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Senior management from 24 Governmental
departments and ministries participated in a
workshop sponsored by the Ministry of
Information and Communications Technology,
“Working Together to Make E-Government a
Reality,” at the Movenpick Dead Sea Resort
and Spa, July 11-13, 2002. Participants worked
long hours brainstorming and discussing
options, applying state-of-the-art team building
and planning techniques used by some of the
world’s largest multinational firms.

Participants, invited by His Excellency Dr.
Fawaz Zu’bi and the Ministry of Information
and Communications Technology, and hosted
by Secretary General Ali Qudah, cooperated to:

¢ Discover ways we can take advantage of e-
government to:

0 improve our working conditions,
productivity and effectiveness
0 share information for more informed
decision making
0 reach consensus informally and
quickly
0 keep communications channels open
o simplify processes, systems and
procedures
0 use templates to facilitate document
production
0 learn from each others’ experience
and support each other
0 develop our individual skills while
enhancing our careers and our
ability to serve
e Develop a shared vision of how we will
implement the e-government program
e C(Clarify our roles and responsibilities as well
as a list of next steps for each of us to
follow up on
e Create a spirit of teamwork within top
management that we spread throughout the
public sector.

His Majesty, King Abdullah II, has emphasized
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the importance of making Jordan an IT hub for
the region and e-government is an element to
achieve that vision, aimed at creating greater
economic opportunity for all Jordanians. The
commitment of participants was indicated by
the sustained presence of top management
throughout the event by key organizations
related to the national economy and information
management.

Many of these organizations represent the

leading edge of e-government in Jordan.

Participants are the champions who are already

computerizing their information systems and

procedures or hold great potential for positive

change. Each of them is advanced in different

aspects of the process, so the team has much to

offer itself, and other parts of government.

Above all, everyone agreed that e-government

is not about information technology, but a

management tool for modernizing society and

allowing government to serve citizens better.

Prime Ministry

Ministry of Public Works and Housing

Department of Lands and Survey

Ministry of Planning

Social Security Corporation

Department of Standards and Metrology

Income Tax Department

General Sales Tax Department

National Information Center

Municipality of Greater Amman

Jordan Export Development & Commercial

Centers Corporation

Department of General Statistics

Ministry of Finance

Customs Department

National Library

Jordan Investment Board

Industrial Estates Corporation

Jordan Securities Commission

Central Bank

Agaba Special Economic Zone Authority

Ministry of Trade and Industry / Companies

Controller

General Tenders Department

e Ministry of Information and
Communications Technology

Initially, participants focused on teambuilding
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and information sharing, developing a common
language and using common methods. After
sharing views on “What is e-government?”
Participants responded to “Why do we want to
manage its implementation?” in general session,
and “How can we manage its implementation?”
in teams.

Further, in response to their request to know
what each of them is doing, they answered the
following:

e What e-services do your organizations
deliver now?
e What are the management lessons learned
from implementing e-government?
e What services, skills, and experience can
your organization
0 Benefit from the other team
members?
0 Offer the other team members?

These last two questions symbolized their need
for each other and willingness to cooperate.
This exchange further clarified roles and
responsibilities in execution.

They also tackled an action task where they
applied a systematic approach that can enable
them to cooperate more effectively back in the
work place. Participants analyzed purposes,
results and criteria before going into action. To
develop their vision of the future, they also
produced mock CNN broadcasts describing
what they will have accomplished in a year in
e-government. This process not only reinforced
their comfort and skill level with the
methodology, but also allowed the different
directorates to see how each one fits into the
process of realizing the shared vision.

The MOICT’s e-government Project
Management Office (PMO) provided an
overview of their mission:

e Support and provide a focal point to
coordinate the National e-Government
Initiative for the Government of Jordan

Regarding e-Government, the PMO aims to:

e Maximize effective use of resources used in
the implementation of e-government for the
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greatest advantage to Jordan

e Promote and ensure a systems view

e Report costs, progress and benefits of the
portfolio of these initiatives

e Ensure successful implementation and,
where necessary, integration of initiatives

e Identify opportunities proactively.

PMO services include providing:

e Expertise (subject matter experts,
methodologies, tools, templates)
e Standards (managerial and technological)

e Training on the methodologies, tools,
templates and processes of the PMO to
relevant stakeholders.

Participants then produced organizational action
plans and compared them in teams, looking for
linkages between them. Later they developed a
joint calendar of events, reports and other items
of mutual interest to the entire team.

The PMO closed with an overview of its own
efforts to date, and emphasized the importance
of teamwork and mutual support:

e We are preparing part of the infrastructure
for you (Secure Government Network, etc.),
and will coordinate with on you to identify
your priorities and e-initiatives

e We are going to define and communicate
the standards that will govern the
relationships between the different
departments for email and the portal. How
you take advantage of this infrastructure
within your organization will be your
responsibility.

e We are here to support you and we need
your support

This is a national program, requiring your

commitment and accountability to succeed.

A clear understanding of each other's roles and

responsibilities will yield better results

Finally, creativity, cooperation and quality

service to citizens are cornerstones to our

shared success

Plans are living documents, to be revised as
new information becomes available. Periodic
review allows plans to stay reasonable and

AMIR Program
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move smoothly through time and space,
motivating those who carry them out. All
participants agreed that the workshop was
highly productive in creating a team spirit
between the various stakeholders.

As the Secretary General of the MoICT said,
“The most important result is the creation of a
human network, without which the electronic
network cannot be achieved.” The real results
from the workshop will be measured over time,
but the initial results are remarkable.

This report documents the process of
developing a shared vision and identifying steps
to realize it. By presenting the participants’
actual outputs, it affirms the value of their
exceptionally creative contributions. Each
reader may draw from the report different
conclusions, but its words and pictures capture
the exciting spirit of teamwork and cooperation
experienced in the workshop.

A journey of a thousand miles begins with the
first step. Naturally only sustained commitment
can realize the hopes and aspirations of
workshop participants. The memory of the
enthusiastic participation experienced in the
two and a half days together should provide
great encouragement to all team members as the
journey continues.
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The Coverdale Organization has had the
pleasure of facilitating MoICT’s workshop,
“Working Together to Make E-Government a
Reality.” We would like to thank each member
of the team for giving remarkable efforts in
generating enthusiasm, good will, creative
approaches, and, most important, commitment.
Your diverse knowledge, skills, disciplines,
experiences and personal interests represent
vital resources to this team.

This is your report and we are proud to have
facilitated your efforts. You chose to work
together during your weekend, putting in long
hours, to make this workshop a success. Each
of you chose, individually and as a team, to
look for shared purposes in producing the
contents of this document.
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Participating Organizations

Each of your participating organizations
represents the leading edge of e-government in
Jordan
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You are the champions, having already well
begun computerizing your information systems
and procedures. You demonstrated during the
workshop how much you have to offer each
other, and how willing you are to share with
other members of this human network. We
thank you for your past, present and future
commitment to this national endeavor to build a
modern Jordan and allow government to serve
citizens better.
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This report reflects your efforts, working
together to become a human network that
supports implementing an electronic one,
prepared to take together the steps needed to
make e-government a reality.

Ministry of Information & Communications
Technology

From the top management of the Ministry,
many people contributed their hopes and vision
to the workshop design, His Excellency Dr.
Fawaz Zu’bi, Secretary General Ali Qudah,
Chief Information Officer Mahmoud
Khasawneh, Corporate Communications
Advisor, Emile Cubeisy, all provided their input
and their support.

Managing the process of change is never easy,
and is far more complicated when working
across organizations, where each member of the
network is the head of their own entity. MolICT
staff was a model of teamwork, smoothing the
rough spots, and encouraging cooperation,
acknowledging the shared leadership needed for
success.

Sponsors

The US Agency for International Development
through its highly successful AMIR Program,
provided full support to the workshop.
Although Sherry Youssef, acting component
leader of the Information and Communications
Technology Initiative, was out of the country
during the workshop, we felt her moral support
and were guided by the presence and input of
Abed Shamlawi.

AMIR Program
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Project Managers

The project managers are the lifeblood of the
human network that will implement e-
government. Their skills and commitment were
visible, even as observers. By attending on the
last day, they facilitated the handover of
information from workshop participants. We
thank them as indirect members of the extended
facilitation team and look forward to working
with them in the future.
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e N i Bashir Zo’bi
Jaall f\_u b yla Income Tax Department
Cpdlas g8 Fareed Hadadeen
elaa¥ Glaal) Social Security
sl e a4l Daoud Abdel Nour
SN e L Municipality of Greater Amman
alaladl Jaaa Jamil Al Amleh
SN e AL Municipality of Greater Amman
anl® 3 g Jawad Qasem
s S yall i) Central Bank of Jordan
Jue s dana Mohammad Abu Asal
pyadll gdcluall 3l Ministry of Industry and Trade
dman g Nuha Juma
S s daladl JaiN 5 ) 5 Ministry of Public Works and Housing
RS ERRIRG Rasheed Nahlawi
DLy aaand A ge Jordan Investment Board
Al L Salem Mayayah
Gilapall e dalall 4y juiall 3y General Sales Tax Department
el e Soheir Al Ashhab
dqida 4l A0l National Library
glau) Zeinab Dabbagh
Aaladl elaall s s Department of Statistics
Jsad) e Sumaya Al Ghoul
S Hlaall 3yl Customs Department
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2 Aaga datbise palaill 5 4 5l 3 ) 55 Caealas N
D2 IS e U 8 dae) e s 81 (5 il
A0 A8, dae) dulee Jang ol s dae) o e
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GV Jiasal (g gon el S il 253 1368
6 sisall o agilalial¥ 4y 5 puall clalhiadl
Y,

Behind the scenes support

The Ministry of Education made a major
indirect contribution by recommending we
produce our reports in bilingual format.
Although two languages complicate production
tremendously, English language skills are vital
to Jordan’s future. This report provides all
participants with essential vocabulary for their
needs at the managerial level.
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Adults can learn languages easily if they set
realistic targets and focus on gradual progress.
Discussing even a page of this text in English
with colleagues regularly, especially daily,
could steadily increase speaking confidence and
language skills, with tremendous potential
impact for the employees, the government as a
whole, and Jordan.

Several parts of the MoICT helped to make the
workshop a success: some furnished
computers, some offered information, some
supplied transportation, some gave staff
members to be trained as facilitators, some
provided ideas to guide the design, some made
the tea, coffee and zaatar that facilitate meetings
We are grateful to all of you for your
contributions.

The entire facilitation team contributed to
logistics of the workshop, from designing the
teams, to developing task wording, as well as
coordinating with the AMIR Office regarding
hotel reservations. By participating in the
initial interviews, they made participants’
personal aims part of the design and ensured
directors knew what to expect from the first
day. These efforts occurred in addition to their
active participation in facilitation training and
their normally busy workload. Their good-
natured support, as well as their commitment to
speed as well as accuracy made our task easier.
From AMIR, Lina Arafat handled the
complicated tasks of workshop logistics, as well
as support to the facilitation training, assisted
by Rawan Tell initially. Many people in the
AMIR office contributed directly to the success
of the workshop, from support staff to drivers.
In acknowledging their input, we strengthen the
entire team.

Basma Sa’d, translated many of the
participants’ words from Arabic into English to
allow others to share the workshop experience
and make this report a workbook for practicing
English. Hassan Ayoub and Mohammed Asfour
took the photographs of teams in action. The
words and the pictures all contribute to keeping
the team spirit alive.

Facilitation Team
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Facilitators

& oSl A g asall lan Jpa 8 S daie o (s 2 While Coverdale had the lead responsibility for
XS 3 gy Lgala 6 Juadll of ¥) (A6l 3 1 5 s designing and managing the workshop, success

288 ¢ (pga gaS Jaall 4y )31 a3 (63 Jaall (33 8 25¢> V' would not have been possible without a team
O A Cnea saS aa glend 400D ALl paladl) Jee:  effort on the part of all those people trained as

facilitators.
Gl el e Abdel Rahman Shihab
Ldaiil) 3 5 Ministry of Planning
sl Al Amna Kilani
il sleall L o 035 g VLAY 81 55 Ministry of Information and
Communications Technology
(e dap Deema Anani
Gla slaall Lin ol 635 g LAWY 31 55 Ministry of Information and
Communications Technology
EBNPRE Fadi Mari
il sleall Lin ol 935 5 LN 31 54 Ministry of Information and
Communications Technology
Sl ) 5 Firas Rsheidat
il glrall Lis ol iS5 g VLAY 31 5 Ministry of Information and
Communications Technology
M sale Ghada Mukhalalaty
il sleall L of 035 VLAY 81 5 55 Ministry of Information and
Communications Technology
oaudll Jla Hani Al Shantir
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Maram Nasr
Ministry of Information and
Communications Technology

Jshac Jaas Mohammad Asfour
DLisl) el A 5a Jordan Investment Board
G 5 s Mohammed Abu Shraikh
Gilapall e dalall 4y il 3 50 General Sales Tax Department
b el s Nour Ahmad Bani
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Ministry of Information and
Communications Technology

EEI PN Rima Dajani
Gl e dalall 4y puall 5 sl General Sales Tax Department
Jisle s sl Salwa Alloush

Cila glzall Lia of 305 g VLY 81 35

Ministry of Information and
Communications Technology
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The art of facilitation is often not in what you
say, but rather how well you listen. The
supportive attention of facilitators indirectly
allowed four teams composed of people from
diverse backgrounds to work to common
purposes and common methods. Their listening
and observation are what make the smooth
operation of the workshop possible, the adapting
of the schedule and the tasks to suit participant
needs. That gift we can give to any team we are a
part of. We are grateful for their serving as
beautiful models of the spirit of teamwork and
cooperation. May they motivate each of us to do
the same in our own teams!

Participation in the facilitation team represents
a commitment to developing Jordan's human
resource potential.

We especially thank Secretary General Ali
Qudah whose input to the facilitation team
reflects his supportive style of management
What enables and empowers outstanding
performance is in fact, an environment where
people are willing to take risks together.
Instilling that confidence is in the nature of
leadership, providing the balance between
keeping an eye on the long-term objectives,
while rolling up sleeves to deal with immediate
demands.
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Report Preparation

The tedious job of report preparation was a
team effort, to which many contributed. Each
facilitator transcribed part of this material to
capture your ideas so you can share them more
easily with others. Each half-sheet was
transcribed in Arabic, proofed, translated into
English and proofed again by people who are
primarily project managers, but understood the
importance of your words. They worked late
into the night and early in the morning to ensure
you had a copy of your action plans before
leaving the Dead Sea. Their efforts were
inspiring to us all.

After the workshop, Salwa Alloush led the
production of the final report, supported by
Maram Nasr, Basma Sa’ad, Lina Arafat and
George Abedrabbo, who scanned and inserted
pictures. The complexity of producing a
bilingual report is hard to imagine, but the
results, in terms of potential usefulness to
participants are worth it. Without these
dedicated efforts a quality document could not
have been achieved.

Many people helped to make the process
efficient and pleasant. We are grateful to all
who contributed. Hundreds of half sheets of
paper thus lead to a vision. Those colorful bits
of paper, when put together attractively, create
an enduring memory to motivate each reader.
What is the purpose of a report like this? Is it
the result of the workshop? No, hopefully the
real result of the workshop will be the
implementation of e-government with ensuing
benefits to society, to dedicated civil servants,
to the private sector and to all citizens. Like the
photographs, however, the report is a reminder
to us of what we accomplished together and an
inspiration for future cooperation.

May the spirit of teamwork experienced during
the workshop and its participatory, facilitated
process serve as a model for the entire team to
share with others as you pursue your shared
objectives.

The real results of workshops like these depend
on the commitment of every member of the
team. If each person sustains the enthusiasm
and cooperation demonstrated in the workshop,
a very bright future is assured, not only for the
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participants as members of this electronically
connected human network, but also for all
Jordanians, and even the region, for generations
to come.

Cathryn Goddard
Workshop Director

Coverdale Organization

AMIR Program Consultant
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Overview dale 5
Workshop Preparation and Approach il gl g Jardl Al ol Sasy)
Clarifying the Vision of the Workshop Janll A5 4y a5

One of the critical steps in preparation for OS a0 alacy) dsalall ¢l shadll e
the workshop was to meet with top 3 ) 5 b 1_)1,:]\ 5 )3y ae tu,;y\
MOICT management to understand their s ?@j Qu;lui\ Lia sl 535 5 ey LY
vision of the workshop and agree on e N o
t_ﬂ,g\.d\ LA‘: é\sﬂ\) cMJjﬂ.

purposes.
Further purposes clarified the vision of i, gl gy cauagl g AT ale
the workshop
e Exchange information between e <l agiaebua g 1S 8N (Sl slaal) Jobis
partners and help them to get to Jazadl JS Lany aguians,
know each other better Cuny Jaall 45 ) 5 84S LA 3k gLl

e Practice participatory methods in the pelee o Y Lgnlai 3y i) slme ¥ (Say
workshop that team members can
later apply at work.

Anticipated results included: b L dad gial) U Gt
e A spirit of teamwork ‘ Jasll & 8- 5
e Consensus among participants on the geleal daall daa) o S L) G g Laa)

importance of teamwork for 4 g STV A sSall als 5y il
implementing e-government
e Greater understanding of the Ge a5 S e g A 2l gall Jumdl agd
resources each participant represents CnS il
e Organizational action plans dgaplal Jao lalad,
e Commitment of participants to work Ly pguiany e Jaally (1S JLAAD o 3
together to implement e-Government 45 ASIY) Ao sSall 2dsl,

These purposes and results, in turn, were (o8 gl 5 QLG 238 8t 5 Axal e o Ul g
reviewed and refined in discussions with A&l da Ji (S jLiall (e 2a) 5 IS e il

each participant prior to the workshop Aaad 8l agdlanl dpany ey Lasd | gald Camy oL@l
itself, who then identified their personal Ayl

aims for the workshop.

Preparing to Work Together Lges Jaadl ey
Personal Aims dnaddl) dilaY)
To s
e Exchange information Gila slaal) Jalis
e Institutionalize work Jendl dsnda e Jans
e Train human resources L) 2l sall s
e Learn from other people G AY) (e pla
e Share knowledge, experience and ol e 3 jlgall 5 B sl 548 prall auilis

skills through transfer of information e slaal)
e Network between participants to build Alaall 5 Gl 7 55 el Jual 5

team spirit and friendship

AMIR Program 18



Working Together to make e-Government a Reality

Final Report

e Electronic Payment

e To Exchange Information between
government departments through
internet

e To provide information and services
from department through internet

e Exchange formal correspondence
between departments through internet

e Identify management problems that
we face when implementing the e-
Government (increase management
level)

e Know how to interconnect
departments

e Exchange information is not enough.
We need adequate management of
information

e Develop a shared vision of joint work
within the e-Government program in
harmony

e To obtain feedback whether we are on
the right track

e C(Create a mechanism to exchange
knowledge and experience

e Build a launch pad.

e (Create common Language.

e (larify the role of General Secretaries
and directors in enrolling the concepts
of e-government by time but
scheduled.

e Create kind of common language and
understanding within a defined time
frame.

e Understand the time required to enroll
the citizens and the employees in the
e-government.

e Discover ways to allay the fears
concerning the e-government
especially the English language and
the technology.

e Facilitate the process of using the
technology for the employees and the
citizens without creating fear,
confusion and reluctant.

e Improve communication among
participants in the workshop

e Enhance coordination among
participating ministries and
departments
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Share information and experience Gl gall aa S a5 Sl slaall Jalis
with other organizations s AY
Facilitate interconnection of Sl 558 G e Y ddee g
ministries and departments

Identify impediments of e- AasSall g jlia 035 Gl A Gl paal) 2aas
Governemnt progress at your s AY) il sall 5 oS5 iy 84 S
department and others'

Identify plans and projects of AS L) s pall o jliie g dalad o b e

participating parties and the method =~ JAY! pgbe S aas O Sy LA (g0 (A 43y 50001 5
to complement each other. This will aa¥ls agie JSI AL paliall paad P (e

be done by identifying elements of Ol 8l 5 ey il
intergration especially legislation and

laws

Review the current status of projects 3155 i () jliall (el e gl e i
done by MoICT especially the fast oad Yl Glaslaal Lia 1S5 5 iYLy
tracks 2ail) 8 Ay 6l g¥) D g Ll
Have all directorates computerized Alae Jeui 53l )l Sl yae IS g
and ease transfer of information &) Oudige (e DL el G il glxall JlE
between directorates, from engineer O bl oy ol Load Lt (g g AT
to engineer including finance, HR and L)Y 5ol 5 (il sl aldas 3 sm s
administration. Have information 350 z JBs Jala 8 cpalaall il glas
system for employees inside and a5 il a5
outside the ministry, directorates and

governorates.

Follow up projects and provide Gobiall e AL Slaglaa R g5 Ll i
complete information on projects, O il 5 G Ll 5 Gl slaall el

contractors, consultants and

supervisors performance.

Monitor consultants and contractors O il 5 ol glaal) o)) auls
performance.

Care about staff including promotion, cac il (il i Lghaia (e (il sally S
medical retirement, health insurance i ¢l gal) (e Cilasbaall JS 5 aa (palil

and all the information about Sle o1V (5 s S
employees so that performance will

be high.

Share experience and vision. EECBUNPRSE PTNPAE
Meet all the participants S Ll S e o jas
Reach to a stage where all aspects of AasSall 2 55 IS L S s e () s
the e-Government are clear. Now the Aozl 5 a5 SIS, A sSad) b (8 (3
basis of e-Gov is not applied in the LU eal s mally Al o5y 1 445 5 ST
clear meaning to the customers. (O sal).
Allow public to understand that o Ol o et Gsibel sall A 3l Al
improving the service by any P )8y g pally Sy ¥ B i g) U8 (e Aansd)

department does not necessarily mean W5 A Aaxdll A Go daadl) Gt (S
to deliver it electronically. A service ‘ws bl sall (e dn 85 3a0a0a (SLl (o Lgaai
could be improved by providing it at Jlall s gl agile i
many locations close to citizens and

this will save time and money.
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Make participants aware that
improving their department’s services
will impose extra work on the staff at
the beginning only.

Provide the top management and tax

Jasll ecae 305 dln o oS Hliadl dpe 58
Gladd Gruahy b pdlal die pals gl e
Lasa 4ol a5 il

il sleally il juzall oadla g Llell 3 Y1 2 55

payers with information in simple and g 95 e 48 Hhay
smooth way

e Quicken tax collection bl dlee &7

e Simplify procedures el ¥ s

e Eliminate red-tape esSall G e paldii( eal) Ly Al

e Eliminate paper procedure 48,50 Sl (e palas

e Use advance Database to keep Ldals ) shiie Clly 20| 8 aadi
information il sl

e Implement e-procedures among sl G A SSIY) e ey B8
concerned departments dginal)

e Ease direct enquiry of top O sy Llall 3 )3 Il Hldinl)
management for any procedure sl

e Consider new concepts and designs B analiall 5 aalie o allis

e Consider the different views of the CrSbiall ddliaall il Cilga o)
participants

e Identify the alternatives Jiadl e i

e Identify difficulties and hurdles Gl grall 5 Dy graall e

e Give participants the chance to Calaa YL AS jLiall dea ) (S jliial) Jaas
participate with future objectives Al

e Review previous experiences if sy ) Al laall il et
available

e Strengthen ties among e-Government dasSall dae (3 8 O dad 5 0 (5 58
team 45 sy

e Use a common language among CRS liall G A4S yidia aaldl 4a] 2as
participants

e Break barrier of fear and use A8 Qsulall pe daladll 5 o Al ala uSs
computer with confidence and zeal e

e Discus obstacles and overcome them Lo alil) 488§ il el L

e Consider new concepts and design 33 avaliali 5 aaalia (e i

e Improve communication among L35l S JLial) e lme ) G Jaal 3 (puan
participants

e Change concept of services delivered O (il sall dadial) lanall o seha jas
to citizens from beneficiaries to L) S iy Gl sall a geta g
customers / establish the citizen - s S
customer concept

e Establish the citizen — eligible Alal (53 (5238 bl sal  sgda Gy
customer concept

e Use seminars to communicate with il 5 (b 3 e Jaal gl (S Al andiis
customers and evaluate performance Ll

e Increase awareness of e-government & O 45 AN da Sall e o i
among all government managers OasSall ol aall
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e Encourage coordination between
various governmental departments to
agree on standards and procedures for
e-government and computerization

e Exchange diverse experience among
us about e-government, as decision
makers

e Serve customers electronically and
more efficiently

e Support development and reform of
the public sector, particularly those
affecting the economy

e Simplify procedures

e Attract foreign investment by having
an efficient government and work
force

e Reduce cost of providing quality
government services

When we look at our personal aims, we

soon discover our common aims. Despite

diversity of opinion, a resource to any
team, the initial vision provided the unity
of purpose that drove the development of
the workshop itself.

During interviews, participants also

learned about the techniques and methods

to be used in the workshop, so they would
become more comfortable with them

(alternation between general and team

sessions, brainstorming, roles in a team,

review).

Agreeing on a Common Language

To ensure active participation the
workshop was conducted in Arabic. A
bilingual report (in Arabic and English)
serves the different audiences. The
bilingual version, including Arabic, the
official language of Jordan, ensures the
workshop will be shared with others
within the Ministry, as well as helping all
to increase their English skills. English is
now the international language, as well as
the language of international donors.

This report, documents, for different
audiences, the enthusiasm and
commitment of participants.
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For Jordanians, operating with skill in the
two languages is becoming an
international necessity to stay abreast of
changing technology and ensure their
own development. As more bilingual
documentation like this report becomes
available, and as more people use both
languages in the workplace, bilingualism
can be one of the renewable national
resources Jordan becomes famous for, a
major attraction to international investors

Developing the Facilitation Team

When a workshop uses techniques people
may not be used to, facilitators can help
to manage the process of change.
Although participants were asked to
facilitate their own team tasks, external
facilitators make the smooth operation of
the workshop possible by adapting the
schedule and the tasks to suit participant
comments and needs. In addition, after
the workshop is over, these facilitators
can be very useful to the human network
and to the ministries from which the
facilitators were drawn in managing a
process of teamwork and cooperation to
deal with change.

As part of their training, facilitators
identified the characteristics of an
effective workshop and examined the
process of listening and observation as
support to a team. They also compiled
the personal aims for the workshop from
interviews with participants. In addition,
they also devised the team compositions,
balancing representation in each team.
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Besides the content side of the workshop,
trainees were exposed to the logistics of
organizing an interactive workshop.
Working with the AMIR project, they
saw the importance of attention to many,
many details to make participants work
easier: hotel arrangements, food, room
layout, folders to hold information about
the workshop, supplies to allow active
discussions while still capturing ideas.
Flip charts, markers, half sheets of paper
and tape, were purchased in quantity to
facilitate the process.

Trainees also brought their knowledge of
the subject area of e-government,
strategic planning and the Jordanian
economy, of participants themselves, of
the Jordanian context, as well as their
experience with previous workshops or
conferences. Not all who participated in
the training facilitated a team directly, but
their input was useful to the process.
Many people are needed on and off stage
to conduct a successful workshop,
especially one with active participation.
The training emphasized that for a
facilitation team to be successful,
everyone must fully feel they serve as a
model for the whole team.

The output of this facilitation training
included brainstorms on purposes of the
workshop, as well as an inventory of the
facilitation trainees and the skills they
brought to the team. Based on years of
experience in this field, the Coverdale
Organization drafted a workshop
schedule using inputs from interviews
with key stakeholders, as well as the
facilitation training output. Top Ministry
management then reviewed a selection of
tasks to produce a flexible agenda for the
workshop, revised daily with their input.
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In a workshop without a strong
teambuilding purpose, organizers can set
an agenda of their own choice and
essentially force participants to comply
with it. In the light of the Ministry’s
purposes of building a team, and its
highly skilled participants, this approach,
would have been inappropriate. To
ensure willing participation and
cooperation, participants had direct input
to the agenda during pre-workshop
interviews as well as during the workshop
itself, where their comments shaped the
agenda as well as the tasks.

Task 1: What does e-Government mean to
your department?

Task 2: Why manage the implementation of
e-Government?

Task 3: How can we manage the
implementation of e-Government?

Task 4: Lessons learned for implementing e-
government (Safety Survey)

Task 5: Sharing experiences

Task 6: Developing a shared vision. Lessons
learned for implementing e-Government
(CNN broadcast)

Task 7: Organizational Action Plans
Task 8: Developing a Joint Calendar

Task 9: Lessons learned from the workshop
for implementing e-Government

Preparing to work together

Following these applications, participants
moved to their teams. Teams prepared to
work together using methods introduced
to facilitate teamwork in the breakout
sessions, including roles in a team and
review.
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In any team people can take
responsibility for helping each other
move forward by assuming certain roles
that facilitate the process of working
together. During Coverdale workshops
we frequently ask participants to prepare
to work together by identifying the roles
they will play and the methods they will
use to reach agreement. Based on its
experience conducting participatory
workshops, the Coverdale Organization
has seen that every team appears to
function better (at brainstorming and
other tasks) when the following general
roles are filled:

e Internal facilitator to facilitate
discussion
e Chart manager to handle putting up
the half sheets and collecting them for
transcription
e Reporter to make the 3 minute report
in general session
e Time keeper to help the team manage
time
e Participant(s) to plan the action, carry
out the task and review it afterwards
e Observer(s) to help the team improve
Of course, everyone is a participant and
anyone can observe. Acknowledging
these roles recognizes that we all play
multiple roles within any team. Knowing
in advance what is expected of you
allows you to contribute more fully.
Leadership can emerge within this
framework at any level, according to
skills, according to knowledge, according
to authority and according to
circumstances.
In addition, the program provided
external facilitators for each task from the
facilitation team to present tasks, clarify
method and facilitate the overall
workshop process. Each group
elaborated its own methods of working
together and reviewed their own actions
to learn from their successes and develop
appropriate solutions to any difficulties
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Teams conducted reviews using a specific
review method and compared results in
general session, strengthening their skills
at observation and listening in order to
learn from each other. At the end of each
task, participants noted lessons learned
and areas for improvement.

Nature of this Report

A report of this kind primarily documents
the outputs of the working groups along
with the presentations made in general
session. We hope it also captures the
participatory approach, the enthusiastic
exchange of information, and the spirit of
listening and mutual respect generated in
the workshop itself.

Transcripts of the sessions follow, in the
words of participants, respecting their
input and supporting their efforts.
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Task One: What does e-Government mean to your department?
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Facilitate and expedite work

Reduce routine tasks to save time
Save time and routine

Improve performance

Serve citizen, save time and money
Simplify procedures

Facilitate service provided to citizens
and cut red tape and costs

Improve work and produce results
efficiently

Use technologies that help provide
quick, accurate and less expensive
service, that will provide clients with
a useful service

Increase productivity

Deliver the required service as
promptly and as smoothly as possible
Improve and leverage the
department’s productivity

Create the needed infrastructure to
fulfill His Majesty’s vision

Improve performance and
productivity

Create sustainable institutional
cooperation through efficiently
interconnecting the several ministries
and departments

Improve governmental procedures
Provide services online as if you were
there

Improve service provided to citizens
Ease and simplify procedures and
upgrade the quality of the service
Reduce clients’ efforts and lost time
Organize and manage business in an
easy modern way — a service oriented
method

Reduce costs and increase
productivity
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Interconnect all directorates together
and with other ministries to obtain
and exchange information quickly
Complete applications/services related
to the department easily, and quickly
to serve public and government

Not see piles of paper and folders on
desks

Provide governmental
applications/services electronically,
round the clock

Exchange information to simplify
working method and decision making
process to increase productivity
Simplify investors procedures
Transparency

Efficient government administration
using information widely

Transparent and efficient
administration that uses computers in
exchanging information and saving
time

Alternative tool to leverage
governmental services quality to
achieve economical and social welfare
A tool and not a target

Coordination

Knowledge

Business process re-engineering

Time is money

Less clients physically in the
department

Capability to find and transfer useful
digital information to electronically
qualified beneficiaries

Easy, accurate and fast performance
Essential marketing information
Systems Efficiency

Individuals’ Effectiveness
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Task 2: Why Manage the Implementation of e-Government?
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Do work effectively and efficiently
Deliver services to clients as soon as
possible, with the least effort and lowest
cost

Optimize benefit from information
available in the institution and other
institutions

Accelerate achievement with high
accuracy to save time and money
Increase efficiency of the institution to
get the utmost benefit possible from
available resources and deliver the best
services to clients

Improve performance of the institution in
order to provide accurate and relevant
information in due time and in a user
friendly manner. This will enhance
confidence in the department and its
credibility among clients

Adopt prompt procedures to facilitate
trade flow

Provide information to decision makers
Achieve accurate and prompt procedures
and provide regular information to save
time and efforts of the citizen and the
employee. This will help exchange
information at the minimal costs and will
put Jordan on the international map.
Automate manual jobs to save time for
constructive work

Provide information to make the most
accurate and correct decision

Improve performance of administration
and employees

Improve quality of service in the region
Enhance the best environment for citizen
and investor in the region

Reduce time, effort, and cost while
delivering information promptly,
transparently, and competently
Circulate information

Facilitate communication at the lowest
cost
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Help citizens to do things promptly and
easily

Facilitate local and international
communication

Achieve goals of:

A better service

Decrease time

Lower cost

Accountability

Develop the sector (ICT)

e Promote investment

Deliver a prompt and inexpensive service
Increase productivity

Change mentality to positively affect the
institution and the citizen with
compatibility and harmony at all levels
Increase performance level

Write what we want to express without
using papers

Implement our jobs in the easiest way,
without redundancy, with competence, for
the lowest costs.

Practice our assignments according to
laws and deliver them electronically
Increase the level of quality of services
delivered by the government to its clients
Achieve better satisfaction levels for
clients

Help in enhancing competitiveness of the
economic sectors

Contribute to achieving sustainable
economic development

Achieve better living standards for the
Jordanian citizen

Eliminate duplication

Enhance responsiveness

Stress the importance of the program
Establish concepts of e-government
among employees

Achieve communication at senior levels
Help the project attain successful goals
Increase the level of employees

Achieve environmental and operational
stability

Achieve economic stability

Create integrated awareness among all
employee groups on the importance of IT
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Create harmony, interaction and a unified
vision with all ministries and official
departments implementing the e-
government program

Implement work with competence and
prompt performance

Deliver the best services in the shortest
time and for the lowest cost

Create a status of distinguished
performance

Contribute to economic and social
development of citizens

Deliver services with the best and most
prompt means
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Task 3: How can we manage the implementation of e-Government?

Blue Team
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Put long and short term strategy plans
and how they should be executed
Study current procedures and
reconsider the steps and ensure that
procedures match with goal

Know the outline for e-gov concept
and determine the general targets for
e-gov program. Set a time frame to
implement the program and the most
important parties included

Train employees who will cover the
technical part in e-gov directly

Train employees to operate systems
with the utmost efficiency

Allocate a budget

Buy suitable equipment compatible
with the systems within the specific
requirements

Prepare programs

Test system

Implement the system

Review legislation

Identify the services provided by the
department

Design system

Run the project, review and update
Prepare an implementation program
Enter all work related data and
information and link with other
departments

Link with all related departments
Market electronic services

Insure security of information
Increase Middle managements belief
in e-gov

Hire effective people in
communication and information
technology

Coordinate with MOICT

Review and implement within the
framework of the general strategy

AMIR Program
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Task 3: How can we manage the implementation of e-Government?

Green Team
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Develop priorities for implementation
within time frame

Encourage employees to learn and
develop in accordance with new
concepts

Follow up on building the right
infrastructure

Determine and allocate required
resources for implementation

Amend legislation to fulfill
requirements

Provide training for manpower to be
of the required level

Distribute management for achieving
goals

Set a strategic plan for program
implementation

Provide direction and evaluation
Allocate the budget required for the

AMIR Program
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infrastructure and other essential
equipment

Establish administration and technical
unit for the project

Solve problems and correct paths
Develop work plan

Determine goals

Delegate authority

Determine management and roles
Request skilled people to simplify
procedures

Determine roles in the organization
starting from what, when, where and
how

Determine program factors

Follow up on results

Train employees on these programs
Tailor programs by specialized bodies
Determine final results for the
organization

Buy hardware

Write software in accordance with the
roadmap

Make sure that the foundations are
correct

Implement the shift to electronic
service

Conduct needs assessment for
physical infrastructure

Study and reengineer process

Set targets / assign responsibilities
through a timetable

Define what each ministry or
government agency needs from the
other to facilitate and organize their
work

Draw a roadmap on how to achieve
the links between the ministries and
government agencies

Design comprehensive training
program for employees

AMIR Program
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Design measurement mechanism
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Task 3: How can we manage the implementation of e-Government?
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Define the vision of the department
Define the participants and
stakeholders
Assign the team leader to direct the
implementation of the program and
the supporting e-Government team
Formulate a working team in the
organization to plan the project and
follow up its implementation
Form a steering committee
Choose the team and define its
reporting structure
Assign an e-Government project
manager / committee within the
organization
Form technical team
Explain the concept of e-Government
Identify the objectives to the
participants
Orientation
Create awareness between the
employees in the organization of the
importance of applying e-Government
in their field of work and the overall
benefit for the organization and the
citizen
Set up strategic plan
Approve the strategic plan
Prepare a diagnostic study
Identify the objectives clearly
Define a work plan and
implementation mechanism
Set up implementation plan
Set up strategic plan to apply the
concept of e-Government

0 Vision

0 Mission

0 Overall Objectives /

Specific
0 Strategies
0 Action plan

AMIR Program
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Identify a work plan and criteria to
measure performance
Identify programs that can be
implemented within the framework of
e-Government and how to address it
Prepare the legislative, technical and
operational environment
Reengineering and organization
Priorities, pilot project
Infrastructure, including
communications, software and
training
Write specific procedures
Provide communications channels
through holding regular meetings
between the team members
Take appropriate measures to rectify
deficiencies that impede the
implementation of the project
Identify all organization-related
procedures to deliver services. Review
these procedures, streamline them and
coordinate with stakeholders,
whenever needed
Reengineering / Simplification /
Restructuring
Intensive and continuous training
Take corrective measures and measure
the ability of the program to improve
performance
Implement and monitor
implementation within agreed
timeframes
Set conditions for the implementation

0 Hardware

0 Software

0 Networking

0 Legislations

0 Training
Define the mechanism to implement
the plan
Provide a web interface for
information about the department and
receive information from other
departments
Financing
Define the vision of the department
Define the participants and
stakeholders

AMIR Program
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Task 4: Lessons learned for implementing e-government (Safety

Survey)
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Define purposes (vision), results, and
criteria in a clear an direct manner
before embarking on the
implementation of the e-government
program

The importance of group work in
planning and implementing the e-
government in the institution

The necessity of reaching a common
vision and understanding before
embarking on the steps to implement
the e-government

Exchange information and ideas to
set a clear plan to achieve specific
results for the e-government

Define goals and study the actual
situation as well as exchange
information to reach conclusions
Define the task and problems. Set an
integrated plan that can be revisited
and improved (systems analysis)

Study the current status

Define needs

AMIR Program
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Set an implementation plan with
criteria

Follow up implementation

Study results and amend the plan to
reach the goal

Involve more than one party to
formulate the goals and vision

Study the actual situation and set a
well-studied plan to secure a
qualitative jump in e-government
Work with a team spirit

Facilitate access to information
Cooperation spirit is the main
element to have a successful national
program such as that of the e-
government

Apply the principle of
comprehensiveness at work and
cooperation among all stakeholders
Joint cooperation to set methods,
plans, and solutions to deal with e-
government

Plan the implementation of e-
government in terms of setting goals,
methods of implementation, desired
results, and setting criteria to measure
achievement and performance
Concentrate on clarifying goals and
roles  of  participants  before
embarking on the implementation of
any procedure to save time and
facilitate the task

Define the e-government and its
goals as well as enhancing the team
spirit in  dealing  with  the
implementation of the program. This
includes definition of problems and
setting plans to solve them

Apply the scientific methodology in
planning and implementing projects
Cooperate among departments to use
a unified system to serve the public
interest and exchange information
among departments who assume
similar tasks, plan of action, and tools
Assess the actual situation

Set goals and targeted purposes

Set a clear plan to implement work to
reach the goals

AMIR Program
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Social Security

e Records of all companies subject to
the social security stipulations

e Records of all individuals under the
social security system

e Importing of subscription payments

Public Security

e Issuance of residence permits

e Issuance of ”Security clearance”
certificates

e Coordination with Government
departments

e Fingerprints and criminal records

e Understanding of all services
delivered by each department

e Traffic violations

e Facilitate passage movements on the
borders

e Vehicle and Drivers licensing

e Instructional information

Building human networks is a success

factor in any project

National Library

o Legal registration of all books
composed by Jordanian authors and
entering them into the computer to
issue a bibliography of these books

e Records of books and authors for easy
access

e Records of violators and non violators
of author copyrights

e Facilitate access to information

e The need to coordinate with MoICT
to give guidance

e Archiving of the official gazette,
agreements and records

ASEZA

e Connectivity via one email address to
all relevant government employees

AMIR Program
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e Information available electronically
on companies registered in the region

e Informational Reports

e Fill out forms online, over the internet

e Informational website about export
opportunities in Jordan and in the
region

e Inquiries addressed by email and help
desk

e Food control system

e Service other government departments

General Tenders Department

¢ Information about classified
contractors

e Information about qualified
consultants

e Ads related to tenders and annexes

e Award of contract results

e Applications for contractors
qualifications

e Accessibility to all the department’s
systems and instructions governing
the department’s work, invitation of
bids and awarding of contracts

e Ability to download the consultants’
tenders online

e Advance Search options in the
website

e Live broadcast over the internet of the
different Tenders Committees’
sessions (opening of bids through the
internet)

e Coordinate with the e-Government
Project Management Office

Remarks

e There is a need to allocate financial
resources to meet the set objectives

e There is a difficulty in finding
qualified human resources

JEDCO

e Availability of information on
Jordanian producers and exporters

e Participation in promotional activities
of foreign markets

e Provision of marketing studies and
foreign markets for the Jordanian
exporters

AMIR Program
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Difficulty in sustaining specialized
human resources to implement e-
Government

Jordanian companies registration and
numbering

Weak links with the government
departments and bodies, and lack of
coordination

Municipality of Greater Amman

Cost calculations for vehicles and
history of each vehicle

Financial Systems

Tenders

Inquiries about the requirements of all
municipality’s services

Ministry of finance statistics and
economic bulletin is available online
Make the evaluation form available on
the web

Automatic transfer of pensions to the
banks

Vehicle and Drivers licensing
Automated Payment of fees and taxes
Health and Professions licenses
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Minimize routine and manual work
Control violations

Work within a unified framework
Budget allocation

Difficulty in allocating financial
resources to implement the e-gov
program

necessary Awareness

Focus on the individual, not only on
the system

Facilitate timely and accurate access
to information

Cost reduction

Transparency

Make people’s life easier

Increase revenues

Working as a team is a critical success
factor

Control expenditure

Increase efficiency

AMIR Program
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Information about the numbers of
people benefiting from social security
and provide salaries, payments and
subscriptions

Records of employees, salaries and
social statuses.

Servicing people

Build a network between the social
security, national library, public
security, tenders department and
ministry of finance

Share previous experiences and
highlight challenges faced when
implementing
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All information required from Amman
Municipality is computerized and can
be viewed on the web

benefit from our archived documents
Acquire the names of magazines that
operate within copyright laws

Make use of the Archived official
Gazette

Make use of national books if needed
for research

Provide full information on Jordanian
products and industries

Provide information on trade
exchange between Jordan and the rest
of the world

copyrights and patents on publications
and inventions

Provide information on all treaties
between Jordan and other countries,
in all areas

Make use of statistics provided by
other departments to improve quality
of work

AMIR Program
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Make use of the services provided by
the municipality of greater amman
and the Agaba Special economic zone
and ministry of information and
communications technology

AMIR Program
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customs(@customs.gov.jo

Communication Technology (MoICT)

¢ Provide information about the
ministry

e Provide information about e-
government

Jordan Securities Commission

e Website containing general
information about the capital market

e Information circulation system

e A system supported by a Search
Engine

e Wide Area Network (WAN) to
connect all capital market institutions,
in addition to the general shareholder
companies and intermediaries

e An internet system which enables
information sharing and availability
to customers, such as investors,
intermediaries, shareholding
companies, banks, ... etc.

Statistics Department

e Make available statistical data and
information, through electronic
media, such as: CDs and floppy disks

e Make the department’s database
available on the internet page

Ministry of Public Works and Housing

e Buildings Design and architect

e Road construction

e Full information about the ministry

e Specify locations of proceedings

Customs Department

e Publish information on customs on
the internet including laws, and tariff
in both English and Arabic

e The Department has an e-mail to
receive inquiries and suggestions
from citizens and companies

customs(@customs.gov.jo
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e There are forms on the web site
“Loading page”

e Interconnect with the State
departments and companies such as:
the Free Zone Corporation, Civil
Aviation Authority, Licensing
Department, shipping companies and
clearance agencies

e Provide training for all workers and
cadres of the commercial and
industrial sector

e E-payment: Fees are collected by a
credit card at the airport

e Temporary admission and guarantees

e Assign a liaison officer for the
internet at the customs houses

Jordan Investment Board

e All information for the investor and
those interested in the status of
investment in Jordan as well as the
recent developments and facilities
given

Income Tax Department

e All procedures of the Department can
be viewed on the web site

e One can know what documents are
required by visiting the web site

e View the law, regulations, and
instructions by visiting the web site

e C(itizens can get answers to all their
inquiries through the e-mail
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e What this department does is not
included in the e-government scope

e Our role is not clear for us and we
don’t know where we fit within the e-
government program

Income Tax Department

e Easy and prompt service delivery in
the shortest time possible

e Services are delivered in a transparent
and clear manner

AMIR Program
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e Enabling the investor to promptly
finalize approvals, exemptions,
registration and licensing from the
municipality, without the need to
come in person to the organization’s
premises

e Online delivery of information to
protect investors and spread
awareness and knowledge; which was
previously impossible in the absence
of an e-technology
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e The program is costly; money must
be available in due time

e Adherence to legislations related to
the purchase of materials and services
impedes implementation

e Shortage in competent workforce

e C(lear strategies and plans is
something of the highest importance

e The task is complicated and difficult

e The concept is not clear for many
concerned people and at all levels
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Public Works Department

e Exchange information

e Time keeping

e Prompt achievement

MOICT

e Points of views

e Lessons learnt

Jordan Securities Commission

e We need to coordinate with the JIB to
integrate policies and procedures
aiming at promoting investment

e Interconnect with other departments
will facilitate the dissemination and
relay of information required for the
investor- information connectivity
service

Income Tax Department

e Examine experiences of other
departments

Department of Statistics

AMIR Program
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e With regard to services, skills and
experiences, I think we must define
what we, as a department, must do to
achieve the elements of e-government
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e Customs: Enable investors to
complete customs procedures
promptly

e DoS: accurate information for the
investor to help him reach any
decision related to investment

e MoPW: Provide the investment
infrastructure with information about
codes

e Planning: accurate information about
the economic and social status in the
Kingdom to facilitate decision
making for the investor

e Income Tax: enable the investor to
pay tax online or to get information
about the tax required from him
according to his investment and
income...etc

e Jordan Securities Commission:
Enable the investor to trade on
Amman Stock Exchange without his
physical presence

Gl slacy Lgasali (Saal) cilaadl)

Statistics

e What you need within our experience

Income Tax:

e Manual documentation of procedures
and its programming

e Setting criteria to measure
performance

JIB

e Information about the foreign and
Jordanian manpower working in
investments benefiting from the Law
of Investment

e Information about foreign and local
investments in the Kingdom
benefiting from the Law of
Investment

AMIR Program
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Task 5:
Green Team
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Sharing experiences
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e Provide all information on laws,
regulations, forms, instructions,
questions and answers related to tax

e Electronic data transmission through
the department web site and the
possibility to answer any questions
forwarded to the department

e Provide e-government data on tax
payers about their sales and purchases
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e Display a list of titles of the standards
available

e Receive applications through the
internet

e Display the institution’s services on
the web home page (services and
procedures)

daluall g il Y 3,42 Department of Lands and Survey

DA e leilers 53,030 e e slae

e E-correspondence among directors
e Information about the department and
its services through the internet
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Trade/Company Controller

e Electronic signature for company
registration

Provide information

Follow up programs

Carry out financial analysis

Issue certificates

Company modifications

e Contracts documentation

4elial gl &wwsa  Industrial Estate Corporation
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e Exchange information among
departments and centers

e Obtain information from departments
and centers

AMIR Program

52



Working Together to make e-Government a Reality

Final Report

O oiineall L5l e ila slaall i g8
) e g pall (e Lesle J pumnl 45154

el DA e g Laial) 5 Juat)

sl e glnal S 50

ale e Lgdlpas 5 Al ) 5 Gl sl apan s
1921 a5l S

P e b sdiiall ilaslzall N J g0 Adass
Y i iy s paen

Y 8 i Y o) e Janass

doa Sal) Gilics sall o 1Y) A0l

ila glae A% & Byida gl Cilosns 3all Loy

kg

6 350 i

cllaall e Syl desd
odl dae)

DLl 45 35S e dadd((Ax a0 e @DlxiY)
il edlac)

Baleall SN e il glza

$10580 Al

zelill AS e dyy
BmS Ay b yiall Elalaa ) a0

A5 SNy lipdail (e 3 3l

e Provide investors with information
about the corporation , the
information is accessible through the
internet

e Video conferencing (netmeeting)

National Information Center

e Publish all laws and regulations and
their amendments since 1921 to the
present date

e An entry access to information
published on all web sites in Jordan

e Jordan’s Domains registration

e Provide internet service to

governmental institutions

Interconnect national institutions with

a national information network

Central Bank

e Account inquiry services

e Reporting

e Risk centralization service (inquiries
about the indebtedness of the bank’s
clients)

e Information on dishonored checks

Prime Ministry

e Common vision for the program

e Application procedures are better
completed and on a large scale

o For further electronic applications

?@JM‘LJ&\@AU*MOASJM‘ w9t A L
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e Time saving
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e Give the right information to
investors about the Industrial Zone
Corporation

e Save effort, money, and time to get
information

e [tis necessary to provide the required
infra-structure to interconnect
institutions

General Sales Tax

e [t is important to involve
stakeholders

e Reduce the number of clients
inquiring about terms and conditions

e Positive competence in information

AMIR Program
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management
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plai g g e 245 Cand ) Apngial e The methodology used to implement
s AN Cle the electronic payment system
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bl 2 et g adadss ) dalal) e The need to plan and organize the

implementation of the program
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and studies
e 200 dpati) i Adad auia (8330 Lisdl) e Assist in setting a strategic plan to
4 S da Sal) implement the concepts of the e-
government
Gl 3all (0 (S sl Baaail e Comprehensive coordination among
institutions
bl Slaglaall S« National Information Center
4 sllaal) Cliaiaial 855 8 3ac bl e Assist in providing the required
allocations
3as sall el e Unified standards
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& s el 280 Ayl Clgal) 4S (4 rules for communication among all
the concerned parties to implement
the project
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¢ el i) Central Bank
8l ) 4dll (g g S ¢ 5 e 2 g5 ) e Manage and implement an A to Z
electronic project
Jueel oo lBdlall 5 Jalnl o iall ) gocil e Common vision of overlapping
s AN s functions and communication with

other departments
deliall (aall 4uusa  Industrial Estates Corporation
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efficiency (communications)
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government concepts
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Task 6: Lessons Learned
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Realize e-Government application is
one of the success bases for the work
and performance of any corporation or
ministry in serving the society.
However, this must be within a
comprehensive framework and vision
at the State level

Reach a comprehensive vision in
terms of the e-government and relay
that to the public

Identify experiences of other
institutions in e-government
Exchange information and define
procedures with more accuracy to
achieve the e-government

Examine each other’s experiences
Big achievements can be
accomplished promptly in the plan
Set goals that can be implemented to
achieve success through coordination
with other institutions

Set time frame to implement the task
Understand e-fun, e-kidding, are very
important to implement the program
Work in the one team spirit and
coordinate among institutions to
achieve the e-government will help to
the extent that this achievement has
reached, and the necessity to support
that and go on with improvement
Realize importance of coordinating
among the several institutions
Understand supply CNN with
reporters

CNN announcements are very
important

Connect sub-projects with macro
projects of the State within the
framework of the e-government
Market Jordan as a country with
political and economic stability that
can attract investments

Market Jordan as a civilized and
developed country that observes all
kinds of developments

AMIR Program
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Facilities and reductions that can be
achieved and enjoyed by investors
Simplifying investment procedures,
now that there is a good investment
climate

Realize importance of the media in
highlighting achievements to
encourage other parties to adopt the
same methodology

Know to which extent e-government
is applied at the several departments
Examine others’ achievements
Identify the potentials of all
governmental departments in the
Kingdom with regard to progress
made in e-government

Announce the final result that you’ll
seek to implement during one year

AMIR Program

58



Working Together to make e-Government a Reality

Final Report

daglod) dageal
daliia 48y yha aladinly

43 9 SN da gSal) zall L Slicicisal 4l Macly o3

Set a plan for your organization to implement the e-Government

program using a systematic approach

Ao &

Blue Team
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Introduction

Focus on implementing the e-
government to bridge the relationship
among governmental departments on
the one hand, and the civil institutions
and employees, on the other, in order
to improve services and facilitate
procedures, using state of art IT,
which would reduce the cost of
services, increase their level of
performance, and make them easily
accessible.

Purposes

Set the required infrastructure to
submit e-services and e-payment as
well as delivering services to clients
(the insured) in several places in
terms of:

Register companies under the social
security via the e-government
E-payment of subscriptions of the
insured

E-disbursement of pension packages
Review procedures and upgrade
systems

Results

Save time and effort needed for
service delivery

Increase comprehensiveness and
transparency of services

Enhance efficiency and increase
quality

Outreach a large network of the
insured

Strengthen and habilitate the working
team

AMIR Program
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Criteria

e Deliver the subscription service to
80% of subscribers

e  E-disbursement of 70% of the
pension packages

e Deliver the service in the shortest
time possible by reducing procedures
and covering 70% of the local
registered companies

e Cut off expenses of the personnel by
5%

Plan

e Define and classify services and
parties related to the service

e Gov to Gov

The Corporation is a producer and

user of information

e Gov to Business

Liaison officers provide the
Corporation with information about
the movement of new and resigning
clients and their total salaries
What the Corporation submits:
Registration of enterprises
Inspection and monitoring
Subscription fees payment

Include the insured

Gov to Citizen

Deliver services directly to them
Pension services

Old age pension

Early retirement

Natural death

Full disability

partial disability

Project Demo

e E-service

e Enable liaison officers at enterprises
to perform their work through the
internet to:

Register enterprises

Register the insured

Enter the payrolls

Inquire about the insured

Show the financial position of the
enterprise

AMIR Program
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e Show the payments
e ¢-payments
e Enable the liaison officers to ask

about:

e The standing financial position of the
enterprise

e The social security issues and forward
e-payments

e Several banks were contracted to
achieve this end

Application steps

e Inspect the procedures and steps of
work underway

e Habilitate employees to do this

Invitation for bids to purchase

computer equipments and software

necessary for the project as the

official award of the contract was

made in December 2001

e The commissioned company has
already started with the
implementation

e Assign a project lead to follow up
with the liaison officers and
coordinate with the PMO

e Interconnect with the Civil Status
Department, and the Public Security
Department to provide relevant
information

e Period of time required is the end of
the month of December

AMIR Program
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Electronically connect the
Corporation with Jordanian ministries
and institutions concerned with the
foreign trade and Jordanian exports to
foreign markets, such as the Ministry
of Industry and Trade, Investment
Promotion Corporation, JISM,
Customs Department and the
Industrial Estates Corporation, the
Public Statistics Department and the
Central Bank of Jordan, in order to
obtain information and exchange them
electronically

Electronically connect the
Corporation with all Jordanian
exporters to deliver all services of the
Corporation related to the
development of Jordanian exports and
promoting them electronically in
foreign markets, such as participation
in international expos and provide
information on foreign markets
studies as well as advantages of
Jordanian exports according to trade
agreements signed between Jordan
and other countries of the world
Develop and train human resourses
working at the Corporation in the field
of IT applications and develop
systems, programs, and computer
networks at the Corporation in a
manner that allows integration with
the government vision of the e-
government implementation

il Results
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Increase the number of electronically
completed applications and electronic
exchange of information between the
Corporation and ministries and other
governmental departments as well as
the Jordanian exportation companies
Reduce cost of services delivered by
the Government

Increase the number of qualified
employees to deal with IT

oalas  Criteria
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Achieve 30% of applications
completed electronically

Achieve a number of 200 exporting
companies dealing electronically with
the Corporation to benefit from the
promotional services of the
Corporation

Achieve a rate of 2: 1-1 as a personal
computer assigned for each employee
in the Corporation

Reduce the cost of the Corporation by
10%

Achieve a rate of 90% of employees
qualified to deal with IT

dbil The Plan
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S il e Gl L)l B D002
i3S g
When? Who? What?
August 2002 | e-government team at the Set a plan with clear objectives to
Corporation (JEDCO). improve the e-government program in
line with the Jordanian government
vision to implement the e-government
program
August 2000 | e-government team at Define the human resources required
JEDCO for the Corporation to implement the e-
government program
August 2002 | e-government team at Define financial allocations required by
JEDCO JEDCO to implement the e-government
program
August 2002 | e-government team at Define the nature and type of
JEDCO equipment and tools required for
JEDCO to implement the e-government
August 2002 | Director General Inquire from MolCT about the
possibility of connecting electronically
with ministries and institutions
concerned with the e-government
Sept. 2002 Director General /Arab Study information exchanged and
Markets Dept./Foreign required by the institutions concerned
Markets Dept with foreign trade
Sept. 2002 Procurement committee / Purchase hardware and software, install
Computer Center them and test them out
October 2002 | e-government team Begin with the electronic
interconnectivity of JEDCO with
ministries and companies
Nov. 2002 Director General Coordinate with the banks to facilitate
e-payment
AMIR Program
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Ministry of Finance

e Set a central financial system for
all governmental departments
1.7-31.12.2001

e Interconnect governmental
departments with the financial
center

e 1.1.2003-1.4.2003

e Control public money

e 1.4-1.6.2003
Results
e Better service for governmental
departments

e Increased productivity and
efficiency of work
e Easier control of public money
e Transparency
e Saving time and effort
Criteria
e Save public money (expenditure)
e Use of modern technology at
work
e Qualify cadres to use the system
e Better service
e Prompt transmission of data and
reports
Plan
Activities
a- Establish a financial system
e Study and define system and
equipment
e Save money
e Invitation for bids for the system
Coordinate with MoICT

Receive hardware and software
Qualify and train workers
Apply the system
Review
Evaluation

e Follow up
b- Interconnect governmental
departments

e Coordinate with the concerned

governmental departments

e Supply them with the system

e Provide technical support

e Train human resources on the
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use of the system alail
Aaalial)

e Follow up
e Regular reporting
c. Control of public money
e Define new control methods
e Train citizens on these methods
e Regular reporting
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4ihgl) 434 National Library
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Start offering the service of obtaining
a national registration number from
the national library and at a later
stage, the indexing and categorization
service during publishing (ISDN)
Start receiving complaints related to
copyright violations

Start connecting the national library
with universities and related
departments

Results

Because of the facilitations received,
the percentage of beneficiaries of the
ISDN national registration number
rose, which will increase the actual
registration numbers for publications
Percentage increase of applicants
with complaints, which caused an
increase in the inspection campaigns
conducted by the department against
violators of these publications, and
thus causing the number of pirating to
decrease.

Increase in the percentage of
beneficiaries from the national library
from students or researchers or
government employees

Criteria

Increase of no less than 10% for the
first year, will be guaranteed, with a
continuous increase in the years to
come.

A decrease in the percentage of
people dealing with pirated
publications by 7% for the first year
with a growing percentage in the
coming years.

Increase of beneficiaries from the
references available at the national
library, which exceed the 100
reference yearly.

Increase in the number of
publications registered at the national
library, with no less than 200
publication
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Plan
What? Who? When?
Contact the MOICT The project manager before end of July 2002
(PMO)

Train employees
concerned with
cooperation with the PMO

MoICT (PMO)

1-15/8/ 2002

Evaluate the department
needs that will enable it to
implement the project

The project manager

1-15/8/ 2002

Create specifications for
the needed equipment

The project manager

15-30/8, 2002

Provide the necessary
funding and prepare the
Commitment Bill

Ministry of Finance in
coordination  with  the
financial department of the
department and the project
manager

15/9/2002

AMIR Program
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Municipality of Greater Amman

Purposes

Enable citizens to license their
shops (Professions License)
without their physical presence
e-payment of traffic violations
e-payment of construction tax
obtain licensing requirements and
other relevant information
through the phone

Results

Saving time and effort
Increase revenues of the
Municipality

Increase efficiency and
transparency

Criteria

Increase revenues in 10%
Mitigate and save efforts and time
of citizens while increasing their
satisfaction through an opinion
poll

Control expenditure by 15%
Consult with PMO to evaluate
results

Interconnection with the Public
Security

Plan

Analyze the system study
Modernize database of the
professions licenses

Install software in the mainframes
Coordinate with banks for e-
payment process

Train employees

Appoint a Unit Manager for the
PMO at the Municipality

Open 10 internet kiosks to
facilitate payment

Coordinate with
telecommunication companies to
provide the information service
through both, mobiles and fixed
lines

Interconnect with the Public
Security Department
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When? e
e Implementation period is 12 241 5aa] 2 Tyes
months
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Purposes

Interconnect the Department with the
relevant ministries and departments
and with the Contractors and
Engineers Associations

Train workers to enable them to
employ the requirements of shifting to
the e-government and assign qualified
cadres

Provide services for contractors and
consultants to participate in tenders
and submit bids through the internet.
Complete the study to ensure security
for all and help them to achieve this

Results

Provide the e-service to the relevant
parties easily and competently
Receive bids for technical and
financial tenders and disseminate
documents electronically

Save effort, time and costs

Criteria

Expedite tenders invitation and
awarding

Increase the numbers of e-invitiations
for bids as much as possible

50% of departments have been
interconnected in the current phase
70% of the department personnel have
been trained

Contractors and consultants seconded
the modern e-procedures that are now
in operation
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Plan
When? Who? What?

within a month from the
date of the application
8/2002

Computer Directorate at
the Department

Coordinate with other
departments and review
the stages completed.
Coordinate also with the
Engineers and Contractors
Association

Within three months from
&/2002 to 11/2002

Contracts with specialized
training centers

Organize training courses
for employees

Within a year from 8/2002
to 8/2003

Coordinate with the Civil
Service Bureau for
recruitment

Recruit new qualified
cadres

Tender to purchase
software and hardware to
complete the e-service
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Ministry of Planning / Project
Financing
Purposes

Implement the e-government
program

Restructure departments specialized
in financing, to be integrated into one
department

Rebuild the infrastructure,
equipment, cadres, and database to
handle new systems

Create a special window to request
funding for governmental
departments on the Ministry’s
website

Collect a status report about the
funding request, at any time

Results

Submit the funding request
electronically through the Ministry’s
website

Use the Ministry’s home page to
inquire about the funding

Avoid duplicate funding by more
than one donor for the same project

Criteria

Number of applications submitted
through the Ministry’s website
exceeds that of applications
submitted in the traditional manner
by 50%

Inquiries about funding made with
the physical presence decreased by
50% as they are now made through
the website

Update data related to the project’s
status (under study, set for financing,
submitted to donors for assessment.
Financer) 34/7/365

Assign a project manager to meet on
a weekly basis with the concerned
parties at the e-government’s PMO
Use all forms submitted by the e-
government PMO

50% of donors are more willing

to finance projects they can assess
through the Ministry’s website

AMIR Program

74



Working Together to make e-Government a Reality Final Report
iJas
K A% S e
ki) A )2 Al ani 3ale) Al 48,8 14/7/2002 — 15/8/2002
o sl il a0 Aa 30le)/ e Slo gleall 4 pact Sl e 14/7/2002 — 15/8/2002
sl
sl ulaa g und pean Glaslaall 4 jpaet Glad 15/8/2002 — 15/9/2002
d}ﬂﬂ Cile Unall
Rl b ) olee Al 5 7 ke s d<La | 15/9/2002 — 15/10/2002
3acld 3 jeal) o pi g Anail
it
<o A Je sl sl a8 e arenal L e Bas 15/10/2002 — 15/11/2002

Gse a3y G JEE
) e 50

d.\}d\azxﬁu-l-@Jw\LﬁM

15/11/2002 ) sl

Y skl &yt & e

15/11/2002 —30/11/2002

O 488 ST gaill 4 33U Oila slaali+ 3281l A< L,
2 Optinall il gall oy )0 Cila slrall 4 a4 03 | 30/11/2002 — 30/12/2002
3o o sl
4883 g aldaill 4y o Sl slaall 4 paet 4y 02 2/1/2003 — 15/1/2003
i sail
s KV Aasl e Pyl | Lahadll 5l )y dsladl ikl
e Sl ol
Plan
When? Who? What?
14.7.2002 — 15.8.2002 A Consulting Company Re-assess mechanism of
studying projects

14.7.2002-15.8.2002

Information Dept. +
Financing Dept.

Re-structure finance
departments/integration

15.8.2002-15.9.2002

Information Dept. +
Tender Committees

Define funding bases and
criteria for each donor

15.9.2002-15.10.2002

An executing company

Invitation for bids and
award of contracts to
improve the infrastructure
and purchase equipment
and database

15.10.2002-15.11.2002

Several directorates

Design the Ministry’s
website

15.11.2002- regularly

Financing Directorate +
Project Directorate

Form a team to manage the
Ministry’s website content

15.11.2002-30.12.2002

Administrative

Development Directorate
+ Information Directorate
+ the executing company

Set strategies and
conditions required for
financing each group of
projects

30.11.2002 - 30.12.2002

Information Directorate +
Financing Directorate

Train concerned
employees in the ministry

AMIR Program
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2.1.2003-15.1.2003

Information Directorate +
Financing Directorate

Operate and troubleshoot
the system

Ministry of
Planning/Public Relations

Announce the service to all
governmental departments
and organizations

AMIR Program
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Income Tax Department

Purposes

e Improve the level of service delivered
to clients (tax payers)

e Reduce indirect cost that the tax payer
has to bear

e Increase the efficiency and
competence of the Income Tax
Department in  imposing  and
collecting taxes

e Achieve more transparency and
clarity in procedures of imposing and
collecting taxes

e Optimal use of information available
in the several sources to prevent tax
evasion

Results

e Complete documentation of
procedures started by the Department
and program the same. This will help
achieve better transparency

e Complete interconnectivity with main
institutions to get basic information.
These include the Customs Dept.,
Sales, Greater Amman Municipality,
and Social Security

e Organize further courses for the
Department employees to increase
competence and efficiency

e Install a server to interconnect
taxpayers with the Income Tax
Department to carry out their
applications electronically in the
shortest time possible

e Establish an administrative unit to
enter and process information as well
as benefiting from the income tax
assessment process

e [Establish a special unit for
communication to respond to
inquiries forwarded by taxpayers and
take the required procedures without
the need for physical presence. The
same concept applies to e-mail
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e Archive files of the Department’s
staff to provide easy access and
effective processing of them

Criteria
e Work is underway to activate the
internal  control to become a

performance control

e Compare performance with the
objectives set for each task and know
extent of violations so they may be
rectified

e Enforce the role of strategic planning
to proceed with the improvement and
change process

e A pilot directorate selected from the
Income Tax Department will enable
the application of the Total Quality
Measurements (TQM)

e Cooperation is now underway with a
consultancy firm to set performance
measurements

e Document the relationship with
MoICT- PMO Office to benefit from
information available for them, in
order to interconnect with other
relevant departments

e Assign some employees to follow up
on the interconnectivity with the other
concerned institutions

AMIR Program
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maintenance system
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Ll e Increase productivity

AMIR Program

79



Working Together to make e-Government a Reality Final Report

4l gjbﬂ‘ diia  Jordan Securities Commission
ual &Y Purposes

t_\\A S "9.13;_\: ! JNA e ).M ) A_JLA;
aadledd) e el
A laingy! Adldl ‘"59}3\ e

5ae 8 O alaall a5 ) el Jageass

U gl el Zanlical

gl

IS8 aiianal) Jomy S ) L
S5 508
A8 Juall Algus J gl e slae

sellas sl e (550 e Saall 3acls
58Sy 5 sh JSdyefficient)
D) 93 dsa Sl Clgall e

& OsBAIPMO 3 é el e
oLl a5 4 g SSIY) A Sal)
A=) 0l D da Sl gl

&e GuilPMO A4Sl ge Loy )l
4Y) 40 Sal(SGN)

I

s A8 JS b)) 8 4 3U(Online)
Jiles DA e Ly sb i J il e she
aleyl: (Reuters) Clild ¢ 5 jahill «
bl il oS b Aals
Dseeadl Sle (ol ey i)

e 35308 Aalall daalosall S HE)

4 il J gl il shre e J gacanl)
Gl PIA (e 58 Sl Aslal) Jasg
Lala

Juay e 5,06 daledl daalusddl cilS a0
£ 11 S e I Dl yall 5 (32 50
b e A s da ) 5l dIntranet

Leal)

e Protect the investor by achieving
more transparency

e Promote investment awareness and
culture

e Facilitate correspondence and
complete applications for the
customers’ database, which includes
investors and public shareholding
companies and brokers

Results

o Company disclosure is immediately
relayed to the investor in full

e Circulation of information is easily
and promptly accessible

e Customers are able to complete their
applications efficiently and promptly

e Interconnect with the relevant
governmental bodies

e Coordinate with PMO to highlight the
e-government benefits especially
interconnection with the relevant
governmental bodies

e Coordinate with PMO to interconnect
with the Secured Government
Network (SGN)

Criteria

e Circulation screens show all the
required data online

e Information circulation is
immediately transmitted through the
media: (Reuters), TV, special screens
in offices and special screens in the
public floors (Housing Bank
Building)

e Shareholding companies can get
information of circulation, settlement
and property transfer immediately
through special screens

e Public shareholding companies can
communicate documents and
correspondence to the depository
center, stock exchange and the
Commission through an intranet
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Brokers are capable of completing
their applications/services and
introduce them to the customers as
well as forward documents and
correspondence to the Stock exchange
and the depository center through the
intranet (internal information
network)

Obtain the disclosure information
through the media, the brokerage
companies or through the WPS (Web
Publishing System) where the investor
can make a search entry for any
information using the search engine
Amend legislation in order to make all
reservation processes required by the
General Sales Tax Department and the
Customs Department through the
intranet
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Purposes

e Provide the statistic information
produced through electronic and user
friendly means

e Organize the statistical work among
other governmental institutions

e Qather the statistical information

electronically
o Results
eyl daglaall ) sl Sdde sl e Quick access to the statistical
information
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e Reduce time between gathering and
publishing information

e Receive feedback electronically,
which will improve the statistical
product

e Improve ways of providing and
publishing statistical information

Criteria

e Develop policies needed for e-
publishing

e Participate with the national team of
the e-government, which will specify
the contribution of each party and
coordinate efforts

e Build and develop infrastructure
needed for the e-Government

e Improve style of management control

for the project
4 9 STY) A gSall el jaf alodind A5 aves’ e disseminate the usage of the e-
Government
Al
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Plan
What Who When
Gather and provide The directorates of Ongoing

information in due time

department producing the
information

Disseminate methodologies
and approaches applied in
data collection, processing,
and publishing

The directorates of
department producing the
information

Starting August and for six
months

Continuously update the Databank Ongoing
statistical information on the | department/Computers

website Department

Provide the needed The department with the In six months

infrastructure from
computers to software to
ensure implementation of e-
Government

other governmental
institutions and donors

Establish the electronic
connection with the regional
offices /departments

The department with the
donors

In six months

Train the Department’s
employees to deal with the
e-Government mechanisms

Computers Department/ E-
Government Unit

In three months

Conduct consultation and
coordination meetings with
the other governmental
institutions involved in e-
Government to exchange
knowledge

The Department / Project
manager/ other departments

In two months

Interconnect and establish

The Department, donors,

In a year

AMIR Program

&3




Working Together to make e-Government a Reality Final Report

connection channelswith and other departments

other governmental

institutions

Meet with the e- The Department and the E- | In two months

Government Unit to define Government Unit
roles, potential benefits and
open constant
communication channels

with them
Conduct a press campaign to | The Department + Public In a year
inform citizens and Relations

institutions of the latest
developments in e-
government

AMIR Program
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Customs Department

Purposes

e Control the quality of services
delivered by the Project

e Train the adequate human resources

e Provide equipment necessary for
implementation

Results

e Improve quality of service delivered
and expedite work done

e Transform the service provided by the
Department into a self-service

e Increase the State revenues

Criteria

e Public’s interaction with an adequate
technology

e Disseminate knowledge among
traders and businessmen as they are
the main users of the service, which
forms part of their operations

e The necessity to conduct a review in
cooperation with the PMO to establish
the work already achieved and the
requirements of setting a strategic
plan

e There are several parties that are yet
to be contacted such as JISM,
Ministry of Health, Environment
Corporation, Public Security Dept.,
Royal Jordanian

e Fulfil ratification requirements and
signature of documents electronically
for this service
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Jordan Investment Board

Purposes

To have more efficiency in providing
services to investors
To save cost for the investor and JIB

To eliminate human errors as much as
possible when dealing with official
correspondence

Results

Save time

Save money

Make available more information and
statistics

Criteria

Assign an officer of the JIB to
coordinate all work with the PMO so
as to standardize work and procedures
The officer will also coordinate with a
counterpart from the Ministry of
Trade and Industry (company
registrar’s office)

The JIB officer defines what service
is needed from the MoICT (company
registrar’s office - company
registeration form)

The officer checks that the systems at
the JIB and MoICT are compatible
and secure

The officer checks the manual
procedure by which the company is
registered and then designs adequate
software that would allow JIB to
facilitate the registration of the

il sl company from within its offices and
through the MoICT systems
Jand) dkad
)3 0 ¢ e
LY 5 5 ey Jypmdd o
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When? Who? What?
2 days Officer Designs applications form
1 day Officer Creates electronic application forms
1 day Officer Put application form on the internet
1 day Investor Investor accesses application form
1 day Investor Investor fills out application forms
1 day Investor Investor submits selection copy
1 day JIB JIB receives the forms and transfers
them to MoICT
1 day MoICT MoICT reviews application and
registers the company
1 day MoICT MOolICT returns registration number to
the investor
1 day JIB JIB delivers electronic copy containg
approval to the investor
AMIR Program
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Industrial Estates Corporation

Purposes

e Provide information necessary for the
investors about the Industrial Estate
Corporation including all its activities
inside and outside Jordan

e Exchange of information among
departments and centers (industrial
estates)

e Provide several services for investors

Results

e Interconnect all the Corporation sites
with an electronic system to pass or
obtain information

e Connect all sites with the systems

e Set an interactive program to respond
to all inquiries of investors, about all
aspects that might be of interest to the
investor in order to save the investor’s
time

Criteria

e Get an infrastructure which serves the
uses and purpose of the e-government

e Train cadre on the use of computer for
the e-government purposes in
coordination with the Customs
Department

e Increase the cadre of the Information
Center so as to upgrade the network
and handle maintenance works

e Update information in programs to fit
the new projects of the Corporation
and any other things

e Coordinate with the MoICT to
examine their achievements and seek
their guidance to adopt the best
methods and programs to serve the
Corporation's goals.
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Central Bank

Purposes

Facilitate the implementation of the
monetary policy
Efficient  contribution to  the
development of capital markets
Provide liquidity for the Economy
Improve the capability of banks to
manage their cash flows
Improve the capability of the several
economic sectors to manage their cash
flows to include:
Business sector,
Governmental sector; and
Domestic sector
Improve interaction abroad, as well as
enhance payment systems
RTGS- Facilitate clearance in Jordan
by means of connecting the clearance
systems with the total payment
system. E.g.,:
O interconnect clearance of
stocks and bonds
O interconnect clearance of
bad (returned) checks
O interconnect card clearance
with payment systems
The Central Bank must become a
pioneer for the other central banks in
the Arab world in terms of
development and modernization

Results

Prompt decision making with regard
to the management of monetary policy
such as announcing the decisions of
issues by the Central bank including
treasury bonds, certificates of deposit,
governmental bonds, or those bonded
by other parties

Implement clearance and settlement of
checks in the shortest time possible as
well as providing money for
beneficiaries between checks within
two working days
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e In five years, the circulation volume
of the stock exchange, including inter-
bank transactions should reach a
minimum of JD 500 million

e Implement clearance of payments
released in foreign currency during a
very short time of one or two working
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days

Criteria

e The Bank can monitor moveme
its account, minute by minute

nts in

e The beneficiary can collect cash on
checks within a maximum of two or

three working days

e Allow the beneficiary to pay and

transfer money within minutes

319 e LB e U apan (S e FEnable all economic sectors to
36 Sy dpaail) Lgilids manage their cash flows efficiently
ddadl)
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Plan
When? Who? What?
Three months Senior management Define the objective Clearly
One month Senior management Assign a team leader
One month Senior management Form specialized working groups
One month Conduct a diagnostic / analytical
study
One month Team Define the means employed to

achieve the goal

Two weeks to
one month

Senior management

Define cost recovery when
necessary

Two months Team

Tender invitations

Two months Team

Bid examiniation and evaluation

Two months

management

Working team and senior

Select the appropriate bid
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| Six months | Working team

| Implementation
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Purposes

Provide company registration
services online

Provide all information to users
online, through the internet

Use information in the service of
control programs by employees
Provide the service efficiently, in the
easiest method and at the lowest costs

Results

Provide Department services online
Provide a database for governmental
departments through the internet
Conduct the financial analysis and set
control programs according to
electronically maintained information

sslaal)  Criteria
. Slallall apadil Juai¥) 48k aladid e Use the communication network to
4o 0 ladl sal) e J s submit applications and get the
required approvals
cJseandl s Dl laall alhas e J s e Obtain access to the information
bl pzaall (50 A laall e system and get the information
without the need for physical
presence
g S 3 gial) Jiaed 5 il 61 ) e Complete registration and contracts
amendment electronically
Al 60 ae JalSiae (Sadiday e Integrated network connection with
s 4y sllaall Ao sleall ABDAA (e 81 55 the State departments to provide
information online
A Sl bl 1 g5 e No more written correspondence
Ol pall 230 (adas e Decrease the number of clients
coming to the Ministry
el e ) sganll L e (Client satisfaction with the service
ddadl)
Jala ) e
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i
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B
When Who What
20.7.2002 General Purchase modern equipment to
Management complete the project
5.8.2002 Information Center Conduct advanced  computer
courses
15.9.2002 Ministry of Increase  the capacity  of
Communications infrastructure (communications)
Starting 25.9.2002 Several Examine employees ability to deal
departments with the electronic system
1.11.2002 Information Center Update programs
1.1.2003 Financial Apply the payment system
department
1.2.2003 Information Center Complete system automation
1.3.2003 Information Center Interconnect the organization with
the National Information Center
1.4.2003 Information Center Interconnect Labs and Operations
Department with the headquarters
1.6.2003 Information Center Complete  interconnection  of

directorates with each other

LaN) 3 ) 5 g Jalalll

Dealing with the
Communication

Ministry of

Sie 5 1l ¥ Lol A (pe Juai¥1 5 )

iy e clelaa)

Manage communication through the liaison
officers and hold regular meetings

Lo gSall cilgad aa Jalail

Dealing with governmental parties
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Address concerned parties to assess their
needs and offer services that can be delivered
to them
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e Provide real estate services in an
acceptable manner to citizens, taking
into consideration accuracy,
promptness, and cost

e Deliver electronic real estate services
to other organizations such as Amman
municipality and banks

e FEnable beneficiaries, especially
investors to examine easily and
smoothly the real estate information
and land blue prints

Results

e Provide full and digital information
about maps and tenures

e Interconnect the department
headquarters with the registration
departments and Greater Amman
Municipality

e Enable and urge beneficiaries to use
the new mechanism and benefit from
it

e Coordinate with the PMO

Results
e Number and type of remarks fed-back
by users

e Number of clients requesting
information from the center can be
provided through the interconnection

e Revenues collected as a result

e Results of the meetings of the steering
committee which includes members
from the users

e Number of  coordination and

el communication with PMO
PN
KIP ¢ ¢
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Plan
When Who What

/7/2002 — ongoing

Senior management

Awareness campaign about the
importance of e-government

Starting 1.7.2002

Steering committee:
Director General, project
manager, concerned
directors in addition to
representatives of the users
Technical Committee:
Project manager and the
concerned technicians

Form a steering committee, a
technical committee and a
project manager

1.7-1.8 by the project manager in | Assess physical requirements
coordination with the (equipment, tools, venue) in
technical committee and light of purposes, results, and
approved by the steering criteria and on the basis of
committee available financial allowances.
1.7.t0 1.8. by the project manager in | Define the human resources
coordination with the required
technical committee and
approved by the steering
committee
1.7.t10 1.8 by the project manager Define training needs
1.7-1.12 project manager Start purchasing equipment and
tools, and employee training
1.8.t0 1.10 Project manager Ensure readiness of other
organizations
AMIR Program
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1.11-31.12.2002

project manager

Interconnect the department
headquarters with the
registration directorates and
Amman Municipality and start
operating the system

1.7-1.11

project manager

Set written and transparent
instructions on how to use the
system

1.11-13.12.2002

project manager +
technical committee

Pay regular visits to check
sound performance and progress

AMIR Program
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General Sales Tax Department

Purposes

e Expedite and facilitate procedures of
tax collection

e Respond to inquiries of tax payers
promptly without having them to take
any trouble (easy and prompt
communication)

e Obtain accurate reports about
taxpayers and the value of the tax
received as well as reports on those
who failed to pay the tax

e Provide the administration with
accurate data that will help them make
sound decisions

e Reduce the need for paper work which
will be substituted with e-data

Results

e A system that enables the taxpayer to
submit his tax statement and pay the
tax electronically without the need for
physical presence

e A system, which provides the
taxpayer and other departments with
data and information related to the
tax, in addition to enabling any of
them to address the Department
electronically and get prompt response
and accurate response following the
same method

e A system, which easily and smoothly
provides reporting on the
achievements of the Departments,
extracted from the factual status and
available data

e A system to connect employees in an
intranet in order to complete
applications and services without the
need for paper

Criteria

o Fulfill the needs of the Company
Controller Department in terms of any
information that relates to taxpayers
electronically

AMIR Program

97



Working Together to make e-Government a Reality

Final Report

e sl Al Caa 53 e PMO
Lgae 8Lail) sy 3l Ay L) 48,3

393 a3 _ilall Aaladl) i) 3ac 8 Jay
D sall o3 (g (5Y iy Cumy Allal 5 ) 55
Gl A e e Sy

Cpala gall e)’ﬁ G Al alY! dwdia sale)
Lasd dadalaall cablad dda)all 4<ual NREE

pein

JEY Loy g 50 Glada g il ) ) 2l
0 25% J8 (e Aalisal)l Gl ) BY) 22e (e
3 Al

OISl dae a5 A5 A 8 ) a0
A 5 day puall Sl BY) s (g (pailaial
o5 A S s 5 agle Finoad Ay yual
5 ymiall CDlelaall 23a] 48lin) Lonsi 5i5 L3 o5
on e (il ga JST, i) LLAY1 Jd pe

Ualae (ol Slady aadiiall ¢ gl apa 48
Y Alelaall Lgad e ) s pall 48 jaal diLs)
Aalall 505 Ls S0 Lgie i) Aad 5
Sy 3)3\&3\ daht)“uéé-‘igsh Juadld

e Set a description of the systems in
cooperation with PMO or the
consultancy firm that will be
contracted

e Connect the database of the
Department with other departments of
the Ministry of Finance so that any of
these departments would have the
chance to examine all data

e Re-engineer procedures to have
employees use the intranet for
purposes of communication among
themselves

e Receive electronic acknowledgments
and payments with a minimum rate of
25% out of the number of
acknowledgments received by the
Department

e Produce electronic reports that state
the number of taxpayers failing to
submit tax statements, the amount of
due tax and the number of companies
that have been visited and their
signatures, in addition to the number
of services carried out by the several
departments, for each employee

e The possibility of defining time used
to finish any application, in addition
to identifying the phase of progress
for this application by means of
electronic inquiry without the need to
call anybody from the department for
this purpose
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1/7 to 15/72002

COlalaal) Lol Al el ) &S Cala Jenll o [ Sl et e gs DA
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25/9 —25/10/2002
Lol e s A dma yall Jag al) 4855 e desd) (3 48 (ne sad
4 sllaal) el yall 2l ¢ Uaall Al 26/10 —10/11/2002
Ly il s e Ul a5 ¢ Uaedl e oSk Y) iy iiall da] eV (e O s
Lz yall s S 11/11-11/1/2003
O s Qe
fad e dulaal
Gl
Dl s ladac) e oLV aey dadail] 2Dl Janll 3 58 e A
Led Al a sadl) 12/1/2003 —
12/7/2003
228 alaANLY (il gal) QS Ay 5 ) g0 2 | AS i ae a3y 8 13/7 = 13/9/2002
Lalaiy) daajuall
Plan
When Who What
In two weeks, Head of Department in | 1. Select a steering committee of
from the date of coordination with HE specialized and experienced people to
commencement the Minister follow up implementation of the

project.

In two weeks from
the date of
selecting the
Committee 16/7-

Head of Department and
the steering committee

2. Review the government vision of
the e-government with all the
department staff

implementing [tem
5 above 25/9-
25/10/2002

31/7/2002

In one week 1/8- Head of Department 3. Define interested and capable

8/8/2002 employees, from which to form a
working team

8-23/8/2002 Working Team 4. Prepare all data related to
legislations, systems, procedures and
circulars taken at the Department,
including forms and reports

In one month from | Working team 5. Employ all procedures needed for

the date of services completed at the Department

implementing step while defining the tasks and powers

4 above 24/8- of employees assigned to do those

24/9/2002 services

One month from Working team 6. Produce a report that describes

the date of results and inputs of systems that

must be implemented
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Two weeks 26/10-
10/11/2002

Working team

7.Prepare terms of reference, which
will be the basis for awarding the
contract to implement the required
programs

Twp months as
from the
announcement
11/11-11/1/2003

Procurement Committee
with the participation of
the Audit Bureau
Representative with a
specialized technical
committee from the
team

8. Invitation to bids and award of
contract according to the terms of
reference

computer company

Six months Working team 9. Receive the systems after
12/1/2003- installation and testing is over
12/7/2003

13/7-13/9/2002 Working team with the | 10. Conduct training courses for all

employees on the use of these
systems
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JISM

Purposes

Set a clear plan with objectives and a
time frame to implement the e-
government at JISM to have it as a
basis to implement the program there
Show commitment of the senior
management to apply concepts of e-
government

Set a motivating plan for employees at
JISM to apply the e-government
concepts

Follow up on the implementation of
the plan, within performance
indicators and identifying marks, and
take correctives measures at the right
time to rectify any deviation from the
plan

Results

A clear plan for JISM to adopt when
implementing the e-government
concepts

Full implementation of the e-
government concepts in JISM and
delivery of high quality services in the
shortest time possible, and in the most
efficient methods, regularly, through
both, intranet and internet

High levels of client satisfaction
dealing with the JISM

A motivating investment environment
Increase the competitiveness of
economic sectors

Sustainable economic development
Better living standards

Criteria

Number of applications/services
carried out through the internet and
intranet

Reduced Rate of paper work

Number of external clients with JISM
through the internet and internal users
of intranet

Reduce time required to finish
applications
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e High level of satisfaction from

external clients (it can be measured

8a2a%a) using several means)
ddadl)
Jila O e
s pall Jala a5 JSIY) Lo Sl 83 )b Gty s plall yad 7/2002
Jala nals gl ¢) aall AdiSa A )0 ) 52 ;\L.::‘\ ol jaa 7/2002 —
A s ASIY) eSSl aalia J g B3l Jeal 5ia
Jala 45 yiSIY) de sSad) (ke Aliaie ddad aoa LasSall (3 8 Gt 7 —8/2002
W RPN
L pad) J31 Jenl el ) Tapeadi 5 A< 30l skl g sl 7-11/2002
)y
Jala g I e sSall (Bl iy o) agaa aladl jaaal (838 () 8 /2002
o 5ol 5 Y1 o
Lo sSall Gl aoy jliial e yall Lo g ) Lo sSall Ba b puiy 9 —11/2002
A5 ASY) 45 ySY)
5 sie o A g SIS da Sall ¢ g ple 28 LasSall (3 8 Gt 11/2002 —
et eloa) J e | Aeall 4 a5 A5 Sy 2/2003
Sl el A8y o Ay S A sSall el 25 LasSall (3 8 Gt 2-7/2003
Slel 2 s sl 6] paa 5 Ay g STV
Sa) defie T Sall b ot gl s
A5 S
Plan
When Who What
7/2002 Director General Assign e-government team-lead within
JISM
7/2002 — Training Director Conduct intensive training courses to
ongoing directors and employees within JISM,
about e-government concepts
7-8/2002 E-Government Team- | Formulate detailed plan to apply e-
Lead government within JISM
7-11/2002 Planning and Rehabilitate and simplify procedures
Administrative within JISM
Development Manager
8/2002 Director General and | Set priorities for implementing e-
E-Government Team- | government within JISM
Lead
9-11/2002 E-Government Team- | Set e-government terms of reference
Lead
11/2002 — E-Government Team- | Implement e-government as a pilot
2/2003 Lead and Professions | project: directorate or procedure
Directorate
2-7/2003 E-Government Team- | Comprehensive implementation of e-
Lead and Department | government at the rest of the directorates
Heads and procedures
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Ongoing E-Government Team- | Follow up on implementation
Lead
€ oosiall 5 % g G9adl) | Coordinate  with  the  Project
Management Office (PMO)
Gt A A gall Adady £ g pliall 318 S 25 3 | Provide the PMO with JISM’s plan to
45 fS) 4w 8 | implement the e-government project.
sale) g 5 pdial dpma yall da g 0l s 5all 295 55 | Provide JISM with the terms of reference
Leale (50l Al el ja) dasii s A0S | for  rehabilitating and  simplyfing  the
institution’s procedures, so they may be
reviewed and commented on.
o A acall wndh rald yal) 3 )3 uia (0 lkall | Request  continuous technical — support
Jiae (A don gl 81 gl (&) Cy il Jlas | from the PMO, in terms of intensive
aiase JS 5 A1 5 fSIY) Aa Sall | training for JISM’s employees on the use
of e-government.
Do Al aali yall 5 )y i€ (e allall | Request the PMO to provide JISM with
oase 2 Guhill Aldli dad pagl jaadia | an expert  on  formulating  a
Gl 5 el B )l i e dpa jall Jag ) | comprehensive  implementation  plan,
ol 133 4xs | after presenting the terms of reference to
the PMO, and coordinating with the
expert accordingly.
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NIC

Purposes

e Contribute to the creation of an
information community

e Bridge the digital gap

e Facilitate access to information
produced by institutions and the
services they deliver

Results

e Develop an integrated national
information system that interconnects
all information producing agencies
through a national information
network

e Expand the establishment of IT
centers and serve the community

Activate A Gateway to E-Government

Criteria

e Number of institutions connected to
the information center is increasing

e Information published on the
institutions’ websites are updated and
advantageous

e Published information do not conflict
with each other

e Easy access to the required
information

e Number of e-services is increasing

e Apply criteria issued by the e-
government PMO

AN
(K ) e
A5 Sy A sSall cillee S e e L) fila 51l e slaall S e/ 10/2002
LAY 5 )
Silaslaall L ) 535
il daxd 5 Slasleall Lia 1S5 S0 pe el Lida gl il sheall S 5 9/2002
2260 UGl ALl daal)
sl 13gd
Gila sl 480G (8 S jall g s 5l Jay o sleall 38 50/ 30 )3 15 Al an A e
FRPR N N aylaty) 2002
Cilaslaall L 5l 5385
Ainall Gliww gall
Aalal) B8 Y1 i jual 4 JicIPublic key NN ST 2002
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Clalad) 5 Cpaiaiall o 55 eals 3 3lae) 3005 42002
LN/ S e
ih sl e slaall/
Ainall Cilosas 3l
Plan
When Who What
10/2002 NIC/MoICT Establish an operations
center for the e-government
9/2002 NIC/Royal Committee | Establish IT centers and

community service (60
centers)

15 institutions by the end of
2002

NIC/MoICT and
relevant institutions

Interconnect institutions and
centers with the e-
government network

By the end of 2002 MoICT Authorize a certain body for
the issuance of Public keys

10/2002 Universities Connect all public
universities with a high
speed network

12/2002 Ministry of Education | Connect 500 schools with
the internet

By the end of 2002 MoICT/NIC/concerned | Prepare a training course for

institutions specialists and employees
AMIR Program
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Prime Ministry

Purposes

e Implement ingoing and outgoing
applications at the Prime Ministry
including the public service

e Interconnect the Prime Ministry with
all the State departments to get
information

e Provide information for those who
benefit from it, provided that this will
be done:

e in a simplified form
e to promptly serve the concerned

parties
e for reasonable costs on the long
run
Results

e Achieve the purposes set above due
to their importance, as presently there
is a shortage in some aspects,
compared to what is currently being
applied in this program.

Criteria

e Things can be coordinated with PMO
at the MoICT to agree on the forms
that will be adopted, or the technical
matters related to the quality of
technology that will be used, or any
recommendations set in the form of
coordination with the other
governmental departments based on
projects carried out by MoICT

e The NIC can be approached with
respect to electronic interconnectivity

e Deal with professional centers to train
the employees on the use of internet
applications

e Deal with governmental departments
that have already fully or better
applied the e-government, to know
how to measure quality, time and
quantity of contents required for the
implementation of the project.

AMIR Program

106



Working Together to make e-Government a Reality

Final Report

s s e 538 el 500 il e e el
) JS agale aldie W) (S cpdll (il ol
50 3 el ) Bk s )

g s odall 33l 435 )

pde 1t aa dyid (g HAl g dgaa o Aial S5
Gl s Aol e daliadly 5 il

Sl padl e i sl Gkl ddaa Jee
b 4kl oy ol
oaa ey Iy sal) (el

gl Al o158 S ) 8 eals ISl e
L

Aie 30 Adadl s Cplalall i et
@)\}LSQM\

it sole) CDlalaall s Iaguas anid
@UJMDMM\'&LG\)AJLAJ\A.\‘ALJMJ
s \

2o G0 A Slalal g el gz Aladll Jae
(5 S zals yall

S AL Ja jal a5 gl sy
Cus dagas Al aall) (e el jll 2855 Anlie Sy

saall A Lavilly L i g dal) Aaa Tl i
3adadl)

e Deal with the Department employees
to know the quality and number of
employees who can be relied on to
expand the application of the program
at the Department

Executive vision of the project

e Form a steering and a technical
committee and assign a project
manager to follow up on things from
AtoZ

e Seta plan to apply the program in the
directorates that haven't applied it yet

e Define and then secure the required
funding

e Purchase the infrastructure
(installation) including networks,
computers and telephone lines

e Provide training for employees
according to the set timetable

e Re-engineering to simplify
procedures and expedite
implementation with an eye on cost.
This must be done in cooperation
with the specialists

e Set forms, records and files
compatible with the e-program

e This may require amending
legislations

e A timetable will be set for the above
stages

e Follow up on the program
implementation will be done by the
steering committee during the set
time period
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Task 8: Developing a Joint Calendar

Jsa JULY
bl il glaall S 0 National Information Center
Aadd 5 il laall i 5l 535 S e L) e Opening ICT and community service
aaiaal) center
gl Ak gal o 5l mali yall (S| e Launch civil servant training program
(ICDL ) (ICDL)
Leliall ¢aall duspa Industrial Estates Corporation
i ) a8 ge e Cila slaall Euaal e Update the contents of the website

(Website )

=iy Gladll dusa Social Security
pele apall apeny A8kl ) I ayads e Produce reports on all insured, in
Apae 8 cladall 5 ClS) Y] Cua (e terms of subscriptions, retirement
813 g g Alsual) S AN dae payments, and number of registered
Al & SV Alaly) Al companies. Provide the Studies
I3l 5556l )05l (R A s ) Department with the report
Gl JS Jadii dale dilias) 3 ds (Internally) and Prime Ministry and
Olaall rocially dalaiall Ministry of Finance (External
Reports)

e Publish general statistical bulletin
containing all data related to social
security subscribers

‘ plad) (oY) 4y e Public Security Department

plad) ¥l adi e o e glrall Cupaat e Public security’s website has been
updated

sas) 5 A%k i i Sl wes Ty o e All licensing departments are now
connected in one network

dgila o) A<l National Library

saal dael ares A (e el W e All editions of the official gazette
e have been computerized

038 (pe BaLELY] d3a S8 o (g) Sy e Any governmental department can
Aaxal) take advantage of this service

Al sl Ll e salad) Jlasal (ge ol o e The national bibliography for the
212000 Year 2002 has been issued

ple W2 slu H i 2001 el Alely e and the bibliography for the year 2001
) < will be issued by the end of August
GV (g Al sall LAY ds ga V) S e All agreements between Jordan and
sl (e la e other countries have now been

computerized.

Gilagaal) Ao dalad) 4y i General Sales Tax Department

g g il Aall) ae e laial e Meetings with the steering committee,
3l il a5 Janl project organization and department

employee
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Ministry of Industry and Trade
e Monthly progress report

Department of Lands Survey

e Periodic visits, once every month, to
the registration directorates to ensure
network connectivity

e Internally exchange the monthly
steering committee report among
concerned parties

Jordan Investment Board

e At the institution, and with me now, is

a list, containing all the information
and connectivity required from the
rest of the organizations and
ministries

e An open invitation to all participants
to visit the organization’s premises to
examine the latest information and
achievements with regard to IT
(Lunch included)

e The JIB has a roadmap that will
implement in the next few months e-
service to its clients

Customs Department

e During the coming period,
interconnect the directories related to
the Customs Department, and work
on completing the uploading of
customs procedures to the internet

e  Work on implementing judicial
control and vehicles’ transit

movement — what is called “clever
bullet”

Department of Statistics

e Conduct several seminars regarding
the relationship between data
producers and users, to assess their
needs, and reflect that in the
Department’s work within half a year

e Increase Middle management’s belief
in e-gov

e Utilize the surveys we conduct to
obtain data and information related to
IT

e FElectronically connect with the
Department’s regional offices
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e Train employees at the Computers
Department on the design and
development of the webpage,
supported by the program

e Fully document the works of the
Department and save them
electronically

e Acquire, in cooperation with the
donors, the equipment, computers and
others, in order to upgrade data
processing systems used in the
department

e Statistical reports including the annual
statistical book- “Jordan in Figures”

e Licensing, disclosure, inspection,
...etc forms used in e-services
Jordan Securities Commission

e A report on the general network
Ministry of Public Works

e Hold scheduled periodical meetings
among all relevant institutions to
exchange information

Income Tax Department

e Organize training courses in the Dept.
with the participation of concerned
parties. Set performance criteria and
measurements in cooperation with
consulting firms. Invitation for bids
for the archiving of documents was
announced; the contract was awarded
to install a server that interconnects
with the clients

e Prepare a number of reports in terms
of steps already implemented in the e-
government context and the future
plans and what can be offered to other
institutions in terms of information
important to them as well as the
connectivity with these institutions
August

Industrial Estates Corporation

e General activities

e Modernize communication steps to
better serve the project

AMIR Program
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National Information Center

e A report on the method and
requirements of interconnecting
Jordanian institutions, universities,
and schools with a high speed
network

JEDCO

e Announce the project of agreement

archiving that has an economic
dimension signed between Jordan and
the Arab countries

e Hold an awareness program for the

Corporation’s employees on e-
government program in cooperation
with MoICT

Social Security Corporation

Some banks were contracted so that
payments are made through them to
the account of the Corporation and
from the clients' accounts. Further
banks are expected to be contracted in
this respect.

Light archiving has started in the
Corporation

Arrangements with the Civil Status
Department and Public Security to
exchange connection between the
Headquarters and the Corporation
Form small committees each in their
own specialization, to follow up on
the project, and work as one team to
coordinate among departments and
train the people in charge

e Assign liaison officers with the
Project Manager and restructure some
of the departments and amend the
regulations to cope with all that
Department of Public Security
Coordinate with all the ministries and
governmental departments

Form a field team to do the surveys
and assess the current systems

e Assign a project manager
National Library

Train the employees concerned with
cooperation with PMO

AMIR Program
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Prime Ministry

e Form a steering and a technical
committee to set a plan of action

e Seta plan to implement the program
and observe priorities

e Define the required financing

e Start with re-engineering and
cooperate with the concerned people

to set a detailed plan

Central Bank

e Form a working team from the
Central bank and other banks to set a
plan for e-clearance of checks

General Sales Tax Department

e Form a working team

e Periodical meetings, on a weekly
basis, with the working team

e Procedures and steps achieved so far
by the working team

o A file of all legislations, regulations,
notices, instructions and forms used

e Coordinate with the consultant with
respect to setting a plan of action
Municipality of Greater Amman

e Coming activities (internal)
ASEZA

e A lecture on the training plan for the
Authority employees; what to expect
implementation mechanism

Ministry of Planning

e Hold an internal workshop for
brainstorming on e-services by
ministries.

Continue with secure entries, IPR and
start with plans and responsibility
assignment. Set time tables for
delivery and needs

Jordan Investment Board

e The Corporation is preparing for a
retreat for all employees during the
coming weeks to talk about

improving the Corporation’s
performance to prepare them for the
e-government

Public Statistics Department
Communicate with the E-government
Unit by holding recurrent monthly
meetings

AMIR Program
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Jordan Securities Commission

e Deliver a lecture to all participants on
the technology to be used in JSC and
ASE

e Hold a workshop on the required
legislation amendments to implement
e-correspondence and accredit the e-
signature

e Reports on the e-data systems now in
use at the capital institutions, the
archiving system, document
management system and information
publication system

e Training courses on computers
applications and information systems:

e Intranet

e Instance messaging system

e  Work flow

e Depository center system

e A workshop on the method to obtain
and benefit from information of
circulation for the investors

o A workshop on disclosure for public
shareholding companies, brokers,
investors and the media

Ministry of Public Works

e Continue training workers at the
Ministry in the field of computer
language

September

Industrial Estate Corporation

e Conduct a pilot project to train the
Corporation’s cadres on data

exchange among the Corporation’s
departments

e Write a detailed report on IT
development about the Corporation
National Information Center

e Launch the Jordanian Legislation
System

e A symposium on national policies and
strategies in the field of information
JEDCO

e Announce the completion of a
database related to commodity and
service exporters after introducing the
required amendments to the current
system

AMIR Program
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Social Security Corporation

e Next activities (general)

After the invitations for bids, all the
equipments required for the project were
received and installed. It is expected that
the Corporation will deliver e-services in
Sept. 2002, which will be officially
announced

Department of Statistics

e Design the system and define needs
National Library

e Provide the required financing

e Invitations for bids

Prime Ministry

e Prepare and invite for bids to
purchase the infrastructure

e Start training employees according to
a detailed plan

e Restrict forms currently in use and
start meeting with engineers and the
concerned Jordanians. Coordinate

with other departments to agree on
forms that will be used

e Start consultation with the MoICT
and other departments on standards of
new technologies to be purchased

e Start with consultations on re-
engineering including forms and
according to defined legislations
Central Bank

e Apply the first stage of the RTGS

General Sales Tax Department

e Periodical meetings with the working
team on a weekly basis

e Achievements of the working team

e A description of all steps, of which
applications at the Department go
through

MolT / Companies Controller

e Set the roadmap for the service to be
electronically delivered

e Form a working team to define
services that can be entered into the e-
government framework

e Make the required contacts to arrange
for the required financing

AMIR Program
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e Address the several departments to
identify the services to be delivered
through the e-government network
Municipality of Greater Amman

e Next activities (general)

Laws in departments and ministries
Department of Lands and Survey

e All registration documents and
designs will be issued at one
registration department

General Tenders Department

e Reports

e Rebuild systems and currently
available software and update them to
continue the progress of the e-
government implementation

e Reports on the required financing and
its sources

e Reports on the capabilities of service
recipients and their opinions of what
they get

e Next activities (internal)

e Study the extent to which security is
available in case of e-submission of
financial bids

JISM

e Complete the strategic plan of the
Corporation including a main axis for
internal administrative development
which includes the application of e-
government concepts at the
Corporation

ASEZA

e Review the PMO principle with the
Authority and application mechanism
for the e-government

e Conduct an appraisal of the
employees’ level in using basic
Microsoft Office applications, and
review the training plan

e Review the successes, difficulties and
plans of the basic strategic plan
Income Tax Department

e Organize a seminar with the
participation of the economic

activities benefiting from the e-
government program

AMIR Program
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Ministry of Public Works

e Support the concerned institutions to
examine current and future
achievements

October

Industrial Estates

e Conduct necessary training on how to
exchange information with the
industrial estates

Public Security Directorate

e Allocate budget and invite for bids
Prime Ministry

e Follow up on business process
reengineering and the necessary
coordination

National Information Center

e Inaugurate Jordan’s data center

Central Bank
e Enquire about the missing and stall
cheques and other tools and
instructions through the internet
e Implement second stage of the
electronic payment system
Income Tax
e Teamwork accomplishments
e Consultant accomplishments with
regard to the work plan and business
process reengineering
e description of work plan in the
department and determine inputs,
outputs, privileges and duties
General Sales Tax
e Regular, weekly meetings with team
members

Company Control
e Prepare and build database after
distribution of roles with concerned
parties
e Hold meetings with private sector to
identify its needs and implement them
electronically
e Assess user needs about required
electronic services
e Publish a press release explaining the
use of electronic services
Municipality of Greater Amman

AMIR Program
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e Build computer community centers

Work on finalizing computer network
e Future events — email services
Tenders Department

Future events: Prepare a workshop to
inform all parties concerned with the
constructions sector about the current
achievements in e-government, by the
end of October 2002

JISM

Conduct training course for managers
and employees about the concepts of
e-government and its application
methodologies

ASEZA

Workshop to discuss the required or
suggested e-services

Lecture presenting the main stages of
implementing e-government (strategic
plan)

Ministry of Planning

Hold second internal meeting — secure
understanding of the final draft of the
work plan

e Set meeting with PMO to examine
report on how to electronize services:
0 Secure input

0 Secure endorsement

0 Re-align strategies (if

needed)

Hold internal workshop too. Review
the first draft of the work plan report
on how to electronize services:

0 Secure input

0 Secure endorsement

0 Re-align strategies (if

needed)

Department of statistics

e Publish the methodologies and
approaches used in data collection;
prepare data and upload it to the
internet

AMIR Program
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e Prepare a comprehensive report on
information and information providers
in Jordan, that are of interest to the
organization’s operations and
activities, in cooperation with the
Ministry of Information and
Communications Technology

Public Security Department

e Sign agreements with companies
Prime Ministry

e Receive computer equipments

e Finish business process reengineering
e Finish training

e A Second phase of business process
reengineering and in coordination

with the legislation reference for these
forms that were defined by

instructions and systems to govern the
modification that is carried out

e Follow up on the previous phase
General Sales Tax Department

e Invite companies to participate in the
implementation of the hardware and
software supply tender

e Periodical meetings with the team
members, on a weekly basis

e Team accomplishments

e Terms of reference for the systems
and software required

e Invitation for bids and start off
receiving bids and technical

evaluation

MolT / Companies Controller

e Finish the legal terms or reference and
forms, which can be used in e-
government

e Connect services assigned to the
Department with an implementation
mechanism through a cohesive
roadmap

Municipality of Greater Amman

e C(ritical Success Factors

e Have electronic information available

DLS
e  Workshop with the Department’s
major stakeholders in November 2002

AMIR Program
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Tenders Department

e [ssue qualification and categorization
certificates and licenses electronically

e Exchange information and experience
with international consultants and
contractors

JISM

e After the completion of the terms of
reference for the project, and after
supplying them to the MoICT and
MolT ( the project was then listed
under the Economic and Social
Transformation programme)

e Prepare and conduct external
workshop for industrial and

commercial sectors and all parties
concerned with JISM’s plans and
achievements for the e-government
Ministry of Planning

e Deploy and finance roll-out based on
findings of report — including training
Customs Department

e Develop the department’s website in
coordination with AMIR

e Connect King Hussein bridge and
Wadi Araba with a wireless network

e Expand the value-base program, to
include all customs centers, and
connect it with the Department

e Setup training course based on the
concepts of e-government

e Expanding e-services to include
temporary entry bonds, as currently

the transit bonds are being used
December 2002

Industrial Estates Corporation

e Cooperate with other agencies through

extranet

e Coordinate with other agencies and
investors to operate through extranet

e Start training IEC staff on exchanging
information for pilot projects

National Library

e Conclude agreements with all
stakeholders to be connected by
December 2002

Prime Ministry

e Common forms for departments

e Test operation of the new system

AMIR Program
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e Finish business process re engineering

e Monthly progress report

General Sales Tax Department

e Team work accomplishments

e Periodic team meetings, on a weekly
basis

Greater Amman Municipality

e Work on establishing an e-registration
system in the technology centers

e Work on renewing professions
licenses online

e Work on developing laws and policies
in Amman Municipality to facilitate e-
renewal and issuance of professions
licenses

e Methodology

e Re-engineering

e Business Mode

Department of Lands and Survey

e Connect 8 new registration
departments with the headquarters in
addition to the interim area in Aqaba
and Amman municipality

e Set plans and change data at the
disposal of users

e Preparation of report on the strong
and weak points that emerged from

the implementation of e-transactions
General Tenders Department

e Amend legislations to comply with
the e-government requirements

e Coordinate with governmental
departments and institutions

concerned with the constructions

sector to provide e-services through

these departments

e Provide experienced human resources
and train the staff

e Provide equipments, in terms of
software and hardware

AMIR Program
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e Finalize the development of the
institution’s website to comply with
the international organization’s ( ISO)
requirements and allow customers to
inquire and acquire information as
well as request and receive services
partially through the web (with the
help of the GTZ and the RSS

e Finalize JISM reorganization and
process simplification study,
considered as a a pre-requisite in any
implementation of e-government
program

e Finalize EBDA program, which aims
at creating an internal environment to
stimulate creative ideas and
implement what’s possible

Ministry of Planning

e Invite all donor organizations to
inform them of the MoP’s new system
which will contain built-in
prioritization and programs that need
funding

e Invite all relevant ministries to launch

the new method of in loans and grants
application via the internet — visa/ e-
government

Customs Department

e A report, prepared by the project
manager, on the department’s current
achievements in e-government

e Monthly meeting for the internet
board

MoPW

e Provide information about roads,
directions, lengths and numbers
Income Tax Department

e Conduct an internal session to discuss

the achievements of the department
with regard to eGov and invite other
organizations that needs to be
electronically linked to identify the
phase that has been realized
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Task 9:
Government

e Concepts must be clarified before
embarking on the planning and

implementation

e Joint coordination is the basis
for success at any project

¢ Good communication for
understanding

e Teamwork

e Brainstorming

e Getting acquainted with
colleagues from different
organizations

e Committment to the
workshop’s schedule

e Methodology of seminar
management when planning
and following up projects

e Benefited from the way by
which the workshop was
managed

e Benefited from the team
building approach and roles at
a team (team spirit)

e Launching the idea of
initiative spirit, creativity and
free discussion

e Developing team spirit

e Importance of clearly defining
goals

e Trouble shooting and
alternative solutions

e There must be an action plan
and implementation
mechanisms that can be
measured and set within a
time frame

e Directors must communicate
together in order to coordinate
procedures

Lessons Learned from the workshop for implementing e-
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Think big, but start small

Importance of group work in
project planning and
implementation

Exchanging information and
partnership are the basis for
success

The importance of clearly
planning work, and not
leaving it to personal
interpretation

Human network must be built
before the electronic one
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