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CHAPTER 6: RECOMMENDATIONS 

Based on the results of data analysis, and with reference to the e-Government policy and 

strategies of the government towards e-service delivery the following recommendations are 

presented. The recommendations are meant to government top leaders and policy makers in 

designing and implementation of e-Service delivery from the Divisional Secretariat as well as 

other local bodies such as Pradeshiya Sabhas and Urban Councils where citizens are offered 

services. The Divisional Secretariat (DS) is focused to make these recommendations since the 

study was focused on the DS office as the unit of study. The recommendations are based on the 

elements and related factors of the modified SDC Model as described above.  

6.1 ICT TRAINING 

The Divisional Secretariat performs different but highly integrated activities such as collection of 

government revenue, general administrative work, accounting, development planning and 

monitoring, land allocation and registration, issue of permits, national wide poverty alleviation 

programme of Samurdhi, receipts of funds, registration of births, deaths and marriages. People‘s 

expectation is to get services done efficiently and effectively from the DS office. 

Computerization of the manual activities would lead to improved service quality. Using the 

network and Internet facilities DS office can integrate various activities enabling DS employees 

to share information with various line and provincial council ministries operating at the District 

level. Also DS office can share various types of information with other local level bodies like 

Pradeshiya Sabha and NGOs.  

To create such an effective and efficient service delivery system DS office staff should be 

equipped with relevant competencies. The employees at the DS office should be trained in ICTA 

led e-Government initiatives and other e-Government applications which can be replicated as 

good practices in other countries as well. As seen in the survey results most of DS office 

employees are not properly trained. They have very limited opportunity to practice what they 

have been trained.  

In preparation of annual budget of the DS office especial attention should be given to allocate 

adequate funds for the component of training of its employees in ICT. Since this has not been 
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widely practiced at present, policy decision should be taken by higher authorities such as District 

Secretaries and the Ministry of Public Administration and Home Affairs. 

A training plan strategically harnessed with the Vision and the Mission of the DS office should 

be formulated. In such a plan following theme areas are recommended to be thoroughly 

addressed.  

 

1. Analysis of the needs and situation 

2. Identify e-service delivery potentials and existing gaps 

3. Identify how to match the demand of service delivery expectation with supply 

mechanism/ channels 

4. Identify individual, unit and organizational capacity building and training needs 

5. Develop a training plan in line with organizational objectives and scope of operation 

6. Allocation of resources and find relevant training providers 

7. Coordinate different trainings and ensure relevancy of trainings 

8. Monitor and evaluate the trainings 

9. Ensure usability of the trainings 

10. Re-plan based on trainer – trainee feedback.     

Creation of knowledge sharing culture is a timely need at the DS office. It should be emphasized 

that the ICT policy, leadership, and institutional development program should focus on 

developing an environment conducive to achieving the objectives of e–Government at the DS 

office level. To develop ICT leadership and capacity, and to communicate these initiatives and 

policies to the wider stakeholder audience including DS office staff and policy makers as well as 

the public the initiative should be taken at the DS office level. 

To offer proper training and awareness towards e-Service delivery and good practices of e-

Government initiatives elsewhere is vital and the task can jointly be achieved by ICTA and 

Ministry of Public Administration and Home Affairs with the help of various funding sources.  
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6.2 ICT INFRASTRUCTURE 

Majority of respondents mentioned that they use ICT only at the office and their knowledge 

about the Web and e-mailing is very poor. The employees should be facilitated with proper ICT 

infrastructure and practical training to use the facilities. Since majority of front office and back 

office employees do not use computers and related facility it is very difficult to achieve e-

Government objectives of the Government.  

Computers and related equipment at the office can be pooled to enable and promote their use by 

majority of employees while acquiring additional equipments to the office.  

Unavailability of suitable connectivity to share information is a major hindrance to deliver 

service through e-Channels. The issue should be taken as a prioritized one at the policy level and 

immediate measures have to be taken to rectify the issue. As observed in the study existing LGN 

connectivity is not satisfactory to the required level of e-service delivery.  

A user-friendly, state-of-the-art technology infrastructure at the DS office that enables the 

employees as well as citizens to have ready access to information, modern communication, 

electronic services, and content that lead to improvements in the service delivery should be 

established. 

The following action led recommendations can be presented to overcome the barriers related to 

proper connectivity at the DS office; 

 

1. Assess and design proper connectivity infrastructure based on location and needs of e-

service delivery from the DS office 

2. Facilitate the installation of information and communication backbones (the rural 

telecommunications network) to provide competitive, affordable telecommunications 

services for DS office users and provide appropriate channels for delivery of e-citizen 

services, including e-government services, e-commerce, and e-learning 

3. Establish a network of DS offices island wide to share administrative and e-service 

delivery related information among the offices 
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4. Empower the DS office staff, front and back office, through affordable access to 

information and communication technologies 

5. Design and implement technical architecture, security, and open standards  across 

government and for all nationwide activities implemented by various government and 

semi government bodies related to ICT 

6 Establish DS office as a ―single window‖ for citizens to access services provided by the 

government by adhering to the interoperability standards and streamline the existing 

different types of software at the DS office into standardization. 

7 Ensure always-on, user-friendly, distance-neutral information and service facilities for 

DS office as well as citizens. 

 

6.3: E-SERVICE DELIVERY 

Hanna, Nagy (2008) identifies broad categories of e-services. The categories can be listed down 

as follows; 

1. G2C – Government to Citizens 

2. G2B – Government to Businesses 

3. G2E – Government to Employees 

4. G2G – Government to Government 

According to Hanna 2008 (et. al.), ―G2C services will include providing information and 

facilitating transactions such as paying bills electronically, making appointments, and renewing 

licenses etc. G2C is about giving Sri Lankan citizens the convenience of choosing when and 

where they access public services. It is about changing the way people view the government. 

And it is about being transparent and efficient rather than bureaucratic.‖  

The DS office is expected to be a ―Single Window‖ entity that offers various government 

services to citizens. E-service delivery is the main strategy to convert existing slow manual 

procedures into more efficient and effective as well as innovative ones. Hence, it is strongly 

recommended to adhere to e-channels and social networking technologies to deliver such 

services from the DS office which requires a vast change in the technology and organization 

culture at the DS office. 
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―G2B services could include providing information, such as industry standards and supplier 

directories and ratings, and conducting transactions, such as electronic quotations and company 

registrations.‖ (Hanna 2008 (et. al.) 

―G2B is about making interactions, transactions, and communication faster, clearer, and easier 

for business. Public sector efficiency is especially important to businesses in areas of the 

economy in which government must be involved through regulation (such as international trade) 

or the provision of infrastructure (such as building construction). G2B services would reduce the 

cost of doing business in Sri Lanka. They would also help establish a more flexible and 

innovative working partnership between government and businesses.‖ (Hanna, 2008 (et. al.) 

DS office various transactions with the business community in relation to the development works 

performed by the Divisional Secretary and his planning team. Certain government policies on 

local business development, registration of companies and maintenance of business relationships 

are some G2B functions performed by the Divisional Secretary.    

―G2E services or transactions between employees and their ministry or agency could include 

information management (intranets), knowledge management (content management systems), 

and collaborative and communication management (e-mail, messaging systems). 

G2E involves changing the culture of public employees from one that is compliance-centric to 

one that is customer-centric. It is about collaborative learning and knowledge building. It is about 

transforming the workforce into vibrant, efficient, cost-effective, and responsive agents for the 

government in serving the public. It is about empowering civil servants as knowledge workers 

and learners‖. (Hanna  et al. 2008) 

G2E services is more important to this study since those services enhance the capabilities of 

employees to deliver required e-services to the citizen. Employee motivation and upgrade of 

skills to deliver more efficient and effective delivery of services is meant by this study as well. 

―G2G services or transactions between ministries or agencies—could include the provision of 

central services and information. G2G is about streamlining and automating work and business 

processes—both horizontally, across government agencies, and vertically, between levels of 

government. It will involve the concerted effort and cooperation of every agency to align with 
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the government wide IT initiatives and to ensure interoperability and data exchange. It will also 

provide the basis for developing the knowledge management systems and infrastructure needed 

to transform government agencies into learning organizations‖. (Hanna  et al. 2008)  

G2G services contain exchange of information between and among different national, sub 

national and local level government organizations. The Divisional Secretary basically has two-

tier responsibilities with national and provincial authorities in the delivery of services. If those 

services are done through electronic channels the required efficiency and effectiveness would be 

achieved. 

As it was found in the study, e-Service delivery is far ahead to the Divisional Secretariat in Sri 

Lanka. But the employees at the DS office are in good attitudes of e-service delivery. Observed 

obstacles to the e-Service delivery are lack of proper e-related trainings for service delivery, non 

availability of an ICT strategy at the DS office, lack of suitable ICT infrastructure, and lack of 

ICT equipped staff at the DS office. Hence the following recommendations are made to 

overcome the issues related to.  

 

1. Make an ICT strategy for the DS office 

2. Provide suitable ICT infrastructure for better connectivity and facility 

3. Allow DS office employees to learn and practice ICTs 

4. Convert DS office into a learning organization 

5. Promote sharing information across units and peer groups 

6. Make ICT as projects – clear starting and ending dates for target achievement 

7. Get more involvement of the shareholders 

8. Adhere to ‗think big - start small principle 

9. Get more involvement of ICTA 

10. Get political commitment based on showcase 

6.4 LEADERSHIP 

Leadership plays a vital role in implementing e-service delivery projects. Majority of employees 

including Divisional Secretaries and management staff at the DS office have not gained suitable 

training in ICT. Most of the employees have got training only in MS Word and Excel. Majority 
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of them have not been exposed to networked e-service delivery environment and e-service 

delivery related trainings.  

e-Leadership should be taken as a priority at the DS office. E-Service delivery is a new paradigm 

which shifts the old paradigm of slow manual work into efficient and effective one Using ICTs. 

Following recommendations are made based on findings of the study to mitigate impact of 

challenge in implementing e-service delivery. 

The findings upon leadership related attributes in the questionnaire clearly show that political 

will and organizational leadership towards e-service delivery is positive. The respondents did not 

identify politics and perception of organization leadership as a barrier to e-development at the 

DS office. On the other hand, majority of respondents believe that existing manual procedures 

and service delivery mechanism can be converted into more efficient and effective ones through 

ICTs. Positive attitude as such implies the possibility to adoption of ICTs at the DS office more 

conveniently.       

Inspirational leadership at the DS office is a vital prerequisite to enable an e-led efficient, 

effective and innovative service delivery environment. Divisional Secretaries should have 

developed leadership competencies in order to achieve expected results of e-government. Since 

the study found positive attitude and trust on ICT of employees as well as Divisional Secretaries, 

the next step would be to design and implementation of a e-development plan based on the 

demand of e-services of the citizen.     

Senior management attention is a scarce resource, and IT projects are often regarded as low-

priority technical issues rather than essential to the success of the overall annual development 

plan. Since sustained leadership is important at all levels of the e-government cycle the 

Divisional Secretary and District Secretary should have a focus on e-government initiatives and 

development in prioritizing annual implementation tasks. At the early stages of e-government 

implementation, leadership can articulate and promote acceptance of vision and strategy, and set 

frameworks to facilitate electronic service delivery and structure implementation efficiently. As 

more complex transactional services are developed, leadership and support are needed to sustain 

momentum, particularly as benefits may take time to emerge. Divisional Secretary‘s leadership 
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can broaden the support for a compelling vision of integrated services and more fundamental 

service transformation at the Divisional Secretariat. 

High level leadership involvement at district, sub-national and national levels is essential to 

ensure vertical e-government planning across the various protocols, to acquire the necessary 

resources, to motivate staff, to support dealings with external partners and stakeholders, and to 

ensure co-ordination across ministries agencies. Top management and unit management 

involvement at the DS office level, mutual support and corporate responsibility are also 

necessary in order produce an e-government strategy that is integrated with the general service 

delivery plan of the DS office as well as incorporated into the planning budget process. 

Co-ordination among agencies is one of the main requirements of e-Government service delivery 

from the Ds office where the leadership is an indispensable tool to promote co-ordination within 

individual agencies, as well as across government vertically and horizontally in the government 

structure. Managers can exercise leadership in order to avoid duplication, produce savings and 

increase efficiency through joined-up services like e-BMD, and e-Permits. Across government, 

the increasing use of common systems, common applications and outsourcing means that 

managers can help build a shared understanding of ICT‘s potential to transform service delivery. 

To develop such a shared vision Divisional Secretary as the leader at DS office should have to 

develop necessary competencies. 

Trainings should be arranged to enhance service delivery level at the DS office. The following 

recommendations for development of ICT leadership competencies of the Divisional Secretary 

and unit managers at the DS office are made based on the findings of the study. The trainings 

could be delivered by either SLIDA or any other suitable training institutes where relevant, valid 

and quality trainings are assured.  

 

1. ICT training has to understood as a prioritized organizational need of the Divisional 

Secretariat and it should be incorporated in the annual budget and implementation plan 

2. The Divisional Secretary has to coordinate external resources for funding and assurance 

of quality of training 
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3. An ICT or e-Government training plan identifying individual, unit and organizational 

needs in ICT service delivery should be prepared at the DS office level. 

4. Areas of leadership competencies including policy and organization, leadership and 

management, process and change management, information resources strategy and 

planning, ICT performance assessment, ICT project and programme management, capital 

planning & investment control, acquisition and utilities of assets, e-Government best 

practices and replication possibilities in the local setting, information security and 

assurance, PKI infrastructure management, enterprise architecture, standardization of 

applications and ICT management and development, which are very essential for the 

Divisional Secretary and unit managers to better manage e-service delivery process, 

should be included in the training plan. 

6.5 ORGANIZATIONAL READINESS FOR E-SERVICE DELIVERY CHALLENGES 

The Divisional Secretariat as the focal organization for ‗One Stop Shop‘ nature service delivery 

to citizens should identify the real needs and nature of e-services offered by it. Secretary to the 

H.E. President, Ministry of Public Administration and Home Affairs and ICTA have issued 

number of circulars and instructions related to adoption of e-service delivery at the public office. 

It has been observed that those circulars are not properly implemented. Some reasons for such a 

non-adoption were revealed in this study. As findings of the study reveal that employees‘ 

readiness to embrace e-service delivery, their trust on ICTs, politicians and organizational 

leadership/ management are willing to adopt ICTs, and employees‘ perception towards ICT is 

positive the only discouraging factor is non-availability of proper awareness and training in ICTs 

at the DS office. Unsatisfactory status of ICT infrastructure and limited facility to practice ICTs 

are the other side of the coin of discouragement. Therefore it is highly recommended to prepare 

the DS office staff to undertake the challenges of e-service delivery by giving them proper 

trainings as mentioned above and building ICT infrastructure capacity for smooth 

implementation of e-Government tasks efficiently, effectively with innovative intelligence. 

 

 


