Sci. Educ. Innov. Context Mod. Probl.| ISSN p(e): 27900169; 27900177 | Issue 4, Vol. 8, 2025 Atricle - 64

Title: The Impact of Electronic Administration on the Improvement of Public
Service in Algeria: Reality and Challenges

Chahrazed Aouabed

Mohamed Lamine Debaghine University - Sétif 2, Email: c.aouabed@univ-setif2.dz

Received: 02.01.2025 Accepted: 07.03.2025 Publishing: 18.05.2025  Doi: 10.56334/se1/8.4.64'

Abstract

The shift toward electronic public service 1s the foundation for rationalizing and improving public ser-
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that have made significant progress n this field. This transformation faces challenges and stakes that
threaten its realization and success.
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Introduction

In light of the tremendous developments in mod-
ern technologies and the information revolution,
along with the availability of the internet and other
communication networks, it has become necessary
to benefit from this technology to ensure quality
performance and production, develop work
methods, and achieve desired goals efficiently.
These technologies are a driving force for eco-
nomic, social, and political transformations on a
global level. One of the most important outcomes
of these developments is what is known as elec-
tronic administration, which came as a practical
response to the use of computer applications n
administration, aiming to develop traditional work
methods and replace them with more flexible and
effective ones, while facilitating communication
between public administration and its various
branches and between the administration and the
citizen.

In hight of this increasing progress in information
and communication technology, Algeria, like oth-
er countries, has realized the great importance of
electronic administration in achieving administra-
tive development. It 1s a tool to facilitate and sim-
plify administrative procedures, increase employee
productivity, save time, and ease communication
between administration and citizen. All of this
aims to modernize the provided services and tran-
sition from traditional administration to electronic
administration to enhance and rationalize service
quality. As a developing country, Algeria constant-
ly seeks to catch up with developed countries by
keeping pace with developments in all political,
economic, cultural, and informational fields.
Within this context, it has sought to adopt this
strategy or transformation to modernize public
service. However, this transformation faces chal-
lenges and stakes that threaten its realization and
success.

Hence, the research problem is articulated in the
following question:

‘What is the impact of electronic administration on
improving public service in Algeria? What are its
most important achievements and applications?
‘What are its main challenges?

We will attempt to address this problem by dis-
cussing the following points:

1. A conceptual introduction to public service
and electronic administration.

2. Algena’s efforts to incorporate technology to
improve public service.

3. The challenges facing electronic public service
in Algeria.

1. Conceptual Introduction to Public Service and
Electronic Administration

1/ The Concept of Electronic Administration
A- Definition of Electronic Administration:

The definiion of electronic administration s
linked to the important and growing role of using
modern information technology to activate admin-
1strative work or public services and eliminate the
administrative problems resulting from the use of
paper i administrative dealings, which leads to
negative bureaucracy that hinders the fulfillment
of customer needs.

The concept of electronic administration is
broader and more comprehensive than merely
having computers, software, and other technolo-
gies. It 1s an integrated management of various
logistical operations, electronic business, and pub-
lic relations. It involves presenting technologies
related to public service, organizing service re-
quests, meeting the needs of the admiistration’s
client—i.e., the citizen—and organizing the relation-
ship between state institutions, the private sector,
and official and unofficial bodies.

In this regard, Dr. Yassine Saad Ghaleb Ibrahim
defines it as an integrated organization and an
open functional and technical structure:

"It 1s a framework that includes both electronic
business (e-business) to refer to the electronic
management of businesses, and electronic gov-
ernment (e-government) to refer to the electronic
management of public administration or govern-
ment business targeting enterprises or governmen-
tal institutions and departments.”"

There are many definitions of this concept; among
the most important are:

¢ Electronic administration is:

"The use of various technological communication
tools and information In managing how govern-
ment administration delivers its public electronic
services of value and communicates with those
seeking to benefit from public services with more
democracy by enabling them to use electronic
communication means through a single portal.”

e FElectronic administration is:
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"The process based on the exceptional capabilities
of the internet and business networks in guiding
and monitoring the resources and core capabilities
of the mnstitution and others without boundaries to
achieve the institution's objectives."

It mainly relies on information technology in per-
forming administrative processes and integrates a
combination of human, informational, technologi-
cal, and automated resources in a way that ensures
the provision of electronic service and works to
achieve efficiency and effectiveness in delivering
services to the client with the required quality.

Electronic administration means:

"Transforming all administrative processes of a
paper-based nature into electronically based pro-
cesses using various electronic technologies in
management. This means transforming the paper-
based workflow in the organization into an elec-
tronic workflow, which 1s referred to as e-work or
paperless administration."

Another definition states that:
Electronic administration 1s:

"A method used to raise the level of performance
and efficiency. It 1s a paperless administration
because it uses electronic archiving, electronic
directories, and voice messages. It 1s an admin-
1stration that meets requirements and relies mainly
on knowledge workers."

Electronic administration 1s also defined as:

“The management and administration of public
faciliies and the organization of relations among
them, and between them and the citizen, using
data communication systems in order to provide
public services at lower costs and in less time.”

Based on the above definitions, it can be said that
electronic administration 1s a new alternative that
reconsiders the nature of the relationship between
the state and the citizen, stemming from the
changes occurring in the concepts of public ad-
ministration and the content of public service. It
represents a reengineering of administration in an
electronic form through a strategic transition from
traditional systems of work and organization to a
system that 1s fundamentally based on technologi-
cal techniques aimed at accelerating administrative
processes, eliminating bureaucracy, reducing costs,
and maximizing the efficiency of the services pro-
vided. Accordingly, electronic administration 1s
based on several characteristics, including:

e Paperless administration: It includes a set of
fundamentals where paper exists but is not used
mtensively. Instead, there are electronic archives,
email, and voice messages.

¢ Placeless administration: It relies primarily on
electronic means of communication.

¢ Timeless administration: The world now oper-
ates 1n real-me, 24 hours a day, seven days a
week.

e Managing files instead of storing them, viewing
contents mstead of reading them, and reviewing
them instead of rewriting.

e Using email instead of traditional mail.

B/ Principles and Objectives of Electronic Admin-
istration

The concept of electronic administration 1s based
on a number of principles and objectives, as fol-
lows:

Principles of Electronic Administration

Electronic administration is based on principles
that have made it a suitable alternative to tradi-
tional, commonly used methods, summarized as
follows:

e Providing the best services to citizens: This
focus on citizen service requires the creation of a
working environment rich in skills and profession-
ally prepared competencies to use modern tech-
nology in a way that allows for diagnosing each
problem, selecting available information, identify-
g strengths and weaknesses, drawing conclu-
sions, and proposing appropriate solutions.

e Focus on results: Electronic administration
concentrates on turning ideas into tangible results
on the ground and delivering benefits to the public
by reducing the burden on citizens in terms of
effort, money, and time, and by providing service
around the clock, every day of the week.

e Ease of use and accessibility for all: Every cit-
zen should be able to access the necessary infor-
mation or obtain the needed benelfit.

e Continuous change: This 1s a [undamental
principle of electronic administration, which regu-
larly seeks to improve and enrich existing systems,
raise performance levels, and either achieve cus-
tomer satisfaction or excel in competitiveness.

Objectives of Electronic Administration

The objectives of electronic administration are
linked to administrative functions in general and
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mclude all government work, as it is more of an
administrative issue than a purely electronic one.
Its implementation allows for achieving the best
results in public sector activities and providing
high-quality and effective services based on under-
standing users' needs. Among these objectives, we
mention:

e Improving the level of services: There is no
doubt that the ultimate aim of electronic admin-
istration 1s to deliver services to the public in a
decent manner and with specifications that align
with the quality of electronic administration itself.
Therefore, electronic administration program
planners consider many aspects to improve the
service level, such as avoiding the mistakes that an
ordiary employee might make in their work. This
1s because the computer, depending on its provid-
ed program and database, gives accurate, error-
free results. This facilitates the processing of trans-
actions for individuals, companies, or institutions,
especially since the electronic administration sys-
tem shortens many procedures and stages. It also
raises the efficiency of administrative performance
by reducing the use of manual forms, adopting
electronic forms, ensuring information confidenti-
ality and security, and thus improving the produc-
tivity of required services without the need to be
physically present at service-providing locations.

¢ Reducing administrative complexities: Elec-
tronic administration aims to reduce the adminis-
trative complexities that delay decision-making
and complete work in record time by simply refer-
ring to a pre-prepared database in the administra-
tion. This acts as a form of delegation, allowing
the employee to make decisions based on it in-
stead of referring to administrative superiors as in
traditional administration. It also eliminates the
complications of traditional administrative over-
sight by replacing it with simpler and more accu-
rate control mechanisms.

e Achieving maximum benefit for electronic
administration chlients: This is reflected in taking
necessary steps to reduce physical, organizational,
and language barriers, simplify administrative for-
malities, clarify used terminology, and take
measures that ensure equality in treatment and
processing. It also includes respecting citizens’
guarantees mn dealing with the administration by
applying the principle of the rule of law and
strengthening citizens’ rights against the admin-
istration. This 1s a key factor in democratic gov-
ernance and the principles of good governance
and an open administration built on transparency,

responsibility, honesty, justice, effectiveness, equal-
ity of treatment, and respect for the rule of law,
ultimately leading to social stability and economic
development.

C/ What Are the Requirements of Electronic
Administration?

To complete the transition from traditional to
electronic administration and ensure its successful
implementation, a set of essential conditions must
be met, summarized as follows:

e Administrative requirements: These include
the following elements:

o Establishing strategies and foundation plans:
This stage covers strategic analysis activities of the
business environment, strategic design and choice,
and the mmplementation of an electronic business
strategy. This requires support and endorsement
from top-level management along with sufficient
financial allocations for the required transfor-
mation.

o Availability of infrastructure for electronic ad-
ministration: It is necessary to work on developing
various communication networks in line with the
transformation environment, which requires a
broad and accommodating network capable of
handling a large volume of communications.
Technical equipment such as tools, devices, and
computers must also be made available at all levels
and for both individual and institutional use on a
large scale.

o Establishing the necessary legal framework for
applying electronic administration: This should be
done before implementation by defining the legal
framework that approves the electronic transfor-
mation, during implementation to fill any legal
gaps or shortcomings that may arise, and after
implementation by setting legal rules that ensure
the security of electronic transactions and specify-
ing punitive measures for those mvolved in elec-
tronic administration crimes.

o Administrative reform requirements: This
mcludes job specialization in running electronic
programs, experts for securing information, pro-
tecting programs and transactions, and managing
documents. It also entails attempting to introduce
radical and fundamental changes in administrative
and technical concepts and the need for conscious
and enthusiastic leadership capable of sound
management and rationalization.

¢ Economic and Social Requirements:
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This includes efforts to create a socially supportive
and understanding mobilization regarding the
necessity of transitioning to electronic administra-
tion, with sufficient awareness of the benefits of
applying technical means in administrative bodies.
This also mvolves leveraging media and civil socie-
ty organizations to support awareness meetings,
seminars, and events that promote the advantages
of electronic administration, along with scheduling
training sessions on the use of technical tools at
various levels. Moreover, 1t 1s essential to ensure
adequate financial allocations to cover expenses
related to electronic administration projects, with-
out neglecting mvestment in the field of nfor-
mation and communication technology, and estab-
lishing sustainable funding sources at both the
central and local levels.

- Human Requirements (Electronic Leadership):

The human element is considered the most im-
portant resource that can be invested n to achieve
success I any project and organization. Thus, the
human element is of critical importance in im-
plementing electronic administration, as it is the
originator of electronic administration—it was dis-
covered, developed, and harnessed by humans to
fulfill their intended objectives. Therefore, elec-
tronic administration 1s created by and for the
human element. The human infrastructure for
electronic business consists of:

e Practical Technical Leadership: Utilizing inter-
net technology gives the electronic leader a set of
new qualities such as agility, the ability to provide
information, and a constant drive for innovation.

e Soft Human Leadership: This concept re-
quires a leader characterized by professionalism
and knowledge in order to improve customer
mteraction and deliver better services.

o Selfleadership: The leader in internet-based
business management should possess characteris-
tics such as self-motivation, focus on task comple-
tion, mitiative, and flexibility to adapt to changing
environments.

- Security Requirements:

Despite all the advantages and services offered by
the information age, there are major challenges
primarily centered on information confidentiality—
whether related to electronically storing and saving
data, maintaining confidentiality between institu-
tions, or ensuring the availability and equal access
to necessary information.

D/ Obstacles to the Implementation of Electronic
Administration

The use of electronic administration faces numer-
ous obstacles that hinder its optimal application.
Among the most important are:

- Administrative Obstacles, including:

e Weak planning and coordination at the top
management level for electronic administration
programs.

e Insufficient attention by top management to
evaluate and follow up on the implementation of
electronic administration, which 1s reflected in the
faillure to mmplement necessary organizational
changes such as adding or merging departments.

e Lack of coordination between agencies and
administrations, even those using the same types
of equipment and software that could facilitate
sharing and exchanging information.

e Complex administrative procedures and the
absence of regulations and organizational frame-
works specific to electronic administration pro-
grams.

- Human Obstacles, including:

e A limited number of employees proficient in
the basic skills required to use computers and the
Internet.

e A lack of training programs and technical re-
skilling for administrative staff in advanced tech-
nologies.

e Insufficient financial and moral incentives to
encourage personnel working in management
mformation systems to develop and pursue ongo-
g training and education.

e Issues related to unemployment that may arise
from the application of electronic administration,
as machines replace human workers, some of
whom resist or reject the digital shift out of fear for
their positions and privileges.

- Financial and Technical Obstacles, including:

e Limited financial resources to provide the nec-
essary infrastructure such as equipment, applica-
tion software, computer system development,
website creation, and network connections.

e Insufficient funding for training employees in
mformation systems.

e High maintenance costs for computer equip-
ment and a lack of skilled labor in this field.
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e Difficulties related to repairing, maintaining,
and upgrading hardware systems.

e High costs of system development amid a scar-
city of consulting and expert firms.

e Concerns from stakeholders about the negative
mmpact of modern technology on their interests,
mcluding labor downsizing and reduced motiva-
tion.

- Political and Legal Obstacles, including:

e The absence of effective political will to sup-
port a qualitative leap toward electronic admin-
istration and the lack of necessary political aware-
ness to persuade administrative entities of the
need to apply modern technologies and keep up
with the digital age.

o The absence of a legally protected electronic
work environment that defines the conditions for
electronic transactions, such as the lack of legisla-
tion prohibiting the hacking or sabotage of elec-
tronic administration programs and determining
penalties for offenders. In addition, there are chal-
lenges related to electronic signatures, the eviden-
tiary value of electronic correspondence, and the
difficulty of identifying users on networks due to
the absence of legal frameworks ensuring client
identity verification and addressing issues of priva-
¢y and confidentiality in electronic transactions.

- Security Obstacles:

These stem from distrust in technology and reluc-
tance to engage In electronic transactions out of
concern that they may pose risks to security and
privacy within government services. A notable
obstacle 1s the lack of a sense of security regarding
many electronic transactions, such as online mon-
ey transfers and credit card operations.

2/ Concept of Public Service
A/ Defmition of Public Service

The concept of public service 1s tied to the emer-
gence of the state as a sovereign authority and its
role in fulfiling the public needs of society
through activities across various economic and
social sectors to enhance public welfare and
achieve development.

Public service refers to the process carried out by
public mstitutions to provide services to citizens
based on the relationship between them. It is a
collection of activities offered by the state or an
official entity for the benefit of the general public

and all citizens without discrimination, aiming to
serve the common good.

B/ Standards of Public Service

To mmprove and elevate public service, mecha-
nisms for change must be adopted, the most im-
portant of which are:

e Equal access to public service for all.
e Continuity and sustainability.
e The ability to evolve and change.

Public service represents a relationship between
mdividuals and the government to meet societal
needs through public facilities supervised by the
state. This 1s done according to principles and
regulations that ensure quality public service.
Within the framework of good governance, public
service 1s seen as a concept that enshrines citizen
and civil society participation in public affairs and
in shaping decisions on issues of concern to them.
It also promotes transparency, which affirms the
citizen's right to access information and monitor
project implementation processes.

Second: Algeria’s Efforts to Integrate Technology
in Improving Public Service

Algeria’s efforts in integrating technology into the
relationship between administration and citizens
have been evident across various sectors (higher
education, health, education, justice, social securi-
ty, postal services, and transportation). In 2013,
the Ministry of Interior launched the Citizen Por-
tal http://www.elmowatin.dz, an inclusive electron-
ic portal that contains all the information a citizen
may seek in their dealings with various public
administrations. It also provides updates on legis-
lation and institutions and allows users to access
ministry and directorate websites, download vari-
ous forms, and access remote services.

To improve public service and keep pace with
digital development, the government has em-
ployed information and communication technolo-
gy 1n service delivery across several key sectors,
most notably:

1/ Postal and Telecommunications Sector

In light of Algena’s profound transformations in
the economic, political, and ICT fields, the need
arose to undertake fundamental changes in the
postal and telecommunications sector, summa-
rized as follows:

e Electronic ATMs: Facilitating the automatic
withdrawal of funds.
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e CCP Electronic Withdrawal Card: Allows citi-
zens or clients to withdraw funds from any postal
ATM or automatic teller across Algeria to im-
prove response speed and meet citizens' continu-
ous demand for service.

¢ Balance Inquiry Services: Each user is assigned
a secret code based on their postal account num-
ber to access this service.

e Electronic Postal Check Request Services:
Users fill out their personal information electroni-
cally in the form of a digital application.

Requesting Account Activity Statements:

This involves submitting a request to review with-
drawal and payment transactions that have taken
place within a specific current postal account.

e The Electronic Payment Card (The Gold
Card):

Announced by Algeria Postin Algiers on Decem-
ber 8, 2016, it serves the following purposes:

o Conducting various withdrawal and payment
operations on postal accounts via the Internet.

o Paying utility bills for electricity, gas, and water.
o Fuel payment services via the Nafial mobile
application.

o Withdrawing cash through ATMs and n-office
service counters.

¢ New Notification Service via SMS:

Algeria Post has recently launched a new service
through the website http://cep.poste.dz, where
customers receive SMS alerts on their phones
when funds are deposited mnto their accounts.

2/ Justice Sector

In the framework of modernizing the justice sec-
tor, the following achievements have been noted:

¢ Obtaining a Criminal Record Certificate and
Nationality Certificate via the

Internet.
e Information Systems include:

o Automated Judicial File Management Systemn:
Allows citizens to follow up on their cases through
an electronic portal.

o Automated Correctional Population Manage-
ment System: Manages the profile and activities of
detainees from the day they enter correctional
facilities until their release.

o Warrant Management System: Provides a na-
tional database to identify all individuals wanted by
law.

¢ Online Electronic Counter Service:

This service takes the form of an email-based
portal that allows citizens to receive direct re-
sponses to their inquiries. The inquiry 1s reviewed
by a team consisting of judges, legal professionals,
and Ministry of Justice officials before a response
1s sent to the citizen’s email.

¢ FElectronic Monitoring Bracelet:
Used as a tool for electronic supervision

3/ Higher Education and Scientific Research Sec-
tor

To modernize administration and adapt to evolv-
g public administration environments, the Minis-
try of Higher Education and Scientific Research
has taken steps toward an administrative model
aligned with the system’s goals, including:

e F-earning at the University Level:

In 2016, Algeria launched a distance-learning
Master’s  program in  four  umiversities:
University of Algiers 1, University of Algiers 3,
University of Blida 3, Umniversity of Oran, and
University of Constantine.

e University Registrations:

Universities now offer online registration for new
students holding a baccalaureate certificate
through the websites:

www.orlentation.ini.dz, www.ini.dz, and

www.mesrs.dz.

Electronic registration is also available for Master’s
programs.

e Virtual Library:
A key digital service for students and researchers.
4/ Social Security Sector

The National Social Security Institution has
moved toward electronic health insurance services
with the introduction of the Chifa Card.

This card allows for identification of msured indi-
viduals and their dependents and 1s a major step
in transforming public services. It simplifies reim-
bursement procedures with social security agen-
cies and healthcare providers by storing all rele-
vant data on a smart chip, replacing the old insur-
ance card.
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5/ Ministry of the Interior and Local Authorities

e In 2013, the Ministry launched the Citizen
Portal, which provides information and electronic
services related to everyday life.

e Transition from Traditional to Electronic Mu-
nicipalities:

A digital database for civil status documents has
been established, enabling citizens to retrieve doc-
uments more easily.

e Issuance of Biometric ID Cards and Passports.
e Online Hajj Registration.
6/ Urban Planning Sector Modernization:

This involves the creation of the National Urban
Planning Decisions Registry, which documents
urban planning decisions and brings administra-
tion closer to citizens. It relies primarily on ICT's
within a secure electronic system to help authori-
ties:

e Monitor urban development,
e Assess urban reality,
e Reduce illegal construction.

Data 1s collected from municipalities and provine-
es within the jurisdiction of the Regional Urban
Planning Inspectorate, which maintains a sub-
registry based on submitted files and enters them
into a digital database.

Third: Limits of the Impact of E-Governance
Applications on Public Service in Algeria

Since the early 1990s, Algeria has witnessed nu-
merous transformations across political, econom-
ic, social, and cultural domains. As a subsystem
within the global system, Algeria could not escape
the environmental changes driven by globalization.
This posed new challenges to Algerian public
administration, necessitating:

e A re-evaluation of administrative methods,

e Adoption of modern approaches to enhance
administrative performance,

e Fulfillment of its developmental role in society.

However, despite a well-crafted plan to implement
e-administration, the actual realization remains
mcomplete due to several barriers, most notably:

- Limited Technological and Technical Infrastruc-
tare:

Despite Algeria being one of the earliest African
countries to adopt computing technologies n the
1970s and 1980s—and the first Arab country to
mtroduce computers into public administration—
subsequent economic hardship delayed mvest-
ments in ICT and weakened development pro-
grams.

As a result, Algeria ranks:

e 80th in telecommunications infrastructure,

e 123rd in political and legal environment,

e 133rd in mnovation and business environment

(all sub-indicators of network readiness among
139 countries).

- Weak Information Society:

Traditional obstacles (bureaucracy, resistance to
change, lack of transparency, and corruption)
hindered ICT adoption. Internet penetration re-
mained low—26% in 2014, rising only slightly to
28% in 2015.

- Weak Legal Framework for Digital Technology:
This includes:

e Lack of cvil and criminal laws regulating digital
transactions, such as electronic signatures and
cybersecurity.

e Absence of legislation conferring evidentiary
value to electronic documents and digital signa-
tures, which must be tamper-proof and secure.

e Electronic insecurity globally, as cyberattacks
increase, causing significant financial losses for
mdividuals, institutions, and even governments.

Conclusion

The relationship between e-governance and public
service holds tremendous importance as the shift
toward e-public services is key to rationalizing and
improving public service delivery. Using modern
technologies—communications tools and digital
networks—in public services aims to inject new
momentum into institutions across all sectors. It
introduces a more mature administrative approach
that:

e Facilitates interactions between citizens and

stitutions,

e Provides integrated, fast, and accurate infor-
mation,

e Becomes a hallmark of modern administrative
work.
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Algeria’s efforts in applying e-governance have led
to a degree of openness toward this model, espe-
cially i sectoral experiences as mentioned. How-
ever, despite these iitiatives, overall e-governance
mdicators remain weak, suggesting the model 1s
still in its infancy. Algeria continues to lag behind
other Arab and foreign nations that have success-
fully embraced e-governance as part of administra-
tive reform and service improvement aligned with
evolving citizen needs.

Recommendations:

e Deepen public awareness of e-governance and
its objectives by promoting digital culture.

e Provide the human, financial, technological,
and legal resources needed for a successful digital
transition, recognizing the significant national ef-
fort required.
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