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The technology facilitates to accelerate efforts to improve the performance of the 



government bureaucracy which so far is considered unable to provide excellent service 

to society. This paper addresses the issue by demonstrating a recommendation of study 

to identify the relationship between psychological and technology skill perspectives 

towards the implementation of ICT usage or E-Government. Attitudes, ease of use and 

perceived usefulness among government bureaucratic are the strong factor to use the 

technology. Both TAM and UTAUT are considered to be the underpinning model.  

 

As a result, the article expected that the following study would discover the similar 

results towards the previous studies. Key words: ICT, Government Bureaucracy, 

Psychological, Technology Skill Cite this Article: Kaiman Turnip, Andre Hasudungan 
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INTRODUCTION Today, ICT become an inseparable part of daily live, including 

education, economic, commerce and even government [1] – [4]. To date, ICT is more 

become the stimulus for entire elements of sector rather than applied as a facilitator or 

tool to conduct operations and processes [5]. ICT in government is used to improve the 

transparence of government itself, A Review of ICT in Government Bureaucracy: 

Psychological and Technology Skill Perspectives http://www.iaeme.com/IJCIET/index.asp 

1310 editor@iaeme.com their responsibility and public services in developed and 

developing countries [6].  

 

In a government sector, ICT acts to reduce the bureaucracy in term of increasing the 

efficiency and effectiveness not only in service products, but also in organizational 

structure and management. ICT can be realized to increase transparency and 

accountability in every process of governance and development. The goals are the 

realization of the reporting system and the performance of government agencies, 

improving public access to information on the performance of government agencies; 

implementation of E-Government to support modern bureaucratic management, and 

increased application of open government in all agencies. The direction of 

E-Government implementation is to support business processes of governance and 

development that are simple, efficient and transparent and integrated implemented 

through strategy.  

 

Moreover, the several approaches are including: strengthening E- Government policies 

governing institutions, strengthening systems and infrastructure integrated 

E-Government; improvement/strengthening of electronic procurement systems and the 

development of electronic catalog systems; and enhancement of ICT-based archival 



systems [1], [7], [8]. Hence, through ICT, a better government will be occure. However, 

an issue regarding the resistance from bureaucray occures in implementing this 

technology towards government. Furthermore, the resistance is influenced by 

self-openness, self-effiiciacy, and working culture [9].  

 

Thus, psychology is crucial to be factor that influencing usage of ICT in government. This 

paper is concerned with tensions to review on existing ICT and Government bureaucracy 

in psychological perspective. 2. CONCEPT AND DEFINITION 2.1. ICT and E-Government 

ICT stands for three words, namely: Information, Communication, and Technology. The 

information defined as the output of processing, manipulating and manages a group of 

data. Then, the process of delivering information (i.e., messages, notions, and ideas,) 

from one party to another to enable the interplay between them called communication. 

Technology stated as the application of tools, machines, materials for solving problems.  

 

Thus, ICT is the result of human engineering to information process and the process of 

delivering a message from one party to another resulting in a rapid process, vast 

distribution, and more massive storage [10]. Meanwhile, E-Government defined as the 

utilization of ICT to increase the governance processes to fullfil citizen service, providing 

businesses, employees and agencies, designed by technology, also conducting 

transaction through the Internet network [11]. The use of ICT in government generating 

three kinds of terms that usually used by scholars, namely: digital government, 

electronic governance (E-Governance), and electronic government (E-Government) [12].  

 

Digital government assigned as general term which covering all uses of Information 

Communication Technology in the public sector [13]. Then, E-Governance is the implies 

of managing and administering policies and procedures in the private sector by means 

of ICT. On the other hand, E-Government enables citizens to interact and receive 

services from the federal, state or local governments, routine and sustainable [14].  

 

Different cases indicate that E-Government have the great potential towards many 

countries to facilitate their peoplespotey, nthem bmore cti towards their needs and 

interests. This technology also facilitates the ability for individuals to participate in the 

life of their society, government and community [12]. In 2016, United Nations surveyed 

an overview of E-Government development at the global and regional levels. The study 

focused on the growing importance and increasing complexity of E-Government, 

specifically related to its role in promoting effective, inclusive and accountable public 

services that deliver concrete and people-driven outcomes.  

 

Through Kaiman Turnip, Andre Hasudungan Lubis, Sutrisno, Maksyum Syahri Lubis 
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called the E-Government Development Index (EGDI), the survey stressed on the Online 

Service Index, Telecommunication Infrastructure Index, Human Capital Index. The 

research is designed to give an indicative assessment of the diffusion of E-Government 

through a performance rating of national governments relative to one another [15]. The 

summary of the survey illustrates in Table 1.  

 

Table 1 World Top 10 countries for E-Government No. Country Region EGDI EGDI Level 

Rank in 2016 1. United Kindom Europe 0.9193 Very High 1 2. Australia Oceania 0.9143 

Very High 2 3. Republic of Korea Asia 0.8915 Very High 3 4. Singapore Asia 0.8828 Very 

High 4 5. Finland Europe 0.8817 Very High 5 6. Sweden Europe 0.8704 Very High 6 7. 

Netherlands Europe 0.8659 Very High 7 8. New Zealand Oceania 0.8653 Very High 8 9. 

Denmark Europe 0.8510 Very High 9 10. France Europe 0.8456 Very High 10 2.2. ICT 

Strength in Government One of the government functions is to provide public services 

as an effort to meet the societies' needs towards the provision of services.  

 

Efforts to improve the state apparatus performance are expected to offer and realize 

fast, transparent, inexpensive, accessible and accountable services that can be 

accounted for following the dynamics of the development of increasingly complex 

community needs [16]. Then, the term of E-Government uprises and drives a new 

transformation of ICT in the government sector. Tools, media and peripheral are shifting 

into topics related to core government activities, policy-making, and policy 

implementation established that E-Government is related to government transformation 

and reform [17].  

 

According to researcher [18], The use of ICT in government is focused on being a tool to 

assist the state administration for civil service, by the central public service and the local 

or state/city government. In developed countries, e-gov is the result of the 

transformation of bureaucratic interaction mechanisms with communities that are more 

friendly. Likewise in developing countries, many policymakers believe that clean, 

authoritative and transparent governance can be realized through E-Government [19].  

 

There are three main characteristics of E-Government, namely: (1) a new mechanism of 

interaction between the government-community and other interested parties; (2) 

involves the use of information technology (especially the internet and cellular 

networks); (3) improve the quality of public services [20]. ICT implementation in 

government has no particular stage of E-Government due to the variety of 

technological, social, organizational, economic and political reasons. In other words, 

applying ICT in government is not a one-step process, but involves several stages or 

phases of development [21]. Reviewing to several researchers such as [10], [22], [23], the 

implementation of E-Government has several stages.  



 

The stages are including: existence of online sites; interactive services; easiness of 

transactional acivities; and both vertical (local, state and federal governments) and 

horizontal (different functions and services) integration. Howerver, acceptance of ICT 

things is a two coins condition, it could be accepted or rejected by user. An effort knows 

the progress of E-Government implementation for internal and external stakeholder 

become the critical point of organization [24]. Once government A Review of ICT in 

Government Bureaucracy: Psychological and Technology Skill Perspectives 
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the ICT/e-gov, hence challenges and considerations will be faced, including 

infrastructure, legislation or policy, human resource, management, partnership, 

leadership, and strategy [25].  

 

Thus, it is indicates that the emergence of ICT resistance the bureaucracy government 

organizations. 2.3. ICT and Government Bureaucracy During this time, bureaucratic 

organizations in the community are well-known to serve negative stereotypes among 

others. For example, process of managing letters or other documents that are 

convoluted, unfriendly, unfair, not transparent, complicating and prolonging service. 

This is due to unpleasant experiences directly are perceived by the community [26]. 

Bureaucracy in this context means the whole structured government organization which 

run the nation tasks in every unit of government organization, under department and 

non-department institutions, in central or region, as in province, regency, subdistrict or 

villages [27]. The main purpose of the bureaucracy is to achieve nation goals in 

effectively and efficiently [26].  

 

According to researcher [28], there are several characteristics of bureaucracy, such as: (1) 

Standardization and formalization; (2) Division and specialization of labor; (3) Authority 

hierarchy; (4) Professionalization; (5) Written Documentation [29]. The standardization is 

identified into four aspects, including: standardization of processes, work output, 

workesls and values [30]. On the other hand, formalization is defined as the 

standardization level of working progress, procedures, instructions and communication 

are written and executed [31].  

 

In term of bureaucratic organizations, ICT are used to facilitate and control the 

fundamental organizational functions of coordination. These functions are defined in a 

set of normative legal rules designed to standardize administrative procedures and 

delivery of public services. Technologies offered by ICT system such as: database 

management systems, work flow management systems, automated decision support 

systems, web services, e-services and cloud shared systems become aid to 

standardization of bureaucratic processes [1].  



 

In short, ICT helps a bureaucracy system in standardization level of working progress, 

procedures, instructions and communication among bureaucratic members in an 

automation of a step in many processes. Division and specialization of labor defined as 

details of tasks into simple components that can be carried out on a recurring basis of 

labor, whereas they have expertise in their fields, even though their work may be only a 

small part of the overall activities of the organization [31]. All the tasks are carried out by 

entire process even though these processes are technically different from one another.  

 

Whereas by way of specialization of functions, a manager focuses only on one particular 

function that is different from the functions of other managers. That way, the product is 

completed only through a combination of work, simultaneously or successfully, from a 

number of people [29]. By means of ICT, organizations able to utilise employees ’ abily 

positioned in a new way in organizing scheme [32]. Emergences of ICT allow to 

eliminate unnecessary employment and become an aid to accomplish workers job. Also, 

ICT adoption is able to improving in the number of workers across all categories and 

simplify the operation [33].  

 

In short, ICT facilitating to arrange labor specilization in their respective fields and 

shorten the process of any bureaucratic matters. Then, aspect of authority hierarchy 

means that an employee is a free person, he is subject to authority only with regard to 

impersonal obligations of his position. Obedience is intended not to individual officials, 

but solely to its law-based orders so as to form an impersonal order [28].  

 

The entire elements in a bureaucracy have their own authority to decide policies with 

responsibility by following applicable laws and regulations. Strategy has been changed 

in bureaucratic organizations through the use of information technology services, 

including Kaiman Turnip, Andre Hasudungan Lubis, Sutrisno, Maksyum Syahri Lubis 
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government policies.  

 

The bureaucratic organization that has been providing services directly to users (face to 

face) has turned into a direct and virtual service with the use of ICT including 

computerized systems and Internet networks [9]. However, policy and strategies is one 

of the major challenge to be faced in implementing ICT. The involvement and leadership 

of chairman from many sector in in government bureaucracy become crucial for the 

sustainability and successfully of E-Government [34].  

 

ICT reforming the basic structure of bureaucracy into two shapes namely: centralization 

or decentralization [35]. ICT able to centralize the organization by allowing top-level 



managers streamlined its operations in managing informations, giving them greater 

decision strength. Then, ICT also created decentralization by allowing both low and 

middle level managers to receive the entire problems and situation of their 

organizations, and providing a corporate works [36].  

 

On the other hand, through the implementation of ICT, informations become easier and 

free to be accessed by the lower level besides top level. Thus, issues of privacy and 

security of information become crucial in a government organization [37]. Moreover, 

professionalization aspect is an ideal skills and knowledge of a bureaucracy members. 

[38]. Furthermore, researcher [28] stated that a bureaucratic administration should have 

the knowledge of technology and mastering it. Lastly, a written documentation is 

needed in a bureaucracy while conducting discussions and preliminary proposals, final 

decisions, and all kinds of orders and regulations [28]. Recording administrative 

decisions in writings helps ensure operational continuity.  

 

Although officials and administrators come and go alternately, with these written 

documentation new decisions will continue to be guided by decisions that have been 

taken in the past. Written documents also facilitate accountability. Higher authorities can 

use these written records to evaluate the performance of units or agencies and provide 

guidance that subordinates are responsible for their actions. On the contrary, 

bureaucrats who are charged with untruth can use written documents to show that they 

follow the rules and carry out their positions responsibly. Thus the written 

documentation provides protection for subordinates and superiors [30].  

 

Furthermore, The use of ICT can minimize or also able to eliminate the use of paper in 

bureaucratic service, with benefits for the environment. By utilizing effective ICT/E- 

Government, it can minimize the impact on the environment by reducing waste [39]. ICT 

presents a centralized government service system where each entity can publish its 

services to beneficiaries through the use of the Internet and a centralized government 

database for service accessibility purposes [40] – [42]. Also, implementation of ICT 

technique able to helps accuracy and security of document [43], [44]. In conclusion, it is 

hard to implement the ICT or E-Government in bureaucracy.  

 

Various challenges will be faced for the integration of E-Government and ICT, namely: 

strategic, technology, policy, social, financial and organizational [45], [46]. Subsequently, 

there are a huge number of adaptations and changes regarding cultural, administrative, 

organizational and legal, that should be suited to the greater effectiveness and 

efficiency of services [39]. 3. ICT/E-GOVERNMENT: PSYCHOLOGY PRESPECTIVES Several 

studies have been verified that organizational issues is the most important factor in 

implementation of ICT/E-Goverment [6], [46] – [49].  



 

A radical transformation has taken place along with the use of ICT (E-Government) in 

the government bureaucracy. Resistance occurs due to changes in habits that have been 

running all this time. Also, the inability of bureaucrats to use technology is used as an 

excuse in rejecting the adoption of ICT [9]. Along with that, power or position can also 

be eliminated by the use of ICT, both authority [34] and economy [50]. Moreover, the 

organizational issue has been classified into several main problems, namely: culture of 

organizations, top management support, resistance to applies the electronic A Review of 

ICT in Government Bureaucracy: Psychological and Technology Skill Perspectives 
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organizational structure and lack of qualified personnel to use ICT [46], [47], [49].  

 

In general, the resistance to utilize ICT in government bureaucratic is caused by negative 

perception towards the technology usage [9]. The level of usefulness of a technology is 

determined by the frequency of it used. A good quality of technology shows the 

perception of the user about the usefulness of the system in an effort to optimize the 

achievement of the users. A higher perception of the usefulness is concerned to the 

quality of technology [51]. The differences in perceptions that occur in this government 

bureaucracy generally relate to differences in understanding and inability of 

bureaucratic to anticipate the alteration through the use of ICT [9].  

 

According to the Socio-technical systems theory, usage, development and adoption of 

technology cannot be separated from the human dimension. Social systems are related 

to people's attributes including skills, values, and attitudes, while technical systems 

consider tasks, technology, and processes. [52]. In rof attude wards technologies, 

Technology Acceptance Model (TAM) by researcher [51], stated that perceived 

usefulness and perceived ease-of-use are become the influenced factor to determining 

how and when the technology used.  

 

Themodel widelused termitheusers’p sychological factors that influencing the ICT 

adoption [53]. In line with this, knowledge and skill as parts of a person cognitive, play 

an important role for users to utilize ICT [54]. Cognitive skills are an important 

component in a person as a process of thinking power to receive and respond to 

something. Cognitive skills can bring up one's ideas, ideas, and creativity in learning 

[55]. Thus, ability or skill and level of knowledge of user is a great factor to strengthen 

the success of ICT usage [56]. 4.  

 

RELATED WORKS ON PSYCHOLOGY PRESPECTIVES OF ICT/E- GOV IMPLEMENTATION 

Succesfull of ICT/E-Gov implementation can not be separated from the organizational. 

Several studies have been conducted to sought the relationship between psychology 



prespectives towards ICT/E-Gov implementation. Scholars in investigating ICT and 

Government are mostly discussed in various objects, countries, also the models. For 

instance, researcher [57] pointed out that applying E-Government in Kenya as the 

developing country has a relationship to the concept of public value.  

 

Through robust structural equation models, it is showed that public sector pursuit for 

public value might inform the practice of E- Governance to enhance the skill. Moreover, 

by using three theories of technology acceptance (UTAUT, TRA, and SCT), a research 

conducted by researcher [58], investigated factors for the adoption of ICT by city 

government employees in comparison of Surabaya, Indonesia, and Davao, Philippines. 

The study stated that performance expectations and attitudes are important factors in 

influencing the intention to adopt ICT in an organizational structure. Also, amoderng 

riable, o’ geandlenofwork xappr be slightly impression.  

 

A study conducted by researcher [59] revealed that the operational challenges to 

adopting ICT by employees in Local Government Administration of South Africa are lack 

of IT skills, and lack of clear understanding of ICT. Next, by using UTAUT model, 

researcher [60] reported that confidentiality, trust and attitudes toward using 

technology is primary key determinants to overall satisfaction and the adoption of 

E-Government services. Furthermore, based on the study reported by researcher [61] 

which is investigating the underlying factors to use E-Government services in Turkey.  

 

The study was conducted by using UTAUT model and evaluated with the Structural 

Equation Modeling technique with total 529 participants. performance expectancy, 

social influence, facilitating conditions and trust were found to be Kaiman Turnip, Andre 

Hasudungan Lubis, Sutrisno, Maksyum Syahri Lubis 
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behavioral intention of E-Government services usage. According to researcher [62], the 

adoption of E-Government services is influenced by perceived usefulness and perceived 

ease of use.  

 

By the means of TAM, 40 total respondents are selected to collect both qualitative and 

quantitative method. TAM method is used by researcher [6] to examined the survey of 

E-Government usage in Jordan. Through 413 of total respondents, the research result 

pointed out that attitude is the most significant determinant factor to adopt and use 

E-Government service. Then, researcher [63] conducted to study the use of 

E-Government in India by collecting 300 participants.  

 

By using TAM model, perceived the outcome of the research stated that ease of use and 

perceived usefulness are significant predictors of the intentions to use E-Government 



services. Moreover, a study conducted by researcher [24] related to user acceptance of 

E-Government stated users’ aliy cludioptism innovative significantly influenced the 

technology usage. The research used a survey based on TRAM modelled questionnaire 

and selected 230 of total samples of customer that had been using E-Government.  

 

In the study conducted by researcher [64], TAM, TAM2 and UTAUT was employed to 

identify the factors influencing the usage of E-Government. The major findings of study 

reveals that lack of ICT knowledge and skill of users influence the usage of 

E-Government. To conclude, using the several studies related to ICT and government, 

this technology (i.e., E-Government) is convinced to be the high strength to improve 

government, especially in public services. Meanwhile, there are certain factors to be 

highlighted in combining ICT and government, namely: performance expectations, 

attitudes, skills, trust, facilitate, ease of use and perceived usefulness as seen in Table 2.  

 

Table 2 Studies related to ICT/E-Gov and psychology perspective No. Author (Year) 

Theory/Model/Method Findings 1. Venkatesh, Sykes, and Venkatraman (2014) TAM Ease 

of use and perceived usefulness are predictors to use E-Government 2. Al-hujran et al. 

(2015) TAM Attitude is the factor to adopt and use E-Government 3. Oyelana and 

Thakhathi (2015) Q ualitative Lack of ICT skills influence the usage 4. Susanto and Aljoza 

(2015) TAM Perceived usefulness and perceived ease of use are the factor to adopt E- 

Government 5. Rodrigues, Sarabdeen, & Balasubramanian (2016) UTAUT Confidentiality, 

trust and attitudes are main factor in ICT adoption 6.  

 

Batara (2017) UTAUT, TRA, SCT Performance and attitudes are factors to utilizing ICT 7. 

Joseph (2017) TAM, TAM2, and UTAUT knowledge and skill influence the usage of 

E-Government 8. Kurfali, Arifouglu, Tokdemir, & Paçin (2017) UTAUT Performance is the 

factor to adopting ICT 9. Adiyarta et al. (2018) TRAM U ses’sonaliy Based on Table 2, it 

can be concluded that psychological factors of government bureaucratic are influencing 

the usage and adoption of ICT/E-Government.  

 

Attitudes, ease of use and perceived usefulness from users are the frequently points to 

come up in recent studies, A Review of ICT in Government Bureaucracy: Psychological 

and Technology Skill Perspectives http://www.iaeme.com/IJCIET/index.asp 1316 

editor@iaeme.com which have a significant contribution towards this technology use. 

Then, skills and knowledge also mentioned being the prominent factor to achieve the 

success of ICT/E-Government implementation. Moreover, TAM and UTAUT have become 

the most used model to gain the information regarding use rs’ inton and pslogical ff 

technoloy adopti 5.  

 

CONCLUSIONS ICT/E-Government not only to establish the proper tools to enable 



policy integration but also have the impact on several areas, namely: social, economic 

and environmental. Furthermore, this technology is also providing services among 

various sectors, subsectors, and programmes. ICT/E-Government become an aid of 

government institutions to combine to overtake common objectives through the entire 

government approaches. Also, it offers opportunities to re-decision existing 

decision-making processes and information flows [15].  

 

However, the psychological perspective of government bureaucratic is essential to 

investigate by the researcher, including their attitude, motivation, self-efficacy, skill, and 

knowledge. This paper is the framework of the study that will be conducted in North 

Sumatera, Indonesia. The future study will be conducted to seek the relationship 

between psychology perspective, ICT skill, and level of ICT knowledge towards the 

utilization of ICT/E-Government among the government bureaucratic.  

 

The next study also deliberates the usage both of TAM and UTAUT as the underpinning 

model. This article only inspected on a draft of the actual study that will be organized in 

the future. Also, this paper expected that the following study would discover the similar 
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