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ABSTRACT
The advent of technology has changed the way of government
to communicate with its stakeholders by incorporating the
notion of e-government based on web-portal. These webportals whereas identified successful in communicating with
the stakeholders also played a vital role in sharing and
managing knowledge. Based on this notion, this article is
concerned with the role of e-government portal in sharing
knowledge and the way through which this portal increases the
efficiency of entire public sector. In the same instance, the KACT model of internet portal is analyzed to identify the
features that make a web-portal best and perfect. In this article,
we conducted a literature review and focused our attention on
analyzing the e-government portals of four countries i.e. China,
Hong Kong, Beijing and Turkish Municipalities. For the
analysis and comparison purposes, the checklist of K-ACT
model is used. The findings revealed that the e-government
portal of these countries is not fully matched with the features
as described in K-ACT, which ultimately affect the knowledge
management and sharing practices in the region. Therefore,
recommendations are made to improve the existing portal for
knowledge sharing so that citizens can take more knowledge
benefits from the e-government portals.
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1.

INTRODUCTION

Like private sector, the scope of knowledge management
(KM) has also been increasing in public sector. Government
organizations, in this way, also require dealing with bulk of
information, which encouraged them to immediately launched
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KM projects to manage the information easily and
comprehensively [1]. Therefore, governments are now turning
their attention from the notion of government to e-government
to provide higher standard of quality and responsiveness to the
public who are already familiar with the required technology.
These efforts of government whereas make the services more
comprehensive, technology oriented, and easy to access, in the
same, it fosters the better relationship between government and
citizens. Here, the role of KM is fundamental because it
ensures that the knowledge flows efficiently between the
government and community [2].
From all over the world, the governments that introduced
and implemented e-government concept typically has a web
portal, which works as a gateway between government and its
e-services. Such web portals have lack of social cues and
interpersonal interaction, which makes the knowledge quality
and service delivery more effective as well as increases the
importance of KM and knowledge sharing. There are numbers
of studies that have been conducted on the KM and egovernment topics such as significance of KM in e-government
[3]; KM strategies and approaches for public sector [4]; issues
of KM in public sector [5]; technological infrastructure for KM
[6]; structure of e-government portal, to name a few [7].
A critical area that still needs to be addressed is to
examine how this web based portals works in e-government
structure to support the knowledge sharing and KM. Therefore,
this article addresses the gaps in the literature by purely
focusing on qualitative aspects and data.
1.1
Aim and Objectives
This article addresses two main objectives:
i.
To review the way through which e-government
portals works for sharing and managing knowledge
ii.
To critically review a K-ACT model of KM in
web-portal and compare its findings with the stateof-the-art research to come up with the outcomes
1.2
METHODOLOGY
The article is based on qualitative methodology, in which
the article reviews the previous studies and evaluates the
success of e-government portals by using a K-ACT model.The
article initiated with a brief background of the area that is under
consideration and then stated the aim and objectives of the
article.
The next section is literature review, which first presents
the general overview of knowledge, knowledge sharing and
knowledge management, e-government& e-government portals,
link between e-government portals & knowledge sharing, and
then analyze the earlier work conducted on the e-government
portals in different countries. This way of analyzing literature
would be effective in terms of understanding how egovernment in different countries uses web-portals to sharing
and transferring knowledge. In the next section,

weanalyzetherole of KM model in web-portal in terms of KACT modelbyexamining all the relevant aspect of the model.
Later, the discussion section comes, which compares the
literature findings with the key aspects and basics of the KACT model, based on which appropriate conclusion and
recommendations are given to furthermore improve the webportal to make knowledge sharing more efficient.
1.3
CONTRIBUTION
This study on analyzing how the web-based egovernment portals work for sharing knowledge is a significant
attempt to analyze the use and benefits of having effective
web-based portal for knowledge sharing. This would help the
government organization to understand the value of web portal
and their role in knowledge sharing as well as would help in
improving their existing web portals as accordance to the
suggestions and recommendations of earlier researchers. This
change would also improve the flow of communication among
various parties associated with e-government portals as well as
would bring the fundamental changes in the way e-government
performs to meet its goals.

2.

LITERATURE REVIEW

2.1
Knowledge, Knowledge Sharing and Knowledge
Management
In this information age, knowledge is definitely time
bound and critical to survive and compete in the market.
Knowledge is a fundamental aspect that any kind of
organization needs to run business operations. In a wider
framework, it is a valuable intangible asset for creating and
sustaining competitive advantages [3,8]. According to Ndou
(2004), knowledge can be defined as the facts, information,
skills and understanding that a person has achieved by any kind
of learning, training or practice, which improve the evaluating,
decision-making and implementation capabilities of certain
person [9].
In the literature, KM and knowledge sharing has been
described by many researchers for decades. For instance, a
basic definition of KM given by Fang (2002) defines it as a
process of capturing, allocating, and effectively using
knowledge or information [10]. The contrary, Fraser, et al.
(2003) argued that KM is a set of different practices, which
contains organized processes based on technologies and
efficient techniques through which a person could become
motivated toward effective creation, management, distribution,
utilization and sharing of knowledge to become more
knowledge-oriented [11].
Moreover, Zack (2002) explained the concept of KM by
defining it as an effective learning procedure related to the
discovery, utilization and sharing of knowledge which uses
suitable technology and cultural environments hi esatrcti ot
performance of an organization [12]. Hence, all these notions
concluded with that KM is a corporate oriented phenomenon,
which is basically associated with the managing of knowledge
within any organization’s settings to achieve desire goals.
2.2
E-Government and E-Government Portals
It is observed that in the early period of 1990s, egovernment was virtually unknown concept that is in the recent
period is remarkably evolved. This concept is applicable to
address the emerging concerns such as growing complexity of
issues being faced by the government. Currently, the
information and communication technologies (ICTs) are
identified to have exceptional management potential that can
be used to assist government in information and service
delivery. Since, ICTs can assist in developing a network
constitution for interconnectivity, service delivery, efficacy,

communication, transference, and responsibility. Therefore, egovernment has turned out to as the famous way of public
management for covering of all these functions [13].
According to Palkovits, Woitsch, & Karagiannis (2003),
e-government is an association between governments and their
clients, i.e. businesses, public agencies, citizens, suppliers,
inter-governmental departments and so on [14]. Moreover,
Ashok (2004) argued that e-government services involves
several stakeholders including citizen, non citizens, business
users, government employees, IT developers, public policy
makers, public administrators and politicians [15].
Furthermore, the concept of e-government can be defined as
the use of internet or WWW (World Wide Web) for providing
government information and services to citizens [10].
Furthermore, it is observed that e-government utilize
ICTs, particularly web-based applications, to improve
accessibility and professionally delivering government
information and services [16]. The example of such web-based
application is web-portal. The use of web-portals is relatively a
new phenomenon, which is introduced due to the increasing
conflicts between government and broad range of stakeholders’
interest. According to Koh, Ryan, & Prybutok (2005), eservices turned out to be a challenging task because of
numerous aspects concerning e-government ICTs system and
stakeholders since stakeholders have different interests, cost
assessment, advantages and objectives that influences users
contentment and service take up. Hence, the attainment of one
situate of particular e-government aim for one stakeholder may
outcome in the non-attainment of another set of particular egovernment objectives for another stakeholders [17].
To address the specified issue, the use of web-portal
identified effective since it helps the government in meeting the
objectives and expectations of all stakeholders by proving them
single platform. In particular, e-government portal is a webbased application that allows multiple users to access desire
government services by their own as well as allow them to
interact easily with government agencies [18]. These portals
provides several benefits to users, including: improve and
fastest access to information or service, increase collaboration
with government, use of existing e-service applications,
quickly interact with internal and external application or
information sources, and effective integration between
applications [14].
2.3
Link between E-Government Portals &
Knowledge Sharing
In the literature, a great association of e-government
portals and knowledge sharing has been identified [14]. Since,
portals do not directly create knowledge, but they play vital
role in collecting, organizing, and sharing stored knowledge. In
simple words, it can be said that e-government portals works as
a platform of exchanging knowledge between government and
citizens. These portals are integrated with the facilities such as
e-mail, chartroom, news section, search option, forums and so
on, which helps in sharing and exchanging of knowledge [19].
On the contrary, Misra (2007) argued that knowledgesharing portals are integrated with advanced knowledge
representation, searching features, and supporting knowledge
workers in their activities. Such portals provides methods and
approaches to extract, evaluate and categorize both structured
and unstructured information as well as determine the
relationship between content, people, area of information, and
user activities [20]. Consequently, users of such portal
required knowledge that fulfils their needs [20,21,22].

Moreover, it is studied that an ideal portal is one that provides
one-stop solution to all users in terms of acquiring knowledge.
As such, portals directly improve the delivery of information
and services. It is because such portal allows e-government to
share both internal and external knowledge by proving a single
gateway [23]. Similarly, Yildiz (2007) and McNabb (2006)
supported that one-stop e-government portals offers several
features such as spontaneous categorization of information,
fastest information search, information subscription,
knowledge support, collaboration facility to share knowledge,
security, privacy, customization, personalization, information
directories, various knowledge sharing and delivery channels,
easy to access, connectivity with different government
departments through single access, and so on [24,25].
Thus, it can be said that the KM and knowledge sharing
e-government portals helps in delivering miscellaneous
services and information to the users and facilitates them by
providing numbers of features, which ultimately lead to the
success of the government as well as ensure the best delivery of
the knowledge and services.
2.4
Related Work on Knowledge Sharing by Using
Web-Portal
In the literature, there are numbers of studies have been
conducted that confirm the use of web-based portals by
government in numbers of countries from all over the world
[26,27,28]. This section of the article provides the discussion
and analysis of some of these studies in order to understand
how portal works within respective environment for sharing
knowledge.
Staab & Maedche (2001) conducted a study on Hong
Kong e-government portal and analyzed it carefully. In result,
the authors found that the e-government portal of the country is
supported by advertising revenue and pay-per-use revenue
generation model, while such KM portal is still at early
development stage and no leading technology is integrated with
it specifically in the context of awareness and absence of
intelligent search engine feature. Authors further recommended
that the e-government structure of Hong Kong still require
considerable technical support to make it efficient [29].
Moreover, Ozlen (2013) analyzed the KM system of
Turkish Municipalities by using quantitative survey approach
and analyzed survey results with regard to KM literature. The
survey was conducted from the 158 KM system users of
Turkish Municipalities and results were analyzed using
statistical analysis approach. The findings of the study has been
summarized with that the KM system has lack of technical tool
integration. However, the system identified easy to use for all
users [30]. Thus, this study identified with lack of focus on
other aspects of the existing KM system, which indicates its
weaknesses in terms of making KM system efficient.
In contrast, Wagner, Cheung, Lee, & Ip (2003) discussed
the Beijing Government portal and stated that the portal
provides various facilities to the citizens for sharing knowledge,
including: e-services, information about laws & regulations,
news centre, links to other public departments e-mail section,
suggestion, complaints or feedback facility, and electronic
forum, which facilitates two-way communication between
government and public. Thus, it indicates that the portal system
of Beijing government is efficient and covers various aspects of
K-ACT models [31]. Therefore, the success of the portal can
be seen in the government portal of Beijing.
Zhou & Gao (2007) studied the KM e-government portal
of China by using e-government framework based on various
components, i.e. Policies system, Technical standard system,

Information
infrastructure,
Information
management
infrastructure, and Information application service layer. The
findings revealed that e-government in China have logical state
of KM system based on internet and web-based activities,
which helps in the economic and social development of the
country. It allows government to effectively share and
exchange knowledge by developing effective communication
between government and its stakeholders (See Figure 1) [18].

Figure 1: E-Government KM System of China [18]

Hence, this section summarized that throughout the world,
the KM systems are integrated with online facilities but these
portals are efficiently working as well as not accordance to the
features as described by K-ACT Model in next section.
2.5
K-ACT Model for Knowledge Management in
Web-Portal
With the advent of the notion e-government portal for
knowledge sharing, several KM models for the internet have
been introduced and implemented by different organization to
improve their KM and sharing processes and activities. The
example of these models may include Acquisition,
Organization, and Distribution (AOD) model [32,33],
Internet-based Customer Knowledge Management model [34]
and K-ACT (Knowledge Access, Creation and Transfer) model
[35]. However, this section only analyses the K-ACT model of
internet to access the research outcomes because the earlier
models are mainly applicable for e-commerce web-portal
where the notion of e-government portal is relatively absent.
K-ACT model determines the three key dimensions of
KM portal (See Table 1), which are applicable to various
domains including e-government [35].

Table I: Dimensions of K-ACT Model

K-ACT Model
Elements

Dimensions
Access to portal
Search

Knowledge
Access

Knowledge
Creation

Knowledge
Transfer

Browse
Personalization

Accessibility
Information
Presentation
User information
acquisition
Domain data
acquisition
Feedback
Online
collaboration

Sub-Dimensions

Query & Result
Display
User & System
Driven
personalization

Organization-touser & user-touser collaboration

Information alerts
User support
Resource sharing
2.5.1 Knowledge Access
It allows users to have access to the knowledge portal. It
gives emphasis to the methods that support the acquirement of
knowledge by individuals from certain portal and change the
distribution and sharing elements into a mix of portal-toindividual and individual-to-individual-via-portal approaches
for sharing knowledge. Furthermore, it helps in searching,
browsing, personalization and delivery of varied information. It
has following dimensions and sub-dimensions [35]:
 Access to portal–It helps in locating the portal suing
foremost search engines. Therefore, a good portal is one
that receives maximum hitin key search engines.
 Search –It evaluates the ability of a portal in terms of
retrieving information. Therefore, a good portal is one that
quickly searches the appropriate service or information as
per users’ need. It further has following two dimensions:
a.
Query–it refers to the type of querying system
integrated with portal, in terms of advanced search
b.
Result Display–it refers to the sorting and
refinement options availability inweb-portal
 Browse– it facilities content exploration; so the best portal
is one that include sitemaps or keyword indices
 Personalization –it facilitates users to personalize portal
content by creating accounts or profiles for targeted
information. Therefore, best portal allow user to create
account and select & organize information accordingly. It
has following two sub-dimensions:
c.
User-Driven Personalization –it allow users to
personalize content according to need
d.
System-Driven Personalization–it refers to the
capability of portal to personalize content
according to anticipated user type. For instance,
content is only available for government officials
 Accessibility– It refers to the extent to which portal allow
the people with special needs. Since, a best portal is one
that support all people needs including people with

disabilities to perceive, understand, navigate and interact
with the web. The example may include the facility of
audio-visual information access.
Information Presentation– It refers to the way through
which the information is presented to the users i.e. text
style, graphics, video or audio. Thus, a best portal is one,
which allows user to gain knowledge via different
multimedia types.

2.5.2 Knowledge Creation
It includes acquisition of knowledge from both
perspectives, about the user and from the user. Besides, access
mechanism maintains a flow of knowledge from portal-to-user
and user-to-portal. The knowledge creation has following
dimensions and sub-dimensions [36]:
 User Information Acquisition – it examines the features of
portal effective for obtaining information from and about
the portal. So, a good portal is one which allows options
such as Membership Sign-upto provide convenient and
secure way of capturing information.
 Feedback – This feature allows users to give feedback
about the portal in terms of e-mail, online form, etc. This
helps in improving the portal performance and efficiency.
Hence, a good portal is one that integrates with these
features.
 Domain Data Acquisition–It evaluates the capability of
portal to obtain specific information from users. This
example includes online polling or survey.
2.5.3 Knowledge Transfer
It supports user-to-user flow knowledge sharing process
by focusing on the knowledge sharing tools adopted by both
organization and individual who have access to the portal. The
dimensions and sub-dimensions of knowledge transfer are [19]:
 Online Collaboration– It evaluates the support of portal in
terms of making interaction and sharing knowledge with
users. It has following sub dimensions:
o Organization-to-User Collaboration–it includes
the feature of chat or e-mail, which could assist
the users by the involvement of organization
representatives.
o User-to-User Collaboration– it includes the
features such as forum, wikis, or blogs that
allow the users to interact with each other to
share ideas and knowledge.
 Information Alerts– It refers to the system that keeps
portal users up-to-date about the latest information or
services as per accordance to their need and interest. It
may include subscription facility via e-mail.
 User Support– It refers to the integral features of a portal
that allow users to take online assistance whenever any
problem takes place. The example may include FAQs,
help desk support, tutorial, etc.
 Resource Sharing – It refers to the availability of external
or internal sources (web-links) in the portal that could
contribute in increasing users’ knowledge.
K-ACT model has a checklist, which works as a tool that
can be used for evaluating the performance of web-based
portals. This checklist is based on the dimensions and subdimensions of the model, which is given in Appendix A. Thus,
this checklist is analyzed in the context of different countries
and other e-government portals for knowledge sharing in order
to understand whether their portals are up-to-date and to
provide the best platform of sharing knowledge.

3.

ANALYSIS AND DISCUSSION

This section presents the analysis and discussion on the
literature findings. In this section, the aspects of KM and
knowledge sharing portals are analyzed by using K-ACT
Checklist. In this section, the e-government portals of China,
Hong-Kong, Beijing, and Turkish Municipalities are analyzed
based on literature findings and compared with the checklist of
K-ACT model. This would help in understanding how different
portals are working for sharing features and whether these
portals are integrated with latest technologies and features,
which could play effective role in making these portal best. The
analysis is summarized in Table 2, in which the right symbol
indicates the presence of certain dimension while wrong sign
indicates the absence of certain dimension in e-government
portals of different countries.
Most initially with respect to ‘Knowledge Access’, it is
found that the portals of Beijing, Hong Kong, China and
Turkish Municipalities are listed on the first page of the search
engine, which means that ‘Access to Portal’ dimension is
integrated with all chosen countries e-government portals.
Besides, in terms of ‘Search’ dimension China identified with
both ‘Query’ and ‘Result Display’ dimensions while Beijing,
Hong Kong have only ‘Query’ dimension. In contrast, Turkish
Municipalities have neither ‘Query’ nor ‘Result Display’
dimensions are integrated with their portals. Furthermore, no egovernment portal of each country has been identified with
‘Browse’ dimension. It means that there is lack of facilities like
sitemap or glossary on the portal. Concerning to
personalization, only Beijing and Hong Kong portals are
integrated with user-driven personalization incorporated with
the membership and registration facilities. Besides, all of them
has lack of system-driven personalization, which means that
knowledge or information on these portals are scatter, which
takes time in searching or obtaining required information.
Moreover, all four countries portals have lack of accessibility
since the people with disabilities cannot use portal to access
knowledge, while information is presented on these portals in
various forms including pictures, graphics, and so on.
About Knowledge Creation mechanism of K-ACT model,
it is found that no anyone e-government portals of each country
acquire ‘User Information’ i.e. personal and contact
information of the users, which somehow highlights the lack of
security on these portals. Furthermore, the e-government
portals of China, Hong-Kong, Beijing, and Turkish
Municipalities are identified with lack of ‘Domain Data
Acquisition’ facilities i.e. polling, survey, etc. while these
portals facilitate users by offering ‘Feedback’ facility through
e-mail.
Finally, concerning to ‘Knowledge Transfer’ mechanism
of K-ACT Model, it can be seen in Table 2 that the egovernment portals of China, Hong-Kong, Beijing, and Turkish
Municipalities have lack of online collaboration tools including
‘Organization-to-User’ and ‘User-to-User’ collaboration.
Moreover, it is found that except Turkish Municipalities webportal, all other countries web-portal offers the facility of
‘Information Alerts’ such as e-mail alerts or newsletters. ‘User
Support’ is also available in the portals of each country, but it
is limited to FAQs. Besides, no ‘Resource Sharing’ facility has
been identified on these portals.

Table II: Evaluation of E-Government Portals of Different Countries
using K-ACT Checklist
Dimensions/Sub-Dimensions
China Beijing
Turkish
Hong
Municip Kong
alities
1. Knowledge Access
1.1.
Access to portal
√
√
√
√
1.2.
Search
1.2.1. Query
√
√
X
√
1.2.2. Result Display
√
X
X
X
1.3.
Browse
X
X
X
X
1.4.
Personalization
1.4.1.
User-Driven
X
√
X
√
1.4.2.
System-Driven
√
√
√
√
1.5.
Accessibility
X
X
X
X
1.6.
Information
√
√
√
√
Presentation
2. Knowledge Creation
2.1.
User information
X
X
X
X
acquisition
2.2.
Domain data
X
X
X
X
acquisition
2.3.
Feedback
√
√
√
√
3. Knowledge Transfer
3.1.
Online collaboration
3.1.1.
OrganizationX
X
X
X
to-user
3.1.2.
User-to-user
X
X
X
X
3.2.
Information alerts
√
√
X
√
3.3.
User support
√
√
√
√
3.4.
Resource sharing
X
X
X
X

4.

FUTURE PROSPECT

The article has several areas that future research needs to
be improved. First, the research is only analyzed the
government portals of four countries (China, Hong-Kong,
Beijing, and Turkish Municipalities), due to which global egovernment portal system for sharing knowledge is not clear.
Therefore, future research would analyze the e-government
portal of other countries too so that globally accepted features
of knowledge sharing e-government could be recognized.
Secondly, the literature is purely qualitative; therefore,
future research would be conducted by incorporating
quantitative aspects i.e. conducting survey so that the real
image of government portals could be justified in the light of
real facts. Here, it is impossible to include all the countries and
their e-government portal users, due to which random and
online survey would be preferred in order to avoid biasness and
gain authentic results.
Third, there are still numbers of studies that could be use
or analyze to gain the insight about research phenomena under
consideration. However, due to time and word count
limitations, the researcher do not incorporated and analyzed
those studies. Therefore, future research would include more
articles and studies to understand the research phenomena more
deeply.

5.
CONCLUSION &
RECOMMENDATIONS
The aim of the article was to review the way through
which e-government portals works for sharing and managing
knowledge and critically analyze the K-ACT model of KM in
web-portal and compares its findings with the literature review
to come up with the outcomes. The aim of the article has been
accomplished successfully since the analysis revealed that the

notion of e-government web-portal is common throughout the
world, but these portals are not playing efficient role in sharing
and managing knowledge. Since, most of the countries have
been identified with lack of key features as described by KACT model, which helps in making e-government portals
efficient. The countries are also failed in providing one-stop
solution of acquiring and sharing knowledge, which highlights
the need of improving those portals.
Furthermore, it has been depicted that the role of egovernment portals is significant in managing and sharing
knowledge effectively between government and its
stakeholders i.e. citizens, government representatives etc.
Therefore, it is recommended that the government of the
countries must evaluate their e-government portal by using KACT dimensions and sub-dimensions because these
dimensions covers all the aspects that could make an ideal
web-portal of knowledge sharing. Hence, this would improve
the service of the government as well as increase the trust of
citizens on the government, which ultimately develop the
strong relationship and interaction between them.
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APPENDIX A – K-ACT MODEL CHECKLIST

