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Abstract 

Smooth Communication channel is important for better public service delivery.E-communication is a new 
communication channel in developing countries that allowed in real time communication with the stakeholders. 
The objective of this paper is to examine enablers and impediments in e-communication adoption process as a 
strategic communication mean in the Benin Public Administration. It draws from the literature and analyzes the 
impediments facing e-communication adoption in developing countries and especially in Benin.The authors 
investigate the issue using data obtained by semi-structured interviews from Benin’s ministry of Information 
and Communication Technology (ICT), international organizations reports and academic websites. 
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1. Introduction 

Towards the second half of the 20th century, a new and now thoroughly pervasive form of human 
communication evolved from Digital Information and Communication Technologies (ICTs). The growth of 
e-communication has been phenomenal over the last few years. It offers us with ever soaring medium of 
communication, enabling public administrations to reach out beyond their social networks, make new 
connections and satisfy and form some communities. Many companies and administrations have recognized the 
power of e-communication for engaging with customers, developing trust around their product and services and 
improving media visibility.  

Digital communication between individual and organization has increased in the second half of the 1980s with 
the invention of the internet as a public network. It gained new momentum in 1990s with the development of 
e-commerce and internet protocol licensed. Beginning in that period until now, numerous researches were done 
about ICT usage in the developed countries (Abodohoui, 2010; Argarwal & Prashad, 1997, 1999; Cheng, 2013; 
Davis, 1993; Jabeur, Mohiuddin, & Karuranga, 2013; Krishnaswamy, Bonell, Venkatesh, Purandara, Lele, 
Kiran & Rakesh, 2012; Tan & Teo, 2000; Valier, 2006). In recent years, a remarkable growth has been observed 
in the developing countries and generally in African countries (Venkatesh & Sykes, 2013). 

Highly varied ICT has been found across African countries. African countries according to Ernst & Young 
(2009) can be categorized into three ICT markets saturation: developed, emerging, and virgin. The developed 
category refers to countries where ICT penetration is above 50% (such as South Africa with 98%). Most of the 
African countries are located in the emerging market between 20 and 49%. Those countries in the virgin 
category have ICT penetration rate below 20% of the population. The typical features of these countries are 
political instability and have highly regulated and controlled telecommunication sectors (e.g., The RDC and 
Zimbabwe). The International Telecommunication Union (ITU) and the Information for the Development 
Program (InfoDev) created “The ICT regulation toolkit” (ICTR) to provide a web based tool intended for ICT 
policymakers and regulators around the world (Martin, 2012). 

By the end of 2012, about half of the world had access to the internet. This represents an increase of 566.4 
percent over 2000. African countries account for 7 percent of the internet users while the Asian countries 
account for 44.8 percent (Internet World Stats, 2013). The Republic of Benin is a small West African country 
located between Nigeria and Togo. Since December 1994, Benin started to modernize its public administration 
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and the “Framework on Administrative Reform.” was more prolific than the legal stage (Batoko, 2004). 
Ministry of ICTs of Government of Beninhandles the co-ordination, control, and management of the new 
e-communication projects in accordance with established goals for ICT sector. The country projects active and 
vibrant integration in an open and interdependent information society by 2025. Like most other emerging 
countries, Benin is emphasizing more on the development of information and communication technology (ICT) 
sector to increase economic growth. The biggest communication company in the country is Benin Telecoms, 
which is owned by the government. The major ICT revolution came with the introduction of cell phones during 
2000. Currently there are four companies providing mobile phone services with MTN, Moov Benin, Glo 
communication and BBcom. Currently, the companies are starting to offer to their subscribers the ability to surf 
the net and read emails via their mobile phones, tablets and other mobile devices. Thus, the country expects to 
use ICT to improve the service offerings in the areas of education, health, agriculture, commerce and culture. 
The internet users as of June 2012 constitute 3.5 percent of the approximately ten millions of Benin’s population. 
The Facebook subscribers on December 31st have been estimated to be 171,780 and the rate of internet 
penetration is 1.8 percent. The use of information and communication technology (ICT) turned out to be a key 
factor in the process of the wider development of the countries. Some research about e-Government in Nigeria 
show that ICT infrastructure help to improve public services. It ensures higher productivity and economic 
growth, foster national competitiveness and lead to the attainment of the vision 2020 (Asogwa, 2013). 

E-communication has become increasingly necessary for communicating and exchanging information as we are 
migrating towards geographically dispersed but digitally connected workplaces. The benefits of using emails in 
the organization and associated productivity gains are well documented in the literature. Most of the theoretical 
frameworks and conceptual models of the ICT studies focus on the developed countries perspective, particularly, 
an American perspective (Zhu & Kraemer, 2005) while the developing countries perspective is seldom 
addressed. However, there is no specific research about email communication implementation in the developing 
countries since these countries have improved their ICT level. Advance uses of ICT, such as the internet, online 
communication, online transaction, e-commerce, e-tax, e-service, enterprise system to name a few, are an 
important avenue for socioeconomic advancement of the developing African countries (Gupta, Diallo & Marot, 
2010). E-communication is considered as an important means of communication. It helps to maintain a business 
relationship. E-communication allows a firm or an organisation to access information and record communication 
with its suppliers and buyers (Abarchi & Yong, 2011) 

Overall e-mail is viewed as a communications tool enhancing productivity and competitive intelligence. But in 
some developing countries, for instance in Benin, this technique of communication is not yet well known and 
there are factorsthat do not facilitate the implementation of e-mail in the public organization. The aim of this 
paper is to examine the benefits and status of emailcommunication in Benin, the barriers to the accomplishment 
of the goal and strategies needed to proceed forward in implementing the e-communication in the public 
organizations. This paper further exposes the challenges and strategies for e-communication initiatives in Benin 
and other developing countries in Sub Saharan region. 

We have undertaken semi-structured interview of 15 senior managers and collected publicly and privately 
available documents on adoption of e-communication channels in public organizations in Benin. We then used 
content analysis approach to analyze the transcript and related documents collected from international 
institutions and from various departments of ministries in Benin. The following section provides a literature 
review. The third section describes the research methodology. The fourth provides solutions about how to 
increase the benefits of email communication for the public administration. Finally, the fifth section summarizes 
the discussion, limitation and future work. 

2. Literature Review 

Different theories and models have been used to inquire ICT adoption-diffusion behavior in various fields of 
study. Most of these theories root back to the Theory of Reasoned Action (Fishbein & Ajzein, 1975), Diffusion 
Theory (Rogers, 1983), Theory of Planned Behavior (Ajzen, 2002) and Technology Acceptance Model (TAM) 
(Davis, 1989). Most of these four theories are widely applied to individual and organizational perspectives in 
order to address the ease of operation and usefulness of the technology adoption.  

Rogers’s innovation-diffusion model show that factors which influence the diffusion of an innovation are the 
characteristics of the innovation, communication channels, and social system, all interacting over time. The five 
characteristics of an innovation which affect the rate of diffusion of that innovation are: relevant advantage (the 
degree to which the potential adopter perceives the innovation to be better than its forerunner); compatibility 
(the degree to which the potential adopter perceives the innovation as being in line with his/her existing values, 
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needs and pas experiences); complexity (the degree to which the potential adopter experiences the innovation’s 
results are evident to others); and “trialability” (the degree to which the potential adopter will try-out the 
innovation before adoption. Moore and Benbasat (1991) two more characteristics to the model of Rogers namely: 
image (the degree to which a potential adopter’s image or status is perceived to be enhanced in his/her social 
system because him/her using innovation) and voluntariness of use (the degree to which the potential adopter is 
perceived to willingly make use of the innovation). Taken together, these six characteristics are the very 
substance of information technology adoption and use (Weilback & Byrne, 2010). 

Fishbein and Ajzen (1975) devised a method to predict human behavior. To do this, they assumed that humans 
were usually rational, logical, and they used systematic information available. According to the reasoning of the 
two researchers, people consider the consequences of their actions before they decide whether or not to adopt a 
certain behavior (Ajzen & Fishbein, 1980). They have come to develop a theory which they could predict and 
understand the behavior and attitudes. This theory, which they called the Theory of Reasoned Action (TRA), 
suggests that the intention to act is an indicator of the most important attitudes behavior. According to this 
theory, attitudes interact with subjective norms to influence the intention to act, and that determines the behavior. 
As has already been described in previous work, we analyze further the second theory that these same authors 
later developed. The theory of planned behavior (TPB) aims to complement and complete the first developed 
theory. 

After discovering some imperfections in the structure of it, Ajzen and Fishbein have changed the theory of 
reasoned action (TRA) by adding a third element: the perceived behavioral control. This concept is defined by 
the individual's belief in the idea that it will be easy or not to adopt a certain behavior. This element is intended 
to compensate for situations in which people have little control (or believe they have little control) on their 
behaviors and attitudes. The main idea derives from the Theory of Planned Behavior (TPB) is as follows: 
individuals are not likely to develop a strong intention to act and behave in a certain way if they believe do not 
have the resources or opportunities to get there, even if they have favorable attitudes toward the behavior in 
question and if they feel that their family members would approve the behavior (subjective norms). The 
educational implications of this theory are important in the field of adoption of e-mails, because they can be 
used to guide the actions of citizens by providing them with opportunities to develop their intention to act. 

The Technology Acceptance Model (TAM) was developed byDavis on the work of Fishbein and Ajzen (1975) 
and has been specifically developed, first, to identify the determinants that play a role in the acceptance of the 
general purpose computer. Second, to consider a variety of behaviors to use computer technology and third, to 
provide a parsimonious theoretical explanatory model (Davis, Bagozzi & Warshaw, 1989). This model therefore 
seeks to provide a basis for tracing the impact of external factors on internal beliefs, attitudes and 
intentions.TAM suggests that perceived usefulness and perceived ease of use are the basis for the acceptance of 
the use of the computer. In addition, external variables such as the characteristics of the system design, the 
training, self-efficacy regarding the use of the computer, the user involvement in the design of the system and 
the nature of the process implantation of the system would influence the ICT adoption (Venkatesh & Davis, 
1996). Perceived usefulness (subjective probability) is the degree to which an individual believes that using a 
technology tool can increase its performance in the task he has done (at work, for example) and perceived ease 
(respective application) of use translates degree to which a potential user expects that the use of a technological 
tool asks for a minimum of effort. As with the reasoned action model, TAM advance the intention to use 
determines the use of this technology. 

However, the first model of TAM postulates that intention is itself determined by attitude of the person who 
deals with system use and perceived usefulness. The relationship between attitude and intention to use a new 
system is represented in this model. Itimplies that, other things being equal, individuals form their intention to 
issue a behavior from a positive affect that they endure (Davis, Bagozzi & Warshaw, 1989). Easiness to 
communicate by e-communication systems further influences the adopters to deepen their use of those 
technologies. 

In fact, the technology organization and environment (TOE) framework was proposed by Tornatzky, Fleicher, & 
Chakrabarti (1990) to identify the three aspects; i). Technological context refers to existing technologies; ii). 
Organizational context addresses the descriptive measures about organization such as scope, size, and 
resourcesavailable internally; iii). Environmental context that refers to the aspects of how the organization 
conducts its businessof an organization’s context that influence the process by which it adopts, implements and 
uses technological innovation. It is important to notice that the impact of environment factors and their 
characteristics has been addressed in institutional theory, which could be synthesized with adoption and 
innovation diffusion theories. Institutional theories posit that organizations face different pressures to conform 
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to these share notions of appropriate forms of behaviors. The researches of DiMaggio & Powel (1988) allow 
distinguishing three types of isomorphic pressures. The first is normative that argues that in organizational 
context, a focal organization is able to learn about an innovation and its associated benefits and costs from other 
user organizations that are directly or indirectly tied with them, and is likely to be persuaded to behave similarly 
(Burt, 1982). The second in mimetic pressures those are related to the influences of other structurally equivalent 
organization that have initiated some innovations successfully. These pressures may cause an organization to 
change over time to become more like other organization in its environment. The third, coercive pressures 
address various kindsof powers or influences, informal or formal, exercises initiated some innovations upon 
which they are dependent. Coercive pressures have been considered as an influencer in past ICT adoption 
studies (Quaddus & Hofmeyer, 2007). This study also explores the positive influence of normative, mimetic and 
coercive pressures in public administration to use e-mail communication in the context of Benin. 

Some previous studies report a significant link between cultural dimension and different facets of ICT uses 
(Al-Azad, Mohiuddin, & Rashid, 2010; Brewer & Runeson, 2009; Goggins & Mascaro, 2013; Richards & 
Bilgin, 2012). Erumban and Jong (2006) showed that the national culture and ICT adoption rate of a country are 
related. They further report most of the Hofstede (2001) dimensions are important in influencing adoption where 
power distance and uncertainty avoidance dimensions seem to be most influential. In Benin public 
administration, the civil servants are from different ethnics, different background and do possessdifferent views 
about interpretation of innovations. 

Some scholars have made some research to check if the digital communication affects emotional intelligence or 
interpersonal relationship (Hamon, 2013). It shows that there is nothing wrong with sending email if your 
objective is to communicate. However, email communication, the first cousin of the texting messages, could 
compromise interpersonal civility, and even aggression. The research argued that 93 percent of communication 
is conveyed in tone of voice and body language, while 7 percent is conveyed in the words. Even, it has seen as 
the ways that allows us to hide the tone of voice, facial expressions, and feelings, email communication can 
affect interpersonal relationship situations such as job interviews, conflict management, and problem solving 
with others (Hamon, 2013). Previous researches mostly favor the thought that organization adopt the ICT that is 
useful and provides them with some economic benefit while, the non-economic factor such as cultural, 
environment and institution factors were overlooked (Thatcher et al., 2006). 

It is evident from the extant literature review that E-communication has generated a lot research from the 
scholars and practitioners due to the place that ICT occupies in improving the management systems and 
performances of both public and private organizations (Al-Qudah, Saaty, & Al-Momani, 2012; Ifinedo, 2006; 
Ojha, & Palvia, 2012). In the past, the studies have focuses on different theories about the impact of ICT on the 
organizations (adaptation and adoption) mostly in developed countries. The present research seeks to address the 
paucity of research in Africa and especially in Benin’s public administration. 

3. Methodology 

3.1 Research Question 

The research question that was investigated in this study was as follows: What are the obstacles of email 
communication adoption in developing countries such as in Benin’s public administration? It shed also light on 
the challenges and strategies to adopt for e-communication. The aforementioned research question led us to 
explore the questions such as: Does email communication affect the competitive advantage of public 
administration in Benin? Does email communication allow civil servant to improve their performance in their 
work? Does email communication attract citizen to be satisfied with their fundamental expectations? Can the 
new challenges posed by email communication for public administration offer a match to deal with citizen 
needs? 

3.2 Overall Research Approach  

Depending on the nature of the research and the problem to be investigated, either a qualitative or a quantitative 
approach would generally be more appropriate (Creswell, 2003). A qualitative method rather than a quantitative 
was preferred for this study due to the exploratory type of research questions we are focusing on. We want to 
“study a group or population, identify variables that cannot be easily measured, or here in silenced voices” 
(Creswell, 2013, p. 48). The premise of this study was to describe how civil servantsadopt using email 
communication in order to align with administration objectives for service quality improvement. The qualitative 
research helps to deeper into an issueof its pre-paradigmatic era, such as, the e-communication in Benin and 
explores some nuances related to the obstacles in its implementation. Karami, Rowley, and Analoui (2006) 
contended that qualitative research method enables researcher to probe for deeper understanding of the issues 
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under investigation. Denzin and Lincoln (2005) defined qualitative research as “a situated activity that locates 
the observer in the world”. Malterud (2001, p. 483) stated that “qualitative research methods involve the 
systematic collection […], and interpretation of textual material derived from talk or observation. According to 
Cooper and Schindler (2006, p. 196), “qualitative research aims to achieve in-depth understanding of a 
situation”. The expected results for this study were in the format of qualitative data derived from questionnaire 
consisting of structured question and from documents review. 

3.3 Justification for Using Case Study  

Is case study a valid research tool for this paper? The key challenge for this study had been to identify a research 
methodology that is able to both capture the complexity of the organizational phenomenon being investigated 
and identify, and examine not only the components of the phenomenon, but also the connections between them. 
In business and management discipline, several scholars have affirmed that quantitative methods are often more 
used, even if case studies and other comparative methods are sometimes more justified (Cassell, Symon, 
Buehring, Johnson & Bishop, 2005; Vissak, 2010). The case study is the most flexible of all research designs, 
allowing the researcher to retain the holistic characteristics of real-life events while investigating empirical 
events. It is a story about how something exists within real world context that is created by carefully examining 
an instance. It helps to understand the phenomena that can involve many specific methodologies such as 
interviews and direct observation. The application of the case study can be useful for transcending the local 
boundaries of the investigated cases, capturing new layers of reality, and developing new, testable and 
empirically valid theoretical and practical insights (Eisenhart & Graebner, 2007; Ghauri, 2004). Yin (1989) 
finds the use of the case study methodology appropriate when organizational and managerial issues need to be 
examined. Benbasat, Goldstein and Mead (1987) consider the case study methodology viable for the following 
three reasons: (i) it is necessary to study the phenomenon in its natural setting; (ii) the researcher can ask how 
and why questions, in order to understand the nature and complexity of the processes taking place; and (iii) the 
research being conducted in an era where few, if any, previous studies have been undertaken.  

There are several approaches to conduct case study research. Yin (2009) has proposed the following 
classifications: exploratory, descriptive and explanatory case study. An exploratory case study is undertaken 
when the available literature or existing knowledge base is poor. Descriptive case studies aims to provide rich, 
detail description of a phenomenon from which observation are made. Finally, explanatory case studies seek to 
provide causal explanations. In this research, descriptive seemed appropriate because the goal is to gain 
knowledge about the phenomenon and to provide readers a common language about the topic in question. This 
research will help to intend a specific issue, problem or concept about email communication adoption in Benin 
(single case) based on the ministry of ICT. Our case presents in-depth understanding because we can collect 
many forms of qualitative data. 

3.4 Data Collection 

According to Cooper and Schindler (2003, p. 87) “Data collection can be achieved through questionnaires, 
standardized tests, observational forms, laboratory notes, and instruments and instrument calibration logs” This 
study relied on semi-structured interviews, direct observation and documents analysis as the sources of data in 
order to gain and understanding of the dynamics of change related to implementation email communication in 
Benin. We use our computer to store, organized and managed the data as recommended by Yin (1994). 

A semi-structured interview approach was found suitable for this study because it can yield unexpected and 
insightful information, thus enhancing the findings (Hair, Babin, Money & Samouel, 2003; Marshall & 
Rossman, 2011). It gave us a better opportunity to immediately clarify with the interviewee the data that was 
being sought. A large part of data was gathered through semi-structured interviews with staff members who are 
directly involved in planning and implementation the email communication not only in the ministry of ICT but 
also in other ministries departments. A total of 15 interviews (senior managers) were conducted for the study. 
All interviews were conducted by trained qualitative researchers, digitally recorded, and lasted between 45 
minutes and an hour and half. The interview guided was developed based on the review of the current literature 
and were grouped into three fundamental topics: obstacles of email communication adoption in Benin, the 
organizational components in managing change, and the effect of change in the public administration.The 
interviews were transcribed, resulting in 368 pages of text. During the interview, we memorize the question and 
their order to minimize losing eye contact with the participants (Creswell, 2013, p. 169) and we have try to be 
natural as possible as we can. 

Direct observation as a method of data collection has a several advantages. It provides and additional source of 
information about email communication in Benin public administration. We have been able to understand, to 
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capture the context with the people interacts and to see things that may routinely escape awareness among the 
people in the setting as recommended Patton (2003). In this study, the author is not a civil servant in the 
ministry of ICT, so he could not influence the situation under assessment. The data from the observation in this 
study was used to identify the between what people say, they do and what they actually do. 

3.5 Document Analysis 

Like other analytical methods in qualitative research, document analysis requires that data be examined and 
interpreted in order to elicit meaning, gain understanding, and develop empirical knowledge (Corbin & Strauss, 
2008). Documents that may be used for a study take a variety forms. They could include advertisements, 
agendas, attendance registers and minutes of meetings, manuals, background papers, books and brochures, 
diaries and journals, event programs map, newspapers, program scripts, program proposals, summaries, radio 
and television, organizational or institutional reports, survey data, academic papers, and various public reports. 

Bowen (2009) identified five specific functions of specific functions of documentary material. First, documents 
can provide data on the context within which research participants operate. Second, information contained in 
documents can suggest some questions that need to ask and situations that need to be observed as part of the 
research. Third, documents provide supplementary research data. Fourth, documents provide a means of 
tracking change and development. Where various drafts of a particular document are accessible, the researcher 
can compare, the researcher can compare them to identity the changes. Fifth, documents can be analyzed as a 
way to verify findings or corroborate evidence from other sources. For the current study, documents from the 
ministry of ICT provide valuable information on contextual factors influencing the e-communication adoption 
since 1994.  

 
Table 1. Synthesis of codification from data collection 

Categories and sub-categories Codes Definition  

E-communication features and advantages 

 multiple functions in the workplace 

 collaborative teamwork 

 solving and business processes  

 secure method for letters and faxes 

 rapid communication in the administration (rapid transfer of files) 

 decrease cost (postage usage/telephony and travel expenses 

 decrease layers of management 

 make strategic decision 

 improve the public administration performance 

 reducing red-tape oriented 

AD-ICT 

Different opportunities 

of using 

e-communication in 

public administration 

Barriers to ICT use in developing societies 

 Institutional Problem 

o Cultural and Social problem 

o Regulatory framework 

o Control of Corruption 

 Human Capital Problem 

o Poverty 

o Low literacy levels 

o Poor IT skills & technical ability 

 Infrastructure Problem 

o High cost of ICT services 

o Lack of Investment in ICT 

o Poor power generation 

BA-ICT 

Difficulties of 

e-communication 

adoption in public 

administration 
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Initiatives on the ICT adoption in developing countries (Benin) 

 create a Center for Information and Security information systems; 

 promote of structures and associations involved in the ICT field; 

 promote research and development center in the ICT field; 

 establish of monitoring-evaluation policy and strategies; 

 establish and operationalize of funds to support ICT; 

 human capacity building; 

 equipping all schools and universities of ICT; 

 develop a capacity to generate endogenous ICT; 

 share between workers the benefits of electronic messages; 

AD-ICT 

Policies for 

e-communication 

level improvement 

 
3.6 Data Analysis 

Qualitative content analysis is one of numerous research method used to analyze text data (Sultana, Rashid, 
Mohiuddin, & Mazumder, 2013). It is widely used as qualitative research technique. In case study research, data 
analysis follows an iterative process, proceeding from more general to specific observations (Creswell, 2013). 
This analysis could start during the data collection phase and continue through the data transcription stage, when 
themes, pattern and categories becomes apparent.  

Our data analysis consisted in three distinct stages. The first started with the process of coding and subsequently 
organizing the data in the conceptual categories. The process involve a careful, more focused re-reading and 
review of the data and performed coding and category construction based on the data characteristics to uncover 
themes pertinent to the phenomenon (See Table 1).  

For Creswell (2013, p. 184) “code or category represents the heart of the qualitative data analysis”. For this 
study, the strategy of coding interview, documents and observations data enabled to ensure consistency with 
theoretical construct of the study. This initial coding proceeded, new themes and codes were discovered, some 
were added and existing one have been modified. The next stage of the analysis involved constructing of a case 
description and interpretation (Miles & Huberman, 1994). This technique helped to reduce the large volume of 
data and combined data from all three sources. The final stage of analysis entailed of using software to guide the 
research. In fact, since a decade, there are different tools that can assist scholars in their research. To make our 
most faithful to the narrative and the reality of our observation analysis, we used the QDA Miner software. Even 
if the software world is changing at lightning speed and dizzying, QDA Miner according to Milon& Dragon 
(2007) is characterized by the simplicity of its functions. It is appropriate software that fit with our study.  

3.7 Validity and Reliability 

To maximize the content and face validity of the dimensions generated from the descriptive research, we have 
adopted four tests developed by Ying (2003). They are: (i) construct validity (multiple sources of data were 
collected for the case under investigation in order to increase construct validity), (ii) internal validity (we have 
maintained a logic chain of evidence; the reader can follow the derivation from any evidence from our research 
questions to the final conclusion. More the triangulation of different sources (used in convergence) of evidence 
was important way of increasing the internal validity of this study), (iii) external validity (we attempted to 
sharpen the external validity in the way that we have chosen the case study and conducted the research. The 
findings from this study can be generalized and replicate if conducted in the same conditions) and (iv) reliability 
(It is the consistency and stability of the research process (Miles & Huberman, 2003). To avoid errors and 
provide more reliability to our research, this work is coupled with a content analysis that requires an analysis of 
documents. This ultimately allowed us to extract some key ideas while assigning a code to each). 

3.8 Ethical Considerations and Reflexivity 

The ethical considerations of this study revolved around informed consent, confidentiality and potential harm to 
participants. We have contacted our participants by email to see if they are interested in participating in the 
study and accepted to sign the informed consent form. We also respect the privacy, confidentiality and 
anonymity (Sieber 1992) of the participant. The results of this research will not be diverted or used for personal 
purposes (impartiality) and all information collected has treated in confidential manner. 

In this study the reflexivity facilitated understanding of both phenomenon studied and the research process 
(Watt, 2007). Reflexivity implied that author “should explicitly position themselves in relation to their objects of 
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study so that one may assess researchers’s knowledge claims in terms of situated aspects of their social selves 
and reveal their (hidden) doxic values and assumptions” (Maton, 2003, p. 54). 

4. Findings 

Organizational theory states that there is no identical organization in the world. Each organisation is unique and 
has its own peculiarities. Governments ‘ministries’ in developing countries have different strategies and view 
about ICT policies. They also have different corporate culture which is aggregation of individual behaviour or 
perception. In the document related to the ICT Policy and Strategies (2003), Benin recognizes that ICTs offer 
many opportunities for development in any country through accelerating economic growth and employment 
promotion. It is on this basis that the Government of the Republic of Benin is committed to having an effective 
national policy for ICT development through which the country can seize the opportunities of its 
socio-economic development. According to that foregoing, Benin has a strong will to improve and promote the 
skills of the ICTs. However, the conditions surrounding the public and private initiatives failed to achieve a 
harmonious development and effective use of ICT to benefit the stakeholders in Benin.  

According to different themes which have beendeveloped, e-communication adoption is associated to several 
dimensions that are associated to TAM. We can identify organizational dimension, sociocultural dimension and 
individual ones. Organizational dimensions are related to the different support or training given by the 
government to the employees. Sociocultural dimension are defined as the influence of people around IT users 
including internalization, image and collective perception. Individual dimension is viewed as cognitive factors 
that related to outcomes of ICT including job relevance, qualification, and output quality and result 
demonstrability. 

The figure 1 below shows organizational, sociocultural and individual dimensions that affect ICT adoption in 
Benin. The Government adopted the national policy on information technology and communication in the 1990s. 
However, the framework to encourage technological innovation, use, security and protection of computer data in 
the system is absent. Furthermore, high corruption rate in Benin (Transparency International, 2012) and the 
regional culture (that is not so open to adopt ICT and considered as a foreign technology) do not promote the use 
and the emergence of e-communication in the Benin's Public administration. 

 

 
Figure 1. Structural relationship between e-communication adoption’s dimensions 

 

According to the World Bank report, Benin is associated with Low literacy level, low GDP per capita and low 
educational attainment. In terms of administrative services of the state, qualified human resources are inadequate 
and low level of access to information is a serious hindrance to the development of services and their operation 
and improvement. Thus, most of the permanent staff of the Stateare unable to use electronic messages to transfer 
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administrative documents to the citizens who are supposed to receive services from the civil service of the state. 
It is also important to note thetype of the Beninese civil service, the majority of them are already old and had not 
"known or lived" during the era of computerization. Computer literacy remains low in 50 or above aged civil 
servants. This situation is further aggravated by the high cost of computers in Benin, low level of 
computerization of administrative services and inadequate training. In terms of energy, the electrification rate of 
the country is 22%. This low rate is a major impediment to the development of ICT. In addition 90% of the 
electricity distributed in Benin is imported.Most of the household in West African countries have no telephone 
(Abodohoui, 2010; Ifinedo, 2006; Ray, 2012). The data collected from World Economy Forum (2008) show that 
most of West African countries and specially Benin lag behind in using the ICT. Some initiatives needed to be 
formulated as the institutionalization of ICTs could ensure a regulatory and legislative environment. A capacity 
building of human resources available to conduct the necessary reforms (Batoko, 2004) to the advent of the 
information society in Benin or in developing countries should be the ambition of perpetual strategies in Benin. 
The Government of Benin should also think of equipping all schools and universities with ICTequipmentand 
creatinga specialized institute in ICT, while developing a capacity to generate endogenous ICT. The 
implementation of a mechanism for monitoring and evaluation of policy and strategies must be envisaged, 
which will help to lead the policies wisely. 

5. Conclusion, Limitations and Future Research 

The research showed that ministries of different governments have different strategies for adoption of ICT 
policies and practices. They also have different corporate culture which is aggregating individual behaviour or 
perception. The authors identified that e-communication adoption is associated to several dimensions that are 
associated to technology acceptance model (TAM). These dimensions are organizational dimension, 
sociocultural dimension and individual dimension. The findings also suggest that the best policy may be to start 
using e-communication in different administration continuously and it will help civil servant and citizen to get 
acquainted with the new system. The results of this study can be used to reinforce e-communication adoption in 
developing countries and keep the public administration within the easy reach of its citizens. It will enable the 
governments to offer better public services. Information and Communication Technologies (ICT) are understood 
as a resource with the potential to improve the efficiency and effectiveness of Public Administration.  

E-communications have received little critical attention. Although there are some articles about e-mails, there is 
very little scholarly research in communication, organizational behavior or public relations and especially in 
Africa (Benin). All forms of professional communication involves risks (Michael, 2008). The use of computers 
for communication is subject to other risks like: spamming, the use of e-mail eliminate face-face 
communicationwhile exposing crucial data to impending dangers of virus threat and pornography (O'Rourke, 
2012). Governments must introduce new technology for e-security, and must also implement the code of ethics 
and deontology in respect of ICT in the workplace. The advent of e-mail has created a modern social space in 
which persons, workers and civil servant can interact with each over. The spectrum of e-mail communication is 
enormous. It provides faster access to government information, lower administrative cost and increase 
transparency in government departments, reduces bribery and corruption. For developing countries, it poses a 
real problem of ownership of ICT which may be a lever for development in all areas. In Benin, the advantages 
of the electronic message (Azam & Quaddus, 2012) are well known, but circumstantial and laudable policies are 
slow to fill the gap despite the computing resources available to the country. All development actors 
(government, institutions, development partners, private sector, and individual) must be mobilized to top actions 
and strategies for success. E-mail gives some prestigious opportunities to employees, managers and enhances 
the country’s economy.  

The main contribution of this paper is to highlight the impediments of the e-communication adoption in 
developing countries. This study contributes to dimensions of ICT adoption by adding a cultural factor to the 
theory of technology acceptance model (TAM). A significant research has been done about e-Business in 
West-African countries. The rate of ICT adoption remains extremely low. These countries need to find a reliable 
way to embark on the digital economy in order to become viable economically and improve their economies and 
the living standard of their population (Abarchi & Yong, 2011). 

Despite taking in account several precautions and measure to respect the criteria of a scientific work, our 
research has certain limitations. The work presents some limits, both methodological and empirical. The 
findings of case study research are difficult to generalize on a population beyond cases similar to those studies 
(Yin, 2003). Empirically, the heterogeneity of the background of the manager that we have interviewed caused 
certain level of interpretation because they have been abroad to study and know more about usage of ICT. It 
implies that results of this study arenot generalizableto all developing countries or to all West African countries. 
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Future research needs to analyze the impact of the implementation of e-communication in the public 
administration with larger samples. 
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