the themes work in relation to the coded extracts and
relationships the entire data set
Defining and naming themes Ongoing analysis to refine the specifics of each theme, and the

overall story the analvsis tells

Producing the report Selection of vivid, compelling extract examples, analysis of selected
extracts, relating back of the analysis to the research question and

literature

The data analysis adopted an inductive coding approach. Data was coded without associating
any interpretations to it. Codes and themes emerged from the content of data rather than
searching for pre-defined themes. This ensured that the sensitising lens used by the researcher
did not override the experiences of the participants (Braun & Clarke, 2012). Throughout the
analysis, text-based ‘thematic maps’ (Frith & Gleeson, 2004) were used to help identify themes,
sub-themes and the relationships between themes and sub-themes. The following sections
indicate in detailed how themes were arrived at for the 37 interview transcripts. Participant
verification took place for most interviews to ensure that the researcher’s transcriptions
represented the precise views expressed by participants and also as part of an audit trail to

ensure trustworthiness (Hagens, Dobrow & Chafe, 2009; Jugder, 2016).
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4.6.3.1 Familiarising oneself with the data

Familiarisation is the first phase of thematic analysis whose purpose is to identify interesting
features within the dataset that are relevant to the phenomenon of study. Notes taken during
observations were typed in electronic format. The audio-recorded interview data was carefully
listened to prior to transcription. This was to help get every detail of the interview discussion
and obtain grounding of each interview session. After this process, each interview was
orthographically transcribed by the researcher reproducing all spoken words and sounds
including hesitations, intonation, false-starts, long pauses (indicated by ‘pause’), repetitions
and editing (indicated by three full-stops ...) and laughter (Braun & Clarke, 2012). The name
of people and places that could contradict with ethical issues were anonymised. The researcher
paid close attention to non-linguistic gestures such as body language, vernacular, emotions and
facial expressions. Interviews were mostly in English language except for certain portions
where vernacular (Twi; a local dialect) was used. All portions in vernacular were translated
directly during transcription. Interviews were carefully listened and typed to avoid
transcription errors, which could lead to misinterpretation, wrong inference or inaccurate
analysis (Easton, McComish & Greenberg, 2000). This level of detail, according to Braun &

Clarke (2012) is sufficient to produce rich and rigorous analysis.

Interviews were transcribed using otranscribe (http://otranscribe.com/); an open software for
transcribing. They were later exported in a text file on the computer with back up stored in
Google cloud. Each interview was also transferred into MS Word and in some cases printed to
make reading and editing much more flexible. The interviews were then listened again
alongside reading the transcripts to cross-check if all data have been captured. All 37 interview
transcripts and a memo from observations were then imported into NVivo (NVivo Pro version
11); a qualitative data analysis computer software package developed to manage the coding
process (Hilal & Alabri, 2013). To have a general idea of what participants were focusing on in
their interview discussions, several queries were used to explore the data. For example, the
word frequency query was used to find out the common words used by participants. The query
results showed that the three most used words were government, followed by people and

services, as illustrated in figures 4-1 and 4-2. Further, a text search query was used to analyse
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the content in which participants used specific words or expressions. For instance, the text
search query of (“access to services”) showed that participants talked about access to services

in relation to options, availability, convenience, equality, among others. Example of the text

search query is indicated in figure 4-3.
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Figure 4.1: NVivo output Word Cloud
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J,";‘;'\\'u'ord Frequency Query Result [ |

+  Word Frequency Criteria Run Query Add to Project...
Search in All Sources ] [ Selected Items... ] [ Selected Folders... J Grouping
_ [ - Exact matches (e.g. "talk”)
Display words @ 1000 most frequent With stemmed words (e.g. "talking")
© Al With synonyms (e.g. "speak”)
With minimum length 6 With specializations (e.g. "whisper")
With generalizations (e.g. "communicate”)
Werd Length Count Weighted Percentage (36) ¥ | = 'f:"
government 10 1051 117 g
people 6 240 004 iR
services g 5309 0.60 g
disability 10 528 0.59 §
perscns 7 497 055 |
access 6 482 054 |E&
accessibility 12 395 0.44 %
person G 268 041 =
something ] 353 039 %
information 11 327 0.36 g
=
training g 324 036 =3
accessible 10 322 036 Lz
really G 299 033
nlin I 208 niil-
Figure 4.2: NVivo output Word frequency query (Summary) from transcripts
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Figure 4.3: NVivo output word tree (access to services)
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After exploring the data in this manner, the researcher read transcripts participant by
participant grouped according to stakeholders involved in this study: PWD, web developers,
government officers. Interesting concepts and key ideas relating to the context of E-
government accessibility towards PWD identified from transcripts were manually jotted
down. The note-making helped to understand the data; make sense of participants’ experiences
and how they interpret their experiences.

For example, it was observed that one of the participants (PWDy) felt that lack of access to E-
government services by PWD affect their livelihood: “It [accessibility].... affects the quality of
your livelthood. So, you are left with ... fewer options; you live what I will say a deprived life! As
an ordinary citizen of the state, you live a less appreciable life than the able-bodied person simply
because, ...what others would simply reach out and grab, you have to beg for”. Reading the response
from PWDy, the researcher made these initial observations: (1) lack of access leads to
deprivation (2) lack of access affects quality of life (3) lack of access deepens discrimination
against PWD. From this response, the researcher also speculated that: (1) PWDy felt a sense
of exclusion from the government (2) PWDy thought society had wrong attitudes towards the
needs of PWD. The researcher read through all transcripts, one after the other, making notes
of concepts related to the phenomenon under study. These initial observations and note-

making provided a good grounding for further analysis.

4.6.3.2 Generating initial codes

This stage involved thorough and systematic analysis through coding. Codes are unit blocks of
analysis that provide data that describe participants’ meanings closely (Braun & Clarke, 2012).
Codes identify a feature of data that is useful for understanding the phenomenon of study.
Braun and Clarke (2006), defined two ways of coding: semantic (descriptive) or latent
(interpretative). Semantic coding is close to data content and participants’ meaning while
latent, on the other hand, goes beyond the participants’ meaning to provide an interpretation
of the data content. Semantic coding was mainly employed in the analysis. Initial codes were
generated participant by participant to help to reduce the raw data into smaller blocks. The
coding process was iterative to ensure all relevant themes were captured. In NVivo, each initial

code was created as a node.
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For example, it was noticed how DEV7felt that there was a need for implementation of policy
to enforce accessibility: “if there is a policy that is forcing me to do it I will be doing it though.
Maybe policy maybe a sense of awareness that ermm such people would also access the application,
it would also force me to do something for them”. From this extract, a node “policy needed for
accessibility” was formed. Within the same extract, DEV7 suggested creating more awareness
on accessibility was required to prompt implementers of E-government, which became the

second node ‘creating accessibility awareness.’

This phase is a repetitive process, and so as coding progressed, some initial nodes were modified
to capture new materials. For instance, the node “Assistive technologies have limited
capabilities” was initially entitled “Assistive technologies cannot read graphics”. However,
because some participants also reported poor labelling, operating system compatibility and
inappropriate naming of links as affecting assistive technologies, the node was expanded
beyond graphics to represent better what participants said. Through repetitive coding, it was
observed that some nodes were closely related or the same. This is because some participants
emphasised the same issue at different times in the interview. For example, from the extract
of GOVg: “assistive technology... because... basically they [ PWD] will need that; so, if it's made
available... affordable, ermm then it will help them to be able to use the system. Apart from that, 1
don't know how they are going to access” researcher generated a node “Assistive technologies
affect access”. Another extract from the same participant, “assistive technologies, we need to
have them also in place because if the policy is there and after doing update trying to get there and
you don't have the technology that will help them [PWD)] to use the system, then work done is zero”
was coded “Assistive technologies required for access”. Researchers, however, represented both

extracts by the node “Assistive technologies required for access” since it encapsulates both

codes. Figure 4-4 is a screenshot of coding at an early stage.
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Nodes

* Name G Sources References

() Access toICTs 7 132
() Accessibility cost g 13
() Accessibility a trend 2 4
() Accessibility an afterthought 4

() Accessibility has greater benefit 10 21
() Accessibility increases coverage ] 12
() Accessibility initiative from client 3] 15
() Accessibility needs time 3 4
-:::- Accessibility policy 24 67
-:::- Accessibility promotes inclusiveness 1 1
-:::- Accessibility require more awareness 20 55
-:::- Accessibility requires knowledge and expertise 10 28
() Accessibility tools exist B 7
() Accessibility training ] 17
.:::- Accessibilty reduces cost 1 1
.:::- Accessible design meore usable 7 11
{::- Agencies rendering public services & g
() Amendment of PDA 7 11
() Assistive technologies have limited capabilities 13 27
{:} Assistive technelogies required for access 23 56
() Availability of assistive technologies 17 35

Figure 4.4: A screenshot of coding at an early stage

4.6.3.3 Searching for Themes

Themes were constructed from nodes that seemed to share a common feature, such that they
described the coherent and meaningful pattern in the data. Using the initial nodes, the
researcher identified nodes which described or related to the same incident to form a sub-
theme. Figure 5-5 illustrates a snapshot of the categorisation of the subtheme “Inclusive
education”. Sub-themes were grouped to form the main theme. For example, there was a theme
“Accessibility requirements” under which there was a sub-label “Accessibility awareness”, and
under this sub-label, there was a sub-sub-label “Creating accessibility awareness”. In this sub-

sub-label “Creating accessibility awareness”, there were thirty-six (36) references coded to it;
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22 coded from web developers, 10 coded from government officers and 4 coded from the

visually impaired.

MNodes
*. Mame Sources References

.j::j- Collective responsibility 10 15

i) Developers 5

") Gowernment agencies 2
Gowernment responsible for accessibility 20 50

) Top management 4
") Engaging PWD E B
Equality G 14
r_:_jl Exclusive content 2 4
) Funding 2 5
) gowvernment needs a push 4 5
Government officers perceptions 4 11
Government support 14 28
+ Guidelines for development 12 25
+ Hardware design coensiderations g 20
=i Inclusive education 13 30
) inclusive education challenges ] 11
inclusive educaticn seluticn 7 12
) inclusive pelicy enfercement 4 4
._:_j. Inclusive society 14 25
() Industry and private partner support 14 21

Figure 4.5: Categorising nodes to form subtheme (Inclusive education).

In grouping nodes to form sub-themes, nodes were compared, some instances clustered, and
extracts coded to each node re-read to identify how they relate with each other and produce a
meaningful pattern. For example, when the nodes “Accessibility awareness” and “Accessibility
needs and benefits” were compared, it was noticed that they were several common extracts
coded to both nodes. In this case, both common and differing extracts were re-read to
understand how they relate as a whole. The two nodes were then grouped under a node
“Accessibility requirements”. Figure 4-6 shows a comparison diagram of the nodes

“Accessibility awareness” and “Accessibility needs and benefits”.
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Figure 4.6: Comparison diagram between “Accessibility awareness” and “Accessibility needs and
benefits”
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A sample of sub-themes forming a theme is illustrated in Table 4-3. The name of the theme is
given in column 1. The description of the theme is given in column 2. Sub-themes that formed
the main theme are in column 3, and a sample of data extracts used to support how the
subthemes were derived are in column 4. For example, sub-themes “AT policy
implementation”, “AT required for access”, “Availability and affordability of AT”,
“Government interventions needed on AT”, “Limited capabilities of AT”, “Local production”,
“Stakeholders’ knowledge in AT” and “Training in AT”, all described the same incidence:
issues associated with AT acquisition and usage. These sub-themes were grouped to form the

overarching theme “AT acquisition and usage”.

A theme in this case “captures something important about the data in relation to the research
question and represents some level of patterned meaning within the data set” (Braun & Clarke,
2006: 82). The patterns that recurred across participants interviews around the E-government
accessibility phenomena formed themes. For instance, the theme “AT acquisition and usage”
is able to explain: AT is a requirement to access E-government services; challenges relating to
their acquisition; training in them and how to use them efficiently according to respondents.
The researcher by this theme could establish that acquiring AT and training in them played a
significant role in improving access for PWD. However, challenges such as high cost, low
availability and lack of local production made it difficult to acquire them. Also, limited
training facilities and lack of expertise affected training in AT. In a similar light, data incident
related by GOVy in Table 4-3 fitted under the node “AT policy implementation” while data
occurrences related by PWD)5 came under the node “AT required for access”; data occurrences
related by GOVgplaced under “Availability and affordability of AT”; data incident related by
PWDii1 came under the node “Government interventions needed on AT”; data incident related
by PWDs was placed under “Limited capabilities of AT”; data occurrences related by GOV
came under “Local production”; data incidents related by DEV19 came under “Stakeholders’
knowledge in AT”and data occurrences related by PWD4 was placed under “Training in AT”.
These nodes grouped formed the overall theme in column 1 called “AT acquisition and usage”.
This theme indicates that accessibility challenges for PWD are related to AT acquisition: for

example, visually impaired respondents felt that the high cost of screen readers forced them to
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adopt for unlicensed versions (‘cracked’) which provided them limited functionalities.
Respondents in this study pinpointed Assistive technologies is one of the factors that lead to

accessibility challenges.

4.6.3.4 Reviewing Themes

This phase is a repetitive process which involves quality-checking and reviewing of themes in
relation to coded data as well as the entire dataset. Each theme was checked against the
organised extracts of data to ensure that the theme ‘works’ in relation to data (Braun & Clarke,
2012: 8). The researcher first and foremost identified enough data that supported each theme.
Instances where not much data was found in relation to the theme were not discarded but
regarded as being the view of a specific sample. In the reviewing phase, some themes were

renamed while others were collapsed to form one theme.

For example, the theme “E-government status, benefits and access options” was changed to
“E-government challenges and benefits”. Also, the theme “Inclusive society” was renamed
“Making society inclusive” while the theme “PWD E-readiness” was changed to “PWD lack
E-readiness”. These changes were made to ensure that the themes captions related more closely
to what participants reported. The theme “Enforcing accessibility” was relocated under the
theme the “Institutions, policies and enforcement”. After reviewing the extracts from both
nodes; it was found that enforcing accessibility required that institutions implemented the
necessary policies and firmly enforced them. A cluster analysis of similarity coding between

the nodes resulted in a coefficient close to 1 (see figure 4-6).

Nodes |i'NDdes clustered by coding simi E|

% Name * |Sources | Referenc MNede A Mede B Jaccard's coefficient =]
B O Accessibility requirements and benefits 3 360 Nodest\Institutions, policies and enforce | Nodes\\Enforcing accessibility 0945948 %
- O Acquisition of assistive technologies and u 37 405 EN
2] O Effect of inaccessibility for PWD 24 135 E’
e} O E-government development 33 309 E
] O E-government status, benefits and access 23 115 —
[} O Enforcing accessibility 35 233
- O Inclusive society 23 101
- O Institutions, policies and enforcement 37 275
[]-O PWD voicing out 29 85
- O PWD E-readiness 22 81
28 O Societal perceptions and beliefs 20 69

Figure 4.7: Coding similarity between ‘Institutions, policies and enforcement and Enforcing
accessibility’
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Table 4-2: Searching for themes

the laptop with speech software on it. you are using the key pad ... if another person uses the mouse it

disturbs the JAWS...(PWDs)

Theme Deseription Subtheme Data Extracts
AT policy If there is a policy [assistive technology pelicy], and it will cut across the entire nation, it will help disabled
implementation persons to have free access. ... (GOVs)
. I use a sereen reader; JAWS on my laptop so it reads anvthing anywhere I direct it to read it, it reads it
AT required for . g " =
access for me... JAWS does for me what your eyes will do for vou when you are browsing.... (PWDh)
Like the assistive technology... because... basically they will need that so if it's made available...
Availabili d affordable, ermm then it will help them to mm be able to use the system.... (GOV3)
vara . ty an I will sav... availability in Ghana is the challenge. There are erhh varied degrees of assistive technologies
affordability of AT for persons with visual impairments and all other persons with disability that I am aware of; their
presence in Ghana is low (PWDs)
Then again, the technologies too are very expensive so government at least ... can be subsidised to an
& Government extent... (PWDn)
g . needed On the part of government, there is nothing like that and I think it is high time for our government to
= challenges relating . ) . ; ; . ] . . s
= to tools. sadeets interventions on take into consideration the needs in this aspect for persons with disability to have a big store... a
u=|5 = AT warehouse somewhere where these things [AT] are kept for easy access to persons with disability...
o and technologies v J s
.E PWD use; how to (GOVy) - - - - -
o . . Most of the graphic that's ... pictures that are on the Ghana government websites you don't really get to
‘w acquire them, train B = / 4B
= in them and know what it is because the software generally cannot read pictures...(PWDs)
=a imi iliti . . - - . . . . -
3 . ~ Limited capabilities Another disadvantage is the JAWS you can't use it with any other person ... if you are using the JAWS on
] efficiently use them J ; / =
s of AT
o
-

Local production

We need to get more research done in that area [assistive technologies] so that we can have that local
content...(GOV2)
You know each time someone sees me use my laptop or my phone he savs ooohh do we have that in Twi?

Basically, do we have that in the local language? (PW1s)

Stakeholders'
knowledge in AT

I have to know the devices that they use or they can use to access the software, so thatI can

tune my software to be compatible with them...(DEVw)

I have heard it [AT] but I'm not familiar with any. I saw one on television but physically I have not even
seen one...(GOVg)

Training in AT

Training is very important, very significant because the JAWS is a technology on its own. So, if vou have
the software without getting the training vou can't use it. It will be difficult for vou to use it (PWDy)
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Table 4-4, shows, for example, the theme ‘Developing E-government’ had a total of 300
references coded which comprised the following: 74 describing design considerations needed for
accessibility ; 67 discussing the determinants that define the final design of E-government; 43
stating the perceptions and inner feelings developers hold which influence their style of
development; 40 describing the development guidelines that developers follow in the
development process; 43 discussing the need for accessibility component to be spelt out in E-
government contracts; and 33 stated how software development features incorporated in

designs are driven by the market size, the target groups, resource and time.
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Table 4-3: Reviewing of themes

) No. of
Reviewed . . References
Theme | Description Subtheme sources Data Extracis
Theme coded
coded
Desizn Ahaa so it's a matter of not really considering them at all, ves, we don't
considerations 18 74 have them in mind when programming... (DEVg)
Determinants of People or ordinary people should come and test, play with it ence they
final design 19 67 play with it, you get issues and then factor into the application, refine
it and come out with better solution... (DEVy)
It has never really come to mind that people with disabilities actually
access content like that okav? That's the fact of the matter! I think it
Developers' 14 43 has been an issue of awareness okay? 3o veah, we develop with some
- perceptions assumptions in mind that whoever is going to access it can see, can
= g feel, can vou know exactly! So, we do not really think about the people
= 3 ) & )
g E_. with impairment or disabilities... (DEVs)
= 2 factors that p - PR :
= - .. A lot of companies or developing institutions have their own
& = licit] A lot of P developing instituti h th
, explicitly or 11 : .
2 e . P o guidelines, procedure so once you are in that company you follow it.
7 g implicitly i ) V3 .
. ] - Development For instance, here, those doing development thev have their own
= = influence the ot o . ] - .
D = suidelines 13 40 guidelines so for instance, they have...solution document, so looking
g development of . Yo ] .
A at the practical problem, how it translates into solution for the
= = E-government o & . )
2 = o institution vou are developing for, it's there so vou follow it and then
] ot applications - _ b
% 5 vou do the development... (DEVy)
& : ,
[} LxIJ E . If vou are coming to bid for a government contract we must see your
-ZOVETNINEL - ; . . . e
= PWD strategy. What you plan te do with persons with disability? It
contracts 12 43 LD : :
has to be visible in your proposal before you can move to vour next
stage so thev can do that by regulation... (DEV;)
In that case when you enter a market and you have a lot of people, the
amount of efforts you put and the returns you get, the returns are far
Market force more than a place where there aren't so many people you might put
drivers 12 33 the same effort as cannot get so much returns. 3o, similarly, a typical

business which is not a social enterprise is usually looking at ok I have
this service, I am making money from it, if I consider the disabled
people, how many are thev? (DEV3;)
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4.6.3.5  Defining and naming themes and producing the report

In this phase, each theme was refined to identify the specific data it conveyed. This involved
reviewing and re-checking themes against the entire dataset for relevance and coherence. In
all, the analysis of 37 interview transcripts and observation memo produced 168 nodes
categorised into 14 sub-sub-sub-labels, 103 sub-sub-labels and 41 sub-labels (sub-themes);
logically organised into ten key themes: 1) Institutions, policies and enforcement; 2) AT
acquisition and usage; 3) Accessibility requirements; 4) Developing E-government; 5) Effects
of inaccessibility; 6) E-government challenges and benefits; 7) Making society inclusive; 8)
PWD lack E-readiness; 9) PWD role in accessibility ; and 10) Societal perceptions and beliefs.
The final codebook for the analysis is illustrated in (Attachment 10.7). Table 4-5 shows the
themes, their descriptions, the number of sources coded, and the references coded. The
significant theme among respondents was ‘Institutions, policies and enforcement’ while the

theme ‘Societal perceptions and beliefs’ featured the least.
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Table 4-4: Themes emerging from the analysis

Theme

Desecription

Number of
sources coded

References
coded

Institutions, policies and
enforcement

existing policies (Act, laws, bills) that
protect the interest of PWD and how
mnstitutions are them to
1mprove accessibility

enforcing

508

AT acquisition and usage

challenges relating to tools, gadgets and

technologies PWD use; how to acquire
them, train in them and efficiently use
them

benefits of accessibility for PWD and the
requirements
accessibility
factors that explicitly or implicitly
mnfluence the development of E- 33
zovernment applications

PWD face and
potential  consequences  they  will
encounter due to lack of access to E-
government services

37 397

Accessibility requirements

necessary to improve 33

Developing E-government

300

Effects of inaccessibility existing challenges

24 136

E-government challenges and
benefits

benefits and challenges relating to E-
sovernment such as levels of E-
sovernment maturity and the need for 23 114
multi-channel access to E-government
services

Making society mclusive the sigmificance of mclusion for PWD in

the society and how this could be 23 98

achieved

PWD lack E-readiness factors that affect PWD preparedness to
take advantage of E-government services
importance of PWD making known their
challenges and the difficulties they face 29 It
1n volcing out their grievances
beliefs
Ghanaian

disahbilities

PWD role in accessibility

Societal perceptions and beliefs and negative perceptions the

society  hold  regarding 20 70

4.6.4 Content analysis of policies

Policy documents were analysed using content analysis to determine the frequency of words,
phrases or in-text relationships (Boettger & Palmer, 2010). Content analysis is a systematic
approach of analysing the content of a message to make replicable and valid inferences from
data (e.g. text, images, symbols etc.) to their context of use (Neundorf, 2002; Krippendorff,
2004). Content analysis is “empirical and, therefore, includes a series of fixed characteristics
that enhance its validity and reliability” (Boettger & Palmer, 2010: 347). The technique is
unobtrusive; and useful for reducing data, examining trends and patterns in documents. To

allow for replication, the content analysis should be applied to documents that are durable
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(Stemler, 2001). According to Krippendorff (1980), every content analysis should address the
following questions:

e Which data are analysed?

e How are they defined?

e What is the population from which they are drawn?

e What is the context relative to which the data are analysed?

e What are the boundaries of the analysis?

e What is the target of the inferences?

Guided by these questions, ten policy documents were selected for analysis. These documents
were perceived to be representative of policies which addressed the concerns of PWD and
regulated the development of E-government in Ghana. Again, the selected documents were
those that several of the interview participants referred to in their discussions that related to
the rights of PWD and E-government development in Ghana. Hence, aside from providing
contextual richness, these documents were useful in post-interview checking. The documents
were read and re-read severally with the intent of understanding the government’s stance on
E-government development and the provision of equal access to services for all particularly
PWD. The documents were then analysed in the context of E-government and the related

phenomena being investigated (i.e. E-government development and accessibility for PWD).

4.6.4.1 Analysis process

To begin the content analysis, the researcher read through all ten policy documents paying
particular attention to their objectives. This helped to categorise the ten documents into two
groups: policies regulating E-government development and provision of electronic services in
Ghana and policies promoting the interest of PWD in Ghana. The categorisation and aim of
each policy document are summarised in Table 4-6. After this process, documents were
uploaded into NVivo. Policy documents were read severally, analysed in the context of E-
government bounded by issues pertaining to E-government development and accessibility for
PWD. For each policy document, keywords were identified based on the aim of the policy and

bearing in mind the phenomenon under study. A word frequency query was also used to help
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choose appropriate keywords relating to the study. Although these keywords may not be
exhaustive, they represent in overall the vital issues within the policies that relate to the

phenomenon of study.

While identifying the keywords for each policy, it was observed that many of the policies had
similar or closely related keywords. For instance, keywords identified from the policy
document, E-Government Interoperability Framework (E-GIF) included E-government,
Access/Accessibility, Services, Standards/Policies, Developers, Internet Disability,
Develop/Development, Applications and Compatible/Compatibility. Similarly, keywords for
Ghana  Government  Enterprise  Architecture = (GGEA)  Framework included
Develop/Development, E-government, Services, Access, Applications, Standards/Policy
Technology(ies), Portal/Websites, Disability. In this case, duplicate words (e.g. E-government,
Services, etc.) were written once. After duplicates words were removed, the final keywords to
be used for the search was obtained. Table 4-5 indicates the final keywords with their

descriptions.

Table 4-5: Summary of keywords with their description

Keyword Deseription

Services The electronic delivery of products from the government (e.g.

information, services) to the public

E-government The use by government of web-based Internet applications
and other information technologies to enhance the access to
and delivery of government information and services to the
public.

Disability/Disabilities/Disabled Any form of physical impairment, e.g. mobility, speech,

visual or cognitive

Access/Accessible/Accessibility The ease with which users can obtain information and

services electronically from the government.

Develop/Development The design of ICT applications to deliver services to citizens

or enhance agency business functions

Standards/Policy/Guidelines Frameworks or specifications use to ensure consistency in the

development of E-government applications

Training/Education The learning process to acquire relevant knowledge to use

ICTs or technologies effectively or handle accessibility issue

efficiently
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Keyword

Description

Applications Government-designed ICT solutions particularly web-hazed
for use by the public
Support Any form of assistance offered to PWD to empower them and

to improve upon their livelihoods

Implementation/Tmplement

The process of setting up relevant and facilitating structures

for E-government
Compatible/Compatibility The ability of E-government applications to execute on
different platforms and with different devices
ICTa/Information and | Technologies deploved to promote and facilitate the delivery

communication technology(iez)

of gove;rnment services

Developers

Individuals who build E-government applications using
specified requirements from government

Enforce/Enforcement/ Compliance

Compelling adherence to policies, standards or guidelines that
regulate the development of E-government applications

Portal ™ Websites

Web-hazed applications that serve as the focal point and offer
a comprehensive range of functionality including a zingle

point of access to various government services

Aszsistive devices/technologies/toolz

Technologies or devicez that facilitate access for PWD by
enhancing their functional performance

Participation/ Inclusion

Involvement of persons with disabilities in all aspects of life
to enhance their sensze of belongingness in the society

Independence Ability for PWD to be self-reliant and make their own choices

Dizcrimination Any exclusion or restriction of PWD which has effect on their
human rights and fundamental freedoms in the political.
economic, social, cultural, civil or any other field.

Equality Same treatment for PWD as for their non-dizabled
counterparts

Asvarenesa The process of advocating for the rigshts of PWD and

intensifying sensitization on dizability issues

Funding (Funds)

Financial assistance available or offered to PWD to support
their livelihood

Challenge(z)

Difficulties aszociated with E-government developments and

implementations

Privacy/ Protection

The ability to protect data of E-zovernment users by
rezulating how data is proceszed. uzed or disclozed

Internet

Technologies that help users to connect to online government

SETVICEes
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Text query search was then performed for each keyword on all ten policy documents at once.
Word count summary of each keyword was taken. For example, the word count for Service(s)
in all the policy documents totalled 1830 as seen from Figure 4-7. However, the number of
times a keyword appeared did not give insight into the meaning of the text but indicated its
dominance in the discourse (Krippendorff, 2004). To this the end, the researcher further read
through the references for each keyword to understand the context in which it was used. For
instance, in figure 4-8, it was observed that the keyword “Access/Accessibility/Accessible” was

mostly used in relation to public places or government information and services.

B Text Search Quary - Results Pr [

-~ Text Search Criteria Save Results... Add to Project...
Search in All Sources Selected lhems... [[_Selected Foiders... Find

— Exact matches (e.g- “talk”)
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With specializations (e.g. "whisper”™)

Search for Special

Serices oF sennce

With generalazations (&g "cormmunicate”)

Spread to Mone --_
. Mame In Folder Feferences Coversge =]
-8 Data-Protection-dct-2012-Act-843 Internalsii Documerntsy Al 21 oL09% ;E
w8 District Assembly Cormman Fund Internals\Decurnerntsy\All 2 poax =
#d Electrenic Transaction Act Internalsh\Documents Al 163 0.44% | &
+#H Ghana eGovernment Interoperability Frames ok Internalsi\\Documentsiall 333 0L62% é
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Figure 4.8: Summary of word count for ‘Service(s)’ from all policy documents
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Figure 4.9: Sample of references to the keyword ‘Access/Accessibility/Accessible
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Table 4-6: Policy documents selected for content analysis

Document Selected Dated Aim of poliey doenment Type of document Data Analysed
Information and Communication 2003 | To promote the implementation of imitiatives that
Technology for Accelerated would improve the socio-economic well-being of the
Development (ICT4AD) Policy Ghanaian people through the development,
deployment and exploitations of ICTs
E-Government Interoperability 2009 | To 1improve the delivery of services from
Framework (E-GIF) sovernment to citizens using IT systems developed
with defined standards and policies
Ghana Government Enterprise 2009 | To help define better technological decision-making
Architecture (GGEA) Framework and effective prioritisation of programme
management that could facilitate enhanced Policies regulating
collaboration hetween government and citizens, E-government
business and other governments. development and
National Information Technology 2008 | To regulate the provision of information provizion of electronic Keywords relating
Agency (NITA) Act 771 communications and technology to ensure quality services in Ghana to the aim of policy
and promote standards of efficiency m all ICT- examined in line
related services with E-government
Data Protection Act (DPA) Act 843 | 2012 | To protect the privacy of personal data by development and
regulating how data 1s processed. used or disclosed accessibihity for
Electromic Transactions Act (ETA) 2008 | To provide for and facilitate electronic PWD in Ghana
Act 772 communications and related transactions in the
public interest
Ghana National Communications 2008 | To regulate communications activities and services
Authority (GNCA) Act 769 in Ghana.
Persons with Disabihty Act (PDA) 2006 | To provide for, and promote the rights of persons
Act 715 with disabilities
United Nations Convention on 2006 | To promote, protect and ensure the full and equal - ;
) . . . . Policies promoting
Rights of Persons with Disabilities enjoyment of all human rights and fundamental the interest of PWD
(UNCRPD) freedoms by all persons with disabilities, and to in Ghana
promote respect for their inherent dignity
District Assembly Common Fund 2010 | To nmumimise poverty among PWD and to enhance

(DACF) Act 455

their social image through dignified labour
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Table 4-7: Keywords used in content analysis with their frequencies

Frequency
e [CTIAD | EGIF | GGEA | NITi | DPa | ETA | GNca | PDA | UNcaPD | pace | 1o

Service(s) 272 333 09438 10 2 163 39 9 33 2 1530
E-government 26 137 138 1 0 4 3 0 0 0 309
Disability/Disabilities/Disabled 4 2 8 3 0 3 5 127 223 41 416
Access/Accessible/Accessibility 71 2 263 4 21 73 7 13 64 4 602
Develop/Development 521 35 173 4 0 6 8 3 19 6 Tia
Standards/Policy/Guidelines 339 306 30 16 2 16 20 4 17 14 764
Training/Education 132 3 90 0 6 1 2 33 33 1 303
Applications 14 72 195 5 1 0 5 0 0 1 293
Support 86 54 185 0 3 0 1 2 16 3 332
Implementation/Tmplement 93 36 123 5 3 2 f 2 17 0 287
Compatible/Compatibility 1 14 6 0 4 0 0 0 0 0 23
ICTs/Information and communication

. 171 4 ] 1 0 3 0 0 1 0 132
technology(ies)
Developers 0 6 2 0 0 0 0 0 0 0 8
Enforce/Enforcement/Compliance 2 47 122 4 42 46 3 4 1 1 272
Portal ™ Wehsites 0 9 [ 1 1 7 0 0 0 0 95
Aszsistive devices/technologies/tools 0 0 0 0 0 0 1 7 2 10
Participation/ Inclusion 8 3 1 0 2 0 0 4 27 0 51
Independence 2 0 4 0 ] 0 0 0 4 0 10
Discrimination 1 1 0 0 ] 0 0 2 27 0 31
Equality 3 ] 2 2 1 1 2 1 4 0 16
Awareness 4 12 0 0 1 1 0 a 8 2 28
Funding/Funds 7 3 34 5 4 8 9 3 1 37 111
Challenge(s) 95 4 156 0 1 2 0 0 0 0 118
Privacy/ Protection 16 23 2 1 61 18 1 0 29 0 241
Internet 7 16 87 6 0 10 2 0 3 0 191
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4.6.4.2  Linking content analysis to themes

At the end of the content analysis, there was a need to establish how these keywords were
associated with the themes derived from the thematic analysis to find out if policies were
addressing issues raised by participants and to corroborate findings from observations and
interviews. As indicated in Table 4-5, the keyword ‘Service(s)’ focuses on delivery products
from the government to citizens. For instance, a portion of the ETA policy indicates that the
government aims to “promote E-government services and electronic communications and
transactions with public and private bodies, institutions and citizens” (Page 6). Similarly, an
aspect of the E-GIF policy states that “the E-GIF s seen to be the bedrock of business
transformation of government in the delivery of services to citizens” (Page 4). Likewise, a section
GGEA policy emphasises that “one of the primary roles of government is to provide services to
citizens and residents of Ghana” (Page 186). In this regard, services ought to be accessible for
all citizens to harness the benefit. Subsequently, the keyword ‘Service(s)” would fall under the
theme ‘Accessibility requirements.’

The keyword ‘Access/Accessible/Accessibility” deals with making electronic information and
services from government easy to obtain and use. For example, GGEA policy highlights that
“accessibility involves the ease with which users obtain information” ( Page 175). Similarly, E-GIF
states that “E-government services should be designed to be accessible via multiple channels” ( Page
33). A section of ICT4AD indicates the need “to promote equal and universal access to
information and communications technologies services and resources to all communities, and within
this context, policy directives shall be put in place to ensure and facilitate equal access for... the
disadvantaged, the disabled” (Page 58). As a result, this keyword was also placed under the

theme ‘Accessibility requirements’ which mirrors the need to make services accessible to all.

The keyword ‘Awareness’ focuses on educating and sensitising the public on disability issues.
For example, one of the objectives of the DACF is “to build the capacity of Organisations of
Persons with Disability (OPWDs) in the districts to enable them to advocate and assert their rights
and undertake awareness raising and sensitisation on disability issues” (Page 4). Similarly, one
core aim of the UNCRPD is “to raise awareness throughout society, including at the family level,

regarding persons with disabilities, and to foster respect for the rights and dignity of persons with
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disabilities” (Page 9). Awareness is key to understand disability issues and subsequently to
improve accessibility; hence, it was accordingly placed under the theme ‘Accessibility
requirements.” Following a similar procedure, all the keywords were aligned with themes from

the thematic analysis. Table 4-8 illustrates the keywords with their corresponding themes.

Table 4-8: Summary of keywords with their corresponding themes

Keywords Themes from thematic analyzis
Enforce/Enforcement, Compliance, Implementation Institutions, policies and enforcement
Training/ Education, Assistive devices/technologies, Acquizition of AT and usage

tools
Service(3)/Access/ accessible Accesaibility/ Awareness Accessibility requirements

Develop/Development/, Standards/Policy/Guidelines, | Developing E-government
Protection. Privacy, Compatible/Compatibility,

Developera

Independence Effects of inaccessibility
E-government, Applications, Portal Wehszites, E-government challenges and benefits
Challenges

Participation, Inclusion/Inclusive, Support. Equality, | Making society inclusive
Dizability/Dizabilities/Disabled. Discrimination
ICTa/Information and communication PWD lack E-readiness
technology(iez). Funding, Education, Training,

Internet

4.7 Ethical Considerations

Ethics is an important aspect of research which requires that the researcher treats the study
participants in a manner that; research objectives are achieved with minimal risk or harm to
the study participants (Neuman, 2014). This emphasis is more critical for such a qualitative
study which involves observing human subjects in their natural settings. In this case, the
researcher directly interacts with participants; thus, creating a relationship between the two.
Subsequently, there is a likelihood of creating tension between; knowledge generation and the
privacy of participants being studied (Dowling, 2000). This study made use of observations,
interviews, and documents. To ensure ethical issues are adhered to, the researcher first
obtained Ethical approval from the University of Cape Town Ethics Committee.

Additionally, the researcher sought the consent of NITA via formal writing. The Ghana Blind
Union was also contacted in formal writing to seek their consent. Again, the researcher sought

the consents of participants. All participants (visually impaired, web developers and
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government officers) in this study were informed about interviews ahead of time (via phone,
official letters or face-to-face visit). Also, participants were made aware that participation was
entirely voluntary and that they were at liberty to quit the study at any point or refuse to give
information that could identify them. In accordance with ethical principles, participants

names and key identifiers have been anonymised (e.g., PWD1 23 DEVi23; GOV1.23)

4.8 A reflection on the Methodology Used

Disability ‘plunges an individual into a state of psychological limbo’ (PWDj); hence, many
disabled individuals are reserved to avoid others from exploiting them. Using observation as a
starting research technique was useful to understand the reaction of the visually impaired and
develop an appropriate strategy to closely interact with them in the future. In this study, it
was vital that the views of key E-government implementers (government officers and web
developers) and the voice of the visually impaired be heard hence interviews were made the
primary data collection method. Researching in the field of governance is challenging in most
developing countries such as Ghana where getting access to government officers is a hectic
task, especially for data collection. Though Ghana has a very stable democratic process,
differences in ideologies of the major political parties have a strong influence on the governance
process. Hence government officers are sceptical about providing information, especially where
their voices would be recorded. Specifically, in this study, government officers were
interviewed at a time that elections (2016 elections) had been conducted and they had been a
change of government (in January 2017). As a result, government officers were initially
reluctant about their voices being recorded for the study as they felt it could be politically
aligned or have political implications.

Web developers, on the other hand, are always tight with deadlines and had initially indicated
a preference for answering online surveys in place of face-to-face interviews. It took lots of time
and efforts to schedule informal interview sessions with them to convince them about the
study. The informal sessions afforded me the opportunity to closely interact and explain
further the research purpose to them before the study interviews. Examining government
policies is critical as it has a bearing on online government services and equal participation for

citizens (Gulati, Yates & Williams, 2012). Most policy documents analysed in this study were
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mentioned by participants as having an impact on E-government development and promoting

the interest of PWD.

4.9  Chapter Summary

This chapter described in detail the methodological approach adopted for the conduct of this
study. The study is qualitative and interpretive to afford the research opportunity to gain in-
depth insight into the phenomenon of study and to understand better E-government
implementers’ role in the exclusionary process and the contextual drivers facilitating the
exclusion. The case study approach is employed as the most suitable strategy to understand
the phenomenon in the Ghanaian context since it has received so far limited attention. The
study employs observation as a powerful tool which enabled the researcher to appreciate how
the visually impaired generally interact with ICTs and to become familiarised with the
common AT they use. This research mainly used interviews as a data collection method ‘to
access people’s experiences and their inner perceptions, attitudes, and feelings of reality’
(Denzin & Lincoln, 1994). In-depth interviews with the visually impaired were to help capture
their sentiments and challenges regarding access to E-government as well as their role in the
exclusionary process. Interviews were conducted with web developers and government officers
to capture their perceptions of accessibility and to understand how these perceptions influence
their practices and reinforce the exclusionary process. Thematic analysis was chosen as the
technique to analyse interview data. The rationale for content analysis was to understand the
policy directives of government regarding the phenomenon and to compensate for the gap in
data obtained from interviews. Following the methodological approach outlined in this

chapter, the findings are presented in the next chapter.
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CHAPTER 5 : PRESENTATION OF FINDINGS

5.1 Introduction

The previous chapter described the techniques and process for data analysis of transcribed
interviews and observation notes as well as documents. This chapter reports the findings
obtained from the data analysis. The chapter, therefore, provides an understanding of E-
government accessibility from the perspectives of the visually impaired, web developers and
government officers. The extent to which policy documents addressed concerns of E-
government development and accessibility for PWD in Ghana is also discussed.

The chapter is arranged as follows: Section 5.2 covers the description of themes that emerged
from thematic analysis corroborating with findings from content analysis whiles Section 5.3

entails established relationships among themes and presents a summary of the chapter.

52 Findings

The findings are generalised from empirical observations, interview sample of 18 visually
impaired, 10 web developers and 9 government officers (refer to Table 4-4). It also involves a
content analysis of 10 key policy documents that regulate the development of E-government
and promote the rights of PWD in Ghana (refer to Table 4-6). The following sub-sections
elaborate on the findings from thematic analysis corroborating alongside those derived from

the content analysis.

5.2.1 Institutions, policies and enforcement

The study revealed that state institutions in Ghana were either weak or reluctant to implement
existing legislation that promotes the interest of PWD. While the visually impaired
participants mentioned the Persons with Disability Act (PDA) and Inclusive Education policy
as key legislation that ought to be enforced to integrate PWD into the mainstream society,
many web developers and government officers were unaware of their existence.

The sub-themes which made up this theme are: (1) Enforcing accessibility, (2) Persons with
Disability Act (PDA) (3) Institutions enforcing laws, (4) Inclusive education. Fig 5-1 shows

sub-themes in ascending order.
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Inclusive education _ 13
Institutions enforcing laws — 23
Persons with Disability Act 35
(PDA) e

0 3 6 9 12 15 18 21 24 27 30 33 36 39
Participants' responses

Figure 5.1: Frequency analysis of Institutions, policies and enforcement

5.2.1.1 Enforcing accessibility

Findings of the study show that the majority of the participants (35 out of 37) felt there was a
need to enforce accessibility for it to be taken seriously by the Ghanaian people. Many
participants stated that one way to enforce accessibility was for the government to implement
an accessibility policy because “Ghana does need a strong policy on E-services” (PWDy). They
indicated that if “government doesn't have any policy that will direct accessibility, then certainly
people will take advantage and ignore” (GOVz2). Moreover, if a policy is implemented and “it's a
requirement, it will be better off; because at whatever point you are developing there is the tendency
you might just go ahead and do it without considering the accessibility options” (DEVy).

In this regard, respondents stated that enforcing accessibility should be the responsibility of
government since it had every mandate to implement policies to regulate the development of
software and the manufacturing or importation of hardware that are usable by PWD. Some
developers (DEV2.4 and 10) stressed the need for appropriate hardware to be used by PWD to
enhance accessibility. They indicated that most modern software development platforms had
embedded in them “frameworks that incorporate best practices for practically every kind of user and
those frameworks might have those capabilities built-in and then those capabilities are taken

advantage of by the hardware they are using to access it” (DEV32).
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For instance, DEVj stated that the enforcement should start with the hardware to the
software as he indicates:

...right from the hardware development level, through to the software programming

level, otherwise we will be trying to program for devices that don't support some

features of our applications.
Similarly, GOVjg explained that a strict accessibility policy with clearly spelt out penalties were
necessary to deter people from flouting the law. She explains:

If there is a strong policy that will force you whether you like it or not, then you have

to. Or if there is any penalty that if you don't do...it this and that is what is for you,

then maybe we will be compelled to so.
Some participants also shared the view that developers play a key role “because definitely, the
government will ... consult or contact developers” (PWDy) to build E-government applications.
Besides, most people in the government agencies may not know about accessibility hence “it
is also up to the developer to draw their attention” (PWD1¢) and “as the technology partners mention
that to them” (DEV3). Others also believed that industry and the private sector have a duty to
ensure accessible services because “most of the applications out there are being produced by the
private sector” and “even what government wants to come out with is not developed by government
itself but by the private sector” (DEV2). For this reason, some participants felt that “every
individual or entity rendering goods and services has a crucial role to play” (PWDo) in enforcing
accessibility. In other words, ensuring accessibility should be a collective effort of all “because
if we have to depend on the government alone, it will take centuries” (PWDe) to realise equal access
for all citizens. For example, DEVgstates:

if we don't push it if the expertise or the stakeholders don't push it, and the

teachers; lecturers don't push it, academia doesn't push it; the government won't

see as important. So, we must all play a role; if we see it to be important, then

we must all play a role.
PWDjhad expressed similar sentiments and indicated that accessibility issue should be taken
up by everyone as he states:

I think that is an issue that should be taken up by everybody, the business community

or the corporate affairs people and the civil society.
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5.2.1.2 Persons with Disability Act (PDA)

The study revealed that there is existing legislation for PWD in Ghana to help address their
needs; the Persons with Disability Act (PDA). Most participants acknowledged having heard
about PDA; however, a few of them knew in details the rights of PWD enshrined in it. For
instance, more than half of the developers indicated that they “have heard about PD A but don't
know the exact details” (DEV ). This lack of awareness was due to poor publicity and education
on the Act. Participants felt that the “publicity and enforcement on the part of the government
hasn't been enough” (DEV7) to make them aware of the Act. For instance, DEV3stated that if
he were made aware of the existence of PDA, he would have acted on it. He explained that:
this is my first time hearing it! I think with education, in terms of making information
available for we the engineers, if we have this information at our disposal, personally I
will do something about it.
The researcher, at this point, deduced that the PDA could not influence how developers
designed and built applications since there were ignorant about it.
Many of the participants felt that the PDA was “not effective because...most of the provisions
made there are not working” (GOVo). The assessment was that the PDA was not being complied
with because “there is nothing for the company to lose if you don't initiate that, and there is nothing
for any institution to lose if they don't initiate” (PWD13). For most visually impaired participants,
the PDA was having no impact on their lives but a “blanket just there to signify that there is an
intention or there are efforts being made towards addressing the needs of the disabled”(PWD1o). For

example, PWD¢stated:

For me, it is just a law and ... it is there! For me, I don't think that ... the government
is intentionally or consciously doing something for persons with disabilities because of
the Disability Act. I don't see it that way. I don't think that [sighs] it is affecting my
life in any way! And I don't know about others whether it's affecting them!
The notion of many participants was that PDA addressed accessibility regarding physical
infrastructure rather than electronic services. The PDA “is more of accessibility to buildings, ...
but not for technologies in Ghana” (DEV7) and hence was “effective in industries like construction”

(DEVs) and not in software development industries. For instance, DEV) indicated that because

108



of PDA, accessibility was becoming a standard in the construction sector, and similar efforts
were required to make electronic services accessible as he states:
of late in construction, I have realised every bridge that is built; they consider disabled
people and how they are going to use it and then in buildings and all of that so that
should also become the standard in our industry.
For this reason, there were calls for amendments to the PDA because it does “not say anything
about E-services because I know though the Act was passed or enacted about ten years ago, E-services
was not the talk of the town in Ghana at the ttime” (PWDo). The assertion by some participants
was that PDA required an amendment to address some challenges PWD face in the digital age.
For instance, some respondents suggested that “the Act should be repealed and be replaced by the
United Nations Convention of Disabled” (PWDjo) which is more elaborate and addresses the
challenges relating to accessibility in the digital era. For example, PWD;; stated that:
There should be amendments regarding the disability Act to suit some of those areas
or.... I know that with the United Nations Convention on Persons with Disability there
are a lot of things in there that have not been incorporated into it. So, you hear some
PWD calling that it should be amended to suit that of the United Nations Convention
on Persons with Disability.
Others (PWD1¢ ana 11) criticised the PDA of being discriminatory among diverse disabilities
based on its provisions and hence the urgent need for the amendment. GOV hinted that efforts
were underway to make changes to the Act so it could be more effective. Similar sentiments
were expressed by GOVgwho argued that with the implementation of E-government, “the Act

needs to be updated... so that all the other agencies and departments will be forced to use”.

5.2.1.3 Institutions enforcing laws

The findings of the study point to the fact that the National Information Technology Agency
(NITA) was the institution responsible for the implementation of all ICT-related services,
including E-government in Ghana. NITA’s “core mandate is in leading, developing and in
assisting most government agencies in developing E-government services” (GOVy4). According to
GOV,, it is the responsibility of NITA “to ensure that services are universally accessible,

universally open and more transparent”. Owing to its mandate, NITA “checks to make sure all
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government applications are in conformity with the policies of the government” (DEV7). However,
the study revealed that NITA was operating at the status of an agency and required more
legislative powers to become an autonomous body to forfeit that mandate fully. For instance,
GOYVj; stated that NITA needed to build its regulatory functions to enable it to enforce
accessibility of services, especially those not under their supervision. He further explains:
If we had a very good system where anybody who is going to implement such services
will first come to us; for us to look at the requirements, then maybe NITA can rather
send out...the request for proposal then when the proposal comes, we evaluate through
the owner of that application. This is an example of how maybe if you are able to do
that, then you see the check and balances coming from every angle but when it's done
per agency on its own but introducing it to you, then you find that you don't have much
power and authority to really say much!
There was the sense that NITA was struggling to enforce its mandate in that; it could put in
place the necessary implementing measures for the government agencies “but immediately you
leave they also neglect it because there s no enforcement” (GOVs). For that reason, NITA was
“working towards becoming... an authority where we can now do serious enforcement and those who
violate some of these things can be sanctioned”(GOV3). The visually impaired on the other hand
were of a different view. They felt the major challenge regarding lack of enforcement had to do
with the “political will of the government” (PWD6) because “leaders are not concerned about issues
bothering on PWD” (PWDn).
Some participants also expressed that many state institutions lack adequate resources which
tend to hamper their efficiency. Again, in “Ghana, our institutions are weak” (PWD7) because
“it's one thing having the law, and another thing working with that” (PWD14). If institutions “who
passed the law are not doing anything, then now much more the others?”(PWDj¢). The assertion by
some respondents was that Ghana has “beautiful laws except that they don't work, the person to
implement it is not there, even the needed facilitation by government, to make it effective is

zero”(PWD14).

5.2.14 Inclusive education

Inclusive education was mentioned by several participants as one of the means through which

the government could promote accessibility and equity for PWD. Inclusive schools, in this
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case, refer to schools which “admit persons with visual impairment because they have a resource
centre with resource personnel who have done special education for the blind” (PWD)). According
to participants, although the inclusive education policy was promulgated several years ago in
Ghana, its implementation had rather been slow. This is because resource allocation to
educational institutions to make the policy workable had been woefully inadequate. As a
result, PWD “struggle” (PWD17) when integrated into mainstream schools because integration
“goes with facilities and professionals that most of the institutions do not have” (GOV3). In line
with this, some respondents felt “government is not serious” about disability issues but only
paying “lip service” to PWD (DEV,). They indicated that the government needed to hold
accountable institutions responsible for the implementation to sure that policies did not just
exist but were in operation. For instance, DEV; quizzed:
Who is enforcing the law [inclusive education]? It's one thing passing the law and
someone else enforcing it. So,... the Ghana Education Service needs to implement the
laws passed.
A fair number of participants perceived that inclusive education policy if well implemented
could help create long-term awareness of disability and accessibility issues. According to them,
the “biggest awareness that may last starts from our schools” and that is why “we are all advocating
for inclusive education” (PWD1). For instance, DEV3 felt that his perception of PWD and way
of developing could be different if he had the opportunity to socialise with PWD in school. He
explains:
If you get the chance to socialise with PWD for at least a year or two, then it becomes
natural. I'm sure it's gonna become natural that when you are designing a solution
whether it's a software or whatever, you know that you have to consider them in your
solution. So, I think if we are to have people who are blind, deaf and all that and...
together in a class, then you will learn more about them because you interact with them
and then when you are developing a solution you just because you know how they could
go by their stuff, you can factor that in your solution.
Promoting inclusive education would also help to debunk from the minds of people their wrong
perceptions about disabilities and create a “very strong bonding between the abled and the

disabled” (GOVy). It could also afford PWD equal opportunity to be trained so there would be
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more “professionals that are persons with disability themselves to assist in training more PWD”

(GOV2).
5.2.1.5 Related findings from content analysis

The results of the content analysis show that the arguments raised by respondents on this
theme are justified. Although the analysed policy documents outline procedures for the
development and implementation of E-government, emphasising that institutions enforce and
adhere to them; this was not the reality. It was therefore not surprising that most developers
and government officers in this study did not know about these policies. For instance, the ETA
states that E-government implementers ought to “ensure that, in relation to the provision of
electronic transactions services, the special needs of vulnerable groups and communities and persons
with disabilities are duly taken into account” (Page 7). However, government institutions were
not complying with the policies, thereby making it difficult to address accessibility challenges
for PWD. In another instance, the E-GIF explains that “there is the need to test for compliance
and this is done by checking whether or not the MDA systems in place or to be implemented conform
to policies and standards listed in the E-GIF” (Page 16). This checking and supervision of E-
government systems stated in E-GIF were not effective because the agency (NITA) responsible
for ensuring that government agencies comply with the needed policies lack the authority to

enforce these policies.

The results of the content analysis confirm findings of thematic analysis that the
implementation of policies and their enforcement is necessary for addressing accessibility
challenges. The arguments raised by the visually impaired that most policies had no impact on
their lives because they were not enforced are also justified. A notable observation was that
the keyword ‘E-government’ was not found in any of the policies on PWD. The calls by the
visually impaired participants for the amendment of policies on PWD in the information era

could also be well justified.

5.2.2 Assistive Technologies acquisition and usage

Evidence from this study shows that assistive technologies (AT) play a critical role in accessing

E-government services. All the visually impaired participants reported they used one or more
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forms of AT to interact with E-government platforms. Issues and challenges related to AT that
appeared consistent among most respondents were (1) AT required for access (2) availability
and affordability of AT (3) training in AT; (4) government needed interventions on AT (5)
stakeholders’ knowledge in AT (6) limited capabilities of AT; (7) local production of AT; (8)
AT policy implementation. Figure 5-2 shows sub-themes related to assistive technologies

acquisition, training, and usage in ascending order.

AT policy implementation [ RN 3
Local production of AT [N &
Limited capabilities of AT [N 1:
Government needed interventions on AT [N 17
Stakeholders' knowledgein AT [N 19
Trsining in AT |GGG 15
AT sequired for acces: |G 2:
Availability and sfferdability of AT [ 26
0 3 6 g 12 15 18 21 24 27 30 33 36 39
Participants responses

Figure 5.2: Frequency analysis of Assistive technologies acquisition and usage

5.2.2.1 Assistive Technologies required for access

Findings from the study show that about 62 per cent of the participants indicated that assistive
devices and technologies were required to improve accessibility for PWD. They explained that
without AT, especially for the visually impaired, they “don't know how they are going to access”
(GOV3). For example, the visually impaired “need a key a braille-like keyboard to be able to access
the web, and then they hear the computer now translates to them audibly” (GOV1). They suggested
that there was a need for “government agencies and then all their systems... to have this assistive
technology in place for these people so that they can also access our system” (GOVsg). If government
agencies even improve their E-government solutions, without AT, the visually impaired would

still encounter challenges. GOV3g explains:
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assistive technologies, we need to have them also in place because if the policy is there
and after doing update trying to get there and you don't have the technology that will
help them [PWD] to use the system, then work done is zero.
The visually impaired participants concurred with the assessment stating that without AT it
was impossible to access electronic information and services because AT “does for me what your
eyes will do for you when you are browsing” (PWD1). They stated that AT such as “screen reader
makes it easy to get access”(PWD1). For instance, PWD)7 a participant with low vision stated:
I cannot read anything by myself whether it has been enlarged to font 72 or what; 1
cannot read; so, without the screen reader it means I cannot access the web at all
The visually impaired believed they could compete equally with their non-disabled peers only
with AT because while “technologies make things easier for others, they make things possible for
us” (PWDz). Also, different AT are required at different times to compensate disabilities and
enhance functional capabilities of PWD hence E-government applications ought to be
designed in a way that is “compatible with the assistive device that they will use to access”(GOVz).
PWDyg elaborated on the diverse AT and explains:
There are different kind types of ... assistive technology for persons with visual
impairment... totally blind once we are looking at screen reader users; low vision
persons we are looking at screen magnifiers. And various kinds of devices for persons
with a physical disability by way of ... upper limbs, you have the various... speech to
text programs; you are looking at ... persons with hearing impairment, looking at
various ... speech programs that would facilitate their work.
Some participants (PWD36 and 13) who were employees in the government sector expressed
similar sentiments that without AT, it was difficult for them to interact with printed
documents or be efficient. A noticeable observation was that none of the developers expressed

an opinion about this sub-theme.

5.2.2.2  Availability and affordability of Assistive Technologies

Despite the benefits AT offered PWD, 70 per cent of the participants stated that AT were not
affordable and readily available, which impeded accessibility. Particularly, for the visually

impaired if AT are made “available and affordable, then it will help them to ...use the system’
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(GOV3). There was the need, therefore, to ensure that AT were “accessible and maybe free for
everybody” (GOV3). However, all the visually impaired participants had stated ‘assistive
technology is very expensive in Ghana’(PWD:). For instance, they cited screen readers were the
most common AT they used while accessing electronic services with JAWS being the popular
brand. They reported that a single-user license JAWS cost slightly over $1000 and queried
“how many people will be able to purchase this?” (PWD11). PWDy further narrates:
Assistive technology generally is not affordable... you must buy at an expensive cost,
so we say for ... the most robust screen reader one can find on the market today which
is the ... J-A-W-S Job Access With Speech...program single-user license is gonna cost
you about a $1,095.

13

The visually impaired lamented “majority of them are within the ... poverty bracket. So, it does
mean that if affordability is an issue, then you are cutting a chunk of persons with disabilities out”
(PWDy). Aside from the cost, the next challenge was the availability of AT because “there are
very few assistive technology devices that you can find on the Ghanatan market for persons with
visual impairment in particular or persons with disabilities in general” (PWDy). Some
participants (GOVo, PWD3 and 14) reported that there was only one centre in Ghana and the
whole of West Africa (Ghana Material Resource Centre for the Disabled) that sold AT which
was located in Accra, Ghana. As a result, disabled persons from other neighbouring countries
came to Ghana to buy AT from the centre. In this regard, PWD were forced to travel long
distances to the capital in search of AT. GOVyillustrates:

nationwide that is the only place [Ghana Material Resource Centre for the Disabled]

you can get some of these things. Apart from that, you may get some from... the open

market but that may not fit ... because the people handling those things there are not

specialists.

The general concern was that “if accessibility and availability and affordability are not there”
(GOV3) how were they going “to access these E-government systems and then the portals that we've
been developing or been using in the country?” (GOV3). Again, it was noticed that none of the web

developers expressed an opinion about this sub-theme.
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5.2.2.3 Training in Assistive Technologies

Aside from the acquisition of AT, interviewees mentioned training was critical to gain the
required knowledge. For most of the visually impaired, without training, they would not be
able to use these technologies because there are certain commands and shortcuts one needs to
know (PWD17). So even “if we have the technology and we don't know how to use it, there is also a
problem; so, there is a need for us to be trained” (PWD11). PWD32 ana s rated that training makes
up 60-80 per cent of successful AT implementation and use. However, the expertise to train
PWD in AT was lacking. Even for PWD in educational institutions, there was a lack of
expertise to train the high numbers of students (GOV7, PWD5 11 ana 14). This is because, training
PWD demand special skills such that “if you are not someone who has been trained in terms of
how to relate with the disabled, you will always find problems with the disabled”(PWDjo). And so,
“not anybody who has done I1CT can be put in charge because if the person doesn’t know about 1CT
for the blind, he will not be able to help us” (PWD17). PWDy explained the need for expertise in
AT this way:
One thing that can make it easily accessible is for you; is to have a script ... developer
who knows what screen reader usage all about is. And will develop the relevant script
to fit the... program and it becomes easily usable. But we don't have that in Ghana
neither do we have it in West Africa.
The cost of training in AT was another challenge reported by the visually impaired. According
to participants, most training in AT were provided at exorbitant fees which they could not
afford easily. A participant (PWD4) at an ICT training centre confirmed this and explained
that the level training offered was dependant on how much an individual could afford as he
illustrates:
What we do at our computer centre here, the people pay for the training themselves,
and therefore we are not able to give them the full course of the training. If we should
give them the full course, they will not be able to afford it.
In addition to the lack of expertise, limited training facilities was a challenge. Training
facilities in Ghana are very limited, particularly for those PWD who were currently not
enrolled in schools and wanted to upgrade their knowledge on AT. There were calls for the

establishment of training centres across the country to help reduce training cost. It was
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reported that AT trainers in Ghana were not earning deserved wages because of inadequate
training facilities. A trainer in AT (PWDy) expressed dissatisfaction stating that the few
training centres in existence were all centralised in the capital; as a result, most PWD ended
up calling on the phone for voluntary training in AT since they were unable to travel the long
distances. He further explains:
One thing is that ...there are very limited training facilities. Very limited training
facilities...which are available for further places. So, what we end up doing especially
as training in assistive technology, what I'm doing a lot of pro bono [ working without
fee]. We are supposed to be earning money from it, but because of the challenge in
accessing, you know ... training in their various localities, they have to call you from
where they are and, you have to give free training.
The study also revealed that PWD also needed consistent training for diverse reasons: (1)
whenever they acquired new AT; (2) in the case of an upgrade on AT where new features were
added; and (3) to resolve compatibility issues which they faced with the use of different
operating systems or browsers. This sub-theme was majorly discussed by PWD (15) and few

(GOV6,7 and 9) government officers.

5.2.24 Government needed interventions on Assistive Technologies

Government interventions needed on AT appeared consistent among 46 per cent of the
participants. They perceived that government interventions were needed in the areas of
providing free access to AT, resourcing schools with AT, supporting with training in AT and
providing grants and subsidies on AT. They felt that “it is high time for the government to take
into consideration the needs of persons with disability”(GOVo) so they could have easy access.
Some participants argued that there was a need for “free access to AT so that the poor, disabled
person can have access” (GOVo). Respondents indicated that “government should make deliberate
efforts to buy some of these things” (PWD12) for PWD so “they can be independent and compete
with other people” (GOVo). There was also a suggestion that “government can buy them [assistive
technologies] in bulk put it somewhere for everyone who wants it to go for it” (PWDis5). Some
participants believed that the government had the resource and only had to prioritise the needs

of PWD. For example, PWD4sentiments expressed that:
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all it will take is for the government to sign one cheque and I'm sure we could have a

lot of these things [assistive technologies| made available
A section of the participants advocated for subsidies from the government on AT to ensure
that “once you are a person with a disability, you can get it perhaps at a cheaper price” (PWDs).
They contended that such a subvention was necessary because “the role of government is to
provide equal access for... every citizen” (PWDj). Alternatively, the government could provide
grants to assist PWD to acquire the AT they required. Although GOV stated that government
had allocated “3% district fund ...which is meant for persons with disability”, some respondents
felt it was inadequate and suggested that “government can also negotiate with international
partners or donors to bring in more investment” (PWD12) to cushion PWD.
The need for government to resource educational institutions with AT to create a conducive
learning environment for PWD also featured strongly. For instance, PWDjg suggested AT
should be provided at public centres such as community libraries, internet cafes among others
“so that when you go there [public centres], you may get the access to the screen reader which will
enable you to use the machine [computer] independently”. The understanding was that
“government cannot provide for every individual, but then that is why we have institutions where the
government can make these resources or these facilities available” (PWD7).
Again, it was observed that the discussion of this sub-theme was dominated by PWD (15)

and three government officers (GOV2,7 and 9).

5.2.2.5 Limited capabilities of Assistive Technologies

This sub-theme was reported only by visually impaired participants, all of whom mentioned
using screen readers. Due to the high cost of screen readers, many visually impaired
participants were engaged in the illegal use of screen readers instead of buying the licensed one.
The illegal version which they referred to as ‘cracked’ enabled them to install a single-user
license screen reader for as many people who needed it. The students among them reported
that “even the institutions which are supposed to get them are not getting them for us, so we get the
crack version then we install 1t” (PWDs). However, the “cracked” was not robust because some

functionalities were not activated. For instance, PWDjo explains:
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If you are not having the brand new [licensed], the bought one, you are limited in terms
of the things the screen reader can do for you. Because it has some features which you
can only get if and only if you buy the brand new [licensed] package.
Respondents indicated that it was frustrating using the “cracked” because “every 40
minutes...you restart your computer” (PWD1o). They explained that restarting their computers
or electronic devices to avoid being blacklisted by the manufacturers (PWD1¢and12). Aside from
the “cracked”, screen readers till have some limitations. For example, a screen reader cannot
read graphics as PWD) explains:
I use a screen reader JAWS on my laptop so, it reads anything anywhere I direct it to
read. So,... far as it is there and is in readable text, JAWS will read it for me... So, the
pictures and all the other ones, of course, JAWS hasn't gotten to those levels where it
can describe pictures yet.
For this reason, some participants (PWDj1, 29,12, and 17) indicated the need for developers to have
knowledge on the capabilities of AT so, they could design with their compatibility in mind.
Another disadvantage of the screen reader is that “you can't use it with any other person ... for
example, if you are using the JAW'S on the laptop; you are using the keypad ... if another person
uses the mouse it disturbs the JAWS” (PWDg). There was a mention of open source screen
readers by participants (PWD2,9 and 12); however, these screen readers were not “robust enough

to deal with the various things one would want to do using various E-platforms” (PWDo).

5.2.2.6 Local production of Assistive Technologies

Findings from the study show that most AT in Ghana were imported from abroad due to the
lack of local production. There is low expertise in the field of AT and lack of research hence the
need to “get more research done in that area so that we can have that local content”(GOV3). A section
of the participants attributed the high cost and low availability of AT to the lack of local
production contending that local production would make AT affordable and readily available.
The assertion was that “because we have to import it, we now have to pay some duty charges on it
and all that add up to the cost” (PWDi2). Respondents perceived that local production would
reduce the cost of AT to a large extent. For instance, PWDy indicated there are no screen

readers in local Ghanaian languages because we do not produce them locally. He explains:
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Each time people see me use my laptop or my phone they say oooh do we have that in
Twi? Basically, do we have that in the local language? And I say no we don't. And we
simply don't because we don't produce them locally. Where they are produced, it's
available you can have this thing in various languages in French, German, Russian,
etc. Production cost if it is produced here, will also be relevantly low.
Participants mentioned that adequate investment and research were required to stimulate
local production of AT (GOVa2, PWD 2.u49). So that “if we can do research here in Ghana, then
we will develop the text to speech in our local languages” (PWD3). According to PWDy, educational
institutions ought to come on board and conduct more research in AT to identify the existing
gaps. He narrates:
We need to research into ... what ... the loopholes are where the gaps are; it is only
through research that we will know where the gaps are. And then we would be able to

make an appropriate recommendation to fill in those gaps.

5.2.2.7 Assistive Technologies’ policy implementation

One of the reasons cited for the several challenges associated with the acquisition of AT was
the lack of policy from the government. As a result, a section of the participants indicated that
the government ought to formulate a policy to regulate the sale and use of AT countrywide.
Some respondents (PWDg2 ana 11) argued that such policies existed in developed countries,
making it much easier and flexible for PWD to acquire AT and similar steps ought to be taken
the government. For example, PWD3 stated that such a policy in developed countries provided
subsidies on AT, ensured institutions are resourced with AT and supported with training in
them. Other participants also had expressed frustration and felt somehow exploited with the
high prices they were paying for AT and advocated for the government as part of a policy
initiative to take full control of the Ghana Material Resource Centre for the Disabled which

was the sole vendor of AT in Ghana. PWDj explains:

We have only one place in the whole West Africa which is not even to me it's not
productive; we don't even know whether it's for the government or it's for an individual
now. Entire West Africa, we have one in Ghana, and that office is the only place you

can get ... our equipment [assistive technologies] ... people come from Nigeria, Cote
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D'Ivoire, Burkina Faso come to Ghana Material Resource Centre for the Disabled
(G.M.R.C.D). The best thing government can do from my perspective is to set up one
Ghana Material Resource Centre for the Disabled and should be controlled by the
government full stop.
According to GOVy, PWD were ‘not third-class citizens’ and should benefit equally from the
government like all other citizens. There was a suggestion that a part of the policy, when AT
are imported government ‘should not take any tax’ so that ‘it will help disabled persons to have
free access’ (GOVoana ). The lack of policy on AT was confirmed by GOV2, who stated that:
I will say that government hasn't; we haven't got any deliberate policy to ensure that
these assistive devices... the which is assisting persons with disability to access
information are either subsidised or either made free or whatever. We don't have any
policy in place.
The study revealed that there was a National Council on Persons with Disabilities (NCPD) in
place whose function “is to propose policies and strategies to the government to ensure that services,
information services everything that we do is suitable or disability-friendly”(GOV:). GOV2 who
was working at the presidency and also was an executive member of the NCPD hinted that
efforts were underway and there was “draft that we are working on, eventually when this document

is developed we will have to make a provision for that™.

5.2.2.8 Stakeholders' knowledge in Assistive Technologies

Evidence from the study shows that most developers and government officers acknowledge
that PWD would require additional technologies to access web-based services conveniently.
They envisaged that persons with physical (e.g., by way of upper limbs), speech and visual
impairment would have more challenges accessing electronic services. However, they felt that
the visually impaired would experience the most challenges (GOV1.2 and 6, DEV 4.7, and 10). The
findings pointed to the fact that many developers and government officers neither knew about
AT nor had knowledge of how they functioned. For example, DEV; stated “I think I have heard
about assistive technologies. However, I don't remember exactly what it is”. For many developers,

they had heard about AT but “not read into how they fully assist people with disabilities” (DEV3).
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Others also had misconceptions about accessibility features and technologies and they referred
to them as technologies meant for “lazy people”. For instance, DEVsindicated:

I’'m being honest with you I have seen them but, I haven't seen them as things built for

persons with disabilities, I have seen them as things built to make us lazier.
In the opinion of the visually impaired participants, developers have a critical role to play in
accessibility in comparison to the government officers. For this reason, there was a suggestion
for developers to be trained in AT to understand their competencies so that they could include
in their designs the necessary considerations. There was a sense that “developers who build these
online platforms have no clue or whatever when you talk about issues of accessibility where ...
assistive technology is concerned. So, they don't factor these basic features into the development of
these programs” (PWDy). Hence the need to provide accessibility training for them to get first-
hand information on the challenges PWD face when accessing E-government services. For
example, PWDj; stated that accessibility training is important because:

most developers don't really know the needs of the disability and how to make this

software accessible to them; so, it is important that they get ...trained in that aspect.
Developers concurred with this assertion indicating that they “have to know the devices that
PWD use or they can use to access the software” so that they can tune their “software to be
compatible with them” (DEV ).
This sub-theme threw light on why the voice of developers was not heard on any of the sub-
themes on “AT acquisition and usage”. Since most developers did not know about AT and how

they functioned, it would be difficult for them to relate with challenges on AT usage.

5.2.2.9 Related findings from content analysis

From the results of the content analysis, the theme AT acquisition and usage’ has not been
captured in most key policy documents. Even though all the participants in this study asserted
that issues with AT and training in them are crucial to improving accessibility, the policy
documents examined do not adequately address this issue. For example, the problems
associated with the acquisition of AT and training in them did not feature in any of the policy
documents on E-government development. Contrary to the findings from the thematic

analysis where most participants stated that AT should be readily available to enable PWD
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access E-government services, the E-government policy documents analysed do not address
challenges relating to AT. Even with the policy documents on PWD, AT and its related issues
have not received the needed attention; thus, in DACF, PDA and UNCRPD the keyword AT
appeared ‘2 times’, ‘1 time’ and ‘8 times’ respectively.

For example, one aim of the DACEF is “to support persons with disabilities have access to technical
aids and other assistive devices” (Page 4). However, findings from the thematic analysis indicate
that PWD were receiving very little support regarding access to AT. Similarly, the UNCRPD
admonishes governments to make conscious efforts in “facilitating access by persons with
disabilities to quality mobility aids, devices, assistive technologies and forms of live assistance and
intermediaries, including by making them available at affordable cost” ( Page 15). On the contrary,
interview participants, especially the visually impaired, reported that AT were very expensive,
and their presence in Ghana was low. Also, none of the developers and government officers had
received any training on accessibility although the government has “to provide training for
stakeholders on accessibility issues facing persons with disabilities” (UNCRPD, Page 10). The
overall assertion is that, though challenges regarding AT are high on the radar of participants,
policy documents seem to underplay their significance. This could explain why all the visually

impaired respondents reported facing challenges with acquisition AT in Ghana.

5.2.3 Accessibility requirements

The findings of the study show that there are requirements needed to improve accessibility to
E-government services for PWD. Participants mentioned the lack of awareness as the biggest
hindrance to accessibility. They perceived awareness was an important catalyst to promote
and create sensitisation about accessibility issues. Three key sub-themes emerged related to
this theme: (1) Accessibility needs and benefits, (2) Accessibility awareness, and (3) Education

on disabilities and accessibility. Figure 5-3 shows the sub-themes in ascending order.
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Figure 5.3: Frequency analysis of Accessibility requirements

5.2.3.1 Accessibility needs and benefits

This sub-theme was broad and captured discussions on benefits of accessibility to PWD,
resources and requirements of accessibility and the various accessibility views expressed by
developers and government officers. Under this sub-theme, I further discuss these three sub-
sub-themes in turns.

Accessibility benefits

Participants felt that accessibility would promote greater inclusion for all. This is because an
accessible service is usable by a wide range of people. In the opinion of developers, accessibility
is important if “you want to cover a wide range of people and then all people from all walks of life
and with different backgrounds” (DEV)). For example, accessibility features support the
illiterates and the aged (DEV 1.2, PWD4, GOV,). Including accessibility features denotes that a
developer thinks about all its stakeholders (DEV4). They indicated an accessible application
was more usable because in application development, “what is the most important is that the user
can get access to what he wants when he wants it, and it will always be there”(DEV o). Lack of
accessibility then renders application “someway somehow not very useful” (DEV)) for its users.
Also, accessibility increases the reach of services and “institutions rather benefit because
sometimes the things that we do usually thinking that we are doing it for only persons with
disabilities; but usually it tends to help many other persons” (PWDjg).

For instance, GOV, indicated that accessibility is a key attribute for usability and he states:
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If people can't access these services, then why did you create the platform in

the first place ok? So, we have to put in all the enhancing tools and mechanisms

for people to be able to access your services
Other respondents also emphasised that accessibility constitutes an important characteristic
for any electronic application because “even for those who are not disabled sometimes some designs

are not favourable to...them’ (GOV3).

Accessibility needs

Findings from the study show that certain conditions were necessary to improve accessibility
for PWD. For instance, improving accessibility required that developers learn on technological
(accessibility) tools and “look for how to integrate them”(DEV7) into their applications.
Surprisingly, all the developers in this study had stated at some point in their interviews they
had never made use of such accessibility tools. However, they believed that ‘I.T has a wide
range of tools in existence (DEV4) and technologies had far advanced, making all things doable.
For example, DEV; stated that he felt ashamed because he was aware accessibility tools
existed but never learned about how they could be implemented as he illustrates:
technology to do some of these things exist. It's not ... a technological challenge but it's
awareness and while you might find some people counting the numbers to determine
this is a worth-while business to turn on you will also find other people who are willing
to do this... their own time. I am willing; I just don't know that it exists. I know they
exist but I don't think of it in relation to technology.
According to participants, the development of accessible solutions also required diverse
resources including time, money, appropriate hardware and human expertise. Developers
explained that they needed time “to really learn about all the technologies” (DEVs) and
“understand how PWD interact with them” (DEVs) if they were to implement them in their
applications. This was because accessibility had naturally not been part of their development
cycle. Other developers perceived accessibility considerations for PWD “will be extra work”
(DEVy).
According to participants, improving accessibility also had financial implications such as
training and hiring expertise. From the perspective of the developers, to improve accessibility,

one would need to understand how assistive devices work and develop appropriate software
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solutions. In instances where a developer lacked the prerequisite knowledge, he may have to
hire other expertise on the project, increasing the cost of development.
From the perspective of the government officers, demanding accessibility from developers
would mean the agency might be spending more on developing E-government services. GOV,
explains:
If we want to develop E-government services, ... requirements are straightforward but
if we have to put in place accessibility tools, it will mean that the vendor will charge
you more, right? Maybe you have to put magnifiers on the website and put multiple
languages, put this you know stringent guidelines for them... to adhere to colour
schemes. Because they might have their own templates, we are ... telling them that this
is the standard to follow and so on, all of that will require... will mean that its website
that will cost say $20,000 could shoot up to up to maybe $50,000 because other
considerations will have to be taken.
Other participants perceived that to make E-government services accessible to PWD, “we can
have the same web content dynamically created in a certain portion of that site especially for
them”(GOV1) while maintaining a regular for the rest of the citizenry.
From the viewpoint of the visually impaired, government officers and developers ought to
undergo accessibility training to understand the needs of PWD, so they can improve
accessibility. They perceived that developers particularly need to “require training to be able to
understand the issues of persons with disability and then to understand why they should make
information belonging to government accessible and why they should include everybody in the

decision-making process”(PWDr7).

Accessibility views

Developers and government officers expressed their views on accessibility and its perceived
importance. Largely, they felt accessibility had great value but may depend on the type of
services to be developed. For many government officers, accessibility should be prioritised in
the provision of E-government services because citizens have equal rights and access to services

so, E-government services cannot be an exception. For instance, GOV2 argued that the

126



operations of government are run by the taxes of citizens and hence, all services provided by
the government should be accessible to everybody. He illustrates:
Accessibility should be a priority! It is a priority because government exists for all and
government is run by our taxes and therefore whatever services that government
institutions provide, they should make sure that they are accessible to everybody
including persons with disability.
It is of utmost importance that E-government developers have the “mindset that, different
stakeholder groups have to access services”(GOV4) and make considerations for them not thinking
that they are “just doing it for a minority of people” (GOV7). GOVsy disclosed that Ghana was
ranked high by the World Bank regarding doing business hence improving accessibility was
critical for her agency which was providing several online services such as personal enterprise,
company, and marriage registrations to the public.
For most developers, previous applications they had included accessibility features came as an
afterthought and not part of the initial design. For example, DEV) narrated a typical case
where he had developed an application targeted at lazy persons who do not want to use parts
of their body. However, after some engagements with stakeholders, he realised the application
could fit disabled persons. While some developers (DEV1 3 ana7) felt accessibility should be an
agenda going forward; be prioritised and seen as a social responsibility because of its usefulness,
others explained accessibility “will not be a top priority because you are looking at the market,
which is driving development” (DEV4). For instance, DEV: stated that the market force and
competition were driving the development industry to the extent that it was difficult to make
accessibility a top priority.

5.2.3.2 Accessibility awareness

A high percentage of participants (70 per cent) indicated that the lack of awareness was one
major hindrance to improving accessibility in Ghana. Most developers mentioned that
accessibility issues related more to lack of awareness than a technological challenge. Owing to
the lack of awareness, issues of disabilities hardly come to mind in the process of development.
Some developers even admitted they did not know PWD access online services. For example,

DEVg stated he had no clue PWD also access web content as he indicates:
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it has ... never really come to mind that people with disabilities actually access content
like that okay? That's ... the fact of the matter! I think it has been an issue of awareness
okay?
Developers limited knowledge on assistive technologies attests to the fact that they lacked
awareness regarding PWD and accessibility. For instance, DEV; associated accessibility for
the visually impaired with braille. In this regard, it was difficult for him to understand how
braille could be used to browse the internet or access the web. He explains:
I don't know how things are done in fact when you talk about blind people the only
that comes to mind is braille. I am thinking how on earth do you browse the internet
with... what is it called Braille right? Yeah, how do you browse the internet with
braille?
As a result, some developers felt they had been “quite discriminatory” by their development
style (DEVe). Most developers emphasised at different times in their interviews that though
development was money-driven; more awareness could make them address basic challenges
PWD face in accessing E-government services. The assertion was that awareness on PWD and
accessibility issues had generally been low in Ghana as compared to the Western world where
“they've made sufficient noise about accessibility that it's on everybody's mind”(DEV3). Some
developers did not know “there are ways to develop to aid people with disabilities”(DEVe); so, “if
they are made aware, they will be able to do it” (GOV32). Similar sentiments were expressed by
PWD: as he explains:
Somebody who can ... maybe a PhD holder in like Computer Science and he doesn’t
know that a blind person can use the computer... so it's the awareness... I will not say
people don't want to do it ... they are not aware of it.
Many of the visually impaired shared similar sentiments stating that “awareness is the biggest
challenge. I think that if we are able to raise the awareness that, persons with disabilities are able to
do things equally when the things are made accessible, 1’'m sure that people will begin thinking about

* g9

it” (PWDjg). Others, however, felt that E-government implementers especially the
government agencies ought to be aware because of the provisions in the law. PWD1; explains:
it is their fault not to be aware, you understand? Especially with the government

agencies you... they need to know. They have to be aware of any available law that
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...will be necessary to their operation or existence so... though it may be ignorance, 1

don't see that as an excuse.
The need, therefore, to intensify and create more awareness featured strongly in the discussions
of many participants. For example, 90 per cent of the developers reported that there was a
need to consciously promote accessibility awareness across different sectors (banks, school,
private enterprises) within the Ghanaian society. They felt that especially “government agencies
responsible for people with disabilities” (DEV7) should spearhead such awareness creation.
However, a section of the developers posited that since the neglect came from them; they were
“responstble for correcting that mistake. It means that they will in their small way, try to disseminate
information, maybe hold some meetings or conferences, specifically for that to correct it” (DEV o).
PWD also should help “raise awareness so high so that people will know” (PWDj) their needs.
Creating awareness, therefore, is a “multi-sectorial matter” which should be handled from
“multiple fronts from those who are affected” (GOV4) to all E-government implementers and the

society at large.

5.2.3.3 Education on disabilities and accessibility

Given that most developers and government officers did not have adequate knowledge of AT
and the technological tools to use in developing accessible services for PWD, accessibility
training was suggested to help them acquire this knowledge. Many developers and government
officers agreed that training in accessibility would be useful “because not everyone knows that
there are ways by which people with disabilities can use a computer” (DEV32). Through such
training sessions, they could learn more about accessibility, its importance, and how to enforce
it because; “if they don't know, they will not enforce it” (PWDy).

Many participants, however, felt these training should be organised for practising
professionals; while accessibility should be incorporated into the educational curriculum to
create awareness from an early stage. The lack of accessibility component in study curricula,
therefore, was seen as one impeding factor for improving accessibility. Many developers
mentioned that particularly in IT and programming courses, there was a need to introduce
accessibility in study curricula to sensitise young developers on accessibility. The assertion was

that if accessibility were taught in schools, it would create awareness for upcoming developers
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“so, as people get out of school because it is part of the syllabus, they will certainly use it” (DEV4).
In the view of the developers’, accessibility in education syllabus should not be targeted only
at them but form part of the entire “curriculum for the universities; that's where people begin to
learn the practical knowledge on how to develop solutions” (DEVs). Some government officers
echoed the same sentiments that it was important for educational institutions to include
accessibility components in their syllabus. For instance, GOV illustrates:

Schools, universities, colleges and other private institutions which train these IT

officers and professionals, they also need to include that in their curriculum.
Participants also reported that education on disabilities was important because “people’s
understanding of disability issues will push them to either make sure that services, information,
everything is made disability-friendly or not” (GOVz). There was a suggestion that education on
disabilities “be part of our curriculum in schools so that everybody gets an orientation on issues
concerning the disabled” (PWD7). Moreover, education is “part of raising awareness of whatever
that you want the people to know on disability” (GOVo). With such education, people would
become conscious of the fact that “people with disabilities live among us, so we need to give them
some priority, and we need to think about them every day in everything that we do”(GOV)).
Education on disabilities and accessibility as reported by participants are key remedies to
creating a long-lasting awareness in efforts to improve accessibility for PWD and

until we do very intensive public and social education to educate members of our

community to change their mindset and attitude towards persons with a disability, we

will give them very little support- GOV

5.2.34 Related findings from content analysis

The results from the content analysis revealed that the government is cognizant of the fact
that citizens should “be able to access government information and services at their convenience”
(GGEA, Page 95). According to the PDA, “a person who provides service to the public shall put
in place the necessary facilities that make the service available and accessible to a person with
disability” (Page 4). These documents, however, do not stipulate how government information
and services could be made accessible. For instance, several policy documents (ETA, GNCA,

ICT4AD) pointed to the fact that the government desire to promote “untversal access, which
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means access by all citizens of Ghana to ... electronic transactions” (ETA, Page 64). These
documents neither provide guidelines for E-government implementers nor explicitly state the
inclusion features to make electronic services accessible to PWD. These findings confirm those
of the interview respondents who argued that improving accessibility required commitment
and prioritisation from government alongside intensive education and awareness-raising.

Educating and creating more awareness is seen as a means to make people understand
accessibility issues better so they can prioritise accessibility. For example, the UNCRPD
highlights the need for governments to promote “awareness-training programmes regarding
persons with disabilities and the rights of persons with disabilities” (Page 10). This contradicts
findings from the thematic analysis which indicated low awareness among E-government
implementers especially the developers. Most developers did not know that PWD could access

E-government services and largely attributed their ignorance to lack of awareness.

5.2.4 Developing E-government

The findings of the study revealed that various factors influence the way developers design
applications. These factors, in the end, explicitly or implicitly affect the accessibility of E-
government services developed. Six sub-themes were identified with the theme: Developing E-

government. Figure 5-4 shows the sub-themes in ascending order.

Market force drivers _ 12
E-government contracts _ 12
Development guidelines _ 13
Developers' perceptions _ 14
Determinants of final design _ 19
Design considerations _ 29

0 3 6 9 12 15 18 21 24 27 30 33 36 39
Participants' responses

Figure 5.4: Frequency analysis of Developing E-government
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5.24.1 Design considerations

A high number of participants (78 per cent) perceived that design considerations made by
developers largely affected the way E-government services were developed. This is because
developing accessible services require that certain design specifications are incorporated by the
developer and
so, when that consideration is in mind, at the back of the minds of those who are
designing services, not only will they put those considerations in the systems but also
create other facilitating conditions for people to access services more smoothly- GOV,
And so in instances where developers “don't have PWD in mind when programming” (DEV ),
solutions become not usable for them because “they did not take into cognisance the needs of
assistive technology users” (PWDy). There was a sense that E-government implementers “hardly
consider accessibility” (DEV1) in designing their solutions. For example, GOV3 explained that
although her agency was offering several E-government services, accessibility was not part of
the design considerations; hence, PWD could struggle using such systems as she illustrates:
My applications I have here when we were at the initial stage when we were gathering
data, we never considered... in fact, it didn't even cross the mind to factor such people
[PWD] into this application that we built. So, as we speak, it will be difficult for them

to use our system.

The use of AT required that designs are structured in a specific manner to ensure compatibility.
For example, PWD3 indicated that the arrangement and naming of links on a webpage could
affect screen reader users. He states:
If you are using a screen reader, for instance, we have a way to follow the link quickly.
If two different links have the same name, but they are doing different things for screen
readers, it is difficult for it to identify it.
Likewise, PWDj¢ accentuated that design considerations ought to be made across the different
disability groups. For instance, a low vision person should have an alternative font size or

means to enlarge the fonts and change certain colours if the need be. The contention was that:
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Technology is becoming agile, and every time... things are changing! So, if... you are
building a system for the government and you develop the system ... and you say; this
system cannot be compatible with any other system, it's not acceptable! - GOV3
Once the necessary design considerations are made, and solutions are “constructed with the
relevant accessibility features” (PWDo), they become easy for PWD to use. Accessibility remains
a “major component” (GOV4) of web design; hence, either consideration is made for it or not

determines the development outcome.

5.2.4.2 Determinants of final design

Evidence from the study shows that two key issues determined the final design of E-
government services: stakeholder engagement and user-test outcomes. Government officers
indicated that consultative meetings were held with stakeholders to get their inputs before
settling on the final requirements for development. Developers, on the other hand, mentioned
they tested with users to see how they interacted with their systems and to retrofit any design
challenges that may be highlighted through user-testing before concluding on development.

According to the government officers, stakeholders are “those who would use the system” (GOVsg)
hence are consulted for their inputs before they drew up requirements for developers bidding
to design E-government solutions. Alternatively, they “develop to a point and continue
deliberating with stakeholders, and keep building” (GOV1) until the development is complete.
However, none of the government officers mentioned engaging PWD or any of the disability

organisations for their inputs to be factored in the requirements for development.

All the developers in this study reported that they tested their applications with users before
concluding the development of the applications. They mentioned that two different types of
testing were usually conducted; automatic and user testing. Automatic testing though was
useful, did not guarantee accessibility or usability hence the need for user-testing. Automatic
testing helped to detect coding errors and platform compatibility issues to ensure “your apps
don't crash when you open on different platforms” (DEVy). On the other hand, the role of user
testing was to validate user requirements: “users to go through and be sure that the application

you are developing meets the requirements” (DEV¢) and also help to identify difficulties users may
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encounter interfacing with the application.

Despite the significance of user-testing, all developers admitted that they had never tested
their applications with a disabled person. The researcher inferred at this point that since PWD
had never been used in testing applications most applications developed did not factor in their

challenges as users of the system.

5.2.4.3 Developers' perceptions

Findings of the study show that E-government developers services held certain notions about
PWD as well as individual assumptions that informed their way of development. Firstly,
developers perceived PWD as non-technology users and therefore did not consider them during
development. They stated that when “you look at people who use technology, PWD don't really
come to mind” (DEVi9). The notion was that “probably PWD might not even bother using the
applications” (DEV).
The other reason was that developers envisioned accessibility was not achievable and that
“PWD always will need some kind of assistance before they can complete a process that's online”
(DEV;). With that mindset, they did not cater for the needs of PWD during development.
They also felt that PWD would face challenges in any way because “it's a challenge to be
impaired in some way, it makes ... doing everything difficult” (DEVi0). In this regard, they
argued that if PWD need “services, they can walk in here and somebody will assist them” (DEV7)
if they cannot complete it online by themselves. Some visually impaired participants echoed
similar sentiments indicating that sometimes applications are designed in a way that they are
unable to complete except they relied on sighted persons. For instance, PWDig cited his
experience in filling the Ghana E-passport form as he narrates:

filling the form online, sometimes certain number of characters or figures will be

displayed on the screen to be keyed in to open another page to complete the form, and

that will call for a sighted person to assist you.

The assumptions that developers make in the development process featured as part of what
formed their perceptions. Many developers stated that they were not opposed to making their

systems friendly to PWD, but because of the way they use the systems; they tend to design
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applications with the assumption that the end-user was likely to interact the same way with
applications. They explained that they assumed “the person can see, there is an underlining
assumption that the person has fingers, there is an underlining assumption about a whole lot because
that's the experience you have” (DEVs). Such assumptions implicitly influenced their

development in the end as DEVjillustrates:

when I build the product, I think of the user like myself, ok? And then I'm lucky I don't
have any disability so...I think it comes from that point. Since I think the person going
to use the product is just like me, so I don't consider any form of disability and then I
don't [stutters] I wouldn't even factor it inside my solution.
Other developers never tried integrating accessibility features in their developments because
they assumed that it was not “easy to create such applications for PWD like you will create normal
applications for people without disabilities” (DEVg). There was also an assumption that
developers could do nothing to improve accessibility and that it solely relied on the devices
PWD were using to access applications. DEV2 explains:
from my perspective of software development, I haven't yet figured out what we could
do in developing software especially the kind of software we develop to make it easier
for those with a disability to use because ... I tend to see that's the function of the...

device they are using to access whichever service.

5.2.4.4 E-government contracts

One another factor identified to influence the development process was the contract
documentation signed between clients (in this case government agencies and ministries) and
developers. Many developers reported that they would comply to design accessible applications
if it were part of the contract agreement they signed. They contended that accessibility could
become a necessity only “when it is clearly spelt out in the contract agreement” (DEV10) else by
default accessibility would always be overlooked. For example, DEV2 was part of the team that
developed the E-passport in Ghana. He explained that before the development, they had
several meetings with the Passport office before concluding on the contract documents and

accessibility was not part of the contract. He indicates:
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If I take the passport, for instance, where we started somewhere in February meetings
upon meetings never once did it [accessibility] come up. Yeah, it's ... not something on
the radar of most people.
Similarly, DEV, stated that if the government made accessibility a requirement in the bidding
document, developers would have no option but to abide by the contract.
If the government says...for instance, the standard document that should guide you in
... your contract bidding it's in it, you have to add it! The feature has to be added then
why not?
The assertion was that accessibility would gain the deserved priority if it is a requirement in
E-government contracts. For instance,
“if you are coming to bid for a government contract, we must see your PWD strategy; what you plan
to do with persons with disability. It has to be visible in your proposal before you can move to your
next stage so they can do that by regulation” (DEV5). This is because most developers don’t think
beyond the contract documents in the development of applications so accessibility “doesn't
come to mind until it's stated in the documentation” (DEV3).
The study also revealed there are policies and guidelines that developers of E-government
ought to follow. E-government projects were developed by strict adherence to some policies
which included the ICT for Accelerated Development, E-government Interoperability
Framework, Enterprise Architecture Framework and Data Privacy (GOV3.4ana8). These policy
documents are to be complied with when developing E-government services irrespective of the
consultants contracted.
However, many of the developers indicated Data Privacy was “the only thing that the government
asked us to comply by” (DEV32). Subsequently, it was the only policy at the time of research
which influenced the development of E-government services and all government applications
at large. For example, DEVj indicated that developers were mandated to comply with Data
Privacy by including necessary security features to ensure public data was kept private as
much as possible. He narrates:
The only thing that I can think of now is the confidentiality of information. Yes,
because if you are working for a government sector, they expect that ... their data will

be confidential, ... so there are policies in place that will do with security
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5.2.4.5 Development guidelines

Developers indicated that they followed specific guidelines to develop their applications.
Guidelines mentioned in this study included international guidelines (such as those from Apple,
Google, Android), institutional or company guidelines and personal guidelines learnt from
school. Software companies involved in this study which did not have guidelines on their own
relied on international standards to guide their development. For instance, DEV; indicated his
company was still in the process of developing guidelines, however, other international
guidelines were followed to develop applications.
Developers follow several guidelines depending on the institutions they worked with; and
varied their development approach to suit the institutional guidelines. Developers felt,
however, “policy in the form of a standard that if you are coming out with an application for a
government agency, it should conform to this standard” (DEV7) was necessary. A common
standard could help developers to incorporate accessibility into their solutions (DEV} andss).
The study also revealed that the majority of developers (80 per cent) were either not aware of
W3C guidelines or were they using them. Those developers with an awareness of W3C
guidelines or had limited knowledge of its relevance in the development of web applications.
For instance, DEVy states:

I know about W3C, I mean I know they are like the standard for building web

applications and web websites everything web, they are like the standard, the global

standard.
Government officers sided with the importance of having contextual guidelines for developers
to follow. GOV: had hinted that efforts were being made by the NCPD to formulate guidelines
for developers to use in developing government services. He illustrates:

Because of the nature of the design, so that is something that we are working on, we...

in fact, we want to come out with the... guidelines on making information and services

accessible to persons with disability.
PWD shared in this view, stating that unless developers are “guided by the existing policy of the
day: they would always gloss over these crucial issues. And thereby cut out a section of the citizens”

(PWDoy).
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5.2.4.6 Market force drivers

Evidence from the study shows that developers are mostly money-driven and design with the
notion of a ‘majority’ mindset. As a result, developers invest time and tools to design based on
how much profit they could make (DEV2, 4and10). For many of the developers, PWD by default
fell in the minority group, and hence their needs were mostly overlooked. For example, DEV4
explained that the market size of PWD in Ghana as compared to the mainstream population
was small; hence, the needs of PWD were easily overlooked in applications development
because:

We are a profit-oriented organisation, or I develop ... for money. And in Ghana the size

of the market for the disability who will be in demand for our products is small. So... 1

have not invested in any tool that will help me to develop for them that I should say.
Moreover, “businesses are often looking at numbers to make money”(DEV5) so, if PWD had “huge
bargaining power and commanded a certain percentage of the business and they said things should
be done this way, probably everybody will be...following suit” (DEV2). A developer is mostly
constrained with stringent guidelines and deadlines so he “wants to come out quickly, he wants
to get his product in the market, so it is not driven by all the stakeholders” it is driven by how quickly
he can get his product out there into the market and move on’ (DEV ). Because of these constraints,
developers adopt the fastest and cheapest possible approach (DEVz2 4 and 10) in development. In
this regard, to include accessibility features, developers indicated they required a larger

disabled population to make the cost of development economically viable.

In the end, developers, after weighing the options tend not to bother with accessibility features
if it would not increase their profit margin. “So, you might just go ahead and do it without the
accessibility options because you might ...be considering that you have a fair market with the people
who don't have impairment anyway”(DEVs). For example, DEVs stated that the development

features to include in designs is determined by how much profit he would earn. He illustrates:

If I consider the disabled people, how many are they? Ermm if they are not many, how
long will it take me to improve whatever I'm thinking and developing. Ahaa... so in
my head, the commercial consideration also, unfortunately, interferes with judgement

about what features to release.
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5.2.4.79 Related findings from content analysis

The content analysis results show that E-government development factors mostly centre
around the use of standards or guidelines and policies to ensure compatibility, keep data
protected and private. Similar to the findings from the thematic analysis, the policy documents
reveal that there are standards and guidelines that govern the development and
implementation of E-government in Ghana. The content analysis also confirmed that the DPA
was among the key policy documents to be followed in the development of E-government
services. Several policy documents (DPA, E-GIF, GGEA, ICT4AD) covered issues of
compatibility but mostly with reference to technologies, systems and different deployment
platforms. Compatibility in these documents does not explicitly capture issues of AT used by
PWD. According to the policy documents, E-government developers are expected to know and
apply these standards.

For instance, the E-GIF states that “in the event of application development of a system, the
developers need a thorough understanding of the E-GIF to adopt relevant specifications as directed
during system design and development” (Page 17). Again, developers are required to “ensure
compliance with accepted international technical standards in the provision and development of
electronic communications and transactions” (ETA, Page 7). However, developers in this study
seemed unaware of such standards as most developers during the interview mentioned the
DPA as the only existing policy document that had an impact on their development (DEV32 3
and 10). The interviews also revealed while policy documents have spelt out certain standards
for developers to follow, they were more clued to contract documents they signed with the
government agencies in the development of E-government services as revealed by the
interviews. Hence one can conclude that the arguments made by developers in the interviews
seem to override policy directive which states E-government systems should be “implemented

in accordance with accepted policies, technical standards, and guidelines” (E-GIF, Page 5).

5.2.5 Effects of inaccessibility

This theme was mostly reported by visually impaired participants. They reported several

consequences they faced and the possible challenges they envisaged if accessibility issues were
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not resolved. Accessibility issues prevent PWD from benefitting fully from E-government. A
prolonged case of inaccessibility, therefore, could further exacerbate the exclusion of PWD.
Five sub-themes are related to ‘Effects of inaccessibility’: low productivity; deprived life for
PWD; lack of independence and privacy; increased cost and risk; and negative emotions.

Figure 5-5 shows the five sub-themes which relate to this theme in ascending order.

Risk and emotional effect
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Living deprived life _ 9
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Low productivity _ 12

Lack of independence and
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privacy
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Participants' responses

Figure 5.5: Frequency analysis of Effects of inaccessibility

5.2.5.1 Lack of independence and privacy

PWD feel more satisfied when they can do things by themselves than to rely on others for
assistance (GOV7 ang 9). This is because “usually people with disability ... desire more to be
independent and do things on their own than those without”(DEV3). The visually impaired
participants had a high level of formal education and therefore were well placed to live
independent lives. However, they indicated that the way E-government services were
developed forced them to involve third parties in their transactions. The introduction of third
parties to “provide assistance is what is still going to end up in corruption” (DEV32) which
government wants to curb by reducing human interactions. The visually impaired explained
that third-party assistance infringed on their independence and privacy. For example, PWD;7,
a government employee expressed worry because using E-payslip (a G2E initiative) because
he always had to seek assistance due to the inaccessible nature of the platform. This he
explained intruded on his privacy since he was not comfortable with people knowing about his

salary. He further narrates:
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there's one challenge I've been having with E-payslip right now. Thus, they give you a
particular code and that code the screen reader...is not able to read the code, so it means
when you get there sometimes you have to get a sighted person to come and look at
that one for you which doesn't give you the independence that you want to get. Because
maybe you are in the comfort of your room you want to do everything alone you know
matters of payslip, but here you have to call somebody to assist you there.
PWDi3 expressed similar sentiments regarding the inaccessibility of E-government platforms
and felt that:
There is no privacy! No! There is no privacy... and you lose a lot! You don't have
anything confidential when it comes to that, so you lose self-independence.
Until E-government services are “constructed with the relevant accessibility features” (PWDy),
PWD “can't be independent” (PWD2). Meanwhile, the “whole purpose of integration is to make
me self-reliant to be able to do some of these things on my own” (PWDj2). Accordingly, the
government should do whatever possible to make PWD independent, so they become

competitive.

5.2.5.2 Cost burden

The visually impaired participants mentioned that various categories of disabilities required
the help of ‘assistants’ to move; to and from government offices access services. They stated
that most of these assistants charged fees for their services except for relatives or close friends,
which increased the cost associated with access to government services. Whereas if E-
government services were accessible, they would save cost sitting at their place of convenience
to access information and services. For instance, PWD, explained that making multiple trips
to government offices increased their cost to access services as he illustrates:
the cost for a visually impaired person is sometimes thrice or triple...If today I wanted
some information from the Ministry of Education I should be able to take my laptop,
go to their website, find where it should be, click and get it down. I can't get that, so I
have to call, and they say so and so is not in I have to wait, then so and so will be in on

Thursday at 2:00°0 clock. At 2:00°0 clock guide who will take me there says he is
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travelling so I should ... wait until Wednesday and... Wednesday, I go, my guide is

around, the man I want to see is not there.
Owing to the inaccessibility of E-government services, PWD had to spend time and money
“calling and shuttling ... or falling on other colleagues” (PWD3) for information and services. The
assertion was that already “disability comes with cost” (PWDs3) and so inaccessibility meant
“extra cost to access E-services” (PWDy). Many PWD were within the poverty bracket; many
unemployed and several of them earning low salaries makes it difficult to cope with the extra
cost (PWD 4, 6and9). The assertion by the visually impaired was that PWD required the total
support and benevolence of everyone to overcome E-government accessibility challenges they

faced and to harness the total benefits of E-services.

5.2.5.3 Living deprived life

Other challenges associated with the lack of access to E-government services are stagnation
and deprivation. An average of 50 per cent of PWD participants shared the view that
inaccessibility to E-government services could amount to deprived life in the digital age. They
perceived that the purpose of E-government was to create an integrated society where
everyone “irrespective of your status, irrespective of your condition and irrespective of where you are
found” (PWD7) can have a 24/7 access to government information and services.
The fear was that PWD “will be deprived of essential information that could have obtained from
the government portals because if the website is not accessible” (PWDi2) since an assistive
technology user would find it difficult to access its content.
Some participants also reported that inaccessibility would deprive them of the opportunity to
contribute to the political front since they would not have enough knowledge regarding the
happenings in government. PWDjg states:
If T can't access information, ... I will be obsolete; I will be outdated, ok? And I
mentioned bounded rationality, that is the lack of information in doing things. So, if
you don't have enough information... about the government procedures and processes,
how can you contribute your quota towards government? You can't know but and
Aristotle also said that the price wise men pay for not contributing towards nation

building is to be governed by fools.
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The perception of visually impaired was that because some government services were still
operating manually, the total effect of inaccessibility to E-government was not felt. However,
they stressed the need to resolve accessibility issues promptly since it could have a devastating
effect on the livelihoods of PWD. In their view, deprivation would be one major challenge
PWD might face if issues of accessibility are not taken seriously because they would lack
“knowledge and information that we really need; if you don't know you will remain stagnant”.
Again, with most government agencies offering lots of informational services, PWD would be
“deprived of essential information” (PWD)2) that ought to available to them as citizens.

To this end, the lack of “an accessible E-platform for goods and services ends up depriving PWD”
(PWDy) and eventually affecting their livelihood.

5.2.5.4  Low productivity

A high number of visually impaired perceived low productivity as challenge that relates to E-
government inaccessibility. They felt that society already had strong misperceptions about
disabled people; so, if their productivity became low, they could easily be relegated from
employment. Some employed respondents thought that if their work output became poor, it
could deter other employers from hiring disabled people. According to PWD, inaccessibility
would slow down his progress as a journalist since he depended a lot on government
information to do his work. PWDjg states:
As a journalist... I cannot do something on my own; I always have to rely on somebody.
And I think employers wouldn't want somebody who will just come and sit down and
ask other employers to assist him or her, they would want somebody whom when given
a task, will be able to execute that task to its fullest and if I don't have the information
how do I execute those... tasks?
Accessibility challenges make it difficult for PWD to interact effectively with E-government
systems reducing their efficiency in the end “because things that you need to do in 30 minutes you
end up doing it in 3 hours” (PWD13). And when PWD become “ineffective... many people will
think that because of our disability, we are ... unable to function properly”(PWDic). For this
reason, some visually impaired feared that given the competitive nature of the job market, if

they did not get access to information inopportune time, they were likely to lose a lot. If PWD
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cannot “get the information online as their colleagues would get it, then they have to... get somebody
to download it, get somebody to read, it delays the process and affects their level of productivity”
(PWDy).

In “Ghana now, the largest employer of PWD 1is the government” (PWD3); and since most job
vacancies are advertised online, they would elude them because of inaccessibility (PWD5 and
13). In their opinion, inaccessibility could render them “handicapped” (PWD3). Some student
participants (PWD1j0.11 and 12) in the field of political science and employee participants (PWDg
and 13) pursuing further studies in law reported that aside the E-services, they depended a lot
on government information (e.g., procurement laws, decentralization Act, parliamentary
minutes, constitutions) to enable them to complete their academic projects. In this regard,

inaccessibility adversely affected their academic output.

5.2.5.5 Risk and emotional effect

The visually impaired reported on how inaccessibility caused them to be frustrated, developed
unnecessary anxiety, feel discriminated against and sometimes harbour emotional pains. They
explained that the lack of access affected their livelihood and particularly because E-
government services are meant for all citizens; inaccessibility deepened discrimination against
PWD as PWDy illustrates:
It further enhances the unfortunate attitude of discrimination against persons with
disabilities, it ... does indicate that I’'m still being discriminated against because of my

disability though indirectly. Again, it limits me to the kind of services I can access.

The government offer critical services; hence, E-government services must be accessible to all.
Moreover, these government portals are what “we citizens count on to get information so when it
s made in such a way that it becomes exclusive, it’s kind of discriminates some people” (PWDs). If
other citizens have access and “we don't get access to information from government... you feel like
you are not even part of the country” (PWD7). Some visually impaired also expressed concern
that they sometimes had to go the extra mile just because E-government services were not
accessible; which was not the same experience for their non-disabled peers which made them

feel a sense of exclusion. They pinpointed “the frustrating part of it is that my non-blind
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counterpart has all these things at his disposal. Just because it's not accessible, but it's there... that's
the frustration the thing” (PWDi4). PWDig expressed similar sentiments stating that
inaccessibility affects his emotions because:
something is there for you to tap and you are not getting it; meanwhile, other people
are tapping it. So, that is the emotional pain I am talking about.
The accessibility challenges expose PWD to risk such as fraud since they sometimes have to
give out their personal information. The use of third parties “increases fraud” so as online
government services are rapidly increasing, the “need for making sure that the application is
accessible by those with a disability becomes more and more important” (DEV3). Inaccessibility
also poses a risk “health-wise” (PWD3), especially in the case of an emergency where services
such as E-medicals are required. PWDy explains:
When you look at and... I just want... to give you know an example like ...there are E-
medical services available. And these things become essential or become helpful in cases
of emergency. It also becomes convenient. Now as a user of assistive technology if I'm

unable to access the platform or these programs, then where does that leave me?

5.2.5.6 Related findings from content analysis

Contrary to the findings from the thematic analysis, policy documents did not highlight much
on the consequences of inaccessibility for PWD. Many participants had mentioned several
problems associated with E-government services but the policy documents do not seem to
address these concerns. The only problem mentioned in the documents about accessibility is
low independence. Even that the keyword ‘independence’ appeared in only 3 (GGEA, ICT4AD,
UNCRPD) from the 10 policy documents. Another observation was that both GGEA and
ICT4AD discussed independence with regards to technology platforms and not in relation to
PWD. For example, GGEA states that “applications are independent of specific technology
choices and therefore, can operate on a variety of technology platforms” (Page 53 ). The UNCRPD
is the only policy document that stipulated measures the government ought to take to improve
accessibility and total independence for PWD. The UNCRPD indicates that government
should take effective measures to ensure personal mobility with the greatest possible

independence for persons with disabilities by: “I) facilitating access by persons with disabilities
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to quality mobility aids, devices, assistive technologies and forms of live assistance and
intermediaries, including by making them available at affordable cost; 2) providing training in
mobility skills to persons with disabilities and specialist staff working with persons with disabilities;
3) Encouraging entities that produce mobility aids, devices and assistive technologies to take into
account all aspects of mobility for persons with disabilities” ( Page 17). 1t follows to conclude that
because accessibility has not been prioritised in most policy documents, the consequences
PWD would face due to the lack of it has not been evaluated. It is also understandable why
the visually impaired reported that PDA ought to be replaced with the UNCRPD since it

covers most accessibility issues facing PWD.

5.2.6 E-government challenges and benefits

Electronic services are important in digital society and so should be accessible to everyone
regardless of disability. Most of the visually impaired participants envisaged E-government
services could offer more benefits if they were made accessible. As evident from this study,
thirteen participants (PWD1, 23,5 7,9, 10,11, 12, 14, 16,17 and 18) indicated that they were aware of E-
government services and had used it either for purposes of information or services. Three
participants (PWD4, g ana 13) were aware but had not used the services for various reasons. Only
two participants (PWDg and 15) lacked awareness of E-government services. Participants
mentioned wide-range of challenges relating to E-government; described the benefits or
potential benefits of E-government and argued the need for variable access to E-government
services. Figure 5-6 shows sub-themes related to E-government challenges, maturity, and

benefits in ascending order.

E-government benefits _ 13
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E-government maturity

16

E-government challenges
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Participants' responses

Figure 5.6: Frequency analysis of E-government challenges and benefits.
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5.2.6.1 E-government challenges

This sub-theme was mostly discussed by visually impaired, indicating the challenges they
encountered in accessing E-government services. Participants mentioned that E-government
was confronted with several challenges impeding its successful implementation. First, the
adoption of E-government was perceived to be low due to the lack of awareness. While agencies
were “at the supply side of putting out services; now... at the demand side, the challenge has been ...
getting people to use services” (GOVy). Government agencies rendering E-services should ensure
“that the public is aware and... a lot of information is provided on its use” (GOV32) to encourage
adoption. For instance, E-payslip a G2E initiative implemented by the Controller and
Accountant General for public workers in Ghana but GOV2 wondered how many of the public
workers were of it as he states:
I know Controller and Accountant General they are also using is the... E-payslip? Yes,
where you can go online and check your salary information and all that. So, how many
people know?
Another challenge reported by respondents was that many E-government platforms were not
accessible. For many agencies, “most of their websites are not accessible, so it's very difficult to even
know the services” (PWD4) being offered by them. Inaccessible portals could be affecting
adoption since many found it prudent to physically visit the government offices rather than
struggle with inaccessible portals. When portals are not very accessible, “you can read around
it, but you cannot work with it very efficiently” (PWD3); hence, one is unable to complete
transactions.
Some participants employed in the government sector expressed the difficulty they faced with
E-Payslip. For example, PWD;7 explains:
I'm a teacher, so I have been accessing E-Payslip online...so, I want to go there I type
in the address, and it opens; but there's one challenge I've been having with that place
right now. Thus, they give you a particular code and that code the screen reader is not
able to identify it or is not able to read the code. So, it means when you get there
sometimes, you have to get a sighted person to come and look at that one for you which
doesn't give you the independence that you want to get... you know matters of
payslip...
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For many of the accessibility issues, the visually impaired associated them with the poor
structure and design of E-government portals and websites. They indicated that many E-
government platforms lacked design considerations for disabled people. Many of the
accessibility barriers could easily be resolved if the special needs of PWD are factored into the
development. PWD;s illustrates:
one bigger challenge ... here with the E-government in Ghana also is sometimes in
terms of the password and stuff, they will ask you; maybe the normal comment they
put there is to see that you are not a robot enter the following characters. Ahaaaa so,
the characters should be in a picture form. In an advanced world, what they do is they
give an audio version beneath. So, you will see a link that is telling you that click to
listen.
The visually impaired extended their definition of E-government accessibility to include
accessible digital documents (e.g., constitutions, policies, parliamentary hansards, etc.),
multimedia (e.g., advertisements on digital televisions), social media and email conversations
from government agencies. The lack of variable access options to enable everyone to take
advantage of E-services also featured as one of the challenges. There was a suggestion that
particularly in cases where the E-government platforms were not accessible to PWD, other
alternative means such as emails, phone calls could be used by government agencies to address
their needs (PWD3 ana 9). Additionally, owing to the high use of mobile devices countrywide,
many of the visually impaired thought that E-government applications needed to be mobile-
ready to promote greater inclusivity. Government agencies ought to develop mobile versions
of their E-government solutions to allow for more flexibility. For example, PWD: felt that the
use of E-government websites restricted and excluded some citizens hence the need for mobile
applications. Moreover, many advanced mobile devices have assistive technologies (e.g. voice-
over, talkback) installed or certain features embedded for accessibility (PWDo,12 and 16) which
made them easy for them to use. The contention was that the essence of E-government services
was to provide more convenience and flexibility to citizens irrespective of their status or

geographical location.
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5.2.6.2 E-government benefits

Despite the E-government challenges stated by participants; they also outlined some benefits
they derived from E-government. They indicated that with E-services “where goods and services
are offered online, it becomes easy”(PWDo) for PWD to do business with the government because
you “can sit in the comfort of his or her home and do it so far as you are you can access”(GOVe). In
this regard, E-government helps to save the cost of travelling sometimes long distances
severally to government offices for services. According to GOV, E-government services seem
more targeted at the marginalised like PWD to make their access to government services easier
and provide them with more independence. He explains:
because one will actually ask if the convenience of E-services and E-government
services is mainly targeted at persons with disability if you look at it basically. If I can
sit in the comfort of my home and access a service, and do all the online completion
instead of taking multiple trips to a government agency. Disabled people become more
independent because they have a dependency in their lives already, so you want to
create an environment where you give more independence to the citizens.
E-government also allows some flexibility to an extent. The assertion was that since most
government agencies worked for eight hours in the day, E-government platforms act as an
extension to interact with the agencies on a 24/7 basis. In addition, E-government services
provide wider access than traditional governance system. The assumption was that a person
could physically visit one government office at a time. However, there are instances where
services required by the individual is provided by two or more government agencies located at
different places. E-government platforms in this regard, help to interact with these agencies
concurrently. PWD7 illustrates:
you cannot go to every ... each ministry going to request for a single sheet of paper or
document to access but you can sit in the comfort of your bed with internet or computer
you will be able to access information from a wider variety of area.
Some participants expressed the view that the use of E-government services promotes
inclusiveness for all by eliminating human interactions, which sometimes lead to

discrimination against PWD. For example, GOV illustrates:
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you’ll be sitting in the comfort of your home to do it, so PWD can also do same because
that one you don't go to the person one on one, you will be in your home. We are here
then you apply for any of the services, so when you apply we follow up, so we wouldn't
know whether this person is disabled or not.

So, as E-government services “get more into the transactional area...the benefits will become more

pronounced” (GOV4) hence the urgent need to resolve accessibility issues for PWD.

5.2.6.3  E-government maturity

Evidence from the study pinpointed that E-government was not fully matured as there were
still several government services which demand physical visits to government offices because
they could not be completed online. Implementation of “E-services, online services, is not fully
out there yet, many of us go and access services by walking into offices government offices” (GOVy).
For instance, one could fill online business registration forms but required a visit to the
government agency in-charge to complete registration and to obtain a business registration
certificate. For instance, PWD) shared the experience she went through to get her business

registered as she narrates:

I have registered a business...and... it was easy to go onto the Registrar General
Department website to download the form, fill and all that. But in getting your forms
there... to the Registrar General’s Department, you know the way the environment is...
so many people, so many desks, you don't know who to go first and all that so you really

need a guide to help you go from here to here.

E-government in Ghana was still at an infant stage with “anecdotally 80-90 per cent of
informational and few transactional services across Ministries, Department, and Agencies”
(GOVy). The assumption was that the higher the maturity level of E-government, the more
independence it would create for PWD. For example, they would be able to download, fill and
submit forms online and receive the needed feedback (PWD3). Some participants emphasised
the need for government to advance in the provision of more transactional services to save

PWD from mobility issues. There was an indication that the government was progressing
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steadily and moving most of its services online. For example, DEV2, an E-government
developer illustrated:
here we've done everything from application ... police service, for fire service, for
prisons to immigration ...to the courts, we were doing work in courts, now passport
office so as more and more become computerized then they are online, and you have to
go and access it
The low level of maturity also affected the reliability of E-government services such that the
E-government platforms did not provide the needed response or feedback to citizens. PWD;3
explained the unreliable nature of E-government this way:
E-government platforms are not reliable...Oh, you send a message, or you send email
to any of the government sectors, you are doing inquiry ...the feedback you are
expecting you don't get.
Participants implied lack of reliability also to mean that E-government websites were unable
to provide accurate and up to date information on the government’s operations. PWDj
explained that most information on the E-government websites was irrelevant and outdated
as such, it was not possible to rely on. PWD) illustrates:
Sometimes you go on the various websites of the...government agencies and all that
you realise that information there at...are not relevant; are not really... some
information is outdated. Yesterday I went to the Ghana Parliament website, and I was
looking for... a hansard (parliamentary minutes) which ... I needed the 29th June's
hansard, but when I got there, the last time they had uploaded, or they uploaded a

hansard was back I think April something.

5.2.6.4 Related findings from content analysis

Findings from the thematic analysis show that challenges associated with E-government
services mostly related to its maturity level, lack of diverse access options, inaccessible
websites, portals and web applications developed for use by citizens. According to the policy
documents, “E-government services means a public service provided by electronic means by a public
body in the country” (ETA, Page 59). In line with the government’s strategy for E-government,

services would be mainly web-based. For instance, “portals are web-based applications that will
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serve as the focal point of government’s Knowledge and Content Management initiatives and a
comprehensive range of functionality including a single point of access to vartous services, such as
e-Payment, e- Forms and Identity management” (E-GIF, Page 34). Again, “the Internet is a
major channel for delivering E-government services” ( E-GIF, Page 19). It implies, therefore, that
accessibility is an important component of E-government services to make them usable by
citizens. Results from the content analysis reveal otherwise; there are no stringent rules in
place by the government regarding accessibility.

From the participants’ responses, access options to E-government services are limited contrary
to what is stated in the policy documents. For instance, the E-GIF clearly states that “E-
government services should be designed to be accessible via multiple channels” (Page 33). For
example, “the mobile phone is an important channel for E-government in the delivery of Government
services” (GGEA Page 83). It seemed that these options had not been fully implemented at the
time of the study, as reported by respondents. The challenges of E-government are, however,
undisputed in the policy documents as there was an anticipation of “political and
implementation challenges”(GGEA, Page 115) as well as technological and infrastructural

issues (GGEA, Page 205).

5.2.7 Making society inclusive

Inclusivity featured as an important aspect needed to address accessibility challenges for
PWD. Involving PWD in all facets of governance issues is vital to promote equal participation
for them and to make them “feel part and parcel of the entity Ghana and the governance process”
(PWDy). Regarding accessibility, participants felt that “once ... a service being rendered to ...
the Ghanaian populace, then it should be accessible to persons with disabilities” (PWDo). Two sub-
themes related to this theme: (1) governmental support and (2) societal and family support.

Figure 5-7 shows the sub-theme in ascending order.
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Figure 5.7: Frequency analysis of Making society inclusive

5.2.7.1 Societal and family support

Family support was mentioned by respondents as a key foundation to improve the lives of
PWD and increase their sense of belongingness. The family should invest in their education
and equip them with needed skills, so they do not “become a burden on society” (PWDss).
Visually impaired respondents indicated that family support was critical to making a disabled
person feel loved and cherish, which eventually translated to how the society would treat them.
For instance, PWD)3 narrated that she had a lovely family which made others around value
and support her. She illustrates:
it's been good for me because I have a lovely family... they all like me so much, and 1
think as a blind person, the first people to love you should be your family
Likewise, GOV7, who was also disabled narrated how the care and attention of her parents
impacted on her life. She illustrates:
I was sort of lucky because, at the time that I was...9 years old, my father had the
opportunity to go to Canada. And that was the period that this fight for persons with
a disability was very high over there, so he learned something so when he came back,
he made sure that I went to school and completed school to become independent.
In the view of the visually impaired, the family “must give special attention to the disabled person
before other people can also do so” (PWD1s5). The assertion was that “if somebody finds a disabled
person amongst the family, that person who ts disabled must be given the best attention” (PWD15) so

that the individual does not “feel neglected or abandoned” (PWD4). Although “it's becoming
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obvious that people are rising ... up to see the need for the inclusion” (PWD1o) for PWD:; still a lot
more was expected from society.
Participants shared a common view that “the society being a better place to live, you can't do that
without persons with disability” (PWD11). To this end, the society had a key role to play to make
everyone “at least feel included” (PWDi2). For society to be inclusive; “they should include
everybody in the decision-making process” (PWD7). The society should value the concerns of all
members; so that in developing services (e.g., E-government services), needs of PWD are taken
on board to ensure they are accessible to them. For instance, the developers of E-government
services would “rope in the persons with disabilities so that they can also be able to function
successfully in the community or the society” (GOV7). In doing that, developers should work
together with disability organisations to achieve the needed results. Involving PWD in the
development of E-government services is important because:
I can sit here and say well accessibility or content for disabled people should be this,
and so on. But persons with disability or their representative will be able to speak from
a more practical and emotional point to forcefully make a point and emphasis on certain
portions of the guidelines than what “normal” people who have policy decisions can
make- GOV}
The assertion was that previously the society “used to neglect disabled a lot, but now it is time we
involve them, because they are just like us, and it can happen to anybody at any time” (GOVs).
Respondents felt that people in the society needed to “re-orient themselves that disability is no
respecter of persons so if we develop our mechanisms to take care of persons with disability” (GOV7)
and “we are able to make our society in general inclusive” (GOV3z), would serve the interest of
everybody. There were calls for individuals within the society to attach urgency to the
concerns of PWD because “potentially, all of us are disabled, so when it comes to issues on

disabilities, let's do our best we can in whatever way to support them” (GOVy).

5.2.7.2 Governmental support

Some participants, mostly the visually impaired, felt that the government was not concerned
about their plights hence was slow to respond to their needs. They perceived the government

as “individualistic and not caring about PWD” (PWD;i5). Respondents indicated that they
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“expect the government to be more inclusive” (PWD4) and to provide the needed support to help
PWD compete equally with all others in society. For example, those visually impaired
employed in the government sector reported that facilities which they needed to work
efficiently “and the labour law even explained it; that every impaired person needs” (PWD:3); “they
are not provided by the government” (PWDg). They had to acquire tools by themselves, so people
would not see them as incompetent. They contended that the role of government is to “make
sure that everyone is ... treated fairly by the law in order to create an even playing field” (PWDz2).
The visually impaired lamented that disability concerns were not a priority for government
and accessibility challenge was not an exception. They indicated that the government ought
to set the pace by making conscious efforts “to provide the platform for every individual to be able
to...access every information that they need about the government” (PWD7). PWD) states:

the role of government is to provide equal access to ...every citizen. So, if a facet of...

the citizens finds themselves in the deprived facet of the society, the government must

step in.
Some visually impaired even though commended government’s effort in assisting PWD with
the 3 per cent funds from the District Assembly Common Fund, they felt it was inadequate.
Others also expressed the view that instead of government giving the funds to individuals, it
could be channelled into project implementation, which would give a long-term benefit to
PWD. One way was for the government is to invest the fund into ICT learning and to equip
disabled people with skills to live independent lives (PWD13g). The government also needs to
ensure that when it is “coming out with any policy that will serve the interest of the citizenry, they
include disabled persons needs as part of it” (GOVo). It is only when government policies have
disability components to cater for the needs of PWD that issues of accessibility would be taken

seriously. It is when “government sees accessibility as important that the citizens will also see it as

important” (PWDjg).

5.2.7.3 Related findings from content analysis

Participants in this study indicated that total support from family, the society and the
government is required for PWD to have equal participation in the digital era. Participants

believed that a more inclusive society would be swift to prioritise accessibility needs of PWD
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rather than relegating them to the background. Policy documents though seem to suggest the
need for inclusivity; they do not provide further guidance on how this could be achieved; hence,
people tended to ignore it. For instance, the GGEA indicates that “the implementation of the E-
Government channel strategy will include user profiling that will show the different segments such
as meeting requirements of the uneducated citizen or a disabled person” (Page 55). This
notwithstanding, many respondents in this study, including the developers, stated that the
requirements of PWD were not part of their considerations in the development of E-
government services. Another policy document, the UNCRPD mandates that the government
puts in place “effective and appropriate measures... to enable persons with disabilities to attain and
maintain maximum independence... full inclusion and participation in all aspects of life” ( Page
20). Despite what is written in the policies, responses from participants points to the fact that
the needs of PWD were not the radar of the government, which made PWD felt neglected by
the government and society. Making the society inclusive require that the government ensures
that the rights of all citizens are “realised without discrimination on the basis of disability”
(UNCRPD Page 20). Also, government by ratifying the UNCRPD is bounded “to promote
appropriate forms of assistance and support to persons with disabilities to ensure their access to
information” (Page 10). However, the total inclusion of PWD in the Ghanaian society was yet

materialised from the responses of participants.

5.2.8 PWD lack E-readiness

The findings of this study show that PWD perceived E-readiness had a substantial influence
on their ability to efficiently access E-government services. E-readiness in this study refers to
the preparedness of PWD to fully utilise E-government services. Developers and government
officers felt PWD were not ready for online services. They mentioned that utilising ICT
required that a person “can read and write, has access to a phone or a computer” (DEV;5) which
many PWD lacked. Five sub-themes which affected E-readiness for PWD in Ghana identified

in the study are arranged in ascending order as depicted in figure 5-8.
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Figure 5.8: Frequency analysis of PWD lack E-readiness

5.2.8.1  Literacy

Some respondents indicated that PWD’s ability to read, write and utilise ICT efficiently
affected how they would perceive accessibility. They felt that the basic knowledge that PWD
were supposed “to have to be able to read and write in our situation, there are less of them’ (DEV)).
The visually impaired also acknowledged that the benefits of E-government services would
only be harnessed by “those visually impaired who are educated and are digitalised” (PWD).
Owing to the lack of or low level of education, it was difficult for PWD to acquire ICT training
and skills necessary to maximise the benefits of E-government. For instance, GOVy narrated
that the Government of Ghana some years back had a partnership with an ICT company to
offer free ICT training for PWD in the capital city, Accra. However, many PWD could not
take advantage of that opportunity because they either had low education or lacked basic
education, which was a mandatory requirement. He illustrates:

if you check most persons with disability don't have the basic education that is the

major problem. So, lack of education; I mean formal education is a problem. So, if the

person is not having any level of education, it will be difficult to train such a person.

Some participants accentuated that the use of any electronic services such as E-government
demands that a person has “knowledge in ICT to be able to access whatever information that ts

placed on the computers or the internet” (GOVy). Most of the visually impaired who participated
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in this study were highly educated, which means the ability to read and write could not be a
hindrance. However, most of them reported several accessibility challenges. According to
PWD14, some persons could be educated but would not have the prerequisite ICT skills to
utilise E-government services because being literate and having ICT literacy are different two
things. He explains:
I think a distinction also should be made between individuals who can on their access
the information, and those who for instance educated, but could not manipulate the

computer and access it on their own.

5.2.8.2 Access to ICTs and internet

Lack of access to ICTs and stable internet connectivity was mentioned as a hindrance to
addressing accessibility in Ghana. A section of the participants reported that the cost of ICT
was high and the training thereof. Moreover, training on ICT for PWD was time-consuming,
resource-intensive and required special expertise, particularly for late adopters (PWDg, 11,13 and
17). There was an indication that Ghanaian schools were not well-resourced with ICTs and that
“there are some of the schools, they don't have computers ... especially at the basic and the secondary
level” making it difficult to train students in ICT at an early level (GOV7). Inadequate ICTs in
Ghanaian schools was seemed to be challenge affecting PWD because they need to ‘have access
to their computers...either the talking one or the one with the braille on it’ (GOV7). Some
participants expressed the need for easy access to ICT to make ‘technology... inclusive’ and to
‘help... persons with disability’ (PWDg).
Another accessibility challenge identified “has to do with the... level of penetration of the...
internet services” (GOVz) in Ghana. Many vulnerable persons like PWD lived in rural Ghana.
However, people living in rural areas in Ghana did not have regular access to internet facility
hence may be deprived of the benefits of E-government. For instance, GOV quizzed:
somebody is in a remote area... do they have internet service so that wherever they are
they can have access to that facility and therefore use it?
Some respondents felt that one way to address accessibility for PWD was to have available
ICT “which could be in the form of a phone or a laptop... with internet service available” (GOVs).

Reports from the interviews indicated that internet access in Ghana was expensive, and many
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people relied on internet modems from telecommunication companies. However, some visually
impaired participants complained that the even the “modem setup that you have to go to before
you can connect to the internet is not accessible to the screen reader” (PWD17) making connectivity
difficult. However, good internet connectivity is important to enhance accessibility (PWD14).
There was an indication that the government was making efforts by “providing computers and
internet service’ (PWD?7) to schools to equip students with ICT skills. If the challenge to access
ICTs and the internet is addressed, it could help PWD to enjoy the use of E-services better

(GOV3).

5.2.8.3 Education on E-government systems

The study identified inadequate education on E-government systems as one of the factors that
hinder accessibility for PWD. Education on E-government systems includes understanding
how to use the system and having the willingness and skills to use it. The perception of some
developers was that PWD were not ready for online services. They felt that PWD still needed
assistance because most of them were not well educated on technologies. They emphasised the
need to “take some time and educate persons with disabilities about technology and how it works”
(DEV1). A section of developers perceived that without education on E-government systems
PWD might not be enthused to use them so “we should rather train them first on this technology,
the essence and then how far it can go and then we just let them sit back and then use the system”
(DEV)). Education would also get PWD informed on the available services agencies are
rendering out to citizens. For instance, GOV stated that first, people ought to know the
services provided by agencies followed by education on the systems. He indicates:

the education of persons on how to use these services. People need to know that they

exist, for example, if you take the passport office, how many people know that you can

go online and do your registration?
Good education on E-government systems would also “develop the knowledge of the people to be
able to access” (GOVy). Prior to educating PWD on E-government systems, the necessary
retrofitting should be done to accommodate their concerns to ensure they are accessible
(GOV3g). PWD, on the other hand, should show interest to use these systems because if “they
don’t show any zeal to access what someone has developed” (DEVy) such attitudes may also cause

developers to lose interest in designing any applications with PWD considerations. GOV
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expressed similar sentiments about PWD interest to use E-government systems and states she

quizzed:

Are they yearning to use the thing? Then we see that they are yearning to use it then
we come on board with those updates and policies to help them achieve what they want

but if not...

5.2.8.4  Late ICT adoption and use

The visually impaired respondents majorly reported this sub-theme. A fair number of them
shared the view that ICT training was one important aspect the government should intervene
to enable them to become E-ready. Some participants felt that if “they don't have that skill, then
whether the website ts accessible or not, it doesn't make any difference to them” (PWDy).
Interviewees indicated that late adoption and use of ICT influenced their readiness and ability
to utilise E-services efficiently as their abled-peers. The researcher’s visit to the ICT centre for
the blind saw several visually impaired undergoing ICT training. Many of the trainees were
individuals who were ‘late blind’ (those who become blind at a later stage in life). The feeling
was that without ICT training, it would be difficult for them to compete with their non-
disabled peers as PWDg states:

And then we [PWD] are always behind, always behind our colleagues! Yea, our input,

our efficiency it [late ICT adoption] will affect everything about us. But if we are able

to use other gadgets like our colleagues, then we are always at parallel with them.
Respondents posited that the late adoption affected them because of their great dependence
on ICT and other related technologies in performing daily activities. They lamented the late
adoption of ICT in Ghanaian schools tend to affect more disabled persons because they
required more training time owing to their various limitations (PWDe, 11,13 ana 17). As a result,
PWD have limited knowledge in the use of I'T” (PWDs). For instance, PWD2 stated that until
he got to high school, he “never knew...persons with a disability could use computers”. For some
others “even back in Sentor High School (SHS ), we are not allowed to use the computer” (PWDo).
The use of ICT in Ghanaian schools was generally late as compared to other developed

countries because:
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we live in a world where technologies are not allowed to be used in our various basic
and secondary cycle institutions. So, you can't really get that unless there is a policy to
prevent that from occurring. Else, Ghana is the only country I so far know that
technologies are not used in schools except the university- PWD1o
The was a suggestion that Ghanaian schools should allow the adoption of ICT to start from
basic school level instead of restricting ICT use to the tertiary level. PWDs explains:
Right from the basic school... so that... in the sense that you don't have to wait till you
get to the tertiary level before you are put to some of these things. We need them at the

basic, in the middle and then at the tertiary level.

5.2.8.5 Awareness of their rights

Some participants asserted that PWD were unable to access electronic services because the
government had not created a conducive environment to enable them to compete fairly with
abled-peers. They perceived this could be because of PWD were not standing up for their rights
in the digital era. Participants felt that PWD needed to create more awareness on what they
required to take advantage of E-government fully; and not assume that others know and
understand their challenges. Even if others did, there was still the need to consistently remind
authorities because “it is their right; it is not a favour we are doing them it's their rights, they are
citizens, they voted” (GOVo). So, “more advocacy should go into it; let people know what we want,
what we are not getting, what we are entitled to be getting” (PWD1). For example, PWDg indicated

that PWD need to know their entitlements and demand for their rights as she illustrates:

it may also be those of us you who have to ensure that right things should be done for
us... So, now if they don't do it; who do we shift the blame to? Because they are not in
this situation, so they don't feel for you. You have to inform them [authorities] that
this is the position even if they're aware, you still have to let them know.
A section of the respondents believed that PWD should know the laws regarding their
entitlements, so they could hold responsible authorities accountable to them. For instance,

“Act 715, a part of it states that ...same education must be given to a disabled person as it is given

to the abled person” (PWDjs5). Similarly, PWD14 states:
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I think also it's left with ourselves to read and know what the law is. How many persons
with disabilities may even know that there is something called disability law?
Knowledge of the policies is important so PWD can at advocate at individual levels and make
their voices heard; in this way, civil societies and disability organisations could complement
their efforts. Such advocacies would cause society to rise and stand with them to find a
formidable solution to their challenges as he explains:
I think we ourselves we have to let our challenges be heard, and we have to find a way
of... increasing and making our voice heard in a more appreciable way than as it is now
then civil societies, those interested in disability issues ... they should be up and doing.
But any civil societies can help and we those suffering from the problem can also
contribute our quota so that together with government, all of us can bring some kind
of formidable solution to all of these things.
Other respondents also indicated that the government was mostly faced with many
responsibilities, however, constrained by tight financial budget. For this reason, there was a
need to advocate more explicitly for their urgent needs. Also, constant advocacy would serve
as a reminder to authorities, so they take actions, as PWD; explains:
They [authorities] will say there is no money so, but I think that more advocacy should
go into it. Let them know what we [PWD] want what we are not getting, what we are

entitled to be getting... Then they will come in and then modify the structures.

5.2.8.6 Related findings from content analysis

E-readiness featured as a key aspect to improving accessibility to electronic services and E-
government in particular for PWD from the thematic analysis. E-readiness, as reported by
participants, required available ICT, accessible internet, funding support, education and
training. Since literacy is crucial to the use of E-government services, education of PWD
becomes an important component of E-readiness. Although many participants mentioned that
most PWD were not educated, the policy documents seem to suggest that government has in
place measures to offer “free education for a person with disability” (PDA, Page 6). Policy
documents also postulate that there exists “inclusive education system at all levels of education”™

(UNCRPD Page 17) and hence “persons with disabilities can access an inclusive, quality
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education” (UNCRPD, Page 18). This was, however, not the case as the visually impaired

participants reported of limited inclusive schools in Ghana which were also under-resourced.

As specified in the UNCRPD, the government should ensure that “persons with disabilities
receive the support required, within the general education system, to facilitate their effective
education” (Page 18). In this regard, the government should “ensure the provision of support to
increase access to... education and training to all categories of persons with disabilities” (I1CT4AD,
Page 34). As reported by respondents, the use of ICT is vital to quality education; moreover,
the policy stipulates that government ought to “enact laws that provide equal access to ...
vulnerable groups to ICT training and education” (1CT4AD, Page 34). This was however, not
the case as visually impaired lamented about inadequate ICT in schools and the limited use of
ICT at basic and secondary school levels contrary to the policy directive of government to
ensure that “ICT's are widely deployed to facilitate the delivery of educational services at all levels
of the educational system” (1CT4AD, Page 26 ). With the internet as the main delivery channel
for E-government, its availability and measures to ensure access for all Ghanaians are very
little discussed in the policy documents. The UNCRPD states that the government should
“promote access for persons with disabilities to new information and communications technologies
and systems, including the Internet” (Page 11). Only one E-government development policy
points to the fact that there should be “access by all citizens of Ghana to internet
connectivity”(ETA, Page 64) however, how this directive is not implemented as stated. The
assertion on this theme could be justifiable; hence, most of the directives in the policy

documents seem vague with little or no implementation.

5.2.9 PWD role in accessibility

Evidence from the study shows that 78 per cent participants shared a common opinion that
accessibility for PWD was important; however, PWD should play a significant role to ensure
E-government services are made accessible to them. The perception was that access to online
is critical for everyone because they “can't imagine life without been able to read online” (DEV).
Participants, therefore, charged PWD to push the accessibility agenda and voice out often
their needs. Three sub-themes are associated with the theme: PWD role in accessibility. Figure
5-9 shows the sub-themes in ascending order.
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Figure 5.9: Frequency analysis of PWD role in accessibility

5.2.9.1 PWD lack power to enforce accessibility

A section of the participants asserted that PWD needed to command some influence if their
needs were to be prioritised. They felt that PWD lacked the power to enforce accessibility in
any way. Although they perceived PWD had a role to play in ensuring services became
accessible to them, they indicated it was going to be a tall order. They contended that if “people
with disability ... had huge bargaining power and commanded a certain percentage of the business”
(DEV2) then their power to enforce accessibility could be greater. From this perspective, PWD
were seen as having low ‘bargaining power’ to push developers to act in their favour. The lack
of power by PWD was also attributed to the fact that they were ‘pushed to the back’ in society
and not seen in the limelight. For example, DEV| indicated that PWD had a role to play with
regards to accessibility but expressed doubt about their ability to enforce accessibility. He
states:

And if there is an impact, it's, of course, the first people to actually feel whatever is

going on. So, they have a major role to play, but I doubt if they can push it with their

own strength but still have a role to play in it.
Some participants also believed PWD “can only make so much noise... because they don't form
the majority” (GOV1) so they cannot enforce accessibility. Rather, “they need to get it from a

much stronger or a much higher governmental force” (GOV1). Until the government enacted an
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Act or law on accessibility, it was unclear how PWD could enforce accessibility by themselves.
For instance, DEV7 indicates:
For them [PWD] I don't know; I don't know how they are going to ensure accessibility
because it's more like... I just don't know! I'm thinking of a way they will be able to do
that but how are they going to enforce if there is no ermm law or an...Act?
From the perspective of PWD, E-government implementers are reluctant to act regarding
accessibility “because they know that you cannot do anything to them. You are the minority. You

can't fight the government” (PWDjg).

5.2.9.2 Voicing out complaints

This sub-theme was discussed by the visually impaired regarding how they voiced out their
grievances relating to access to government services. They indicated that was a difficult task
to seek attention from the government concerning their needs because sometimes they were
not sure “who to complain to” (PWDz2). Most of the efforts PWD made “venting spleens to the
government ...didn't work” (PWDjo). The majority of visually impaired indicated getting the
needed attention from the government was so difficult that sometimes they had to “disturb
them...or threaten government” to warrant response (PWD1¢). For instance, PWDy stated that
sometimes the only way out is to embarrass government as he explains:

as for government...there are two ways to get your voice heard. Well, you can go and

see them and try and talk it over which most of the time don't do ... much, or you try

and find a way to embarrass them. You know ... governments don't like to be

embarrassed!
The notion was that “mostly is very difficult when you want to get your voice heard most especially
for the government to notice something” (PWDg). In light of these difficulties, PWD had formed
alliances to have a much stronger force. Each disability group had their union. For instance,
the visually impaired belong to the Ghana Blind Union (GBU). All the Disabled Unions join
to form the Ghana Federation of Disability Organisations. For example, PWD7 indicated that
he mostly channelled his concerns to the government through GBU as he indicates:

we have associations such as the Ghana Blind Union and the Ghana Federation of

Disabled. These are established institutions in Accra around the ridge, which normally
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deal with the policy initiative and policy implementation when it comes to issues of
PWD. So, most of our concerns get to the government through these institutions.
For some participants, although GBU is an official mouthpiece for voicing out their concerns
to the government, “normally it takes so much long time for it to be met but... with the media s
quite swift and faster” (PWDs). The understanding was that airing their concerns on media

received needed attention within the shortest possible time.

5.2.9.3 PWD need to play an active role

Evidence from the study shows that PWD did not voice out their E-government accessibility
challenges, making it difficult for implementers to address their accessibility needs. According
to them, PWD ought to make their voice heard and engage with especially developers to ensure
their accessibility requirements are considered.

From the viewpoint of developers, “if PWD are not being treated fairly, I think they have to talk
about it” (DEVy). For example, DEV2 a developer of several E-government applications
stated, “I don't think we've ever even had a complaint that someone with a disability was not able to
access an application”. Some expressed the view that PWD need to bring to the notice of
agencies rendering E-government services their accessibility challenges. They perceived PWD
were customers to the various agencies and so their complaints could be addressed if they
voiced out. If the service providers become aware of the fact that their services are not
accessible, they could be pushed to act.

Some developers also called on disability associations to help collectively solicit from PWD
“exactly what they expect, what they think or what is not going well for them, their difficulties”
(DEV1) in accessing E-government services to assist developers in the development of
accessible services. Such information they perceived could be used to develop “proper standard
or gutde or policy” (DEV)) for developers. The association for the disabled should help make
known the challenges of PWD because “they are the major stakeholders who are being affected”
(DEVi0) of developers. Developers called on disability societies to provide more education
because they need to understand “how they access or how they use E-government services” (DEVo
and 4) E-government services. For example, DEVjindicates:

The... disability society must push and let people hear them; we are also here. Once that
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noise is made, I think that other stakeholders will also take them seriously.

From the perspective of government officers, PWD need to push the accessibility agenda
because “we don't hear anything... hardly hear any of them” (GOVjg). PWD have a greater
responsibility to advocate to ensure their accessibility needs were addressed. Most of the
government officers acknowledged that the accessibility needs of PWD could easily be ignored
and so the “disabled community has the responsibility of reminding us every once in a while”
(GOVy). For instance, GOV explained that even if accessibility policy was passed; it would
not guarantee accessibility for PWD unless they pushed to ensure the right things are done
“else everybody does exactly what they want to do, and they go scot-free”. There was the need,
therefore, for PWD to “go out and do sensitisation” (GOV'7) and to “voice out what the limitations
of the services out there are” (GOV3), so their challenges could be appropriately addressed. The
Ghanaian society is not so much enthused about disability issues; hence, many people do not
take accessibility issues seriously unless their attention is drawn to it (GOV?2 ana 3). For this
reason, they tasked disability organisations to act as a pressure group on government and state
agencies offering E-services. For example, GOV2 explains:
DPOs that is Disabled Peoples Organisations, they also have a role to play. And their
role is to act as a pressure group on government. Because for disability issues, if you
always want to leave it in the hands of government officers, people who do not
understand disability issues, they will always not do what they have to do. So, DPOs
also and persons with disabilities themselves have a role to play.
PWD shared the sentiments of both developers and government officers and stated it was
about time they made complains relating to their challenges. They indicated that they ‘have to
find a way of ... increasing and making our voice heard’ (PWDs) to implementing authorities
and ‘even if ... they don't do it; we still have to put on pressure on them ... till we get what we want’

(PWDe).

5.2.94 Related findings from content analysis

A high number of the respondents (78 per cent) in this study indicated that PWD need to take
up active roles and become more vocal in attempts to put pressure on implementing authorities

to address their accessibility needs. The results of the content analysis show otherwise since
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this opinion is not captured by policy documents. None of the policies neither on E-government
development nor on PWD mentioned that active participation of PWD is required to make
government and the public disability-sensitive. The only clause that involved PWD was
captured in the DACF, which states that the council on disability would help “to build the
capacity of Organisations of Persons with Disability (OPWDs)... to enable them to advocate and
assert their rights” (Page 4). The policy documents contrary to the responses from participants
do not seem to suggest that PWD have a leading role to play with regards to addressing

accessibility challenges.

5.2.10 Societal perceptions and beliefs

This study identified societal perceptions and beliefs as one element that impedes accessibility.
More than half of the respondents indicated that contextual conditions prevailing in Ghana
and the socio-cultural beliefs of the Ghanaian people influenced how issues relating to PWD
were addressed. They believed that Ghanaians held certain beliefs which translated into wrong
attitudes they exhibited towards disabled people. Two key issues were mentioned by
participants: Contextual conditions and Social-cultural beliefs. Figure 5-10 shows the two sub-

themes which relate to ‘Societal perceptions and beliefs’ in ascending order.

Contextual conditions _ 10
Social-cultural beliefs _ 16

0 3 6 9 12 15 18 21 24 27 30 33 36 39

Participants' responses

Figure 5.10: Frequency analysis of Societal perceptions and beliefs

5.2.10.1 Social-cultural beliefs

Evidence from the study shows that the perceptions society held with regards to PWD
influenced the way they prioritised issues that affected them. Some respondents believed that

socio-cultural beliefs could be one reason why society was mostly slow to take actions
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concerning challenges PWD faced. The assertion was that in “our part of the world, we still lack
behind when it comes to perceptions about persons with disability” (PWD11). For instance, many
people within the Ghanaian society avoided interacting with PWD because they “think that
when you even hold a disabled person, you also become one” (PWD1s5). The “perception of disabled
persons s too great” (PWDj5) in Ghana such that; it negatively affects how people respond to
the needs of PWD.
Many of the participants shared the view that “when it comes to disability issues, perception
plays a major part. People’s understanding of disability issues will push them to either make sure
that services, information, everything is made disability-friendly or not” (GOV32). They contended
that the strong misconceptions about PWD in Ghana further exacerbated their exclusion. For
instance, GOV7 explains:
there are a lot of people who still believe that the persons with disability should be
somewhere are you getting it? They believe that the visually impaired should go to the
visually impaired school, they believe that the physically challenged should go to a
physically challenged school and some I mean there are people who should be cared

for... not to be trained to care for themselves

Some respondents felt that Africans generally have wrong attitudes towards PWD (GOV1,5.7,9,
PWDo,11,16,18); they are seen as incapable people who should be cared for instead of supporting
them to be self-reliant. Making PWD dependent is “dehumanising” and makes them feel
inferior compared to the rest of society. For example, GOV narrated that some people felt
involving PWD in online services was a waste of time and resource. Socio-cultural beliefs were
also mentioned as an influencing factor that contributed to people’s perceptions of disabilities.
Various ethnic groups in Ghana have different superstitions regarding disabilities. For
example, “in certain ethnic groups, they believe that a visually impaired person must not live in a
community where the king lives; the king is not supposed to see a blind person” (GOVo). So, right
from infancy people are fed with fallacies about disabilities, and they grow to form a mentality
that shapes their attitudes and behaviours towards PWD. GOV further explained that when
such an individual eventually grows to a position of authority, he would render little support

to PWD because of his upbringing.
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These perceptions have made Ghanaians develop “wrong attitudes, toward dealing with matters
pertaining to persons with disabilities” (PWDo). They indicated that some Ghanaians also felt
that disability issues had been discussed for far too long and was being overly emphasised such
that when they see any news “about persons with disabilities, they just skip it; they don't even read
what is in 1t” (PWDje). According to the visually impaired, such wrong attitudes held by
society affected every aspect of their lives, including their chances of gaining employment
(PWD16 anda 18). Some participants (GOV125 and 9) therefore, advocated the need for more
education on disabilities to change such negative societal perceptions. They believed this would

make people in society get more informed about disabilities and know how to handle them.

5.2.10.2 Contextual conditions

Some respondents reported that certain prevailing conditions in Ghana made it easy for people
to gloss over accessibility issues. For instance, the Ghanaian people are naturally “not so much
enthused about disability issues” (GOV32) so, issues of accessibility would not be taken seriously
unless people’s attention was drawn to it. Also, many people in Ghana did not see accessibility
as a pressing issue because they perceived PWD as a minority. There are “more people who don't
see accesstbility as an issue’ because ‘we live in a society where we have the majority of people who
think that they are okay” (GOV3). Owing to this mentality, policies across all sectors of
government did not factor in disability component as GOV} states:

if we are, to be honest with ourselves; by and large policies not just in E-

government but across all sectors don't really pay attention to PWD.
A section of respondents felt that the way of living of the Ghanaian people “creates an
environment where someone who has a disability can patronise services” (DEV32) without any
difficulty. They explained that in Ghana, many people preferred third parties to perform for
them tasks they could have easily done themselves. DEV 3 explains:

because of the nature in which we do things here in Ghana; often, we want people to...

to perform the task for us. So, although we have the ability to do, we are comfortable

going to someone else to perform the activity for us... instead of doing it ourselves. So,

like the example with the passport; instead of someone going online to apply himself,

he will rather go to a communication centre and let them apply for him. You ... get it?
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Most Ghanaians seem to downplay the issue of accessibility because they are “quite okay with
the fact that people with disability can get help from those with the abilities... to perform the task they
.. want” (DEV3). Some developers mentioned that the non-existence of applications with
accessibility options in the Ghanaian context influenced the way they also designed as DEV;
states:
And to be honest with you I don't remember seeing an app that was designed with
options for accessibility, so in a certain sense, the bad examples we've seen the influence
the way we design.
Others also indicated that accessibility challenges had to do with the developer stereotype in
Ghana. In Ghana, ‘most of the developers we have are self-taught’ (DEVg). Self-taught developers
refer to those who learn to develop through self-learning without undergoing any formal
development or programming tuition. According to DEVs, such developers were not likely to
learn about accessibility as a component of web development. He explains:
when you are self-taught, you will most likely not go and learn about accessibility and
developing for PWD. It is when you go through a very scrutinised and standard means
of learning programming, you know, then these things will come up.
There were calls by some participants for society to take accessibility seriously because
prevailing conditions (e.g. bad road networks, limited health infrastructure) in Ghana

naturally put people at high risk of becoming disabled (GOVo).

5.2.10.3 Related findings from content analysis

More than half of the respondents (57 per cent) in this study mentioned that perception of the
society regarding disabilities and the cultural beliefs of the Ghanaian people in overall
influenced how they prioritised accessibility challenges for PWD. However, this theme was
conspicuously missing from the results of the analysis of policy documents. None of the policies
that regulate E-government development discussed this theme and those on PWD mainly
covered issues of inclusivity, suggesting possible exclusion but was not clear on reasons why
PWD may be excluded. This could serve a hidden hindrance to accessibility since most
developers, and government officers admittedly stated that perceptions and beliefs could not

be ruled out in disability matters in Ghana.
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53 Summary of findings
5.3.1 Relationships among themes

All ten themes were examined to explore how they relate to each other based on empirical
evidence provided by participants; thus, the relationships defined are grounded in data.
Establishing the relationship among themes was necessary to find out how they provide a
complete narration regarding the phenomenon of study (Braun & Clarke, 2006; Nowell et al.,
2017). The NVivo software was used to create the relationships among themes by identifying
sample extracts of data to prove an association between two themes and coding them onto the
relationship link. For instance, the empirical data provided by participants showed that
accessibility requires assistive technologies hence the relationship ‘requires’ was created
between the themes ‘Accessibility requirements’ and ‘AT acquisition and usage’ to show an
association between the two themes. Twelve references (5 government officers and 7 visually
impaired) were coded on this relationship.
For example, PWD;7 explained that without assistive technologies like screen readers, he could
not access the web as he indicates:

for somebody like me who cannot read anything by myself whether it has been enlarged

to even 72 or what I cannot read; so, without the screen reader it means I cannot access

the web at all.
Similarly, GOVg believed that assistive technologies are required to enhance accessibility for
PWD and that even if the government agencies were to redesign their E-services; without the
availability of these technologies, accessibility would not be achieved. She explains:

assistive technologies, we need to have them also in place because if the policy is there

and after doing update trying to get there and you don't have the technology that will

help them [PWD] to use the system, then work done is zero.

An association was also established between the themes ‘Institutions, policies and
enforcement’ and ‘Developing E-government.” Empirical data show that participants held the
view that policies and their strict enforcement would have an impact on the development of

accessible E-government services. For example, DEV;> underpinned that developers could add
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accessibility features, but without policy forcing them to do so they would be reluctant as he
indicates:
developers can do it [adding accessibility features], but without the awareness and the
motivation which is like a policy, it won't be done because you see everybody is trying
to do it the fastest and cheapest way they can.
DEV, expressed similar sentiments as he states:
a key thing will be governmental policy. I think ... that will be a key thing that .... even
though as I said our motive is for profit and business, but if government policy is strict
on that, all of us will jump into it.
Subsequently, the association impact was established between the themes ‘Institutions,
policies and enforcement” and ‘Developing E-government.” Following similar steps,
associations denoting relationships were established among the rest of the themes. In some
instances, one theme was found to have associations with more than a theme. For example,
the theme ‘AT acquisition and usage’ had associations with the themes ‘E-government
challenges and benefits’, ‘Accessibility requirements’ and ‘Developing E-government.” Table
5-1 illustrates themes with their corresponding relationships while figure 5-11 shows a
screenshot of relationships among themes.

Table 5-1: Themes with their corresponding relationships

No. Theme 1 Type of Theme 2
association
1 Accessibility requirements Requires AT acquisition and usage
2 Accessibility requirements Lack of Effects of inaccessibility
3 AT acquisition and usage Help to E-government  challenges and
harness benefits
4 Developing E-government Impact Accessibility requirements
5 Societal perceptions and beliefs Affect efforts | Making society inclusive
6 Institutions, policies and enforcement Impact Developing E-government
i Developing E-government Results in E-government  challenges and
benefits
8 AT acquisition and usage Knowledge Developing E-government
required for
9 Making society inclusive Enhances Accessibility requirements
10 | PWD lack E-readiness Impedes Accessibility requirements
11 | PWD role 1in accessibihity Enhances Making society inclusive
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5.3.2 Chapter Summary

This chapter reports the findings of an analysis of data collected from observations, interviews
and policy documents. It provides descriptions of ten themes and forty-one sub-themes which
emerged from thematic analysis of data collected for this study. Each theme was compared
with the results obtained from the content analysis of policy documents to clarify and verify
issues raised by interview respondents. Content analysis results largely confirm concerns raised
by interview participants. The themes were carefully examined by reading and re-reading
extracts associated with a particular theme to understand how it relates to the others.
Following this exercise, relationships among themes were coded in NVivo as illustrated in

Figure 5.11.The findings also show varying opinions in among stakeholders.

Empirical findings show that PWD faced several challenges regarding access to E-government
services. Acquisition of assistive technologies featured as a major challenge for PWD in the
digital era. For most PWD, their inability to purchase these technologies and train in them to
efficiently use them contributed to their lack of E-readiness. PWD in this study mentioned
government support as a critical factor in their successful integration into the digital society.
This support they lamented was lacking, which made other industry players not to yield to
their plights. PWD also felt that the implementation of most legislation that would protect
their interest was slow. In their opinion, the legislation was not enforced because of the
attitudes and perceptions held by the Ghanaian society towards disabled persons. They also
felt that developers were inconsiderate with the designs which made them struggle using E-
government portals. PWD reported that issues of inaccessible and unreliable E-government
portals, limited access options to E-services and the fact that E-government implementation

in Ghana had not fully matured hindered them from harnessing the benefits of E-government

fully.

Developers outlined several factors which guided how they developed E-government
applications but indicated accessibility had not been on their ‘radar’. They admitted to lacking
knowledge on accessibility needs of PWD because there was no policy to force them to

mandatory include accessibility features. They felt that the lack of awareness on accessibility
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was a major hindrance. However, they blamed the government who had the power to insist on
the inclusion of accessibility features describing the government as ‘not serious with PWD’.
They believed until the government was ready to act, developers were driven by profit margin
and by default would not prioritise accessibility for PWD. For instance, they stated that if
accessibility requirements are drafted into E-government contracts, developers would be
forced to comply. Findings also revealed that developers’ design of E-government applications
were largely informed by their perceptions of PWD. For instance, they felt that PWD could
easily be assisted by their non-disabled counterparts if applications were not accessible to
them. Developers also held the view that PWD in Ghana were not making their voice heard,

which partly contributed to their neglect.

Government officers, on their part raised several enabling conditions necessary to ensure access
to E-government services for PWD. For example, they mentioned that PWD required ICT
literacy and easy access to assistive technologies while instituting accessibility policy was
necessary to address accessibility issues. Government officers believed that the government
agencies, ministries and PWD had to collaborate to create the desired equality in the digital
society. While admitting that the lack of awareness influenced their actions, they called for
disability organisations to be more vocal and advocate intensively for their needs. The next

chapter discusses these empirical findings in the context of literature.
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CHAPTER 6 : DISCUSSION OF RESEARCH FINDINGS

6.1 Introduction

The aim of the study was to investigate the accessibility of E-government services for PWD in
Ghana by identifying contextual drivers involved in exclusion of PWD from E-government
services as well as the role of E-government stakeholders in the exclusionary process. The study
further sought to examine how the stakeholders and contextual drivers reinforced the
exclusionary process. While the preceding chapter provided empirical findings, this chapter
interprets and discusses the research findings in the context of literature. The chapter is
organised as follows: Section 6.2 presents a discussion of empirical findings in the context of

literature, while Section 6.3 concludes the chapter.

6.2 Discussion of empirical findings

The findings of the study indicate that most of the visually impaired respondents (89 per cent)
were aware of E-government services, and many (72 per cent) of them had utilised for various
purposes. This high number of users was to be expected because all the visually impaired
participants were highly educated and literature has shown there is a positive correlation
between literacy and use of electronic services (Gauld, Goldfinch & Horsburgh, 2010;
Dobransky & Hargittai, 2016).

The empirical analysis of this case study provides some insights into various drivers that
influence E-government development, thereby impeding accessibility. The study also
highlights several challenges relating to the accessibility of E-government services for PWD in
Ghana. The findings were generalised from an empirical sample of 18 visually impaired, 10
developers and 9 government officers. While it is generally believed that low or lack of literacy
affect accessibility (DRC, 2004; Grantham, Grantham & Powers, 2012; Abascal et al., 2016),
the findings from this study show that even with high literacy, accessibility challenges may
persist. The ten themes (Figure 5.11) that emerged from empirical findings border on issues of
technology, societal and cultural beliefs, political influence, limitations for PWD and the

development of E-government services. Subsequently, they were grouped under the categories:
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technological, socio-cultural, political and personal drivers and development of E-government

services. I proceed to discuss each category in detail in the following sub-sections.

Table 6-1: Grouping of themes

Category Themes
Technological drivers AT acquisition and usage, Accessibility requirements,
Socio-cultural drivers Making society inclusive, Societal perceptions and beliefs
Political drivers Institutions, policies and enforcement
Personal drivers PWD lack E-readiness, PWD role in accessibility
Development of E-government services | Developing E-government, E- government challenges and
benefits., Effects of inaccessibihity

6.2.1 Technological drivers

The findings of the study show that technological drivers influence the development of
accessible E-government services. From the responses of participants, knowledge in AT was
crucial for E-government developers to understand which approach to adopt and the
appropriate tools to use for the development of accessible services. Participants contended that
for developers to acquire this knowledge, training in AT was necessary to build their capacities.
The findings also suggested that accessibility training should be conducted for both web
developers and government officers periodically to provide them with the technical know-how
and in-depth understanding of the needs of PWD. Such accessibility training participants
perceived would enable E-government implementers to make the necessary design
considerations for PWD. These findings reflect earlier studies (Freire, Goularte & Fortes, 2007;
Arrue, Vigo & Abascal, 2008a; Lazar & Jaeger, 2011) which indicate that accessibility training
is important particularly for web developers to acquire more knowledge regarding accessibility
guidelines and tools to improve accessibility. Several studies (Jaeger & Xie, 2009; Abu-Doush
et al., 2013; Galvez & Youngblood, 2014; Adepoju, Shehu & Bake, 2016) in the past have also
shown accessibility training is crucial for E-government implementers to make them cognizant
of the needs of PWD and to enable them to put in place the necessary design considerations
for them. Moreover, understanding the needs of PWD is considered one sure way to improving
accessibility (Owusu-Ansah, 2014). Aside from having the knowledge of PWD needs,

developers in this study emphasised the essence of development guidelines to assist in designing
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accessible solutions. The study indicated that there were no accessibility guidelines in Ghana.
Government officers confirmed the lack of accessibility guidelines but stated that the
government was in the process of formulating such guidelines. Respondents believed that the
type of guidelines developers followed during the design of E-government services determined
the resultant outcome. These findings corroborate those of previous studies (Lazar, Dudley-
sponaugle & Greenidge, 2004; Welle Donker-Kuijer, de Jong & Lentz, 2010; Mtebe & Kondoro,
2017) which reiterated the need for developing guidelines to enable developers to improve

accessibility for PWD.

Further, the empirical findings indicate that the development of accessible services requires
additional resources. For example, expertise in web accessibility and AT was found to be key
for E-government developers to design accessible services. However, most developers in the
study reported that they did not have the needed expertise to develop solutions that could be
used by PWD. To this end, they explained that there would be the need to hire additional
expertise leading to an increase in the cost of development and subsequently, services. The
contention was that the development of accessible E-government services required resources
such as accessibility tools, time, finance, expertise, among others. These findings mirror those
of earlier studies (Becker, 2004; Brophy & Craven, 2007; Jaeger & Xie, 2009) which show that
the development of accessible services increases cost and time of development while
necessitating additional expertise from developers. According to Jaeger (2006), an adequate
financial resource is vital for web developers to comply with accessibility policies. These
findings also confirmed those of Brophy and Craven (2007) and Abu-Doush et al., (2013) which
found that expertise on accessibility among E-government developers was low. The need to
assess developers on accessibility skills has, therefore, been suggested to help enhance the

design of accessible solutions (Bundrick et al., 2006; Yaokumah, Brown & Amponsah, 2015).

Thus, from the technological perspective, the empirical findings show that important drivers
for developers and government officers to improve accessibility of E-government services
include: (1) knowledge of AT; (2) training in AT; (3) accessibility training; (4) E-government

development guidelines; (5) design considerations for PWD and (6) available resources
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6.2.2 Socio-cultural drivers

Evidence from the findings shows that socio-cultural factors play a significant role in
addressing accessibility to E-government services for PWD. Participants in this study
mentioned the lack of accessibility awareness as a major hindrance to addressing accessibility
challenges faced by PWD. Some developers believed that accessibility issues could be
attributed more to the lack of awareness than a technological challenge. These findings echo
those of previous studies (Freire, Russo & Fortes, 2008; Lazar & Jaeger, 2011; Mourad &
Kamoun, 2013; Al-khalifa, Baazeem & Alamer, 2017) which argue that though accessibility is
integral to usability; awareness is key to improving it. The study participants felt that E-
government implementers would act more swiftly if they were aware of the accessibility
requirements of PWD. The findings mirror those of Henry et al., (2014), which state that
awareness would cause E-government implementers to be more proactive and allocate more
resources to accessibility issues. Findings from this study show that participants tied closely
developers’ awareness of accessibility to their education. They stated that society had to
commit resources to education on accessibility to create more awareness. The recommendation
to include accessibility as part of the learning curriculum also featured strongly among
respondents, especially web developers. The assertion was that inculcating accessibility into
educational syllabus would help build a solid foundation for up and coming developers
influencing their style of development in the end. Similarly, several studies (Lazar, Dudley-
sponaugle & Greenidge, 2004; Jaeger, 2006; Hong et al., 2015; Yaokumah, Brown &
Amponsah, 2015) in the past have argue that inclusion of accessibility in educational syllabus
is critical to help developers become aware of the accessibility needs of PWD and to promote

accessibility awareness among the general populace in a given context.

Education on disabilities within the Ghanaian context was mentioned as an important step to
transform the beliefs and perceptions of the Ghanaian people given that societal perceptions
and beliefs featured as one of the challenges that impeded accessibility to E-government
services. This was to be expected as previous findings by Sullivan (2011) and Hill (2013), show
that societal perceptions and attitudes are important as they shape and direct the actions of

the people within the society towards PWD. The findings of this study show that the Ghanaian
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society had strong superstitions about disabled people, which made them overlook their needs.
These include the belief that disability is communicable, a manifestation of witchcraft and
other socio-cultural beliefs. These findings mirror those of Nkansah and Unwin (2010), which
found that societal perception is a major cause of the neglect of PWD in Ghana. PWD also felt
that such perceptions and beliefs contributed to their accessibility challenges as E-government
implementers side-lined them and did not solicit their views prior to development. These
findings also corroborate those of Ratliffe et al., (2012) who indicate that until perceptions on
disability shift, it would be difficult to make any progress towards integrating PWD into the
digital society. This is because societal perceptions and beliefs tend to increase stigmatisation,
deprivation and further exclude PWD from the rest of the society (Mitra, Posarac & Vick,

2011; Koca-Atabey, 2013).

Studies (Heeks, 2005; Biihler & Fisseler, 2007; Jaeger, 2008; Latif & Masrek, 2010; Mourad &
Kamoun, 2013) have long shown that the perceptions of developers influence how they design
E-government systems. This assertion is confirmed by this study, as participants indicated
that developers’ perceptions of accessibility influenced their views and how they prioritised
accessibility issues. Some respondents believed that the upbringing of individuals and the
beliefs instilled in them shaped their perceptions, which was the case for E-government
developers. To this end, the perceptions of society tend to reflect the kind of support they
render to PWD. The visually impaired lamented on inadequate support, especially from the
government. They stressed that support from the immediate family and the government were
important to make them feel belonged in the digital society.

From the socio-cultural viewpoint, the empirical evidence shows that intensifying education
and creating more awareness on accessibility is crucial to transform the cultural beliefs and

societal perceptions of the Ghanaian people, so they become more supportive of PWD.

6.2.3 Political drivers

From the political perspective, the study identified challenges including weak state
institutions, poor implementation of policies, lack of law enforcement and lack of political will

as drivers that influenced the accessibility of E-government services. Participants perceived
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that the drafting of policies by the government was important because if the rights of PWD
‘are actively enshrined in legislation; it could make a gradual difference to the expectations of
society’ (Adam & Kreps, 2009: 1050). Evidence from the study shows that two policies; Persons
with Disability Act (PDA) and Inclusive Education Policy (IEP) were supposed to resolve the
needs of PWD. Participants argued that though these policies had been passed to promote
equal access to education, ICTs and services, among others; their implementation had rather
been slow (Ametepee & Anastasiou, 2015). While respondents perceived these policies (PDA
and IEP) as enablers of accessibility, their poor implementation hampered the desired results.
Despite the existence of PDA, there were calls for the implementation of the United Nations
Convention on Rights of Persons with Disabilities (UNCRPD) which Ghana had signed in 2006
and ratified in 2012. The contention was that the PDA was outdated and did not incorporate
solutions to most of the challenges PWD faced in the digitalised society. These findings confirm
those of Lazar and Jaeger (2011) who argue that the inability of policies to keep pace with
technology, impact on addressing challenges of PWD. Also, a major hindrance regarding the
implementation of policies was the lack of enforcement by mandated institutions. This was
because in Ghana, ‘institutions are weak’ to enforce the laws. Also, state institutions were not
well equipped to expedite their mandate. These findings are consistent with those of Rorissa
and Demissie (2010), which indicate that most institutions in developing countries,

particularly in Africa, are weak to implement legislation and policies firmly.

Findings from the study reveal the lack of accessibility policy in Ghana. Many respondents
believed that policy was necessary to enforce the accessibility of E-government services for
PWD. This is not surprising, as studies (Goodwin et al., 2011; Bertot, Jaeger & Hansen, 2012)
in the past have shown that most developing countries lack accessibility policies which make
it challenging to tackle accessibility problems. The lack of legislation and policies are,
therefore, setbacks to tackling accessibility challenges effectively (Kuzma, Yen & Oestreicher,
2009; Ismailova, 2017). The findings also suggest that the Government of Ghana lacked the
political will to enforce the implementation of policies that would protect the interest of PWD.
Participants perceived the lack of political will as a barrier to addressing the needs of PWD

because previous studies (Stanforth, 2006; Voida et al., 2014) confirm that E-government
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implementation is inherently a political process and therefore requires a strong political will

from government to succeed (Cordella & lannacci, 2010; Thakur & Singh, 2013).

For this reason, the ‘political will of the government’ to act and provide a swift response to
accessibility needs was critical. For instance, the visually impaired felt that ‘E-government
applications possess political properties that can be applied effectively by the political leadership as
instruments’ (Ahn & Bretschneider, 2011: 414); hence a strong political will was needed to
address accessibility. Further findings from the study indicate that apathy from government
implicitly affected the response from the industry partners. Participants felt that if the
government could set the pace by prioritising accessibility, partners from the industry would
be cautious to follow suit. Moreover, they perceived that if the government could make
industry partners aware of the needs of PWD; they could render some support (for example,
in the form of funding to provide ICT, AT and training). These findings echo those of Ratliffe
et al., (2012), who indicate that the industry would offer the necessary support if they became
aware of the pending needs of PWD. For instance, ‘businesses would be willing to donate used
ICTs if they are aware of the needs’ (Ratliffe et al., 2012: 220). It also confirms argument by Oh
and Chen (2015), that the industry has a corporate social responsibility to promote equal access
for vulnerable groups such as PWD in the digital era to bridge the digital divide. While support
from industry was dependant on the government’s priorities; these priorities aligned with the

government’s political agenda hence the need for political will.

Thus, from the political viewpoint, the empirical findings point to: (1) the existence of strong
institutions; (2) enforcement of laws; (3) implementation of appropriate policies to fit the
Ghanaian context; and (4) the political will of the government to prioritise the needs of PWD

were key to addressing accessibility challenges.

6.2.4 Personal drivers

Contextual drivers are important to enhance the understanding of the underlying forces that
would promote or impede accessibility (Yildiz, 2007). This study identified specific challenges,
which made it difficult for PWD in Ghana to harness the full benefits of E-government

services. One of such barriers is the lack of access to ICTs and reliable internet connectivity.
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ICTs such as personal computers, laptops or mobile phones are required to access any electronic
information or services such as E-government services (Al-jaghoub, Al-yaseen & Al-hourani,
2010; Babalola, 2013). However, the findings of the study suggest that the cost of ICTs in
Ghana were high, particularly mobile phones, which PWD considered portable and more
convenient. Previous studies have reported similarly, that the cost of ICTs in many developing
countries is high which leads to unequal access thereby creating a digital divide among citizens
(Almarabeh & AbuAli, 2010; Kaisara & Pather, 2011; Hoque & Sorwar, 2015). Access to the
internet was also another challenge identified in the Ghanaian context. The evidence from the
study shows that the cost of internet in Ghana was high while its access was limited. These
findings mirror those of Lin et al., (2011), who stated that internet penetration in many

developing countries is low yet with high tariffs.

Respondents also emphasised on the high cost and low presence of AT in Ghana as a major
challenge to accessibility. This is not surprising, as most developing countries, lack regulative
measures or policies to ensure availability of AT (Borg & Ostergren, 2015). On the contrary,
AT policies and strategies exist in developed countries making AT more available and
affordable (Borg & Ostergren, 2015; Gould et al., 2015). These findings reflect earlier studies
(Borg, Larsson & Ostergren, 2011; Matter et al., 2016; Visagie et al., 2017) which report that
AT in developing countries is limited with only about 5-15 per cent of those who need them
having access. The lack of access was also partly attributed to the lack of expertise in AT. The
limited expertise hampered training in both ICTs and AT which many participants claimed
affected the E-readiness of PWD in Ghana and subsequently their accessibility experience.
These findings corroborate previous studies (Almarabeh & AbuAli, 2010; Kaisara & Pather,
2011) that show that high digital literacy is a requirement for accessibility and overall adoption
of E-government services. Training in AT was mentioned as another hindrance to accessibility
confirming findings of Visagie et al. (2017), who indicate that training is important to ensure
PWD get up to date information on the use of AT to enable them to maintain these
technologies properly. Some respondents stated the need for regular upgrade of AT as a
challenge because of the rapid change in AT designs which called for an additional cost many

PWD could not afford. This latter challenge mirror findings of Dobransky and Hargittai
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(2016), who indicate that the pace of technological change is one underlying factor for the

exclusion of PWD in the digital society.

Late adoption of ICT in Ghana was identified as another challenge which affected the ability
of PWD to use electronic services efficiently. The assertion by the visually impaired was that
ICTs usage in Ghanaian schools was late and mostly started at the tertiary level. This situation
they perceived made it difficult for them to master ICT usage because they required a lot more
time to train compared with their non-disabled counterparts. As a result, PWD felt lagged
behind because ‘Ghana s the only country... so far that technologies are not used in schools except
the university’ (PWDjp). Consequently, there were ‘individuals who can on their own access the
information and those who for instance, educated but could not manipulate the computer and access
it on their own’ (PWDj4) because of late adoption. These findings resonate those of Chadwick
et al. (2017), who indicate that many PWD who have literacy skills are not accessing the

Internet to the same degree as others.

Some respondents (the web developers and government officers) held the perception that PWD
ought to become more vocal and advocate intensively for accessible services from government.
There were concerns that the disabled population ought to take charge of issues that directly
affect them instead of leaving them in the hands of non-disabled persons. There was a sense
that PWD in Ghana were not part of the driving force to push the agenda of accessible E-
government services. A contributing factor to this was that many PWD did not know about
their rights enshrined in existing legislation hence their inability to push the accessibility
agenda. Consequently, this acted as an obstacle for PWD to demand accessible services from
government. These findings substantiate the argument by Adam and Kreps (2009), that until
disability activists are involved in the policy-making agenda regarding PWD; accessibility
challenges would continue to exist. Additional findings show that unemployment was high
among PWD in Ghana, and this was an underlying factor for poverty. These findings
corroborate those of previous studies (Loeb et al., 2008; Mitra, Posarac & Vick, 2013) which
reveal that poverty is high among PWD in many developing countries. Such financial
constraints made it difficult for PWD to afford modern technologies which they required to

become well integrated into the digital society. The overall effect was that these challenges
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contributed to the lack of E-readiness for PWD in Ghana. Thus, these outlined personal drivers

affected the ability of PWD to access E-government services and to use them efficiently.

6.2.5 Development of E-government services

The development of an electronic service requires a unique approach depending on the type of
service (e.g. E-learning, E-commerce, E-government) to be developed (Arrue, Vigo & Abascal,
2008a). The development process, therefore, plays a critical role in defining features of services
to be developed. To this end, the E-government development process also plays a significant
role in determining the accessibility of E-government services. From the findings of the study,
the visually impaired respondents attributed most of the E-government accessibility
challenges to the poor structure of E-government portals, websites and web applications. They
reported difficulties navigating and perceiving content on E-government websites due to their
poor design layout, images without alternative text, lack proper labelling of forms and links.
For example, ‘some images can be there to convey some information but the way the website is
designed it does not give you access to it” (PWD32) because screen readers cannot read images.

These findings reflect those of previous studies (Boussarhan & Daoudi, 2014; Yaokumabh,
Brown & Amponsah, 2015; Oni, Okunoye & Mbarika, 2016; Al-khalifa, Baazeem & Alamer,
2017; Mtebe & Kondoro, 2017) which concluded that poor design and layouts are reasons why
many E-government websites are inaccessible for PWD. These studies attributed the lack of
accessibility of E-government websites to lack of conformity to international accessibility
guidelines such as WCAG or Section 508. The findings also echo those of earlier studies
(Stewart, Narendra & Schmetzke, 2005; Boussarhan & Daoudi, 2014) which argue that even
with the most advanced AT; PWD are likely to encounter challenges if E-government portals

and websites are designed without accessibility in mind.

A crucial step in the development of E-government services, as evident in this study, is the
testing of E-government applications. From the perspective of the developers, testing
outcomes aid in detecting challenges users may face using the services. For this reason, testing
is an important step to detect accessibility problems (Serra et al., 2015; Darmaputra, Wijaya
& Ayu, 2017). All web developers in this study confirmed testing as part of their development
cycle; which included automatic and user-testing. However, none of the developers had tested
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their applications with PWD or users of AT to ascertain the possible accessibility challenges

they might face.

Contrary to this observation, testing with AT is recommended to ensure compatibility and to
help improve accessibility (Abanumy, Al-badi & Mayhew, 2005; Boussarhan & Daoudi, 2014).
Evidence from the study indicates that PWD were not at all involved in the development of
E-government services. The development of E-government services was determined based on
the contract agreement between the government agencies or ministries and developers.
However, several studies (Jaeger, 2008; Abu-doush et al., 2013; Henry, Abou-Zahra & Brewer,
2014) have long shown that the inclusion of PWD in the development is a necessary step to
improve accessibility. The lack of involvement of PWD in the development of E-government

services also suggests that E-government implementers are indirectly adopting the medical

model of disability (Adam & Kreps, 2009).

The content of E-government portals and websites was another issue raised in this study. Some
participants described government online content as unreliable and irrelevant, thereby
rendering them not usable. Some respondents reported that several E-government websites in
Ghana contained outdated information making them not reliable to the citizenry. These
findings are similar to past studies (Oni, Okunoye & Mbarika, 2016; Tashtoush, Darabseh &
Al-sarhan, 2016; Frohlich & Peters, 2017) which indicate that many E-government websites
are static, non-interactive and do not disseminate information that citizens require. The
assertion by participants was that E-government services ought to be targeted at the needs of
citizens confirming earlier studies (Bertot, Jaeger & McClure, 2008; Tashtoush, Darabseh &
Al-sarhan, 2016) which argue that E-government services should be developed to meet citizens’

expectations and to promote good user experience while reducing barriers to access.

The findings obtained in this study, albeit corroborated in literature, present some unique
observations. Firstly, the empirical findings highlight the role of agency among E-government
stakeholders to accessibility; which previous studies did not emphasise. The findings of this
study show that developers and government officers influenced how E-government services

are developed. Government officers draft E-government contracts in consultation with
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developers which serves as a guideline for developers when designing E-government services.
It was not surprising at all that the developers in this study conceded the lack of accessibility
requirements in E-government contracts is a great setback to addressing accessibility
challenges for PWD in Ghana. Also, contrary to past studies which mainly found accessibility
as a technical problem, the empirical findings show that socio-cultural and political structures
influence developers and government officers by shaping their perceptions regarding
accessibility of E-government services. Power differentials among government officers,
developers and PWD played key role in addressing accessibility. Again, limitations in
capabilities of PWD owing to personal drivers impact either explicitly or implicitly on their
accessibility experience. In light of these empirical findings, a framework (Figure 6.1) is
developed to illustrate the development of E-government services and how PWD become

excluded in the Ghanaian context.

Agents refer to individuals doing the exclusion with regards to E-government services
(Atkinson, 1998). As evident in Figure 6.1, three agents are involved; government officers, web
developers and PWD. The drivers relate to the factors that influence the development of E-
government services or affect accessibility experience of PWD, leading to their exclusion
(Kabeer, 2000). The study identified four categories of drivers; technological, socio-cultural,
political and personal. In this study, the personal drivers were drawn from a sample of visually
impaired, and there are possibilities of additional concerns with the involvement of other
disability categories hence the use of broken lines. Both agents and drivers are involved in the
exclusionary process (Burchardt, Le Grand & Piachaud, 2002). The next section provides a

theoretical discussion of the empirical findings.
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6.3  Chapter Summary

This chapter discusses the empirical findings of the study and corroborates with literature to
assess their validity. Themes obtained from the analysis are categorised based on the empirical
data associated with them. Four categories of drivers were identified namely: technological,
socio-cultural, political and personal. These drivers influence the development of accessible E-
government services and affect accessibility experience for PWD in Ghana and are inextricably
intertwined. From the perspectives of government officers and developers, technological, socio-
cultural and political drivers were interrelated in a way that shaped their perceptions,
influenced their decisions and practices on what requirements to include in the development of
E-government services which eventually impacted on accessibility. On the other hand, PWD
were affected by personal drivers that constrained their abilities to use E-government services
affecting their overall accessibility experience. The summary of the empirical observations

(Figure 6-1) provides the basis of the theoretical discussions in the chapter that follows.
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CHAPTER 7 : THEORETICAL ELABORATION

7.1 Introduction

The empirical analysis of the study pinpointed several contextual conditions, which led to the
exclusion of PWD from E-government services. Following the empirical observations, these
contextual conditions have been grouped under three categories, namely:

1) Agents involved in the exclusion of PWD

2) Drivers facilitating the exclusion

3) Exclusionary process
This chapter provides theoretical interpretations of the empirical findings. Following the
elaborations, nine theoretical propositions have been formulated based on the empirical
findings and corroborated in the literature. The rest of the chapter is divided into two sections:
Section 7.2 presents elaboration on the empirical findings while Section 7.3 concludes the

chapter.

7.2 Theoretical elaborations

The visually impaired respondents in this study were highly educated; consequently, it was
expected that they should have the capacity to easily access E-government services, but this
was not the case as they reported of several challenges. Furthermore, government officers and
developers in this study even though acknowledged that the accessibility of E-government
services was critical for PWD, they were sidelined during the development process. The
accessibility needs of PWD were not captured as part of the requirements for E-government
services. Empirical findings show that E-government stakeholders enacted agencies via power
influence. While technological, socio-cultural and political drivers shaped perceptions and
actions of government officers and developers to accessibility, PWD were constrained by
personal drivers. The empirical observations from the case study, therefore, suggest a need to
place emphasis and to elaborate on the following concepts: (1) agents of exclusion; (2) drivers

of exclusion; and (3) exclusionary process.
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7.2.1 Agents of exclusion

The empirical analysis of this study shows that government officers have the power to oblige
E-government developers to design accessible. For example, many developers mentioned that
they would be compelled to incorporate accessibility features into E-government services if
made mandatory requirement in E-government contracts by government officers. They also
indicated that it was the responsibility of the government officers to formulate guidelines for
E-government developers to follow. However, evidence from the study showed that
accessibility was not part of requirements enlisted in E-government contracts. Also, the study
found no existing development guidelines hence integrating accessibility features into E-
government services was optional for developers. To this end, practices of government officers
tended to unofficially perpetuate exclusion and, in a way, institutionalise discrimination. The
empirical analysis also showed gaps between E-government and disability policies and their
implementations in Ghana. Again, government officers were blamed for these gaps since they
were powerful agents in the decision-making arena of E-government development. They
occupied an evident space of power in determining ‘what and how’ E-government services are
developed. Thus, government officers drafted E-government contracts and stipulated
conditions of acceptance for E-government developers. By virtue of their award of E-
government contracts, developers were invited into the power space. As a result, they obtained
a high agency to operate. Accordingly, developers influenced the outcome of E-government
services through their practices and style of development. For example, although developers
conducted user testing after the development of E-government services, users with disabilities
had never been involved. Also, developers, when designing E-government services, prioritised

project deadlines and profit margins ahead of accessibility needs of PWD.

The empirical observations further reveal that PWD were neither involved in the consultative
processes leading up to E-government development nor during the development process.
Rather decisions regarding the development of E-government services were taken by
government officers relying on the expertise of the developers. Subsequently, these powerful
actors of E-government operated in a closed space of power and did not broaden consultations

to include PWD. These power differentials among E-government stakeholders created
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boundaries and prevented the views of PWD from entering the arena of E-government

development. These empirical observations suggest the following theoretical proposition:

P1: WHEN government officers do not broaden consultations on E-government to include
PWD, they fail to inscribe accessibility into E-government contracts, AND developers are
unable to enact it, AND PWD are passively excluded from E-government services.

This theoretical proposition derived from the empirical analysis is corroborated in the existing
literature. For instance, several researchers (Sen, 2000; Gallie & Paugam, 2004; Benbow et al.,
2015) have acknowledged that when there are unequal power relations among agents, some
agents become excluded. This is because those agents with strong influence do not broaden
boundaries for the inclusion of agents with little influence (Gaventa, 2006). Rather, they exert
their influence by making an invisible impact on those agents with little power through their
values, ideas and practices (Kabeer, 2000; Sen, 2000; Foley, 2004; Rawal, 2008). Nahuis
(2014), Oni et al., (2016) and others have also argued that government officers have the power
to make developers design accessible services. Further, Nahuis (2014) indicated that
inaccessibility of E-government services exclude sections of the population hence government
officers by their inactions perpetuate exclusions. Again, studies (Jaeger & Xie, 2009; Kuzma,
2010) have established that it is the responsibility of government officers to document
guidelines for the development of E-government services to ensure they are accessible. Clearly,
in this case, government officers neither provided accessibility guidelines for developers nor
were they implementing policies regarding E-government and disabilities, leading to the
exclusion of PWD. Evidently, there were gaps between policies and their implementations.
Kabeer (2000), vehemently posits that when policies relating to PWD are not well

implemented can lead to their exclusion.

Government officers as evident in this study were powerful people who controlled critical
resources and therefore, enacted agency via their strong influence on the development of E-
government services. They initiated the development process, drafted contract terms for
developers and also approved of E-government services developed. In this way, government

officers had direct influence over developers. In a similar light, developers having expert
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knowledge as an important resource were able to enact agency. The empirical evidence reveals
that while many government officers believed that accessibility was important, they were
doing very little to affirm this belief. Developers, on the other hand, had low motivation due
to the absence of accessibility policy and exhibited poor attitudes towards resolving
accessibility challenges PWD faced. PWD reported that even though they had made initial
persuasive efforts to get the attention of the government, that did not yield much results. For
example, GBU had made several appeals and offered to provide free training to make E-
government implementers aware of the needs of PWD. These efforts, however, had not
translated into the desired expectations. PWD were unable to enact agency and felt powerless
with regards to influencing the E-government development process. For this reason, they
believed pressuring the government was the way out to get the needed attention. For instance,
PWDy indicated accessibility could not be a priority for government officers unless they find a
way to make them uncomfortable and because ‘politicians don't like embarrassment’ they would
act swiftly. Similarly, PWDs stated “if we say and they don't do we still have to put pressure on
them’ until the needed attention is received. Given these empirical observations, the following

proposition can be formulated:

P2: WHEN the development of accessible E-government services is dependent upon
government officers and developers, YET PWD lack agency to exert authority over them,
THEY will exercise coercive powers such as employing pressure tactics to make them

responsive to their needs.

This proposition is substantiated by earlier studies (Goodstadt & Hjelle, 1973; Kipnis, Schmidt
& Wilkinson, 1980; Cohen & Bradford, 1989; Yukl & Falbe, 1990; Nielsen & Ngwenyama, 2002;
Ngwenyama & Nielsen, 2013). For example, Kotter (2003), Cohen and Bradford (1989) and
others have argued that agency is necessary to exert influence on people. Also, the appropriate
influence tactics to be used should be consistent with prevailing norms. Past studies (Kipnis,
Schmidt & Wilkinson, 1980; Yukl & Falbe, 1990) show that persuasion influence strategy helps
to generate commitment from the target of influence. Further, Kotter (2003), indicates that
when there is an agency, persuasive techniques are more appropriate since they do not result

in resistance. However, as evident in this study, PWD lacked agency hence persuasion did not
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yield results. When individuals feel ‘psychologically powerless, they are more likely to employ
coercive power’ than persuasion (Goodstadt & Hjelle, 1973: 195). For instance, Goodstadt and
Hjelle (1973) and Kipnis et al. (1980) have argued that people who are powerless and have
difficulty exerting influence easily incline towards the use of coercive power. Thus, coercive
power offers the powerless an opportunity to be influencing agents and to ‘elevate their sense
of dignity’ (Goodstadt & Hjelle, 1973: 190). The use of coercive power is particularly employed,
where individuals are unsuccessful in attempts to influence governments or social institutions
(Goodstadt & Hjelle, 1973). Coercive power is also applied in cases where people face resistance
from the target of influence owing to lack of motivation (Goodstadt & Hjelle, 1973; Cohen &
Bradford, 1989). Clearly, in this study, government officers and developers had low motivation
regarding accessibility, which explains why PWD believed exercising coercive power is most

appropriate.

Further, from the empirical evidence, government officers and developers contended that if
PWD felt excluded, they should have reported their accessibility challenges. Such reports from
PWD to E-government implementers, however, were conspicuously lacking from the empirical
observations. For example, a leading developer of several E-government services stated that
no complaints so far about accessibility had been received from the disability fraternity. For
this reason, respondents believed that the silence from PWD contributed to their exclusion.
Many PWD in Ghana perceived themselves as belonging to a minority and had a sense of
powerlessness to influence happenings in society. Subsequently, they were reluctant to
complain about their challenges having the perception that Ghanaians are not enthused about
disability matters. Such self-perceptions affected their capabilities to claim their rights and
subsequently, led to their deprivation, stigmatisation, and further exclusion. Thus, the voice
of PWD in Ghana was either not heard or not loud enough to compel decision-making
authorities to pay attention to their accessibility needs. These empirical observations support

the following theoretical proposition:

P3: WHEN PWD fail to be change agents, their constraints and concerns regarding the
accessibility of E-government services are LIKELY to be overlooked by government

officers and developers during the development process.
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This theoretical proposition is corroborated in the existing literature. For example, Barry
(2002) and Lucas (2012) pointed out that those individuals at risk of exclusion or the excluded
could be contributing to their exclusion. They contended that exclusion could be self-enforced
when those excluded fail to act as change agents. According to Silver (1994), known social
problems have vast implications in the formulation of policies by decision-making bodies.
Consequently, the ‘discourse of exclusion may serve as a window through which to view
political cultures’ (Silver, 1994: 543). It is, therefore, important for PWD to voice out their
challenges relating to E-government services so that implementers can find suitable solutions.
Similarly, Soors et al., (2013), posit that while the integration of technical and political
approaches is crucial to addressing social exclusion; more importantly, however, those
excluded ought to champion their interest if they desire to be on par with the population

mainstream.

7.2.2 Drivers of exclusion

The empirical analysis of this study shows that technological, socio-cultural, political and
personal drivers impede the accessibility of E-government services for PWD in Ghana;
excluding them from equal participation. Issues bothering on technology as outlined in figure
6-1 which operated in the Ghanaian context shaped perceptions and informed practices of
government officers and developers during the E-government development process. For
instance, because government officers and developers were not knowledgeable in AT hence
they did not bear in mind the needs of users with AT during the E-government development
process. Again, matters relating to education, societal awareness of disabilities and
accessibility, preconceptions and cultural beliefs about disabilities shaped the understanding
of government officers and developers regarding the accessibility of E-government services for
PWD. For example, there was a lack of awareness of disabilities amongst government officers
and developers to the extent that some did not know that PWD could use E-government
services. The development of E-government was also influenced by the political landscape of
Ghana. For example, how the state institutions formulated policies, implemented and enforced
them was dependent on the availability and the amount of resources allotted to them.

Allocation of resources to state institutions depended on the political agenda of the
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government. For instance, a respondent from NITA (GOV3) lamented that though there may
be legislation instructing state institutions to provide accessible services, limited resources
hindered their compliance. Also, developers indicated that including accessibility features into
E-government applications would increase the cost of development because it was expensive
to hire people with such expertise in Ghana. Thus, these contextual drivers (technological,
socio-cultural and political) were structural elements that shaped the perceptions and practices
of developers and government officers and determined the outcome in the development of E-
government services. In line with these empirical observations, the following theoretical

proposition can be formulated:

P4: WHEN technological, socio-cultural and political drivers shape perceptions of
government officers and developers such that THEY inscribe inherent requirements into
the development of E-government services, THEY constitute crucial exclusionary forces

for reinforcing the exclusion of PWD.

This theoretical proposition is substantiated by previous studies (Sen, 2000; Bradshaw et al.,
2004; Seale, 2006; Rawal, 2008; Kidd, 2014) which acknowledged that exclusion is usually
facilitated by different drivers within a specified context. For instance, the responses of E-
government implementers to the accessibility needs of PWD are mediated by the contextual
drivers (Seale, 2006; Kelly et al., 2009). Contextual drivers, therefore, either explicitly or
implicitly perpetuate exclusions using actors, institutions and processes. For example, Kidd
(2014) contended that exclusionary forces are often derived from prejudices held by powerful
members of society which manifest in discriminatory practices such as institutional biases and
institutional blindness to the needs of PWD. Also, the exclusion is generated by an interplay
of contextual drivers that are ‘linked and mutually reinforcing’ (Bradshaw et al., 2004: 103).
Evidence from this study has shown that the interplay of technological, socio-cultural, and
political drivers caused government officers and developers to form preconceptions prior to the
development of E-government services, which reinforced the exclusion of PWD. Thus, while
drivers on their own facilitate exclusions, their interactions with agents constitute exclusionary
forces which are fed in the development of E-government services. For instance, in the

development of E-government services, developers made assumptions that all users can see,
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feel and touch; which relegated PWD to the background. The theoretical proposition also
resonates with the findings of Heeks (2005), which posits that many developers design E-

government systems with perceptions of their world view in mind rather than that of the users.

From the viewpoint of PWD, personal drivers reduced their functioning and capacities, which
led to their exclusion from E-government services. Thus, independent of how E-government
services are developed, these drivers directly affect the performance and accessibility
experiences of PWD. Personal drivers identified in this study which include lack of access to
ICTs and Internet; lack of access to AT and training; late ICT use; lack of advocacy; and
financial constraints made it difficult for PWD to attain full ‘functionings’. Functionings in
this regard refer to those things that PWD may value doing via the use of E-government
services (Sen, 2000). For example, the ability of PWD to be connected to digital society
depends on their ability to afford and use ICT and AT. Any difficulty of PWD reaching
‘functioning’ therefore leads to their deprivation and exclusion. For instance, from the
empirical observations, the inability of PWD to afford ICT and AT and proficiently train in
them was seen as a setback to their efficient usage of government electronic services. This is
because, without screen readers and training in them, all the visually impaired were unable to
use E-government portals and websites successfully. For this reason, PWD lamented that
though the digitalization of government services makes it possible to obtain services at
convenience, it comes with high cost implications. Also, an observed trend from the empirical
studies is the high poverty rate among PWD in Ghana, which constrained their E-readiness in
several ways. The study points out that PWD require the availability of diverse resources
(ICTs, assistive technologies, internet, training, etc.) to improve their capabilities and enhance
their accessibility experience. These empirical observations lead to the following theoretical

proposition:

P5: WHEN PWD are constrained by personal drivers such that THEY are unable to
improve capabilities and achieve functionings, their likelihood of experiencing

accessibility challenges becomes potentially high.
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Several studies (Foley, 2004; Cushman & McLean, 2008; Ochara, 2008; Watling, 2011; Frohlich
& Peters, 2017) in the past have shown that digitalisation such as the use of E-government
services results in a technological divide leading to the exclusion of certain individuals. This is
because digital engagement increases the cost burden and responsibility for citizens who do not
have the necessary resources and prerequisite skills (Cushman & McLean, 2008). For instance,
Foley(2004) and Watling (2011) have emphasized the importance for governments to make
conscious efforts at equipping those socially excluded by providing them with resources to
enable them to be at par with the population mainstream. Similarly, in this study, PWD called
for support from the government in the form of subsidies on ICTs and AT and associated
training with them. Owing to diversity among citizens, there is a need for governments to
apportion specific resources for the vulnerable to improve their capabilities (Ochara, 2008;
Watling, 2011). This proposition is also substantiated by earlier studies (Kidd, 2014; Frohlich
& Peters, 2017) which argue that when PWD lack the prerequisite resources to be competitive,

they tend to be limited in capabilities which put them at risk of exclusion.

Government officers and developers predefine the rules and guidelines for developing E-
government services via the signing of E-government contracts. Evidence from the study
shows that many respondents believed that the passing of an accessibility policy is a sign of
strong commitment from government to addressing accessibility challenges for PWD. They
perceived that the existence of such a policy would make accessibility a mandatory
requirement thereby causing developers to prioritise it. They asserted that in that case,
developers would become accessibility conscious since they could be held liable. PWD
respondents indicated that the passing of an accessibility policy would afford them means to
exercise agency. For instance, PWD3 stated that elsewhere in countries where accessibility
policies exist, it affords PWD opportunity to sue defaulting developers in court. Though
developers claimed no knowledge of existing policies regarding E-government and disabilities,
PWD argued that if the policy is passed they could hold developers in check independent of
their knowledge of the policies. This is because “ignorance of the law is no excuse” (PWDy) for

flouting it. These empirical findings suggest the following theoretical proposition:
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P6: WHEN government officers legitimize accessibility requirements by inscribing them
into E-government contracts, THEN PWD can exercise influence by invoking sanctions on

developers who fail to conform.

E-government services in this study are structures that constrain and also resources which
support citizens (Rose & Hackney, 2003; Zheng & Walsham, 2008). As a result, E-government
services serve as a medium that transforms interactions between governments and citizens
(Schuppan, 2009; Gyaase & Gyamfi, 2012; Jasmi et al., 2018). Developers who design E-
government services enact structures that form and shape their practices stemming from their
upbringing and education (Heeks, 2005; Bertot, Jaeger & McClure, 2008). In designing E-
government services, developers integrate rule-governed practices of computer programming
which define important aspects of social conduct. Therefore, agents can sanction social conduct
where there are defined boundaries of expected behaviours in a contextual culture (Lyytinen
& Ngwenyama, 1992). For this reason, PWD as agents can exercise power by dwelling on rules
provisioned within accessibility policy to sanction E-government developers.

The proposition is also substantiated by several studies (Lazar, Dudley-sponaugle &
Greenidge, 2004; Kuzma, Yen & Oestreicher, 2009; Bradbard & Peters, 2010; Goodwin et al.,
2011) in the past which found that when accessibility is passed into legislation, it increases
awareness on accessibility and makes developers cautious about accessibility requirements.
For instance, Goodwin et al.,(2011) found that in countries where accessibility is legitimized,
developers are held liable for flouting it hence they are more complying. Similarly, a study by
Kuzma et al., (2009) shows that accessibility to E-government services are much improved
when accessibility is a legal requirement.

Many of the PWD acknowledged that there is a need for them to have knowledge of the policies
relating to disabilities and E-government to be informed on the roles of government and
developers in addressing accessibility challenges. In that way, they can effectively
communicate with E-government implementers about their needs and make demands
congruent with the policies to the appropriate authorities. Evidence from the study shows that
although there was no accessibility policy at the time of the study, some existing policies (e.g.

ICT4D, E-GIF, PDA) admonished that government services ought to be accessible to all.
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Interestingly, PWD in this study lacked knowledge about such policies. Many PWD had little
knowledge regarding the content of the disability policy. Subsequently, accessibility to E-
government services was not a priority because PWD were not engaging with implementers.
For instance, PWDi4 quizzed ‘how many persons with disabilities even know that there is
something called disability law? By acquiring such knowledge, PWD can also do effective
advocacy thereby creating awareness given that ‘some people have not even heard of the law’
(PWDis). To this end, participants were of the view that PWD were unable to demand their
rightful entitlements enshrined in the policies about accessibility because they were not
knowledgeable about them. They asserted such knowledge is required to enable them

communicate, advocate and challenge decisions of E-government implementers. In line with

these empirical observations, the following theoretical proposition can be formulated:

P7: WHEN PWD are knowledgeable about policies on disabilities and E-government
development, THEN they can effectively engage and communicate with government

officers and developers and advocate about their accessibility needs.

This theoretical proposition derived from the empirical findings is corroborated in previous
studies (Amsbary & Staples, 1991; Bisel, 2010; Nicotera, Mahon & Zhao, 2010; Goss, 2017)
which argue that to communicate effectively, an agent must be knowledgeable to follow rules
of conversation. For instance, Goss(2017) argues that knowledge is a prerequisite to effectively
communicate with specific intentions to people with influence. Given that communications
can facilitate or interfere with actions of organizational managers and their positioning
towards specific issues effective communication becomes necessary (Bisel, 2010). Moreover,
studies have long shown that effective communication has the ability to influence decision-
makers alongside ensuring satisfaction for both parties (Amsbary & Staples, 1991; Nicotera,
Mahon & Zhao, 2010). Knowledge of policies is required to make demands congruent with them

concomitantly ensuring productive communication with people of influence (Goodstadt &

Hjelle, 1973; Goss, 2017).
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7.2.3 Exclusionary process

Exclusionary process refers to elements that facilitate, generate or lead to exclusion of PWD
from E-government services. The findings from the study show that the exclusionary process
started with agents. For instance, government officers who set out the requirements for the
development of E-government services side-lined PWD at the consultation stage while
soliciting views from stakeholders to draft requirements. Many government officers in this
study admitted that no PWD or disability organisation was consulted before concluding on
requirements of E-government contracts terms with developers. For example, GOVy indicated
that her auspices “didn't consider PWD?” because ‘it escaped us, is not intentional’. Other
respondents also justified that many PWD were not likely to use such electronic services hence

their exclusion from such consultations.

In a likewise manner, empirical observations show that developers did not involve PWD
throughout the development process. Subsequently, E-government services were developed
with no design considerations made for PWD. Even at the point of user-testing before E-
government services were deployed for the citizenry, PWD were not involved. The developers
assumed that PWD are not ‘technology-users’. Other developers argued that they were reluctant
to invest in accessibility issues because PWD formed a minority of the market force hence did
not make profit-sense investing in designs for them. The exclusionary process involved agents
who were influenced by drivers (e.g. technological, socio-cultural, political, personal etc) which
shaped their perceptions, actions and practices constituting exclusionary forces. Thus, these
exclusionary forces were inscribed in the development of E-government services resulting in
the exclusion of PWD. Furthermore, differential powers among government officers,
developers and PWD reinforced the exclusion.

However, both government officers and developers argued that if the needs of PWD would be
taken seriously; they should exercise agency. Agency in this regard refers to actions and
attempts by PWD to find solutions to their accessibility challenges. They posited that
exercising agency would help minimize the consequences PWD encounter while accessing E-

government services. These empirical findings suggest the following theoretical propositions:
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P8: WHEN exclusionary forces are exerted by government officers and developers in the
E-government development process YET PWD have limited capabilities to act, THEN their
exclusion is LIKELY to be reinforced.

P9: WHEN PWD have the agency to constrain exclusionary forces associated with the
development process of E-government services, THEN the services developed are likely to

be accessible.

These theoretical propositions derived from the empirical findings are substantiated by
previous studies (Sen, 2000; Goetz & Gaventa, 2001; Estivill, 2003; Rawal, 2008; Kidd, 2014,
2015; Adam & Potvin, 2016). For instance, Estivill (2003) argue that when there is exclusion
by powerful agents, those disadvantaged should find a way to fight against the circumstances
of their exclusion. One way to do this is to “construct their own voice” (Gaventa, 2006: 28).
Voice in this case ‘refers to the range of measures- such as complaints, organised protest,
lobbying and participation in decision-making’ to draw the attention of decision-makers
(Goetz & Gaventa, 2001: 5). In doing so, PWD can guard against their exclusions or mitigate
the effect. Another way is to form interest groups to get a stronger bargaining power (Goetz &
Gaventa, 2001; Rawal, 2008). In this study, the Ghana Blind Union (GBU) was one such
network employed by the visually impaired to seek redress to their challenges. Some visually
impaired reported that they sometimes logged complaints to GBU to be channelled to
government agencies on their behalf. Despite the efforts, the general assertion by many was
that PWD were not doing enough to warrant urgent attention from the government. Some
studies (Sen, 2000; Gaventa & Cornwall, 2006; Kidd, 2014; Adam & Potvin, 2016) in the past
have pointed out that the exclusionary process is evolving and has several dimensions. These
include social, cultural, political, economic, among others. Also, the differences in power
between decision-makers and those at disadvantage often underpin exclusions. Furthermore,

exclusions are higher where individuals use discretion, assumptions or make personal

judgments (Kidd, 2014).
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7.3

Chapter Summary

The purpose of this chapter was to provide a theoretical explanation of the empirical findings

of this study. In the end, nine theoretical propositions were presented grounded in empirical

evidence and supported with literature to show their relevance and validity. Table 7-1 shows

a summary of the theoretical propositions and how they relate to the research questions.

Table 7-1: Research questions and their relationship to theoretical propositions

1. Who are the stakeholders of E-government, and how do they perceive E-government

accessibility for PWD?

P1: WHEN government officers do not broaden consultations on E-government to
include PWD, they fail to inscribe accessibility into E-government contracts, AND
developers are unable to enact it, AND PWD are passively excluded from E-government

services.

P2: WHEN the development of accessible E-government services is dependent upon
government officers and developers, YET PWD lack agency to exert authority over them,
THEY will exercise coercive powers such as employing pressure tactics to make them
responsive to their needs.

. What are the contextual drivers in Ghana that lead to the exclusion of PWD accessing

E-government services?

P4: WHEN technological, socio-cultural and political drivers shape perceptions of
government officers and developers such that THEY inscribe inherent requirements into
the development of E-government services, THEY constitute crucial exclusionary forces
for the exclusion of PWD.

P5: WHEN PWD are constrained by personal drivers such that THEY are unable to
improve capabilities and achieve functionings, their likelihood of experiencing

accessibility challenges becomes potentially high.
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P6: WHEN government officers legitimize accessibility requirements by inscribing them
into E-government contracts, THEN PWD can exercise influence by invoking sanctions

on developers who fail to conform.

P7: WHEN PWD are knowledgeable about policies on disabilities and E-government
development, THEN they can effectively engage and communicate with government

officers and developers and advocate about their accessibility needs.

3. How do contextual drivers and the role of stakeholders reinforce the exclusionary

process?

P3: WHEN PWD fail to be change agents, their constraints and concerns regarding the
accessibility of E-government services are LIKELY to be overlooked by government

officers and developers during the development process.

P8: WHEN exclusionary forces are exerted by government officers and developers in the
E-government development process YET PWD have limited capabilities to act THEN

their exclusion is LIKELY to be reinforced.

P9: WHEN PWD have the agency to constrain exclusionary forces associated with the
development process of E-government services, THEN the services developed are likely

to be accessible.

The next chapter concludes the thesis and presents a discussion on how study contributes to

theory and provides practical suggestions on addressing accessibility for PWD.
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CHAPTER 8 : CONCLUSION AND RECOMMENDATION

8.1 Introduction

The aim of this study, as indicated in Chapter 1, was to investigate the accessibility of E-
government services for PWD. In doing so, the study sought to understand the roles of E-
government stakeholders and the contextual drivers involved in the exclusion of PWD from
E-government services in Ghana and how the exclusionary process is reinforced. The review of
literature on E-government and accessibility phenomena was detailed in Chapter 2. The
philosophical underpinning of the study was presented in Chapter 3. Research methodology,
data collection and analysis are covered in Chapter 4. The findings of the study are reported in
Chapter 5. Discussions of empirical findings in the context of literature are covered in Chapter
6. Theoretical elaborations of the empirical findings are presented in Chapter 7. This chapter
concludes the thesis.

The rest of this chapter is structured as follows: Section 8.2 presents the study overview.
Section 8.3 discusses the contributions of this study to theory and practice, the limitations of
the study are covered in Section 8.4. Section 8.5 highlights suggestions for possible future

research directions and Section 8.6 concludes the study.

8.2 Overview of the study

While studies in E-government accessibility continue to upsurge owing to increased
digitalisation in the operations of governments, not much attention has been given to the
vulnerable in society such as persons with disabilities (PWD). Also, technological determinism
approach has dominated E-government accessibility studies to the neglect of the social context
in which E-government developed. This has made it difficult to holistically address
accessibility challenges regarding E-government for PWD. As a result, this study posed the
following research questions to improve understanding and offer explanations on the role of
stakeholders and contextual drivers in the E-government development process and how they

reinforce the exclusion of PWD from E-government services.
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1. Who are the stakeholders of E-government, and how do they perceive E-
government accessibility for PWD?
2. What are the contextual drivers in Ghana that lead to the exclusion of PWD
accessing E-government services?
3. How do contextual drivers and the role of stakeholders reinforce the exclusionary
process?
An interpretive approach used as the underpinning philosophical approach in this study helped
to gain a better understanding of the phenomenon and thereby enabling the building of an
explanatory theory. The use of case study strategy allowed for face-to-face interactions
affording opportunities to capture the experiential experiences of government officers,
developers and PWD in their natural settings. The reliability and validity of research findings
were enhanced via the use of multiple research methods; observation, interviews and analysis
of policy documents. Thematic analysis revealed important themes and how they are related
to each other which contributed to the development of the E-government development
framework. The framework provided the basis for theoretical elaboration and a set of

propositions to be tested in empirical studies.

8.3 Contributions of the study

This section discusses the contribution of the study to theory and its implication to the

development of E-government and accessibility for PWD in practice.

8.3.1 Contribution to theory

For many of the studies investigating the accessibility of E-government services for PWD,
researchers tend to use technological determinism and follow a positivist philosophical
approach. The dominant use of this approach has tended to ignore contextual elements which
may be inscribed into the development of E-government systems and subsequently the
delivery of services. For instance, it is erroneous to assume that E-government systems are
only made up of hardware and software because every technology is adopted within a
particular context (Orlikowski & Baroudi, 1991; Rose & Hackney, 2003). E-government

systems are complex; intertwining of technology and context in such a way that context
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implicitly or explicitly is embedded in them (Heeks, 2005; Larkotey, Effah & Boateng, 2017).
The neglect of contextual structures in E-government development could, therefore, lead to
‘contextual collision’ and ‘mismatch’ in E-government designs and contribute to its
subsequent failure (Heeks, 2005: 51). This study strongly acknowledged the importance of the
context in which the E-government accessibility phenomenon is being investigated.

Many studies in E-government accessibility lack theoretical foundations. Using social
exclusion theory as a sensitising lens, this study developed a conceptual framework from
literature (Figure 3.5) which was used in data collection. E-government accessibility
framework (Figure 6.1) is also developed from empirical findings which offer an understanding
of E-government stakeholders, contextual drivers and how their roles reinforced the exclusion
of PWD from E-government services. Further, nine clear propositions grounded in empirical
evidence have been outlined to aid future research studies and to validate the E-government
development framework. This study, therefore, has given a new understanding to E-
government accessibility for PWD. This is the first time so far as the researcher knows that E-
government accessibility for PWD has been espoused with a theoretical perspective. Thus, the
methodological contribution of the research lies in the unique blending of theoretical
perspective and the methods that oriented it. And that although the data collection techniques

are not new, their combination with the theory is innovative.

The findings of this study are useful to the understanding of E-government accessibility for
PWD in developing countries, especially, those in Africa as it highlights some areas of neglect
in the research of this phenomenon. Theoretically, the study links the discourse of the
Ghanaian society and E-government and provides guidelines for those developing or
implementing E-government and others intending to implement electronic services that are to
be accessed by all. It contributes to the E-government accessibility debate in developing

countries in the following ways:

1. Provides a theoretical understanding of the development of E-government in Ghana
and how accessibility is perceived by various E-government stakeholders.
ii. Identifies contextual drivers in the development of E-government services in Ghana,

given the context of E-government in developing countries.
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iii.  Shows how these contextual drivers influence the development of E-government
services. Thus, it explains critical elements to consider in the development and
implementation of electronic services.

iv.  Shows how contextual drivers and E-government stakeholders reinforce the exclusion

of PWD from E-government services.

8.3.2 Contribution to Practice

This study has several implications for the development and implementation of E-government
services in Ghana. This is the first time so far as the researcher knows that a study on the
accessibility of E-government services, particularly for PWD has been conducted in Ghana.
Practically, this study is ‘focusing on something that has been neglected’ (DEV ;) in the Ghanaian
context. This research, therefore, creates awareness of the phenomenon in the Ghanaian
context (PWDs 16, DEV3,47, GOVyg) and offers several practical recommendations for
government agencies, ministries and departments providing electronic services to the public.
Further, it makes useful suggestions for PWD and disability-oriented organisations regarding
means to intensify the promotion of their accessibility needs. The findings could also be
relevant for any institution rendering services via electronic platforms (e.g. hotels, banks). The
suggestions for practice are derived from the theoretical propositions that emerged from the
study.

The findings of the research identify influences in the development of E-government services
that result in accessibility challenges thereby excluding PWD. Practical approaches to ensure
accessibility needs of PWD are catered for by E-government implementers and their

accessibility experience improved are outlined in Table 8.1.

Table 8-1:Practical approach to improving the accessibility of E-government services

Practical suggestion Associated
proposition
Government officers should incorporate accessibility requirements into the drafting P1, P6

of E-government contracts to compel developers to design accessible services.

Subsequently, design considerations for PWD should be clearly indicated in the
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Practical suggestion

execution plan of developers before they are awarded E-government contracts. In so
doing, accessibility would become legitimized and would receive apt attention from
the developers’ community. The development of E-government services like any
other electronic service involves several steps which include analysis of users needs,
system design, programming, program testing for users, implementation and
maintenance (Jasmi et al., 2018). Government ministries, departments and agencies
should broaden consultations leading to the development of E-government services
by involving PWD from the stage of analysing user needs where they solicit views
from different stakeholders to gather requirements. In this way, the accessibility
needs of PWD would easily be incorporated into the drafting of E-government
contracts. Governments and organisations should recognise that it is cost-effective to
develop accessible E-government services from the start than to do a retrofitting at
a later stage (Rubaii-Barrett & Wise, 2008; Abu-Doush et al., 2013).

State institutions should be aware that perceptions play an important role in the
development of accessible E-government services for PWD. They should recognise
perceptions influence actions and the response of E-government implementers
towards accessibility. Such perceptions which are formed and shaped through
interactions of E-government implementers with their contextual settings are fed
into the development process (Yildiz, 2007; Rowley, 2011; Sullivan, 2011; Kettani,
2014; Larkotey, Effah & Boateng, 2017). For this reason, institutions should make
efforts at creating the enabling environment that would foster equal opportunities
for PWD. Measures such as providing appropriate training on accessibility for
developers and government officers, incorporating accessibility and disability
content into educational syllabus would help reshape any negative perceptions of E-
government implementers and the population at large. Also, there is need to
implement policies on accessibility and AT to provide strong backing to the disability

fraternity.

Associated
proposition

P4
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Practical suggestion

PWD should take up the role of being frontrunners in propagating the accessibility
agenda. Disability organisations and individual PWD should create greater
awareness of their accessibility needs through diverse means such as informal
education various levels (e.g. family, community) and providing training for E-
government implementers. This would help not only to shape perceptions of society
but they would become familiarise with their accessibility needs. The disability
fraternity should recognise that the lack of awareness of their accessibility needs is
one cause of their neglect. PWD should take a keen interest in the development of E-
government services going forward as the government is advancing steadily in the
provision of electronic services to ensure their needs are incorporated from start. They
should make their voices heard by ensuring their representation at all levels (e.g.
local, national) of decision making. Failure to take control of their lives and demand
their rightful place in the public sphere will lead to their continual neglect and
exclusion (Fontes et al., 2014; Roca & Bernal, 2016).

PWD should endeavour to improve their capabilities to become a force to reckon
within society. PWD should strive to remove barriers to accessing E-government
services where efforts are dependent on them. They should educate themselves about
policies and legislation that is pertinent to their well-being. Their abilities to
constrain E-government implementers and mitigate attempts to overlook their needs
would largely depend on their knowledge resource (Lyytinen & Ngwenyama, 1992;
Rose & Hackney, 2003; Goss, 2017).

Associated
proposition
P3, P9

P5, P7

8.4 Limitations of the study

While this study was conducted following a systematic approach to ensure rigour and validity

of the findings, there are few limitations that may arise regarding the participants, context-

specific understanding of E-government, the study approach, the theory that espouses the

study. Firstly, this study was conducted in Ghana; a developing country where E-government

implementation has not reached its full maturity. The Government of Ghana at the time of
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data collection was offering mostly informational with few transactional services. E-
government implementation was also not well decentralised, and so, its impact was not much
felt at the local and district levels. The adoption of mobile technologies by the government to
deliver services in Ghana was also limited at the time of research. For this reason, the
assessment of E-government accessibility was somehow skewed to the use of E-government
websites and portals. Therefore, the participants perceived and understood E-government in
the light of the services available to them and thereby provided their responses along those
lines.

Secondly, government officers who participated in the study though were involved in E-
government projects, were necessarily not the ultimate decision-makers to determine what E-
government services got developed. Consequently, their responses were in accordance with the
level of authority they exerted regarding the development of E-government services.
Political leaders are expected to demonstrate inclusiveness and to lead public policies that
discriminate against stigmatised minorities (Barry, 2002). Disability matters play a significant
role in political campaigns in Ghana as political parties often seek to capture the attention of
PWD by making them feel belonged via their parties’ manifestos. Against this background,
responses by government officers might have been influenced by politics for fear of being
victimised or seen to be running down the government since interviews were conducted at a
time there had been a change in the political dispensation.

The use of the social exclusion theory was useful in identifying key E-government stakeholders
and contextual drivers that shaped the exclusionary process with regards to accessibility for
PWD. The theory also provided a comprehensive understanding of how stakeholder, together
with contextual drivers, reinforced the exclusionary process. Subsequently, the theory
enhanced understanding of how to promote accessibility for PWD. Further, from a critical
realist standpoint, social exclusion theory emancipates PWD by providing policy direction
(Fontes et al., 2014) that would improve accessibility for PWD. However, using the social
exclusion theory, the researcher was more concerned with the social practices and processes
and therefore, paid little attention to the E-government system as a technological artefact. For

instance, E-government websites, portals and applications rendering services to citizens in
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Ghana were not technically evaluated by the researcher (e.g. through the use of assistive

technologies) or disabled users to detect accessibility errors.

8.5  Suggestions for future studies

This study employed the social exclusion framework as a sensitising lens which was useful to
achieve the objectives of this research. However, findings of this study reveal that power
differences among agents and influence processes are key to developing accessible E-
government services for PWD. These concepts could be better explored in future empirical
studies using organisational influence theory to analyse and understand in-depth the power
relationships among agents (Ngwenyama & Nielsen, 2013). Understanding the power
dynamics among agents in any organisation is important as it influences the quality of
organisational output (Kotter, 1977; Cohen & Bradford, 1989). Also, ‘how change agents are
able to make intended changes and achieve such changes can better be understood’ through
the framework of organisational influence theory (Nielsen & Ngwenyama, 2002: 217). In this
way, the choice of influence tactics devised by each agent to influence accessibility could better
be explored (Kipnis, Schmidt & Wilkinson, 1980; Cohen & Bradford, 1989).

The findings of this study show that several structures place PWD at a disadvantage hindering
their access to E-government services. Further, structures and their interactions with agents
shape the development of E-government services. Future empirical studies to investigate
further on the concepts of structures and their interactions would help to enhance the
understanding of accessibility challenges of PWD. Structuration theory introduced by
Giddens (1984) could be a useful lens to understand how the human agency interacts with
social structure and how structures produce and reproduce rules over time that constrain or
enable human actions. According to Giddens (1991), structure does not exist outside the
individual but practices; so as practices change over time, so do structure. From this
perspective, how practices of developers and government officers change and enact structures
over time and their linkage to accessibility could be well interrogated. Similarly, unintended
consequences PWD encounter as a result of E-government implementers’ actions could also be
examined (Lyytinen & Ngwenyama, 1992). Also, since structuration theory places practices at
the core of social analysis, practices of developers could be studied in relation to E-government

development outcomes (Rose & Hackney, 2003; Whittington, 2010).
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Future studies to examine from the perspective of PWD factors that influence their adoption
of E-government services will be useful to understand the extent to which accessibility plays
arole. For instance, the inclusionary framework of e-government adoption proposed by Pethig
and Kronung, (2015) indicate that accessibility is one of the factors that influence adoption.
Also, the present study observed and interviewed the visually impaired among the broader
category of PWD. The inclusion of diverse disability categories is recommended for future
studies to throw light on accessibility experiences of each category of impairment. This could
help compare similarities and differences in accessibility challenges according to the category
of impairment. Again, a nationwide data collection should be undertaken in the future to
enable comparative studies among regions and to identify if any, variations with regards to
opportunities the different categories of PWD have and the challenges relating to the

accessibility of E-government services amongst regions.

The observations made during the study and the findings show that E-government services in
Ghana were mostly informational. It is recommended that a similar study be carried out when

all government services have moved completely online (obtained full maturity).

8.6 Research conclusions

This chapter concludes the thesis titled: ‘Accessibility of E-government Services for Persons
with Disabilities in Developing Countries- The Case of Ghana’. The overview of the study has
been presented by revisiting the research questions, study approach and reiterating, in brief,
the research findings. This research proposed an explanatory framework of E-government
accessibility for PWD. The components and relationships in the framework were developed
inductively from different data sources and multiple stakeholders which allowed emanating
themes and relationships to be validated. The study contributes to a better understanding of
influences on the E-government development process, how services become inaccessible and
the accessibility challenges PWD face. The research implications for both theory and practice
have been discussed. In light of this, research limitations with suggestions for future research

studies have been presented.
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10.

10.1

ATTACHMENTS

Sample of Consent Form

UNIVERSITY OF CAPE TOWN
Department of Information Systems

Leslie Commerce Building
Engineering Mall. Upper Campus
OR Private Bag. Rondebosch 7701
Tel: 630-2261
Fax No: (021) 650-2230

To Whom It May Concern:

E-government has the ability to enhance the quality of government services to citizens
through the uze of ICTs, particularly internet web-based applications. It allows access to
government information and services at convenience. E-government is perceived to hawve
several benefits for perzons with dizabilities. This study forms part of the requirements for
completing a PhD Degree in Information Systems at the University of Cape Town (UCT),
Department of Information Systems. It seeks to investizate the accessibility of E-government

services for persons with dizahilities in Ghana,

We would greatly appreciate your time and effort in responding to the interviews. Your
participation in this research is voluntary. All information will be treated in a confidential
manner and used excluzively for this study. Your name not will be recorded or published. You
will not be requested to supply any identifiable information, ensuring the anonymity of your

responses. Your participation in this study would be greatly appreciated but is entirely

voluntary.
Sincerely,
Millicent Agangiba Salah Kabanda
7 W ) b M‘—_ '
S APIHAT A

Rezearch Supervizor

. ! 3 TCT)
Recearcher | PLD Student, (ULT) Department of Information 3vstems

o .
Department of Information Svstems University of Cape Town
. ) Email: selah kabanda.uct.ac.za
Email: sgnmil 001 @myuct ac.za Telephone: +27-(021)-6504253

University of Cape Town
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10.2 Research Instrument
Section A: Demographies
Gender
Age
Section B: Government (Officers
1. What 15 vour position here in the agencv?
2. Howlong have vou been working here?

Awareness of accessibility and FWD

3. Are vou aware that Fersons with dizabalities uze ICT related zervices?
4. Are vou aware of how the blind access the web?
Policies and implementation issues
3. Asan agency how does government policies impact on the way vou develop E-government services?
6. Who iz involved {which stakeholders) fwhe were invelved in the development of the policies related to the
accessibility of services for PWD?|
0  Would vou =av these were the right actors, or an important stekeholder waz no consulted during the
development of the policy?
How waz public engagement obtained about the policy, specifically enragement from PWD?
What iz not working with regards to the policy? What was the intention behind the development of the
policy?
Enowledge on assistive technologies
1. Do vou know about assistive technologies?
0 Which ones are vou familiar with?
0 What government policies or imitiatives exist to ensure assistive technologies are available and affordable
for FWD?
0 Have vou received treining on accessibility before?
Drafting requirements E-government services
8. What are some of the factors that influence acceszible E-government development?
9. What resources are required to implement a successful acceszible E-government zervices for FWDY
0 What would vou need?
If vou do not know, whe would do know?
What challenges are thev facing in this regard?
Who is to provide what resource?

When was the first move made to provide the resource(s) and since then what has happened?

[ T i T e T i R s

What 1= currentlv available in terms of resources, to ensure that accessible E-government services for

PWDs= o Ghana?

Perceptions on accessibility

10. What iz vour opinion with regards to accessibilitv? Do vou consider it a priority?

11. Who should enforce accessibilitv? Is it vou, the government, or PWD, or public institutions such as learning
institutions?

12. Which other stakeholders do wou think hawve & role to play in improving E-povernment accessibility for FWDs,
particularly the visuallv impaired?

Bection C: Web Developers

1. Year of Programming experience

2. Have vou developed applications for anv government sgency?

(]

Which applications have vou developed

Awareness of accessibility and FWD
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4. Are vou aware that Ferzons with Disabilities use ICT related zervices?

n

Are vou aware of how the blind accesses the web?

6. Do vou know of anv wav government promotes accessihility of zervices for PWDs?

0 When did vou become aware? Was 1t dunng vour traiming? Which vear? In which course?

0 Are vou gware of the PWD Act and itz consequence on design?

0 Would vou =av vou were made thoroughly aware of the consequences of not having accessible websites for
FWD bv (1) Universitv, and (2) Government?

Awareness of policies

How familier are vou with the Personz with Dhsabilitv Act in Ghana? Does it have any implication on how vou
design vour weh¥
8. In wvour opinion, how does government policies impact on E-government accessibility?
o Do vou think the policv/act are effective or ineffective?
Enowledge of assistive technologies
9. What do vou know ebout azsistive technologies?
10. Which assiztive technologies have vou worked with?
© What were the circumstances that warrented vou to work with them dunng vour desipn and
implementation of & webhsite?
Development process
11. Do wou evaluate vour websites after design?
o How do vou go ebout this evaluation?
o Doesitinclude having a PWI aszessing the =ite?
0 What criteria’s do vou use to assess the accessibility of vour sitez?
12. Whet measures do vou take to ensure individuels using assistive technologies can access the web?
13. Which guidelines do vou follow in developing web applications?
14. Do vou know about the W3C guidelines?
Views on accessibility and responsibility towards aceessibility
13. Wheat in vour opinion iz vour role with regards to improving E-povernment accessibility?
16. Which other stakeholders do vou think have a role in improving acceszibility of E-government zervices for FW D=
17. What do vou think are some of the factors which influence the development of accezmible E-government
applications?
18. Hawve vou received traiming on accessibility before?
19. Wheat iz vour opinion with regards to accessibility?
o Do vou conzider it a priority?
2. Who should enforce accessibihitw?

o Isit vou, the government. or PWD, or public in=titutions such az learning institutions?
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Section D: Persons with Disabilities

Understanding the individual’s background
1. Where did wvou school?
2. What work do vou do?

3. Job title or position in orgamzation
4. How did vou become visuslly impaired? How what the tran=sition like?
3. How do vou get vour voice heard when 1t comes to challenges using government services?

6. How do vou use vour position to influence government or erganization to address vour circumstances?
Understanding sitnation with regards to aceessing E-government Information
7. What E-government platforms or online services provided by government do vou know of?
8. How do vou accesz E-government services?
0  Why that option?
o Can vou use other alternatives?
9. What do vou think are the reasons why vou find 1t difficult accessing or using exasting E-government services?
Policies and implementation issues
10. Do the existing policies on disabilities promote accessibility of E-government services for PWD?
11. What policies do wou think rovernment should put in place to enhance acceszibility of E-government zervices?
Ascistive Technologies and training
12. How does availebihity and cost of assistive technologies affect vour use of the web or online services?
13. Does user expenience and traiming on assistive technologies in anv way enhance accessibilitv?
14. How affordable are aszistive technologies vou use or require?
Design and implementation issues
13. How easv are vou able to nevigate the E-government wehszite without difficultv? (checking for acceszible design)
16. In wour opinion does the E-government portal provide clear and easy to follow procedures, processes and
instructions?
17. In wour opimon which other stakeholders do vou think have a role in improving acceszsibihtv of E-government
service?
Problems related to the lack of access
18. What challenges do vou face or hikely to encounter as a result of vour inabilitv to access E-government zervices?
(identifv specific challenges PWI have as a result of excluzion)
19. How does vour inahility to access E-government services affect vour livelihood?
0 Are vou ahle to scquire services as fast as others?
o Are vou able to scquire E-government services at zame cost as others?

20. How (and what) are vou likelv to lose out of all government services become accessible only through the internet?
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10.3 Consent of Stakeholders

Consent from National Information Technology Agency, (NITA)-Ghana

@I& NATIONAL INFORMATION TECHNOLOGY AGENCY (NITA) oZay
D (MINISTRY OF COMMUNICATIONS)

6th Floor, Ghana House, High Street | PMB, Ministries Post Office, Accra, Ghana | Tel: +233-302-661777/661800 Fax: +233-302-661833
www.nita.gov.gh

Our Ref. No.: NITA/ADM/16/01/12

12 January, 2016

RE: INTRODUCTORY LETTER

Millicent Akotam Agangiba
University Of Cape Town
South Africa.

The above mentioned student has indicated that she has been awarded entry into a PhD program
in the University of Cape Town, South Africa. She has indicated to us that her PhD research
programme topic is on investigating E-Government accessibility for the visually impaired.

The National Information Technology Agency (NITA), Ghana is the Organization responsible
to provide leadership in the area of e-Government implementation in Ghana and provides

materials on such programmes to researchers upon request.

We are in a position to assist Mrs. Millicent Agangiba in this direction whenever our services
are needed to ensure a successful research programme.

Thank you.

GEORGE ATTA-BOATENG
AG. DIRECTOR GENERAL
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Consent from Ghana Blind Union

i$*v GHANA BLIND UNION

Dignity And Progress P. O. AC 496, Accra - Ghana
Tel: 233 (0) 302 680102 / 4
Fax: 233 (0) 302 677963

11" January, 2016.

Mrs. Millicent Akotam Agangiba,
University of Cape Town,
South Africa.

Dear Madam,
RE: INTRODUCTORY LETTER

The Ghana Blind Union is pleased to help you in whatever way possible to make your research
fruitful.

Thank you.

Yours fgithfully,

Dr. Peter Obeng-Asamoa
Executive Director

Ghana Society for the Blind and Ghana Association of the Blind are now Ghana Blind Union
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10.4 Profile of Respondents

Demographic data of the Visually Impaired

Interviewee | Gender | Age | Duration of Occupation Educational Level | Degree of
impairment impairment
PWD1 Female |22 | 10 Student Tertiary (B3c) Elindnez=
PWD2 Male 35 | 25 AT Instructor Tertiary (B3c) Low wizion
PWD3 Male 3l 16 Educationist Tertiary (B3c) Blindness
PWD4 Male 52 iz ICT Director Tertiary (PhD) Elindneaa
PWD5 Male 23 From hirth Teaching Assistant Tertiary (B3c) Blindness
PWD6 Female |49 | From hirth State Attorney Tertiary (MBA) Elindnez=
PWD7 Male 23 14 Teaching Asasistant Tertiary (B3c) Low vizien
PWD3 Male 24 |13 Student Tertiary (B3c) Elindnez=
PWD9 Male 38 23 ICT Director Tertiary (M3c) Blindness
PWDI10 Male 22 14 Student Tertiary (B3c) Elindneza
PWDI1 Male 22 |15 Student Tertiary (B3c) Blindness
PWDI12 Male 20 | From hirth Student Tertiary (B3c) Elindnez=
PWDI13 Female |29 27 Cusztomer Care Personnel | Tertiary (MBA) Blindnes=
PWDI14 Male 50 | From hirth Lecturer Tertiary (PRD) Low wizion
PWDI13 Male 52 From hirth Muzician Secondary Low vizien
PWDI16 Male 37 30 Journaliat Tertiary (B3c) Low vizion
PWDIL7 Male 40 10 Teacher Tertiary (B3c) Blindnes=
PWD18 Male 3 26 Unemployed Tertiary (B3c) Elindne:=

Demographic data of Government Officers

Interviewee | Gender Agency Position Years of working
in agency

GOV1 Male Miniztry of Finance Aggiztant Programmer | 6

GOV2 Male Miniztry of Gender, Child and NCPD Executive 28
Social Protection

GOV3 Male National Information IT Applications Officer | 4
Technology, NITA

GOV4 Male National Information E-government Azsiat 3
Technology Agency, NITA

GOV: Female National Information IT Applications Officer | 2
Technology, NITA

GOVa Male National Information NITA PRO 4
Technology, NITA

GOVY Female Ghana Education Service Municipal Director 37

GOVE Female Registrar Generals’ Department Senior Programmer 14

GOVY Male Ministry of Gender, Child and Manager 7
Social Protection
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Demugrap].lic ﬂata ﬂf DGTEIGPEI‘S

Interviewee | Age Range Years of Programming E-government applications developer
DEV1 25-30 5 No
DEV2 40-43 24 Yea
DEV3 20-25 i Yes
DEV4 40-45 14 No
DEVS 35-40 13 Yea
DEVA 35-40 14 Yea
DEVY 25-30 8 Ye=
DEVA 20-25 3 Yes
DEVY 25-30 2 Yea

DEV1{ 25-30 3 Yea
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10.5 Sample of Transcript Verified by Respondent

people. So, umm ... if I get the chance to work on any android project,
I think I will start from how am how am I going to structure it to fit
uhh to be use usable for people who can't do this who can't do that.
And if it's ... something that's feasible the technologies are... ahaah
then I will... I will gladly do it.

Q: mm ok. so ... what else would you want to add may... I have not asked
you but you think is important to this discussion so that I consider it.

R3: uhhmm that umm... how important is erhh making a.. how
important is erhh.. education of uhh... how will it be important...
how ... is it going to impact on us if we are... right from our our
kindergarten we...are taught about the... the disabled people how
they do their stuff? because if if we are... if we are to talk about those
stuff right from our childhood, then it...becomes our mindset yes so
if if e if umm if we get we get to our kindergarten and then we are
taught then hey these people this is how they do their stuff,
‘blablablablabla’ then we can just go with that and then being an
engineer, it's just part of you so you do it.

Q: Ok alright so thank you very much.
R3: You are welcome.

jamf,‘ne UJB‘\%L ch\mf}va;ﬂt aar 28w/ ladendews O
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10.6  Policy Documents Analysed

Policy Title of policy Reference
Material
PAM Data Protection Act htips:/f'www.dataprotection.org.ch/sites/default/files
/Dataa20Protection %20 Act % 20%2C%202012%20
%028Act%:20843%29.pdf
PM:z National Council on Persons with https://www.inclusionghana.org/resources/advoc
Dizability. Guadelines for the acytoolkits/Guidelines %o 20for % 20Disbursement
disbursement and management the Ya200f% 20D1strict Y0 20 Assembly % 20Common
District Assembly Common Fund Ye20Fund.pdf
PM: Electronic Transactions Act https://'www.moc.gov.gh/sites/default/files/down
loadzFlectronic ¥ 20
Communications% 20Act-775.pdf
PN+ Ghana e-Government https://www.ghanahealthservice.org/downloads/
Interoperability Framework Ghana eGIF Main.pdf
PMs Ghana Government Enterprise https://nita.zov.ch/wp-
Architecture Framework cantentfuplnadsle}].?flszGE:i—_-ﬂ.ssessment—
Framework.pdf
PMs National Communications Authority | https://www.moc.gov.zh/sites/default/files/down
Act loads/Ghana-National-Communications-
Authority-Act-769.pdf
PM: The Ghana ICT For Accelerated https:f.-"w'ww.Ehanahea]t]:lservice.nrgfdownloadsf
Development (ICT4AD) Policy Ghana % 20ICT4AD %2
Policy.pdf
PMs National Information Technology https://nita.zov.ch/wp-
Agency Act content/uploads/2017/12/National-Information-
Technology-Agency-Act-Til.pdf
PMs Perzons with Disabality Act http://www.humanrightsimitiative.org/publicat:
ons/shanaldisability rishts
_in_ghana.pdf
PMio Convention on the Rights of Persons | http:/www.un.org/dizabihities/documents/conve
with Disabilities and Optional ntion/convoptprot-e.pdf
Protocol
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10.7 Research Code Book

Name Deszcription No. of Sources Coded Hierarchical Name
1.  Accessibility requirements benefits of accessibility for FWD and the 33 Nodes\\Accessibility requirements
requirements necessary to improve accessibility
1.1 Accessibility awareness awareness on accessibility and education on 26 Nodes'\ Accessibility requirements ‘Accessihility
dizabilities is needed to improve accessibility awareneas
1.1.1 Creating accessibility different stakeholders are needed in the creation of 13 Nodes\\ Accessibility requirements ' Accessibility
awareness accesaibility awareness among the Ghanaian awareness\Creating accessihility awareness
populace
1.1.2 Lack of awareness on lack of awareness on accessibility and disabilities 21 Nodes\\ Accessibility requirements ' Accessibility
dizabilities and accessibility mterfere with the judgement of developers and awareneszs'\Lack of awareness on dizabilities and
agencies rendering E-government services accessibility
1.2 Accessibility needs and benefits | accessibility views expressed by developers and 27 Nodes\\ Accessibility requirements ' Accessibility
government officers, acceasibility prerequisites and needs and benefits
the potential benefits
1.1.1 Accesaibility needs necessary requirements needed in place to improve 22 Nodes'\ Accessibility requirements ‘Accessihility
acceszibility needz and benefits\ Accessibility needs
1.1.1.1 Accessibility cost accessibility involves investment of time and 9 Nodes\\ Accessibility requirements ' Accessibility
resources (e.g. money, human resource) needs and henefits\Accesaibility needs'\Accessibility
cost
1.1.1.2 Accessibility requires accessibility requires knowledge on available 13 Nodes\\ Accessibility requirements ' Accessibility
tools and knowledge accesaibility tools and how to implement them needs and henefits\Accesaibility needs'Accessibility
requires tools and knowledge
1.1.1.3 Accesaibility training training is an eszential tool to understand the 21 Nodes\\ Accessibility requirements ' Acceasihility
accessibility needs of PWD and to gain more needs and benefits\Accesaibility needs'Accessibility
knowledge training
1.1.1.4 Exclusive content there is a need to design exclusive web content for 2 Nodes\\ Accessibility requirements ' Accessibility
PWD to ensure accessibility needs and benefits\Accessibility needs'Exclusive
) content
1.1.2 Accessibility benefits incorporating accessibility features in software caters 17 Nodes\\ Accessibility requirements ' Acceasihility
for the needs of a wide range of users making the needs and benefits\ Accesaibility benefits
software more nzable and inclusive
1.1.2.1 accessibility increases accessibility of software has greater benefit for a 11 Nodes\\ Accessibility requirements ' Accessibility

Coverage

wide range of user which include the aged, illiterate

and less educated

needs and benefits\Accessibility

benefita\accessibility increases coverage
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Name Description No. of Sources Coded Hierarchical Name
1.1.2.2 accesaible design more accezaibility of software increazes their oversll 7 Nodea\Acceasibility requirements "Acceazibility
usahle usahility needz and benefitz\ A ceesaibility benefits\accezsible
design more uzahle
1.1.3 Acceszibility views opinions of developers and government officers 19 Nodes\'\ Acceszibility requirements \Accessibility
regarding acceezibility for PWD needs and henefits\Acceaaibility views
1.1.3.1 A conzideration accezaibility iz needful and zhould be conzidered 4 Nodea\Acceaaibility requirements \Acceazibility
neads and henefitz\ Acceazibility views'd
conzideration
1.1.3.2 A prierity accezaibility should be a top priority 3 Nodea''\Accesaihility requirements "Acceszibility
neads and henefits\ Acceazibility views'\A priority
1.1.3.3 An afterthought acceszibility iz not thought of az part of the initial 4 Nodes\'\Acceszibility requirements \Accessibility
design needs and henefits\Acceaaibility views'dn
afterthought
1.1.3.4 Not a pricrity accezaibility iz not a topmoat priority 14 Nodea"\Acceaaihility requirements "Acceazibility
neads and henefitz\ Acceazibility views'Not a
priority
1.1.3.5 Social rezponzibility accezzibility zhould be zeen az a zocial responeibility 5 Nodez"Accezaibility requirements "Acceszibility
neads and henefitz\ Acceazibility views'Social
reeponaibility
1.3 Education on dizabilitiez and education iz key to zensitizing developers and the 23 Nodea"Accezaibility requirements "Education on
accezaibility zociety at large on accesaibility and dizabilities to dizabilitiez and accezzibility
create awareneza and break negative barriers around
PWD
1.3.1 education on accezzibility educating on acceezibility and including accezeibility 11 Nodea"Accezaibility requirements "Education on
in study curricula for achools dizabilitiez and accezzibility'education on
accessibility
1.3.2 education on dizabilities educating on dizabilities and including dizability 14 Nodea"\Accezaibility requirements "Education on
ztudiez in educational ayllabue iz ezzential dizabilitiez and accezzibility'education on
dizabilities
2. AT acquisition and nsage challenges relating to tools, gadgets and technologies 37 Nodes\\ AT acquisition and usage
PWD use; how to acquire them, train in them and
efficiently use them
2.1 AT policy implementation implementation of policy to provide subvention and g Nodea' AT acquisition and uzage VAT policy

regulate the zale of AT

implementation

260




Name Deseription No. of Sources Coded Hierarchical Name
2.1.1 Policy on AT in progresz effortz are being made to formulate policy regarding 3 Nodes'\ AT acquizition and usage "AT policy
aszistive technologies implementation' Policy on AT in progress
2.1.2 Policy on AT needed there iz need for a policy on assistive technologies to 7 Nodea' AT acquisition and uzape "AT policy
enzure their availability and reazonahble cost implementation'\Policy on AT needed
2.2 AT required for access assiztive technologiez and devices are necezzary for 23 Nodea'\ AT acquisition and usage "AT required for
accessing E-government zervices access
2.2 1Azsiztive tools enable accesz | assiztive technologies and tools enable PWD 19 Nodea' AT acquizition and uaage "AT required for
particularly the vizually impaired to access accesz! Azsistive toolz enable accese
electronic padrets and services
222 AT makes working easier assistive technologies make it easier for PWD to 9 Nodez' AT acquisition and usage "AT required for
perform daily tazks accezz' AT makes working eacier
2.3 Availahility and affordability of | asesistive technologiez and devices need to be readily 26 Nodea'\ AT acquisition and usage "Availability and
AT available and affordable to PWD to enhance affordability of AT
accezzibility
2.3.1 Availability of AT assistive technologies are out of reach and not 14 Nodez't AT acquisition and usage "Availability and
readily acceaaible for PWD to have acceze affordability of AT \Availability of AT
232 Coztof AT aszistive technologies and devices for PWD are very 23 Nodea' AT acquisition and usage "Availahility and
expencive in Ghana affordability of AT\Cozt of AT
2.4 Government needed provizions government need to make to enaure 17 Nodea'\ AT acquizition and usage WFovernment
interventions on AT affordable, readily available aszistive technologiss needed interventions on AT
and effective training in them
241 Free access to AT the government should make a deliberate effort by 8 Nodez't AT acquisition and usage overnment
zupplying azziztive technologies to PWD or zetting needed interventionz on AT'\Free accesa to AT
up a centre PWI to have free accesz to them
2.4 2 Providing or negotiating for the government should provide grants or negotiate 2 Nodea't AT acquisition and uszage overnment
grants with investors to azaizt with srants towards azaiztive needed interventionz on AT\Providing or
technologies negotiating for grants
2.4.3 Rezourcing achoolz and the government chould rezource achoolz and 6 Wodea'\ AT acquizition and usage "Government

traimmin g

teaching institutions with assistive technologies to

zupport with training in them for dizakled ztudents

needed interventions on AT'Resourcing =chool=

and training
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Nm

Dmﬁrﬁm

No. of Bources Coded

Hierarchical Name

2.4.4 Subsidy on AT the government should support by way of providing 10 Nodea\ AT acquisition and usage \Fovernment
zubzidies on AT to reduce their cost needed interventions on AT\Subeidy on AT
2.5 Limited capahilitiez of AT izgues regarding unlicenzed uze of AT which leads= to 13 Nodea'\ AT acquisition and usage "Limited
limitations in functioning capahilitiez of AT
2.5.1 Limited functionalities aesistive technologies such as screen readers have 9 Nodea' AT acquisition and usage "Limited
limited functionalities; e.z. they not able to dezcribe capabilitiez of AT \Limited functionalitiez
graphicz and read some pdf documents
2.5.2 Unlicensed use uze of unlicenzed zcreen readerz by cracking them 3 Nodez\\ AT acquizition and nzage "Limited
thereby hlacklisting uzers when connected on the capahilitiez of AT\Unlicenzed uze
internet
2.6 Local production of AT there iz a need for research investment in AT to 8 Nodes'\ AT acquisition and uzage "Local
promote local production production of AT
2.6.1 Importation of AT moszt azeistive technologies uzed in Ghana are 6 Nodea'\ AT acquizition and uzage "Local
imported from abroad production' Importation of AT
2.6.2 Beducing cozt through local producing AT locally can potentially help to reduce 2 Nodea'\ AT acquizition and uzage "Local
production their cost production' Reducing cost through local
production
2.6.3 Besearching in AT there 12 need to intenzively rezearch into azeistive 3 Nodez'\ AT acquizition and uzage "Local
technologies to identify zapz and feazibility for their production'\Rezearching in AT
local production
2.7 Stakeholders' knowledge in AT awarenesz and knowledge developers and 19 Nodes' AT acquizition and uzage 'Stakeholders’
government officers have regarding AT and how knowledge in AT
they compenzate dizabilitiez of PWD
2.7.1 Familiarity with AT developers and government officers’ awareneas on 16 Nodez'\ AT acquizition and nzage 'Stakeholders’
aeeiztive technologies and how they azsizt PWD knowledge in AT \Familiarity with AT
2.7.2 Knowledge on how AT knowledpe developers and government officers have T Nodez\\ AT acquizition and naage 'Stakeholders’
operate and ought to have regarding asaiztive technologies knowledge in AT \Enowledze on how AT operate
2.8 Training in AT izzues relating to the significance of training in 19 Nodea' AT acquisition and usage "Training in AT
assiztive technologiez, cost of training and
availability of trainine facilities
2.8.1 Importance of training the zsignificance of training in aszistive technologies 16 Nodea\\ AT acquizition and nzage "Training in
and the benefitz thereof AT Importance of training
2.8.2 Lack of expertize izsuez relating to the awvailability of experts to train 10 Nodea", AT acquisition and usage "Training in

PWD in azeiative technologiez and devices

AT'\Lack of expertize
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2.8.3 Traiming cozt cost of training in AT is high especiallv for thoze T Nodes', AT scquisition and usage " Training in
PWD not enrolled in educational institutions AT \Traiming cost
2.5.4 Traimng facilities there are limited facilities providing traiming in T Nodes\, AT sequusition and usege "Training in
gzsistive technologies for FWD AT\ Training facilities
8. [Effects of inaccessibility existing challenzes FWD face and potential 24 Nodes\\Effects of inaccessibility
consequences they will encounter due to lack of
access to E-government services
3.1 Cost burden lack of access to E-government services incresszes the 12 Nodes\\Effects of inaccessibility \Cost burden
cost of accessing povernment services for PWD ez,
malang multple tops to government offices)
3.1.1 Extrs cost greessing E-government services comes at 8n extra T Nodes\\Effects of inaccessibility WCost
cost for FWI who need to first purchase s=sistive burden'Extra cost
technologie: and train in them
3.1.2 Low financisl status many PWD earn low salanies, and several of them 10 Nodes\\Effects of inaccessibility WCost burden'Low
are unemploved maling it difficult to cope with the finsncial status
high finsncial ehlizations
3.2 Lack of independencs and lack of access makes PWID dependant on others in 14 Nodes\\Effects of inaccessibility \Lack of
privacy effect reducing their povacy and confidentishtw independence and privacy
3.2.1 Lack of independence lack of access to E-government services makes FW I 14 Nodes\\Effects of inaccessibility \Lack of
dependant; alwavs relving on assistance to access independence and privacy'Lack of independence
nformation and services
3.2.2 Lack of privacy lack of access to E-government services reduces 6 Nodes\\Effects of inaccessibility \Lack of
prvacy for WD hecause others get to know their independence and privacy'Lack of privacy
confidentizl information while aszsiztine them
3.3 Living deprived life lack of access to E-government services deprives 9 Nodes\\Effects of inaccessibility \Living deprived
PWD of essential information and services svailable hfe
for their non-dizabled counterparts
3.3.1 Depravation lack of access restricts PWID deprmving them of a Nodes\\Effects of inaccessibility \Living deprived
eszential information and services hfe'Depnvation
3.3.2 Stagnation progress of PWI will be slow and has a tendency of B Nodes\\Effects of inaccessibility \Living deprived
effecting their livelihood hfe'Stagnation
3.4 Low productivity lack of access to E-government services makes FW I 12 Nodes\\Effects of inaccessibility "Low productivity
lesz productive, miting their performance and
3.4.1 Creating himitations PWI are hmited in their achievements as they must [ Nodes\\Effects of inaccessibility \Low
rely on others for assistance productivity'iCreating hnitations
3.4.2 Reducing efficiencv PWDD are less efficient therebv reducing their 9 Nodes\\Effects of inaccessibility \Low
productivity productivity Reducng efficiency
3.5 Risk and emotional effect lack of exceszz makes PWDD feel a senze of & Nodes\\Effects of inaccessibility "Rizk and

dizerimination and exposes them to zeverel other

rick=

emotional effect
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3.5.1 Deepening dizcrimination lack of accesz to E-government zervices amounts to 4 NodeaV\Effectz of inacceazibility \Rizk and
dizcrimination againat PWD from government emotional effect\Deepening discrimination
3.5.2 Negative emotions lack of accesz to E-povernment zervices leads to 3 Nodea"\Effectz of inacceszibility \Rizk and
anxiety, frustration and emotional pain emotional effect\Negative emotions
353 Rlak-rﬁlﬁted 13{:]-: l:lf acoees to E-go'lr'erl:lment plﬂtfl}mE means 4 NUdEE.II\\EffEGtE l:lf inﬂcceEEi]}i].it?- l'lB.i.E]f_ a.‘l:ld
PWD may find 1t difficult to access certain emotional effect\Rizk-related
emerpency services such az E-medical services
4. E-government challenges and benefits and challenges relating to E-government, 22 Nodes\\E-government challenges and benefits
benefits such as level of E-government maturity and the need
for multi-channel access to E-government services
4.1 E-government henefits benefita of E-government zervices particularly for 13 NodesWE-government challenpes and benefitz\E-
WD government benefits
4.1.1 Cozt zaving and convenience | E-government zervicesz enable citizens to access 11 NodeaVE-government challenges and benefitz\E-
government servicez at their convenience and zave government benefitz'Cost zaving and convenience
time and cost
41.2 Eliminating dizcrimination E-government reduces face to face human 3 Nodez'\E-government challenges and benefits'E-
interactions which sometimes result in government bensfitz'Eliminating dizerimination
discrimination against PW D
4.2 E-povernment challenge: challenges facing E-government implementation and 16 NodeaVE-government challenges and benefitz\E-
accesa to E-gﬂ‘;mment ZErVIces 1 G]’Jma go"r-ErnmEnt C]’la].lengea
4.2.1 E-zovernment accesz optionz | E-government should have diverse accesz options to G NodesV\E-government challenges and benefitz\E-
Euo‘f Ciﬁzenﬂ to C]':lEIOEE gcl\'_EI'nment c}la].lengEEI".E -gl:ﬁ-‘el'nm&nt ACCEeEs
options
42.2 E-gov‘el‘l:l.ment awareneas a.‘:ld int&na]‘.{"_rulg E-gl:l\'el'nment AWATrenesa (:I'EElti.G]:l iE to ‘: NDdEE":‘\E-gGVErnmEnt G}lﬂ]len.gee Ell:ld hmeﬁtB-I'E'
adoption neceasary to increace itz adoption government challenges'\E-government awareness
and adoption
4_2_3 InHCiCEBE]-.blE E-go‘-‘ernment E-gﬂvernm&nt POr‘talB are iImGCEEE].]J]E O‘l_in.g to lEll:‘.k 11 NDdEE":‘\E-gGVErnmEnt G}lﬂ]len.gee Ell:ld hmeﬁtB-I'E'
platformas of acceszibility features government challenges'\Inaccessible E-government
platforma
4.3 E-povernment maturity level of E-government maturity and the reliability of 14 NodesWE-government challenpes and benefitz\E-
E-government zervices government maturity
4.3.1 E-government at an infant E-government zervicez at an infant stage and many 11 NodesVE-government challenpges and benefitz\E-
atage zervices ztill require visita to sovernment offices to rovernment maturity'E-government at an infant
complete transactions stage
4.3.2 E-government not reliakle E-government informational portalz not frequently G NodeaVE-government challenges and benefitz\E-

updated and lacking relevant information

government maturity'E-government not reliable
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3. Developing E-zovernment factors that explicitly or implicitly influence the 23 Nodes\\Developing E-zovernment
development of E-government applications
5.1 Dezign conziderations decign considerations made for PWD if any in the 23 Nodez\\Developing E-rovernment \Decign
development of E-government applicationsz and considerations
decien specifications necezzary for accezaibility
5.1.1 Dreeign specifications zpecific dezign considerations are required to ensure 13 Nodes\\Developing E-government "Dezign
E-government applications are accezzible to PWD conziderationz'Dezign apecificationa
5.1.2 Lack of conzideration for accezaibility iz hardly conzidered ae moct zervices are 23 Nodez\\Developing E-rovernment \Decign
PFWD designed without having in mind PWD conzsiderationsz'Lack of consideration for PWD
5.2 Determinantz of final design final design of E-government applications 19 Nodez\\Developing E-government ‘Determinants
determined by stakeholder demandz and uzer test of final design
ontconmes
5.2.1 S5takeholder ensagement outcomes of stakeholder meetings and conzultation ] Nodez\\Developing E-rovernment "Determinants
are factored into final development of E-government of final design\Stakeholder engagement
applications
5.2 2 Uszer-test outcomes testing i= 8 neceszary component of development, 14 Nodez\\Developing E-government "Determinants
and final development iz concluded using neer-test of final dezign'\User-test cutcomes
outcomes
5.3 Developers' perceptions underlining assumptions, inner feelingz and ideas 14 Nodez\\Developing E-government "Developers'
developers hold that inform their style of perceptions
5.3.1 PWD need sszaiztance to PWID would E_l‘h'ﬂ's;'ﬂ need asziztance to efﬁci.entlj,' 3 Nodee".\.]:levdoping E-govmment "I.Develupera'
online zervicesz accezz online zervicesz perceptions\PWD need acsiztance to online services
3.3.2 PWD not technology uzers PWD are not regular uzers of technology L] Nodez\\Developing E-rovernment "Developers'
perceptions\P WD not technology users
5.3.4 Training and development developer type iz determined by the approach 9 Nodez\\Developing E-povernment "Developers'
assumptionsa adopted in programming perceptionz\training and development assumptions
5.4 Development guidelines guidelinez developers follow and need to know to 13 Nodez'\Developing E-government 'Development
improve the acceszibility of E-government suidelines
applications
5.4.1 Guidelines for developers developers follow guidelines in the procesa of 12 Nodez\\Developing E-rovernment \Development
development and require contextual guidelines for guidelines'Guidelines for developers
the development of accezzible E-government
542W3C piide]inee deve]upers' knmcledge on the World Wide Weh 10 Nodee".\.]:levdoping E-govmment \.Develupment
Consortinum guidelinea for developing acceszible web guidelinez'\W3C guidelines
applications
5.5 E-government contracts development of E-government applications iz 12 Nodez\\Developing E-rovernment \E-government

determined by existing government policiez and

guiﬂe].inea outlined in E-guvernment contracts

contracts
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3.53.1 E-government development | development of E-government applications follows 5 Nodea"\Developing E-government "E-government
guidelines guidelines outlined by government in E-government contracts\E-government development guidelines
contracts
3.3.2 Government policies development of E-government applicationa follows i Nodea"\Developing E-government "\E-government
exizting policies in place by government +with regards contractz\Government policies
to developing government applications
5.6 Market force drivers development iz affected by the target groups of 12 Nodea"\Developing E-government "Market force
developers and contract deadlines they must meet drivers
5.6.1 Target users zoftware development iz driven by the market zize 12 Nodea"\Developing E-government "Market force
and the target groupe developers focuz on drivers\Target uzers
5.6.2 Time conatraint development and zoftware featurez incorporated in 3 Nodez\\Developing E-government ‘Market force
the desion iz determined by contract time deadlines drivers\Time constraint
6. Institutions, policies and existing policies (Act, bills) that protect the interest of 37 Nodes\\Institutions, policies and enforcement
enforcement PWD and how institutions are enforcing them to
improve accessibility
6.1 Enforcing accessibility requirements needed in place and stakeholders who 35 Nodea\\Institutions, policies and
need to be involved in enforcing acceszibility for enforcement'Enforcing accessibility
6.1.1 Accessibility policy implementation of acceszibility policy by the 25 Nodea"\Institutions, policies and
government a: a requirement to compel developers enforcement'Enforcing accessibility'\ Acceasibility
to incorporate accessibility features for PWD. policy
6.1.2 Collective responsibility enforcing accezsibility iz a collective responzibility of 10 Nodea\\Institutions, policies and
eVEryone in society enforcement'Enforcing acceseibility'Collective
responsibility
6.1.3 Developers developers need to need clients and set the pace 1o 5 Nodea\Institutions, policiez and
enforce accessibility enforcement'Enforcing accessibility'Developers
6.1.4 Government government iz responsible for enforcing accesaibility 20 Nodea'\Institutions, policiez and
enforcement'Enforcing acceszibility'Government
6.1.5 Government agencies government agenciea offering zervices to the public 10 Nodez\\Inztitutions, policies and
zhould enforce accezzibility enforcement\Enforcing accezeibility'Government
agenciesz
6.1.6 Industry and private partners | support from industry and private partners i= 22 Nodea\\Institutions, policies and
support needed to enforce acceszzibility for PWD enforcement'Enforcing acceszibility' Industry and
private partners support
6.1.6.1 E-government E-government applications are mostly developed by 4 Nodea'\Institutions, policiez and

EPP].iL‘S.tiDI:I.E deve].opment

the private sector and require their support to
enforce accessibility

enforcement'Enforcing acceszibility' Industry and
private partners support'\E-government

E.PP].iL‘S.tiDI:I.E deve].opment
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6.1.6.2 Hardware dezign industry and private companies who dezign or 3 Nodez\\Institutions, policiez and
conziderations import hardware need to ensure design enforcement'Enforcing accezzibility' Industry and
considerations for PWD private partners support'Hardware dezign
conziderations
6.1.6.3 Private partner funding the private sector needs to provide support for 14 Nodez\\Institutions, policiez and
activitiez such az training, awarenese creation to enforcement\Enforcing accezzibility' Industry and
improve accessihility private partners support'Private partner funding
6_2 Inclusive education incluzive education az a means to promote awarsness 13 Nodes\\Institutions, policiez and
of dizabilities and accezeibilities enforcement'\Inclusive education
6.2.1 Inclusive education challenges encountered in the implementation of ] Nodez\\Institutions, policiez and
challenges inclusive education enforcement'Inclusive education'incluzive
education challenges
6.2.2 Incluzive education zolution practizing inclusive education iz a way to ensure i Nodez\\Inatitutions, policiez and
long-term awarenesz of dizabilitiez and acceszibility enforcement'Incluzive educationincluzive
education zelution
6.2.3 Incluzive policy enforcement implementation of inclusive education policy iz weak 4 Nodez\\Institutions, policiez and
and ineffective enforcement'Incluzive education'incluzive policy
enforcement
6.3 Inatitution= enforcing lawa the willingnesa of institutions to firmly implement 23 Nodez'\Inastitutions, policies and
the exizting legialation promoting accesaibility enforcement'Institutions enforcing laws
6.3.1 Enforcing the laws the extent to which laws are being enforced in 20 Nodez\\Institutions, policiez and
Ghana enforcement'\Institutions enforcing laws\Enforcing
t_]:le lai\'.!
6.3.2 Lack of political will lack of political will to implement to latter policies 3 Nodez\\Inatitutions, policiez and
and legiclation enforcement'Inatitutions enforcing laws\Lack of
political will
6.3.3 NITA lacks authority NITA not mandated with full legal authority to 2 Nodez'\Inastitutions, policies and
enforce accessibility enforcement'Institutions enforcing lawa\NITA
lacks anthority
6.3.4 NITA national regulator NITA iz responzible for regulating ICT-related 5 Nodez\\Inatitutions, policiez and
zervicez for Ghana Government enforcement\Inatitutions enforcing laws\NITA
national regulator
6.4 Perzonz with Dizability Act Perzonz with Dizability Act 715 pazeed to protect 35 Nodez\\Inatitutions, policiez and

(PDA)

the interest and rightz of PWD in Ghana

enforcement'\Perzone with Dizability Act (PDA)

6.4.]1 Amendment

amendments are needed on PDA to enzure 1t

promotes accezzibility to electronic services

Nodez\\Inatitutions, policiez and
enforcement'\Perzone with Dizability Act
(PDA} Amendment
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6.4.2 Awareness of PDA participants’ awarenezs of Perzons with Dizability 3l Nodea'\Institutions, policiez and
Act enforcement'Perzons with Dizsabality Act
(PDA)\awarenesz of PDA
6.4.3 Lack of enforcement Ghanaian inztitutionz are not enforcing PDA 26 Nodes\\Institutions, policies and
enforcement'Perzons with Dizahility Act
(PDA)Lack of enforcement
6.4.4 PDA and digital acceszibility PDA effectiveness in promoting accessibility to E- 11 Nodez\\Institutions, policies and
government zervicea and electronic zervicez in enforcement'\Perzone with Dizability Act
ceneral (PDAVPDA and digitsl accessibility
6.4.5 PDA on phyeical acceseibility | PDA relatea more to the acceazibility of phyaical 13 Nodea\\Institutions, policiez and
infrastructure than electronic services enforcement'\Perzons with Disability Act
(PDAPMPDA on physical acceszibility
7. Making society inclusive significance of inclusion for PWD and how this counld 23 Nodes\\Making society inclusive
be achieved
7.1 Governmental support government has the responsibility to promote 16 Nodes'\Making society inclusive'Governmental
equality and provide the needed zupport for PWD 2upport
7.1.1 Government's cuzhioning the government chould provide every support for 12 Nodes\\Making zociety inclusive'Governmental
PWD; ensuring they get all benefitz other citizens support\Government's cushioning
enjoy
7.1.2 Promoting equality government has a responzibility to promote even i Nodes"\Making society inclusive'Governmental
playing fieldz z0 that PWD can alzo compete with support'Promoting equality
non-dizabled counterparts
7.2 Societsl and family support PWD need to be supported by family and society at 20 Nodez\\Making society inclusive'Societal and
large, zo they feel belonged family support
7.2.1 Dieability iz no respecter of everyone iz a potentially dizsabled perzon hence 6 Nodez\\Making society inclusive'Societal and
peraona izeuez of dizahilitiez should he everyvone'z concern in family eupport'\Dizability is no respecter of perzone
the zociety
7.2.2 Family support for PWD immediate family members of PWD ought to render 6 Nodez\\Making society inclusive'Societal and
every support to them so others would emulate family support'\Family support for PWD
7.2.3 Societal support for PWD PWD zhould be engaged and involved in every facet 15 Nodesz\\Making society inclusive'Societal and
of the society such az developing E-government family support'Societal support for PWD
zervices to ensure thev are acceseible
8. PWD lack E-readiness factors that affect FWI) preparedness to take 21 Nodes\\PWD lack E-readiness
advantage of E-government services
8.1 Accese to ICTz and internet adeguate accesa to ICTz at a reazonable cozt and 10 Nodea"\PWD lack E-readiness'Access to ICTz and

stable internet zervices play key role in improving

nternet

8.1.1 Accesz to ICT=

how available and affordable it ia to accezz ICT:
zuch az computers, mobile phones and other
electronic gadge‘ta in Ghana

Nodez\\PWD lack E-readinezs' Accesz to ICTz and

internet'Accesz to [CT:
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5.1.2 Internet access penetration, stability and affordability of internet 5 Nodea'\PWD lack E-readinezs\ 4 ccezz to ICTz and
zervicez in Ghana internet'Internet acceas
8.2 Awvarenese of their right= PWD need to know their rights az stipulated in the G Nodez"\PWD lack E-readiness' Awarenezz on their
policiez and chould demand them accordingly righta
8.2.1 Advocating for entitlement PWD ought to advocate for prerogatives due them 2 Nodez"\PWD lack E-readiness' Awarenezz on their
rightz'Advocating for entitlement
8.2 2 Enowing the law PWD zhould know the laws to hold authorities’ 2 Nodez\\PWD lack E-readineszt A~wareness on their
accountability for their entitlements rightz'\Enowing the law
8.2 3 PWD have equal richts PWD have equal rightz like all other citizens 2 Nodez"\PWD lack E-readiness' Awarenezz on their
rights'\PWD have equal rightz
8.3 Education on E-government PWD zhould show interest and be educated on E- 6 Nodea'\PWD lack E-readinezs\Education on E-
ayatems rovernment syvztema to enable them to uee them government aystema
efficiently
8.3.1 Understanding E- PWD need to have an understanding of how E- 2 Nodez"\PWD lack E-readinezz"Education on E-
government ayatema gFovernment systems operate, 2o they easily adapt government syztema\Understanding E-
them government systems
8.3.2 Willingneee and zkills to uae PWD zhould demonztrate readinesz to uze E- = Nodea"\PWD lack E-readinezz"Education on E-
E-government systems government systems and be properly trained on how government systema'W illingnesz and zkills to uze
to uze them E-government systems
8.4 Late ICT adoption and use ICT adoption iz Ghanaian achoolz iz late which 8 Nodez\\PWD lack E-readinesz'Late ICT adoption
makes it even more difficult for PWD to master it and use
8.4.1 Knowledge on ICT= PWD get to know about ICT late hence the late 4 Nodea\PWD lack E-readiness'Late ICT adoption
adoption and uze'Enowledge on ICT=
8.4.2 Late adoption of Intensive use of computerz and other ICTz allowed 4 Nodea\PWD lack E-readiness'\Late ICT adoption
technologies only at tertiary level in Ghana and uze'Late adoption of technologies
8.5 Literacy PWD require reading and ICT literacy to 10 Nodea"\PWD lack E-readinezs'Literacy
successfully use E-government svstems
8.5.1 ICT literacy PWD zhould have the ability to manipulate and uze 4 Nodea\PWD lack E-readiness'Literacy'ICT
IC Tz well without aseistance literacy
8.5.2 Reading literacy PWD need zome formal education to enakle them to i Nodez"\PWD lack E-readiness'Literacy'Reading
read and write literacy
9. PWD role in accessibility importance of PWD making known their challenges 29 NodesWPWD role in aceessibility
and the difficulties they face in voicing ont their
9.1 PWD lack power to enforce PWD lack the power to enforce acceszibility becauze 6 Nodea'\PWD role in accezzibility'\PWD lack power
accezsibility they do not form the majority to enforce accesaibility
9.1.1 Lacking power PWD lack the power to enforce accessibility 3 Nodea'\PWD role in accezzibility'\PWD lack power

to E-]'J.{DTDE acceeeil:lilit;-‘".]_.ac]:jng power
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9.1.2 Minority group PWD forms & minority with little bargaining power 3 Nodea""PWD role in accezsibility'\PWD lack power
to enforce acceazibility' Minority group
9.2 PWD need to play active role PWD need to conzistently voice out their challenges 16 Nodez\PWD role in accezaibility \PWD need to
regarding acceszz to E-povernment and dizability play active role
organizations should act az a pressure group on
povernment
9.2.1 Dieability orpanizations Dizability organizations in Ghana chould lobhy and i Nodeza""PWD role in accezsibility'\PWD need to
pushing mount pressure on the government to facilitate swift play active role'Dizability organizations pushing
responze to the needz of PWD
9.2.2 PWD puzhing individually PWD at individual level: need to be actively zeen by 13 Nodez\PWD role in accezaibility \PWD need to
zpeaking up and reporting their complaints to the play active role'PWD pushing individually
responzible suthorities
8.3 Voicing out complaints strategies PWD adopt while voicing out their 13 Nodeza""PWD role in acceszibility'Voicing out
complaint: regarding access to government services complaints
9.3.1 Organizations and media PWD voice out their complaints using organized T Nodeza""PWD role in acceszibility'Voicing out
associations such az the association of the dizabled complaintz'0rganization: and media
and or by zeeking attention in the media
9.3.2 Perzonal efforte PWD voice out their complaint uzsing perzonal 6 Nodea""PWD role in accezzibility'\Volcing out
efforts and links to a higher authority complaintz'Perzonal efforts
10. Societal perceptions and beliefs beliefs and negative perceptions the Ghanaian society 20 Nodes\\Bocietal perceptions and beliefs
hold regarding disabilities
10.1 Contextusl conditions prevailing conditions in Ghana that tend to 10 Nodez"\Societal perceptions and beliefz\Contextusl
influence the reazoning and behaviour of E- conditions
sovernment stakeholders
10.1.1 Attitude toward: PWD attitude and treatment meted out to PWD in the 4 Nodez"\Societal perceptions and beliefs\Contextusl
Ghanaian society conditions' Attitude toward: PWD
10.1.2 Prevailing conditions prevailing conditions in Ghana that affect the g Nodez"\Societal perceptions and beliefs\Contextusl
behaviour and conduct of people conditions'Prevailing conditions
10.2 Social-cultural heliefa zocial and cultural heliefz Ghanaians hold about 16 Nodez"\Societal perceptions and beliefs'Social-
disabilities which determines their attitudes towards cultural beliefs
PWD
10.2.1 Culturs] beliefs cultural beliefs about dizabilities in Ghana informing 3 Nodez"\Societal perceptions and beliefs'Social-
zocietal behaviour cultural beliefs'Cultural beliefs
10.2.2 Societal perceptions perceptions the Fhanaian zociety hold regarding 16 Nodez"\Societal perceptions and beliefs\Social-

PWD

cultural beliefs'Societal perceptions
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