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Exploring the Impact of E-Government:

Perspective from Internal Customers

Tong-Yi Huang>l= &&\

Abstract
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an’s ce ?. ocal governments,
1 ns of e-government’s

urther conducted to detect

sults of regression analysis indicate that age, lower rank vs. middle rank,
computer usage outside work, IT capability, work compatibility, perceived
usefulness are explanatory variables of e-government impact on civil ser-
vants. These findings suggest that variables in technology usage theory and
planned behavior model could be extended to explaining e-government im-

pact. Despite positive impact of e-government on civil servants, this study
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also finds that e-government increases our respondents’ pressure of being
supervised. Based on the above findings and the methodological constraint
of this study, this article proposes suggestions for practitioners and further

research agenda.
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ant factors. Besides, it also applies the core concepts to design the outline of
the interview. Finally, the paper uses the software of MAXQDA to explain

the results of in-depth interviews.
The findings in terms of participatory gap can be summarized as fol-

lows: (1) the rule of law limits the autonomy and the ability of government

" Professor, Department of Public Administration, TamKang University.
" Master, Department of Public Administration, TamKang University.
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negotiation; (2) the institution of public meetings cannot promote the sub-
stance of participatory governance; (3) experts and technocrats cannot ap-
preciate the importance of citizen participation; and (4) the capacity of par-

ticipatory governance of citizens needs to be upgraded.

gap, citizen participation
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hange the preferences of those making the decisions. Most importantly, any time political ac-
tors can introduce new dimensions of conflict, they can destabilize a previously stable situation.”

Y BRI Y ¢« advocates who are willing to invest their resources — time, energy, reputation,
money — to promote a position in return for anticipated future gain in the form of material, pur-
posive, or solidarity benefits...”

20 EUEL Y[ . attempting to alter other people’s understanding of the issues in which they
deal.”

2EUERL g ¢« the willingness of a political actor to invest resources in a given lobbying

struggle is likely to be related to two things: The probability of success (which is related to ex-
pected behaviors of other actors involved), and the expected benefits.”
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» PHEFEEVECL Y “Definition of the problem (as fundamentals, characteristics, principles,
values, key features) relative to context; Establishment of a strategic plan framework; Agree-
ment upon and adoption of guidelines; Documentation (circumstances, characteristics, results) in
broad and diverse forms (e.g., video cameras to document case studies); Dissemination of results;
Monitoring of implementation; Coordination and Integration into the policy framework; Sus-
tainability of the innovation (institutionalized rather than linked with a particular person); and
Innovation can be prospective (rational and intentional) or retrospective (‘muddling through’).”

20 LY “their ability to alter the existing allocation of scarce resources in fundamental
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*" Drucker (1985: 31-32) j&h%- Vo PR FHEEA (entrepreneurial process) fi= ST
,_L[ﬁjga?igk%‘* R “%E‘rﬁﬂﬁiﬁ&% cpyﬁy J EHJZUFIJE‘}“}J » H IE(F\};\,_JE[ P TR IR
PP 5 LRSI PO AT 1R E SR ] SR SR T L R
ERIEIIENCE - A??Jippmsr@ P E AR & 5

+ 138



R EE RO T Eaad ¢

GHITR R s (IR R S 2 [ P 1 o = gormiss)s o
e o TR R RIRLA R Pl SRR T PO A RGBT

rﬁ”* SRR M PSEACEEEIREAIY [CPV SRS o

;F[J ”Eﬁ 5’?[]5?@%@?‘%@@@@ » PRIFETE | SRS R

’J[?“j‘[‘gir : E'I&E?@*E*JTFF FUZBUR S }jgéjﬁlﬁ,rjgfj FIr2it: P
focused ) :T}H{f@{g};ﬁpw[[gﬂjg[ 'J/\F‘“?fﬁ?:% .
(public consolidation) ; I Jblﬁlﬁ}‘%&"g[ﬁﬁ ~ 73

EY;LEJ (output
L 4 A
S

2 l?p%xif H

ﬁ’?\&?ﬁ%ﬂﬁ] ( innovation-supporting sub-coalitiops

=0 (2001: 4) Ef;ﬁéjllj?fﬁ
FFFGHfipaag . (public entrepreneur-
NEAL RIS & S L IUIERTA N G S A
FRFI I I'LE%E%'J‘ FUEIfol % o Laws 3~ A TifY
ﬁﬂf‘ﬂﬁl o jJﬁEli@« (civic spheres ) ElfJE%ﬁ’é';T@ﬁ =SS
ptoblem centered networks ) :’#I%EI@?E% FLE s PR FRS
Sk 5% %lflfjﬁi”@éf fiZ (institutional ecology) > ﬁljiﬁﬁé £l leﬁ{ﬁ?éﬁ'f H o ShE
P P A o R e ﬁﬁ‘}ﬂﬁﬂ%’ﬁ\@ﬁﬂ%ﬁl'%fElfJ?E'?@’ PO QR > B
Ffquki' FAUE Frﬁf? gl [EAL AT Y B}Lﬁjﬂ .
T R R J,EIfJﬁj[]%“t'%‘;[/ﬂK » BIYHESH Laws Z7 % (2001) - Patel
(2006) ~ Kearney 5"~ (2008) SHS[E] -3 % S FRAIFAYE &1+ HET] FFY
i‘ﬁ%i’aﬁﬁjﬁl@ 4o Laws =7~ (2001: 5) F%%?Jf'@ﬁ] 5'IEI€J57?FLJ’ ) éljfﬁ pioneers »

public venture capitalists  superintendents ~ mediators ~ I'] & stewards of the common
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good » 53 J[IEL : H‘:%ﬁ;’ﬁ“g?:]ﬂﬂjf&% ~ HEE SR TEH'J_*—%\]?E",T; [# {7 g4 (catalyze action by
making commitments ) [IYRRE 5 EL 0 ﬁif&f':fﬁjﬁj\‘m S TR R i I RS T
5 fifﬁ v S SR e Y U Y A S R T TR EARS T R E A
FEAPPTRORA T B ERAVET 5 FICTIRE R R AV [ R s NG Y
foodd & ¢ 1) EURER R 2 A e A IRF T PRSHE Y B
33) PG EFEF Y B 2 HAHV AP (innovators )~ H

RL PR R S RGP R SRER Tgie
SFUE R [ AR YRS B R B

A SRR - 1A N
(P R R o AT
(f il JEJ L E[fjilﬁrjﬁ;@:{g , W'J o
(ambiguity ) > PREG P {24 i
SEPS s E'IF}“T{TSﬁ[{FIHP :

- (political obstacles )
U ﬁjug‘é‘f&jﬁlﬂ‘ S H ﬁf‘ il
R 1 - SE A AR LR A [
B PIME e L,férﬁF"[ S H \ EJWF"Iﬁﬁ"‘L‘EU FISPUES A RL- 4
PHIL Y e g ERINETRY Ly 22 DA -5 4 o AT RUGEA [
‘ 9480 HLI11= BRSO 111 - A

BT mfﬁi' i (the import of the organizational

AILPTRIGER (SR 50 - Gy -

DN SRR - A 2 I S ARG g RAAEA
FRUET | i B8y (Roberts & King, 1996: 158) < FjH[LAL - I[N P85y -3
P RIRER SB[ 0 7 0 ey € 5 S B 9 2 RLMET
(e RO H RS 3 e fioat iy b 35 HI] (Borins, 1998a: 117) -~ SR
& PIRIFVEPYRILY ™ o 2 HEIPTP P S RIAES [0S > 1) N3 % o0
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PUPSYS B b S ARRL TP REREPIAL T - (AR FRE TR A
T S AR D S TR (R RS )
FREVVRFO RS A BRI (65 = S0 i 2 SO AT 19 7 61 - Peled
(2001: 189) ?«Eiﬂ BTS2 S GIFT (public innovation ) /g

= ?ilﬁ“\i’%&ﬂ/ﬁf&‘ AR T ‘*Jﬁﬂf‘ﬁ'ﬁﬁ °

=0 :ga:t@ ; FET/?L'%:I*FL“ JF:L“?%E'“[' policy entrepreneu
W’ﬂﬂ&ii PR 1 R e
pJ?‘J = Jﬁ&«ﬁ[ﬁﬁl L, ﬂjj/%’* T [RLsY AT RS ‘ :
iﬁ[ﬂi ( Osborne & Brown, 2005. 171) > 7 5 SO B - (an im-

) —]:|'|JL'—L““

%> > Lt i Drucker
FIRE ‘iﬁ, Robert #! Weiss

? wmm%ﬁ

» Ty Ij:
ﬁlqﬁ B};FIJLJ"—"_ _jfﬁ i'zqu
?Jﬂ?ﬁi{; A Sﬁ fif] fﬂig??ﬁﬂ“ &1 fir'rf JRY 20F ?]J;a?%hﬁrp VPP RIAEAIEEL o 4

* Peled (2001: 189) $f#* “public innovation” HEFpVEIL I : “a political process that pro-
pels organizations to launch a significant new public project that alters rules, roles, procedures,
and structures that are related to the communication and exchange of information within the or-
ganization and between the organization and its surrounding environment.”
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g Ffﬁ?ﬁﬁﬁ' JTHJ-[ =

Ay kLA h‘ Tﬁfﬁ IR PR
FFETD ) VR () FO2 3 (IR RSk ok
ﬁﬁﬁ%%&mﬁﬁ%ﬁh,%ﬁ@%ﬁﬁﬁwﬁmmm@&m=
ﬂl Zerbinati #1 Souitaris (2005) -~
il (D) ﬁ%ﬁwﬂlﬂEEﬁjﬁﬁﬁﬁoﬁwiWﬁ\’f
Zerbmatl I Souitaris (2005 ) FUEIRI<E >

I T
~*“J ' 1P S Kingdon (19

R SRR

R | ALV

IHHE[F' JE%EB *jjp N prm =
84: 189-190) .iﬁ:é;iiﬂ%
.Tglf,:g&fg@

- l‘i‘EF/?JJ?ﬁJFUE
R IR 2

\ SB[

%J:]'E;[ELJE‘}WF] ~ Ty fg ,U\]'EZ'I[E[SFE‘}:\]JF[ N F@@z(u
F 1 DEMBER
Stevenson (1997) ro ,
Zerbinati & Souitaris (2005) M nes&l%%b BRI A b i
L R Iz FISPORNT TR/

(strateg1c orientation

i

IS/ N5 ﬁ*U’E’r’/%t?ﬁE

2. SRS

s

> (d@{% concept)

ﬁ%ﬂiﬁ?ﬁﬁﬁm/%l
SR/ SR

(commitment }Q 0

B
t to ces)

3.

é\[\%ﬂ%ﬁjl FYErH

=
sthe required resources)

;Efffﬁmwiiﬁﬁaw%
%@Eﬁ%/ﬁ%ﬂ%%ﬁ

\%Q;m

4. TV SRR

(acquire the necessary resources)

S Y

“E AN AE

fii=/ 3] W“ﬁl?ﬁiﬂ'
.éfifi/ﬁ* r%r A IE}AI«

ik e

\/ganagement structure

and reward philosophy)

5. WS RIR N

(manage and harvest the venture)

ﬁﬁﬁi‘ﬁ%ﬂ/ﬁgﬁ%
It / SR

SR B Y -

ﬁUif‘ Stevenson ( 1997 ) = Zerbinati #[! Souitaris (2005 )
(1999 ) Bl [l RG> o 57

» Morris = Jones

N L

FORL ORI ISR TSRO AR A R

B BT [ IR SR NSRRI -
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PFREPHIR (issue expansion) Vi » ol EHEIEIREET) _sf'jfﬁ”"?lrﬁ%llﬁ“mijifﬁ
SIEAY pAJE}'E‘”’TETUEJ%% THERL VP TIVEHR SR i FEE
(agenda access) [/ | » BElfe 5ﬂ’@?ﬂﬁ%§5}'1]§[fj?’ii@§lﬁj H Uﬂﬁ;ﬁ‘ I
(attentive public ) E‘?%H*E}}' (mass public) = | [ﬁ e v EESL (the publi

o ¥ SpIRERE Cook (1998: 12-13) #V 85 T #rH] (1 il oy
newsworthlness) FY A ’5',’Hl = E'ILJYF} Lk Qlﬂﬁf SHECS

M@ WD 5 B AL e AL
o F;‘z%’l?ﬂ o2 LﬂF[FIJIHIEF[[F’?aiFﬁﬂJE
fh CHRPR » 2008 < 278) 5 i »
é’ﬁ*ﬁﬁumﬂﬁ*%ﬁéﬁﬁﬁg
EXim IWE“F%?E ,mHEIE Fé'

=]

CREE!

i I]_EZ',I ERES o

ﬁwiiﬁi

R

g *?ﬁﬂ!%ﬁ ﬁ"”iﬁﬁ\ ChLFT SR ?‘f il xﬁfﬁf’q
AR DA PR N F‘ijf‘ 2[fl I%""H'nijfﬁij
i?ﬁ?ﬂﬂfdﬁﬁ gt LAyt Sﬁ ey %

SRR Lﬂpﬁ#ﬂ'gj’
7 ’rﬁﬁj’?’? Tle - F R 2 2
3 R R 4 J s 11 AR

5 5 U\';EIF;HE“E? ?%dfﬁﬁfﬁé{%ﬁﬁ FI [ﬁjpfjﬁﬁ s &
S e pﬁb?ﬁﬂ'®4F4$ M T L $3py;§ﬂggq§$kg@$z
' ,1%é’ﬁﬁﬂ®ﬂ%W@i’,@ﬂ*#%@ﬂ@ﬂ%%ﬁ@ﬁﬁﬁ°ﬁ‘
NFEF G R =S a7 [ﬁjﬂﬁﬂﬁﬂ Y RL A H Iﬁﬂflﬂp Jﬁ[ﬁg’lfjﬁﬂ[ﬁ;‘:’; (inter-

* Cobb #1 Elder (1972) }{ﬁ’%@i}“ﬁ‘—"mf_}@ﬁh JTEVS (W '%f&éfﬂ 7, (issue creation)
FEPEIR (issue expansion)  I'J %™ (agenda access) Cobb F1 Elder (1983
152-157) 4% - e * FORTES » BV AR ORI S PR AT (the
publics ) EIUF?L{ FI?E”% =)y fﬁ tEl %Eifi’li’él?iﬁffﬁ% (identification groups) - E:I%“’ JE’—E’E‘E‘

(attention groups ) ~ BE~J~5! (attentive public) ~ 7y=H* ’?{,3374\5}'1 ('mass public) -
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agency ) A[Uf[5 (inter-government ) &~ Tl Elf@:‘?f‘ Tl Y SR Y HFS SR
F fi EIIE"LJFIJ EJB«LEHW @ﬂ %w,ﬁ}]ﬁ;ﬁ{ o uﬂjﬂiﬁ ﬁm (E T g
B PRI B AR O P Cattention ) R YT [ (Jones
& Baumgartner, 2005: 18-19) - /Jlii"""?p’ FCY e g e (risk taking ) - 5,
Y Sﬁﬂ LiliE Ffﬁ?ﬂi %‘:’EJ /U\Ff,lﬁ;H[ Iﬁ[ = Sﬁl ( internal marl@tln = ﬁh
(external marketing ) > Y PR 35 o
STDUIRTRE R HEES T e 2 g %’é%m’m
B G RN S NP P

Sl (e .—:ﬁfjjm 1 gupﬁr[;@  ELZ
LA“JHK%L BESRE | P T O 5 f ORIy

[ Y SR

1 w&mfﬁ LS O \t%’”ﬁlww
FJ[P'@LP‘#I TR I 2= 2 ‘

bR ERIAOR % R

*Jmﬁw—ﬂw iy

PR R T
fjﬁmﬁ 8 i R S T “ﬁﬁgurﬂj
SFRUfY ~ iR o RIS
T BRI S R K )
onsibility ) Z[ " & ‘Fﬁ ;  (accountability ) pY -3 3 kg
FIJ:FG & FL S EIJ? to whom FIJa:TJ%JF# B (A ﬁl )
» H %@’P’”J i Dealy 71 Thomas (2006: 2) F”Tg\?@” AN
A RL T Ff‘*JFIJ:Fﬁ = (the responsibility to act) o Ferejohn (1999. 131) g?;fﬁ
K [Fllr%]i ( responsiveness ) f\_ﬁfﬂ ﬁ?}ﬁ””? Chaa Gl E‘Jﬁéfg@%%%i?ﬁ FUR (a
measure of how much accountability an institutional structure permits ) » Y= FLFT
B PR A RS I AR T bR
9 458053 PR T -
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b= ~ FTEIRASOYZE BRI TIHIMER

oA [

FUR TR RN ORI R S 5 EL IR Fj:%ﬁu’{:m
GRS & ARt g TGS & e E}lﬁ}‘ﬁ;@%{’ g
PRI BERY ALY SR (Dah, L
FE PR iﬁ?%ﬁ Fri] :ﬂ‘ﬁ . ffﬁhﬁizt (md s&%ﬁ_gdrﬁ[y
(Kimberly, 1981: 84) ﬁ‘/f\_ﬂ[&i’ [ BN y P #H  (Kingdon,
b ‘3]:?! RENL i[ﬂfHFlF 3R

Robert g (1991:

1984, 1995) S B[R E - ¥ ST il TS
) % pu s

D

f% [N j (pohcy) == 4

PRSI E Hljil_f:‘ﬁ“ﬁzﬂﬁf P
152) Bl ﬁp‘rF[mﬂJ rp}“i'
< ’7‘5‘{5{%?]]%;{_}?@ f rj Fl
\ % o b
BN S RRLT 1 A AR 6%
TAREE S TS 2 R

[ =
upton (1994: 18) 75, - F RIS Y

(executive ) {F-H % ~ I'| W H#5 FI'[F”
TR P P TR I AIPTELEE
ERBNEIEE ﬁj_ﬁﬁ&ﬁwu@#ﬁ lﬁr
R R Y TR, (trick) @ERL > -

%HHWWWW%#%iHﬁF 2t
1 BTN /Jf#fsr—“?*;rﬁrpj_ kgt EJ?EFQE
rﬁﬁ%FEUI'ITf‘\_T+F_kE§J)£TﬁA:¥Eg i[l]EIJﬂ %Ij\ﬂ_’]
PRI T IEEREIUREL  [RE S AR b AT R, G E
WWW&%@’ﬂﬁWWﬁW&%EEm%ﬁﬁ%ﬁﬁwww'ﬁ
I i ] ﬁ"?& AUEIfeld > PIEL riz;rﬁ,jﬁfgj RE=34:01E iz* i_@ﬁg“ajﬂ;‘z%?ﬂ 7
] ;’{’u (FRugeyR - 2008 = 271) - = Strang ! Soule (1998: 270) ﬁf 1“:}?“ Lo
ﬁﬁﬁ%’ﬁ%ﬁ%ﬁ@ﬁﬁ?ﬂ Lis *?iﬁgﬁﬁffqéﬂﬁ'l@%ﬁ@‘ (amplifying and editing the
diffusion of collective action) » |fijf*s fFﬁﬁ’?Fij'ﬂ'ElfJ F 4% (public) ?‘F',EIfJiFI BriRL

Bl
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r.‘jﬁ%’ﬁ%i@i&igmu (in the media) (Esmark, 2007: 288-289) - El'd/Rl17% 1970 &
<> Downs (1972: 38-50) WP » S BHEPI T BIAOIE | I 2R ARV TIRE - 53]
HERLAE T U (low attention ) Il » B BURTHEFTUIE IS 40 » g3 i

e (PR EGRYS) o (AR > 2008 = 262) > 011
it Eﬁgjﬁi{'?}%?ﬁ'ﬁf’q[;‘?ﬁiﬁ]ggfi g LI N T IR
(HRMEH > 2009 2 11) - pde T F (@&'ﬁﬁ;ﬁ
TEIT (?‘}W‘?ﬁ%ﬁ) g P TES OfERERD

HESR:S i ([Eﬁ[ﬁ%—’fff) o R
B el el S EE S 0 BR T Do
e W - Fféﬁi%ﬁﬁ’ﬁ"ﬁﬁlﬂéﬁj Z [ S J' Tz iLF'JfJ‘%I,;’EJ
%ﬁj > r%f*f?fh
(EFE[[%}} » 2008 : 381) -

B SO (B 4 TR ‘\a'Iﬁﬁfﬂﬁ?ﬁjﬁi’ﬁgﬁﬁg["%ﬁ[%ﬁf
o s 2 A : % 0 1998) o I AEPRE W%’%ﬁ
5 (2

ST BT R > R T (e
S IR0 2008 1 380-381) o AR O S
JI r ’?4 f’, , (advertising ) - F ﬂgﬁ = G (L R
nications ) ( Schultz & Schultz, 2003; Kitchen & De
2005: 10-40) PP S!pOSEIR A5 [TyIRE Ry -

H o B (ﬁﬁl‘?&%ﬂ e 2 i,[\ﬁﬁﬁﬂﬁgfjff':fﬁﬁf%‘:’E‘IEEE'UFI‘ Aokl o3
T f iy PUFTERR T (interageney ) (R0 IS - A pUsa freed
Y B RLNR R IR o SR [~ R R T

P BRI o O RRL RS TR T - PR I
Fgg’iip?i; Bl Y RLAL A G 2 Sl ?‘}f‘f‘?ﬂ’ [ | Sl ST Y T 5 "% Fﬁ#l J

Cproduct) AIFE 3 Yrewififiy i, Cprice) » PIFIPVEPA-F % =0 = A
BRI pEoAUEs o FI ey  fEEps fqﬁ%“ki’?@“ﬁﬁﬂ‘%ﬁ@?f A Wﬂllf[‘j
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PR T S TR AR (2 P 1998 2 379) - [fy5i A b 1)
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eﬁf@

% »;[;'TTFJ:@@FFJE[UQ E‘,IE‘}T?@%J%W% °
g%%g,wﬁﬁﬂ@

< e e
N FIJ—E‘I EJH“jJ?‘ Elfﬂ@

3 ISR BUR DR

Kk

e N T CRES R
ST L R R 'Q%?ﬁﬂwﬁm%@@*%@*ﬁ
P SRR A S PR \» S FIs R e s T et
T

o

ﬁlj ‘tﬁ,;[/ 00

TR O RS P o Pt
NS BRI - PR R ORETE L
5 2 AR

U Y LR > T iy X
TG AOTEYS > = OB I - %R E) 4 Y
R Faph s RO S SR AT R ey BAPVBIRT S poadig <
9y PR F DT - SR L SN BEREY PR RLAE TR
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A Fj=15 BRI BRI > RO e S B R [ s 2 AR

. 147 -



X FHIRAEFN . H-E 5P 98ET?

P S TR S RIS BRI I o YD TR R
S0 TR AN A5 T E RO 2 BRI IOTR - I S
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