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Abstract: During and after the latest civil conflict erupted since 2014, there is lack of studies that shed the light
on the situation of the Iraqi e-services. These services, like another life subjects, influenced negatively by these
harsh situations. The e-service could fit and serve affected citizens due to the difficulties and risks that hinder
their access to the government premises. Affected citizens’ viewpoint during a non-natural disaster is critical to
clarify the real situation of this kind of services. This study attempts to fill this gap in the literature and handling
the lack of knowledge facing the services providers in unstable countries. This article shows firstly the
conceptual model of the main fundamentals that lead to fruitful Iragi e-services. These fundamental are
availability, benefit, cost, Internet speed, satisfaction, routine, time, and flexibility. Secondly, this article
illustrates the method and procedures that will be followed to survey the internally displaced people in Iraq
regarding the situation of these services in such unstable environment.

Keywords: Civil Conflict, E-services, Internally Displaced People, Modelling, Service Delivery.

Date of Submission: 31-05-2018 Date of acceptance: 15-06-2018

I. INTRODUCTION

Various substantial changes in daily life nowadays caused by the prevalence of Information and
Communication Technologies (ICT) [1, 2]. The majority of society sectors (i.e. organizations and governments)
profoundly affected by the rapid developments in ICT. ICT promoted emerging fields as service dissemination
methods (e.g. e-learning, e-commerce, e-services). ICT popularity plays a fundamental role in re-engineered
entire service processes globally and serve government agencies in improving its interaction with beneficiaries
and heighten their work performance [2-4]. Just as the daily life has been influenced positively by the ICT
application, it is negatively affected by disasters and calamities. Different reigns and countries currently face
various types of disasters. Governments are attempting to adopt more ICT to improve emergency response and
rescue operations. Disasters can be divided into two types: natural disasters (e.g. earthquakes, floods, and
hurricanes) and non-natural or man-made disasters (e.g. war, conflicts, and violence) [5-7].

The first inducement to carry out this study is that research on ICT in non-natural disasters are rare [3,
4, 8]. Existing studies on ICT usage in non-natural disasters had highlighted how the various technology
applications are used by affected citizens to mitigate disaster impacts of disasters within an affected region.
However, the researchers neglected the role of e-services during and after non-natural disasters [2-4, 8, 9]. In
non-natural disasters (e.g. civil conflict erupted in Iraq since 2014), e-services are necessary because it is
dangerous and difficult for the affected citizens such as Internally Displaced People (IDP) to reach to the
government sites, and this is where these services could fit and serve the purpose [3, 8].

The second inducement is that the large-scale ICT projects (e.g., e-services) in post-conflict areas
remain under extreme situations with numerous additional complicating features [1, 10]. This indicates that the
situation of e-services has likely worsened after the ISIS war erupted in Iraq [11]. Steps to investigate the status
of the Iraqi e-services to achieve successful implementation in war environment are necessary.

The huge congestions on the Iragi government premises made by the IDPs who seeking to accomplish
the governmental transactions represent the third inducement behind this study [12-20]. While most of these
transactions can be accomplish through the Iraqi e-services [21], the number of people in front the government
offices reaches the thousands a day. This situation indicates to the lack of use for the e-services provided by the
Iragi government among IDP. These e-services enable the IDPs to accomplish the transactions with low cost,
shorter time, and reduce their exposure to the explosion, killing, and kidnapping while physically visiting the
government agencies [3, 8]. The existing IS studies, especially in Middle East, have neglected IDPs which led to
a lack of information and data relating to them. Currently, the Iragi government is attempting to support IDPs
and other citizens through using the e-services [22] because of their capabilities to provide utility in terms of
information and transaction. Therefore, it is imperative to shed light on the real reasons behind the lack of use as
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of the citizens’ point of view, especially IDPs, to increase the usage acceptance of e-services in Iraq, as a one of
countries suffering from non-natural disaster (conflicts and violence).

Il. LITERATURE REVIEW

11 E-service in Irag

Evaluating the Iragi e-services’ efficiency and technical sophistication is critical issue, because maybe
it is not at the acceptable level to accomplish the governmental transactions. Iraqi e-services project at present
reached the two-way interaction stage in the e-services projects development [23], which is satisfactory stage.
The majority of Iragi ministries in touch with the Iragi citizens by many transactions for services they deliver. It
is worth mentioning that many transactions can accomplish by relying (even partially) on Iraqi e-services, which
helps to shorten steps and reduce the time and effort to accomplish the transaction [21, 24, 25]. Iraq has three
main electronic centers for the delivery of e-services; Baghdad, Nasiriya, and Erbil. However, it is noteworthy
that the offices belong to directorates of the Ministry of the Interior have suffered the largest crowds of IDPs
[13, 26], because of the lack of identity documents and the seeking of IDPs to issuing missing documents [27].

There are many benefits achievable from the expansion of implementing these services in Irag.
Examples are the enhancement of good governance, transparency and accountability among the agencies; thus,
increase the mutual trust between the government and their citizens. The e-services reduces the running cost of
the government administration, so it makes the government budget more reasonable and masses-friendly.
Finally, the government to business service will enhance and strengthen the intra-agency communication within
all levels of the government and the entire society as well [28, 29]. According to [3, 8], the known advantages of
e-services in stable environments, expansion in unstable and conflicted environments, because of the seriousness
of a citizens’ movement.

1.2 Internally Displaced People

The first person attempt to define the term ‘internally displaced persons’ IDP was the former UN
Secretary General Boutros B. Ghali. He define IDP as “Persons or groups who have been forced to flee their
homes suddenly or unexpectedly in large numbers, as a result of armed conflict, internal strife, systematic
violations of human rights or natural or non-natural disaster, and who are within the territory of their own
country” [30]. IDPs are among the world’s most vulnerable people. Unlike refugees, IDPs remain in their home
countries, as long as they have not crossed any international border to find sanctuary, they are legally under the
responsibility and protection of their government [31]. According to Global Peace Index 2015 report [32], the
number of IDPs globally reached the highest level since 1945 with 40.3 million people historically. Moreover,
there are 78 countries became less peaceful which, in turn, maximizes the likelihood of increasing the number of
IDPs. Fig. 1 shows the worldwide distribution of people internally displaced by conflict and violence.

People displaced

Figure 1: People internally displaced by conflict and violence (as of 31 Dec 2016) [33]
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This study will be conducted on the places with civil war and conflict situations which are non-natural
disasters. The people in non-natural disasters experience different difficulties than those affected by natural
disasters [5]; for example, war victims may face another threat while they in the recovery stage of a recent
attack. Furthermore, most of the natural disasters are relatively small in scale, and they take place over a short
time period; nevertheless, people who are in the middle of a war experience prolonged disturbances [34, 35].
Victims have to live and adapt to the ever-risky environment and deal with it in their daily lives. These types of
victims who are residing in a place rife with the crisis have to develop persistent situational awareness during
their day-to-day activities as disruptive forces (bombings and violent killing) can occur anywhere at any time.
Hence, the victims’ concerns and behaviors in war areas are different from those who affected by natural
disasters. At the onset of 2014, major conflicts began between the Iragi government forces and the terrorist
organizations called the Islamic State of Iraq and Sham (ISIS). The battles raged on until the present time. To
this end, the collapse of the Iraqi army as a result of the fighting led to the loss of over 1/3rd of the Iraqgi land,
that all came under the control of ISIS. This results in the displacement of 3.3 million citizen were driven away
from their homes and businesses in the conflicted and occupied areas towards safer locations (North & South
Iraq) as well as to the neighboring countries [36, 37].

The increasing number of displaced people still make many problems in various fields. One of the most
significant problems that have arisen is with governmental service’s fields. Due Iraqi government, until recently,
have one channel based on paperwork in the majority of official transactions such as issuing passports, license,
birth certificates, death certificates, paying the fines, and else. This channel requires the presence of citizens in
government premises. However, according to the Ministry of Interior [14-16], interview with the General
Manager of the Nationality Department [12] and with Director of Immigration and Nationality office in Erbil
[13], one of the biggest problems faced by the Iragi government is the great crowds on government premises in
IDPs’ host cities. Which adversely affect the workflow in these offices, or disrupted work completely.

The majority of the services required by the IDPs provided in the Iragi e-services portal and Ministries’
web pages — these include e-Passport, e-License, e-Fines, e-Birth Certificates and e-Death Certificates [21]. For
instance, there are huge congestions on the passport offices made by the displaced citizens seeking to obtain
passports [12, 13]. The number of people waiting outside the offices reaches the thousands a day, while the
displaced can complete most of this transaction through the Iraqi e-services [21], this situation indicates to the
lack of use of Iragi e-services among IDPs.

IDPs are facing many challenges and conflicts (kidnapping and killing) as well as insecurity (violence
environment). The current conflict affects their life making their move, travel or get help more difficult [3, 8, 27,
38]. The Iraqi displaced people are forced to travel frequently from remote areas (where shelters camps) to city
centres to achieve many governmental transactions. Consequently, this may expose them to accidents and cause
a great risk to their lives, especially when they are crowding outside the governmental offices making them
targeted by terrorists [39, 40].

Moreover, according to the report made by IILHR [27], many displaced families were forced by ISIS
to flee quickly without any form of identification. Other IDPs had their documents confiscated by ISIS forces or
abandoned them to avoid detection (i.e. Christ, Shabak, Yazidis, Assyrians and Shiites). A late-2014 survey
conducted by USAID indicated that 44% of all IDP families had one or more members without a critical
national identity card [27]. This issue created some difficulties that further exacerbate the vulnerability of
displaced minority members. In particular, lack of identification makes some services unavailable to IDPs and
restricts their movement. Identity documentation is also critical for registration with the Ministry of Migration
and Displacement, which allows the Iragi government to track IDPs and provide them with Non-Food Items
(NFI) support, such as heaters, stoves, blankets, carpets and plastic sheeting.

I1l. THE MATERIAL AND METHODS
The present study attempts to examine the eight fundamentals showed in Fig. 2 that lead to the success
of the application of e-services [2, 4, 41-43]. These eight main fundamentals are indispensable for any G2C-ICT
services to ensure successful implementation. These fundamentals are availability, benefit, cost, Internet speed,
satisfaction, routine, time, and flexibility [4, 41-43].
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Figure 2: The main success fundamentals of the e-services application.

Availability, in this case, means the awareness of the citizens about the availability of the governmental
services on the Iraqi G2C-ICT services. The benefit, refer in this case to the perceived benefits of the G2C-ICT
services for its users, and how it could increase their intention to use the services in the future. The cost in this
case refer to the user's belief that using the G2C-ICT services will decreases the cost of governmental
transaction. Regarding Internet speed, to investigate if available Internet speeds impact the G2C-ICT services in
such difficult circumstances. As for the satisfaction with the service, denote the general satisfying of the citizens
with the current G2C-ICT services in Irag. Routine and time, in this situation refer to the sense of the extent to
which G2C-ICT services lead to reduce the normal administrative routine and time in Irag. As for flexibility, in
this case is meant the perceived belief of the citizens that the Iragi G2C-ICT services are flexible.

Because of the difficult humanitarian situation of the IDP and the hazardous environment surrounding
them, the questionnaire should be as simple as possible. Thus, this study will use eight items with the
dichotomous scale (yes or no) adapted and translated to Arabic from previous related literature [4, 41, 42], in
order to mildly measure these eight fundamentals as illustrated in Table 2.

Table 1: The adapted items for the study

Fundamental Statement Answer
1-Availability | am aware about the availability of e-services in Irag. Y [N
2-Satisfaction In general | am satisfied with the current e-services in Irag. Y |N
3-Benefit I am aware of the benefits of the current e-services in Iraq. Y |N
4-Routine E-services reduce the normal administrative routine in Irag. Y |N
5-Cost Usage of current e-services decreases the cost of citizen transaction. Y [N
6-Time Current Use of e-services enables me to complete transactions more quickly. Y |N
7-Flexibility The current e-services are flexible. Y |N
8-Internet speed E-services are affected by Internet speed. Y [N

Individual IDP is considered to be the unit of analysis as it is the individual user who utilizes the e-
services. After deciding the type of respondents, the task of getting the list of IDPs distributed across provinces
of Iraq based on last statistics report and master list issued on 15th of May, 2018 from the International
Organization for Migration-lrag Mission [44]. These statistics indicate that Irag has about 3.3 Million IDPs,
distributed in all governorates of the Republic of Irag. After piloting, pre-testing and translate the questionnaire,
we will be required to complete security clearance procedure, because of the critical and sensitive circumstances
in the study area. After that we will distribute the 890 copy of self-administered questionnaire to the adult IDPs
settled in 29 places. The places located in the top six provinces in terms of the number of IDPs (Baghdad,
Dahuk, Erbil, Kirkuk, Sulaymaniyah, and Salahuldeen).

Table 2: The probability sampling of IDP for each governorate

Number of | Number of | % of | NO. of | No. of IDPs | No. of locations will

Governorate IDPs adult sampling IDPs locations be Visited

Baghdad 424,842 225,166 21.3% 189 618 12

Dahuk 395,040 209,371 19.8% 176 140 3

Erbil 361,464 191,575 18.1% 162 185 4

Kirkuk 359,892 190,742 18.0% 161 111 2

Salah al-Din 301,452 159,769 15.1% 134 165 3

Sulaymaniyah 153,018 81,099 7.7% 68 251 5

Total 1,995,708 1,057,725 100% 890 1470 29
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As shown in Table 3.5, in Baghdad, 189 questionnaire copies distributed because it hosts 225,166
adults constituting 21.3% of the total adult IDPs in the selected six governorates. In Dahuk a number of 176
questionnaire copies have been distributed as it hosts 209,371 adults IDP constituting 19.3% of the total adults
IDP in the chosen six governorates. Kirkuk and Erbil host approximately the same number of IDPs; therefore,
the number of questionnaire copies for each of them was 162 for Erbil and 161 for Kirkuk. Salah Al-Din hosts
approximately 159,769 adult IDPs; therefore, 134 questionnaire have been distributed there. Finally,
Sulaymaniyah take the lowest number of questionnaire copies because it hosts 81,099 adult IDPs.
Stratified Random Sampling will be used in this study. It is the most probable sampling design because the
researchers can gain more information about a given sample size [45]. Following this further, 890 adult IDPs
requested for their opinion concerning the status of e-services, adequate as a sampling size [45] and consistent
with the study objective. Furthermore, regarding data analysis techniques, Statistical Package for Social
Sciences (SPSS) V21 used in this study.

IV. CONCLUSION

The authors had presented the first parts of the research in this paper, i.e. the research background and
problem, literature, objective, issues regarding Iraqi internally displaced people, the research materials and
methodology that will be utilize. Research gap has been identified based on the reviewed literature, in which to
clarify the situation of e-services from Iraqi IDP perspective after ISIS conflict erupted. This research is timely
in the management era of non-natural disaster rampant in the world these days. Several governments (e.g. Iraq
[14, 15, 46]) are trying to increase acceptance by highlighting and understanding the reasons behind the lack of
use of e-services in such dangerous circumstances. This study attempts to help in reach efficient and wider
implementation of e-services among IDPs, which will assist them in accomplishing the needed governmental
transactions, saving their lives, money and time, and even contributing slightly to the alleviation of their daily
suffering. Moreover, this will enhance transparency and aid in more cost-effective use of the government budget
allocated for the IDPs.

As a second contribution, this study will provided valuable knowledge for the e-services’ suppliers by
clarification the situation of this service from the perspective of IDP as civil conflict affected citizens. This
knowledge can support them in the development process of the e-services, and draw an effective strategy to
increase the IDPs dependence on e-services instead of manual transact in such dangerous environment. As well,
it will support the efforts towards alleviating the overcrowding on the governmental offices in the cities hosting
IDPs. Thirdly, this study contribute to the existing body of knowledge in the area of IS studies that focus on
utilizing ICT among long-term displaced people, particularly in the middle east environment, due to the scarcity
in the field of such studies. Furthermore, this study can be used as agenda setting for scholars working in the
field of conflicts and their effects on the ICT usage by citizens affected by war.
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