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CHAPTER 2: LITERATURE  REVIEW 

 

2.1 INTRODUCTION 

Literature review for this study was done mainly on two areas of subject categories, namely HR 

capacity building issues in government and the ways to enhance e-service delivery from public 

offices. ICTA programmes and projects, Asian regional practice of HR capacity building for e-

service delivery and other related literature were reviewed. 

Scholarly works on employee training, organizational capacity building, employee and 

organizational efficiency, individual and organizational innovation, employee and organizational 

effectiveness and service delivery in the context of electronic service application and practice 

were reviewed to examine the related factors and their relevance to the research area. 

Review of existing models and practice of e-service delivery in different socio-economic settings 

and their significance to this study was done in order to understand the relationships and 

differences among the same. 

The literature – e-books, published works, journal articles, case studies, term papers, white 

papers, survey reports, academic works, and printed materials- related to public sector e-

government models and applications were selected for review. 

 

2.2 DEFINITION OF TERMS 

2.2.1 Training 

Training is widely and commonly understood as communication directed at a defined population 

for the purpose of developing skills, modifying behavior, increasing competence and as end 

result, satisfying the stakeholders. Generally, training focuses exclusively on what needs to be 

known for the change/ improvement. Education is a longer-term process that incorporates the 

goals of training and explains why certain information must be known. Education emphasizes the 

scientific foundation of the material presented and the knowledge gained through such 

foundation.  
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Training as well as education induces learning, a process that modifies knowledge and behavior 

through teaching and experience. This research focuses on both training and education to 

enhance individual and collective (organizational) capacity to achieve e-governance objectives 

through service delivery from the Divisional Secretariat in Sri Lanka.  

In contrast to informal training (which is embedded in most instances of human exchange), 

formal training interventions have stated goals, content, and strategies for instruction. HRD Plan 

aligned with organizational corporate objectives is needed to (1) identify major variables that 

influence the learning process, (2) optimize resources available for training interventions and (3) 

measure and rectify service delivery mechanism and issues in the process of service delivery. 

ICT Workforce Capability Plan for Government Employees published by the Queensland 

Government of Australia (2006) highlights a range of environmental forces affecting the said 

plan with a view to planning and implementation of the related project activities to enhance ICT 

capabilities of the government workforce. Those include; 

a) Rapid technology changes, 

b) Continual need to update ICT capability, 

c) Low uptake of ICT courses and careers, 

d) ICT skills shortages, 

e) ICT training and education mismatch, 

f) Changing workforce demographics, i.e. the aging population. 

g) Competitiveness of the public sector to attract ICT skilled people, 

h) Inconsistent ICT workforce capability planning   

 

The environmental forces mentioned above have similar effect on the ICT service delivery 

policy planning and implementation at the level of Divisional Secretariat in Sri Lanka as well. 

Training as a key element is incorporated into the analytical model of this research, Service 

Delivery Capability Model (SDCM) which is described in the Chapter 3.  Training and ICT 

capacity building related questions were asked in the section B of the questionnaire to cover the 

areas of trainings received and to examine perception of its different dimensions. 
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Training, in this research, has been taken as a key enabler to enhance individual and collective 

efficiency and effectiveness in the required service delivery from the public office. Therefore, 

training can be defined as a multi-way cross functional learning process which broadens the 

knowledge base as well as the application base of skills and competencies in the public service 

delivery.   

2.2.2 Capacity Building 

 

The term capacity building as it implies itself has many meanings attached to it which include; 

 It is about training of personnel, 

 It is about hiring of new people, consultants, 

 It is about hiring of new structures, 

 It is about undertaking various studies to learn best practices, 

 It is about skills development of staff on newly acquired hardware/ software, 

 It is about enhancing existing skills and competencies, 

 Although all of these definitions are true, but none of them is representative of the term 

capacity building in entirety.   

In the broader sense, capacity building is all the above and much more. It is all about enabling 

right people with right knowledge, skill- sets and attitudes. The right mix of all these components 

helps in overcoming complex challenges in planning and implementation of e-Government 

applications/ projects.  

People, business practices, facilities and equipment, ICT, knowledge, training and 

accountability/ governance have been identified in this research as the key capability elements as 

indicated in the SDC model. 

Training is taken as the major capability building element and the tool to strengthen the effect 

and impact of other elements for desired service delivery outcomes. 

Therefore capability building can be defined as an enabler and the most important 

prerequisite to increase human efficiency and effectiveness to achieve the level of service 

delivery from the public office.    
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2.2.3 Efficiency & Effectiveness 

 

Codagnone (2008) on Efficiency and Effectiveness expresses the dimensions of efficiency and 

effectiveness in e-Service delivery from different viewpoints of scholars. Citing Millard & 

Horlings (2008) the editorial mentions that the concepts and practice of efficiency, effectiveness 

and governance in e-Service delivery are interconnected and mutually qualifying.  

1. Efficiency and the search for savings – benefits for government: a dynamic, productivity-

driven, innovative and value for money set of instructions, where: 

- the constituent is seen as a tax payer  

- the policy dilemma is how to provide ‗more for less‘ 

2. Effectiveness: the search for quality services- benefits for the constituents: producing and 

delivering inter-active, user-centered, innovative, personalisable, inclusive services 

maximizing fulfillment of security where, 

- The constituent is seen as a consumer, but where services are provided to all on the 

basis of need instead of (or as well as) demand, 

- The policy dilemma is how to pursue both need and demand and how to balance the 

two. 

3. Governance: the search for Good Governance- benefits for society: open, transparent, 

accountable, flexible, participatory, democratic, etc., where: 

- the constituent is seen as a citizen, voter and participant. 

- there are two policy dilemmas, how to balance openness with legitimate privacy (of 

civil servant as well as of constituents), and how to balance the ultimately 

irreconcilable interests of society‘s different stakeholders (the latter is, of course, the 

realm of politics, but it also impacts the sphere of government operation at an a 

political level). 

The above proposition has been illustrated in the following figure: 
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Figure 2.1 Policy Goals of e-Government 

2.2.4 Innovation 

 

Okunoye et al. (2007) in their study to investigate ‗IT Innovations and e-Service Delivery in 

Developing Countries‘ cited Rogers (1995) and mention that an innovation is an idea, practice or 

object that is perceived to be new by a person or adopting entity. From innovation theory we can 

learn that innovation consists of some distinct features like-new knowledge or creative idea, 

entrepreneurs, institutional and organizational settings that support the emergence and 

implementation of innovation, including the importance of innovative policy and leadership. 

Jaeger (2009) examines the existing theories of innovation and suggests ‗User Driven 

Innovation‘ should be adopted since the classic innovation theory could be difficult to transfer to 

innovation in the public sector. The innovations in the public sector will take place in policy 

networks. Hence the approach of systems of innovation seems to be promising. According to this 

approach the innovation can be understood as an interactive learning process between the 

different actors in the system/ network within the institutional settings of the legal state. In this 

way, the understanding of the collective entrepreneur as the foundation of innovation is 

applicable to the present public sector based on networks.  
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In the Sri Lankan context, ―User-driven innovation is more applicable since it is meant to 

develop new products or services based on systematical uncovering of users‘ needs and wishes 

rather than adoption innovation in a networked system. The proposition of User-driven 

innovation came up in the Quality Reform Agenda of Danish Government in 2007. The Council 

of Technology and Innovation, Denmark (RTI), and The Danish Ageny for Science, Technology 

and Innovation defined the concept of user driven innovation according to their perspective of 

application the same in the public sector. According to the agency user-driven innovation is an 

approach for development of new products, services and organizations, which is built on a 

fundamental dialog-based exploration of the users of the future praxis and needs.‘   

Re-engineering is not innovation, but it may be a qualifier or enabler for innovation. BMD 

project and automated driving license (e-Driving License) project by DMT are a few examples of 

service re-engineering practiced in Sri Lanka. Those are re-engineered processes to deliver 

certain services to public. 

Okunoye et al. (2007) has sited Barras (1986) who has identified three main factors affecting the 

rate of realizing the potentials of a new technology for service innovation. According to Barras, 

the first factor is “opportunity,” defined as the suitability of the activities carried out within the 

user sector for applications of the new technology. This of course affects the rate at which the 

technology is initially adopted within an industry, but more important in the longer term, it 

affects the rate at which process and product innovations can be generated once the technology 

has been introduced. The explanation is true in the case of the Divisional Secretariat in Sri Lanka 

since the Divisional Secretariat is performing specific functions and delivering specific services 

to Public in ―One Window‖ format. The second factor Barras (1986) discussed is the “usability” 

of the technology. Usability is defined to cover both the availability and quality of software, 

which provides the direct embodiment of the service sector applications of the technology, and 

the ―user friendliness‖ of the system‘s basic operating procedures. This feature is also well suited 

with service delivery environment at the DS Office. Availability and quality of the software and 

their interoperability within and between similar organizations and service units is an essential 

prerequisite of exchange of data/ information at the Divisional Secretariat. Training and capacity 

building of relevant software and their expected usage for service delivery is justified by this 

factor as defined by Barras. The final factor identified affecting the realization of the potential of 
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a technology is the “adaptability” of the organization installing the equipment: this includes 

workforce or managerial resistance to the introduction of new technology: the extent to which 

working procedures can be adjusted; and the rate at which the workforce can be trained in the 

necessary skills to use the technology. This fact is very much true in the Sri Lankan setting as 

well since e-Government applications are quite new to existing employees at the DS office and 

resistance is natural to be happened. Therefore, training and attitudinal change at the DS office is 

essentially emphasized as Barras mentions. Otherwise it would be a factor for failure of e-

Government applications at the local public office. 

 

2.3 E-GOVERNMENT AND E-GOVERNANCE 

The Wikipedia (accessed 12 September 2010) showed a number of definitions expressed by 

various organizations and scholars about the terms of e-Government and e-Governance.  

―E-government refers to the delivery of national or local government information and services 

via the Internet or other digital means to citizens or businesses or other governmental agencies. 

E-government is a one-stop Internet gateway to major government services. E-government 

facilitates provision of relevant government information in electronic form to the citizens in a 

timely manner; better service delivery to citizens; empowerment of the people through access to 

information without the bureaucracy; improved productivity and cost savings in doing business 

with suppliers and customers of government; and participation in public policy decision-

making‖. 

Majority of such definitions include the following characteristics; 

 The use of ICTs, and particularly the Internet, as a tool to achieve better government.  

 The use of information and communication technologies in all facets of the operations of 

a government organization.  

 The continuous optimization of service delivery, constituency participation and 

governance by transforming internal and external relationships through technology, the 

Internet and new media.‖  

It is worth referring to some of key definitions of the terms. 
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―World Bank definition of E-Government refers to the use by government agencies of 

information technologies (such as Wide Area Networks, the Internet, and mobile computing) that 

have the ability to transform relations with citizens, businesses, and other arms of government. 

These technologies can serve a variety of different ends: better delivery of government services 

to citizens, improved interactions with business and industry, citizen empowerment through 

access to information, or more efficient government management. The resulting benefits can be 

less corruption, increased transparency, greater convenience, revenue growth, and/or cost 

reductions.‖ United Nations defines ―E-government as utilizing the Internet and the world-wide-

web for delivering government information and services to citizens.‖ 

Global Business Dialogue on Electronic Commerce‘s definition of E-government is as follows: 

―Electronic government (hereafter e-Government) refers to a situation in which administrative, 

legislative and judicial agencies (including both central and local governments) digitize their 

internal and external operations and utilize networked systems efficiently to realize better quality 

in the provision of public services.‖ 

Gartner Group‘s definition: ―the continuous optimization of service delivery, constituency 

participation, and governance by transforming internal and external relationships through 

technology, the Internet and new media.‖ 

Definition of the Working Group on E-government in the Developing World shows that ―E-

government is the use of information and communication technologies (ICTs) to promote more 

efficient and effective government, facilitate more accessible government services, allow greater 

public access to information, and make government more accountable to citizens. E-government 

might involve delivering services via the Internet, telephone, community centers (self-service or 

facilitated by others), wireless devices or other communications systems.‖  

While definitions of e-government by various sources may vary widely, there is a common 

theme. 

E-government involves using information technology, and especially the Internet, to improve the 

delivery of government services to citizens, businesses, and other government agencies. E-
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government enables citizens to interact and receive services from the federal, state or local 

governments twenty four hours a day, seven days a week. 

E-government is in the early stages of development. Most governments have already taken or are 

taking initiatives offering government services online. However, for the true potential of e-

government to be realized, government needs to restructure and transform its long entrenched 

business processes. According to Gartner, e-government involves the use of ICTs to support 

government operations and provide government services (Fraga, 2002). However, e-government 

goes even further and aims to fundamentally transform the production processes in which public 

services are generated and delivered, thereby transforming the entire range of relationships of 

public bodies with citizens, businesses and other governments (Leitner, 2003). 

In the last few years, there has been much talk of mobile government or m-government. M-

government refers to the use of wireless technologies like cellular/mobile phones, laptops and 

PDAs (Personal Digital Assistants) for offering and delivering government services. M-

government is not a substitute for e-government, rather it complements it. 

E-governance, meaning ‗electronic governance‘ is using information and communication 

technologies (ICTs) at various levels of the government and the public sector and beyond, for the 

purpose of enhancing governance (Bedi, Singh & Srivastava, 2001; Holmes, 2001; Okot-Uma, 

2000). According to Keohane & Nye (2000), ―Governance implies the processes and 

institutions, both formal and informal, that guide and restrain the collective activities of a group. 

Government is the subset that acts with authority and creates formal obligations. Governance 

need not necessarily be conducted exclusively by governments. 

Private firms, associations of firms, nongovernmental organizations (NGOs), and associations of 

NGOs all engage in it, often in association with governmental bodies, to create governance; 

sometimes without governmental authority.‖ Clearly, this definition suggests that e-governance 

need not be limited to the public sector. It implies managing and administering policies and 

procedures in the private sector as well. 

The UNESCO definition is that “E-governance is the public sector’s use of information and 

communication technologies with the aim of improving information and service delivery, 

encouraging citizen participation in the decision-making process and making government more 
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accountable, transparent and effective. E-governance involves new styles of leadership, new 

ways of debating and deciding policy and investment, new ways of accessing education, new 

ways of listening to citizens and new ways of organizing and delivering information and services. 

E-governance is generally considered as a wider concept than e-government, since it can bring 

about a change in the way citizens relate to governments and to each other. E-governance can 

bring forth new concepts of citizenship, both in terms of citizen needs and responsibilities. Its 

objective is to engage, enable and empower the citizen.” 

“E-democracy builds on e-governance and focuses on the actions and innovations enabled by 

ICTs combined with higher levels of democratic motivation and intent” (Clift 2003). The 

concept of electronic governance chosen by the Council of Europe covers the use of electronic 

technologies in three areas of public action; relations between the public authorities and civil 

society; functioning of the public authorities at all stages of the democratic process (electronic 

democracy); the provision of public services (electronic public services).  

E-governance is defined as the, ―application of electronic means in (1) the interaction between 

government and citizens and government and businesses, as well as (2) in internal government 

operations to simplify and improve democratic, government and business aspects of 

Governance.‖ (Backus 2001). According to Kettl (2002), "Governance" is a way of describing 

the links between government and its broader environment - political, social, and 

administrative." The application of electronic links means the interaction between government 

and citizens and government and businesses, as well as in internal government operations to 

simplify and improve democratic, government and business aspects of Governance (Kettl  2002). 

2.4 E-GOVERNANCE AND E-GOVERNMENT 

According to the Wiki some authors contend that e-government constitutes only a subset (though 

a major one) of e-governance. 

―According to these authors, e-governance is a broader concept and includes the use of ICT by 

government and civil society to promote greater participation of citizens in the governance of 

political institutions, e.g., use of the Internet by politicians and political parties to elicit views 

from their constituencies in an efficient manner, or the publicizing of views by civil society 

organizations which are in conflict with the ruling powers. (Howard (2001) and Bannister & 
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Walsh, (2002). It is clear that considerable confusion exists in explaining e-government and e-

governance. In what follows, we attempt to resolve the ambiguities and come up with clear and 

non-overlapping definitions. Our premise is simple: e-government‘s focus is on constituencies 

and stakeholders outside the organization, whether it is the government or public sector at the 

city, county, state, national, or international levels. On the other hand, e-governance focuses on 

administration and management within an organization, whether it is public or private, large or 

small. 

Considering the above all definitions and explanations, the common definition can be built in the 

context of scope and objectives of this research as ―e-Government is the use of ICT by any 

government organization by means of e-Governance to deliver perceived value of public services 

by the public as well as other end users‖. Customer or public delight should be the ultimate 

outcome / impact of such service delivery.  

2.5  KEY FACTORS AFFECTING THE E-SERVICE DELIVERY AS INDICATED IN THE 

LITERATURE 

2.5.1 ORGANIZATIONAL FLEXIBILITY 

 

Hempell & Zwick (2005) in their discussion paper try to investigate to what extent ICT 

applications foster product and process innovations by enhancing organisational flexibility. 

In the analysis on the impact of ICT on flexibility, the writers distinguish between functional 

flexibility (the ability of workers to co-operate and take decentralized decisions) and numerical 

flexibility (the reduction of fixed costs, mainly due to outsourcing business processes). 

Functional flexibility is measured by the share of employees working in teams, in job rotation, 

in quality circles or in autonomous groups. Numerical flexibility is proxied by two indicators: 

first, outsourcing activities over the past three years as reported by the firms, and, second, the 

share of intermediate goods and services in sales as a measure of accumulated outsourcing 

decisions during the past. With regard to technology use, the author distinguishes between 

various types of ICT applications and investments.  

The authors cite previous scholars, (Brynjolfsson & Hitt, (2003); Hempell, (2005); Matteucci et 

al., (2005) , McEvily et al., (2004) whose main argument was that ICT is no panacea but merely 
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an ‗enabling technology‘ whose productive usage requires complementary activities by firms. 

They argue that ICT, unlike other capital goods, primarily supports innovations by improving 

possibilities of co-operation and information sharing between employees and firms (McEvily et. 

al., (2004) instead of directly increasing productivity. 

The authors discuss about previous studies inspired by Atkinson (1984) regarding the distinction 

between two basic kinds of organizational flexibility of firms – functional and numerical. 

 Functional flexibility increases the possibilities to redeploy employees between activities and 

tasks by empowering workers with greater decision-making responsibility and assigning them a 

greater scope of diverse activities. It is frequently associated with team work, autonomous 

workgroups and flat hierarchies (Chadwick & Cappelli, (2002). A key feature of this concept of 

flexibility is to make workers identify closely with the aims of the firm, leading to a higher 

propensity of workers to co-operate with each other, to generate ideas for improving products 

and processes, and to exert varying activities within the firm (Appelbaum & Batt, (1994); Batt, 

(1999); OECD, (1999). Moreover, a firm resorting to functional flexibility must offer incentives 

to the employees to mobilise their tacit knowledge, which is why functionally flexible firms 

frequently employ financial incentives based on group performance (Macduffie, (1995). Since 

functional flexibility requires workers to acquire complex and firm-specific knowledge, firms 

resort to highly qualified in-house staff. Empirical studies have found functionally flexible firms 

to be both more productive (Black & Lynch, (2004; Zwick, (2004) and more innovative (Hujer 

& Radic, (2003). 

Numerical flexibility, in contrast, aims at reducing fixed costs by contracting out jobs at reduced 

wages and benefits and buffer the regular work force from fluctuations (Gramm & Schnell, 

(2001). This helps firms to externalise risks with respect to demand fluctuations to external 

suppliers. Moreover, some goods and services can be bought cheaper or at higher quality from 

third parties because specialised providers can benefit from economies of scale and learning 

effects (Abraham & Taylor, (1996). For the outsourcing decision, a firm compares the costs 

associated with internal transactions and transactions over the market (Coase 1937). In addition 

to the market price, the market transaction also incurs transaction costs in the outsourcing 

enterprise when intermediates are implemented in own production routines. 
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According to the author, the impacts of both flexibility types on innovation activities also differ. 

Functional flexibility significantly increases the probability of product and process innovations 

in subsequent periods by more than 10 percent. Outsourcing, by contrast, leads to 

contemporaneous product innovations but there is no statistically significant product innovation 

effect in the long run. We interpret this result as evidence that outsourcing is frequently used to 

buy new and innovative intermediates that directly help to improve own products and services 

but that have no impact on own generic product innovation activities. Outsourcing leads to more 

process innovations after a time lag, however. Apparently, firms optimise their internal 

organization structures and processes some time after the outsourcing contract. 

These results are robust with respect to various tests and sensitivity checks. Outsourcing and 

functional flexibility are endogenous in the innovations estimations. Using several ICT indicators 

as instruments for both types of flexibility, we find that ICT is an important enabling technology 

for functionally flexible firms to innovate. It only plays a neglectible direct role for innovations, 

however. 

Overall, authors highlight that organizational adjustments are a crucial way by which ICT 

contributes to innovation activities in the overall economy. ICT lowers the cost of 

communication and coordination both between employees and between firms. This helps firms 

to adopt more flexible organizational structures that contribute to own innovation activities. 

According to the author his study shows that in the longer run, these innovation effects persist 

only if the absorptive capacity is increased by team work and decentralization of decision power. 

The authors, Thomas Hempell and Thomas Zwickdiscuss basically discuss about two kinds of 

flexibilities, functional flexibility and numerical flexibility, due to proper investment and use of 

ICT in a firm and argue that firm efficiency, effectiveness and robustness towards competitive 

advantage through such flexibilities. The benefits of such flexibilities can achieve only if the 

absorptive capacity is increased by team work and decentralization of decision power in the 

organization. Therefore investment decisions should be focused on such flexibilities in an 

environment where decentralized investment decision-making is practiced in a team culture. 

The authors mainly focus on German firms and ultimate objective is profitability and 

competitive advantage in the market place. 
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This study helps my research to understand the effects of flexibilities occur in the work place 

due to ICT investment decisions and how they can contribute to organizational innovation. 

But organizational context, style of administration and resource base here in Sri Lanka is very 

different from German context and government is a monopolistic public service provider without 

objective of earning profits.      

2.5.2 REENGINEERING AND COMPETITIVE EDGE 

 

Kakabadse, N.K., Kakabadse, A. & Kouzmin, A. (2002) investigated the facts related to the use 

of information and communication technology (ICT) to gain a competitive advantage has been 

one of the key strategic issues of agencies and organizations in the rapidly globalizing 

environment. Many public sector agencies have adopted a re-engineering strategy as a guiding 

principle for change; employing ICT as an enabling tool to achieve cost cutting and 

competitiveness. 

These change strategies have been imposed by political priorities and implementation has often 

been unconscious; without planning and compensatory changes in organizational culture flowing 

from a priori cost/benefit analyses of potential human costs. 

The authors examine re-engineering in public sectors, where ICT needs a new pivotal role in the 

process of re-inventing, or at least revitalizing, public sector legitimacy through now ICT 

enabled outsourcing. Comparative insights into ICT‘s strategic role in policy design in 

Australian and other market economies further adds to the on-going debate on the Anglo-

American and North-European ―gradient‖; emphasizing the pressing need for a qualitative shift 

from the ―rational myth‖ of managerial control in ICT development to socio-economic 

democracy associated with the development of ―learning‖ and ―knowledge‖ organizations. 

A review of the recommendations of various government enquiries on ICT‘s role in public 

management suggests that Anglo-American societies primarily focus on ICT as an enabling tool 

for cost cutting and attaining competitive edge (Hensler, (2000) Kakabadse & Kakabadse, 

(2000). The secondary focus is on information sharing.  

The authors see ICT as the increasingly dominant, but misunderstood, organizational variable.  
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Having cited Wheatley, (1992), they have mentioned, that the most fashionable strategic 

objective of contemporary organizations, both in private and public sectors, of gaining a 

competitive advantage (variously defined as establishing and maintaining market place 

advantage; improving performance; and gaining increased productivity) is based on the 

reduction of costs through the adoption of new ICT. 

They mention that the role of ICT has evolved from that of an administrative support tool to that 

of a major catalyst for change. Furthermore, ICT adds a new element to the continuing debate 

about the Euro-American "gradient" of public service management. 

The authors have cited related literature to examine the evolution of requirement of restructuring 

and re-engineering public as well as private organizations with the touch of ICT. The literature 

they show are: (Hammer, (1990); Champy & Arnoudse, (1992); Stanton & Power (1992); 

Hammer & Champy, (1993) who suggests that the re-engineering idea is built on an eclectic 

collection of pre-existing concepts relating to competitive advantage; a process with degrees of 

implementation rather than implying a fully fledged new organizational paradigm. The term "re-

engineering" is used to refer to a strategy of "downsizing"; "de-layering" (flattening of 

hierarchies); restructuring; "programming" (automating existing processes or the routinization of 

management tasks); effecting "lean production" (concentration of production on "value added" 

activities and the elimination of "not-value added"/"waste" activities). It also has referred to 

developing new business processes (de-centralization, team production, re-organizing 

management information systems, adopting new ICT); ―outsourcing‖ (re-born 

entrepreneurialism) (Gateway Information Service Inc., (1992); Babson, (1993); Cameron, 

Freeman & Mishra, (1993); Forrester Research Inc., (1993); Womack & Jones, (1994); Glasson 

& Rusli, (1994); Kakabadse & Kakabdse, (2000) or reorganizing in a top-down fashion through 

a coercive style of change management, accompanying the further centralization of power in the 

hands of senior management engineering changes to bureaucratic rules (DuGay & Salaman, 

(1992). 

This work of Kakabadse N.K., Kakabadse A. & Kouzmin A. (2002) is very contributive to my 

research area since they examine the similar factors related to ICT investment and organizational 

performance. But, they mostly have focused on American and European organizational context 

where management thinking, style, and practices are very different from the Sri Lankan context. 
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They have truly mentioned that the key to gaining strategic advantage from ICT lies in 

understanding the process of designing, implementing, adapting and managing a strategic 

information system. The policy design must focus on a balance of the priorities of scarce 

resource and environmental dynamics; partnership and alliances between all stakeholders; 

integration within the business process; and increased social justice (information sharing, user 

awareness). Here, I would like add the fact of investment decisions and practices that are a 

prerequisite of such strategic advantage those scholars mentioned. 

ICTA in Sri Lanka has initiated 're-engineering the government' with the help of ICT as an 

enabling technology over the past years. e-DS project, BMD project, e-Pension project can be 

cited as few examples of such re-engineering efforts. Investment policy/ decisions of the 

government thus become intervening variable to the variables of total level of training and 

efficiency in e-service delivery. 

2.5.3 INVESTMENT DECISIONS AND PRODUCTIVITY 

 

Sharpe A. (2006) did a research to shed light on the relationship between information and 

communications technologies (ICT) and productivity in the Canadian economy. The first part 

provides a detailed overview of ICT investment and capital by ICT component (computers, 

communications equipment, and software), and ICT investment and capital stock per worker by 

ICT component in Canada for the total economy and for 20 NAICS industries, focusing on 

trends over the 1980-2005 period. 

The second part contains a general discussion of ICT and productivity issues, with particular 

emphasis on the relationship between investment in ICT and productivity. 

The key conclusion of the report is that ICT has been the driving force behind the acceleration of 

productivity growth in Canada and the United States since 1996. 

The author inquires the question of whether ICT investment should receive preferential 

government treatment relative to other types of investments such as structures or non-ICT 

machinery and equipment. As the question implies, the answer depends on the relationship 

between ICT and productivity. As noted earlier, if positive externalities (that is benefits from 

ICT investments not directly captured by the firm) can be identified in terms of ICT investment 
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over and beyond those found in other types of investments, then a case can be made on solid 

theoretical grounds for government to subsidize such investments. But evidence of such ICT-

specific externalities for Canada is weak. ICT investment is no different than other types of 

machinery and equipment investment and does not merit special measures by government. 

This situation is somewhat similar to Sri Lanakan context. It is worth to see whether Sri Lankan 

public organizations give preferential treatment relative to other types of organizational 

investments. If they do not give, what would be the factors affecting such investment decisions. 

The Key expression in the paper is that the role for government is to develop appropriate policy 

frameworks so that the productivity enhancing effects of ICT can be fully realized. 

Baldwin J. & Sabourin (2002) from Statistics Canada use an econometric model to estimate the 

relationship between relative labour productivity growth and ICT use at the firm level in the 

Canadian manufacturing sector over the 1988-1997 period. 

The estimation relies on data from the Statistics Canada 1998 Survey of Advanced Technologies. 

The hypothesis was that firms that invest in ICT will eventually be more successful and more 

productive than their competitors. 

To isolate the impact of ICT use on relative labour productivity, the authors control for a number 

of variables such as foreign ownership, capital intensity, plant size, and R&D activities, variables 

that are all believed to have a favorable impact on a firm‘s productivity level. There are three 

measures of ICT used as regressors, which are aggregates constructed from data for 26 

―advanced technologies‖ from the survey mentioned above. The three aggregates are software, 

network communications, and hardware technologies. The regression results confirm the 

authors‘ hypothesis, as advanced technology use is positively related to relative labour 

productivity and statistically significant at the 1 percent level. An important result is that there 

appears to be almost no productivity gains from adopting a single technology (positive or 

negative coefficient but not statistically significant), either hardware or software. The crucial 

explanatory variable is the use of network communications technology, which drives the result of 

a positive impact of ICT use on relative labour productivity. 

The authors have used an econometric model to analyze the data taking foreign ownership, 

capital intensity, plant size, and R&D activities as variables and software, network 
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communications, and hardware technologies were taken as the three main aggregates at the firm 

level. Other organizational aspects like management style and corporate culture were not taken 

as key variables. In my proposed research I would like to explore those variables too in public 

office to see the impact of ICT investment in training on enterprise performance. On the other 

hand, they have concentrated on the manufacturing sector and increase of its labour productivity 

over ICT investment and usage while my study is basically concentrated on the Sri Lanakan 

public sector. 

Brynjolfsson, Erik & Hitt L. (2000) argue that one of the most important aspects of the use of 

ICT is that it requires a profound transformation of the firm in order for the productivity growth 

potential of ICT to be fully exploited and realized. Without organization changes, investment in 

ICT may not lead to cost reductions and higher productivity. For example, since ICT are much 

more flexible than earlier technologies, they allow workers to modify work practices. But the 

best practices that make the optimal use of the new capital are not always obvious. Brynjolfsson 

and Hitt report a case where workers were able to use the new equipment in exactly the same 

manner as the old equipment because of its flexibility, and by so doing eliminated the possibility 

of productivity improvements that the new technology offered. 

Faustin Kamuzora, Mzumbe University Tanzania, (2003) discusses how ICT can enhance human 

resource productivity in the public and private sector in Tanzania. The author highlights the fact 

that "some of the recruitment and selection as well as promotion procedures do not value the IT 

professional skills but academic qualifications for specific jobs requiring ICT skills." (Abstract). 

The fact is true in the Sri Lankan scenario as well. Especially we expect enhanced e-service 

delivery functions take place at the Divisional Secretariat, but there does not exist even an IT 

unit and no provisions or procedures initiated to recruit ICT professionals.   

 Citing Heeks & Duncombe (2001) the author presents deployment of various technologies 

including information and communication technology throughout the history to process 

information. 

The author mentions the benefit of ICT to productivity, citing (Sheng Nah S. & Siau. 2005, pp. 

36-37 ), as tangible as well as intangible. The tangible benefits include the following; 
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 "Reduced cost 

 improved productivity (i.e., amount of output produced per unit of input) 

 increased market share 

 savings in labour 

 increased consumer surplus (i.e., the accumulated difference between consumer demand 

and market price) 

 improved customer service quality 

 improved organizational efficiency  

 quicker response to customers 

 deeper knowledge and understanding of customers  

The intangible benefits include; 

 improved decision-making ability 

 superior product quality 

 knowledge/ information management and sharing 

 improved coordination/ relationships with partners 

 other form of competitive advantages" 

Most of those benefits to productivity and quality in relation to e-service delivery from the 

Divisional Secretariat are relevant in the proposed research. Total level of training would act as 

the qualifier to those benefits. 

Finally the author recommends that organizational work processes, procedures as well as scheme 

of recruitment and promotion of skilled persons should be revitalized to gain technological 

advancement for productivity and effective delivery of services. 

 

2.5.4 HR CAPACITY BUILDING 

 

Turcotte, J. & Rennison L.W. (2004) from Finance Canada also studied the impact of computer 

use on labour productivity at the firm level. They used data from Statistics Canada‘s 1999 

Workplace and Employee Survey, which covers nonmanufacturing as well as manufacturing 

industries. The authors used an econometric model to evaluate the impact of technology use on 
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labour productivity levels for a cross section of Canadian firms. They controlled for educational 

attainment, type of training, firm characteristics, and region which are almost similar factors in 

the public sector in Sri Lanka. 

The technology use variable is the share of workers using computers and it was found to be 

positively correlated to value added per worker. The impact of a larger share of workers using 

computers is reduced when industry controls are added to the regression as firms in ICT-

intensive industries generally have higher labour productivity levels than those in non-ICT-

intensive industries. 

The authors also study the complementarity of computer use, training and educational 

attainment. By combining the three variables, they find that the most important determinant of 

labour productivity is the share of workers using a computer with no university degree but with 

training on a personal computer (PC), followed by workers with a university degree as well as 

training on a PC. It therefore appears that PC training is the key complement to computer use and 

that educational attainment is not as relevant. The papers shows that the more workers use 

computers, the more a firm is expected to be productive, and that training workers to better use 

computers should add even more to the firm‘s productivity level, even if workers are not 

university graduates.  

The authors have studied the correlation between technology use and value addition to the works 

of the worker and also complementarity of computer use irrespective of workers‘ educational 

qualifications. In my proposed research too I explore the similar factors but related to the Sri 

Lankan public sector which may be different from Canadian scenario. 

A Report from AFT Public Employees Digital Government Task Force (2002) consisted of 7 

persons who look into the matters, relationships and effects of digital government with 

information technology upon public employees and quality of public service from the workers' 

union perspective. The report presents relationship between technology changes and productivity 

and effectiveness of public employees. The authors argue that when workers' unions are more 

involved in the process of such technology change, then the productivity and effectiveness would 

be more successful.  
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They mention that recruitment and retention of technology professionals is becoming harder due 

to rigid, standardized low salary structures in the public service which is a critical factor related 

to Sri Lankan public sector as well. This has been one of the main reasons for non existence of 

an IT department or unit at the Divisional Secretariat.  

The report reveals the fact that it is essential to have continuous updated training to support new 

technology and it's efficient run in the organization. According to the authors, public sector has 

often lagged far behind the private sector in the investment they are willing make in training and 

professional development which is also a true fact in the Sri Lankan scenario.  

The task force recommends appropriate technological training as an obligation of the employer 

to achieve expected level of service delivery. They stress that employee involvement in the 

evaluation of technology in the workplace is an essential ingredient in the continuous process of 

improved service delivery. 

The task force cites a quote of J. Golstein, President and CEO of BPS the Business Channel; 

"Training is one thing, but learning is quite another. For learning to take place, organizations 

must move beyond "spray and pray" training - traditional group sessions that can send dazed 

workers out of the classroom thinking "I occupied a chair, I passed a quiz. I have a certificate in 

my personal life. Therefore I am trained." Our experience has taught us that adults come to work 

with different learning styles, and training simply won't take hold unless each learner's style is 

addressed and respected."  

These facts reveal the importance of proper planning of training in the public sector which is the 

same at the Divisional Secretariat as well. 

Dawes S.S., Bloniarz P.A., Connelly D.R., Kelly K.L. & Pardo T.A. (1999) in their article 

discuss some of the general lessons the authors learned from five years of project experience. 

The goal of their assignment was "to help project participants develop sufficient understanding 

of the interplay among the policy, management and technology issues to inform their IS 

initiatives, and to make materials and advice available to others facing a similar situation."  

According to the authors, five major themes/ realities have emerged from their experience from 

the projects; 
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1. Program goals are driver, technology is the vehicle, 

 - If your goal is better service, consider the outcomes first. 

 - Technology is a powerful agent and enabler of change. 

2. Government IT innovation should be approached from a learning perspective - prototype it, 

evolve it, measure it. 

 - Start small and grow. 

 - Measure it. 

3. Government is complex - Deal with it. 

 - stakeholder and program complexity - the dissension is in the details. 

4. Professionalism and personal commitment. 

  - Personal investments often augment agency investments 

 - Professionalism helps resist the allure of technology, 

- It takes real commitment to prototype, evolve measure and learn from       

experience, 

- Skill and willingness to work with, not against,  the complexity of the       

Government. 

The authors suggest starting IT innovation and developing it gradually.  

Brodar K., Calopa M.K. & Pihir I. (2002) took 'organization' as the main element in their study. 

The research question was "what is the relationship between the implementation of ICT – 

organization stage of formalization, specialization, and centralization - and on the other hand 

organizational structure and organizational performance, especially in public administration?" 

The hypothesis in this working paper was based on the fact that ICT impacts not only the 

organizational structure elements, but also changes the effects of all the other structural and 
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contextual factors (formalization, specialization, hierarchy, authority, centralization, 

organizational size, technology, environment, mission, organizational culture).   

 The authors discuss the factors affecting successful e-service delivery in the local government 

scenario. Having cited others' studies/ research, author presents some findings from their works; 

1. ICT has an important role for all the levels of administration, 

2. Implementation of ICT is a driver for other investments, 

3. Public services should be much smaller and more efficient than they are at present.  

4. Non-core activities can be outsourced to the private sector, 

5. There is a strong relationship between ICT and improvements in organizational and          

economic performance, 

6. If public organizations are not well prepared in delivering e-service, there is a real possibility 

that ICT implementation would become a failure.  

The authors conclude their work stating that ICT is a generic factor and it influences the 

organizational structure and elements like formalization, specialization, hierarchy of authority, 

centralization, professionalism and employee structure. Also it impacts organizational size, 

technology, goals strategy, and mission environment and organization culture. The authors 

suggest proper professionalism in the organization should be created. 

 

2.5.5 ORGANIZATIONAL EFFECTIVENESS IN SERVICE DELIVERY 

 

Karwal A. (2010) examines the factors related to organizational effectiveness in the e-Service 

delivery, in the Chapter 2 of her work titled ‗Effective Public Service Delivery and e-

Governance: Who Drives Whom‖.  

The author recollects the administrative evolution in India and highlights the emerging trend of 

administrative reform agenda in which e-Government is highly stressed as the major enabler to 

reforms.  
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―In my view, all definitions of e-governance should be approached cautiously so as to ensure that 

it remains one of the most important items on the broader agenda of good governance practices 

and not an alternative term of usage for good governance. Further, it must be remembered that 

unlike in the nineties, more than administrative reforms leading to adoption of e-governance 

initiatives, today e-governance is driving the process of administrative reforms.” (p.59) 

The author observes the existing service delivery mechanism and the typical characteristics of 

the same with limited capabilities to match the public demand for improved service delivery. It 

may be more complex in the Indian context compared to the Sri Lankan context that the scope of 

e-service delivery uses and population with such heterogeneous demography. Anita mentions the 

importance of ‗Government Process Reengineering (GPR)‘ and ‗Continuous Process Improving 

(CPI)‘ as key policy agents in the paradigm shifts.    

―‗Government process re-engineering is a radical improvement approachthat critically examines, 

re-thinks and re-designs mission product and service processes within a political environment. It 

achieves dramatic mission performance gains from multiple customer and stakeholder's 

perspectives.‘ 

Continuous process improvement on the other hand, is simply an improvement of processes in 

the existing system. Quoting from Michael Hammer, ‗the contrast between CPI and GPR lies in 

where you start and with the magnitude and rate of the resulting changes‘. In summary, if we 

change the process by keeping today's process as a starting point then we are following the CPI 

model. Whereas, if we re-engineer the whole system and process by starting with a clean slate, 

and the magnitude of resultant change is very large then we have done a GPR. In practical 

government functioning, it is almost impossible to achieve a GPR all on its own. Invariably most 

changes in processes which lead to efficient and effective delivery of public services are a 

combination of GPR and CPI, or sometimes only a CPI. ‖ (p. 61) 

The above quote from the author very much applicable to the Sri Lankan context as well. We 

must design and select the mode of reengineering very carefully to avoid the failures in 

implementation of e-Government projects. 

The author proposes the following chronological approach to be adopted in designing public 

sector service delivery. 
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―1. Identify all the services. 

2. Identify the modes of service delivery 

3. Identify the category of beneficiaries such as individual citizens, miscellaneous as well as 

uniform groups, gender groups, age-related categorisation, organisations, institutions etc. 

4. Prioritise the services which are most in demand and also prioritise the categories of 

beneficiaries. This has to be done with the complete involvement of all the stakeholders 

including the intended beneficiary. 

This process should also include identifying the areas of harassment to the beneficiaries. 

5. Look at, and analyse the ‗as is‘ status and process. Check each level, analyse the kind, mode 

and speed of delivery, identify points of delay, of corruption etc. 

6. Identify all resources that are available and also all the resources which are being utilised to 

maintain ‗as is‘ status i.e. man (power), money (funds), machine (equipment and logistics), 

motivation (of employees) etc. 

7. Identify the wasteful aspects and/or the gaps in operationalising delivery of services, 

transporting or communicating within the organization and outside to complete the processes, 

levels and kinds of inspection and monitoring, and areas/points of delay. 

8. Innovate and adapt This is where we need to think out of the box, take care of the gaps and 

focus on citizens needs. By adopting the GPR or CPI process, we need to actively improve 

and/or re-engineer processes to reduce delays, keep time commitments, provide accessibility at 

several locations, fix and standardise responsibility of the service providers and service users, 

focus on accuracy, provide for grievance redressal, take care of augmenting the skill and training 

level of government functionaries, etc. 

This is the stage where e-governance should make its entry. If there is any attempt to introduce 

IT for delivery of services before this stage, then it can be ab initio termed a failure.‖ (p.61-62) 
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In concluding the reiterates that the propound realization of the rapidly changing role of the state 

from an interventionist, regulator and controller to a facilitator, promoter, partner and arbiter has 

led to increasing concerns about profitability, performance and ethics. She concludes, 

“if the end result of all the administrative reforms for efficient service delivery, whether through 

e-governance or any other good governance practice, is the empowerment of citizens, then the 

battle is won.” (p.69) 

Asgarkhani M (2005) in his paper, based on a case study discusses some of the key aspects of 

electronic government and e-Service. It examines the value and the effectiveness of e-Services 

within the public sector with a focus on four specific facets of effectiveness: the view of 

management and ICT strategists; social, cultural and ethical implications; the implications of 

lack of access to ICT; and the customers‘/citizens‘ view of the usefulness and success of e-

Service initiatives. 

The paper elaborates on the strategic role, the value and the effectiveness of digital government 

that enables e-Service. Four specific facets of effectiveness have been examined: 

 Effectiveness from the point of view of management and ICT strategists (concerning the 

implications of ICT and e-Service in the public sector). 

 Effectiveness as it concerns social, cultural and ethical implications of e-Service and 

ebusiness. 

 Effectiveness with reference to differences in access to ICTs (digital inclusion/ exclusion). 

 Effectiveness from the point of view of citizens - a preliminary study of the citizens‘ view of 

e-Service and e-business. 

Citing other literature author examines the factors related to success/ failure of e-Government 

projects/ initiatives. He identifies some of the causes of the digital divide that can limit the 

successful implementation of e-Service as; 

1. lack of telecommunications and network infrastructure and limited PC access, 

2. lack of financial resources for developing an infrastructure, 

3. lack ICT literacy and cultural resistance, 

4. limited networking and Internet access (lack of infrastructure or high cost), 

5. high cost of business investment, 
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6. strategic business impediments – applicability; the need to reorganise; the need for skills, 

security and privacy considerations. 

In concluding the author stresses that technical innovation on its own is not enough mo drive the 

development of effective e-Service. E-Government is a tool and regardless of its potential power, 

it has limited value and relevance on its own. According to the author, most of the shortcomings 

(as they concern the effectiveness of e-Service) can be resolved by improving the technology 

infrastructure and access to e-Technologies. Nevertheless, technology by itself does not 

necessarily result in better, more efficient and socially inclusive government. e-Technology 

solutions are only effective if they are considered alongside other key parameters such as: social 

structure; cultural values and attitudes; governance process re-engineering within governments; 

and ethical issues. 

2.5.6 ORGANIZATIONAL EFFICIENCY 

Ubaldi B.C. (2010) in her report written for the Danish Government focuses on the analysis of a 

number of key areas that correspond to the main challenges identified by the Danish government 

in its current efforts to bring e-government development forward, but which are not unique to 

Denmark. These challenges are in fact shared by the majority OECD countries, as they are 

increasingly focusing their efforts on broadening the perspective of e-government programs to 

enhance its value as a driver for efficiency and effectiveness, while sustaining ongoing service 

delivery improvement. These areas are: 

1. the impact of e-government on the public sector modernisation and efficiency efforts; 

2. the impact of the e-government organisational structure and arrangements on e-

government development and implementation; 

3. the need to address issues related to user take-up; 

4. the assessment of the benefits realisation of e-government projects. 

 

The analytical framework of the report is based on three OECD synthesis reports: The e-

Government Imperative (2003), e-Government for Better Government (2005), Rethinking e-

Government Services: User-Centred Approaches (2009). The review was carried out under the 

auspices of the OECD Network of Senior E-Government Officials, which considered its main 
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findings as part of the Work Programme of the Public Governance and Territorial Development 

Directorate within the OECD. 

The report consists of four areas of focus: The impact of e-government on public sector 

modernisation and efficiency, The governance framework for e-government development and 

implementation, Towards a more citizen and business-centric approach and  E-government 

benefits realization. 

The first chapter of the report discusses about the Impact of E-Government on the Public Sector 

Modernisation and Efficiency Efforts. - aims to understand to what extent the Danish 

government has succeeded in ensuring that the general agenda of public sector modernisation 

and efficiency takes advantage of the potentials of e.government and if there are areas in which 

the e-government agenda and other public agendas can be better integrated across governmental 

levels. 

Chapter two explores the Governance Framework for E-Government Implementation.- looks into 

the governance structure adopted in order to co-ordinate e-government projects developed and 

implemented at the central, regional, and municipal level to ensure their coherent integration and 

efficient implementation. In the Sri Lankan context this fact is crucial if the government needs to 

improve ICT penetration into the regions. Provincial Councils, Local Government Units and 

Divisional Secretariats are to be well coordinated and facilitated toward such objective.   

The different roles and responsibilities of various ministries (Ministry of Finance, Ministry of 

Science, Technology and Innovation, Ministry of Taxation, Ministry of Economic and Business 

Affairs) and the system in place (e.g. arrangements, approaches) to foster collaboration and co-

ordination of their actions to ensure a whole-of government approach to e-government 

development and implementation and service integration within the Danish multi-level 

governance structure are considered in the chapter. Chapter two also looks at the impact of the 

tendency to expand and increase a centralised co-ordination of egovernment projects‗, as well as 

the development of shared solutions and infrastructures. E-Government is based on the principle 

of enabling users to access government information and services through various on- or offline 

delivery channels. Nevertheless, governments are aware that the full realisation of e-government 

benefits depends not only on the availability of electronic services but also on their accessibility, 
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quality and provision to the users. Experience shows in fact that users do not automatically use 

available e-government services. Denmark, like many OECD countries, has increasingly adopted 

a user-focused approach to develop service delivery strategies driven by the needs of users, 

rather than those of the providers. The idea is that by transforming the nature and means of 

service delivery, citizen and business-focused e-government has the potential not only to 

increase user satisfaction, but also to deliver additional gains in terms of improved government 

efficiency. This fact can be supplementary with the example of BMD project implemented in Sri 

Lanka. The BMD project though it cannot be considered as a fully e-governed project itself it 

improved government efficiency while resulting public satisfaction and benefits to costs. 

The third chapter of Towards a More User-Centric Approach to Public Service Delivery looks 

into the Danish e-government approach to the development of citizen- and business-centred 

services. The Danish government‗s awareness and knowledge of the distinctive needs, priorities 

and behaviours of the various groups of users, as well as the government‗s view on the need to 

deliver user-focused egovernment and to include users‗ identified needs into the strategic 

planning, development and delivery of e-government services as a way to increase user take-up 

and realise the full potential of e-government service delivery are assessed. In comparing with 

techno-centered approach, the user-centered approach is more beneficial and SMART in the 

implementation in the developing countries like Sri Lanka.  

The fourth chapter, ‗Realising the Benefits of E-Government‘, focuses on the main challenges 

encountered by Denmark, and its main achievements, in realising the benefits of e-government 

projects. It aims at understanding the benefits as they are perceived and expected by the 

government and the business models and methodologies currently used by the various levels of 

government to measure and evaluate the achievement of specific benefits as well as the overall e-

government impact. Primary challenges addressed by this chapter are related to the need to 

understand how Denmark can improve its capacity to realise the benefits of e-government (e.g. 

to what extent the existing joint public sector business case model is used as an effective tool for 

measuring costs and benefits and controlling the implementation of e-government projects and to 

highlight the primary obstacles for its use and achievements, Challenges in monitoring the 

realisation of expected benefits, reasons for success and failure in the achievement of the benefits 

(for government and users). The facts mentioned in the report in the above chapters are relevant 
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to any country who anticipates efficient and effective e-service delivery through existing 

government organizations.  

The author concludes the final chapter stating; 

―the effort to realise e-government benefits, governments could consider using e-government to 

enable better performance in core public service areas (e.g. healthcare, education and better 

decision making) where "better" does not necessarily mean cutting costs – but doing things in a 

simpler and smarter way. 

Embracing a wider notion of efficiency and effectiveness that also covers outreach to increasing 

numbers of citizens and to vulnerable segments of the population will eventually also contribute 

to overarching efficiency and effectiveness goals.‖ (p. 128) 

 2.6 HUMAN RESOURCE CAPACITY DEVELOPMENT FOR E-GOVERNMENT 

 

The ways of electronic delivery of Government services to citizens and other government 

customers through a local level public office, the Divisional Secretariat (DS), offer vast 

potentials for improving the internal efficiency and effectiveness of the public sector. Public 

service reforms as broader public sector modernization agendas and re-engineering the public 

service delivery processes are being practiced by most governments around the world. The 

presence of skilled workforce with good capacity for learning and application of newest concepts 

and tools is essential for e-government success. It is evident that other factors like leadership, 

regulatory frameworks, financial resources, organizational conditions, and Information and 

Technology (IT) infrastructure etc. do a contributory role along with such learning ability. This 

should be in line with HR practices such as selection of best fit HR for right positions in the 

organization and a proper training policy towards achievement of e-Government objectives. In 

fact, the survey of e-government projects carried out by the World Bank revealed that successful 

e-government projects expend at least 10% of their budgets on training and development. 

The CIO University reveals that a number of factors are crucial to successful skill-development 

for public officers. These include availability of the training and development strategy, 

communication strategy, impact assessment of e-government, determination of skill 

requirements and availability of performance indicators.  
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Those factors should be considered when developing a plan for e-government training and HR 

capacity development at the local level. The general steps involved in such planning are skill 

definition, initiation, strategy development, sourcing of resources, specification and 

identification of training needs, implementation and application. 

In the process, skill definition includes defining specific skills to be developed, and relating them 

to service and business area requirements in e-service delivery. Initiation involves gaining the 

agreement from managers and training authorities, as well as the staff itself to be trained. 

Strategy Development includes deciding on how skills will be developed, providing the rationale 

for having new skills, preparing time schedules, and agreeing on the overall approach and 

resources based on the identified real needs. Specification of Training Needs includes the 

detailed specification of the required skills, identifies the target group or persons to be trained, 

defines expected outcomes, and clearly communicates the expectations to all stakeholders 

involved in the training. Implementation involves developing the skills through training and 

other modes. The Application phase includes the acquired skills are put into action. This phase 

also includes all forms of exploitation of the acquired skills for continuous improvement of the 

human resource in the organization such as the DS at local level. 

The Organization for Economic Cooperation and Development (OECD 2003), in its study report 

of 'The e-Government Imperative, OECD e-Government Studies' identifies four sets of skills as 

essential for e-government: information technology (IT), information management (IM), 

information society (IS), and updated management skills (MS). These skills are relevant to 

government employees and managers in general. With the increasing integration of ICT into 

public administration practices, basic IT skills including working knowledge of applications and 

how they can be applied to improve work quality and efficiency must be provided to employees. 

In the Sri Lankan context, Managers at the Divisional Secretariat are also expected to understand 

how technology can be used as a tool to accomplish or improve government processes. They also 

require skills to manage their subordinates to work with their organization‘s IT enabled 

environment to match government processes with appropriate ICT applications. The 

understanding of ICT as an enabler to citizen centric efficient and effective service delivery is 

essential to achieve expected results. 
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CIO Council, Federal IT Workforce Committee, (1999), CIO University – Learning Objectives 

Version 1.0 defined 11 core competencies for federal IT executive officers: Policy and 

Organization; Leadership and Management; Process and Change Management; Performance 

Assessment; Project and Programme Management; Planning and Investment Assessment; 

Acquisition; e-Government, e-Business and e-Commerce; IT Security and Information 

Assurance; Technical Competence; and Desktop Technology Tools. These competences can be 

described as the similar requirements to the Sri Lankan managers in general including the DS 

office. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


