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Are Online Social Networks, Leading to a ‘better world’ in the
Omani Public Sector? A Qualitative Study

Choudrie, J; Zamani, E. % Al-Bulushi, A3

Abstract. Information and Communications Technologies (ICT) penetration is ggoatiexponential rates and
affecting societies, countries and organizations, which has led to aforeethderstanding whether they
contribute to development. To ascertain whether ICT are contributidgvielopment, the example of a current
ICT, Twitter is used, along with the sim of this resear€b understand and explain how public sector
organizations are adopting and using online social networkaelgawitter, for the delivery of e-government
services that will provide a better world to live in the Omani public seByconsidering this aim, we attempt to
explain whether Twitter, antributes towards the creation of a ‘better world” to live in, or leads to diverse
outcomes in a developing country, Oman. To achieve the aim, sed two public sector organizations
workforces’ experiences and applied the Choice Framework (CF) developed by Kleine [1]. For the research
approach, we employed a qualitative approach & the data tiofi¢echniques, reference to archival documents,
interviews, photographic evidence and observations. The analysis waetsahysing the lens of interpretivism,
socio-materiality along with grounded theory concepts. The stuéglsethat ICT4D is providing a better world
for most of the citizens, but for the providers of the improved efgovent services, it implies aligning local
practices to the technology, which affects their home/work life balafiwe contributions of this research lie in
emphasising largely how the use of Twitter in Oman will lead to developrithe Choice Framework selected
for our understanding was adapted & led to diverse results to thode@meenin previous ICT4D studies;
therefore, our research makes a contribution of understandifgDI@ an e-government context, which was
amiss in the previous frameworks. For businesses, our findings ipf@ctitioners on théCT Technologies
areas that need attention while implementing them within an environment similar to Oman’s public sector. For
policymakers, this research informs of the areas that require policymakers’ attention when placing their efforts
where they are best served.

Keywords: Twitter, Online Social Networks, Public sector, Oman, The Choice Framework

1 Introduction

A recent phenomenon causing changes in public and private segtotizations & society alike, are Online
Social Networks (OSN) which are being utilised globally, but more so witi@rdeveloping countries where
countries such as, Saudi Arabia have an estimated 82% of tha<itigeng OSN. This is closely followed by
India and Brazil at 81% & United Arab Emirates (UAE) at 79%. On the eteof the spectrum, lower users of
OSN were from developed countries such as, United States of America (USA),at/dbed Kingdom (UK) at
40% and Germany at 33% [2]. Within the Middle East region, dictuthe Gulf countries, the use of OSN has
grown by 47% in the last 12 months with mobile social media 0B, with Qatar and United Arab Emirates
ranked no 1 and 2 respectively worldwide in social media penetratidle, 8dudi Arabia ranked no 1 in social
media growth worldwide [3]

Since Twitter could have diverse impacts on society, governments &ipagans, there is a need to understand
whether it can contribute to development, or, in the word&/alsham [4] whether “they are creating a better
world in which we live? Magro [5] provided a timeline of e-government research & OSNevirecommenda-
tions were made for research in the areas of objectives & strastggpdzation of e-government applications, &
policy-making. Twitter use is still growing as online platforms and appicativarrant further research into its
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adoption & use. Besides being the communication channel & Voiceitizens that emphasises their political
views & opinions. Twitter also aligns with the need for future researehgovernment & OSN as recommended
by Magro [5], that led to the following aim: To understand arplain how public sector organizations are
adopting and using OSN; namely Twitter, for the deliveirg-government services that will lead to a better
world for the Omani public sector. By considering this issue, wanpttéo explain whether Twitter does
contribute towards the creation of a ‘better world’ to live in, or leads to diverse outcomes that could be viewed

not to be a ‘better’ world. For readers, the concept of a ‘better world is drawn from “IS scholars where
practitioners should be concerned with how to use ICTs to helg mdbetter world, & everybody has the
opportunity & capability to use technologies to make betteslior themselves, their communities & the world
in generdl [4]. A further consideration is to include: “Ethical agendas that not only have the capability to inspire
human beings, but can also unite them” [4].

2 Theoretical Background

ICT4D: A Review

ICT4D is a contentious issue in research as the notion of developm@&@T4D is one that has multiple facets.
For instance, when considering ICT4D Sen [6] established thatagewent is fundamentally about freedom.
This makes participation & empowerment two essential componémizntemporary theory & research about
human development. Practically, ICT4D is essentially seen to flereework for the application of tools &
techniques to the practice of development. It is a multidisciplinary fthin the practice of development that
has benefited tremendously from the research, application & immepgersirom academia, the private sector
& major development agencies [7]. It can be summarised as tlo# LSE to reach development objectives with
their potential impact lying in the uniqueness of these new tools, suotohkile phones & World Wide Web
(3W), which have revolutionised the ease with which people are ableharege & share information across vast
distances. Their potential for accumulation of searchable knowledge &miaion are responsible for what
many are now calling the advent of the Information Age Rjntrary to the physical objectives of ICT, which
are fundamental to overcome limitations of existing techniquésfafmation storing & sharing, ICT4D has a
“profoundly moral agenda” that aims to empower people & communities by answering the difficult questions of
not only “what should be done” in the practice of development but also “how we should do it” [7].

The Choice Framework

To evaluate development, a Choice framework (CF) was suggestedL)Figt is based on Sen’s capability
approach, where ‘development’ is defined as ‘a process of expanding the real freedoms that people enjoy’ [6, 9];
Alsop and Heinsohn [1@mpowerment framework where ‘individual agency’ (measured by an individual’s asset
endowment including, ‘psychological, informational, organizational, material, social, financial or human assets).
Alsop and Heinsohn [10f connected with an opportunity structure’ (shaped by the presence and operation of
formal & informal institutions}hat results in ‘degrees of empowerment’ (these are the existence of choice, use of
choice, & achievement of choice), Alsop and Heinsohn [10] & tngtdthable Livelihood Framework used by
the UK Department for International Development [11] drawing on its emincof the capital portfolio and
elements of its visual representation.

Recognising that the CF, which despite its faults is a tool that has ibestified as suitable for ICT4D
understanding, this research study intends to apply. A further reasanirigrit is that Kleine [1] identified a
limitation of the framework being applicable to the micro-level efitidividual, but a recommendation made is
that consideration of its use should be made at the groups atlumals; communities or nations front.
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Fig. 1: The Choice Framework. Source: Kleine [1].

ICT4D & E-Government Research

ICT are viewed to have tremendous administrative ‘potential’ for governments & generally for the public sector
[12]. This ‘potential’ is considered to be a natural extension of the technological revolution that has accompanied

the knowledge society, which is known as electronic (e-) government. Siegayilted as the provision of online
government or public sector products and services, e-governmenghggliverse definitions, with the majority
agreeing that gevernment is the government’s use of different ICT to provide citizens & businesses the
opportunity to interact with the government. For this research, exsgowet is defined as, government’s use of

the internet internally & to interact with citizens, businesses & other govetsified}. This research considexs
combination of Government 2 Government and Governmenti2e@iresearch where the provision of ICT &
placing the citizen in a central position, whether in the form oftcpant or consumer.

In the context of e-government and Orhaesearch, Abanumy, Al-Badi and Mayhew [14] found that the
government of Oman needs to develop a set of policies & requdatioenhance the development of accessible
sites & encourage the use of ICT that facilitate citizens needs inotitext of e-government. Ashrafi and
Murtaza [15] then used a survey instrument to find that the usep&dimof ICT on Small & Medium Sized
Enterprises (SMEs) in Oman was still low compared to the expectations of taenmewnt. Albusaidy and
Weerakkody [16]findings of Oman’s e-government implementation efforts revealed that e-government is still in
its initial stages, with the country facing a number of challengds asica lack of strategy, leadership, legal and
regulatory frameworks and infrastructure related issues. These studies alsd Huppearlier view that the
application of an institutional perspective is provided, but tteepat reveal how an ethical consideration to the
provision of government products and services to the citizen is moff€his is better informed by considering
the outcomes of government products & services to citizens, which the next sgplimins.

E-Government and OSN/Social M edia (SM) Research

In e-government gervices research, OSN have gained importance due to their enhancing of online citizens’
participation and economic revitalization in austerity times dueg®t®N revolutionary business innovations &
business models [17]. Despite their penetration, OSN are still an enignieh has led to varying existing
definitions of the technologies with researchers utilising definitionsrditepto the research scope. For this
research, OSN are defined as “web-based services that allow individuals to (1) Construct a public or sgsticp
profile within a bounded system, (2) articulate a list of other userswhittm they share a connection, and (3)
view & traverse their list of connections & those made by others within the system” [18]. A term synonymous
with OSN is Social Media (SM) that is defined as “a group of internet-based applications that build up on the
ideological & technological foundation of Web 2.0, which allows tneation & exchange of user-generated
content” [19]. Researchers interchangeably apply terms such as, SM, Web azi@) Networks, Social
Information Systems, Social Networking, Social Networking Sites when @mgidOSN, but upon closer
examination they refer to OSN, which is the view that this research stlaly$§20].

4 Oman was mentioned and emphasized as it is the case study ceatefdrithis study.



With OSN/SM, the citizen’s role has changed to that of a provider where citizen participation has become a key
issue of consideration. In this instance, participation appears teebeyhconcept that explains the difference
between ‘old” & ‘new’ web technologies in the form of OSN/SM, although basic tools for interaction such as,

chat & forum were also available in the early days of the 3W.tWhalso amiss in such studies is how the
government agencies are transforming to cater to the citizens’ needs, which our paper is revealing.

In egovernment & OSN/SM research, an understanding of the ‘global citizen’ & whether this role can exist
where a digital divide exists, examines citizen participation at algielel as OSN reach is global. The view is
held that the ‘global citizen’s’ role can be enhanced by reducing the digital divide using OSN/SM [21]. By
participating in government focused debates, ICT in generalbiemre viewed as applications that can be used as
an effective means of reducing corruption, but social attitudesieerease the effectiveness of ICTs as an anti-
corruption tool [22], which subscribes to the ethical considerations &ate\a better world. Researchers have
also attempted to understand whether citizen participation using OSdé eesed to understand the transparency
& corruption emerging due to e-government [23]

3 Resear ch M ethodology

For this research, the framing of our research question: ‘How is Oman’s public sector using Twitter for
development and Wiy suggests a qualitative case study method is most suitable for this purpose. We also
employed the interpretive researchp@jach that involves embracing [36]’s view that “our theories concerning
reality are making sense of the world and shared meanings ara affimtersubjectivity rather than objectivity”
[24]. Finally, it should be noted that the understanding for this suadyapproached following Orlikowski [25]
conceptualisation of the IT artefact.

Case Selection

For this research, 2 public sector organizations of Oman were used to compare the role of Twitter in Oman’s e-
government initiatives. One of the organizations is a high user of Twittethanother, a medium-user. Further,
one of the organizations is one that has more interaction with thensitizhich is Muscat Municipality (MM) &
the other is the Public Authority for Investment Promotion & Export @veent (Ithraa) of Oman that has less
interaction with citizens. Both organizations were selected for theoretészine as both organizations use OSN;
namely Twitter, interact with citizens and provide an opportunity to determine whether OSN do provide a ‘better’
world, but in diverse contexts. MM Services include, building permésjing of roads, maintenance of roads &
lighting, organizing local, community & religious events, or providndlic sector employees with personal
details such as, salary payments. Comparatively, Ithraa is a central goveongagization that deals more with
the business & entrepreneurial aspects affecting citizens, which means dinaintéraction is more with
enterprises, the business sectors & less with members of the public. Thétessenclude, informing
organizations interested in investing in Oman with vital informatiorh s@as; required licenses for trading in
Oman, or registering organizations seeking entrepreneurship in Oman. ltheaefore, will provide a
comparative basis for understanding ICT4D as the two cases will alloemparison of a local and central
government department’s application of an OSN.

Data Collection

For this study, participants were selected with a view that individuals eetploykey organizational positions
are best suited to answer the research questions [26], would ehsnsty & provide adequate experience of
the e-government project of OSN (either presently, or in the [gstRifically, snowball sampling was used that
led to participants being invited informally rather than to be obtaisety an organizational hierarchical system
(i.e., a ‘senior member of staff’ command). In the latter case, there is a risk for bias; because it is typical for
respondents obey their seniors’ command & provide answers aligned with the researchers’ aims. The research
team sought to ensure that no one was forced to participate & dhatlirals from all the organizational levels
participated. We also ensured that there was theoretical saturatibre @mpirical material; i.e., that any
additional interviews would be conducted only if they providedpkupentary & substantial findings &
perspectives; thus adding value to the study. Overall, this study ugedtit®ants of which 11 were female and
8 males. The numbers of participants was also essential to ensureatigtlation, which allowed verification
and validation of the findings could be obtained.



To acquire the data, sesifructured interviews that consisted of open ended questions were heldewterv
durations ranged between 1 and 2 hours. The interviews were recortédrsscribed following the interview.
The results were then sent to the participants for further clarificaibere were also instances when
photographs were taken with earlier consent sought from the particgpehtssed for verification and validation.
Most of the interviews were held in the offices of the participants. Menvesome higher level individuals
expressed a preference to meet off premises. In such instanceise gifemises such as, the residences of the
researcher, or participants or cafes were used.

Data Analysis

The analysis was conducted using a deductive approach, twasbe Grounded Theory coding methodology,
proposed by Glaser [27Further, as this research is focused on OSN and uses on interpretivise stanc
followed the analysis technique used by Choudrie and Zamanigg8tifically, the coding scheme derived from
Walsham [4]on what constitutes a ‘better world with ICT4D’ and the Choice frameworks proposed by Kleine
[1]. For the working practices analysis, which assisted in understandirgrticture part of the framework, the
socio materiality examples provided by Orlikowski [25] were appligdis led to the application of grounded
theory approach, which was solely for the purpose of coding aterial (rather than for developing our entire
research design that is based on interpretivism). This allowed newliffiete concepts to emerge and to be
coded in terms of the extant (present in the literature) codes. Thisaebpatso allowd for the possible
identification & analysis of newly emergent codes, & to facilitate the close examination of participants’ opinions,
perceptions & behaviours, without imposing our own preconaeptimto our coding scheme. Therefore, during
the first stage of coding (i.e., open coding), while considering IC&4what its impacts are in terms of the
research question, our analysis & ensuing interpretation were looselydvadeslextant literature of the CF and
the sociomateriality aspect offered by Orlikowski [25]

4 Findings and Analysis

Development Outcomes

Since the main emphasis of this study is e-government, our questidnsbaervations were focused on
determining a government’s provision of online products & services to citizens.

Primary Outcomes

Sen [6] dentified ‘choice’ as both the aim & the principal means of development, where the primary
development outcome is choice itself. For this, we identified the prideuglopment choice being the choice of
ICT to include the use of various governments provided internétappns & services that provided interaction
between citizens, the government & public sector organizations.

From our interviews, the incumbent application for the workforce avaigh reliance & use of e-mail, which is
still within the remit of ICT. Additionally, the government was pravglan infrastructure that provided choices
to the workforce between using the classic form of ICT: e-mailo&eh form of ICT: the various OSN.
Participants were askedWhat are the online social networks tools used in your organization?” Participants
from both MM & Ithraa cited using the various application choafésred bythe internet; for instance, “Twitter,
Facebook and Instagram...but Twitter is used most because it is very easy to use & is the one that is mostly used

by the public to communicate with the organization” (High level manager, MM and lIthraa), similarly a lower
level workers at both MM and Ithraa said: Twitter, FacebookT¥be, and Instagram. From these replies we
deduced that the lower levels workers were more aware of YouThih was not evident at the higher levels.

Secondary Outcome

Secondary developme outcomes depend on an individual’s choice as what lives they value [1]. Examples
include easier communication with personal and professional contactsséettiggowledge, more income or
time saved.

Easier Communication
For the analysis, unlike the CF, which was based on an indivdlargely a household effort, our research
employed a macro perspective & considered the individuappetive to using Twitter, which resulted in




utilising Orlikowski [25] socio-material perspective. This assisted in understanding there was easier
communication within the organization and between the orgamizatil citizens. Due to the networks, the
servers functioned for 24 hours/7 days a week. This led to thefoxoekworking practices aligning with a
feeling that they should ‘be in the loop’; hence, their working practices became synonymous with the technology.
This led to a faster, transparent & effective communication process, whklevident with an e-mail facility.
However, what was also mentioned is that the use of Twitter haddeafftheir personal lives and ultimately, the
work/life balance. To illustrate & clarify the example, the processes thapuasued when using Twitter are
detailed below in Table 1 & shown in Appendix 1.

ses issue/s on Twitter-content mentions a department ofaliMHigh Position Individual (HPI) associa
3
wed by call center individual and HPI. Twitter service is sociter@ly configured by MM Information T|
rks department to continually ‘push’ tweets’ to devices.
sent to a mobile device that has an internet connection assthéarility from servers have settings send
day/7 days a week.
tlayed on the internet and visible to members of the public
e is ‘open’, it is relayed, and picked up by the department of HPI and HPI on mobile or desktop.
epartment of HPI Individual view tweet and become aware @&.issu
d measures to address the problem are undertaken. Socio-mateialisyl@re as the team the HPI is re|
e and complete the task using whatever means at whatever time
ue is addressed.
Citizen thanks MM and HPI on Twitter
Table 1: A SocioMateriality aspect to twitter’s communication processes

Cost Savings and an increase in income

Since Twitter is a web based service, it “is an on-the-fly software creation through the use of loosely coypled
reusable software components” [29]. This implies that for an organization services can be completely
decentralized & distributed over the Internet & accessed by a wide vafietynmunications devices. Therefore,
the organization does not have to endure complex, slow & sigesoftware integration & focus instead on the
value of their offerings & mission critical tasks. In turn, this implies efficiencterms of cost savings of the
reusable, coupled software components & expensive integration. Effestsvencurs in terms of savings in time
as explained earlier, & work practices are becoming such that issuesirgeaddressed by relevant individuals
in a timely fashion. This also means that efforts are being placedronalipg improved & expedited services
due to better processes offered by the automation. These sshingd lead to an increase in the income of the
government funds, which Kleine [1] referred to in the CF.

Increased Knowledge, Information and More Voice

From the interviews it was induced that citizens were happier with Twitdércadfered more knowledge of the
processes that were involved in completing a particular issue that the c#iged. Therefore, in this respect
Twitter was offering citizens a better world to live in. With Twitter, @t where clarity & transparency existed
was provided. Increased knowledge was due to the workforcemimermore accountable to & aware of being
under the scrutiny of citizens. As commented by a senior manager in MM: “Twitter helps in speeding up the
work, as people feel the pressure to perform, since tleegnaiuated by the public. We are receiving suggestions
from the public for our services. You know, we never tred transparency before adopting OSN. Now, we have
records available of all complaints and solutions and the duratien to solve thetn Fromthis example, it can

be learnt that increased knowledge was occurring for the workforce sitiwens were being referred to for
feedback. The citizens in turn were being made aware abtee & responsibilities of individuals for concerns
that they might have, or could have. This was not a possibéiiyre Twitter use. The reflective nature of Twitter
also meant that whereas previously citizens would e-mail the organiza& there was no possibility of the
citizens being aware of their concerns being addressed, or g#epdeal to. With Twitter this was a possibility,
which meant that there was more voice for the citizens. It also niedrtitizens had become active stakeholders
in the e-government initiatives, which was not there before.

Better Governance and Improved performance




Before using Twitter, senior managers would not be held respoiisifiient of public eye, which is the major
difference identified by the use of Twitter. Due to Twitter, a senior management person holds a ‘sense of
responsibility’ for an action. As there is an online mention, this leads to a government peegsumndompelled to
investigate and examine the issue. This leads to the senior manag#yiideother people who can complete
the task. These actions are all attributed to a citizen using Twitteh in turn assures the citizen that the issue
is being dealt with in an efficient, effective and transparent nta®ueh efforts, along with stricter laws should
assist Oman in improving its international image and show that ethicas issterms of bribery and corruption
are being addressed. For instance, Transparency International useda®ma case study where steps are being
taken to overcome bribery and corruption: “The think tankpoints to Oman as an example where some steps have
been taken to tackle corruption. Arecent trial saw 20 hégtking government officials and private executives
on charges of offering or accepting bribes in exchange for large infrastructure contracts” [30].

Therefore Twitter use led to an indirect and informal ‘name and shame’ policy, which is something that may be
present before, or if it was present, it was in a hushed and silamiem Now, with Twitter, everyone and
everything is clearly identified, which shows a major development imoviy the working practices of the
public sector and is an initiative that can assist the governmenpnoving the bribery and corruption culture
existing in Oman. A middle level, male manager of Ithraa confirmed tilgaling with tweets coming from
Twitter does require a quick action and to reply back to th#iq..otherwise the organization image will be
affected negatively if there is a delay. The public awareapdsaccess to information is very high; therefore the
need for more transparency is also very high and needed.” At a lower level, a female staff member could further
identify and evaluate the impacts of OSNOSN saves time and makes the organization’s work easier;
particularly, with the information provided by the public, whinbst of the time includes pictures. So, interaction
with the public has increased and more transparencysamailable by both the organization and the public.
There is also clarification because many services that members pdilttic thought were associated with one
organization only is clear, and now they can understandabedination needed and the time it takes to do
something’. For the organization at a process level, the person ndtegork processes have become much
easier and clear...but also some processes have been altered to include social media.”

Personal Time and Policies

Due to the mobility offered by Twitter, it was learnt from the interviews absknvations of the diverse
workforces’ individuals whilst interviewing or waiting to interview individuals that a drawback of Twitter is the
imbalance caused to the work/life balance. Several participants femitdle and lower levels of MM and
Ithraa commented that they were receiving tweets after work hoursuartd the government seeking to address
issues of concern, the workforce also addressed themw#iTs features include a web based service, there are

no limits to accessibility, including the workforce; albeit, maleseandles, who are sent tweets and were sending
replies to tweets, at any time or day. This meant that time was be@rgdalay from their personal lives. From a
socio-material perspective, this is something that is a sign of the times. As GKikf#s] found with
Blackberries that the service is @paterially configured to continually ‘push email’ to the handheld devices.
Therefore, email could be sent at any time or day. Howevsrfdt the professionals to choose when to view and
reply to the email.

We also found that most of the workersgirently viewed their handheld device, as they chose to ‘stay in touch’

or to be kept ‘in the loop’. This was because workers formed expectations that others will be available via their
devices, as they were which led to them replying to the e- mail/s amaeirihis leads to collective socio-material
enactments. These enactments are almost continual electronic comronnvastin the organization. In the
same way, many of the middle and lower level workforce wereingethieir mobile devices continuously, which
led them to form expectations that their colleagues, seniors werettieisgme and felt the need to reply. This
enactment was being completed at any time or day, which is leadiag émacted working practice that is
delineating the work/life balance of individuals.

Degrees of Empowerment (DoE) or Dimensions of Choice (DoC)

5 Transparency International



The CF included DoC that was initially referred to as ‘DoE’ by Alsop and Heinsohn [10], where there has to be
an existing choice for an individual. Thereafter, drawing fromirég1] and based on her fieldwork, a sense of
choice was also included in the CF.

In both the Omani public sector organizations, the participants wexe af the internet based communication
channel choices of e-mail and OSN. As a female, high level maonédgraa mentioned and could recollect:
“The use of email is a must and is used all the time for us. Véadem it for all our communicatitn

Twitter was also used in a personal capacity at all levels of bothizatjians; that is, from the highest to the
lowest levels. A high level, male manager of MM stated: “l am addicted to OSN. | use Twitter, Facebook,
YouTube, Instagram, anything. | use SM for 3-5 hours ddilgenerally use SM for entertainment, to
communicate with family and friends, searching for informationntwease my knowledge. | use it for self-
development, to keep up with the current trend in the @swiety. | also participate in group discussions about
issue of interest that are related to the Omani soti€his also showed that individuals had a sense of choice,
which suggests the use/non-use aspect of utilizing the choices.

For the use of Twitter, an infrastructure is necessary. From thei@wsrand observations it was learnt that the
necessary infrastructure in the form of personal computers, mahileed was evident in both departments and
in the workforces personal and work lives, which encouraged thersetthe choice. In the work place, when
asked of the required infrastructure, a middle levelemmanager at Ithraa commented: “Management has a role
to encourage the use of SM. They support and encousageadopt and use it to promote our organizations, its
services and to interact with our audience all the time.” The manager also suggested that since their management
is young and educated, they are aware of the potentials of the new technologies, with the declaration that: “Our
minister has a PhD.This again shows a sense of choice exists for citizens and explains the reasons for the
citizens to utilize Twitter. When identifying the uses of Twitter, an intereslisgpvery at Ithraa was the use of
Twitter for correcting the requirements of utilized software. “Now, we advertise on Twitter for new recruitments
to the organization alongside the traditional methochemispaper. The use of Twitter for this purpose indicated
to us some issues we did not know before. For example wherdvertised for a new job and specified certain
major (i.e. bachelor in economic media), the applicants epmhine through our website.” (Ithraa, middle
level, male manager).

When using Twitter, or e-mail (choices), internet related skills are importantAIBife participants mentioned
having the necessary skills to use the internet based producteraiaes, which was also evident from all our
observations of the participg’ keyboard and online skills in the offices. Further questioning revealed that the
government had been instrumental for this, which was confirmed fuonmsecondary data findings of the
government’s initiatives of promoting internet use: “There is a Government IT Training and Certification
program (GITTC) that focuses on government employees where ih training for nearly 50,000 government
employees to improve IT literacy within the government. Eus, there is a 8-week course that leads to
certification from Microsoft [32].

Therefore, as found, structural elements such as the availabilitpeogssary technologies, devices,
telecommunication channels, the internet and skills as well as the support and encouragement of the citizens’
networks and government encouraged participants to use OSN. Tis¢riames also suggest that there are
necessary financial resources, once again leading to a sense of ¢heidefluences of friends and family as
well as work colleagues identify the human resources being avaiteitdesénse of choice. What was also clear is
that individuals understood the existing choices and also how artdciubiaes should be used. As there was a
sense of choice the participants had the choice of using, or ngtTugitier and were aware of the potentials and
drawbacks of the Twitter. Since citizens were using Twitter in the intendadean this led to a better world for
some citizens and an achievement of the outcome of choice; thaetseraorld to live in using Twitter.

5 Discussion, Implications, Limitations and Future Directions

This paper provided a deeper understanding of ICT4D in Omag €istlings of the use and development of
Twitter in two of Oman’s public sector organizations. Additionally, our paper has offered rich descriptions
regarding issues of how choices are made in a country that cawilatehd to development. We have also
illustrated ‘how’ and ‘why’ development can and will occur in different settings, and considered the issues of
gender, and ethics, which have been viewed as pertinent issues addiessed when making choices for
development utilizing ICT and if an answer is to be provided to wehettbetter world is being obtained in the
world we live. For this, the CF proposed by Kleine [1] and shiowhRigure 1 was applied and addresses the



questionWalsham [4]posed on whether ‘ICT4D are creating a better world in which we live’. The CF also
assisted in identifying not only ethical, equality, management and infrastructure’ issues being addressed as
development occurs, but by supporting them with rich acquired data

Discussing first the issues that require addressing when considering whethBr dGTAeate a better world in
which we live, our research showcases the choices that have @deeomcitizens when a government provides
online products and services; in this case, Twitter. From the developoteatmes it was found that there is an
equal and ethical perspective provided Twitter. This was confirmed by CF and our findings. However, our
study used a socio-materiality perspective provided by Orlikowskitf8&rm an understanding of the ICT4D
being provided by e-government, which is missing in CF. Ourrfgalirevealed that unlike the CF, that was
based on an individual and largely a household effort, a newtoindividual perspective to using Twitter in
organizations, will result in the organizations’ development that will lead to a better world to various individuals,

but not all. A socio-material analysis explained that due to the netwetlngs, the servers functioned for 24
hours and 7 days a week. This led to the workforce in the pdsior organizations working practices to change
and becoming aligned with the technology patterns due to; for instance, feeling that they should ‘be in the loop’.
Therefore, their working practices become synonymous with thedémy. In turn, this affected their personal
lives and ultimately, the work/life balance.

By applying an organizational context, this study explains how kgtesrnance and improved performance of
public and private enterprises can occur for the secondary outcomes, Which [7] recommends should be
included in ICT4D studies. Due to Twitter features and functions, n#tiz=ould clarify and identify the
departments that could manage and deal with their issues of cowb@h,was not possible before. Previously,
individuals faced delays and confusion as information regarding tdepartments would not be provided. This
led to lags, confusion and in some instances, matters not being addfesse the interviews, it was apparent
that citizens were happier with Twitter as it offered more knowledge eopthcesses that were involved in
completing a particular issue that the citizen raised. Therefore, in thictr&spiéter was offering citizens a
better world to live in.

Twitter also provides increased knowledge to the citizens about theierosn as shown in the appendix
illustration. This was amiss before Twitter. Finally, in terms of the choicks thade between Twitter and other
applications, mobility, which was identified using the three formatialp temporal and contextual was explained
and provided further impetus for Oman, its citizens and publicrseranizations to select using Twitter. Next,
when considering the agency element it was found that resouecesequired, which included the geographical
and natural resources. In Oman, there are plentiful natural agdagéical resources available that can, in turn,
provide a financial base for supporting and encouraging the government’s aims, visions and strategies. However,
finances are not solely sufficient to ensure that all the citizens will eufllimitter. For this, there has to be a
willingness, tenacity and motivation to use the technology, wbighfindings showed was available. Also
important for an agency was the role of support, which a netwdwther, friends and family, or colleagues was
pertinent as they supported, encouraged and informed each afthtbe benefits and drawbacks of the
technologies. Health is an important matter of consideration for hbeiags, which was also the case in the
consideration of CF. From the secondary data it was learnt that thei @mestnment has been providing
measures and resources that offer one of the best health camssiystée region, which implies that healthy
citizens can also utilize and improve their lives using Twitter. An impbdattome that explains how ICT4D is
leading to a better world is the outcome of social capital. In Kleihstlitly, social capital was high. However,
from our findings, due to the transparency of Twitter, there waglaction in personal network connections
making an impact. This was also confirmed by our findings of the sappddta obtained from TLO.

In the CF, for an agency to be realized there has to be interadgth a structure, which is possible due to formal
and informal laws, programmes and innovations. Our study explairegiogrammes are being implemented to
diverse individuals, irrespective of age and gender. Women wiéeeed education in higher education
institutions and the devices to use Twitter were also being providedirious individuals, which again
emphasizes equality in the emerging development occurring in Qraning and educational programmes and
software due to agreements signed by the Omani government aadAl8Rs such as, Microsoft were also
viewed pertinent for the structure of the CF. A final note that waderior the structure of the CF was the
provision of policies that prevented the misuse of the internet andiéacproffering internet related products
and services. Finally, the degrees of empowerment explained, hewodlwitter, there was an increase in
available choices for the citizens when utilizing e-government amaitizens were also aware of the uses or



nonuses of the choices, which revealed a sense and use of choiceaffEnethe achievement of using the
choices aligned with the earlier outcomes, showed how a beitlet was being provided in some instances, but
not in others.

There are several emerging implications of our study. Overall, we explained and showed how ICT4D in Oman’s
e-government initiatives is leading to a better world, which is not gimuerty and development, but has more
of a moral agenda that ICT4D scholars have been seeking in ICT4iess{fidgl When addressing the moral
aspect, ethical and equality issues became apparent, which weraubdtiestood using Kleine [1] CF. The CF
framework can provide pillars and issues to consider, but the resuhe afiginal CF cannot apply in an e-
government context as shown by our findings. There can be contrgdiaterging results as our study showed.
For instance, we revealed how social capital can be reducetb dine provision of an OSN, Twitter. We also
utilized socio-materiality to understand how governance couldpboccur as well as address technology related
issues. Heeks [34] suggested that ICT4D studies when emphasizing the ICT4D glahwinstudies have more
of an emphasis on the social sciences where the technology artefaatighppears. We have attempted to
address this issue by utilizing socio-materiality in ICT4D studies and shiosinthe context, process and
technology can be explained and addressed. What was also shownhuslike in developed countries where
Twitter is used more by celebrities and world leaders to emphasize their aohigseor personal pledges,
Twitter in Oman is being used at a grassroots level. This shows that Iyl OSN has been amended to
local ways; thereby supporting the views of culture researchers suettatsham [35], [36]Robertson [37hnd
Appadurai [38].
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Appendix 1: An example of how the citizen has more of an impaémale in Oman's egovernment initiatives
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