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Abstract
Th is work explores the social elements that characterize the city of Tijuana, with 

the purpose of understanding if there is a disposition related to social capacities for the 
implementation of an electronic government. In the fi rst part, a theoretical and contex-
tual analysis of electronic government is made; aft erwards the data obtained for Tijuana 
is analyzed as a result of a direct investigation in Baja California, with an emphasis on 
Tijuana. Th e main fi nding is whether or not the social conditions exist to make an im-
plementation of an eff ective electronic government in Tijuana. Th e mixed methodology 
used part of Gurr’s postulate regarding the link between relative deprivation and social 
confl ict and we hypothesized that it is required to have a medium-high degree of social 
satisfaction in order to make the implementation of an electronic government.
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Making a defi nition of electronic government

Th e theoretical construction of new paradigms is a product of social evolu-
tion, which has as its main feature non-linearity, which is why they usually face the 
challenges of identifying time as a starting point, followed by acceptance for their 
social creation. In terms of the state functions, the State has been attributed with 
everything related to the maintenance of the individual’s life and that which sur-
rounds it, the elements of nature being the main agents to be controlled, in order 
to achieve the main object, which is to keep human life safe.

In this way, state functions have been involved in increasingly complex pro-
cesses associated with both group and individual needs. For classical theorists 
such as Bonnin and Hobbes, men were born to live in society, not only for the 
need to stay safe, but for the creation of intrinsic elements to the very existence of 
his nature that generates links in the moral world.

Derived from this need for permanence and submission to a higher structure, 
the individual accepts by tradition state control. However, the state evolution has 
given rise to a  construction of governmental structures, which has become in-
creasingly complex throughout the world and involves power relations with actors 
competing for power either through mechanisms of representativeness or infor-
mal ways through infl uence peddling.

Hence, derived from governmental evolutionary asymmetries, or power 
relations that involve other actors and supra-state structures, from the end of 
the 20th century, globalization processes have pushed towards standardization, 
emerging paradigms and giving life through the new technologies to what we 
know today as electronic government.

It is through this channel that electronic government has been built, based on 
technological development, but above all in countries like the United Kingdom, Aus-
tralia, and the Republic of Korea, it has been the wide awareness of government actors 
for the search for better practices through the reduction of ineffi  cient governance ap-
paratus towards transformation to a government that optimizes its resources.

In conceptual terms we should establish a  link between public administra-
tion and electronic government. When we refer to public administration we are 
inferring about all the aspects in which the State intervenes on the daily life of the 
individual, in such a way that the very existence of the state organization is subject 
to the way in which its management model is adapted. While inferring that since 
electronic government has developed from the exponential growth of technolo-
gies giving rise to another major phenomenon that is “cyberspace”, which is delib-
erately associated with globalization, it results in a paradox where the solution to 
the problems of the distribution of wealth is attributed to globalization, just as it 
has happened to democracy as a “magic” formula to fi x all the political and social 
problems of liberal governments.

Likewise, high expectations have been placed on electronic government in 
the literature, where for its conformation it seems that there is a consensus about 
the possibilities of improvement attributed to it.

At the international level, organizations such as the World Bank (WB), the 
Organization for Economic Cooperation and Development (OECD), and the 
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United Nations (UN) have been the actors in the global arena that are defi ning the 
guidelines on which to sustain an electronic government, Th e UN is the organi-
zation whose purpose is to provide tools to solve problems related to the life and 
survival of the individual. I will start by pointing out that for the UN, through the 
Ibero-American letter for E-government, the main objectives are to determine the 
conceptual bases and the components that will constitute it (CLAD, 2007), which 
is why the World Bank has proposed to support the modernization of the public 
sector through fi nancing oriented to the acquisition of technologies in terms of 
technologies that facilitate regional development.

For its part, the OECD has maintained a special interest in the terms of 
e-government, for example during 2016 they held a round table called “round table 
on digital governance and business competitiveness” which was hosted by Cancun, 
Mexico, and that in addition to the contributions regarding the advantages brought 
about by the use of technologies applied to public services, it is worth noting that 
at this round table the objective was oriented towards the search for greater com-
petitiveness by linking it with the business sectors, which are the central axis of all 
governments through private participation. Clearly, what stood out was the case 
of the United Kingdom with the “Red Tape Challenge” project, as well as the fact 
that in Mexico the great challenge is the gap in the widespread use of technologies 
(OECD, 2016).

In retrospect, it is worth remembering that the Inter-American Development 
Bank, in 2002, published a document called “Practical Guide for e-government: 
Issues, impacts and perceptions”, in which the defi nition of electronic government 
proposed by the United Nations is retaken. United through the division of econ-
omy and public administration as “a permanent commitment of the government 
to improve the relationship between citizens and public administration, through 
the effi  cient and effi  cient exchange of services, information and knowledge” 
(UPAN, 2002). In this document a description of the users, the benefi ts, the risks, 
and the regulation among other fundamental elements is made, in order to carry 
out a better implementation process provided with the necessary conditions for 
its success. It is the most modern version being the one proposed by the surveys pub-
lished by the UN E-Government Survey, from 2003 until the most recent in 2018, 
in which it examined in which way governments have used the E-government 
and the technologies of the information to build sustainable and resilient societies 
(Unit Nations, 2018). As well as this is the United Kingdom version, called “ICT 
Impact Assessment Guidelines”, published by the European Commission, (Zam-
boni et al., 2018) where scope and preparation for information technologies is 
evaluated in order to provide support in the policies that are designed having been 
derived from that information.

Contextual elements around electronic government

For its part, the UN, has linked its efforts to understand the technologi-
cal capabilities of governments, developing a survey that aims to provide the 
necessary and sufficient information to assimilate the changes in the govern-
mental sphere regarding the use of information technologies, as well as the 
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construction of more aware societies of their acts and those that are reflected 
in societies that improve their environment and ability to overcome individual 
critical circumstances.

Th e needs detected by the UN, as well as to contextualize the general situation 
of Mexico, resulted in the Ranking of the development index of electronic govern-
ment, which has had a varied behavior. Th e following table shows the places that 
Mexico has occupied, where it can be observed that in the fi rst survey of 2001 it oc-
cupied 22nd place and for 2018 it was in 64th place, thus going down 42 places. 
And being able to be competitive only if it is compared with Central America, 
where it has managed to reach a better location in the index.

Table 1
Places that Mexico has occupied in the electronic 

government survey of the UNO
Year Ranking Index

2001 22 2 .16

2003 30 0.593

2004 30 0.5957

2005 31 0.6061

2008 37 0.5893

2010 56 0.5150

2012 55 0.6240

2014 63 0.5733

2016 59 0.6195

2018 64 0.6818

Source: Own elaboration with offi  cial data of the UN EGDI.

Th e methodology used since 2003 in the development index of the electronic 
government of the United Nations (EGDI) is a composite indicator that measures 
the willingness and ability of national administrations to use the technologies of 
information and communications in the provision of public services.

Methodologically, the EGDI is the weighted average of three standardized 
scores of the most important dimensions of electronic government, these are: 
scope and quality of online services, the state of development of telecommunica-
tions infrastructure and the inherent human capital. In 2001, the quantifi cation of 
results was based on a numerical scale of 1 to 5, where one represents an emerging 
presence and fi ve represents that it is fully integrated, with the best rating.

In the 2012 survey, it was highlighted that Mexico has worked to reduce the 
digital divide, and in 2011, a full search service was included that indexes the fed-
eral, state and municipal portals daily. Likewise, the national portal expanded on-
line services to citizens, including a tool used for anonymously transmitting con-
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cerns and needs to the authorities. It is also mentioned that Mexico is among the 
select group of the 19% of countries that off er a single subscription service.

In the previous table from 2008, it can be seen that its fall in the rating ob-
tained in the index begins, although it still has a good place in the ranking of the 
Electronic Government Development Index, that is why we question whether or 
not the results of the index will be related to the beginning of a new sexennium 
in Mexico. As such, it would be necessary to investigate the actions carried out 
by President Felipe Calderón who represents a political party largely considered 
conservative and whose actions have had direct impacts in terms of Information 
and Communication Technologies (TIC’S).

Methodological construction to visualize electronic 
government in Tijuana

To date, several models have been developed for the measurement of electronic 
government. Th ese evaluation models have been designed for e-government cases 
already implemented. Th ey have, as their main characteristics, the dimensions of 
the “information” and the “transaction of the services”. In the vast majority of these 
model cases, it is assumed that an electronic government is being evaluated. Basical-
ly all of them are developed from the functionality of their web portals, however one 
would have to question whether the web pages are themselves the electronic gov-
ernment or only comply with transparency because they are informative websites. 
Below is a diagram regarding the characteristics of the evaluation models (Figure).

Figure
Common elements of evaluation schemes for electronic government

In this sense, the characteristic elements of what is now accepted as elec-
tronic government, point to the genesis in the request for services, through the 
web pages. For what would have to expect if these governmental organizations 
can be considered subjects of analysis in this subject due to their incipient use of 
technologies, as well as a limitation in their contribution to satisfy citizens’ needs. 
In this sense, it would be worth wondering if what is being measured is electronic 
government. Or rather, is it the functionality of the websites of some government 
institutions that is being measured?
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Another question is derived from Gurr’s theory regarding the causes of po-
litical violence, which from a psychological point of view suggests that people 
resort to political violence because they suff er from relative deprivation, defi n-
ing “relative deprivation” as the lack of income, wealth, position, quality of life 
and political rights (Sanders, 2010) on which individuals are convinced that they 
deserve to be supported by the right to self-determination, a product of Western 
democracies and the rule of law.

Derived from this thesis is the hypothesis that a medium-high degree of so-
cial satisfaction in society is required to make the implementation of an electronic 
government relevant and possible. As a result of these questions and given that 
this work is the result of an investigation, the instrument designed was a survey to 
assess the current state of social conditions in Baja California, Tijuana being our 
subject of study in this work and the disposition of citizens in the use of ICTs and 
in their undertaking of actions related to online government procedures.

In order to clarify the central ideas it is pertinent to mention that the recent 
interest in the in-depth study of electronic government, considered as a new social 
phenomenon and derived from the complexity in the evolution of technologies, 
by nature has belonged to the disciplinary fi eld of public administration, having 
public policies as its main support.

Because it seeks to know what the social conditions for the implementa-
tion of an electronic government are, the instrument designed had, as subjects 
of study for its application, the general public and from this the sample was 
estimated to determine the number of applications of the instrument and col-
lect information in Tijuana. A level of confi dence of 99% was determined, with 
a margin of error of an estimated 5%, resulting in the following: according to 
data from the National Institute of Statistics and Geography (INEGI) of Mexico, 
in 2017 the population of Baja California was 3,315,766 inhabitants, this being 
the universe of the sample and through the probabilistic method the number 
was calculated in the fi ve municipalities of the State, having a  population of 
1,641,570 which corresponds to a 49.51% of the sample size, so 330 surveys were 
conducted in that municipality.

Social conditions in Tijuana and its predisposition 
for an electronic government

From a theoretical perspective, the life of an electronic government is dis-
cussed when providing public services every day of the year, 24 hours a  day. 
So there should be a level of social acceptance towards government structures. 
However, the following considerations should be made in order to understand 
the type of phenomenon that is being experienced.

First, I briefl y explain that Ted Gurr’s causal model of civil confl icts measures 
the level of relative deprivation and the relationship it maintains with the potential 
for social confl ict. Th e term relative deprivation uses it to denote the discrepancy 
perceived by the social group or group of individuals, and as a trigger to postulate 
their response and / or their participation in a social struggle, is determined by the 
interventions and their social conditions.
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He also states that “the fundamental basis for which confl icts vary is the 
magnitude that is determined by the intensity in which relative deprivation is 
supported by these groups”, and measured by three social variables, which are the 
coercive potential, institutionalization and social facilitation (Gurr, 1968). How-
ever, Gurr based on the fact that the greater the relative deprivation, the greater 
the social confl ict.

Th erefore, we pose as a central question, if in reality there are social condi-
tions to implementing an e-government in Tijuana? If so, it would be required 
to be satisfi ed or moderately satisfi ed in terms of your life so that this is a social 
refl ection and, if possible, face a lower level of resistance in the implementation 
process, thinking of it as a public policy on a larger scale.

To this end, a relationship is established between the BIARE (self-reported 
welfare), [a set of indicators called “Subjective Well-Being”], which has been de-
signed by the OECD, and aims to observe beyond the conventional. In general 
terms, subjective well-being is considered based on a self-assessment carried out 
by citizens, relative to their level of happiness in their environment. In the follow-
ing table the eudemonic subjective well-being indicators and the average general 
satisfaction of the population are exposed.

In which it can be observed that an average of 48.44% of Mexico’s popula-
tion predominates as moderately satisfi ed with life, as of January 2018. Th e data 
generated by the INEGI of BIARE, still do not contain the survey extended to 
2018, so they have taken the 2014 data as the closest reference to the temporal 
linearity, and with this we made a comparison between the data of the general 
average of Mexico, with those of Baja California.

Table 2
BIARE from Mexico and Baja California

Subjective well-being 
of Mexico, BIARE Dissatisfi ed Little 

satisfi ed
Moderately 

satisfi ed  Satisfi ed

% of Population according 
to level of general satisfaction, 
data to January 2018

2.15 8.56 48.44 44.00

Mexico, expanded 
survey 2014* Eudemonic 
statements

Be free 
to decide 

your own life

Feel lucky Feeling 
good about 

yourself

Feeling that things 
turn out well or badly 

depends on oneself

Satisfi ed (10-9) 76.99 72.07 62.23 69.33

Moderately satisfi ed (7-8) 19.32 22.80 30.76 23.55

Little satisfi ed (5-6) 2.79 3.36 5.23 5.79

Dissatisfi ed (0-4) 0.88 1.75 1.76 1.31

Baja California expanded 
survey 2014* Eudemonic 
statements

Be free 
to decide 

your own life

Feel lucky Feeling 
good about 

yourself

Feeling that things 
turn out well or badly 

depends on oneself

Average 9.2 9.0 8.7 8.9

Source: Own elaboration with INEGI data, Subjective well-being – BIARE Expanded, survey 2014 and 2018.



91

Navarro, A., Vera, M., Lopez, J. Electronic Government and Social Satisfaction: Analysis of Social Conditions...

It stands out that Baja obtains an average 9.2 (in a scale of 1 to 100) in terms of 
the population that it considers to be free to decide its own life. It also gets a very 
good rating on feeling lucky, feeling good about themselves and the fact that they 
consider things to be right or wrong is a result of their actions.

Socioeconomic characteristics of Tijuana, Baja California
From the previous explanation and with the purpose of contextualizing the 

Tijuana scenario, the main results obtained in our research are exposed. Of the 
total surveys, 60% of respondents were the heads of family where 30.80% were 
women and 69.19% were men. Salary diff erence by gender was 39.29%, and the 
average age of the respondents was 36 years.

Table 3
Income for gender

Gender Heads of family Average 
Monthly income usd

Female 30.80 $785.03

Male 69.19 $1,292.95

Diff erence – $507.92

Regarding civil status, 48% are single, 35% are married, 4% are divorced 
and 13% are free status union and widowed. 51% are from Baja California, 
10% from Mexico City, and 8% from Sinaloa; these are the three states with the 
highest percentage residing in Baja California. Regarding educational level, 
40% completed a degree at a public college, 18% public middle school and 17% 
public high school.

Since the main purpose of the survey is to understand the predisposition to 
the e-government online procedures, the starting point was to request informa-
tion regarding what type of procedure they performed, the time it took for them 
to complete their procedure and their level of satisfaction with their processing.

Th e most relevant data were the following:
For contextual purposes, it is mentioned that the period of application for 

the survey was during the months of August to November of 2017; 90% of the 
citizens of Tijuana managed to complete their process, the other 10% failed to 
complete it. Th e most performed procedures were the following: recordings of 
no criminal record with 64.5%; aft er that continuing with is a drastic decrease, 
with the following services being 9% respectively; requests for deeds (these are 
offi  cial copies of property titles before registration public); payments (these can 
be in relation to the aid received, request for check, payment of rights, manage-
ment, taxes, income from writing, fi ne, land, property and/or productive pro-
ject); and fi nally applications for registrations by mercantile companies by 8.5%. 
Th e following table shows the data in percentage terms relevant to the respon-
dents’ experience of the process.
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Table 4
Perception of respondents’ experience of government processes, %

Indicator
Unit 

of Measurement 
Yes No

Average time Satisfaction scale Qualifi cation

0–
10

10
–2

0

20
–3

0

30
–1

 h
r

1d 2d
 o

r m
or

e

1 
al 
5

6 7 8 9 10

ea
sy

di
ffi  

cu
lt

co
m

pl
ic

at
ed

It was possible 
to complete 
its process

90 10

How long it took 
him to complete 
his process

34 15 12 14 3 22

How satisfi ed 
was the process 
completed

6 2 2 19 20 51

I prefer to carry 
out government 
procedures 
by going 
personally 
to the offi  ces

55 45

How do you rate 
the procedure 
performed for 
your government 
procedure

84 7 9

Source: Own elaboration through direct research.

Th e table above highlights that of the users surveyed, 90% managed to com-
plete the process, while 10% did not complete it. Also, an interesting result is that 
55% of users prefer to complete the process by going personally, which indicates 
that even if there were the platforms and the ideal conditions to carry out the 
online process, there is still a very deep-rooted idea in Tijuana’s society of carry-
ing out the procedures in person and not taking into account all the facilities of 
a highly effi  cient platform.

Another interesting fact is the level of satisfaction, as 51% of the respondents 
are satisfi ed, qualifying their experience with a rating of ten, while only 6% disap-
prove of their satisfaction with the process, despite ratings of 8 and 9, obtained 
by 19% and 20% respectively in terms of the population satisfi ed. Th ere is also 
a clear diff erence between appreciation of the level of diffi  culty experienced in the 
process. Later they were asked if they would like the procedure to have been more 
agile and they suggest that it be improved.

During the period of government in Tijuana 2010–2013, the public services that 
could be initiated through its web platform and thus the status regarding the electronic 
government of the city of Tijuana was the following: a) Payment of the property tax; 
b) Reprint of voucher for internet payment; c) Payment of traffi  c tickets and park-
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ing meters; d) Domain transmission simulator; e) Revalidation of permission for 
commerce; and f) Request for the issuance of a letter of freedom of encumbrance. 
Evidently this does not imply the existence of an electronic government but it 
does allow the introduction of new institutional mechanisms to the population 
(Navarro, 2014).

Returning to our instrument, we asked them if the participants would like 
to carry out this process through a technological tool and subsequently asked if 
they had been informed about the possible procedures that can be done online 
and the number of procedures that they know can be carried out by the Inter-
net. Th ey were also asked if they have internet access at home and told that they 
would be self-assessed in their abilities to use technological tools. Th e most rel-
evant data are shown in the following Table 5.

Table 5 
Perception of citizens about e-government and its abilities, %

Indicator
Unit 

of measurement 
Yes No

Knowledge of online government procedures* Self-rating

Does not 
know 

paperwork

Know 
a proce-

dure

Know 
two proce-

dures

Know three 
or more 

procedures

1 
to 
5

6 7 8 9 10

Carry out 
government 
procedures through 
a technology tool

89 11

Number 
of government 
procedures that you 
know can 
be done online

35.37 18.48 17.57 18.81

You have obtained 
information 
about the possible 
procedures that 
can be done online

64 36

Do you prefer 
to carry out 
government 
procedures 
by going personally 
to the offi  ces?

55 45

Do you have 
Internet access 
at home?

86 14

How would you 
qualify your skills 
for the use of 
technological tools?

11 3 9 22 26 29

Source: Own elaboration through direct investigation. 

* Th e 9.77% missing represents respondents who were confused within government facilities and who con-
fused the paperwork.
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Th is table highlights two results that are also a contradiction, since 89% of re-
spondents to Tijuana say they prefer to do the procedures through a technological 
tool and 11% do not, but when asked if they would prefer to go personally there 
was a 55% that affi  rmed it and only 45% said they wanted to go to the govern-
ment offi  ces, therefore it suggests that 34% are indecisive people or that they do 
not understand what electronic government implies. Regarding a socioeconomic 
indicator, it can be said that the city of Tijuana has a great capacity to have access 
to electronic information services such as the Internet, since 86% said they own it 
at home and 29% claim to be excellent, in terms of their skills in the use of tech-
nological tools.

However, another contradiction is that 35.37% of respondents do not know 
of any government procedure that can be performed by technological mecha-
nisms, in contrast to the 18.81% that know three or more. So we would say 
that only this percentage of the user population surveyed is the most informed 
regarding technological mechanisms and their relationship with government 
procedures.

Returning to the theoretical model of Gurr, in relation to the potential for 
social action that is conditioned to the satisfaction of the population in possession 
and enjoyment of material goods, and the hypothesis raised in which it is required 
to have a medium-high degree of social satisfaction so that the implementation of 
an electronic government is pertinent and possible, which was measured through 
satisfaction with the process and their desire to go personally to government of-
fi ces, it can be said that yes, there are the social conditions that allow it, given that 
51% of the population rated their satisfaction with ten in terms of the process 
carried out in government offi  ces and in the nine to six scale it was a total of 43% 
satisfi ed and only 6% dissatisfi ed.

Also, although 55% prefer to go personally to the offi  ces, there are the 86% 
that have access to the Internet, which implies that they also has the technological 
equipment to do so and raise the level of their quality of life by being connected. 
Further, 29% self-rated with a ten in their skills for the use of technological tools 
and, with a rating of 6 to 9, 60% feel skillful enough to use them.

Th e previous results correspond to the data issued by the BIARE for Mexico 
and for Baja California, reporting 44% as satisfi ed and 48.44% moderately satisfi ed 
with the general subjective well-being of Mexico as of January 2018, where for Baja 
California in 2014, 90% said they feel lucky and 87% feel good about it.

Consideration

Th e main question that arises derived from these results is whether or not 
the population possesses the technological skills to do procedures or simply to 
develop their lifestyle. What would be the reasons why the head of government or 
the candidates at election time not off er better services through these tools?

On the other hand, we should assume that if there is a lack of knowledge on 
the part of the head of government about the capacities with which the popu-
lation is self-evaluated, but we cannot say that it does not know the size of the 
population that has access to the Internet, given that there is an organization 
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dedicated to collecting information of all kinds in Mexico (National Institute of 
Statistics and Geography, INEGI) and thereby infer that this population if they 
dominate such tools, so that government authorities have the information and 
decided do not use it to make a better policies. As mentioned above, if there are 
social conditions to implement eff ective e-government in Tijuana. However, the 
main challenge faced by local governments is the “lack of signifi cant aspects of 
the eff ectiveness of electronic platforms” due mainly to the lack of interest of the 
citizens (Revyakin, SA, 2018) at least in the use of technological tools. Th at is, 
even with the high esteem of citizens in the use of technologies, they must have 
an incentive that guides them to use that knowledge to get involved in govern-
ment matters at least as a user.

Gurr’s postulate regarding the relationship between relative deprivation 
and social conflict, indicates that for there to be conflict the feeling of absence 
in the enjoyment of services and goods should be present. However, what he 
observed is that there is a high degree of social satisfaction in the national av-
erage of Mexico and also for Baja California, according to BIARE, and in our 
research, where 51% said they were satisfied with a rating of ten in relation to 
its process, the government process for the enjoyment of some of the services 
and a very high degree of the population has access to the Internet at home, 
this population also being considered to have a high estimate of their capaci-
ties for the use of technological. Although they were not asked in the survey if 
they were happy in eudemonics terms, nevertheless the fact that a high degree 
of population have Internet access in their home is an important indicator in 
assuming the type of conditions that define their quality of life as well as the 
possibility of them being informed.

Finally we must emphasize, that from an optimal point of view, one of the 
main occupations on which current governments should be working, under 
the assumption of working for the common good and assuming that resources 
are scarce, is to improve technological conditions to provide electronic ser-
vices 24 hours a day, 365 days a year, and thus be on the path towards effi  ciency 
in the use of resources. However, no current political intentions are observed in 
Mexico in terms of moving back up the development ranking of the electronic 
government of the UN.
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