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ABSTRACT

The personalisation of e-government (e-gov) plat-forms is a well-known way to facilitate access to information and to
improve both productivity and quality of service.

However, the introduction of personalisation culture into Moroccan administration is becoming one of the problems
that hinder effectiveness of e-government services. Many who have tried unsuccessfully to introduce it into e-
government portals have found it to be a difficult task.

Accordingly, we have attempted to capture a solution to this challenge. This solution is based on the best practices
expressed throughout the patterns language “Evolving a patterns culture” [15], which is a collection of interrelated
patterns. It guides, step by step, organisations to introduce a patterns culture. We have tried to make use of these
patterns to the Moroccan public organisations. Based on our experience, we have selected “Evangelist”, “Early
Adopters”, “Local Leader”, “Grass Roots”, “Involve Every One” and “Personal Touch” patterns.
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1. INTRODUCTION AND MOTIVATIONS

The e-gov implementation is important in making Government more responsive and cost-effective". E-government
consists of the transformation of internal and external relations of the public service operations based on new
information and communication technologies and communications in order to optimize the e-gov services delivery and
the art of governing [1]. E-government added new concepts such as transparency, accountability, user satisfaction in
the evaluation of governmental performance [2] [3]. It's not just a web presence or simple on-line information, but it
implies a deep redesign of the structure and functioning of government. Administrative procedures such as collection,
processing and electronic exchange of data inter or intra administrations should be appropriate for the provision of
electronic public services that meet the needs of citizens and businesses.

The personalisation and service quality constitute a major challenge for e-government platforms; whether in the context
of governmental information systems or access to information and knowledge. Indeed, the relevance of information
delivery and its adaptation to user needs are key factors for success or rejection of these platforms.

The diversity of e-gov services coupled with highly heterogeneous nature (multiform and multilingual) of information
constitute a real technological and semantic handicap that the current e-gov systems have to overcome to produce
pertinent and high quality services. The role of personalisation is, in one hand, to facilitate expression of the user’s
needs and access to e-gov services, in the other hand, to enhance public satisfaction and increase e-service usage.

The pertinence of these services is not an objective measure generalized to all users; it is defined by a set of specific
user or user community preferences.

The personalisation approach has been undertaken in several research areas such as Information Retrieval (IR) [4] [5],
Databases (DB) [6], Human-Machine Interaction (HMI) [7], e-gov [8] [9] [10] ...etc. In the field of IR, the user makes
part of the personalisation process. This process is defined as a provided learning which results from the users’
preferences and their interactions with the system. In the DB field, it is not common to integrate the user in the process
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of retrieving information. A SQL query usually contains the criteria considered useful for the selection of relevant data.
The profiles are integrated directly into queries by users. Then, during information filtering, they are considered only
once. In the HMI field, personalisation focuses especially on the user’s expertise level and the user business in order to
determine the system dialogue type, the appropriate graphic metaphors as well as the modality of results’ delivery.

In the e-gov field, e-gov platforms are user centred. The e-gov portals personalisation is based on the following
principle: every user has different needs and must have access to the right information at the right time by using the
right way. The personalisation degree varies based on portals types. In general, users are profiled and each user profile
is dynamic and changes according to their activities. The profile filters and classifies information in retrieving and
dissemination process. In this context, many e-government interoperability frameworks have been implemented in
different countries, such as UK e- Government Interoperability Framework [11] and NZ e-Government Interoperability
Framework [12] [13].

Although these fields appear to converge highly at the same goal which is easy and efficient access to information, in
fact, these areas of research present two conflicting aspects. The first concerns the nature of the processed information:
textual documents for the RI, structured data for DBs, interfaces for HMI and services for e-gov. Whereas the second is
related to the information access mode: access by keywords for IR, access by logical expressions for DBs, access by
metaphor for HMI and using different access technologies for the e-gov.

In the Moroccan e-gov context, the established e-gov action plan contains a significant number of projects. These
projects are of different nature organized in various fields (health, customs, finance, education, environment etc ....) and
diverse user categories (citizen, enterprise, local community) [14]. However, easy and personalized access is currently
an arduous process because the personalisation is still in an embryonic phase. Furthermore, convincing the government
to introduce the personalisation in the e-gov platforms implementation is a more arduous task because of many
generating resistance.

To capture a solution to this challenge, we have been inspired by the best practices expressed throughout the patterns
language “Evolving a patterns culture”.

2. EVOLVING A PATTERNS CULTURE

“Evolving a pattern culture” is a patterns language that introduces patterns into organizations [15]. It presents a set of
patterns that addresses this issue. Its aim is the introduction, step by step, of patterns into an organization, with the
long-term goal the evolution of a patterns culture. These patterns were written by contributors from different
organizations all over the world who have found a close connection between their experiences. They believe that the
creation of a pattern language needs to be the work of a community. So, many people have contributed, and continue to
contribute, to the development of this language. Accordingly, the present patterns system consists of 18 interrelated
patterns [16] (cf. figure 1), including: Evangelist, Early Adopters, Grass Roots, Involve Every One, Personal Touch, Do
food, Didicated Champion.... Etc. To illustrate this language, we present the Evangelist pattern.

Name: Evangelist
Context: You’re part of a software development organization that wants to stay abreast of new technologies.

You’re excited about Patterns. Maybe you went to a conference, read an article or book and, as a result, started learning
more. You feel Patterns will have value for your organization and want to spread the word.

Forces: It’s hard to translate enthusiasm into action that has lasting impact. New ideas are always out there more than
we can handle. You only have so much time to get your ideas across.

Problem: How can you get Patterns going in your organization?
Solution: Become an Evangelist for Patterns. Tell others. Let them feel your enthusiasm. Give Brown Bags. Begin to

identify Early Adopters and grow the Grass Roots. Real impact will require a Local Leader and a Corporate Angel. Be
on the look out for possible managerial support.

Resulting Context: If you are successful in conveying your enthusiasm, a small group of those who also believe in the
new idea will support you. These Early Adopters will help spread the word and create Grass Roots support for Patterns.

Rationale: To grow your idea into real change for your organization, you must be willing to invest yourself in your
cause. As you look for possibilities in every situation, you can take advantage of even small windows of opportunity to
get your idea across.

© 2011, IJMA. All Rights Reserved 1238




Hassania OUCHETTO™", Ouail OUCHETTO® and Ounsa ROUDIES'"/ Introducing the personalisation culture
into the Moroccan e-government/ IJMA- 2(8), August-2011, Page: 1237-1241

Known Uses: The patterns movement at AG Communications Systems began with the work of an Evangelist.

Related Patterns: An Evangelist will often use Brown Bags to capture the interest of Early Adopters who grow into
the Grass Roots.

Evangelist

/

—\‘_‘_‘_‘_‘—_‘"‘“‘"’ Local Leader

Early Adopters
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Dedicated
Cham pion

/ T Helper

Bread on the Waters
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Involve Everyone
Brown Bag Personal Touch l
Energizer
An Individual Hook
4 Pattern of Their
Own Hom etown Story In Your Face

Figure 1: Evolving a patterns culture

The rest of the patterns are described in the same formalism. The next section shows their reuse in the context of
Moroccan e-gov.

3. MOROCCAN E-GOV PLATFORMS PERSONALISATION: OBSTACLES AND SOLUTIONS

The experience has generally shown that introducing the personalisation into e-gov platforms implementation is not a
natural or "spontaneous” task. As it was discussed in [17] and [8], there are obstacles towards the personalisation of e-
services provided by the public sector. These obstacles concern both the citizen and public administration and are
analytically discussed in [17]. Some of the most important ones concerning the citizen are: (i) access mechanism of
services, (ii) control the user has over the whole process, (iii) privacy of sensitive user data, (iv) trust and (v)
acceptance of the delivery channels and the back-end processes. Some of the most important ones concerning public
agencies relate to legal, process-based, financial, governance-based and technical issues [13].

In the case of the Moroccan government, in addition to all these obstacles, we have identified other difficulties of the
introduction of personalisation. These are mainly due to the apprehension of new technologies and the weight of
resistance to progress.

To solve this issue, taking into account the Moroccan culture as well as the relevance of each pattern of ML Manns, we
have proposed a new patterns system.

It is to be recalled that the “Evolving a patterns culture” system, described above, is a very successful solution to
introduce patterns culture into the American context. However, there are many differences between American and
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Moroccan cultures. Such differences have incited us to look for an adaptation strategy. This strategy is essentially
based on an approach of simplifying and adapting the system. The reasons behind the simplification are (i) a lack of the
patterns in Moroccan culture (ii) a difficulty of understanding a system of 18 patterns (iii) the lexicon used by the
language patterns (the patterns names) does not fit Moroccan culture. Therefore, it has been necessary, on one hand, to
reduce the number of patterns, according to their importance and their adequacy in the “Evolving a patterns culture”
system and the Moroccan culture respectively; on the other hand, to change some patterns’ name without altering their
content. The result of the present strategy is depicted in figure 2.

-

Early adherents (Early Adopters)

\ T Group Leader (Local leader)

Sympathetic persons (Grass Root)

Y N

Personal Touch B Involve Every One

Leader (Evangelist)

Figure 2: Selected patterns

After looking for a "Leader (Evangelist)", the pattern "Early adherents (Early Adopters)" identifies and energizes a
group of colleagues willing to introduce the personalisation as an important component in the e-gov platforms. The
third step is to enlarge the number of people involved in the project by encouraging their participation ("Sympathetic
persons"). The pattern "Personal Touch" focuses on personal contacts to persuade a person. The next step is to convince
all users based on the pattern "Involve Every One".

To make our solution more readable, we have formalized by the following pattern entitled "Introducing personalisation
into the Moroccan e-gov".

Name: Introducing personalisation into the Moroccan e-gov.
Context: You seek to improve the quality of service in your e-gov platforms, to introduce personalisation into your e-
government strategies, let your passion for the new approach drives you. You’re a member of e-gov committee or
Information system manager that wants to stay abreast of new technologies and to improve the e-gov access and to
meet the user needs.
Forces: - Fear of facing a new approach

- Changes resistance

- Personalisation is not a priority

- Difficulties of acceptance of the delivery channels and the back-end processes.

- Absence of integrated e-gov architecture

- New ideas are accepted if they satisfy the personal needs

Problem: How can you convince your government to introduce personalisation in the e-gov platforms?
Solution:

e To become a Leader

To search the Early Adherents

To search a Group Leader

To develop a Sympathetic Persons

To Involve every one

To make Personal touch

4. CONCLUSION

We have proposed a new strategy to introduce personalisation into Moroccan e-gov platforms. This strategy is mainly
based on an approach of simplifying the “Evolving a patterns culture” system and adapting it to the Moroccan culture.
The present solution is formalized by a new pattern which is composed of six patterns: Leader, Early Adherents, Group
Leader, Sympathetic Persons, involve every one and personal touch.

This first undertaken study deserves to be refined by other specific patterns and assisted by a software environment.
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