
E-Government Service
Evaluation in Rwanda
A Design Perspective

SOLANGE MUKAMURENZI
Informatics

Örebro Studies in Informatics 17 I  ÖREBRO 2019

ÖREBRO
STUDIES IN

INFORMATICS
17

2019

SOLAN
GE M

U
KAM

U
REN

ZI 
E-Governm

ent Service Evaluation in Rw
anda

solange mukamurenzi  is a Ph.D. student in Infor-
matics at Örebro University School of Business. She holds 
an MSc in Computer Science and Information Techno-
logy from St Andrews University, Scotland; a graduate 
diploma in Leadership Development in ICT and Know-
ledge Society from Dublin City University, Ireland and a 
bachelor’s degree in Computer Science and Information 
Technology from Kigali Institute of Science, Technology 

and Management, Rwanda. Her current research interests are in information 
systems including e-government and evaluation.

E-government implementation is characterized by online service development
and delivery as the first step. As e-government matures, managers face chal-
lenges of understanding future challenges and how to address them in order
to move e-government to the next step of development. As a contribution to
e-government development, the present research took steps in understanding
and addressing e-government service evaluation challenges in a least developed
country (LDC), Rwanda.

This thesis follows a design science research approach to answer the ques-
tion: How can e-government service evaluation be improved in Rwanda? 
The findings are presented in four studies and explain the improvement of 
e-government service evaluation through an evaluation process redesign. This
process redesign consists of changes in the information and social components
supported by the technology component. Based on the information systems
artifact concept, an evaluation approach called the Rwanda Online Service
Evaluation (ROSE) has been designed to convey the proposed changes. ROSE
has also been evaluated for suitability in Rwanda.

The theoretical contributions of the present thesis include an e-government 
maturity model and an e-government service development framework. This 
thesis also provides practical guidance to practitioners in Rwanda and con-
tributes to the e-government body of knowledge. The findings of this thesis 
have relevance for other LDC as they have similarities in their socio-economic 
conditions. 
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