
147 

 

CHAPTER 7:  CONCLUSION 
 

The findings from the research questions will be concluded, thereby fulfilling the stated purpose 

of this study. In conclusion, each of research questions are reaffirmed and answered them 

separately based on research conducted. Based on the empirical data and the analysis, findings 

and conclusions will be drawn. Implications for management and future research will also be 

included in this chapter.  

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

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

As to the findings from data analysis, existing blueprint/ prototype trainings offered by various 

training institutes in ICTs towards e-Service delivery/ Government are not sufficient enough to 

meet the actual training requirement for e-service delivery at the Divisional Secretariat. Majority 

of the respondents were trained only in MS Word and Excel applications while some are 

performing computer associated basic applications by scratch. Training requirements related to 

e-applications, databases, electronic exchange of information, sharing data among internal units, 

information standards etc. have not been properly addressed.    

 

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

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

and innovative?  

According to the findings, there is a high positive impact of training in ICT capacity building of 

the staff at the DS office to make e-Service delivery efficient, effective and innovative. Survey 

data shows that there is a positive mind-set and attitude among the staff members at the DS 

office to embrace the e-service delivery and political and managerial willingness is also apparent 

to do so. As described in the data analysis and in the recommendations made above, provision of 

necessary ICT infrastructure and e-service delivery related trainings within a clear planned 

strategy will be able to make e-service delivery efficient, effective and innovative. Policy level 

mediation and right decision making at national, sub national, district and divisional level would 

generate the required results. 
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Propose of the study was to make recommendations for a course of action in terms of necessary 

training to minimize the gap between desired level and existing level of e-Service delivery to the 

end customer through enhanced performance of the staff at the Divisional Secretariat. Chapter 6 

contains the recommendations to improve e-service delivery performance of the staff of the 

Divisional Secretariat to achieve the purpose. Additionally it is worthwhile to mention that there 

would be essentially supportive to the prescribed e-training environment to implement change 

management programme in order to get more vigorous involvement from the staff at the DS 

office. 

7.1 IMPLICATIONS FOR MANAGEMENT 

The followings are the main implications for managers and policy makers at the national, sub 

national, district and divisional levels responsible for better delivery of citizen services from the 

Divisional Secretariat. 

 Staff of the DS office is ready for e-service delivery. Prepare the staff and the office for it. 

 Sophistication of e-service delivery is still in its infancy. Almost all DS offices only provide 

published information and downloadable forms. Mostly one way communications. 

 Web presence is hardly available even though ICTA is helping.  

 Electronic exchange of data/ information is not happening. Vast majority of the staff has no 

idea about web presence and e-mailing. 

 Social networking for communication is not used. But there is a potential if the staff is 

properly trained. 

 Resource allocation for ICT development and partnership development should be rethought. 

 No survey for identification of e-service delivery needs and resources has done. It can easily 

be stated with a SWOT analysis and training needs analysis. 

 

With regard to the above mentioned facts it would be more informative to mention the package 

of strategic initiatives described by Heeks, R.B (2001) in his paper of ‗Building e-Governance 

for Development‘. The strategic responses to the e-Governance divide presented by Heeks, 

(2001) are as follows. 
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Figure 7.1: The strategic responses to the e-Governance divide 

Source: Heeks, R.B. (2001) Building e-Governance for Development 

  

7.2 RECOMMENDATIONS FOR FUTURE RESEARCH  

E-service delivery from the Divisional Secretariat is a new area and the author could not find any 

research previously done on this topic in Sri Lanka. As described in the reviewed literature, from 

some good practices in other countries where e-service delivery projects took place the lessons 

could be learnt and possible replications in our local setting could be tried.  

Further research from the perspective of the citizen on the e-service delivery from the DS office 

can be undertaken to see the satisfaction of the end user of the service delivered from the DS 

office.  

Further research to examine the realized training needs and its relationship to the delivery level 

of e-services from the DS office would help to qualify the findings of this research as well. 

 

 

 

 


