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Abstract. In 2006 the Government of Oman has embarked on a strategy called
‘Digital Oman’ which, aims to make government services available electronically
throughout the country, and to facilitate e-Commerce in all of its forms. Part of
the e-Government initiative was to develop an e-Payments gateway to facilitate
the online payments for users of different departments and services. The Infor‐
mation Technology Authority (ITA) of the Sultanate of Oman has taken up the
strategic initiative to drive the development of e-Payments in Oman. The ePay‐
ment gateway is one of a kind in the region, and it was implemented in partnership
with MasterCard’s “MiGS” platform. The project has been live for over 8 years,
yet neither the number of customers nor the value of transactions is close the
initial projections. The project is about to reach a dead end and get replaced with
another solution. In this paper we apply the Diffusion of Innovations Model [12]
in a case study to identify the issues and propose a solution for future initiatives.
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1 Introduction

Oman “The Sultanate of Oman” is an Arab state on the southwest coast of the Arab
peninsula, with a total area of 119,498 Sq./Mi. and a total population of around
4,000,000. 75 % of the population is between the ages of 14–60, almost 90 % of them
have completed at least their Secondary Level Schooling [14].

Under the directions of the Omani Royal Decree 52/2005 the Government of Oman
has embarked on a strategy called ‘Digital Oman’ which, aims to make government
services available electronically throughout the country, and to facilitate e-Commerce
in all of its forms. Part of the e-Government initiative was to establish a transaction
processing mechanism to facilitate the electronic government enabled services. In 2006
the government of Oman decided to develop an e-Payments gateway to facilitate the
online payments for users of different departments and services through the govern‐
ment’s Information Technology arm, The Information Technology Authority (ITA).

The ITA approached the Central Bank of Oman (CBO) to get the necessary permits
to establish an electronic payments processing house under the umbrella of the ITA.
However, due to the laws and regulations of the Central Bank of Oman, only licensed
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financial institutions are permitted to collect and process payments within the country.
So the ITA had to tie-up with a Local Bank to host the solution and run the operations
while complying with the CBO’s regulations. After months of evaluating different
scenarios, the ITA signed an agreement with Bank Muscat S.A.O.C (34.25 % Owned
by the Government) along with MasterCard’s online payments platform (MiGS). Based
on this agreement, Bank Muscat will host MasterCard’s solution and will offer the tech‐
nical & financial systems support, while the ITA will conduct country-wide marketing,
awareness, & promotion campaigns. With all these efforts to digitize the government
services and transactions, the concept of charging a commission per transaction is
against the Laws of government income as per the regulations of the Ministry of Finance.
So while the ITA was pushing for their strategy into revolutionizing the government
services, some parts of the government weren’t fully on board. On another hand the
CBO also considered it as a breach of their monitory role as governing body of the
financial sector within the country. While facing these major obstacles before the project
even started, the ITA decided to take the lead and work with Bank Muscat into launching
this project at the earliest time. The project needed a communications provider and so
they allied with Oman Telecommunications Company S.A.O.G (a 51 % government
owned company) to provide all the necessary communication channels between different
portions of the end-to-end solution. In 2008, the ITA along with Bank Muscat officially
launched Oman’s first ePayment Gateway in cooperation with the Royal Police of Oman
(ROP) as the pilot partner. The project was a success at the beginning. ROP stopped
accepting cash completely, and customers had to pay using cards on the spot or use the
online services and pay online at their convenience. Many other government and private
organizations decided to jump onboard and integrate their online services with the
ePayment Gateway within the first few months of its launch. Within the first two years
there were many successful fraud cases against the ePayment Gateway. The Omani law
didn’t even have a definition of a cybercrime, nor did the gateway have a fraud preven‐
tion/detection tool. By early 2011 the Omani Cyber Law was declared through the Royal
Decree 12/2011. The ePayment Gateway received a patch update to include a new fraud
detection module that will monitor every transaction carefully.

Early 2015, the ITA revised its MasterCard’s’ based platform, and decided to imple‐
ment a new platform: Cyber Source, Visa’s state-of-the-art solution that comes with
enhanced interface, improved security & fraud prevention module, and a cheaper
commission per transaction. Starting from May 2015 all new merchants were integrated
with the new platform.

The government of Oman represented in the ITA has spent a tremendous number of
man hours implementing this gateway and spent a big amount to get this service to its
current status. Today after 8 years since the commercial launch of the gateway, the total
number of transaction just hit 1,000,000 transactions with a total value of just over
$100,000,000, with less than 200 merchants (including both government and private
entities). This project has not been successful so far. Recently the Central Bank of Oman
has announced that they are implementing a totally new national ePayment Gateway in-
house, mandating all national banks to route the domestic online transactions (90 % of
the current transactions of ITA ePayment Gateway) through this gateway which will put
ITA’s ePayment Gateway to an end.
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The research objective is to study the resistance and the non-technical implementa‐
tion challenges faced by the ITA in rolling out the e-Payments Gateway using a case
study approach. The findings will likely shed lights on adoptions of other IT technologies
in the same region.

2 Literature Review

Information and Communication Technology (ICT) has moved very quickly into organ‐
izations and become one of the main tools of the organizational success. This rapid
movement of ICT has changed almost every aspect of the organizational processes and
the way they do the work. Part of this change is the payments and the financial portion.
Organizations are moving towards accepting online payments, and transferring their
Business-2-Business into an online-based automated payments and transactions system.
This change raised concerns about accepting technology and adapting to using
computers as part of the daily routine job. Change within social systems is usually
resisted by some members of the society [16] especially changing the way we do things.
People tend to resist changes to their habits or routines naturally. “Norms in social
systems correspond to habits in individuals. They are customary and expected ways of
behaving, members of the organization demand of themselves and of other members
conformity to the institutional norms” [17]. Change has become a standard in Manage‐
ment and Organizations textbooks. Kreitner [6] looks at change as a “stone tossed into
a still pond” it creates waves in all directions without the ability to predict the impact
and in which direction is it heading.

Many researchers have touched the area of change resistance within the information
technology field. In his paper about the MIS implementation and what causes resistance
in the MIS field, Markus [8] roots the problem to being one or a combination of the
following three factors: (1) People’s related resistance factors: resisting due to internal
“personal” factors. (2) System’s related resistance factors: resisting due to factors
inherent in the system or application being implemented. (3) Interaction between people
and the system: characteristics of system conflicting with characteristics of the people.
Markus [8] used the interaction theory to explain how people within the same group
would have different responses to different settings. Resistance to change causes failure
in projects, especially when it comes to technology related projects. One of the
commonly used models to explore adoption/diffusion of technology related products is
the Technology Acceptance Model (TAM) developed by Davis [4] to assess the user
adaptation to technology. Davis & Venkatesh extended this model in 2000 [15] to
examine the user acceptance of Information technology, “The goal of TAM is to provide
an explanation of the determinants of computer acceptance that is general, capable of
explaining user behavior across a broad range of end-user computing technologies and
user populations, while at the same time being parsimonious and theoretical” [3, 15].
The TAM Model is based on 2 main components: “Perceived Usefulness” & “Perceived
Ease of Use”. Another well-established model is the Diffusion of Innovations model
introduced by Rogers [11], Rogers defines the diffusion as “the process in which an
innovation is communicated through certain channels over time among the members of
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a social system” [9]. In his framework, Rogers [10] defines five main attributes of any
innovation that make for the major part of the adoption rate of any innovation:

• Relative Advantage - The degree to which an innovation is seen as better than the
idea, program, or product it replaces.

• Compatibility - How consistent the innovation is with the values, experiences, and
needs of the potential adopters.

• Complexity - How difficult the innovation is to understand and/or use.
• Triability - The extent to which the innovation can be tested or experimented with

before a commitment to adopt is made.
• Observability - The extent to which the innovation provides tangible results.

In the 5th edition of his book, Rogers [12] encourages researchers in the field of
diffusion to consider additional attributes that could be important in a specific situation
of a specific innovation. Rogers’ [10] framework was built on 5 main variables that
determine the rate of adoption for any innovation (in general): Perceived Attributes of
Innovation (Relative Advantage, Compatibility, etc.), Type of Innovation-Decision
(Optional, Collective, & Authority), Nature of the Social System, & Extent of Change
agents’ promotion efforts.

Rogers defines 5 major stages that a decision regarding an innovation usually goes
through before it is accepted or rejected:

• The Knowledge Stage: when the individual learns about the existence of innovation
and searches for information about the innovation.

• The Persuasion Stage: when an individual forms a favorable or unfavorable attitude
towards an innovation without directly making a decision about adopting or rejecting
the innovation.

• The Decision Stage: when the individual chooses to adopt or reject a specific inno‐
vation, however the user would try the innovation before adopting or rejecting it.

• The Implementation Stage: would the innovation be applicable to put in practice?
During this stage the innovation could lose some of its features to meet the user’s
requirements during the implementation.

• The Confirmation Stage: when the individual seeks support for his decision, either
by accepting or rejecting the innovation.

An innovation, no matter how well designed, would be perceived as useless if it is not
adapted [2]. Decision makers of any new innovation should always keep in mind that
maximizing the adoption rate is a key element in the success of the product or service. In
order to maximize the adoption of new innovations, stakeholders need to understand the
factors that contribute in adoption or diffusion of that innovation. Electronic Payment
Systems have led to different results. Some have succeeded like PayPal & M-Paisa, while
others have failed like CyberCash, Digicash, eCharge, & many others [7]. There has been
very limited research on the failure cases, as most of the research in electronic payment
systems have focused on the successful cases [5, 13]. One of the reasons behind the lack
of research within the failure cases is due to the difficulty in getting access into those un-
successful cases. Currently Electronic Payment systems in the Middle East region are
facing a lack of users and a low value of total transactions [1]. The Oman’s ePayment
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Gateway is a very unique case, due to the vision it had at the beginning and the challenges
it went through, and the changes it is currently going though that might be putting it to an
end. In a study of an Electronic Payment System failure, Lim et al. [7] identify several
factors as the reasons behind the un-successful adoption of different electronic payment
systems: Cooperation with exiting entities, Trust, Security, Simplicity, Mutuality of Stake‐
holder Benefits, Proper Marketing Initiatives, Visibility & Clear Direction, & Missing to
attend to customer’s problems.

3 Conceptual Framework

In this study, we have chosen the Diffusions of Innovations theory [12] as the theoretical
framework to guide our study. Most of the observations made in the initial interviews
match with the components and attributes of Diffusion of Innovations framework:

• Relative advantage: many major stakeholders of the project didn’t see any relative
advantage of taking part in this project.

• Compatibility: this project is still being looked at as un-safe and un-stable by some
organizations and individuals.

• Complexity: many organizations are still facing difficulties in integrating this project
within their systems because the process is too complex.

• Trialability: the end users don’t have the option to test or try the product before the
commitment to using it.

• Observability: big proportion of the population is not aware of the existence of this
project.

4 Methodology

For this study of a low adopted innovation, we plan to conduct a case study. In this case
study we are trying to answer those questions of why Oman’s ePayment Gateway didn’t
succeed in reaching its potential goal in offering a full fledge payment processing house
within Oman, and how can other eGovernment transformation projects can do to avoid
falling in the same mistakes.

4.1 Preliminary Observations

To prepare for the case study, we have had initial meetings with top-management of the
stakeholders of this project, we have created a high level set of observations from those
meetings, and the meetings included the following (Table 1):

The notes taken during these meetings were analyzed and coded by one of the
authors. A few major problems were identified in the scope of the project, which matches
with the innovation’s attributed defined by Rogers [12]. Some of the problems identified
through coding the initial observations are:

• Lack of unified electronic transformation vision between different stakeholders
involved in the project. This is what Rogers defines as Relative Advantage.
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• Some of the government organizations involved in the project didn’t seem to under‐
stand the value and the vision of the project, and hence decided not to be involved
in it.

• The scope of this project is part of the e-Government transformation initiative.
However the Ministry of Finance doesn’t accept paying a commission per transac‐
tion, which means that the scope had a major flaw. This is what Rogers defines as
compatibility in his model, where this project didn’t seem to be compatible with the
accepted trends and values of the community it is serving.

Table 1. Preliminary Observations with top-management

Job Title Division/Department Organization
Team Leader e-Payment Department Information Technology

Authority
Assistant General Manager Cards & eBanking Division Bank Muscat S.A.O.C
Department Head Business Operations Department Central Bank of Oman

Based on the preliminary observations, we have devised a 5-stage case study to
continue our inquiry.

4.2 Stage 1: Preparation for Data Collection

Through our initial round of observations we have identified 3 stakeholders of Oman’s
ePayment Gateway project:

• The Information Technology Authority: The Project Owner.
• The Central Bank of Oman: The Regulator.
• Bank Muscat: The Service Provider.

We will be conducting comprehensive interviews with 2 employees from the tech‐
nical teams, marketing teams, and operations teams from each of those 3 stakeholders
respectively. We are currently devising a structured survey to measure the five main
factors impacting adoption of innovations: relative advantage, compatibility,
complexity, trialability, and observability. We will also request access to any internal
documents related to the project from those 3 stakeholders, those documents could by
anything from internal reports, to internal memos, to incident and transaction reports.
Those reports will be evaluated and analyzed without disclosing any confidential or
sensitive information. Through accessing those documents, we will be able to identify
the customer database, and from this database we will be able to categorize them based
on the nature of business (government services, private services, banks, non-profit
organizations, etc.). After that we are going to approach at least two from each category
to be surveyed. We are still working on the instruments creation of the survey and
interviews.
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4.3 Stage 2: Initial Data Collection

Interviews will be conducted with key stakeholders. Relevant documents or other
sources of information will be collected for further analysis. A survey will be adminis‐
tered in the field to key stakeholders and current & potential users of the e-Payments
Gateway.

4.4 Stage 3: Initial Data Analysis

Surveys, interviews, and documents will be analyzed. Multiple sources of information
will be used to triangulate and to identify key findings. New hypotheses will be proposed.

4.5 Stage 4: Hypothesis Testing

A follow-up survey will be developed and conducted in the field to test hypotheses
proposed in Stage 3.

4.6 Stage 5: Final Data Analysis and Conclusions

The follow-up surveys will be analyzed and findings will be summarized. Conclusions
will be drawn.

5 Current Progress & Future Work

We are currently in Stage 1, as we are preparing for data collection. At this point we are
identifying the interviewees from each of the 3 stakeholders of the project as well as
preparing survey instruments and interview guides. Future work for this study is to create
the proper measures and conduct the interviews and surveys, as well as analyze them.
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