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Abstract: Electronic government (e-Government) is a research field that studies the use of 

information and communication technology (ICT) in the public sector. E-Government aims to 

promote people's participation by using the services provided by the government and utilising 

modern technology to increase democratic engagement. This study uses Marianne Kneuer's 

framework to examine the impact of e-government on democracy in Selangor. Since there is 

little literature that addresses the local government website in Selangor and its relationship to 

the concept of e-democracy, it is critical to demonstrate the role of e-government in promoting 

e-democracy. Selangor local government websites can promote e-democracy by exploring three 

categories: free and equal access, e-participation, and e-governance. The results show that all 

four local government websites perform differently based on the proposed categories and the 

survey conducted. They make different progress and have taken many initiatives to promote e-

democracy on their websites. This paper examines the contents of the websites of the selected 

local governments in Selangor and how they relate to e-democracy. The result shows that the 

websites of different states perform differently. The results collected discuss challenges to the 

effectiveness and efficiency of e-government and e-democracy at the local government level 

based on the results collected and interviews conducted with the website administrators. 

 

Keywords: E-government, E-democracy, Local government websites, Free and equal access, 

E-participation E-governance 

 ___________________________________________________________________________ 

 

Introduction 

The implementation of e-government in Malaysia started with establishing the Multimedia 

Super Corridor (MSC) in 1996, benefiting society (Muhamad Rais, 2003). Over the years, the 

advancement of information and communication technology (ICT) has significantly reshaped 

the landscape of local democracy in Malaysia by becoming more efficient operationally and up 

to date to meet people’s demands through the adoption of e-government. Tun Dr Mahathir 

himself launched the e-government initiative in 1997 after establishing ICT. E-government is 

one of the seven flagships of the Multimedia Super Corridor (MSC) initiative (Muhd Rosydi, 

2013; Sidek, 2012), and it plays a role in improving the internal management of the government 

administration and communications (Azmizam et al., 2010).  E-government aims to enhance 
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the quality of public service delivery by making it more effective and efficient and improving 

the excellent relationship with its citizens. Thus, it can transform the public administration 

system into more responsive and open to public demands by being more citizen-centric. All this 

will improve the government system of information and fulfil Malaysia's goal to be a 

knowledge-based society with advancements in technology. 

 

The Malaysian Communication and Multimedia Commission (MCMC) study states that 

Internet users increased from 24.5 million in 2016 to 28.7 million in 2018. Therefore, the focus 

of this paper is only on Selangor’s local government. Compared to the current national and state 

population, Selangor's percentage distribution of Internet users is the highest, 23.8%. 

Approximately 20% of the country’s Internet users reside here (Internet Users Survey, 2017). 

E-government is expected to boost e-participation from the public by providing various 

interactive features that can motivate people to use them. For example, this platform creates an 

avenue for self-service that enables the public to obtain up to date information, public 

registration and payments and other transformational services (Mariam, 2017, Zulhuda, 2015). 

Furthermore, the local government has introduced many other efforts and services to promote 

active participation from the people, such as by providing e-forms and different modes of e-

payments and the introduction of e-mobile where people can access their phone to browse the 

government websites.  

 

Smart Selangor is one of the ideas from the Selangor government to improve the state's digital 

infrastructure so that citizens of the state have access to the WiFi provided by the state 

government. This will enhance government engagement with the people. In the news published 

by MyStar on 20th March 2019, the Selangor government plans to improve Selangor’s digital 

infrastructure by improving the current WiFi by introducing the Smart Selangor Programme in 

the state. According to Kampung Tunku Assemblyman Lim Yi Wei, the idea of Smart Selangor 

is one of the promising initiatives as the government came out with the idea to install the 

infrastructure first (MyStar, 2019). Some people, especially senior citizens, still do not know 

that government services and information exist. For example, access to MBPJ's e-Aduan, 

Bantuan Sihat Smart Selangor government accurate and current news and announcements. 

Therefore, Selangor was selected for the study because the Selangor government has 

established SMART Selangor. This initiative aims to improve and strengthen two-way 

communication between the public and the government by promoting a grassroots approach. 

Therefore, this means that citizen participation is necessary if e-democracy is encouraged. The 

introduction of new technologies could increase the quality of services to citizens and improve 

citizen participation by promoting e-democracy features on local government websites. In this 

study, the concept of e-democracy is analysed along some dimensions to determine the progress 

and level of integration in the services offered by local government websites in Selangor. 

 

 

This study aims to answer the question of how do the contents of the local government websites 

reflect e-democracy. In the context of Selangor, each local government has its website. 

However, the contents of the website might differ from one another. Thus, this study is 

undoubtedly essential to examine the relations of e-government to e-democracy in each of the 

selected local government websites. Besides, this study is significant as not many studies have 

focused on the contents of Selangor local government websites and their relation to e-

democracy. Most of the existing literature in Malaysia, for instance, have been more interested 

in accessing people’s satisfaction and acceptance towards e-government (Norshita et al., 2010, 

Norazah & Ramayah, 2010) and highlighted the factors that contributed to its failure among 
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rural communities in Malaysia (Nur Afiqah and Noreen Izza, 2016). This study examines the 

Selangor local government websites contents based on the proposed model, which serves as a 

guideline to analyse the contents and observe whether the e-government promotes features that 

can promote people’s participation. Besides that, this study objective is to analyse the local 

government websites' obstacles to promote people's participation.  

In this paper, the model used in this study is adopted from Marianne Kneuer (2016) on the 

concept of e-democracy. Based on the framework, the author introduced three categories under 

e-democracy: free and equal access, e-participation and e-government. There are features listed 

under each category, and content analysis has been conducted on every website to examine 

whether all the features listed are available in particular local government websites. 

Furthermore, the author also addresses the government's challenges to implementing e-

government that can successfully promote e-democracy on its website. Therefore, this study 

could assist the local governments in Selangor knowing their progress level and be aware that 

implementation alone is insufficient. Still, effective ways are needed to make the websites more 

interactive. Also, it would motivate the website administrators to produce a standardised 

structure of an efficient and effective website that could be adhered to systematically (Azizan 

and Fazli, 2010).  

 

Methodology 

This study adopts a qualitative method of content analysis of the websites, where the study 

samples are taken from the four local governments websites in Selangor. The study was carried 

out from March 2021 to December 2021. 

 

Content analysis 

This study employed qualitative research by looking at the local government websites in 

Selangor. Four local websites have been chosen as a case study, namely Petaling Jaya, Subang 

Jaya, Kajang and Klang local government websites. Content analysis was used to analyse the 

progress of the local government websites based on the features listed in the coding sheets, 

which are based on the categories listed under the theoretical framework of e-democracy. There 

are many advantages of this content analysis. According to Stone et al. (1996), “content analysis 

is any research technique for making inferences by systematically and objectively identifying 

specified characteristics within text” which in this study it involves the interactive features and 

non-interactive features of the websites. Using content analysis can enable the researcher to 

classify the elements into specific groups based on their similarities and differences and 

categorise them in the coding sheets. Krippendorff (1980) characterised content analysis as 

context-sensitive and able to cope with extensive data. This is relevant to the present study that 

focuses on many unit analyses with four local government websites under several categories 

and subcategories.  

 

Coding technique  

It was based on the model proposed in this study. Coding sheets were created to study the 

content of local government websites. Four (4) coding sheets were used to collect the data. The 

coding sheets consist of components designed to show the dimension of e-participation and e-

government. Each coding sheet has been divided into several categories. The criteria listed in 

the coding sheets follow the three categories as suggested by the framework. A tick (/) is given 

if the specific features are available and functioning well in a particular local government 

website; otherwise, “X” is recorded. Overall scores of the website coding sheets and the final 

score have been interpreted to determine the three dimensions of e-democracy, and the data 
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analysed systematically. Therefore, this study refers to Marianne Kneuer's (2016) guidelines to 

assess the contents of the local government websites. 

 

 
Figure 1: Concept of E-democracy 

 

Figure 1.0 shows the concept of e-democracy by Marianne Kneuer (2016). According to the 

author, e-democracy can be defined as the use of ICT by democratic actors such as the 

government, media, political or societal organisations and citizens in the political and 

governance processes. Therefore, the author believes that all these three dimensions, as plotted 

above in Figure 1, is crucial to studying the concept of democracy. Based on the framework 

adopted, e-democracy can be conceptualised from 3 dimensions: free and equal access, e-

participation and e-government. From Figure 1.0, e-democracy is the dependent variable in this 

study. 

 

Meanwhile, three dimensions, namely free and equal access, e-participation and e-government, 

serve as independent variables. For instance, the indicators in e-participation ensure whether 

the local government is practising e-democracy or vice versa. For example, from the level of 

integration in e-participation information, the study was able to assess whether the features 

available in the local government websites able to promote e-democracy 

or not.  

 

In the first dimension, free and equal access, two components need to be looked at: legal 

provision and technical infrastructure. This dimension is regarded as the primary condition for 

ICT, and it is informed that legal provision and technical infrastructure serve as central 

prerequisites for the existence of e-democracy. In this dimension, legal rights should be given 

to the users, for instance, by the absence of legal provisions limiting the contents of the websites. 

There is also an independent body monitoring the implementation of the websites and 

controlling the Internet freedom and violations of users. Besides that, access to the internet in 

terms of technical infrastructures can be high-bandwidth networks with equal distribution and 

access whether there is no technical filtering or vice versa. 

 

For e-participation, four requirements are needed: information, dialogue, monitoring and 

decision-making, and two requirements under e-government, namely information and 

Figure 1.0: Concept of E-Democracy 

 

 
 

Source: Adopted from Marianne Kneuer (2016), E-democracy: A New Challenge for 

Measuring Democracy. 
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transaction. E-participation is expected to have top-down and bottom-up communication 

between the governments and the people. In contrast, e-government only provides essential 

services by having a top-down approach from the government to the people. Top-down is the 

services provided without any feedback from the citizens. In contrast, bottom-up means there 

is feedback from the citizens when they are using the services provided by the government. For 

instance, in e-government, information is provided without getting any input from the people. 

Here government deliver the information. 

  

In e-participation, it is expected that all the four requirements, as tabulated in Figure 1.0, can 

promote top-down and bottom-up communication between the local government and the 

people. These requirements will show different degrees of engagement between the government 

and the people. For instance, if people want to connect more with the government, they will 

move to another requirement, such as information to dialogue. Unlike e-participation, e-

government is limited to a top-down mechanism that offers online tools to citizens as a 

government service focusing on public service delivery, efficiency and policy outcomes. In this 

dimension, the role of the citizen tends to be conceived as that of a consumer or client. 

Therefore, although e-government seems to be purely a matter of service or efficiency, it has 

implications for a possible increase in democratic quality to enhance people's participation in 

governments e-government. 

 

For the second dimension, which is e-participation, the first one is information. It can be seen 

that both e-participatory and e-government has indicators known as information. According to 

United Nations (2012), e-information can be defined as enabling participation by providing 

citizens with public input and access to information without or upon demand. The assessment 

of e-information as part of the participatory dimension determines whether state institutions 

provide the kind of information that encourages and empowers citizen participation’ (UN, 

2010). For example, the information features are discussion forums provided by the government 

to show top-down communication. For bottom-up, the features can be like a platform for social 

media, namely Twitter or blogs, to communicate and disseminate information about political 

issues by reaching broader audiences. The next level under e-participation is known as dialogue. 

This is a platform where the local government uses this as their consultation tool to understand 

their people's needs and demands about certain issues to engage with them. The citizens can 

also use the platform from the bottom up by requesting their leaders or political actors to be 

part of the dialogue sessions to discuss certain matters. An example of top-down features that 

the local government can use can be chatrooms. An example of a bottom-up approach can be 

Facebook or the website of the ministers or officers that they want to refer. The frequently asked 

question’s function can also be a way to get in touch with ministries, agencies, political parties, 

etc. 

 

Another level, monitoring, can be understood as government initiatives to self-monitor certain 

things like the policy and procedures where they can get a response from the public via 

installing online polls or surveys. Monitoring is crucial as the citizens can monitor their 

government official’s accountability through the bottom-up tool. According to the author, an 

example of monitoring is online parliamentary monitoring, where citizens address politicians 

personally about issues or problems. The last one is decision making. E-decision making can 

be defined as empowering citizens through co-design of policy options and co-production of 

service components and delivery modalities (UN, 2010). This initiative will assist the local 

government to come up with a solution like participatory budgeting, collaborative governance, 

policies, etc. For instance, online voting tools in getting people's views can be part of this 
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approach. These tools give citizens a chance to input policy-making processes to initiate, 

impede, or amend laws. The most common are e-petitions, e-referendum initiatives and signing 

up to campaigns. Official government data can be used for the examination of decision-making 

tools. 

 

The third dimension, known as e-government, can be divided into two main sub-components: 

information and transaction. The information provided in e-government might look the same 

as in the participatory dimension, but it is different. In the participatory dimension, the 

information provided encourages and empowers people to participate. In contrast, the function 

of information for e-government is aimed at a more general objective focusing on websites that 

provide information from the local government. Thus, the indicators are the existence of the 

websites themselves so that citizens can access not only recent but also older documents and 

the comprehensiveness of the information so that citizens can, to a great extent, get an overview 

of a policy or receive additional support via links, podcasts, etc. Another sub-component is the 

transaction. According to Layne and Lee (2006), the transaction phase allows local government 

to interact with the people by providing various agencies links, for example, services and forms 

online and a working database supporting online transactions.  

 

The three-dimension is used to study the local government websites. By the services provided 

by e-government in local government, this study can show the degree of engagement between 

the government and the people. Based on the explanation, the features listed under each of the 

subtopics are used to guide the content analysis in this research and assess the e-government 

progress in Selangor local government.  

 

From the literature review, some challenges for the successful implementation of e-government 

and e-democracy were discussed in terms of the technical aspect, such as the lack of 

infrastructure IT and the attitude of citizens towards the use of services offered by the 

government. Therefore, the study viewed these three components under e-democracy: free and 

equal access, e-participation and e-government. The challenges to e-participation were studied 

by looking at these three dimensions of e-democracy. 

 

The assumption that can be made in this study is free access to the internet is likely to support 

e-democracy where people can participate without any discrimination by using the services 

provided by the local government of Selangor. Besides that, this study assumes that the 

provincial 

government in Selangor provide features that can boost people's participation in the 

government’s decision-making process and promote two ways of communication between 

them. Thus, this study believes that e-government features provided by the local government 

can promote e-democracy in Selangor local government. 

 

Unit of analysis 

There are twelve local government official websites in Selangor. In this study, only four have 

been chosen to be studied as a unit of analysis. The local government's official websites are 

Petaling Jaya City Council, Kajang Municipal City Council, Klang Municipal Council, Subang 

Jaya Municipal Council. This study only examined the official websites of local government 

websites in Selangor. Therefore, any other links to the site are not counted for analysis. Only 

four local government websites chosen as units of analysis in this study are because these 

websites are in the Klang Valley area where the internet penetration is high with elevated 

numbers of internet users. The assumption is that Klang Valley located local governments are 



 
 

 

 

347 

 

Volume: 7 Issues: 46 [July, 2022] Special Issues pp. 341 - 351 

Journal of Islamic, Social, Economics and Development (JISED) 

eISSN: 0128-1755 

Journal website: www.jised.com 

DOI: 10.55573/JISED.074635 

 

 

 

 

focusing on online governance because of easy access to technology; hence, users are well 

aware of e-government services and the importance of e-democracy.   

Table 1 shows the links to the state’s local websites in Selangor. The addresses were drawn 

from Google and the Malaysian State Portals. 

 

Table 1: Lists of Selangor local Governments Websites. 

No.  Lists of Local Government Websites in Selangor Official Website links 

1 Petaling Jaya City Council / 

[Majlis Bandaraya Petaling Jaya (MBPJ)] 

http://www.mbpj.gov.my/en 

2 Kajang Municipal Council / 

[Majlis Perbandaran Kajang (MPKJ)] 

http://mpkj.gov.my/ 

3 Klang Municipal Council / 

[Majlis Perbandaran Klang (MPKLANG] 

http://www.mpklang.gov.my/en 

4 Subang Jaya Municipal Council / 

[Majlis Perbandaran Subang Jaya (MPSJ)] 

https://portal.mpsj.gov.my/ms 

(Source: Compiled by the author) 

 

Data Analysis 

This study employs a qualitative approach to study the contents of websites and the challenges 

that impede the successful implementation of e-governments in the Selangor local government. 

This research is required to refer to both primary sources and secondary sources. The secondary 

sources are needed for data analysis obtained from observations on the websites, respondents’ 

answers and interviews with the website administrators. Data analysis is based on the results 

from the content analysis from the websites. The data assist in the interview with the website 

administrators. Therefore, the theoretical framework proposed in this study was used to guide 

the content analysis and interview with the website’s administrators. These semi-structured 

interviews help to learn more about the obstacles faced by local government and provide insight 

into the dimensions of e-government and e-democracy. 

 

Results and Discussion 

The overall results are tabulated in the table below. 

 

Table 2: Results of Data Collection 

 

                                                           Free and Equal Access 

 Petaling 

Jaya 

Subang 

Jaya 

Kajang Klang 

1. Legal Provision     

 Privacy policy / / / / 

 Security policy / / / / 

 Latest Update / x / / 

2. Technical infrastructure     

 Technical filtering/blocking / / / / 

 Disabilities barrier feature / x / / 

                                                                 E-Participation 

1. Information x x x X 

 Discussion’s platform (in the website) / / / / 

 Social media / / / / 

http://www.mbpj.gov.my/en
http://mpkj.gov.my/
http://www.mpklang.gov.my/en
https://portal.mpsj.gov.my/ms
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 Dissemination of information regularly at the 

homepage. 

/ / / / 

2. Dialogue     

 Availability platform to be used by citizens to 

engage with their political actors via social 

media. 

x / x X 

 Frequently asked questions (F.A.Q) x / / / 

 The local government annually 

programs/events. 

x x / X 

3. Monitoring     

 Polls / x / / 

 Surveys / / x / 

 Complaint box / / / / 

 Online parliamentary Monitoring x x x x 

4. Decision making     

 Online voting tools x x / x 

 Availability of other channels provides 

people to provide input into policymaking. 

x x x x 

 Accessibility to government official data. x / x / 

                                                                   E-Government 

1. Information     

 Emergency contact details. / / x / 

 Quicklinks to connect to other departments. / / / / 

 Advertisement/Announcement / / / / 

2. Transaction     

 Availability of online services / / / / 

 Online forms / / / x 

 Different types of online transaction / / / x 

 E-Procurement / / / / 
(Source: By author) 

 

From Table 1, it can be seen that each of the local government websites scored differently from 

one another based on the features listed above in Table 2. 

 

For the first category, free and equal access, it is stated that the Subang Jaya local government 

website fails to provide the website's latest update. The latest update is suggested by Janet 

(2012) as one of the essential features that need to be provided by government websites to gain 

trust from the public when the website is being updated regularly. It means that the website is 

safe to access and used by the public, for example, to make an online payment. Besides that, 

another feature under this category is disabilities barrier features where all the websites 

managed to provide it except Subang Jaya local government. Free and equal access is one of 

the categories that need to be addressed by the local government to give the public access to the 

services online provided by the local government without any restriction and problem. 

 

For the second category, it is recorded that many of the features are yet to be fulfilled by the 

local government websites except for a few features, namely social media, dissemination of 

information regularly at the homepage, complaint box where all the websites managed to have 

all these features. In this category, all the features listed under e-participation are expected to 
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enhance and promote e-democracy. This means that the public is encouraged to participate in 

the government's decision-making process. However, based on the interview conducted and the 

results gathered through content analysis, the government remains committed to involving 

people more in government decision-making, for example, through dialogues, online 

parliamentary functions, online voting tools, and discussion platforms. 

 

The last category under e-democracy is e-government. In this category, it is clear that the local 

governments have provided almost all the features listed except for one under information; 

emergency contact details where only one website is unable to provide this feature; Kajang 

local government website. In this stage, the website is expected to provide basic information to 

the public without needing feedback or two-way communication compared to the second 

category known as e-participation. 

 

Challenges to The Effectiveness and Efficiency Of E-Government Concerning Democracy 

Based on the collected results, the authors identified several problems that stand in the way of 

successful e-democracy implementation, namely budget allocation, unclear division of 

responsibilities, public awareness and acceptance of local government websites, standardisation 

of functions of individual local government websites, no regular updates of local government 

websites. The discussion is as below.  

 

Allocation of Budget 

A budget is needed for app development or new systems on the website. Especially in the phase 

of covid 19, a new system must be installed and presented to the public to easily access the 

services available online without going to the office. Thus, more budget is required to upgrade 

or develop more features in the website, and the process for a specific budget to get approval is 

time-consuming. Allocation of funding on research and development needs to be considered as 

well. 

 

Many software and applications need to be studied in detail and applied by the local government 

officers. They feel motivated to acquire knowledge and use it to develop the website. Thus, 

training is necessary to train the staff in charge of developing the websites. Furthermore, 

according to Subang Jaya local government officer, competition can be made among IT officers 

among all the local governments in Selangor. 

 

Unclear Divisions of Tasks 

According to the officer from Klang local government, the division of tasks among the staff is 

unclear based on the interview conducted. For instance, who and which department shall control 

the website's contents, structure, social media, etc. This leads to malfunction of the system and 

leads to no cooperation among the staff because no clear job scope is given for each department. 

Besides that, for Subang Jaya local government, the IT department only controls the website, 

but the Corporate Department oversees most of the contents and language. The researcher 

observed that the job scopes vary from one local government to another during the interview. 

Therefore, clear tasks divisions should be discussed because the local government needs to 

know each department's functions. 

 

Public Awareness and Acceptance Towards Local Government Websites. 

From the interview conducted, Petaling Jaya and Subang Jaya local governments have a high 

number of users who use the e-payment system on the website. According to the local 

governments of Petaling Jaya and Subang Jaya, they have even received emails and calls from 
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the people to provide more services related to e-payment so that they no longer have to be 

processed manually. However, in Klang and Kajang, this aspect is still problematic. Some of 

them do not have confidence in using the services, especially electronic payment. In their 

opinion, it is quite difficult to change people's acceptance to use the local government website. 

Furthermore, by not getting public support, it isn't easy to fulfil e-democracy. According to M. 

Kurfah et al. (2016), Voutinioti (2013), failure to earn public trust is one of the factors that 

hinders the successful implementation of e-government. They also mentioned that public 

rejection of e-government services could jeopardize the implementation of e-government in that 

particular country. Thus, public trust in the usage of e-government needs to be tackled by 

recognizing factors that hinder the public from its use. 

 

Standardisation of Features in Each of The Local Government Websites. 

It has been found that each local government website has different structures and contents 

varying from one another. Thus, all these local governments scored differently when the 

researcher conducted the study. In addition, the MAMPU has provided guidelines for the 

content of websites, specifically for monitoring all websites to follow the same standards for 

the structure according to the checklist they provide. However, now, it can be seen that each 

local government are allowed to come out with their website structures as long as the primary 

and essential features listed by MAMPU should be there. 

 

No Regular Updates on the Local Government Websites. 

Based on the website, the researcher was able to find that some of the websites do not update 

their website regularly and constantly, as mentioned above. Also, some people are not aware of 

the latest features that the local government websites offer in their portals. This leads to people 

not knowing the latest features. Officials have found that the public uses social media more 

than the website itself. Therefore, the latest features on the website can be posted on social 

media such as Facebook with a link so that people can follow and use the services offered 

online. So this aspect should be improved to protect the security and privacy of the websites 

from other parties, which would later affect the successful implementation of e-government and 

lose people's trust, especially in terms of personal privacy (Fugan, 2002). 

 

According to La Porte et al. (2002), evaluating the freshness of a website is one of the critical 

elements to pay attention to. A new website can spread fresh content and frequent indexing by 

the relevant authority (Jason Roy, 2016). It can show how seriously a government agency takes 

e-government services. It is said that the more frequently a website is updated, the more often 

the search engine will visit those websites (Jason Roy, 2016). 

 

Conclusion 

Local government websites are crucial to be a platform of service delivery from the government 

to the public. Therefore, the content of the websites must be updated regularly to comply with 

MAMPU guidelines. By upgrading and improving the contents of the state websites, Malaysia’s 

target to be a digital government can be fulfilled gradually. In this study, as guided by the 

theoretical framework, to achieve e-democracy, all those three components, namely free and 

equal access, e participation and e-government, must be developed continuously. The progress 

needs to be tracked to bring positive results at the end of the day. Based on the research 

conducted, it is agreed that e-democracy can be achieved through local government websites. 

However, all obstacles and shortcomings must be removed to implement e-government with e-

democracy components to be successful.  
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