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ABSTRACT

Public and federal agencies from countries around the world are increasingly providing information 
technology based services via the Internet - known as e-government. Several of the general require-
ments of e-government services are satisfactorily met by the emerging Cloud Computing paradigm 
that promises a number of benefits such as service elasticity (the ability to handle peaks and troughs of 
demands); optimization of costs; capacity to handle large volumes of data; and a generalized model of 
Internet-based access for end-users. For this reason, it is no surprise that Cloud related technologies 
are gradually leveraging e-government platforms. In this chapter, a support framework is outlined that 
complies with and extends the well-known ITIL (Information Technology Infrastructure Library) set of 
best practices for IT (Information Technology) service management. It is suggested that the proposed 
framework can be usefully deployed to assist in the process of migrating e-government services provi-
sion to the Cloud Computing environment.

INTRODUCTION

The coverage and quality of electronic government (e-government) public services that provide informa-
tion technology- based services are currently the focus of systematic benchmarking studies, such as the 
European E-Government Benchmarking scheme (Tinholt, 2014) which issues reports that are regularly 
released by the European Commission. According to the 2014 edition of this Benchmark, governments 
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are aware of the importance of making their online services user-oriented and user-friendly. However, 
there remains a concern on how to make the services readily available around the clock and there is 
ample room for improvement in this area.

While the potential economic and social benefits of the e-government concept are evident and widely 
recognized, in the implementation of each specific e-government service, there is still a good deal of 
scope for efficiency gains, cost reductions, process optimization and other improvements. This means 
political and technical decision- makers must take into account a large number of technical and non-
technical factors when designing new services (or new sets of services), so that they can maximize the 
benefits for government services and society as a whole.

On the other hand, pressure is increasing on Information Technology (IT) personnel to carry out more 
(and better) activities with fewer resources. This pressure to rationalize IT costs has led to a number of 
paradigms, new technologies and buzzwords. Some of them have failed to fulfil their promises, while 
others have become successfully embedded in IT practices and infrastructures, and provided consider-
able benefits. The paradigm of Cloud Computing (CC) is currently riding this wave, and promises to 
be the next great revolution in IT.

Several of the general requirements of e-government services seem to directly match the advantages 
offered by the CC: the benefits such as service elasticity (the ability to handle peaks and troughs of de-
mand); optimization of costs; the capacity to handle large volumes of data; complex but loosely coupled 
interdependence between services and database systems; and general Internet-based access for end-users. 
For this reason, it is no surprise that CC concepts are gradually leveraging e-government platforms, in 
some cases limited to private clouds – because of security and privacy concerns – and in other cases 
supported by public and hybrid clouds.

The remaining sections of this chapter are structured as follows. The next section provides a brief 
overview of CC, its related concepts, ITIL and its relationship with e-government. The following section 
outlines the framework that underpins the process of migrating e-government services, applications, data 
and infrastructures to CC. There is then a discussion on how the framework can be used in the context 
of e-government, and provides specific examples. The penultimate section presents a practical example 
of the use of the framework. The final section presents the conclusions and makes recommendations 
for future work.

Cloud Computing and ITIL: An Overview

In the last few decades, the pressure to rationalize IT costs has led to a number of new paradigms, tech-
nologies and buzzwords. Some of these have failed to fulfil their promises, while others have become 
successfully embedded in IT practices and infrastructures, and provided considerable benefits. The CC 
paradigm is currently riding this wave, and becoming the next great revolution in IT. CC appears to have 
the right technological and market features to ensure it becomes widely successful. ITIL (Information 
Technology Infrastructure Library) is a de facto standard and the reference model for IT management 
(Axelos, 2013). It consists of a set of good practices that must be followed in the operation and main-
tenance of IT. This model was developed by the UK government for use in the IT companies, and was 
quickly adopted throughout Europe as the standard for best practices in IT service delivery.
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