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CHAPTER 1: INTRODUCTION 

 

1.1 BACKGROUND & MOTIVATION: 

People make change. The Divisional Secretariat (DS) is one stop shop for majority of 

government services to the nation. From birth to death of a person various kinds of citizen 

focused services are delivered by 325 Divisional Secretariats island wide at present. These 

services include issuance of certificates like birth and death, licenses like revenue, permits like 

extraction of minerals, timber etc., clearances like GN certificates of residence etc. Study and 

contribute to enhance delivery of such services through proper usage of ICT is a timely need for 

socio-economic development of the country.  

The Divisional Secretariat is the planning and coordinating body for various divisional level 

implementation of government policies which include divisional level development works, social 

services, and other such works. The DS maintains links with local government organizations, 

provincial councils, line ministries and departments, village level organizations and other semi-

government and civic organizations in the delivery of expected services to the citizen.  

This study is highly motivated by the nature of services delivered by the DS as a one stop shop to 

the citizen to explore the factors affecting efficiency and effectiveness of such services 

influenced by the human factor at the DS. 

Behind the common criticism of inefficiency in delivery of services from public organizations 

there may be various reasons. Exploration of human capacity related causes which affect timely, 

speedy and quality service to the nation from the DS using enhanced ICT proper is main 

motivator to the study. Observations gathered by working at the DS and the confidence of 

possibility to re-engineer the existing work processes with proper application of ICT are also 

motivating factors to pursue this study. 

e.Service delivery is a new emerging area in the world & better investment and managerial 

decisions on HR capacity building to achieve expected objectives are required to implement it 

successfully. Public sector leadership to shift the paradigm of service delivery is really 

challenging and vital in the transformation from traditional government to e.Government. 
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Not many researches were done on the impact of training and organizational capacity building by 

Govt. organizations for successful service delivery enhancement in the Sri Lankan context. The 

research area is extremely relevant and important to public sector managers at all levels. The 

research would contribute to build a framework for better leadership decisions where public 

sector HR performance enhancement in service delivery will be promoted. This research would 

lead to further research on the area of study.  

 

1.2 RESEARCH OBJECTIVE: 

To propose a course of action in terms of necessary training to minimize the gap between desired 

level and existing level of e-Service delivery to the end customer through enhanced performance 

of the staff at the Divisional Secretariat.  

 

1.3 PROBLEM STATEMENT: 

In this qualitative research, the factors contributing to different levels of performance shown by 

the staff at the DS Office based on their receipt of training in ICT were investigated. 

 

RQ 1: Whether the blueprint/ prototype ICT trainings offered by training institutes are sufficient 

for the expected level of e-service delivery from the DS Office? 

 

RQ 2: What would be the impact of training on ICT capacity building of the staff at the DS 

office as a public sector organization in Sri Lanka to make e-Service delivery efficient, effective 

and innovative?  

 

The issues in the dimensions of organizational Vision, Mission, implementation goals, projects 

for enhancement in delivery of services, organization culture and HRD practices, and impact on 

overall governance and related facts were looked as well. 

  

 

 

 



3 

 

1.4 RATIONALE: 

Optimum performance of the staff at the Divisional Secretariat is a crucial pre-requisite for 

enhanced delivery of e-Government services.  

Motivated and trained workforce through proper managerial and investment decisions in ICT 

training and resource allocation achieves competitive e.Service delivery advantage. 

It is expected to provide a course of action to minimize the gap between the existing state and 

desired state in public satisfaction of service delivery through enhanced HR development 

decisions towards e-Government objectives. 

 

1.5 BENEFITS OF STUDY: 

A set of recommendations/ course of actions will be produced based on the findings and analysis 

to optimize HR training related investment decision practices for enhanced delivery of e-

Government services in the public sector. The result would be useful to other organizations in the 

public, private and non-governmental sectors to achieve desired enhanced delivery of respective 

services in the form of PPP.   

 

 

 

 

 

 

 

 

 

 


