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APPENDIX 1: QUESTIONNAIRE 

 

Dear Sir/ Madam, 

I am a postgraduate student of the University of Moratuwa, Department of Computer Science & 

Engineering engaged in the research on ―Impact of Training on Improved e-Government Service 

Delivery from the Divisional Secretariat in Sri Lanka. A Comparative Study‖ as a fulfillment of 

Master of Business Administration (MBA e-Governance) Programme.  

I would appreciate if you could spare few minutes of your precious time to fill up the 

questionnaire below please. 

M.C.L. Rodrigo 

 

Questionnaire for the staff of the DS office.  

A) Demographic data: 

A.1 Name of DS Office: 

A.2. District:   

A.3. Designation  

A.4. Office Unit: Please use ( √   ) to fill the following. 

1 Administration/ Establishment         

2 Land   

3 Social Welfare Services  

4 Accounts/ Finance  

5 Samurdhi  

6 Planning           

7 Other (specify)  

8 All Above  
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A.5. Service period in the present office: 

1 Less than 2 years         

2 Between 2 - 4 years  

3 Between 4 - 6 years  

4 Between 6 - 8 years  

5 Between 8 - 10 years  

6 More than 10 years           

 

A.6. What is your age? 

1 Less than 25 years  

2 26 – 35 years       

3 36 – 45 years       

4 46 – 54 years       

5 >55 years           

 

A.7 What are your IT qualifications? 

1 IT Degree         

2 Diploma in IT       

3 Certificate Course       

4 Practical knowledge       

5 Other (Please specify)  
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B. IT training:  

 B.1 Have you had any IT related training?  

YES  

NO  

 

If YES, 

B.2 No. of ICT training programs attended: 

1 Only one training program       

2 More than one program  

 

B.3 What are the types of training you received? (Select multiple choices) 

1 Windows & MS Office         

2 Advanced MS Office  

3 Open source applications  

4 Internet & e-mailing       

5 Database management       

6 Programming  

7 Software engineering  

8  Software project management  

9 Networking  
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B.4 Where do you use the knowledge acquired from such trainings?  

1 At office work only        

2 At office and home       

 

B.5 For what purposes do you use the training received? 

1 At front office work        

2 Word processing       

3 Spread sheet applications  

4 Database applications  

5 Accounts applications  

6 Presentations  

7 Planning activities  
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B.6 How do you feel about the quality of training you received? 

      (Please circle the number which best describes how strongly you agree or disagree with each    

        statement) 

 

 

 

1. Training you received was good enough  1 2 3 4              5        

    to fulfill your office usage of ICT          

2. Training was not relevant to your office  1 2 3 4              5 

    needs          

3. You were taught theory only   1 2 3 4              5 

4.  Practical sessions were not enough for  1 2 3 4              5 

     you   

5. Training was in English and you found  1 2 3 4              5 

    it difficult to understand   

6. Training was good but no facility to practice 1 2 3 4              5 

    at the office   

7. I as an adult found difficulties in   1 2 3 4              5 

    understanding the trainings received   

8. I went for training only as a duty obligation 1 2 3 4              5 

9. Training was on general IT and not in   1 2 3 4              5 

    e-service delivery   

10. Trainers were not qualified enough to   1 2 3 4              5 

      deliver training         

 

Strongly 

Disagree 

 

Disagree 

Neither 

Agree nor 

Disagree 

 

Agree 

Strongly 

Agree 
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C. ICT infrastructure: 

C.1 What is the type of network connectivity at your office? 

ADSL  

Dial-up  

Leased 

line 

 

 

C.2 Are you satisfied with Internet access speed at your office?  

Yes  

No  

Could be 

better 

 

 

C.3 What are the ICT infrastructure facilities at work? 

      ( Please put (   √   ) mark appropriately) 

 

Always 

Some 

times 

Seldom 

 

Never 

 

1 You have been allocated a personal computer           

2 You use computer in the pool          

3 You have access to the Internet     

4 You have access to the LGN     

5 Your access to office web site     

6 You use e-mail to communicate with other offices     

7 You are allowed to use personal e-mail at office     

8 Your office has document scanners     

9 Your office has a web mail service     
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D. e-Service delivery: 

D.1 What is your opinion of e-service delivery by your office? 

      (Please circle the number which best describes how strongly you agree or disagree with each    

       statement) 

 

 

 

1. It enhances speed & quality of service  1 2 3 4 5 

   delivery 

2. It is complicated and takes time      1 2 3 4 5 

3. It is costly for government service  1 2 3 4 5 

    delivery 

4  It is easier to work manually      1 2 3 4 5 

5. Untrustworthy to depend on machines 1 2 3 4 5 

    & technology 

6. We have to start e-service delivery soon 1 2 3 4 5 

7. People may not accept it 1 2 3 4 5 

8. Concept is good practice is difficult 1 2 3 4 5 

 

 

 

 

 

 

Strongly 

Disagree 

 

Disagree 

Neither 

Agree nor 

Disagree 

 

Agree 

Strongly 

Agree 
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D.2 What do you think would be the challenges associated with e-service delivery?   

       (Please circle the number which best describes how strongly you agree or disagree with each    

        statement) 

 

 

 

1. Employees are reluctant to use ICT and   1 2 3 4                5        

    prefer manual work  

 

 2. Employees are happy to use ICT, no   1 2 3 4                5 

    directives issued   

 

3. Funds are limited and not allocated for   1 2 3 4                5 

    ICT infrastructure 

 

4. Funds are available, allocation is   1 2 3 4                5 

    problematic 

5. Suitable connectivity is not available  1 2 3 4               5 

 

6. Training facility is not sufficient  1 2 3 4               5 

 

7. Failures/ break-downs in the connectivity  1 2 3 4               5 

    and electricity hinder service delivery 

 

8. Employees have no trust on ICT  1 2 3 4               5 

 

9. Political will for innovations is lacking  1 2 3 4               5 

 

10. Unit managers are not pushing ICT   1 2 3 4               5 

      usage 

 

11. Head of institution has no interest to push  1 2 3 4              5 

      ICT usage. 

 

12. e-service delivery is not a prioritized   1 2 3 4              5 

      strategy of the organization 

13. Existing ICT facilities are outdated  1 2 3 4              5 

 

14. Facilities are sufficient, usage is   1 2 3 4              5 

      insufficient 

 

 

Strongly 

Disagree 

 

Disagree 

Neither 

Agree nor 

Disagree 

 

Agree 

Strongly 

Agree 
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D.3 How familiar are you with the existing e-Government applications? 

      (Please circle the number which best describes how strongly you agree or disagree with each    

       statement) 

 

 

 

 

1. You are familiar with ICTA and its activities 1 2 3 4 5       

2. You are familiar with laws related to  1 2 3 4 5 

    e-applications      

3. You are familiar with e-government  1 2 3 4 5 

    applications used by government bodies in 

    your area 

4. You frequently visit/ explore the Web 1 2 3 4 5 

5. You frequently use LGN 1 2 3 4 5 

6. You frequently use e-mail for office  works 1 2 3 4 5 

7. You have knowledge about e-applications in 1 2 3 4 5 

    other countries 

8. You exchange/ share information  1 2 3 4 5 

    electronically with other government offices  

 

9. You use only facsimile and telephone  1 2 3 4 5 

    exchange /share information with other  

    government offices 

 

10. You have knowledge sharing facility at your 1 2 3 4 5 

      office 

11. You are familiar with e-procurement 1 2 3 4 5 

12. e-procurement is practiced at your office  1 2 3 4 5 

13. e-banking is practiced at your office 1 2 3 4 5 

 

Strongly 

Disagree 

 

Disagree 

Neither 

Agree nor 

Disagree 

 

Agree 

Strongly 

Agree 
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D.4 What impact do the following barriers have on DS office use of ICT in general? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 Problems & barriers have on DS office usage of 

ICT in general 

Impact of barrier 

None Some Large No 

idea 

1 Errors/ defects in supplied software            

2 Lack of flexibility of ICT suppliers          

3 Lack of integration between applications     

4 Lack of ICT qualified staff in the DS office     

5 Difficult to recruit / retain ICT qualified staff     

6 Non-existence of ICT unit at the DS office     

7 DS office lacks updated ICT strategy     

8 ICT expenditure is too high     

9 Difficult to release resources for development     

10 Difficult to adjust DS office normal routines     

11 Risk of hacking, viruses or unwanted access to 

DS office data 

    

12 Insufficient standards for digital signatures      

13 Legislation and set of rules & regulations need to 

be adjusted 

    

14 Difficult to integrate existing systems with the 

proposed e-Government applications 

    

15 Lack of standards for exchange of data     

16 Lack of information security measures at the DS 

office 
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E. Innovativeness: 

E.1 What is your opinion of the relationship between HR Capacity Building and Service 

innovation? 

     (Please circle the number which best describes how strongly you agree or disagree with each    

     statement) 

 

 

 

 

 

 

 

 

 

1. ICT is a catalyst for innovation and change in  

    the public sector delivery process.  1 2 3 4 5       

 

2. Leadership towards innovative approaches should  

    be at the DS office.     1 2 3 4 5 

 

3. Investment in ICT strongly supports  

    innovative service delivery from DS office. 1 2 3 4 5 

 

4. Providing the right training environment for  

    Internet-driven innovation is a must  1        2    3         4     5  

 

5. There should be an IT unit at DS office to 1 2 3 4 5 

    promote e-service innovation.  

 

6. Innovative best practices elsewhere can help    

    innovative practices at DS office      1 2 3 4 5 

 

7. New and speedy ways of service delivery can 

    be done with ICT equipped employees at DS 

    office.  1 2 3 4 5 

 

8. Existing ways of service delivery can be changed 

    into new and speedy ways with ICT usage. 1 2 3 4 5 

Strongly 

Disagree 

 

Disagree 

Neither 

Agree nor 

Disagree 

 

Agree 

Strongly 

Agree 


