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Abstract- The use of IT has become imperative  for many public sector organizations  to improve and sustain public service 
delivery and meet and extend organizational objectives and strategies. This critical use of IT demands for a special focus on 
effective IT governance in these organizations. One way to assess the IT governance success is the use of maturity 
measurements. Less academic empirical research has been conducted on IT governance maturity especially in the public 
sector of developing countries.  This paper  investigated  IT governance maturity  in  the  selected  six Pakistani Public 
Sector rganizations (PakPSOs) through case study research using 15 most important IT processes of COBIT framework.  
The weak areas in  the  PakPSOs  were identified for improvements. Moreover, the study compared the PakPSOs with the 
public sector of a developed country (Australia), a developing country (Tanzania) and  the  public  sector international  
benchmark. The  results indicated that  the  PakPSOs  performed better than  the developing country but poorer than the 
developed country and the international benchmark. 
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I. INTRODUCTION 
  
Public Sector Organizations (PSOs) play an important 
role in the socio-economic development of a country 
and well-being of its people. Therefore, an improved 
and sustained public service delivery is essential for 
these organizations.  The use of IT has become 
imperative for many  PSOs  to meet and extend  such 
organizational objectives due to increasing demands 
for more efficient and cost-  effective public service 
delivery  and  escalating embracement of e-
government for efficient, transparent, responsive and 
accountable government. This critical  use  of IT 
demands for a special  focus on effective IT 
Governance (ITG) in these organizations.  Effective 
ITG provides many benefits to organizations 
including reduced costs and risks [1][2][3][4], 
increased security  [5], enhanced business/IT 
alignment  [2][4]  [5][6],  organizational 
competitiveness  [7], increased  profit or  value for 
shareholders  [1][8]  and improved services and 
customer satisfaction [7]. 
 
Conventional  ITG  research mainly deals with 
exercise of IT arrangements or locus of decision 
making authority  [8][9][10][11][12][13][14][15], 
factors  that influence these arrangements or decision 
rights  [10][12][16][17][18],  design and 
implementation of  ITG mechanisms  of  structures, 
processes and relations  [6][8][19][20][21][22][23], 
strategic alignment  or  business/IT alignment 
[6][23][24][25][26][27][28], enablers,  inhibitors  or 
critical success factors  of ITG 
[5][19][29][30][31][32][33]  and  ITG  performance 
measurement  [8][21][34][35][36][37][38].  Little 
academic empirical research has been conducted  on 

ITG maturity [39][40] and situation is more daunting  
in  the  PSOs  of developing countries  [41].  ITG 
implementation in PSOs is more complex than the 
private sector due to  some  contextual  characteristics 
of PSOs    including  systematic and complex 
decision making  process, higher  accountability,  
usually multiple and intangible goals, services or 
public goods not for sale,  more  political influence,  
higher level of IT  outsourcing,  higher  skilled  IT  
staff turnover  and more  shared  IT resources, 
applications and technical support instead of  
proprietary  IT [39][42]  and control over IT  function  
is even more crucial in PSOs [39][43]. ITG 
implementation depends on many contingency factors 
including organizational culture and structure, 
strategy, maturity,  size, industry,  trust, ethical  and 
regional differences  [18]. One way  to assess  the 
ITG success is the use of ITG maturity measurements  
[44]. Organizations  with  higher ITG maturity  of 
structures and processes  showed higher ITG  
performance  [6]. ITG maturity indicators  with 
higher maturity levels strongly correlated with higher 
ITG performance  [36]. Also, specific context of the 
organizations and their geographical situations  are 
important to implement ITG [32]. The main purpose 
of this paper was to assess the ITG maturity in  the  
context of PakPSO  i.e. previously unexplored  and 
compare it  with a developed country,  a  developing 
country and  the public sector international 
benchmark  for learning, benchmarking and 
embracing best practices  which was  paramount to 
understand the relevant  ITG context and to identify 
weak areas for improvements. The results indicated 
that  the selected  PakPSOs performed better than the  
developing  country but poorer than the developed 
country and the  public sector international 
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benchmark. The rest of paper proceeds as follows. In 
the next section, brief overview of the previous ITG 
research in PSOs is given. In the third section, we 
provide  the justification for using COBIT framework 
and concept of process maturity  is discussed in  the 
subsequent section. In the fifth section, we discuss the 
research method and data collection  techniques. 
Results and discussion  are provided in the sixth 
section and conclusion and future  research  is 
discussed in the last section. 
 
II. PRIOR RESEARCH ON ITG MATURITY  
IN PUBLIC SECTOR ORGANIZATIONS  
  
Previous ITG research in PSOs  mostly focused on 
ITG approaches, contingency  factors and 
mechanisms for effective ITG 
[8][20][41][45][46][47]  [48][49]. A few studies were 
performed  to measure  ITG maturity in PSOs  but no 
study assessed ITG maturity in PakPSOs. A study on 
IT control and governance maturity was conducted  
after  performing an international survey to set up a 
reference benchmark [29]. After interviewing 
approximately 20 senior IT and audit practitioners, 15 
most important IT processes were finalized out of 34  
IT processes  of COBIT  framework. Four classes of 
international benchmarks were finalized based on 
maturity levels of control over IT processes:  mixed,  
size,  industry and geography.  The results indicated 
that majority of IT processes had maturity levels 
between 2 and 2.5. Larger organizations showed 
higher maturity than smaller organizations. The 
finance sector showed higher maturity than others 
sectors. Public sector showed higher maturity in 
planning domain due to existence  of  policies and 
regulations. Asia and Oceania and global working 
companies showed higher maturity than Americas, 
Europe, Middle East and Africa. 
 
Another study investigated maturity of IT processes 
in the PSOs of Australia  [39]. The study used 15 IT 
processes earlier identified  [29].  The results 
revealed that  the Australian PSOs performed better 
than the other nations  and  majority of IT processes 
had maturity levels between 3 and 3.5. The same 15 
most important IT processes were used in the PSOs 
of Tanzania in the perspective of a developing 
country [41]. The results revealed that the Tanzanian 
PSOs performed lower than the Australian PSOs and 
also internationally across a  range of nations  and 
majority of IT processes had maturity levels below 2. 
 
III. RATIONALE FOR SELECTION OF COBIT  
FRAMEWORK’S PROCESSES 
 
 After a comprehensive literature review of ITG-
related frameworks and maturity models, we found 
that COBIT framework provides a complete set of 
guidelines to measure ITG maturity in organizations  
[50]  and is a useful tool to establish a baseline for 

process maturity [51]. COBIT is a high level 
framework based on other well known IT standards 
and frameworks  and provides  best practices in 
business and process perspectives  [50].  The business 
perspective relates business goals to IT goals and 
provides maturity models and metrics to assess these 
goals. Moreover, it fixes the roles and responsibilities 
for business and IT process owners. The process 
perspective divides IT function into  34 IT processes 
scattered in four domains.  IT processes of COBIT 
scattered into four domains are shown (see Appendix-
A). 
 
COBIT framework contains an inclusive set of 
processes for complete IT investment lifecycle 
ranging from strategic planning to day-to-day 
operations  [40]  which makes it universally 
applicable. It has become a de-facto standard in the 
field of ITG  [52]. Out of 34 processes, 15 are most 
important processes  [29]  and more relevant to PSOs 
[39][41].  We selected 15 processes to assess ITG 
maturity in PakPSOs‟ context due to following 
reasons  
1.  These are most important and more relevant to 
PSOs  
2.   A reference benchmark is also available for these 
processes  to  fulfill our need for comparing  the  
PakPSOs with  the PSOs of  a developed country,  a  
developing country  and the public sector 
international benchmark. 
 
IV. THE CONCEPT OF PROCESS MATURITY  
IN COBIT   
  
The aim of the maturity model is to assist 
improvements in organizations. Both internal and 
external stakeholders of an organization can use 
maturity models. For internal stakeholders, maturity 
models can be used for capability development of the 
organization  such as to assess the current state i.e. 
“as–is”  and set goals for future state i.e.  “to-be”  to 
discover strengths and weaknesses and observe the 
success of the improvement implementation plan. For 
external stakeholders such as owners, partners or 
customers, maturity models can be used to assess the 
organization‟s capability to evaluate how the 
organization meet the requirements they have set for 
it. Moreover, organizations can use maturity models 
for benchmark purposes to compare their capabilities 
to the industry. Some maturity models support 
independent external assessment. Organizations can 
improve their image by attaining evidence of high 
maturity level from external assessment. Maturity 
models are used not to measure the actual results 
achieved in the organization rather they consider and 
assess the policies, processes and practices of the 
organization.  COBIT borrows the concept of process 
maturity from Capability Maturity Model (CMM) of 
Software Engineering Institute (SEI) which has its 
roots in software development and expands it to the 
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variety of processes of the framework for complete IT 
investment lifecycle.  There are five maturity levels 
(an  addition of 0)  to measure maturity of IT 
processes:  „0-Non-existent‟;  „1-Initial‟;  „2-
Repeatable‟;  „3-Defined‟;  „4-Managed‟;  and  „5-
Optimized„[53]. Several maturity models utilize these 
maturity levels. 
 
Each level of process maturity has three definitions  
in COBIT  i.e.  generic, process-specific and attribute 
specific.  Generic  maturity model of COBIT 
containing generic definitions  for the five maturity 
levels is shown (see Appendix-B). COBIT claims that 
different processes may have different maturity  
levels  in  and across organizations  and  path to 
higher  organizational maturity may also  differ 
across domains and processes.  It is economically  
inappropriate that all processes to be at level  „5-
Optimized‟  because benefits associated with a  
specific  process may  not justify the costs to attain 
and sustain it. The level of a process maturity 
depends on individual process, organizational needs 
and priorities, IT infrastructure and industry 
characteristics.  For example, it may be reasonable for 
one process to be at level  „2-Repeatable‟  but it 
would be highly unsuitable for another more-critical 
process at that level. 
 
V. RESEARCH METHOD AND DATA  
COLLECTION  
  
Generally, it  is not easy  to separate  the ITG 
phenomenon from its business setting or environment 
i.e. PakPSOs. Therefore, case study research method 
was  selected.  Case study  is a more appropriate 
research  method for information system research 
[54][55]. Due to the  diversity  of  PakPSOs, a multi-
case  study approach was also  necessary  to  enhance 
the confidence in the results and possible replication 
[56][57] because evidence and findings from multiple 
case studies are more convincing than one case study 
[55].  We  selected  six  Federal  level  PakPSOs 
based on many  aspects  including  existence  of IT 
organization  or function,  relatively  better  IT 
processes,  level of IT infrastructure and applications, 
experienced business and IT management  and  IT 
based services  for  the public and themselves. Other 
PakPSOs  were  not at the level of sufficient IT 
deployment and/or dependent on some of the selected 
PakPSOs  for  consultancy,  policy  formulation and 
implementation,  project  planning, preparation  and 
execution and support and training  in their IT related 
matters  so those  were excluded.  As  COBIT 
framework covers a complete sphere of activities that 
a typical IT organization would likely to execute [40] 
so the COBIT deployment was not necessary  for  the 
organizations to join this study. 
 
The main data collection technique was the focus 
groups  [41][56][58].  However, separate interviews 

of senior managers were also conducted to get their  
judgments  on  maturity  levels  of  the  IT processes 
in their respective PakPSO where focus groups were 
not  feasible or denied.  Persons at the level 
equivalent to CIOs in the organizations assisted to 
arrange the focus groups. There were five to seven 
members  in each focus group  representing  both 
business and IT management in order to discuss and 
make  consensus  on maturity level of  each  of the  
IT process to provide  realistic and  credible  results.  
In case of interviews, data were collected from more 
than one  person  by  ensuring  the presence of  both 
business and  IT  management  and finally  their 
arithmetic means were taken.  This also  provided 
triangulation i.e. getting data from more than one 
source to increase reliability  [57].  In  both cases, 
respondents were mainly directors, managers, section 
heads, superintendents and IT administrators etc. 
 
A case study protocol was developed  [57]. The 
researcher gave a brief presentation to the focus 
groups members and each interviewee about the 
research project and interview protocol at the start. A 
copy of study questionnaire was provided to them. 
The questionnaire was based on COBIT‟s maturity 
assessment tool. The  focus group members and 
interviewees were asked to assess each statement on a 
four point Likert scale i.e.   “How  much do you 
agree”: „Not at all (0)‟; „A little (0.33)‟; „To some 
extent (0.66)‟;‟ Or Completely (1)‟.  More than 20 
statements were assessed per process. An example of 
the statement was  “IT projects are monitored, with 
defined and updated milestones,  schedules,  budget 
and performance measurements.” The validity of the 
data was assured by inspecting organizational 
documents such as IT-related policies, strategies, 
plans, procedures, structures, frameworks, SLAs, 
annual and performance reports etc. The researcher 
gathered those documents whichever were available 
before the focus groups sessions and interviews with 
the help of the  persons at the level equivalent to 
CIOs of the organizations and/or from their 
respective websites.  The researcher closely observed 
the focus group sessions and intervened when  
necessary.  When higher maturity level was assessed  
for a process but the  associated  document did not 
support it then the researcher  quoted, explained and 
discussed the document  with the respondents  and  
asked  them  to enter  the  real score according to  the 
practices  on ground. For example, for process “ME1-
Monitor and evaluate  IT  performance”, the 
researcher  confirmed the presence of  the singed 
performance report  in the organization.  The  same  
technique  was adopted in case of interviews. 
Majority of the respondents well understood the 
processes, their associated  statements and maturity 
levels but some were initially confused. The  
misunderstandings were  resolved through 
explanations, examples and analogies.  Each focus 
group  and interviewee  took  4-5 hours  on average  
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in multiple sessions.  Data were analyzed using 
maturity assessment tool, generic maturity 
definitions, process-specific maturity definitions  of 
COBIT and MS-Excel. MS-Excel was used due to its 
capability of exploratory data analysis and plotting 
results in the forms of figures, tables and graphs. 
6.  RESULTS AND DISCUSSION  
 6.1.   Distribution of Respondents   
  
The researcher visited six PakPSOs. A total of 28 
respondents participated in  the  focus group sessions  
and interviews. The distribution of  the respondents  
and method of data collection  in  each studied 
organization is shown in Table 1.  
 Table 1: Distribution of the respondents and method 
of data collection in the six studied PakPSOs 
 

 
 
6.2.   ITG Maturity of the Studied PakPSOs  
 The  average  maturity levels  of the 15 IT processes 
across the six studied PakPSOs is shown in Table 2. 
This shows that the average maturity of the six 
studied PakPSOs  was 2.24 ranged  from 1.65 to 3.05  
and majority of the processes (10 out of 15  or 67%) 
were above the maturity level 2.  The bottom side 
was at maturity  level 1 (Initial/Ad-Hoc)  which 
represents that organizations recognized the existence 
of issues which  need  to be  solved.  However, the 
issues  were  not  solved  through standardized 
processes but through ad-hoc approaches which were 
adopted on individual or case-by-case basis. The  top 
side was at maturity level 2 (Repeatable but Intuitive) 
(with an exception of the process “DS11-  Manage 
Data” with maturity level 3.05) which represents that  
processes had  built-up to the extent where  different  
people  executing  same  tasks  pursued  similar 
procedures but  revealed the absence of  formal 
training and communications of  standard procedures. 
A  great dependence  was  on individuals‟ knowledge 
and errors  were  expected to  be  occurred.  In 
conclusion, in order to improve the ITG maturity in 
the  PakPSOs  and consequently ITG performance, 
these concerns need to be addressed. 
Table  2:  Average maturity levels of the 15 IT 
processes across the six studied PakPSOs 

 
6.2.1.    Process Level Comparison  
  
Different processes  demonstrated  different maturity 
levels  and some performed better than  the others. 
The process,”DS11-Mange data” performed better  
than  the others. This might be due to the extra efforts 
that  the  government made  since a decade  to store 
and  preserve government  data  and  citizens‟ record 
electronically  for better  decision making regarding 
menace of terrorism, revenue and  taxation, higher 
education  and other economic matters.  This finding 
was consistent with the previous study of a 
developing country  [41].  The other process that 
performed relatively better than the others was “PO5-
Manage the IT investment”. This was not a surprising 
result because in  the most studied PakPSOs,  almost 
all  the  IT  initiatives are  executed  in the form of 
projects  through development budget  from Ministry 
of Planning, Development and Reforms. The ministry 
also  has  its own  budgetary  mechanism and 
procedures regarding  scrutiny and evaluation.  This 
finding was consistent with the previous study of a 
developed country [39]. Other processes that 
performed at or above maturity level 2 were “DS5-  
Ensure systems security”, “DS1- Define and manage 
service levels”, “PO10-Manage projects”, “PO4-  
Define the IT processes, organization and 
relationships”, ”PO1- Define a strategic IT plan”, 
“AI1- Identify automated solutions”, “PO3-  
Determine technological direction”, “DS4-  Ensure 
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continuous service”, “AI6 Manage changes”.  The 
process,”PO6-Coomunicate management aims and 
direction” performed poorly than the others.  This  
was  due to the lack of proper mechanisms for 
dissemination of information, control and quality 
management  environment  to rest of the 
organization. Policies, procedures and standards are 
inconsistent  and restricted to only top management 
and communicated to concerned individuals only on 
ad-hoc basis through informal channels. This finding 
is almost consistent with the previous study of a 
developed country [39]. Other process that performed 
relatively poorer  than the others was “PO9-Assess 
and manage IT risks”.   The reason could be 
associated with the fact that IT risks are considered  
through ad-hoc approaches  and depend on project to 
project  basis. Risks are usually defined in project 
plan and not assigned to specific individual. Even IT 
risks such as security, availability and integrity are 
not defined in project plan. Day-to-day operations are 
not discussed in management meetings.  This finding 
is almost consistent with the previous study of a  
developing country  [41]. Other processes that 
performed below maturity level 2 were  “AI2-  
Acquire and maintain application software” and “M1- 
Monitor and evaluate IT performance”. 
 
6.2.2.   Domain Level Comparison  
 Different domains  demonstrated different maturity 
levels and some  showed higher maturity than the 
others. The domain wise average maturity of the 15 
IT processes across the six studied PakPSOs is shown 
in Figure  1. We can see that  that the domain 
“Deliver and Support (DS)” showed highest maturity 
than the others. This finding is  inconsistent to the 
previous study which revealed that public sector 
showed higher maturity in planning domain due to 
presence  of policies and regulations  [29]. However, 
the domain “Planning and Organize (PO)”  showed 
second highest maturity level. It means  the PakPSOs 
were relatively weak in planning than support.  The 
domain “Monitor and Evaluate (ME)” showed lowest 
maturity than the others which means  the  PakPSOs 
were weak in performance measurement which was 
also evident from  a  previous study  which revealed 
that PSOs were weak in performance measurement 
[8]. 

 
Figure 1: Domain wise average maturity of the 15 IT processes 

in the six studied PakPSOs 

6.2.3.   Organizational Level Comparison  
  Different organizations  demonstrated different 
maturity levels and some performed better than the 
others. Figure 2 shows the maturity level of each of  
the six studied PakPSOs  for the 15 IT processes. 
 

 
Figure 2: Maturity levels of the six studied PakPSOs for the 15 

IT processes 
 
We can see  from the Figure 2  that NADRA showed 
highest maturity as compared to the other 
organizations. This was due to the higher maturity 
levels of majority of the processes. The processes 
“DS11-Manage data” and “DS5-ensure system 
security” were more mature than the others. On the 
other hand, the processes “AI6-  Manage changes” 
and “AI2-  Acquire and maintain application 
software” were  less mature than the others.  The 
possible reason of those higher mature processes 
might be that NADAR has the mandate of national 
database and registration. Managing data and related 
activities are among the core functions of NADRA. It 
has a world class system to acquire, store and 
preserve data related to national identity as claimed 
by the sources in NADRA. However change 
management in NADRA was less mature which is 
also a  common practice in PSOs due to complex 
decision making structures  [47] but low maturity for 
the  process “AI2-  Acquire and maintain pplication 
software”  was a surprised result. The  second mature 
organization was  HEC. The processes “DS11-
Manage data” and “AI1-Identify automated 
solutions” were more mature than the others. This 
might be due to the mandate of HEC to acquire and 
preserve data of  universities/institutes of higher 
education across the country regarding enrolment, 
degree verification and attestation, scholarship 
schemes, digital library etc. and provision of 
consultancy about IT based services to 
universities/institutes.  On the other hand, the 
processes “DS4-Ensure continuous service” and 
“AI2-Acquire and  maintain application software” 
were less mature and need to be improved.   The 
average maturity of NTC was 2.33. The processes 
“DS11-Manage data”  and “PO10-Manage projects”  
were  more mature than the others.  This could be due 
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to the mandate of NTC for the provision of data, web 
hosting facility and Internet services to all PakPSOs. 
On the other hand, the processes “DS4-Ensure 
continuous service” and “AI6-Manage changes” were 
less mature. FBR exhibited  average maturity  level of 
2.08. The processes “DS11-Manage data” and “DS4-
Ensure continuous service” were  more mature than 
the others. This might be due to the mandate of FBR 
for provision of revenue and taxation related IT based 
services.  On the other hand, the processes “PO6-
Communicate management aims and direction” and 
“AI2-Acquire and maintain application software” 
were less mature.  NITB was  restricted to  an  
average maturity level of 1.96. The processes “PO10-
Manage projects” and “PO1-Define a strategic IT 
plan”  were more mature than the others.  This could 
be due to the mandate of NITB  to execute IT projects 
in PakPSOs as per National Action Plan and the 
provision of IT consultancy to PakPSOs and training 
to government employees.  On the other hand, the 
processes “AI2-Acquire and maintain application 
software”  and “PO6-Communicate management 
aims and direction” were less mature. AGPR 
performed lowest than  the other organizations.  The 
processes “DS11-Manage data” and “DS4-  Ensure 
continuous service” were more mature than the  
others. On the other hand, the processes “PO6-  
Communicate management aims and direction” and  
“PO10-  Manage projects”  were less mature. In 
conclusion, all the studied PakPSOs except NITB 
were more mature in managing data but majority of 
them were less mature in acquiring and maintaining 
application software.   
 
6.3.   Comparison of PakPSOs with Others     
Finally,  the  average  maturity  of the 15 IT processes 
across  the six studied  PakPSOs was compared with  
the PSOs of  a developed  country (Australia),  a 
developing country (Tanzania) and internationally 
across a range of nation. A radar view of this 
comparison is shown in Figure 3. 

 
Figure 3: Comparison of the average maturity of the 15 IT 
processes across the six studied PakPSOs with the PSOs of 
Australia, Tanzania and internationally across a range of 

nations 

The average maturity levels of the 15 IT processes in  
the  Australian PSOs  were  already measured  and 
ranged from 2.5 to 3.5  [39]. Majority of the 
processes (9 out of 15 or 60%) were above maturity 
level 3 as apparent from the Figure 3. Also, the 
average maturity levels of the same 15 IT processes 
in  the  Tanzanian PSOs were already measured and 
ranged from 1 to 2.3 [41]. Majority of 
the processes (8  out  of  15 or  53%) were below 
maturity level 2  as shown in  the  Figure  3.  The 
average maturity levels of the same 15 IT processes 
were already measured for  the  PSOs nternationally 
and  ranged from 2 to 3  [29].  Majority of the 
processes (13 out of 15 or 87%) were ranged from 2.5 
to 3 as obvious from the Figure 3.   Figure 3 shows 
that all the 15 IT processes in the six studied 
PakPSOs performed lower than the Australian PSOs. 
The difference is from half to more than one maturity 
level.  However, the process “DS11-Manage data” 
performed relatively  close  to the  Australian PSOs. 
It means  the  PakPSOs are relatively well in 
managing data and related activities. For other 
processes,  the PakPSOs should learn from the  
Australian PSOs  and improve lower performed 
processes. 
Moreover, majority of the processes in  the PakPSOs 
(13 out of 15 or 87%) performed lower than the 
public sector  international  benchmark.  The 
difference is also from half to more than one maturity 
level which is alarming.  It means the PakPSOs were 
still poorer than the public sector international 
benchmark despite a long time span between  the two 
studies. There is an urgent need to improve lower 
performed processes in  the PakPSOs. Two processes 
“DS11-  Manage data” and “PO5-  Manage the IT 
investment” performed better than  the  international 
benchmark. However, the process  “PO1-Define a 
strategic IT plan” performed close to international 
PSOs.  Furthermore,  most of the processes in  the 
PakPSOs (11 out of 15 or 73%) performed better than 
the Tanzanian PSOs. Among other things, this might 
also be due to the time span between the two studies. 
However, four processes performed lower than  the 
Tanzanian PSOs. Also the processes “ME1-Monitor 
and evaluate IT performance” performed equal to  the 
Tanzanian PSOs.  It means  the  PakPSOs must pay 
special focus to  lower performed  processes  because 
these are less mature even than a developing country. 
7.  CONCLUSION AND FURTHER  
RESEARCH   
 This study assessed ITG maturity of  the selected  six 
PakPSOs in  the  perspective of a developing  country 
through case study research method and  compared  it 
with a developed country (Australia),  developing  
country  (Tanzania)  and internationally  across a 
range of nations  against a similar benchmark  for 
learning  and  embracing  best practices.  The purpose 
was  to explore the ITG context to identify weak 
areas for improvements.  The results revealed that the  
average maturity levels of the 15 IT processes across 
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the six studied PakPSOs was 2.24 ranged from 1.65 
to 3.05 and majority of the processes (10 out of 15 or 
67%) were above the maturity level 2. Majority of the 
PakPSOs were more mature in managing data but less 
mature in acquiring and maintaining application 
software.  The PakPSOs performed poorer  than the 
Australian  public sector and  the mixed international 
public sector organizations. However,  these 
performed better than Tanzanian public sector. Many 
processes were identified where public managers in 
the  PakPSOs should focus to improve ITG maturity 
and consequently ITG performance. This study 
provides important implications for both practitioners 
and academia. From practitioners‟ point of view, the 
study provides guidance for decision-makers in 
PakPSOs to optimize their IT-related plans and use of 
scarce resources by directing focus  on weak areas 
and ultimate improvement in public service delivery. 
By understanding the relative importance of IT 
processes, public managers can prioritize limited 
resources accordingly. Moreover, the study provides 
a reference benchmark of maturity levels  of IT 
processes in public sector of Pakistan which was 
previously unavailable. For academia, the results may 
be used to broaden the scope of IT processes for 
successful implementation of IT governance in the 
context of PSOs of less developed countries.  This 
study  was  restricted to only six PakPSOs  because 
others  were  not  at the level of sufficient IT 
deployment  and  hence  away from the concept of 
knowledge-based organizations.  The research can be 
extended in future by including more PakPSOs  
because  E-Office suit is being deployed throughout 
the federal government ministries/divisions. 
Moreover, the study is limited to the  PSOs of Federal  
government. This can be extended to provincial  
governments‟ organizations because IT investments 
are also increasingly being made in these 
organizations. 
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Appendix-A                       
34 IT Processes of COBIT scattered into four 
domains 
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