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CHAPTER 3: RESEARCH DESIGN & METHODOLOGY 

3.1 INTRODUCTION 

The previous works of the scholars who examined the relationship, impact, and various factors in 

relation with the subject area of ICT and organizational change were studied and incorporated in 

the literature review. Based on the body of knowledge found in the literature review the 

analytical model has been built. The following figure explains the path of research methodology 

and design of the research. 

3.2 EXPLORATORY NATURE OF THE STUDY 

In the study different set of variables which affect e-Service delivery from the public office were 

identified in the literature. Since this study is a qualitative and exploratory one building of 

hypotheses was not done and instead more rigorous research based on observation, literature 

review and findings from the questionnaire was done.  

Since no studies have been done upon the research problem which is basically restricted to Sri 

Lankan local level public service delivery it is not much is known about the situation at hand or 

no information is available on how similar problems or research issues have been solved in the 

past the method of exploratory study was selected for this research. In this case, extensive 

preliminary work needed to be done to gain familiarity with the phenomena in the specific 

situation and understand what is occurring.  

However, the relationships between various variables which affect e-service delivery from the 

public office were identified in the area of study. Those variables and interrelationships among 

them were found in the reviewed literature. Descriptions of such variables were mentioned in the 

text in the chapter 2 – literature review. 

 The following figure shows the relationship between the variables related to this study.   
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Figure 3.1: Interrelationship between variables 

Organization capacity building and employee training were identified as mutually qualifying 

independent variables which have effects on the identified dependant variables of enhanced 

performance of e-Service delivery, process/ employee innovativeness and employee 

effectiveness. Organizational capacity building and employee training have direct impact on 

organizational e-Service delivery and employee training has direct relationships with process/ 

employee innovativeness and employee effectiveness since employee training directly 

contributes to innovation and individual effectiveness in the e-Service delivery as mentioned in 

the reviewed literature and the responses received in the questionnaire. 
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Public policy and political will at all levels of the government and employee willingness 

participate in training and capacity building efforts were identified as intervening variables 

which are beyond the control of the subjects and the researcher. These variables and related 

factors were found in the reviewed literature as well.  

Good trainers, necessary external and internal infrastructure, organizational leadership and 

employee motivation were identified as moderating variables which moderate or qualify both 

independent and dependant variables as mentioned in the cited literature in Chapter 2. 

The above mentioned variables are highly related with the elements of the analytical model of  

SDCM and it has been discussed in the chapter 4.  

3.3 RESEARCH METHODOLOGY 

The objective of this research was to find the impact of training in ICT capacity building on 

individual and organizational efficient, effective and innovative E-Service delivery from the 

Divisional Secretariat. The factors and variables related to the independent and dependant 

variables were identified through an extensive literature review.   

The selection of the evaluation model, Service Delivery Capability Model (SDCM) was done 

after an extensive literature review in related areas of study in relation to developing countries, as 

well as developed countries and through a pilot study done with the test subjects in the DS 

organizational context in Sri Lanka. A number of e-Service delivery models were reviewed to 

examine the factors related to the research problems and to check the relationships of such model 

elements with the independent and dependent variables of this research subject. 

To fulfill this objective, the author attempted to formulate factors based on the methodology 

given under section 3.1. These formulated factors were then abstracted to develop the conceptual 

methodology (see Figure 3.2), which provided an analytical basis for this research. 
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Figure 3.2 Research Design 
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3.3.1 METHODS OF DATA COLLECTION 

 

This study adopted a case study approach. Data related to the topic was collected combining both 

aspects of qualitative and quantitative research. The qualitative methods generated information 

on perceptions and experiences of staff of the DS while quantitative methods looked at number 

of respondents by age, unit of work, IT qualification, no. and kind of training and years of 

service. 

3.3.2 CASE STUDY AREA 

 

Colombo and Monaragala districts were taken as the case intending a comparative analysis of the 

findings. The study was conducted by selecting the two districts and randomly selecting other 

districts as a pilot study. Respondents were drawn across them. 

3.3.2.1 District Administration 

 

The administrative system in the country has undergone remarkable changes time to time 

depending on the government policy influenced by internal and external socio-political 

environmental factors. The Central Government structure of the district and Grama Niladhari 

system is a carry-over from British colonial times into the modern Sri Lankan State. The 

divisional level was integrated in this structure only after independence. 

 

From a legal point of view, the districts have a fairly weak position, being only mentioned in the 

Constitution (Article 5) and named in the First Schedule, as well as in the Administrative 

Districts Act (1955), where the areas of jurisdiction of Government Agents are specified. Their 

function and mandate, however, is not detailed therein. “The District Secretary represents 

smaller line departments with non-devolved responsibilities in the district” (ADB 1998). The 

District Secretariat has therefore limited responsibilities, which not only exclude devolved 

functions but also some of the central functions. In reality, however, the power of the head of the 

district administration (District Secretary / Government Agent) goes far beyond this legal 

responsibility. 
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The districts comprise an intermediate level in the Sri Lankan administrative system. 

Administration at this level performs reserved subjects and coordinates national programmes and 

projects. A powerful District Secretary, commonly still referred to as Government Agent, heads 

the District Secretariat – also called Kachcheri. District Secretaries thus derive their power 

directly from the Central Government. 

 

The GA/District Secretary oversees all development activities in the district, including Central 

Government activities, provincial functions and to some extent non-governmental projects. The 

District Secretaries function as the ‗outposts‘ of the Central Government. The district 

administration is responsible for backstopping and coordinating implementation of activities 

assigned to them by both the provincial administration as well as the Central Government. 

 

Thus the District Secretary plays the role of coordinator, linking the activities of central and 

provincial administrations. 

 

Since the GA supervises the Divisional Secretariats, he has a certain influence over other 

activities as well. In reality, most of the provincial functions and activities at local level are 

executed and implemented by the Divisional Secretariats. 

 

The relationship of GA and the province is therefore complicated, since lines of command and 

responsibilities are not clearly defined. It comes down eventually to personal attitudes of the 

individuals whether it is a conciliatory or a more conflicting relationship. 

 

A dual administration is the salient feature at the local level. On the one hand there is the 

Divisional Secretariat under the Central Government, and on the other hand the Local 

Government under the Provincial Government. The latter comprise Municipal Councils, Urban 

Councils and Pradeshiya Sabhas. They are under supervision of the Department of Local 

Government, as one of the devolved subjects specified in the 13th Amendment to the 

Constitution. 
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3.3.3 UNIT OF STUDY – THE DIVISIONAL SECRETARIAT 

 

The Divisional Secretariat in Sri Lanka is the unit of study. There are 326 Divisional 

Secretariats, each headed by a Divisional Secretary, in the 24 Districts in the country.  

Most of the development work is implemented by the divisional planning units, which constitute 

one of two main branches within the divisional administration. The centre allocates the 

decentralized development budget to the GA in a district. The GA then allocates it to the 

divisions which are ‗implementing‘ development activities. However, implementation at 

divisional level is understood as monitoring and supervision, which are seen as the major 

functions of the divisional planning unit. Even though field staff is available to inspect progress 

of projects, the actual implementation is carried out mainly through local societies such as the 

Rural Development Societies (RDS) and other approved organizations, mentioned in the 

Procurement Guidelines issued by the government.  

 

Focal areas for development activities are identified in different ways. Besides the Divisional 

Secretary, who has a say in setting planning priorities, there are some criteria used concerning, 

for example, (a) rehabilitation areas, (b) poverty level, (c) remoteness of area/underdevelopment, 

(d) ethnic set-up, (e) demographic features, etc. However, there appears to be no systematic 

approach in their application. 

 

The Divisional Secretariat formulates annual plans, so-called Divisional Development Work 

Plans. They contain budget allocation, and include responsible agencies, targets and outputs. It 

must be noted though that this plan is a simple list of activities and projects, not a comprehensive 

development plan. It does not include specifications on coordination, institutional arrangements, 

or strategic planning. In spite of this, it is especially the divisions which take on the role as 

collector of primary data for planning purpose in the entire planning system. It is therefore at this 

level that it can be noticed of activities resembling a planning process built on data collection, 

analysis and decision-making. It is in support of the formulation of such Work Plans that the 

Divisional Secretariat collects data and information from Grama Niladharis (GN Divisions) 

regarding different sectors. 
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In the first instance, the plan content is decided at divisional level. Demand and needs-based 

project proposals from grassroots level are submitted via the GN Divisions. The Divisional 

Planning Unit assesses all these proposals and a first selection and prioritisation takes place. The 

result is a compilation of projects in a document that becomes the annual work plan of the 

Divisional Secretariat. This plan is presented to the Divisional Coordinating Committee for 

discussion, amendment and approval. A revised version is subsequently submitted to the 

district/GA. At this level, the plan is presented to the District Coordinating Committee for further 

discussion and approval. Following this, it is then passed on to relevant Central Government 

ministries. This selection process is also subject to a political component, since MPs of the area 

are also involved. They have the power to select special projects to be implemented with their 

own parliamentary budget (―Decentralized Budget – DCB‖). In this way MPs have the power to 

channel their political influence through the district administration system, undermining to a 

certain extent the relevance of the local democratic structures, i.e. the local authorities.  

 

The Divisional Secretariat distributes a copy of its Work Plan to other development agents such 

as provincial ministries, sector departments, etc. Eventually, the Divisional Secretariat itself will 

only implement a very small portion of the projects contained in the plan, expecting other 

organisations to implement the remaining projects. In order to avoid duplication, the 

implementation of activities is supervised at the district level during committee meetings. 

Other than those planning and development related activities the Divisional Secretariat has to 

perform certain statutory and obligatory functions such as revenue collection, land 

administration, issue of various certificates and permits etc. to the public.  

The following figure shows the organization structure of the DS office. 
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Figure 3.3 Organization Structure of the Divisional Secretariat. 

Source: Department of Public Administration, University of Jayawardhanepura, (2009) 
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Figure 3.4 The Levels of Government 

Source: Author‘s drawing based on Observation 
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level that deliver more than 90 percent of the government services to the citizen. This set up has 

also been used as the arm for the tax collection as well as maintenance of the law and order in the 

past. After independence, the role of the DS was gradually changed and presently it has become 
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a ―one stop shop ‖ or ―single window‖ citizen services center that provides different kind of 

government services related to birth to death of a citizen. 

Having considered the importance and high involvement in providing citizen services, the e-

Divisional Secretariat (eDS) project was initiated by the Ministry of Public Administration and 

Home Affairs and ICTA jointly as a Pilot Project to be implemented in three Divisional 

Secretariats of Colombo District. Under this project a comprehensive Information 

Communication Technology solution was intended to be developed in respect of all main 

activities in order to improve efficiency and effectiveness of the delivery of the citizen services 

from the Divisional Secretariat. The project is funded by the World Bank under e-Sri Lanka 

development initiative. (ICTA Web Site) 

As described in the project documentation published in the ICTA web site the project 

development objective is to increase efficiency and effectiveness of delivery of the citizen 

services provided by Divisional Secretariats through ICT enabled system and processors. The 

objectives and research questions of this research study is very much related to the objective of 

the e-DS project. Intended stakeholders and key partners are as follows; 

1. Various Groups of General Public: The stakeholder groups include various services 

recipients of DSs such as women, youth, senior citizen, business community; self employed, 

people who need special attention, low income groups etc 

2. Divisional Secretariats: The officials including Divisional Secretary, his Assistants and all 

employees will interact with the new system for data entry, information retrieval and in decision 

making process. They will also have a least cost communication system within the offices, with 

other DSs and functional organizations. This will be further expanded through Lanka 

Interoperability Exchange (LIX) system developed by ICTA. 

3. District Secretariats: The District Secretary and his staff will use the system for information 

retrieval, monitoring progress and decision making process. They will also have communication 

links with the DS offices and the relevant Ministries/ authorities. 
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4. Ministry of Public Administration and Home Affairs: Ministry of Public Administration 

and Home Affairs will have a convenient monitoring and progress review mechanism, speedy 

and reliable communication links with all District and Divisional Secretariats.  

5. ICTA: ICTA will be providing funds for the project design and implementation. The ICTA 

will have the responsibility of project management and audit. 

6. Other Public Organizations: Other Ministries of Central government and Provincial Council, 

Local Government institutions will also be the Stakeholders of the System.  

The main outputs expect from the project are; 

Re-engineered business processes of Divisional Secretariats where necessary  

To develop a comprehensive ICT solution for DSs to carry out the following activities; 

a. House Holders List (including basic Socio-Economic information) 

b. Samurdhi and other social benefits 

c. Flood and draught relief 

d. Issuances of various permits (Timber, Sand Mining, Quarrying, etc.) 

e. Issuance of certificates (Income, GN Certificate, Land Valuation etc) 

f. Development Projects (Line Ministries, Provincial Council, DCB & Other) 

g. Government Land database 

An integrated citizen information system which could also be linked to all citizen services 

delivered by the DSs. Electronic communication system which allows DSs to interact with the 

following central citizen service providers; 

a)  Issuance of ID cards, passports, birth, marriage and death registration, 
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b)  Motor vehicle revenue licenses, 

c)  Driving Licenses. 

d) Strengthen the internal and external communication of DS office through e-mail and other 

means of electronic communication.  

e) Enhanced physical and human capacity in relation to use of ICT for efficient services at the 

DS office 

The e-DS project was recently launched at Colombo Divisional Secretariat as the first 

implemented and at some other selected Divisional Secretariats the project is run on pilot basis. 

Issuance of certified copies of birth, marriage and death certificates within five minutes has been 

achieved through a project called e-BMD project and the same is implemented very successfully 

in the Western Province. 

ICTA has proposed e-Government services to various stakeholders in the e-Sri Lanka 

programme. The following figure shows the proposed business services architecture for e-

Government in Sri Lanka. Some of them have already been initiated as pilot basis and some of 

them are under design phase.  

 

Figure 3.5: Proposed Business Service Architecture for e-Government in Sri Lanka 
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3.3.5 SAMPLE SIZE AND POPULATION 

 

The sample size was determined by looking at an inventory of staff who had attended training 

courses in ICT at the selected DS in the two districts as well as in the randomly selected other 

DS divisions.  

Approved cadre of the DS office other than field staff and personnel belongs to line departments 

is approximately 50 depending on the workload to be performed by the DS. Out of 326 DS 

offices in 24 districts 11 districts and 22 DS offices were selected to draw respondents. Majority 

of respondents were taken from the Colombo and Monaragala districts since they were taken as 

the case study area.  

 

3.3.6 PILOT STUDY 

 

The Pilot Survey was done at SLIDA. The questionnaire was distributed to 18 Divisional 

Secretaries from 09 Districts in the island. Majority of Divisional Secretaries responded to the 

questionnaire in the pilot study were from very remote areas in the North and the East in the 

island, where the war prevailed over 30 years. The following table shows the areas and DS 

offices in the pilot study.   
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Table 3.1: The received completed questionnaires by District and Divisional Secretariats. 

District Divisional Secretary for 

Puttalam Wanathawilluwa 

Mundel 

Puttalam 

Kalpiti 

Ampara Ninthavur 

Damana 

Dehiattakandiya 

Sammanturai 

Jaffna Nallur 

Kurunegala Narammala 

Kuliyapitiya East 

Trincomalea Thambalagamuwa 

Kantale 

Vavuniya Vavuniya South 

Batticaloa Koralaipattu West  

Oddamavady Kalawanchikudi 

Anuradhapura Kekirawa 

Kandy Hataraliadda 

 Source: The Questionnaire 

 

Based on the findings of the pilot questionnaire some adjustments were done and most influential 

factors related to training and capacity building were identified. The factors identified in the 

literature and the factors in the selected analytical model - Service Delivery Capacity Model 

(SDCM) were compared and contrasted with the factors identified as the most influential ones 

were re-incorporated and realigned to the main questionnaire. 

3.3.7 RESEARCH INSTRUMENTS AND METHODS 

 

In the current study, three methods for collecting data were used in order to obtain sufficient 

responses. Observation by being a Divisional Secretary for a considerable period of time was a 

vast benefit to the study in the aspect of data reliability. Document including an extensive review 

of related literature made the way clear to go forth towards the objective of the research. The 

questionnaire refined by the pilot study through a preliminary study was the third method for 

which respective District Secretaries and Divisional Secretaries were contacted in person and the 

purpose and the questionnaire were explained.  
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The response rates were generally good to be around 76%. 

3.3.8 QUESTIONNAIRE DESIGN 

 

The research questionnaire was designed in view of the research questions to solicit relevant 

information from the DS staff. This method helped to delimit the perceptions and sentiments of 

the respondents that could have had consequences to the subject under study. 

The method included closed-ended questions. Respondents were given a range in which to rank 

their answers and this made analysis easier. 

 

The respondents were staff who had benefited from the various training and ICT skills.  In effect, 

it can be argued that this category of staff would have felt more positive about the training 

experience since they were substantial beneficiaries. While some bias is always possible, several 

factors led me to conclude that it was not a major problem. First, the responses were consistent. 

Second, the consistency between the Divisional Secretaries‘ and employees‘ questionnaires 

reinforced my belief that the results were not an outcome of selection bias since the Divisional 

Secretaries might be more objective observers and would probably not be subject to the same 

bias. Third, the samples were demographically similar to the pre-test population. 

 

This method was selected with due consideration to the busy schedule of most of the 

respondents, the questionnaires allowed respondents to complete them at their convenient time. 

The questionnaire was designed to be used with any staff member of the DS office. It had five 

sections namely demographic data, IT training related data, ICT infrastructure related data, E-

Service delivery related data and innovativeness related data. 

 

The elements and the related factors in the analytical model (SDC Model) were considered when 

questions were formulated. The relationship of the factors and questions are discussed in the 

chapter 4, Analytical Model.  

The questionnaire designed for collecting data is attached as the annexure 1. It was meant to 

collect data from the staff of the Divisional Secretariat. The structure of the questionnaire is as 

follows; 
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A) Demographic data: Name of DS office, location, designation of the person filling the 

questionnaire, specific unit in the DS office, age, service period and IT qualifications of the 

respondent were gathered in this section. 

B) ICT Training (ICTT): Whether the respondent has got ICT training, no. of training 

programs attended, types of trainings received, place of use the obtained training, the purposes of 

use of the trainings and perception of the quality of training received were examined in this 

section. 

09 types of training were mentioned allowing respondents to select multiple choices and space 

was spared to mention any type of training other than the 09 types.07 types of purposes were 

mentioned as the purposes of use of trainings received with additional space to write any other 

purposes.  

Likert scale was used to assess agreement to what extent the respondents feel about the quality of 

training received under 10 attributes which cover different aspects of the quality of training. 

C) ICT Infrastructure (ICTI): Data related to type of network connectivity at the workplace, 

satisfaction with the Internet access speed and ICT infrastructure facilities available at office 

were requested to answer in this section. 

Lickert scale was used to identify ICT facilities currently used in the DS office and the frequency 

of the use. Data related to access to individual workstation or machine in the pool, access to the 

Internet and LGN, own website, e-mail and exchange of mails with other offices, private e-

mailing and surfing, document scanning, web mail facility were collected. Respondents' 

satisfaction with the existing internet connection speed was requested to mention.     

D) e-Service Delivery (e-SD): Respondent's opinion of present status of e-service delivery at the 

office, perception of challenges associated with e-service delivery, familiarity of existing e-

government applications and perception of the barriers and their impact on ICT use in the DS 

office were asked in this section. 

Lickert scale was used to assess the respondents' agreement/ disagreement on 08 attributes which 

describe different aspects of perception of the respondents towards e-service delivery.  
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Opinions of the perceived challenges associated with e-service delivery were collected by asking 

their agreement/ disagreement with 14 attributes in the question that was meant to collect data on 

leadership and management aspects.  

Data related to familiarity of respondents of the e- service applications, good practices, e-

banking, e-procurement, information sharing and ICTA activities were collected using the 

Lickert scale for agreement and disagreement with 13 attributes.  

Respondents were asked to rate the impact of the 16 perceived barriers to the adoption and use of 

ICT at the DS office. Those given barriers were related to ICT planning and management, 

supplier interaction, mismatch of software, hardware problems, IT management, costs, 

transformation barriers, problems on standards and information security. 

Data related to efficiency, effectiveness and organizational capacity building in e-service 

delivery was meant to collect through this section of the questionnaire.  

E) Innovativeness (in service delivery) (INNO): Respondent's opinions of the relationship 

between HR capacity building and service innovation were asked in this section. 

Lickert scale was used to assess the agreement/ disagreement of the respondents about the 

relationship between HR capacity building and service innovation to see whether there are 

positive/ negative relationships between the two factors. The attributes of ICT as a catalyst, 

innovative leadership, investment in ICT, creation of training/ learning environment at the DS 

office, treatment IT as a main functional area, learning by good practices and confidence for 

innovative service delivery through existing staff were examined through those attributes in the 

question.   

F) Important aspects and factors for enhanced e-service delivery: This was an open question 

where respondents were given opportunity to express any aspects and factors which influence the 

e-service delivery from the DS office other than the facts examined through previous sections in 

the questionnaire. 

This question was not answered by majority of the respondents in the pilot study and therefore it 

was omitted in the data analysis. 
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3.3.9 DOCUMENT REVIEW 

 

This included the use of secondary sources of data. Relevant documents from the DS office 

including the web site content of the respective district and divisional secretariats as well as the 

ministry of public administration and home affairs were reviewed to elicit related data to the 

study in question. The documents reviewed included the various reports and study content 

published by ICTA. E-DS project, E-HRM project and other related e-Government applications 

and projects related documents and web content were also reviewed. Capacity Building Plans, 

job descriptions and person specifications, Policy Statements, Divisional and the District 

organizational structure. The use of these documents enabled me to make an informed 

comparison between interpretation of events and those recorded in the documents. 

 

3.3.10 VALIDITY AND RELIABILITY OF RESEARCH INSTRUMENTS 

 

There was a pre-testing of the instruments on 21 respondents before the actual data collection 

exercise was done in to ensure consistency and comprehensiveness. The pre-test was 

administered to people who came from areas similar to the case setting and had undergone 

similar trainings etc. Though they hailed from different districts, the respondents were all from 

the Administrative Service in Sri Lanka.  The pre-testing helped to detect weaknesses and 

ambiguities and these were corrected. Some of these weaknesses included unclear and unhelpful 

questions. This ensured that the questions were sound and in line with the study in question. 

3.3.11 DATA PROCESSING, ANALYSIS AND PRESENTATION 

 

Data processing was done through different stages. The data collected from the questionnaire and 

other methods was organized so that order could be created. Also, editing and cross checking 

was done so that errors could be detected and corrections made. This helped to find out 

completeness in the questionnaire. 

 

After editing the data, coding followed. This involved assigning of symbols to answers so that 

data could be categorized for example by age, level of education and job title. 
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Finally, individual interpretations, judgment opinions and conclusions on the areas of study were 

made. Quotations especially from qualitative data were noted. The work was then entered in the 

computer using an excel spreadsheet especially for quantitative data. This was done to create 

more meaning in the data collected. 

 

The tabulated data in Excel was then transferred to SPSS for analysis. Variables were defined 

according to the research questions and the analysis was done.  

 

3.3.12 CHALLENGES FACED IN DATA COLLECTION 

A major challenge faced during the data collection was gaining confidence of the respondents. 

Some of them were not in the mood of filling the questionnaire and have answered zigzags.  

Some of the respondents felt that I was carrying out an evaluation of one of the functions of their 

office and it took a lot of confidence building to get respondents‘ appreciation that the study was 

purely for academic purposes. Also, access to some respondents was not possible in the given 

time due to impromptu work assignments and this called for re-scheduling for the completed 

questionnaire. 

 

3.3.13 LIMITATIONS OF THE STUDY 

The data is in most cases perceptual. Thus, the responses are not objective measures but 

perceptions of the employees. It was mostly based on what respondents perceived to have 

happened rather than the actual observation of the happenings themselves. As for the linkage 

between training and organisational performance, it was not possible to ascertain in clear cut 

terms if training had caused significant improvements. An attempt was however, made to 

overcome this limitation by asking specific questions to mention some specific changes as a 

consequence of training and verifying this information from their supervisors and subordinates. 

The data cannot be generalized with accuracy to the entire Public Service in the country since the 

public service structure and levels in operation and policy are different from each other. This is 

because only district and divisional administrative units were taken as a case study. 

 


