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Abstract

Information technology for governmental reform has reached a new level of synergy in recent years. Public
organizations are rushing to reorganize and adapt to the new technological environment. This paper argues when a
rational technological system is institutionalized in terms of becoming the central element that has to be maintained
by the organization, the constraints inherent in technology can make institutions less adaptable to social values given
the changing demands of society. Since institutions are the embodiment of the public they serve, institutional reform
should first deliberate the positive human and social elements within institutions and find ways to utilize technology to
improve the public institutions and service to citizens. The paper argues that meaningful institutional reform requires
culture to play the central role in refocusing institutional attention towards a deliberative democracy. We should rely
on the actors themselves who make decisions rather than upon technology that efficiently acts on those decisions.

1 Introduction

Information and Communication Technologies (ICT) are
inseparable from government and its operations. Gov-
ernments are increasingly relying on ICT on a range
of issues: from managing large-size projects (building
bridges, roads and telecommunications) and routine ser-
vice provision (bill payments, money transfer, learning
about government services) to improve the lives of its citi-
zens. Ubiquitous presence of the internet and mobile con-
nectivity has sparked wider interest in information tech-
nology. In addition, the demand for technology in the gov-
ernment has gained momentum because of the prevailing
faith in technology that promises to remove bureaucratic
barriers and pave the way toward more transparent and
citizen-centered public institutions.

With the hope of reaching out to citizens across the
nation through broadband fiber optic network, the cur-
rent Government of Bangladesh has embraced the vision
of “Digital Bangladesh” that promises its citizens online
access to routine governmental services. The initial con-
cerns for ICT-based governmental operation have been
about how to widen internet connectivity across agencies
for information sharing purposes; however, it has become
increasingly clear that such information sharing must also
occur with citizens for the sake of strengthening democ-
racy and building public institutions as public trusts. Al-
though technology changes the perception of government

and its role in the larger democracy towards an apparently
more citizen-centric approach to reform, the process by
which it occurs is unclear. Even less obvious is how ICT
influences institutional norms at the organizational level in
developing democracies, particularly where political pa-
tronage directly influences formal institutional behavior.

Using the context of Bangladesh this paper argues
institutional reform must start through human interven-
tion and social mobilization, and then adapting to the
new ICT-based institutional environment. Using social
mobilization as the primary toolkit for institutions’ so-
cial development, the paper argues ICT can be a catalyst
in re-energizing democratic ethos through unifying spirit
and creating a techno-cultural civilization towards citizen-
centric institutional reform.

Using the works of institutional economics and cul-
tural theory, the paper contributes to the theoretical un-
derstanding of the role of ICT in public organizations in
developing democracies. The first part of the paper dis-
tinguishes among goals of the public and the needs fac-
ing administrator and highlights areas where technology
is most applicable. The second part develops a theory of
institutions and technological adaptability and highlights
why many ICT-based institutional reforms fail. The third
part of the paper is devoted to the theory of culture and
the idea that culture is a resource toolkit that can be used
for guiding action, particularly to strengthen public trust
in institutions. The final section discusses the implication
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of information technology in the Bangladeshi context. It
concludes with a discussion of how technology can be a
powerful mediator for social change.

2 The Theory of Technology
Adaptability

The apparent disconnect between information technology
and institutional reform in the developing countries is
based on the technological determinist agenda that pre-
dominantly reifies technically rational business practices
to bring about public institutional reform (Heeks and
Stanforth 2007). Moreover, what the technology is de-
signed to do and the context under which it is to be ap-
plied significantly differ from the situations on the ground.
Greater challenge than investment in technology for insti-
tutional reform is to change the mindset embedded in peo-
ple, including the cultural and motivational factors that
influence public service activity (Heeks and Mundy 2001,
United Nations 2008). The mismatch between technol-
ogy and context not only makes institutional reform much
more challenging but also forces public institutions to
compromise democratic values for the sake of expediency
and a false sense of technical supremacy (La Porte 1971).
The question, therefore, is “Can ICT have an impact on
government? If so, how?”

Information technology increases the capacity of in-
stitutions by efficient transfer of information through dig-
ital or wired connectivity. Whereas voice connectivity
transfers data in 56 kilobytes per second, fiber optic can
transfer more than 100 gigabytes per second or 1.8 mil-
lion kilobytes per second. The unprecedented speed by
which data can be transferred across institutions (G2G),
to business (G2B), and on to households (G2C) increase
the public institutions’ administrative capacity and give
governmental institutions a strong advantage for reach-
ing out to citizens. Technology enthusiasts have argued
that the information and communication technology will
change how government operates. Particularly they argue
that ICT will improve the delivery of government service.
Indeed rather than standing in lines for driver’s licenses
or some permits, citizens can make the same request from
home or internet café and receive the authorization by
mail or online. When the transaction involves govern-
mental authorization or administrative clearance, technol-
ogy plays an important role in “supplying” the “product”
based on the criteria it sets in the system. However, when
the transaction involves governmental decision regarding
substantive policies that require value judgments, technol-
ogy fails the litmus test for executing that responsibility.
For example, a retired government official who seeks to
receive his/her retirement income through online appli-
cation may find it convenient to do so. However, what

happens on the other side of the electronic portal once the
application is submitted may explain the complexity and
challenges within a given institutional arrangement.

Filing the required pension documents online com-
pletes the first step, and possibly the only step taken by
the applicant assuming all other contingencies related to
computer and online access, understanding online forms
etc. are given. Getting approval may be another matter
given the existing institutional arrangements for approval
of such a document. First, it will involve the authenticity
of the request through evaluation of the documents sub-
mitted. Second step will involve policy matters regarding
eligibility of the client and notification of the other agen-
cies involved in ensuring available funding. The final step
may possibly involve a personal interview with the ap-
plicant followed by the approval for the monthly pension
fund. In this example we have assumed a perfect world
that controls for the uncertainties involved in the transac-
tion, for example, not having access to computer or inter-
net, finding someone who can understand what to file, and
competent public administrators who are available to exe-
cute the responsibilities etc.; and the cost to maintain such
a system for delivering pensions to citizens. The cost in-
cludes the tangible cost of technology as well as the cost to
learn the system; and the intangible cost (physical, men-
tal) involved in the process. By overly relying on informa-
tion technologies’ standardized input-and-output we have
been forced to control for the uncertainty and the cost that
are inevitable in the real world. If technology was really
able to control the uncertainty and the cost, legitimizing it
for the purpose of serving citizens would be in order. Even
though technology is considered an important tool for ex-
ecuting routine actions, it does not change the behavior
already embedded in the system. Therefore, an inefficient
system can become “routinely inefficient” with the power
of information technology unless perceptions of the actors
who are involved in the process also change. Taking the
previous example, the retired citizen seeking pension may
find a middleman who can submit the online form on his
behalf for a fee. The middleman can subsequently guaran-
tee approval of the pension for another fee (much higher,
of course) a similar situation can arise on the receiver side
of the electronic portal where the agency clerk withholds
the application unless the authenticity of the document is
proven with a fee. The middleman analogy can be carried
out all the way to the top manager who makes the final de-
cision. In this example the technology has been efficient
as expected; however, the system was hijacked by human
intervention when the middle-men withheld the informa-
tion for a fee at different stages and created layers of “ar-
tificial” authentication. Therefore, the institution failed,
and so did the system, that was designed to be executed
with responsibility.

If the traditional mode of service delivery in
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Bangladesh remains intact then the above scenario does
not change even with the most sincere declaration for a
Digital Bangladesh. The traditional mode of service de-
livery in Bangladesh has built in incentives for corruption
and rent-seeking behavior (Haque 2002, Heeks 1999).
The idea of rent seeking is to benefit from a mutual trans-
action without making any contribution to the productiv-
ity. By virtue of holding an office an individual can ex-
ploit their status to earn from any transaction that hap-
pens in that office although the person holding the office
had no contribution to earn that extra benefit. In order
to change the modus operandi, there must be significant
change within the mindset of the actors (citizens and pub-
lic administrators) themselves — “Technology can only
bring them closer but the trust must be earned through a
mediator and not simply from a medium” (Haque 2010).

If we overly rely on the power of technology we set
ourselves in the dangerous path of letting technology lead
the way for some of our substantive decisions. The so-
cial value of public institutions is not to maintain an effi-
cient state-of-the-art technological system, but to deliver
services to citizens. The technology driven management
practices as espoused by Fredrick Taylor work well to
manage efficient business practices, however it is in direct
conflict with how public institutions should use technol-
ogy for furthering the value of public service. Hirschhorn
(1984) so aptly states, “Taylorism dampens human cre-
ativity by forcing people to tie their skill to technology”
(Hirschhorn 1984, p. 57). Moreover, in a public organiza-
tion, when a rational technological system is institution-
alized in terms of becoming the central element that has
to be maintained by the organization, the constraints in-
herent in technology can make institutions less adaptable
to social values given the changing demands of society.
Since institutions are the embodiment of the public they
serve, I argue institutional reform should first deliberate
the positive human and social elements within institutions
and find ways to utilize technology to improve the public
institutions and service to citizens. For meaningful insti-
tutional reform, the central theme is to rely on the actors
themselves who make decisions rather than upon technol-
ogy that efficiently acts on those decisions.

Herbert Simon (1986) instructs us:

“If . . . we accept the proposition that both the
knowledge and the computational power of
the decision maker are severely limited, then
we must distinguish between the real world
and the actor’s perception of it and reason-
ing about it. That is to say we must construct
a theory (and test it empirically) of the pro-
cess of decision. Our theory must include not
only the reasoning processes but also the pro-
cesses that generated the actor’s subjective

representation of the decision problem, his or
her frame.” (Simon 1986, p. S210–211)

3 Public Institutional Reform
Institutions are the primary vehicles by which a govern-
ment executes citizen mandates and exercises its authority
to preserve the democratic rights of its citizens. I take the
approach that the purpose of institution is “the embodi-
ment of public purpose” (Selznick 1957). When institu-
tions fail to fulfill their purposes, institutional reform is
called for in order to meet those obligations.

The philosophical debate about the purpose of institu-
tions can be distinguished into two broad categories based
upon a distinction of the normative and rational reason-
ing for the purpose of institutions in a democratic society.
Following the normative arguments by Rawls (1971) and
Jürgen Habermas (1998), institutions ought to run on the
precept of political justice — a term that can be defined as
an end result of a political compromise (through coopera-
tion) among citizens and government. The first encounter
of citizens with government is through public institutions.
If these institutions fail to operate under the principles of
political justice, citizens will clearly be ambivalent about
relying on institutions and will find other means to seek
political compromise. In contrast to the normative view of
institutions, the institutional school of economics argues
that citizens rely on institutions to minimize their transac-
tion cost. Transaction cost refers to the cost of uncertainty
in the transaction outcome and the information cost of the
exchange that makes transaction valid under the given law
of the land (North 1993/1998). In a perfect world, insti-
tutions serve as neutral intermediary with minimum en-
forcement cost due to its effectiveness. However, because
of formal laws (constitutional and legally binding) and in-
formal constraints (customs, traditions and culture), insti-
tutions vary from country to country. According to Dou-
glas North 1990, “the major role of the institution in a
society is to reduce uncertainty and [establish] a stable
(but not necessarily efficient) structure of human interac-
tion” (p. 6). North also affirms that institutions play a very
important role for economic empowerment because they
“form the incentive structure of a society and the politi-
cal and economic institutions, in consequence, are the un-
derlying determinant of economic performance” (North
1993/1998, p. 250). Clearly institutions have a significant
impact on society, particularly on how government inter-
acts with its citizens. In order to change institutions we
must first know beforehand: change for what?

Institutions not only embody public purpose but also,
over time, emanate a fundamental value to society in the
form of trust. Relying on this trust, institutions become
the gatekeeper of a government and its services to its
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citizens. With active mutual interaction between insti-
tutions and citizens, institutions act as tools to achieve
certain objectives. For example, getting a land permit
(to own land) or paying property taxes (to receive neigh-
borhood services), citizens rely on these tools to get the
job done. Unlike owning a tool, such as a hammer or
computer to get the job done, citizens rely on the tools
owned by the government. This becomes problematic as
the “tools” become aware of their “power” and, with-
out formidable checks from external stake-holders, can
engage in rent-seeking behavior (Krueger 1974). Any
fundamental change in institutions must also address the
way to change the informal behavior of the institutions.
As North argues, “any fundamental long run source of
change is learning by individuals and entrepreneurs of
organizations” (North 1993/1998, p. 4) and that “insti-
tutions are created by human beings. They evolve and are
altered by human beings” (North 1990, p. 5). In other
words how to change a routine operation becomes the
formidable task for reforming institutions. The question
is not how to avoid using technology but how to use tech-
nology in ways that can instill and institutionalize positive
behavior within public institutions.

4 Institutional Design in IT:
The Human Framework

4.1 The Principal-Agent Model
For technology to have any impact on institutions, we
must address the role of the actors and their relation-
ship to each other. The public administration institu-
tion in Bangladesh is rooted in a tradition of serving the
sovereign — the superior master instead of the citizenry
(Haque 2002). The bureaucracy in Bangladesh has the
remnants of a legacy established by British rule in In-
dia where public administrators were primarily involved
in collecting taxes from the peasantry. This grew under
the impression that public administration is primarily the
servant of the political regime and the citizenry are to be
ruled by bureaucrats for generating revenue for the master
(mother country). After the British left the Indian soil,
public administration remained subservient to the local
Governors (“Nawabs”) and landlords of the regime. Later
in the absence of a foreign regime, public administration
was expected to serve the interest of the political masters.
Clearly after the independence of Bangladesh, the politi-
cians exploited the strength and maturity of the bureau-
cratic regime to protect their own political interests and
aligned with bureaucrats for private gain (Monem 2006).

Using the principal-agent theory we can gather further
insight into how technology can play an important role
for institutional reform. According to principal-agent the-
ory, in a traditional hierarchical institutional structure, the

superior as the principal polices its subordinate agents to
ensure that they maximize the principal’s interests. We
assume that the principal has the power of disciplining
the agent and hence enforcing agreements. The princi-
pal here is used to denote the head of the department or
chief administrative officer and should not be confused
with earlier example of a politician as the master. Enforce-
ment cost is minimal when both parties agree on the goals
of the institution. Failure to see eye-to-eye will logically
lead to greater cost for enforcement and policing the agent
than if both are in consensus. The cost of institutional re-
form therefore will be determined by the differences in
principal-agent attitudes towards each other and the in-
stitutions they serve. The positive supervisor-subordinate
relationship can be shaped by the organizational environ-
ment or culture often triggered by a common set of val-
ues. I argue that the values generated by Bangladeshi
culture can be powerful symbols that act as an informal
constraint and reduce the cost of enforcement. This is
not unusual. Many of the Far East countries including
South Korea, Singapore, and Malaysia have used an inner
spirit of nationalism to bring institutional reform. Accord-
ing to Rostow (1971) whose work on stages of economic
growth has been well received in developing countries ar-
gues, “[S]tages of economic growth do not infer on eco-
nomic interpretation of politics, rather it is the primacy
of reactive nationalism over any other motives that drive
nations for economic change” (p. 24).

4.2 Culture Framework
Ann Swindler in her seminal work on Culture in Action
(1986) argues that culture “is more like a style or a set
of skills and habits than a set of preferences or wants”
(p. 275) that people can acquire by being part of a society.
Swindler argues that our actions are not guided by our val-
ues; rather “action and values are organized to take ad-
vantage of cultural competence” (p. 275). In other words
cultural patterns provide the structure that individuals use
to develop particular strategies to achieve a certain goal.
For example, individuals have used marriage as a strat-
egy to move up to higher ranks in the society (Bourdieu
1977). Strategies are a general way of organizing our ac-
tions based on available cultural tradition. Culture is like
a toolkit that individuals utilize to select differing pieces
for organizing a line of action. People living within a cul-
tural tradition all have a good understanding of the cul-
ture. They use their culture as a source to adapt to cir-
cumstances. What endures over time is not ones interest
driven by a set of values but the style or line of action by
which one attains the end.

The argument here challenges Max Weber’s notion
that culture plays an important role in influencing out-
comes. Rather “culture provides the materials from which
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individuals and groups construct strategies for action”
(Swidler 1986, p. 280). Culture is a resource that shapes
action, not determines its end. In new democracies ide-
ologies play the dominant role in controlling action, and
competing cultural views create new modes of action. In
developed democracies culture is a melting pot with vary-
ing cultures encapsulated into one. It has weaker control
over action. However, the skills and habits are routinized
as if they are common sense and habitual.

4.3 Culture as Resource Skill:
The Bangladeshi Context

Bangladesh is a nation of a long cultural heritage. It is the
only country in the world that used the native language
(Bangla) as a civil rights struggle that led to the indepen-
dence of the country from Pakistan in 1971. February 21,
1952, was the day when many students were killed be-
cause they protested making Urdu (Pakistani language)
the national language. A short time ago, UNESCO de-
clared February 21 as the International Mother Language
Day that is observed annually throughout the world. The
Bengali language is the fifth most-spoken language in the
world. Until today the nation has been governed by lead-
ers who seek legitimacy in the predicament of a deep
rooted heritage connected to the liberation war of 1971.
The Prime minister chair has revolved around two lead-
ers (Sheikh Hasina and Khaleda Zia) both connected via
direct family members who were directly involved in the
liberation of the country. In the last 40 years, more than
30 years have been ruled by one of the two leaders.

Today the war of independence is part of the cultural
tradition beyond mere patriotic symbolism. The nation
takes pride in its cultural roots, particularly its indepen-
dence from Pakistan, and the population in general em-
pathizes with such sentiments. The young and new gener-
ation, even though never part of the independence move-
ment, has overwhelmingly embraced that tradition. In re-
cent years there has also been a revival of cultural tradi-
tions. The traditional clothes, handicrafts, and folk songs
that were once regarded somewhat as relics of the past
are now appreciated as a part of the modern culture. De-
spite the fact that an overwhelming majority of the popu-
lation is Muslim (more than 80%), most people maintain
a cultural identity that has roots in the Hindu religious tra-
dition. Culture is often used to shore up support for a
cause, to fight against injustice and even to topple oppres-
sive regimes. (Recently a Bangladeshi film-maker who
was renowned for making a film based on the Liberation
war died on a road accident. That sparked a mass move-
ment against road accidents and bad road conditions in
Bangladesh.)

Culture is a resource and strength for a nation. How-
ever, for culture to have any effect on action it must be sta-

ble, implying it does not give conflicting messages for ac-
tion. The last 40 years in Bangladesh has been a relatively
unsettled cultural period where differing ideologies have
competed, making it difficult for one culture to have sub-
stantive impact on people’s actions. After passing through
troubled political periods and economic downturns in the
last 40 years, there has emerged a distinct cultural iden-
tity and a sense of ownership of the Bengali culture that
touches the full spectrum of the society. At the global
level Bengali culture has set its mark, particularly through
the work of the Grameen Bank pioneered by Noble Lau-
reate Professor Mohammad Yunus. The BRAC organiza-
tion in Bangladesh leads the way as the world’s largest
nonprofit organization using innovative method of allevi-
ating poverty in Tanzania, Uganda, Haiti, Afghanistan and
Central Asia (Bornstein and Davis 2010, Davis 2011, The
Daily Star 2011, Waldman 2003).

Evidence suggests that Bangladesh has been cultur-
ally stabilized to guide action towards empowering the
marginal class. The culture is settled and has developed
its own ethos for the citizens. It is prime time for the new
generation to utilize the cultural resource to direct action
in ways that will improve institutions. Aided by the pro-
liferation of mobile telephones and the internet revolution,
culture is an asset to be used to complement information
and communication technologies. Public administrators
can use cultural competency to fulfill expanded social re-
sponsibility for creating social value. Technological pro-
cess will be an outcome rather than a cause for the es-
tablishment of new social relations to build trustworthy
institutions in Bangladesh.

4.4 Use Technology Where It is Needed
Investing in ICT is a costly enterprise for government.
Disaster is imminent when there are unrealistic expecta-
tions as to how technology will mediate within the exist-
ing social and institutional infrastructure. According to
Goldfinch (2007) most information technology projects
in government die before they are launched and the suc-
cess rate is less than 26% percent (p. 917). In the United
States for example, a staggering US $150 billion dollars is
wasted for IT investments that fail and another US $140
billion in the European Union (Goldfinch 2007, p. 918).
Yet, surprisingly, the rising cost of failure does not appear
to dampen the enthusiasm in IT investments. As noted
by Goldfinch (2007), “the overblown and unrealistic ex-
pectations that many have regarding information technol-
ogy” continue to overshadow the failures of IT invest-
ments in the public sector (p. 918). Developing countries
do not have the luxury to tinker with technology; how-
ever, to compete for international donor assistance, and
more so, for political gain, they follow-suit with propos-
als that are competitive and attractive to donor standards.
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With rising optimism regarding technology and moder-
nity, the socioeconomic and political barriers for imple-
menting such plans are often overlooked, if not under-
mined. Policy planners ought to follow sound and prudent
ICT investment practices. As argued below, technological
demands are often incompatible with public institutional
goals and values.

Adapting technology to any given institution is a com-
plex and often confusing business. Technology, as an en-
tity, seeks conformity through standardization and con-
trol under a stable environment. Public institutions neither
produce standardized output nor work under a stable envi-
ronment. For institutions to adapt to technology and real-
ize its benefits (efficiency, productivity) they must create a
system that (1) standardizes what it produces, (2) controls
the environment and, (3) monitors changes on a continu-
ous basis. With available resources such plans are theo-
retically feasible and often workable under private sector
agreements. Public institutions will often fail to fulfill the
three conditions of technological adaptability.

The relationship between technology and institution
can be described using the work of Thompson and Bates
(1957). They lay the foundation to describe where tech-
nology would be most applicable given the institutional
goals and the means (including administrative arrange-
ment and human skills) by which it can attain them. Insti-
tutions having objective and quantifiable goals, and capa-
ble of adapting to a changing environment, can maximize
technology use. On the other hand, if the goal is sub-
jective and non-quantifiable, technology usage is limited
given the cost of re-tooling technology and human skills.
In extreme cases such re-tooling not only will be costly
but also dangerous because the ends are vague, undefined,
and uncertain. It is not surprising then why 70 percent of
government technology projects often fail (White 2007).
Wrong assessment of technology and human skills is most
often blamed, but the problem is more with the decision
to depend on technology to solve the problem. A business
explanation is found here (Goodman 2009).

Successful technological adaptation depends on how
well institutions have been able to define their goals and
how well they have been able to match the type of tech-
nology to achieve those goals. One of the fundamental re-
quirements to maintain the rational relationship between
goals and technology is the type of workforce that have
to be matched to work under the changing institutional
external environment. Figure 1 describes a schematic di-
agram of technology adaptability and institutional goal in
a continuum space.

Figure 1 suggests that technology is most suitable
when goals are objectively defined and when technology
and humans can be retooled within the changing environ-
ment (See quadrant I, PV). Tangible commodities pro-

duced in the private sector can be tailored with technol-
ogy to produce the goods and services. Goods that are the
products of nature can be privately owned and produced
efficiently but cannot be artificially reproduced. Here
technology can be adopted for efficiently managing the
products including excavation or harvesting, delivery and
packaging (See quadrant IV, PV′). Private and govern-
ment sectors both are involved in making use of technol-
ogy in this area. Some are highly controversial around the
issue of using technology to tinker with nature.

The left hand side of the diagram (quadrant I and III)
deals with products that are value based. Value based
products can be defined as products that require collective
value judgments in order to produce them or to “commod-
ify” them. Commodification is giving meaning to a value-
based concept through habits and narratives (Latour 2005,
Thompson 2010). For example, the goal to reduce poverty
or improve the quality of life can be discussed as to how
to obtain that goal. Empowering women can be a way of
commodifying reduction of poverty. Technology can be
applied when vague objectivity can be comodified so that
the end can be defined. When solutions require a value
judgment, the use of technology is not only problematic
but misleading and dangerous. There are products where
technology is adaptable, but collective value judgment is
required regarding its allocation due to high fixed cost and
free-rider problem (individual using it but not paying for
it).

With regard to human skills the above scheme is very
instructive. When technology is adaptable regardless of
objective or subjective goal (upper two quadrants), high
technical skill is required to produce and manage such
products. Retooling of skills is continuous, and inno-
vation and adaptation to new technology are requisites.
In contrast, when a goal is value-based, technocrats are
needed less, and the challenge demands value-based skills
of professionals with high ethical standards, leadership
skills, social skills, and deep commitment to democratic
values.

Using the logic of goals and adaptability to technol-
ogy as described above we can argue that technology us-
age in public institutions should be based on how well the
“product” can be defined by the collectivity. If a public
institution’s product cannot be defined or generally agreed
upon by the democratic polity, we should be wary about
the role of technology in those institutions. This should be
instructive for developing countries in particular because
they are in a unique position to start afresh after learning
from the early starters in the industrialized world. The
type of technology that dominate public institutions in the
developed world is based on flow concept borrowed from
business and manufacturing sectors. Enterprise Resource
Planning (ERP) is a widely used business management
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Figure 1: Institutional goals and technology adaptability space. The schematic diagram is based on arguments by
Thompson and Bates (1957). More details can be found in Haque (2015).

software whose main goal is to streamline large organiza-
tions’ administrative and policy directives by linking ev-
ery department under one enterprise. The E-Government
movement reinforced the use of ERP through Business
Process Re-engineering (BPR) and Customer Relation-
ship Management (CRM) models. As of 2011 almost all
federal agencies in the US are part of the ERP and al-
most all state governments have migrated to one form of
ERP system. There appears a global movement towards
integrated business management practices in government
using work flow management software such as ERP.

Public institutions that are not in the business of de-
livering products should be careful about how they utilize
information technology and their practices. Thus Ministry
of Land Development or Telecommunication will have
very different technology implications than the Ministry
of Social Welfare.

5 Implications and Conclusion
Institutions should not be seen as tools or technocratic
power hubs where transactions take place between citi-

zens and government to get things done. Profit from hold-
ing a government office (exemplified in corruption) is pre-
dominant within institutions that maintain such practices.
The current principal-agent, or more practically, master-
slave mentality, among government and its citizens does
not help the people of a nation, even with the most ad-
vanced state-of-the-art information technology. Informa-
tion technology can be the enabler of trust when culture
is used as a resource to bind citizens and government to-
wards a common goal. As mobile technology becomes
common place, it can enable culture to be the resource,
for guiding action towards a truely liberated democracy.

I reaffirm that Bangladesh’s investment in ICT should
be encouraged. However, this must not be done to
make institutions more powerful, as argued earlier, but
to make agency the deliberators of shared values to its
citizens. How are values deliberated to citizens through
information technology? The recent example is the
Ministry of Education that released all public school
textbooks in e-book format and delivered online (See
http://www.ebook.gov.bd/ ). Free public education is a pol-
icy that is expected to educate its citizens, but free e-
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books in the hands of the citizens is the direct action for
improving education. Even in many prosperous parts of
the industrialized world this is not a reality given corpo-
rate interests. The Ministry of Agriculture through its
Agriculture Information Service (AIS) provides hands-
on knowledge and skills and timely information to farm-
ers through multi-media and interactive web-based tools
(http://ais.gov.bd/ ). These web-based applications are not
transactions with citizens to provide license tags or land
permits but deliberative actions that communicate to its
citizenry. All Ministries in Bangladesh should be build-
ing at least one signature deliberative act that connects to
its larger community.

Corruption is not a Bangladeshi governmental value;
it is a mind-set drawn from routinized behavior of institu-
tions. Bangladesh must prepare for a “cultural shock” or
a “cultural tsunami” in order to revive its cultural ethos
and reclaim the Bengali identity. This will come from the
people who must demand that corruption is not part of the
Bangladeshi culture, rather a behavior of corrupted minds.
It must be uprooted by hating the act that has no corollary
in the rich heritage of the Bangla culture. Information
technology can play a fundamental role, and so can the
young generation of Bangladeshis who have embraced a
Digital Bangladesh.

According to Lindstedt and Naurin (2010), reforms
focusing on increasing transparency should be accompa-
nied by measures for strengthening citizens’ capacity to
act upon the available information if we are to see posi-
tive effects on corruption. This is also supported by Fung,
Graham and Weil (2007) who argue that information by
government passed on to citizens for the sake of being
more transparent must take into account as to how the new
information can be easily embedded into the routine of the
information users — the citizens. Again, as an example,
information on a website about the potential hazards of ar-
senic contaminated water will do nothing to save a village
whose daily routine is centered on using the contaminated
water. Without an alternative water source conveniently
accessible to the villagers (to the extent that it becomes
part of their routine), information about the hazard is of
little value. Information must stand on tacit knowledge of
improving the capacity of citizens to understand the in-
formation. In other words it must be contextualized to the
routine of a citizen. To imagine a prosperous future is to
prepare for it and build action towards its realization (Mc-
Curdy 1995, p. 504). In other words it must be contextu-
alized to the routine of a citizen Haque (see 2015, chap-
ter 3):

“[T]he empirical reality of “good” public ad-
ministration may arise from the same soci-
etal values that shape policies. Society may
recognize good administrators as those peo-

ple who skillfully promote dominant ideals.
Someone skilled in promoting competition
would be a good manager in a society that
valued rivalry, as in a market economy. The
same manager would seem out of place in
a society more oriented toward cooperation.
Each system of administration could prove
successful in its own setting since each would
appeal to values that its participants recog-
nize.”
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