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Abstract  

The researchers agreed on the potential of the mobile government as a new channel of 

communication between the government and citizens if the mobile government eliminates the 

traditional organizational structure of government, thus changing the way information is 

exchanged between them, and provide government services in a transparent manner at anytime 

and anywhere. Therefore, this research seeks to present the literature review of m-government 

including benefits, challenges and most important success criteria of m-government. using 

different research methods in different countries, and trying to classify these factors from the 

perspective of the government and citizens. The methodology used in this research is to review 

the literature on the success of mobile government, in order to determine the success benefits, 

challenges and factors adopted by each study, and then categorize the success factors according 

to the degree of their impact on the successful implementation of the mobile government.   

Keywords: Mobile government, success, success factors 

Introduction  

The government services evolved in levels started from traditional services until the use of 

electronic devices in government job to increase reliability and reduce the time and effort. 

Today, the developed countries that have electronic governments find a simple way to convey 

information to citizen and get a feedback as soon as possible, and today technology is the best 

way the government use because it has proved its ability in government job. Electronic 

government (e-government) is a well-known service in all over the world. E-government is the 

use of information technology by public sector organizations to reach out to its citizens in a 

modern, fast and effective way. With the growing of technology and the numbers of mobile 

users, the mobile-government began to appear and the new technology was used in government 

job and became an aspiration for many countries or governments. Mobile devices have become 

the most common means of communication around the whole world. According to the latest 

statistics produced by the Central Intelligence agency (CIA), there were 5.3 billion mobile 

subscriptions worldwide in 2010 out of a world population of about 7 billion people (World Fact 

Book 2011). With mobile devices being easy to use almost anywhere in the world and at any 

time, several governments have started looking to offer their services via these devices in order 

to provide effective and efficient service delivery. Mobile government is a new delivery channel 

of electronic government that provides unique opportunities to use mobile technology to receive 

government services and information from any place, at any time, and through a variety of 
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wireless networks (Rossel, and Misuraca 2006). The global spread of mobile phones has been 

faster than any other information technology in history, By end 2015, there are more than 7 

billion mobile cellular subscriptions, corresponding to a penetration rate of 97%, up from 738 

million in 2000. Developing countries are trying to reach out to their citizens because mobile 

government brings lots of opportunities to these countries (International Telecommunications 

Union, 2015). Globally 3.2 billion people are using the internet of which 2 billion are from 

developing countries. Most of this growth has come from developing countries, which accounted 

for more than 80% of the new mobile subscriptions added in 2011 (International 

Telecommunications Union, 2015). Developing countries have a higher mobile penetration rate 

than the fixed-line Internet rates, whereas the number of mobile-broadband subscriptions 

continues to grow at double digit rates, reaching a penetration rate of close to 41%. The total 

number of mobile- broadband subscriptions is expected to reach 3.6 billion by end 2016, which 

presents opportunities for these countries to bridge the digital gap and gain a better reach through 

m-Government (International Telecommunications Union, 2016). 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 0 : mobile-broadband subscriptions 

Source: (International Telecommunications Union, 2016) 

 

Advances in mobile and wireless communication infrastructures are pushing governments to 

think seriously about utilizing this technology to improve the delivery of their services and 

provide more constituent satisfaction. Governments that utilize these advances effectively are the 

prime movers of the next stage of e-government adding benefits to those governments (such as 

cost reductions and greater work efficiency and effectiveness), and to their citizens (such as 

faster access to public services anytime, anywhere) (Al-Khamayseh and Lawrence, 2006). 

 

Mobile-government refers to the use of all kinds of wireless and mobile technologies, 

applications and devices (e.g. internet-enabled mobile phones, PDAs, mobile applications, etc.) 

in government (Kushchu and Kuscu 2003; Song 2005). It is designed as innovative ICT 
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applications which allow broader information and services available to a wider audience; assure 

mobility and flexibility in delivering information and services, and offer more accessible, real-

time, and transparent public information and services for citizens, businesses, and government 

institutions (Moon 2004; Macintosh 2004; Amailef & Lu 2008) .M-government may provide 

convenient and personalized access to information that can help advance e-government adoption 

(Kim et al., 2004). With these benefits’ mobile-government is expected to improve citizen 

participation in governmental activities and strengthen the government-citizens relationship 

which. Due to the existence of e-government and the high mobile phone penetration, there is a 

great opportunity to utilize mobile technologies to improve the delivery of e-government 

services.  Mobile phones offer many opportunities for increasing the efficiency and effectiveness 

of e-government services, and many countries have already taken advantage of wireless 

technologies and implemented new mobile government services. Meanwhile, the mobile-

broadband up take remains the fastest growing market segment in developing countries, while 

fixed-broadband growth rate is slowing down, Thus, government is then faced with new 

challenges and opportunities on how to reshape the government activities in this "always-on" 

society that the conventional e-government fails to deliver so far, to more closely involve 

citizens and to improve the fundamental functions of government in more innovative ways, 

which then opens up a new direction of m-government (Kushchu and Kuscu 2003; Alrazooqi and 

De Silva 2010). (Galvez and Youngblood, 2014) noted that mobile services offered the ability to 

increase citizen participation in the government, increase government efficiency. They argued 

strongly that policy makers take a forward-looking approach and ‘‘get ready to embrace these 

developments and participate in ways to enhance e-government activities through m-

government. The m-government is an extension or a supplementary form of government. 

according to (Lee et.al., 2006),  mobile government is the strategy and the mobile devices are its 

implementing arm for providing information and services to government employees, citizens, 

businesses, and  other organizations. According to (Mengistu, and Rho, 2009, Mengistu et.al. 

2009)  M-government provides the additional features for the integration and exchange data 

communication, especially for the countries that have made a lot of investment in e-government 

implementation. The synergy between both of them may become a new method for the 

interaction and communication between governments and citizens. M-government has the ability 

to connect previously unconnected areas, information, and services from the government. In 

addition, the relatively lower cost of mobile phone technology versus internet technology has 

drastically lowered the entry barriers for citizens in developing countries to be connected to 

government services. Mobile phones allow citizens to get access to government services virtually 

in any place covered by a mobile network. Mobile devices are also easier to learn and to use by 

the elderly (Georgescu, 2011). This paper aims to investigate the literature of the critical factors 

that enable m-government success in developing countries. 

M-government as an emerging phenomenon 

This section defines m-government and lists its classification themes, required drivers, benefits, 

limitations and existing m-government services. 
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Mobile and wireless terminology 

In order to understand mobile government, firstly we have to identify the term “mobile” and how 

mobile devices differ from wireless ones, because the two terms are quite often confused in the 

world of mobility, and in many cases they are used interchangeably, even though they mean two 

different things. Mobile means capable of moving or being moved. A mobile device is one that is 

portable and can be carried by an individual while satisfying communication needs (Lee et.al., 

2006). In contrast, a wireless device is a device without wires, even if it is a desktop computer 

connected to the Internet through a wireless router.  

Based on that, it is clear that almost all mobile devices are wireless, but wireless devices may not 

always be mobile (Roggenkamp, 2007). In mobile government, the term “mobile” refers to two 

components: the mobility of users and the mobility of technologies, such as mobile and handheld 

wireless devices (Hassan et.al, 2009). 

Mobile technology and mobile device types and wireless networks 

This section introduces mobile technology, mobile devices, wireless networks and clarifies types 

and functions for both technologies.  

 

A. Mobile technology option   

 

Mobile technology has a variety of services and options that help in performing government 

services. It facilitates the work of the government and the delivery of information to the farthest 

extent quickly and accurately, the main technology option or main services the mobile can 

provide are (Boyle and Greer, 2013) (Susan to and Goodwin, 2010): 

1. Voice XML: It is the main service for which mobile was made in 1971 by Martin 

Cooper, voice service is a familiar and reliable service and does not require high 

education and experience where it is possible to easily evolve and develop their 

systems in multiple languages, whether local or global. This service has been 

developed to make recent voice mail stores the voice messages in addition to the user-

specific voice tag to increase the reliability and security. 

2. SMS: SMS means the Short Messaging Service, despite the simplicity of this service; 

it is especially popular among the mobile phone users, where it became an integral 

part of daily life after service overcome e-mail and instant messaging and fax. SMS 

services is used very actively in the notice of the citizens, telling them news and 

weather updates directly to add support for business and alerts in situations of 

emergency . 

3. MMS: MMS means the multimedia messaging services, it is comparable to the SMS 

service, but the service has the characteristics of extra work that it allows sending and 

receiving voice, photo and video from and to mobile devices with the help of the 

Internet. MMS also have the characteristic of economically sending messages whose 

large size cannot be sent by SMS service. This service is widely used in 

communication between the public and social media. 
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4. USSD: USSD means Unstructured Supplementary Service Data; it is created 

specifically for standard GSM devices .This service is different from MMS 

messaging service in that it is transferred via a wireless data connection. USSD is 

free, logical, simple, inexpensive and accessible, with great potential for mobile 

banking, accessing news services, submission services, feedback, directories and 

voting,. USSD is fast and allows for mass usage. However, messages cannot be saved 

or forwarded, the codes may be difficult to remember, and usage is not always 

reliable due to session-based timeouts. 

5. WAP: WAP means wireless application protocol; it is a protocol designed for mobile 

phones that enables them to communicate with wireless devices to easily access the 

information and services safely and directly. The features of this service are that it has 

reduced costs and increased mobile phone feature. 

 

B. Mobile devices 

 

A mobile device is one that is portable and can be carried by an individual while satisfying 

communication needs (Lee et.al. 2006). The following devices are mobile devices (Sheng and 

Trimi, 2008; Salkute, and Veedhi, 2011): 

1. Tablet PC: a tablet PC is similar to a laptop computer because it often carries a wireless 

network card, adequate hard drive and memory. Tablet PC is a single screen where the 

consumer uses a stylus to write on the tablet instead of the traditional keyboards used in 

laptops. 

2. Personal digital assistant: a personal digital assistant (PDA) is a small handheld device 

that functions much like a laptop computer or tablet PC. PDA devices usually have the 

following features: calendars, to-do lists, Wi-Fi, GPS, and the ability to download 

additional applications. 

3. Smartphone: a smart phone is a combination of a cellular phone and a PDA which 

combines standard phone features with computer functionality. Smart phones usually 

have the following features: Wi-Fi access, email, calendars, camera, voice dialling and 

GPS. Typical modern smart phones also allow the user to download additional 

applications and personalize the device. Many smart phones have the capability to act as 

a modem for a laptop computer, providing a high-speed Internet connection. 

4. Laptop computers: a laptop computer is the most common type of mobile computer 

device. a laptop computer is a one-piece device that is capable of handling any task 

normally carried by a desktop computer. 

5. Notebook computers: notebook computers function much like laptops but are smaller and 

sleeker, and functionality limited to basic computer programs and internet browsing. 

 

C. Wireless networks 

Wireless network refers to any type of computer network that is not connected by cables of any 

kind and implemented and administered using a transmission system called radio waves. The 

following networks are wireless networks (Sheng and Trimi, 2008; Salkute and Veedhi, 2011) : 
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1. Wireless internet: This network has a global coverage and it services both consumers and 

businesses. With the existence of 3G and 4G wireless networks this network will allow 

transmitting content-rich information at a higher speed. 

2. Wireless personal area networks (WPAN): wireless network that interconnects devices 

within a relatively small area that is generally within a person's reach. The primary 

standard for this network is Bluetooth. 

3. A wireless local area network (WLAN): a wireless network that links two or more 

devices using a wireless distribution method, providing a connection to the wider Internet 

through an access point that have limited connectivity of about 20-30 feet. Wi-Fi is a type 

of wireless LAN. 

4. Wireless metropolitan area networks (WMAN): wireless networks that connect several 

wireless LANs. WiMAX is a type of wireless MAN which can connect users directly to 

the internet from anywhere within a major metropolitan area. 

5. Wireless wide area networks (WWAN): wireless networks that typically cover large areas 

such as neighbouring towns and cities and employ the same technologies used for mobile 

phones. 

 

Mobility 

Mobility is the key enabler of mobile government. Mobile devices enable the public to access 

services and information ubiquitously, while enabling government and field employees to have 

access to government databases and update records instantly (Salkute, and Veedhi, 2011). 

According to ( Roggencamp ,2007), mobility is the key component of mobile government and 

there are three perspectives on mobility: technological, economical and sociological. 

The author presents four basic concepts of mobility: device mobility, user mobility, 

service mobility and session mobility. Device and user mobility deals with the continuous access 

to the service while being moved from one physical location to another. Furthermore, service 

mobility concept introduces the idea of service delivery anytime, anywhere and anyhow, which 

includes service delivery regardless of user settings and mobile device type. Moreover, session 

mobility is the capability of starting, pausing and resuming a user session when switching 

between services and/or devices which does not exist at any of the currently available 

applications (Roggencamp, 2007). 

 

The concept of mobile government 

In M-government, the term ‘mobile’ points to two main elements: the mobility of individual, and 

the mobility of technology, like the mobile and handled wireless devices.  

To differentiate between these two terminologies, let us define each term and determine 

what kind of relationship (if any) exists between them. E-government “refers to government’s 

use of information technology to exchange information and services with citizens, businesses, 

and other arms of government” (Kumar and O. P. Sinha, 2007). E-government uses various 

information and communication technologies to improve the efficiency of the government in 

many different ways. For example, it can use the Internet to allow citizens to vote online. 
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Therefore, the main target of using the information and communications technology is to provide 

citizens and other parties, like the private sector, better service. 

M-government is defined as “the use of mobile devices by the government to deliver services 

and information to citizens” (Keoduangsine and Goodwin, 2009). These days, mobile devices are 

becoming an essential part of most people’s life. 

The use of mobiles is not targeted only at making calls, but is also becoming an important tool 

for managing businesses; thus, governments have also realized this and have started to provide 

their services to citizens via mobile devices. The relationship between these two terminologies is 

that the m- government is a revolution for the next step, following the introduction of e-

government. Therefore, the objective is the same (to deliver services to the public) however, this 

delivery is via the use of mobile devices. In other words, the government uses the mobile as a 

new channel in order to offer services for citizens and business sectors, due to the ubiquitous and 

mobile nature of mobile devices (Alrowili et al., 2015). 

With regard to mobile government (or simply m-government), it is an even more recent concept, 

and therefore there is not yet a real theoretical discussion in relation to this phenomenon. It can 

be defined as ‘a strategy and its implementation involving the utilization of all kinds of wireless 

and mobile ICTs, services, applications and devices for improving benefits to the parties 

involved in e-government’ (Gianluca and Misuraca ,2009). It is mainly referred to as ‘the 

extension of e-government to mobile platforms’, as well as the ‘strategic use of government 

services and applications which are only possible using mobile technologies (mobile telephone, 

Personal Digital Assistant (PDA) ,laptop and wireless internet infrastructure)’(Antovsky and 

Gusev ,2003).  

One of the main theorists and proponents of m-government argues that ‘As e-business evolves 

towards m-business, e-government seems to follow the trend with a few but significant mobile 

government applications’ (Kushchu and Kushchu, 2003). 

Mobile government on the other hand, is the extension of e -government to mobile 

platforms, as well as the strategic use of government services and applications which are only 

possible using cellular/mobile telephones, laptop computers, personal digital assistants and 

wireless internet infrastructure (Onashoga et al., 2016). 

According to the working system view of (Alter, 2008), m-government can be considered as an 

information system, which defined as organizations and individuals providing their customers 

with products or services using wireless network and portable devices. Compared with e-

government, m-government provide users with timely and personalized information and services 

in a more convenient and easier way, which satisfies users’ multi-level information needs, and 

helps users improve work efficiency and complete tasks in anytime and anywhere (Yuan and 

Zheng, 2010). In addition, because of the enhanced level of customization and personalization 

mobile devices, they are handy and easily adopted. Thereby, m-government can obviously add 

benefit to users and greatly enhance users value (Wang, 2014). 

Mobile government can be understood as “a subset of e-government that stands for the use of 

mobile and wireless communication technology within the government administration and in its 

delivery of services and information to citizens and firms” (Amailef and Lu, 2011). The 

characteristic feature of m-government is the flexibility of time and location in the provision of 
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government services to citizens (Liu et al., 2014). M-government should be considered as 

complementing the existing e-government models and should not be viewed as an alternative to 

e-government. Broadly, m-government can be regarded as the development of policies and 

managing the operational aspects of the processes that facilitate access to government 

information and provision of services using a mobile device (Mohd and Faisal, 2016). 

 

From e-government to m-government 

While e-government is the conventional government services made available for citizens through 

electronic means such as internet connected computers and other devices (Cao and Luee, 2007). 

The (OECD, 2011) defines e-government as using information and communications technology, 

particularly the Internet, to improve government service provision. E-government goals include 

automation of internal functions and processes and improvements to business processes within 

public organizations. The OECD argues e-government improves government efficiency, service 

quality, policy effectiveness and citizen engagement. 

E-government has the greatest opportunity to improve the interaction between citizens and their 

government in terms of information accessibility, improving efficiency, and brining citizens 

close to government officials. The term e-government is defined as the use of ICT, in particular 

Internet, to provide access to the government information and services (Amailef and Lu, 2008). 

Further recent advances in internet technologies and services have allowed governments to 

provide a new way to deal with citizens and businesses through mobile platforms. In other 

words, the demand for better, more efficient and more effective government services will put 

serious pressure on the government towards m-government (i.e. transparency, access, 

affordability, and participation) (Rossel, & Misuraca, 2006). 

M-government can be seen as ‘a subset of e-government. It stands for the use of mobile and 

wireless communication technology within the government administration and in its delivery of 

services and information to citizens and firms’ (Lallana ,2004 ;El-Kiki and Lawrence, 2006), as 

shown in figure 2 

 

 

 

 

 

 

 

 

 

 

Figure 0: m-government and e- government 

Source: (El-Kiki and Lawrence, 2006) 
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E-government services and technologies have a rapid growth. Utilizing the innovative ITs, 

specially web-based applications, to improve the basic and primary activity of governments is 

the object of extending the related activities to the e-government. Nowadays, development of 

mobile technologies and seamless technologies has created a new direction in e-government 

which called m-government (Kushchu and Kuscu, 2003). Although e-government is transit to m-

government, m-government is in its first stage of implementation and it has implemented 

completely in nowhere. Different factors such as technical infrastructure, information 

infrastructure, mobile telephone penetration rate, social conditions, security situations, and 

political decisions should be considered for transition from e-government to m-government 

(Welch and Wong, 2001). 

 

M-government can be an enabler for e-government to simplify the service delivery to citizens 

through different tools. Also m-government is the use of mobile and wireless communication 

technology in government for service and information delivery to citizens and organizations; e-

government service improvement is the goal of the m-government (Nava and Dvila,2005). 

E-government and m-government are not two separated subjects, but m-government is a better 

choice for general information and services presentation to the citizens because in m-

government, accessing to the information and services in any time and any place is possible 

through connected wireless tools to the internet (Ghyasi and Kushchu,2004). 

There is an important question that is m-government a substitute for e-government? However m-

government implementation is more important for country development, it is not supersede for e-

government. M-government is a complementary for e-government activity. 

The cooperation of m-government and e-government is important especially for countries that 

have not heavy investment on e-government implementation. Nowadays, m-government is 

unavoidable. Influence of wireless tools and wireless network enable the developing countries to 

activate the employees of governments more through preparing the real time and up to date 

information. In addition, m-government increases the interaction of citizens with governments. 

Newfound services as location-based services, services that are related to the location of users, 

are motivation for m-government which increase the value added of presented services 

(Fasanghari and Samimi, 2009). 

 

Generations of services 

The different generations of services and their respective characteristics are tabulated in figure 3 

(Mengistu et.al. 2009). 

 

M-government services 

Several researchers (Amailef and Lu, 2008; Kiki and Lawrence, 2006; Ozok et.al. 2009) have 

identified four main domains of m-government in the public sector as illustrated in figure 4 

. 
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Figure 3: generations of services 

Source: (Mengistu et.al.,,2009) 

 

Figure 3: generations of services 

Source: (Mengistu et.al. 2009) 

 

 

 

 

 

 

 

 

Figure4: m-government dimensions 

Source: (Amailef and Lu, 2008) 

Traditional 
Services 

Concept: A series of activities and processes transforming 

products and information into a new state desired by the 
customer, with the participation of the customer, and the results 

achieved by such activities and processes. 
Tools: Face-to-face contact, human-delivered services, 

E-Service 

U-Service 

M-Service 

Concept: Electronics services, enabled by the internet or other 
information networks, enhancing the efficiency of internal 

processes within business organizations and that of customer 

support processes. Tools: Value-added networks, internet, PCs, 

etc. 

Concept: Delivery of e-services to mobile devices, eliminating 

access restrictions. Tools: CDMA, mobile handsets, PDAs, etc. 

Concept: Intelligent services providing users with real-time 

access to desired information, from anywhere and at any time. 

Tools: WiBro, RFID, USN and portal devices, etc. 

 M-Government 

M-Administration M-Democracy M-Services M-Communication 

Dimensions 
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1. M-communication: providing information to the public is not a trivial activity. It is the 

foundation of citizen empowerment. Without relevant information citizens are unable to 

form intelligent opinions and, thereby, are unable to act on the issues before them 

meaningfully. 

2.  M-services: providing a channel of communication between citizens and government via 

SMS, and enable G2C transactions as well. Some examples of existing m-Services 

include m-parking, m-Teacher: m-library and crisis communication. 

3.  M-democracy: m-voting and the use of SMS and mobile devices for citizen input to 

political decision-making is an m-government application with tremendous potential to 

enhance democratic participation. 

4. M-administration: m-Government also provides opportunities to improve the internal 

operation of public agencies. The MERS proposed in this study is as one of the important 

new m-Services under m-Government platform, and aiming to provide a new function 

and service of m-government. 

 

M-government interactions 

M-government systems are a subset of e-government systems (Hanumanthappa and Reddy, 

2008). M-government systems therefore can be divided into four levels of interactions similar to 

e- government systems, namely government-to-government (G2G), Government-to-Employee 

(G2E), Government-to- Business (G2B) and Government-to-Citizens (G2C) (Sandy and 

McMillan, 2005) , G2E and G2C are services for individuals, whereas G2G and G2B concern 

services for organizations. Currently, G2C services are the most active being developed 

(Lallana,2004). 

 

Figure 5 shows four type of m-government interactions which includes (Ntaliani et.al. 2008; Fir 

oozy and Pashazadeh, 2011): 

1. Government to Government (G2G): referring to interagency relationships and the 

interaction between governmental agencies.  

2. Government to Employee (G2E): concerning the interaction between government and its 

employees. 

3.  Government to Business (G2B): describing the interaction of government with 

businesses. 

4. Government to Citizen (G2C): refers to the interactions between government and 

citizens. 
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Figure 5 : M-Government Interactions 

Source: (Firoozy and Pashazadeh,2011) 

 

M-government benefits 

Below are some of benefits of adopting mobile technologies for government service delivery 

(Ogunleye and Belle, 2014; Maddena et.al. 2013): 

1. Increases the efficiency of governmental activities. 

2. Effectiveness of governmental organizations. 

3. Expansion and improvement of e-services. 

4. Reducing the expenditures in organizations and increment democracy in society. 

5. Accessing of many people to the government services due to higher penetration of mobile 

phone. 

6. Use of mobile tools is easy and low cost. 

7. Access to services ubiquitously at different levels of society. 

8.  In situ service delivery. 

9. Increasing of interaction service channels. 

10. Update of information and data in everywhere. 

11. Increasing productivity of public services. 

12. Providing specific services for users, especially in the field of mobile positioning. 

 

According to (Mengistu, 2009), m-government services can provide particular support and 

solutions for citizens, as follows: 

1. Mobility and ubiquity: the major advantage of m-government is mobility, namely the 

ability to reach people anywhere and anytime. This characteristic creates the sense of 

Employee 

Government Citizen Business 

Government 

G2E 

G2C 

G2G 

G2B 
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ubiquity of government. Citizens can have access to government information and services 

whenever it is convenient for them and not only during opening hours of the public 

agencies. 

2. Provision of location-based government services: the ability to determine a person's exact 

physical location and provide location based services creates new opportunities. 

3. On-time information delivery: specific benefits of mobile devices, such as real-time 

connection and fast access, can efficiently serve producers who need crucial and certified 

information. 

4. Ease of use: due to the enhanced level of customization and personalization mobile 

devices, they are handy and therefore can be easily adopted. 

5. Improving emergency management: mobile and wireless technology can be used to the 

transmission and propagation of crucial information timely. 

 

M-government challenges  

Despite bringing new possibilities, the introduction of mobility brings many challenges that must 

make a shift in the way the applications are , table 1 shows the most important challenges and 

differences between e - government and mobile government (Abramowicz et.al.,2006). 

 

Table 1 : challenges and differences between e - government and m- government 

 

E-government M-government 

1. User is tied up to the computer. 1. Mobility of the users—access anytime, 

anywhere. 

2. Content distribution is easy. 2. Content distribution is limited due to 

limited device capabilities; need for 

personalization is crucial 

3. Unified communication modalities. 3. Terminals vary in capabilities and 

supported modalities. 

4. Unified terminal (browser) capabilities. 4. User can use many terminals with 

varying capabilities. 

5. Non-proprietary, widely accepted 

standards. 

5. Multiplicity of standards. 

6. Cheap and widespread infrastructure. 6. Terminals with multimodal and rich 

capabilities sets are expensive; network 

access time is limited. 

  

 (Georgiadis and Stiakakis)  Major challenges of m-government are actually inherited from e-

government. An important issue is that the public sector is legacy-system driven, not process-

oriented driven. Thus, in order to improve interoperability and integration, a radical 

reengineering of processes and information systems is required that demands many technical, 
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organizational and managerial changes. Another issue is that many governments are not very 

receptive to electronic service providers. Suggestions for innovative electronic service delivery 

are frequently not adopted because many governments lack necessary motivations to realize the 

full potential of it.  

M-government also faces some challenges that are specific to mobile technologies. Security and 

privacy are considered to be the major obstacles for m-government applications. Being small and 

portable, mobile devices can be easily stolen or lost. Disclosing personal information makes 

citizens more concerned of privacy issues in m-government. Limited computational power and 

memory, short battery life, and poor display resolution are other limitations with regard to the 

use of mobile devices. It should also be noted, that wireless Internet access is still costly and the 

coverage area of existing wireless networks is limited. 

 

Functions of m-government 

Information services of m-government, and combines the mobile multimedia message function 

with the other three traditional mobile functions to categorize the functions of m-government 

systems into four dimensions: time-critical function, location-sensitive function, multimedia 

message service (MMS) function and personal control functions (Chen et.al. 2016). 

1. Time-critical functions: On-time information delivery denotes the timely and voluntary 

delivery of current government information by m-government systems to related citizens. 

Response timeliness refers to the degree to which m-government systems offer timely 

responses to inquiries by citizens (Wixom and Todd, 2005). 

2. Location-sensitive function: location-based service refers to the ability to identify and 

locate targets exactly, including location-tracking services and location-aware services. 

The former is defined as m-Government with the use of object and location identification 

technology providing information about users' whereabouts to entities (e.g., location of 

communal facilities, destinations and traffic) other than the user, while location-aware 

services supply the user (i.e., information requester) with personal data of location 

(Junglas et.al.,2008).  

3. MMS function is a standard way to send messages with multimedia content to and from 

mobile phones. MMS enables m-government systems to convey information that 

combines text, pictures, voice recordings, animation and video clips (Hsu et.al. 2007). The 

communication device should be capable of delivering and receiving messages through a 

third generation (3G) network, since multimedia messages are usually large. Multimedia 

messaging service is an extension of the short messaging service (SMS) (Chen et.al. 

2016). 

4. Personal control functions: portability denotes that m-government service is ubiquitous. 

An m-government system enables people to contact public agencies and gives them access 

to government services, regardless of distance and location. Ease of use refers to the 

degree to which users believe that using m-government systems will be easy because of 

personalization of handy mobile devices and customization of m-government systems. 

Active control describes user ability to voluntarily participate in, and instrumentally 



    International Journal of Economics, Business and Management Research 

Vol. 3, No. 02; 2019 

ISSN: 2456-7760 

www.ijebmr.com Page 212 

 

influence, two-way communication between governments and themselves by means of m-

government systems (Ntaliani et.al. 2008). 

 

Why m-government? 

The followings are some of the attractive features that prompt shift towards m-Government: in 

developing countries (Mengistu et.al. 2009; Hossain et.al. 2015). 

 

1. Number of mobile users and increasing penetration: more people than ever have 

ownership of mobile devices capable of accessing e-services and e-contents. 

2. Mobiles connecting people to the internet:, urban users are using mobiles to receive 

an “internet  experience” through wireless application protocol (WAP) services 

provided over General packet radio service (GPRS). 

3. Mobility: enables people to access content wherever they are. 

4. Inclusiveness and Remote area access: mobile phones, can reach those areas where 

the infrastructure necessary for Internet services or wired phone services is difficult 

to setup. In the developing countries mobile government applications may become a 

key method for reaching citizens in far and wide areas and promoting exchange of 

communications. In such countries with insufficient conventional telecom 

infrastructures and greater acceptance of mobile phones, the ability of reaching 

rural areas may be considered as an important feature of m- government. Mobile 

technologies increasing inclusion of the most marginalized people in society. 

5. Low cost: mobile phones are a relatively low cost technology, which the common 

people can afford to have it as compared to Internet technology. 

6. Ease of Learning: Usage of mobile devices is fairly simple thus making it easy for 

any common person to use it and to access information. 

7. Easy infrastructure setup: due to the simple architecture of mobile telephony, new 

mobile phone networks can be easily installed in countries where infrastructure is 

an issue and less economic constraint. 

8. Improvement on e-government effort: m-government is not a replacement to e-

government but complementary to it. Also, it helps in expanding the scope of e 

governance in the areas like e-democracy, e- Participation, e-Voting and many other 

forms of communication between the citizen and the government. 

 

Mobil governance in developing countries 

Developed countries are already benefitting from mobile governance with the use of existing e-

governance infrastructures. The mobile government systems allow citizens to access the 

government services more conveniently and reliably by opening a new channel. The systems also 

provide more localized services with the help of Smartphone and their functionality to use GPS 

(Zefferer, 2011). 

 Mobile or wireless networks seem a better choice for developing countries as the number of 

personal computers and fixed phone lines is very poor compared with possible access by mobile 

phones. As a result short message service (SMS), interactive voice response (IVR) or mobile 
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internet could be an alternative means of connecting to the network to access the electronic 

services.  

It also may allow the governments of developing countries to reduce the need for heavy 

infrastructures that are required for the wired networks, thereby saving cost and time. The 

delivery of information is a key responsibility of government to make their citizens aware about 

what is happening around them, especially in the case of a critical situation when they need to 

make some decision.  

Mobile networks could provide the means for a critical channel for governments to provide 

timely information which proves the accountability of the government towards the democracy of 

the country (Ghyasiand and Kushchu, 2004). 

 

Critical success factors of M-Government 

 

To ensure the successful implementation of mobile government services, it is important that 

success factors be identified from the government's point of view and work to ensure that their 

services are successful. 

This is often a challenge. For this reason, an analysis of the documents was carried out in this 

paper, in order to give an initial picture of the factors of success for the government agencies. 

 This research is expected to provide a basic guidance for researchers to propose a more 

comprehensive and appropriate model for the successful implementation of government services 

from a government perspective. As shown in Table 2 

 

Table 2 Success factors of the mobile government 
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According to Table 1, the factors considered the most common factors, and have been adopted 

by studies on the success of mobile government; the security factor reached the highest 

percentage of 73%, followed by the technical factor at 46%. The cost factor ranked third, with 

40%. The following factors Acceptance, Access, privacy, and Infrastructure, they were equal in 

proportion to 33% each. 

Some studies have focused on other factors to study the success of mobile government 

implementation. The percentage of regulatory factors, standards and Organizational was equal to 

27% per worker. Social factors, awareness, strategy, and IT literacy were also equal to 20% per 

worker. 

The factors that reached a percentage of 13% were: education, leadership, legal issues, 

partnerships, transparency, trust, user need, and learning. The remaining factors, it reached 7%, 

namely: centralization, involvement, M-G framework, portals, quality, soft skills, and usability. 
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Conclusion  

This paper has identified and discussed the preliminary findings of the review of literature and 

studies that have been specialized in studying the the mobile government . From this review, 

nine key factors were identified for success, divided into two highly successful success factors: 

security, technology, and cost factors. And moderating factors acceptance, access, privacy, 

infrastructure, organizational, standards. The infrastructure requires an assessment of the 

suitability, quality, compatibility and cost of the equipment. Issues such as learning management 

through intermittent communication of enterprise learning management systems (LMSs), as well 

as maintaining independent delivery of devices, pose major obstacles to the implementation of 

education by telephone. It should also focus on accessibility, security, privacy and ethical 

concerns. In terms of application, problems of teachers' lack of confidence, training and technical 

difficulties with the devices used may affect their use and use negatively. 

REFERENCES 

Abramowicz, witoled , andrzej bassara , agata filipowska & niewski  pawelzebrowski. (2006). 

mobility implications for m-government platform design Cybernetics and Systems: an 

International Journal, 37: 119–135,Copyright Q Taylor & Francis Group, LLC. 

Al-Khamayseh, S. and Lawrence, E. (2006b). Towards Citizen-Centric Mobile Government 

Services: A Roadmap, Collecter Europale, pp. 129. 

Al-Khamayseh, S., Hujran, O., Aloudat, A. & Lawrence, E. (2007). Intelligent  

Alrazooqi, M. & De Silva, R. (2010) ‘Mobile and Wireless Services and Technologies for M-

Government Solution Proposal for Dubai Government’, WSEAS Transactions on 

Information Science and Applications, Vol. (7), No. (8), pp. 1037 – 1047. 

Alrowili ,Thamer F. , Mutlaq B. Alotaibi & Mohammed, S. Alharbi. (2015) Predicting Citizens 

Acceptance of M-Government Services in Saudi Arabia An Empirical Investigation, 

IEEE. 

Alrowili ,Thamer F.& Alotaibi ,Mutlaq B. Alotaibi & Alharbi, Mohammed S. (2015). Predicting 

,Citizens’ Acceptance of M-Government Services in Saudi Arabia ,An Empirical 

Investigation, IEEE. 

Amailef, K. & Lu, J. (2008). ‘m-Government: A Framework of Mobile-based Emergency 

Response Systems’, in 3rd International Conference on Intelligent System and 

Knowledge Engineering, Vol. (1), pp. 1398 – 1403. 

Amailef, K. and Lu, J. (2011). A mobile-based emergency response system for intelligentm-

government services, Journal of Enterprise Information Management, Vol. (24), No. 

(4),pp.338–359. 

Boyle, S., Finney, J. D., & Greer, R. S. (2013). U.S. Patent No. 8,565,737. Washington, DC: U.S. 

Patent and Trademark Office. 

Cao ,Jian Tong & Luee ,Ting Jie. (2007).  Application of M-Government System in Beijing 

Municipal Government, IEEE. 

Chen ,Zhen-Jiao Chen , Douglas Vogel , Zhao-HuaWang. (2016) . How to satisfy citizens? Using 

mobile government to reengineer fair government processes, Decision Support 

Systems 82 47–57, ScienceDirect. 



    International Journal of Economics, Business and Management Research 

Vol. 3, No. 02; 2019 

ISSN: 2456-7760 

www.ijebmr.com Page 216 

 

El Kiki, T. and Lawrence, E. (2006a) Government as a Mobile Enterprise: Real-Time, 

Ubiquitous Government. Information Technology: New Generations,. ITNG. Third 

International Conference on IEEE, pp. 320-327. 

El-Kiki, T. and Lawrence, E. (2006b). Mobile User Satisfaction and Usage Analysis Model of m-

government Services. Proceedings of Euro mGov, pp. 91-102. 

Fasanghari ,Mehdi  &  Samimi ,Hossein. (2009). A Novel Framework for M-Government 

Implementation ,2009 International Conference on Future Computer and 

Communication,  IEEE. 

Firoozy-Najafabadi ,Hamid-Reza & Pashazadeh ,Saeid. (2011). Mobile Police Service in Mobile 

Government, IEEE. 

Galvez ,Robert Anthony and Youngblood. (2014). Norman E, e-Government in Rhode Island: 

what effects do templates have on usability, accessibility, and mobile readiness? 

Springer-Verlag Berlin Heidelberg. 

Georgescu, M. (2011). The impact of mobile government in organizations: promises and pitfalls 

.The USV Annals of Economics and Public Administration, 10(2), 15-22. 

Georgiadis, Christos K. and Stiakakis Emmanouil. (2010) Extending an e-Government Service 

Measurement Framework to m-Governement Services, Ninth International 

Conference on Mobile Business /  Ninth Global Mobility Roundtable. 

Ghyasiand , A. F. & Kushchu ,I (2004). m-Government: Cases of Developing Countries, in the 

proceedings of European conference on e-Government. 

Hassan, M., Jaber, T. & Hamdan, Z. (2009). Adaptive Mobile-Government Framework. 

International Conference on administrative Development: Towards Excellence in 

Public Sector Performance. Riyadh, Saudi Arabia, 1-4 November,. Available  

Hossain ,Md Shahid, Georgios Samakovitis  & Liz Bacon, Lachlan Mackinnon. (2015) 

aconceptual framework for design of mobile governance in developing countries: the 

case of Bangladesh, 18th international conference on computer and information 

technology (ICCTT),21-23. 

Hsu, C.L., H.P. Lu, H.H. Hsu. (2007). Adoption of the mobile internet: an empirical study of 

multimedia message service (MMS), Omega 35 715–726. 

International Telecommunications Union, 2015, 

https://www.itu.int/en/ITUD/Statistics/Documents/facts/ICTFactsFigures2015.pdf. 

International Telecommunications Union, 2016, 

https://www.itu.int/en/ITUD/Statistics/Documents/facts/ICTFactsFigures2016.pdf. 

Junglas, I., C. Abraham, R.T. Watson. (2008) . Task-technology fit for mobile locatable 

information systems, Decision Support Systems 451046–1057. 

 

Keoduangsine, S. and Goodwin, R. (2009) User Satisfaction Model for Mobile E-Government 

Service. Proceedings of the 11th International Conference On Information 

Integration and Web-Based applications and Services, ACM, pp. 609-612. 

Kim, Y., Yoon, J., Park, S. & Han, J., (2004). Architecture for Implementing the Mobile 

Government Services in Korea, in Conceptual Modelling for Advanced Application 

Domains, Springer, Heidelberg, Berlin, pp. 601 – 612. 

https://www.itu.int/en/ITUD/Statistics/Documents/facts/ICTFactsFigures2015.pdf
https://www.itu.int/en/ITUD/Statistics/Documents/facts/ICTFactsFigures2016.pdf


    International Journal of Economics, Business and Management Research 

Vol. 3, No. 02; 2019 

ISSN: 2456-7760 

www.ijebmr.com Page 217 

 

Kumar M., and Reddy, B.L. (2008). Security Issues in m-Government, Springer-Verlag Berlin 

Heidelberg, ICGeS, CCIS 12, pp. 265–273. 

Kumar, M. and Sinha, O.p. (2007). M-Government–Mobile Technology for E-Government, 

International Conference On E-Government, India, pp. 294-301. 

Kushchu, I. & Kuscu, M. H. (2003) ‘From E-government to M-government: Facing the 

Inevitable’, in the 3rd European Conference on e-Government, Ireland, pp. 253 – 260. 

Lee ,M., Tan, X., and Trimi ,S.. (2006). "M-government, from rhetoric toreality: learning from 

leading countries," Electronic Government, AnInternational Journal, vol. (3), pp. 

113-126,. 

Liu, Y., Li, H. X., Kostakos ,V., Goncalves J., Hosio, S., Hu, F.( (2014) ). An empirical 

investigation of mobile government adoption in rural China: a case study in Zhejiang 

province, Government Information Quarterly 31 432–442. 

Maddena ,Gary, Erik Bohlinb, Hajime Onikic & Thien Tran. (2013). Potential demand for m-

government services in Jap, Applied Economics Letters, Taylor & Francis. 

Mengistu Desta & Hangjung Zo & Jae Jeung Rho. (2009). M-Government: Opportunities and 

Challenges to Deliver Mobile Government Services in Developing Countries, Fourth 

International Conference on Computer Sciences and Convergence Information 

Technology. 

Misuraca, Gianluca C. (2015). e-Government: exploring m-governmen scenarios, between ICT-

driven experiments and citizen-centric Implications, Technology Analysis & Strategic 

Management, Vol. (21), No. (3), 407–424. 

Mohd. Nishat Faisal    & Faisal Talib. (2016). E-government to m-government: a study in a 

developing economy,Int. J. Mobile Communications, Vol. (14), No. (6), Inderscience 

Enterprises Ltd. 

Moon, M.J. (2004) .From E-Government to M-Government? Emerging Practices in the Use of 

Mobile Technology by State Governments’, IBM Center for the Business of 

Government, Washington, November. 

Nava ,A.S. and Dvila ,I.L.(2005) . M-Government for Digital Cities:Value Added Public 

Services, Proc. The Proceedings of the First European Mobile Government 

Conference, Mobile Government Consortium International Pub., UK. 

Ntaliani, M., C. Costopoulou, S. Karetsos. (2008).  Mobile government: a challenge for 

agriculture, Government Information Quarterly , 699–716.  

OECD/ITU (2011) defines m-government as, ‘mobile technologies to support and enhance 

government performance and foster a more connected society. 

Onashoga, Adebukola, Adebayo Ogunjobi, Thomas Ibharalu & Oluwafunmilayo Lawal. (2016). 

a secure framework for SMS-based service delivery in m-government using a 

multicast encryption scheme ,African Journal of Science, Technology, Innovation and 

Development, Vol. (8), No. (3), 247–255, 

http://dx.doi.org/10.1080/20421338.2016.1156837. 

Ozok, H. Wu, A.A, Gurses A.P. and Wei J.( 2009).  User apects of electronic and mobile 

government: resutls from a review of current research, Electronic Government: An 

International Journal, Vol. 6 (3), , pp. 233-251. 

http://dx.doi.org/10.1080/20421338.2016.1156837


    International Journal of Economics, Business and Management Research 

Vol. 3, No. 02; 2019 

ISSN: 2456-7760 

www.ijebmr.com Page 218 

 

Roggenkamp, K. (2007). It's the Mobility, Stupid: Designing Mobile Government. Kushchu, I. 

(ed.) Mobile Government: An Emerging Direction in E-Government. Hershey, NY: 

IGI Publishing, pp. 60-85. 

Rossel, Finger and Misuraca, G . (2006). Mobile” e-Government Options: Between Technology-

driven and Usercentric’, The Electronic Journal of e-Government, vol., (4) issue 2, 

pp. 79-86. 

Salkute, V., Kolhe, S. and Veedhi, A. (2011). Implications of Mobile Communication 

Technologies (MCT) in M-Government: Challenges, Technology and Applications. 

International Research Journal of Management and Business Studies, vol.(1), pp.62-

67. 

Sheng, H. and Trimi, S. (2008). M-Government: Technologies, Applications and Challenges. 

Electronic Government, An International Journal, vol. (5), no. (1), pp. 1-18. 

Song ,G. and Corn ford, T.( 2006). “Mobile Government: Towards a Service Paradigm,” In Proc. 

2nd International Conference On E-Government, Pittsburgh, USA,, pp. 208-218. 

Susanto, Tony Dwi, and Goodwin, Robert. (2010). Factors Influencing Citizen Adoption of 

SMS-Based e Government Services, Electronic Journal of e-Government, Volume (8) 

Issue (1), 55 - 71. 

Wang ,Changlin. (2014). Antecedents and consequences of perceived value in Mobile 

Government continuance use: An empirical research in Chi Contents lists. Science 

Direct Computers in Human Behavior, Computers in Human Behavior 34  140–147. 

Welch ,E. and Wong, W.(2001). , Global information technology pressure and government 

accountability: The mediating effect of domestic context on Website openness,” 

Journal of Public Administration Research and Theory, vol. (11), , pp. 509- 538. 

Wixom ,B.H & Todd P.A. (2005) . A theoretical integration of user satisfaction and technology 

acceptance, Information Systems Research 16 85–102. 

World Fact Book, (2011). Central Intelligence Agency, available at 

https://www.cia.gov/index.html.  

Yuan, Y. F., Archera, N., Connelly, C. E., & Zheng, W. P. (2010). Identifying the ideal fit between 

mobile work and mobile work support. Information & Management, 47(3), 125–137. 

Zefferer ,T. (2011). Mobile Government: E-Government for Mobile Societies Stocktaking of 

Current Trends and 

Initiatives.:http://www.asit.at/pdfs/technologiebeobachtung/mobile_government_1.0.

pdf 

 

1. Sandy, G.A. and S. McMillan. A success factors model for m-government. in Euro m 

Gov. 2005. 

2. Bataineh, M., E. Abu-Shanab, and A. Jdaitawi. M-government in Jordan: Today and the 

future. in Proceedings of the 4th International Conference in Information Technology. 

2009. 

3. El Kiki, T. and E. Lawrence. Government as a mobile enterprise: real-time, ubiquitous 

government. in null. 2006. IEEE. 

4. Al-Khamayseh, S., et al., Intelligent m-government: application of personalisation and 

https://www.cia.gov/index.html
http://www.asit.at/pdfs/technologiebeobachtung/mobile_government_1.0.pdf
http://www.asit.at/pdfs/technologiebeobachtung/mobile_government_1.0.pdf


    International Journal of Economics, Business and Management Research 

Vol. 3, No. 02; 2019 

ISSN: 2456-7760 

www.ijebmr.com Page 219 

 

location awareness techniques. Proc. of the EURO m-GOV, 2006. 

5. Al-khamayseh, S., E. Lawrence, and A. Zmijewska. Towards understanding success 

factors in interactive mobile government. in the Proceedings of Euro mGov. 2006. 

6. Kumar, M. and O.P. Sinha. M-government–mobile technology for e-government. in 

International conference on e-government, India. 2007. 

7. Capra, E., C. Francalanci, and C. Marinoni, Soft success factors for M-government, in 

Mobile government: An emerging direction in e-government. 2007, Igi Global. p. 

106-133. 

8. Mengistu, D., H. Zo, and J.J. Rho. M-government: Opportunities and challenges to 

deliver mobile government services in developing countries. in Computer Sciences 

and Convergence Information Technology, 2009. ICCIT'09. Fourth International 

Conference on. 2009. IEEE. 

9. Misra, D. Make M-government an integral part of e-government: An agenda for action. 

in Proceedings of TRAI conference on mobile applications for inclusive growth and 

sustainable development. 2009. 

10. Yajnik, N., e-Governance and Mobile Devices: Possibilities for India. E-Governance 

Techno-Behavioural Implications, 2011: p. 113-117. 

11. Salkute, V., S. Kolhe, and A. Veedhi, Implications of mobile communication 

technologies (mct) in m-government: Challenges, technology and applications. 

International Research Journal of Management and Business Studies, 2011. 1(3): p. 

62-67. 

12. Jahanshahi, A.A., et al., Comprehensive model of mobile government in Iran. Indian 

Journal of Science and Technology, 2011. 4(9): p. 1188-1197. 

13. Alsenaidy, A. and T. Ahmad, A review of current state m-government in Saudi Arabia. 

Global Engineers & Technologists Review, 2012. 2(5): p. 5-8. 

14. Ogunleye, O.S. and J.-P. Van Belle, Scalability and sustainability of M-Government 

projects implementation in developing countries, in Geospatial Research: Concepts, 

Methodologies, Tools, and Applications. 2016, IGI Global. p. 1371-1394. 

15. Faisal, M.N. and F. Talib, E-government to m-government: a study in a developing 

economy. International Journal of Mobile Communications, 2016. 14(6): p. 568-592. 

 

 


	Noor  Dheyaa Azeez1, Muhammad Modi Lakulu2
	1Department of Computing, University Pendidkan Sultan Idris;
	2Department of Computing, University Pendidkan Sultan Idris;
	Abstract
	Introduction
	M-government as an emerging phenomenon
	Mobile and wireless terminology
	Mobile technology and mobile device types and wireless networks
	Mobility

	The concept of mobile government
	From e-government to m-government
	Generations of services
	M-government services
	M-government interactions
	M-government benefits
	M-government challenges
	Table 1 : challenges and differences between e - government and m- government

	Why m-government?
	Mobil governance in developing countries
	REFERENCES

