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ABSTRACT 

 

In this exploratory study the relationship between human resource training and organizational 

performance in a complex public organization of the Divisional Secretariat which is considered 

as ‗One Stop Shop‘ for many government services to the citizen in Sri Lanka was explored. 

 

Drawing from a wide range of theoretical literature and also based on my observations as an ex 

Divisional Secretary, the study was focused on the complexities involved in reconciling 

organizational performance and employee motivation/ satisfaction through training for improved 

e-service delivery at the local level. 

 

Using the theoretical insights of different theories and models related to the topic, the main 

findings of this study indicate that there are good potentials in human resource at the Divisional 

Secretariat to achieve e-Government objectives if it is suitably and adequately tapped and 

developed. Also, contrary to the existing literature on negative perception and attitude of 

political authorities and organizational managers as well as the staff at the public office regarding 

e-Service delivery, the research findings suggest that their attitude and readiness to embrace e-

service delivery and strategic training and capacity building would resolve the existing issues at 

the Divisional Secretariat. 

 

The recommendations/ suggestions made at the end of this research document are expected to be 

implemented by policy makers and organizational leaders to make the required shift of existing 

service delivery paradigm to expected e-Service delivery paradigm. 
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CHAPTER 1: INTRODUCTION 

 

1.1 BACKGROUND & MOTIVATION: 

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

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

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

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

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

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

socio-economic development of the country.  

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

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

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

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

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

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

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

influenced by the human factor at the DS. 

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

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

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

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

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

motivating factors to pursue this study. 

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

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

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

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

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

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

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

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

lead to further research on the area of study.  

 

1.2 RESEARCH OBJECTIVE: 

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

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

of the staff at the Divisional Secretariat.  

 

1.3 PROBLEM STATEMENT: 

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

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

 

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

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

 

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

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

and innovative?  

 

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

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

overall governance and related facts were looked as well. 
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1.4 RATIONALE: 

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

enhanced delivery of e-Government services.  

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

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

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

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

decisions towards e-Government objectives. 

 

1.5 BENEFITS OF STUDY: 

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

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

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

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

services in the form of PPP.   
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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. 
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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 

 

3.3.4 E-SERVICE DELIVERY AND THE DIVISIONAL SECRETARIAT  

The Divisional Secretariat (DS) is the most important administrative unit functioning at local 

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.  



51 

 

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. 
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CHAPTER 4: ANALYTICAL MODEL/ FRAMEWORK 

 

4.1 INTRODUCTION 

 

Service Delivery Capability Model (SDCM) developed by Australian Government as a guide 

for mapping an organization's capability to deliver multi-agency, multi-channel and customer-

centric services.  

"Australian government aims to assists the government organizations by providing; 

(a) a consistent and practical framework for describing service delivery capability, 

(b) a framework for describing the entire scope of the capability associated with a  particular 

service delivery scenario - at a whole agency or more particularly a targeted service offering. 

(c) capability-based language to support and enhance communication between policy developers 

and implementation planners, and ultimately the implementation projects. 

The capability model has therefore been designed equally for; 

(a) Policy developers, 

(b) Implementation planners, 

(c) Implementation teams - as individuals and group of individuals."  

According to the SDC model, effective service delivery involves Capability. It includes; 

1. People 

2. Business practices, 

3. Facilities and equipment, 

4. Information and communication technologies, 

5. Knowledge, 

6. Accountability and governance. 

Capability is defined as: "the sum of all things that enable an organization to deliver services." 

(The SDC Model) 
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4.2 OVERVIEW OF THE SDC MODEL 

The elements of the model provide a comprehensive way of ensuring that all elements that 

comprise capability are considered during policy development, implementation, planning and 

execution. It can be used for any organization-public, private or other.  

The Australian Government Service Delivery Capability Model is selected as my analytical 

model for its simplicity, its ease and breadth of application, and its balanced presentation of all 

elements of capability including my independent variables of 'individual training', and 

'organizational capacity building' which is taken as all other elements other than the element of 

'People' which is addressed under 'individual training.' 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4.1: The SDC Model and Elements 

Source: Australian Govt. Information Management Office, 2006 
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The capability description of the model sits within an organization's contextual drivers (see 

Figure below). The drivers are government strategy and requirements, relevant legislation, 

budget, and customer needs define the service delivery requirement and therefore bind the scope 

of the capability required to enable those agencies to provide service delivery outcomes. 

4.3 ELEMENTS OF THE MODEL: 

According to related literature, the capability model is further broken down to elements. It has 

been shown that there are six elements - People, Business Practices, Facilities and Equipment, 

Information and Communication Technologies (ICT), Knowledge, and Accountability & 

Governance. Applied definitions to the elements are shown below. 

Table 4.1: Capacity Elements and Definitions of the Model 

Capacity Element Applied Definition 

People The people and their individual & collective skills, 

experience, tacit knowledge, culture, attitudes, 

relationships, and needs & expectations necessary 

to deliver the desired service. 

 

Business Practices The documented processes that underpin service 

delivery. 

Facilities and Equipment The physical facilities and (non-ICT) equipment 

required to enable service delivery. 

Information and Communication 

Technologies (ICT) 

The systems for the communication, capture, 

classification, storage, management, retrieval and 

dissemination of knowledge. 

Knowledge The domain specific knowledge applied in service 

delivery, excluding tacit knowledge. 

Accountability & Governance The framework to determine accountability and 

governance for all aspects of service delivery. 

 

Source: Department of Finance Administration, Australian Government Information 

Management Office, "Delivering Australian Government Services - Service Delivery Capability 

Model", April 2006. 

 

 



59 

 

The model answers the questions of; 

(a) What enables an organization to achieve a specific service delivery outcome? 

(b) Which, of the elements of the capability model do we need to modify/ change/ improve to 

affect a better service delivery outcome? 

Those questions are directly related and very much similar to the research questions of this 

study.  

The model explains to identify the gap between the current and future service delivery 

capabilities required for better service delivery in terms of the six elements above mentioned. 

Organizational leadership has been mentioned as the key to such a transformation.  

4.4 LIMITATIONS OF THE MODEL 

 

The SDC model does not directly support any determination of how well and how far that 

organization delivers those services (competence) nor does it address how well that organization 

delivers those services in comparison with other organizations (maturity). 

The Model is not intended as an assessment tool to facilitate of organizational maturity or service 

delivery competence. In both cases there are practical limitations and constraints.  

4.5 MODIFICATIONS TO THE MODEL 

The SDC Model itself focuses on overall capability of an organization to achieve expected 

service delivery objectives. In this research study employee training is taken as the major cause 

for the effect of efficient and effective delivery of e-services from the DS it was incorporated 

into the model as a separate element. Since training infrastructure is an essential factor to be 

considered according to the research questions it was also included in the model. The element of 

‗facilities and equipment‘ in the model was omitted since the relevant facts therein are discussed 

under other elements.  

The elements and factors related to training and organization capacity building were emphasized 

in the modification of the model and the factors were examined in the questionnaire to get the 

views of the DS staff regarding the research questions. (Refer to factor – questionnaire mapping) 
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The modified model is shown below. 

 

 

 

 

 

 

 

 

 

 

 

Figure 4.2: The Modified SDC Model 

Source: Author‘s modification to SDC Model published by Australian Govt. Information 

Management Office, 2006 

4.6 RELATIONSHIP BETWEEN THE MODEL AND THE QUESTIONNAIRE 

 

The relationship between the factors and the SDC model is shown in the following table. The 

elements and their related factors, as they have mentioned in the SDC model, which have an 

effect to employee training in ICT capacity building for employee and organizational 

effectiveness, innovation and efficient service delivery was thoroughly examined in formulating 

the questions.  

 4.6.1 THE RELATION OF FACTORS TO SOURCE OF INFORMATION 

 

Each factor identified in the model and the modified SDC model was derived from either 

literature or pilot study. The following table shows the factors and their source references. 
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Factors which are derived from the pilot study in relation to the research questions and included 

in the modified SDC model are underlined. 

Table 4.2: Relation of Model Elements and Factors to Source of Information. 

Model Elements, Factors & Source of Information 

People Related 

(PR) 

(P1) Realized training needs 

(P2) Perceived benefits 

(P3) Employee motivation 

(P4) Application of training 

 

 Turcotte, Julie and Lori Whewell Rennison 

(2004). 

Faustin Kamuzora (2003). Sheng,H., Nah,F., & 

Siau,K. (2005). 

 

Service Delivery 

(SD) 

(SD1) Re-engineered 

business process 

(SD2) Innovativeness 

(SD3) New ways of service 

delivery 

 

 

 SDC Model - http://www.dcita.gov.au/cca. 

E-Government: Transformation of Public 

Governance, Rose Regina O'Neill (2009). 

Birgit Jaeger (2009). 

Sharon S. and others (1999). 

Ludmila Malikova and Katarina Staronova 

(2005). 

Surendra Gera and Wulong Gu (2004). 

Jeremy Millard and jones Iverson Svava 

(2004). 

Alexei Pavlichev (2004). 

Richard Heeks (2003). 

e-DS Project - Extract from the ICTA Web 

Site (2010). 

 

ICT Training 

(ITTR) 

(ITTR1)Area of Training 

(ITTR2) Quality of training 

(ITTR3) Suitability of 

training 

(ITTR4) Familiarity of e-

Apps. 

 

 

 Karl M. Wiig (2000). 

D.C.Misra (2007). 

Xiaoming Cong and Kaushik V. Pandya 

(2003). 

Gregory P. Loos,ed.D., and Thaddeus Fowler, 

Ed.D., (1999). 

ICT Workforce Capability Plan for 

Government Employees (2006). 

 

ICT 

Infrastructure 

(ITINFRA) 

(ITINFRA1) Access to ICT 

practice 

(ITINFRA2) Presence of 

ICTs 

(ITINFRA3) Adequacy of 

ICTs 

(ITINFRA4) Usage of ICT. 

 

 Andrew Sharpe (2006). 

A Report by Victorian Auditor General's 

Office, Australia (2008). 

Lichun Chiang1 and Tsui-Chuan Hsieh (2007). 

Bahadir k. Akçam (2001). 

Shoban Rainford (2006). e-Sri Lanka.. 

Model. 

 

 

Attitude (ATT) (ATT1) Organization culture 

(ATTI2) Trust in ICT 

training 

(ATT3) Willingness to 

change 

(ATT4) Willful participation. 

 Nada K. Kakabadse, Andrew Kakabadse, 

Alexander Kouzmin (2002). 

Kristina Brodar, Marina Klacmer Calopa, Igor 

Pihir (2002). 

Sameer Sachdeva (2008). 
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Leadership 

(LEAD) 

(LEAD1) Effective 

leadership 

(LEAD2) Organizational 

flexibility 

 

 UN Publication No. ST/ESA/PAD/SER.E/, 

2007. 

The Human Factor…UN Economic and Social 

Council-Committee of Experts on Public 

Administration, Eighth Session- 2009. 

E/c.16/2009/2. 

Dawes, Sharon S., Theresa A. Pardo, Stephanie 

Simon (2004). 

Building e-Governance for Development, 

Richard Heeks (2001). 

Murray Scott, William Gordan, Martin Hughes 

(2004) 

 

( Please see References for detailed description of sources of literature) 

4.6.2 FACTOR – QUESTIONNAIRE MAPPING 

Table 4.3: Factor – Questionnaire Mapping 

Factors  Questions 

P
eo

p
le

 R
el

a
te

d
 Realized training needs 

 
B1, B2 

Perceived benefits 

 
D1 (1), E1 (1,3,8) 

Employee motivation 

 
B6 (2,5-8), D2 (1,10,11,13,14) 

Application of training 

 
B4 (1,2), B5 (1-7) 

S
er

v
ic

e 

D
el

iv
er

y
 Re-engineered business 

process 
D3 (8,10,12,13), D4 (14), E1 (7,8) 

New ways of service 

delivery (Innovativeness) 
E1 (1,6-8) 

IC
T

 T
ra

in
in

g
 Area of Training 

 
B3 (1-9) 

Quality of training 

 
B6 (3-5,7,9,10) 

Suitability of training 

 
B5 (1-7) 

Familiarity of e-Apps. D3 (2-8, 11) 

IC
T

 

In
fr

a
st

ru
ct

u
r
e
 Access to ICT practice 

 
B4, B5, C3 (1-9) 

Presence of ICTs 

 
C1, C2, C3(1-9) 

Adequacy of ICTs 

 
C2, C3 (1-9) 

Usage of ICT. 

 
B5 (1-7), B6 (1,6), D2 (1-14) 
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A
tt

it
u

d
e
 

Organization culture 

 
B6 (4-8), D2 (1,8-14) 

Trust in ICT training 

 
B6 (2,7,8), D1 (4,5,7,8), D2 (1,8-10,11,13,14) 

Willingness to change 

 
B6 (1-10), D1 (1-8) 

Willful participation. 

 
B6 (7,8), D2 (1,10-14) 

L
ea

d
er

sh
ip

 Effective leadership 

 

 

D2 (1,2,4,8-14), E1 (2,7,8) 

Organizational flexibility 

 

 

D2 (1-14), D3 (2,10,12,13), D4 (1-16) 

 

The table 4.3 above shows the questionnaire reference to the factors identified either by 

reviewing literature or pilot study. Since some factors are very closely associated with each other 

some questions and answers thereto are also closely interrelated. For instance, factors of 

presence of ICTs and adequacy of ICTs and the questions related to those factors were mutually 

supportive.    
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CHAPTER 5: DATA ANALYSIS AND INTERPRETATION 

 

5.1 INTRODUCTION 

 

The purpose of this chapter is to present the collected data and analyze them using the modified 

SDC model. Since this research adopted a qualitative research approach, the researcher used 

responses from questionnaires, secondary data from archival, observation and other sources of 

information, to analyze the data gathered. Due to resources, time and scope limitation of this 

study, the sample size stated above was further confined to the districts of Colombo and 

Monaragala. However 18 Divisional Secretaries from 09 other districts other than Colombo and 

Monaragala districts responded to the questionnaire in the pilot study as shown in the Table 3.1. 

Completed questionnaires were collected from 115 respondents (including responses from the 

pilot study) from 25 DS Divisions in 11 districts.  The detailed breakdown of sample is shown 

below. 

Table 5.1 The Detailed Break-down of Sample 

District DS Office No. of Questiionnaires 

Puttalam Wanathawilluwa 01 

Mundel 01 

Puttalam 01 

Kalpiti 01 

Ampara Ninthavur 01 

Damana 01 

Dehiattakandiya 01 

Sammanturai 01 

Jaffna Nallur 01 

Kurunegala Narammala 01 

Kuliyapitiya East 01 

Trincomalea Thambalagamuwa 01 

Kantale 01 

Vavuniya Vavuniya South 01 

Batticaloa Koralaipattu West  

Oddamavady 

01 

Kalawanchikudi 01 

Anuradhapura Kekirawa 01 

Kandy Hataraliadda 01 

Colombo Colombo 19 

Timbirigasyaya 37 
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Monaragala Monaragala 

 

37 

Buttala 01 

Bibile 01 

Medagama 01 

Sewanagala 01 

Total 115 

 

5.1.1 CATEGORIZING AND CODING FACTORS  

 

Questions in the questionnaire were categorized in order to receive responses in an organized 

format. The following categories were used. 

Category A : Demographic Data 

Category B : IT Training Related Data 

Category C : ICT Infrastructure Related Data 

Category D : Service Delivery Related Data 

Category E : Innovativeness Related Data 

 

Model elements were categorized as follows; 

People Related (PR) 

Service Delivery (SD) 

ICT Training (ITTR) 

ICT Infrastructure (ITINFRA) 

Attitude (ATT) 

Leadership (LEAD) 

 

Under each category sub-categories or factors were identified and coded. Identified sub 

categories/ factors which have qualifying, mediating and intervening relationships to the research 

questions and objectives against the elements in the analytical model were then coded in the 

SPSS data sheet for analysis.   
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Table 5.2: Categorizing and Coding Factors 

 

Question Category & 

Sub Category 

Category Code Model Element 

Reference 

Questionnaire 

Reference 

B - IT Training  

 

ITTRAIN 

 

 

PR 

 

 

B1 
B1-Training received/ 

not 

B2-No of trainings NOTRAIN PR  B2 

B3-Kind of Training 

 

KOT 

 

ITTR B3 (1-9) 

B4-Place of use 

 

POU 

 

ITINFRA B4 (1,2) 

B5-What for use 

 

WFU 

 

ITINFRA B5 (1-7) 

B6-Quality of training 

 

QOT 

 

PR, ITTR, ATT B6 (3-5,7,9,10) 

C – ICT Infrastructure 

C1-Connectivity 

C2-Speed satisfied 

C3-ICT facilities 

 

 

CONNECT 

SPEEDSAT 

ITINFRA 

 

 

ITINFRA 

ITINFRA 

ITINFRA 

 

C1 

C2 

C3 (1-9) 

D – Service Delivery 

D1-Opinion of service 

delivery 

D2-e-Service challenges 

D3-Familiarity of e-Apps. 

D4-Impact of barriers 

 

 

OESD 

 

ESCHA 

FEGAP 

IMBAICT 

 

SD, LEAD 

 

SD, ATT, LEAD 

ITTR, SD 

SD, LEAD 

 

D1 (1-8) 

 

D2 (1-14) 

D3 (2,8-11) 

D4 (1-16) 

E – Innovativeness 

 

 

 

 

INNOV SD, ATT, LEAD E (1-8) 

 

 

 

  

 

 

 

 

 



67 

 

5.2 ANALYSIS OF DATA 

 

Statistical Package for Social Scientists (SPSS) was used for analysis of data. Since this is an 

exploratory study descriptive analysis tools were mainly used, and for some instances analytical 

tools of Chi-Square test was taken. Tables were created to show count as well as percentage of 

values. Bar and Pie charts were created to present graphical view of data.   

5.2.1 DEMOGRAPHIC DATA 

 

Section A of the questionnaire contained demographic data related questions such as district, 

office location, unit of work, no. of years of service, age and IT qualifications. The following 

tables and figures show the result od demographic data analysis. 

Table 5.3: No. and Percentage of Respondents by Districts 

 District Frequency Percent 

 Colombo 56 48.7 

Monaragala 41 35.7 

Other Districts 18 15.7 

Total 115 100.0 

 

 

Figure 5.1: Percentage of Respondents by Districts 
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Majority of respondents were from the Colombo district (48.7%) while 35.7% from Monaragala 

and 15.7% from other districts. But, in overall, over 50% respondents were from out of Colombo 

area that it has an impact on the research questions related to government policy of spreading 

ICT applications to the remote areas in the country. Therefore, their responses upon the e-service 

delivery in such areas are relatively significant. 

 

Table 5.4 No. and Percentage of of Respondents by Designation 

 Designation Frequency Percent 

 District Secretary 1 .9 

Divisional Secretary 23 20.0 

Asst Divisional Secretary 3 2.6 

Accountant 2 1.7 

ADP 1 .9 

ADR 2 1.7 

Management Assistant 75 65.2 

SDO 8 7.0 

Total 115 100.0 

 

 

 

       Figure 5.2: Percentage of Respondents by Designation 
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Majority of the respondents were Management Assistants who perform front and back office 

service delivery functions at the Divisional Secretariat. Training and HR capacity building 

efforts towards them has a direct impact and significance on e-service delivery. 

 

Table 5.6: Age Range of Respondents 

 

 Age Range 

Frequency Percent 

Cumulative 

Percent 

 <25 Years 3 2.6 2.6 

26-35 Years 33 28.7 31.3 

36-45 Years 37 32.2 63.5 

46-54 Years 28 24.3 87.8 

>55 Years 14 12.2 100.0 

Total 115 100.0  

 

Table 5.5: No. of Respondents by Unit of Work and Designation 

 

  Designation 

Total 

  

District 

Secretary 

Divisional 

Secretary 

Asst 

Divisional 

Secretary Accountant ADP ADR 

Management 

Assistant SDO 

Unit of Work Admin 1 1 0 0 0 0 21 0 23 

Land 0 0 0 0 0 0 11 0 11 

Social 

Welfare 

0 0 0 0 0 0 11 0 11 

Accounts 0 0 0 2 0 0 17 0 19 

Samurdhi 0 0 0 0 0 0 1 8 9 

Planning 0 2 0 0 1 0 5 0 8 

Other 0 0 0 0 0 2 9 0 11 

All 0 20 3 0 0 0 0 0 23 

Total 1 23 3 2 1 2 75 8 115 



70 

 

The highest number of respondents is in the age range of 36-45. Cumulative percentage of the 

respondents within the ranges of 26-35 and 36-45 is over 60% which is the most active category 

of employees in the public service having sufficient experience of the processes and procedures 

in the office. Their views and opinions are extremely important to this study since they direct 

involve in the e-service delivery process as well.  

 

 

Figure 5.3 No. of Respondents by Age Range 

 

Table 5.7: No. of years of service of respondents 

 Years in 

service 
Frequency Percent 

Cumulative 

Percent 

 <2 Years 19 16.5 16.5 

2-4 Years 32 27.8 44.3 

4-6 Years 25 21.7 66.1 

6-8 Years 12 10.4 76.5 

8-10 Years 8 7.0 83.5 

>10 Years 19 16.5 100.0 

Total 115 100.0  

 

Nearly 50 percent of respondents have 2-6 years of service experience. This fact is important 

since it is widely accepted that IT training is more popular and adoptable to young aged persons 

with some experience of office practice.   
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Figure 5.4: Years of service of respondents 

 

5.3 IT QUALIFICATION 

Majority of respondents were in the range of 2-4 and 4-6 years of service respectively in their 

work places which implies the fact that investment in training and capacity building is cost 

effective in the sense of their future potential use of e-service delivery. 

Table 5.8: IT Qualifications of Respondents 

 Qualification 

Frequency Percent 

Cumulative 

Percent 

 No Qualification 16 13.9 13.9 

IT Degree 4 3.5 17.4 

Diploma in IT 12 10.4 27.8 

Certificate Course 48 41.7 69.6 

Practical Knowledge 32 27.8 97.4 

Other 3 2.6 100.0 

Total 115 100.0  
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Majority of respondents have only basic IT knowledge of MS Windows and MS Office 

applications. Over 40 percent of respondents have not received any formal IT training. 27.8 

percent of respondents are using PCs by scratch. 41.7 percent of employees have received only 

certificated course on IT which is well known and observed as training on MS Office.  

 

5.4 IT RELATED TRAINING 

 

Most of the respondents indicated that they have basic IT training and the second majority 

indicated that they use IT by scratch which emphasize the need of systematic training approach 

and strategy. 

Table 5.9: No. of Trainings Received by Districts 

 

  No Of Trainings 

Total 

 District 

No Training 

Only One 

Training 

More Than One 

Training 

 Colombo 17 22 17 56 

Monaragala 25 9 7 41 

Other Districts 7 4 7 18 

                  Total 49 35 31 115 

 

 

 

Figure 5.5: No. of IT Trainings received by Respondents 
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The above table and chart depict that Monaragala and other districts should more be given 

attention to provide necessary IT training for efficient service delivery. SLIDA is offering IT 

trainings for Divisional Secretaries but other employee categories in the remote districts have 

less chance and investment to undergo suitable IT trainings. This fact is very significant to this 

study since most of service delivery functions are done by Management Assistants in the 

Divisional Secretariat. On the other hand, the indication of performing IT related tasks by 

practical experience depicts the attitude and dedication of some employees towards the tasks and 

also the crucial need of having a sound IT strategy at the DS office. 

Table 5.10 No. of Trainings Received by Designation 

 

  No Of Trainings 

Total 

 Designation 

No Training 

Only One 

Training 

More Than One 

Training 

 District Secretary 0 0 1 1 

Divisional Secretary 7 7 9 23 

Asst Divisional Secretary 0 1 2 3 

Accountant 0 0 2 2 

ADP 0 1 0 1 

ADR 0 1 1 2 

Management Assistant 38 21 16 75 

SDO 4 4 0 8 

                           Total 49 35 31 115 

 

Out of 75 Management Assistants in the sample 38 persons had not received any training in IT 

and 21 persons have got only one training on basic MS Office applications. It has been observed 

that those 21 persons are using the applications of MS Word and MS Excel. The knowledge 

gained in the applications is mainly used for word processing and simple spreadsheet utility.  

 

The fact reveals that majority of respondents who are expected to work at front office as well as 

back office to deliver e-services have not received proper training in IT. Also, it is evident that 

only 16 personnel have got the opportunity to receive more than one training. This situation 
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urges the policy makers to initiate strategic training planning and implementation prior to 

application of e-services at the Divisional Secretariat.  

 

Table 5.11: No. of Training Received in Windows 

and MS Office by Districts 

 

 District Windows & MS Office 

Total 

  Not 

Received Received 

 Colombo 19 37 56 

Monaragala 22 19 41 

Other 

Districts 

9 9 18 

               

Total 

 

50 

 

65 

 

115 

 

 

Table 5.12: No. of Trainings Received in Windows and MS Office by  

Designation 

 

 Designation Windows & MS Office 

Total 

  Not 

Received Received 

 District Secretary 0 1 1 

Divisional Secretary 9 14 23 

Asst Divisional Secretary 0 3 3 

Accountant 0 2 2 

ADP 0 1 1 

ADR 1 1 2 

Management Assistant 36 39 75 

SDO 4 4 8 

                          Total 50 65 115 
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Table 5.13: No of Trainings Received in Advanced MS Office 

by Districts 

 

  Advanced MS Office 

Total 

 District Not 

Received Received 

 Colombo 41 15 56 

Monaragala 33 8 41 

Other Districts 14 4 18 

                  Total 88 27 115 

 

Table 5.14: No. of Trainings Received in Advanced MS Office 

by Designation 

 

 Designation Advanced MS Office 

Total 

  Not 

Received Received 

 District Secretary 0 1 1 

Divisional Secretary 15 8 23 

Asst Divisional Secretary 2 1 3 

Accountant 1 1 2 

ADP 0 1 1 

ADR 1 1 2 

Management Assistant 61 14 75 

SDO 8 0 8 

                          Total 88 27 115 
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Table 5.15: No. of Trainings Received in Internet & 

Emailing by District 

 

  Internet & Emailing 

Total 

 District Not 

Received Received 

 Colombo 31 25 56 

Monaragala 29 12 41 

Other Districts 8 10 18 

                  Total 68 47 115 

 

Table 5.16: No. of Trainings Received in Internet & Emailing by 

Designation 

 

  Internet & Emailing 

Total 

 Designation Not 

Received Received 

 District Secretary 0 1 1 

Divisional Secretary 8 15 23 

Asst Divisional Secretary 0 3 3 

Accountant 0 2 2 

ADP 0 1 1 

ADR 0 2 2 

Management Assistant 52 23 75 

SDO 8 0 8 

                          Total 68 47 115 

 

The above tables show that even though basic training in PC use has received by the respondents 

essential further training of office applications and the Internet and email related training has not 

received by the majority of respondents. E-mail and the Internet related training is an essential 

prerequisite for successful and efficient e-service delivery. The fact also emphasizes that there 

should be a strategic training plan and focus should be there at the Divisional Secretariat.  
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5.5 QUALITY OF IT TRAINING 

Respondents were asked 10 questions regarding the quality of training they have already 

received. 42 respondents have either disagree or neutral on the status of sufficiency of the 

training received for the office use. Majority of DS offices have not yet started the e-Government 

applications and majority of respondents meant ‗sufficiency for office use‘ as word processing 

and simple spreadsheet applications. This fact is proven by the responses they gave for the 

questions of no. of trainings received in internet and e-mailing and opinion expressed for 

‗training was on general IT and not in e-Service delivery.  

Table  5.17 Opinion of Training Sufficiency for Office Use by District 

 

  Training Sufficient for Office Use 

Total 

 District 
Strongly 

disagree Disagree 

Neither Disagree 

nor Agree Agree Strongly Agree 

 Colombo 4 9 6 25 7 51 

Monaragala 0 13 1 23 1 38 

Other 

Districts 

1 3 5 7 0 16 

               Total 5 25 12 55 8 105 

 

 

 

 

Table 5.18 Opinion on insufficient Practical Trainings by District 

 

  No Sufficient Practical Trainings 

Total 

 District 
Strongly 

disagree Disagree 

Neither Disagree 

nor Agree Agree Strongly Agree 

 Colombo 6 23 3 18 1 51 

Monaragala 2 3 7 24 2 38 

Other 

Districts 

2 2 0 12 0 16 

            Total 10 28 10 54 3 105 
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Table 5.19: Training is not on e-Service Delivery. 

  Only on IT Not on E-Service Delivery 

Total 

 District 
Strongly 

disagree Disagree 

Neither Disagree 

nor Agree Agree Strongly Agree 

 Colombo 1 14 9 24 2 50 

Monaragala 1 10 0 26 1 38 

Other Districts 0 5 2 8 1 16 

                  Total 2 29 11 58 4 104 

 

Tables 5.17, 5.18 and 5.19 clearly show the relationship and relevance of the trainings already 

received by the respondents. The received trainings are relevant for office use. But majority of 

the respondents mentioned that they have not sufficient facilities to practice the trainings they 

have received. This fact should be taken by the policy making bodies if their objective is to 

deliver citizen services via electronic medium. Table 5.19 reveals that districts other than 

Colombo district have less facility for practical trainings which is essential to run e-service 

delivery applications at the DS office. 

As seen in the table 5.18 above the fact revealed by the respondents regarding their received 

training on e-service delivery is very significant to this study. 62 respondents out of 104 

answered that the training they have received only on IT and not on e-Service delivery. 11 

respondents have no idea of the given expression and mentioned as neither disagree nor disagree. 

This fact is a clear indicator to the policy makers who wish to offer efficient and effective e-

service delivery to public to set their policy directives to equip the staff of the DS office with 

necessary and essential e-service delivery related skills and capabilities. 
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Table 5.20 Training Only my Duty Obligation 

 

  Training Only my Duty Obligation 

Total 

 District 
Strongly 

disagree Disagree 

Neither Disagree 

nor Agree Agree Strongly Agree 

 Colombo 6 33 4 6 2 51 

Monaragala 8 21 1 8 0 38 

Other 

Districts 

3 10 1 2 0 16 

            Total 17 64 6 16 2 105 

 

Table 5.20 shows the attitude of the respondents towards the training that they are given. 81 

respondents out of 105 have clearly indicated that their willingness to receive training for the 

purpose of performing their given tasks. However 24 respondents expressed that they go for 

training due to an obligation to do so. The fact reveals that there should be an effective 

leadership to manage the required change at the workplace.  

Majority of respondents expressed their agreement with the given expressions of worthiness of e-

Service delivery and it is trustable to be adopted for efficient and effective service delivery from 

the DS office. They do not believe that e-service delivery is costly and time consuming exercise. 

Respondents expressed their willingness to work with e-service delivery channels instead of 

usual manual work. Respondents from Monaragala and other remote districts expressed their 

opinion to start e-service delivery soon. The following tables show the opinions of the 

respondents regarding e-Service delivery from the DS office.  
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5.6 PERCEPTION OF E-SERVICE DELIVERY 

Respondents were asked to mention their agreement or disagreement for 08 expressions about e-

Service delivery. The expressions were; 

1. E-service delivery enhances the quality and speed of service delivery 

2. E-service delivery is complicated and time consuming 

3. E-service delivery is costly for government 

4. Manual work is easier 

5. Machine and technology is untrustworthy 

6. Have to start e-service delivery soon 

7. People do not trust e-services 

8. Concept is good, practice is difficult. 

The responses received are depicted in the following tables and figures. 

Table 5.21: IT Enhances Speed & Quality of Service 

  

Frequency Percent 

Cumulative 

Percent 

Valid Strongly disagree 13 11.3 11.5 

Disagree 2 1.7 13.3 

Neither Disagree nor Agree 3 2.6 15.9 

Agree 71 61.7 78.8 

Strongly Agree 24 20.9 100.0 

Total 113 98.3  

Missing System 2 1.7  

Total 115 100.0  

 

82 percent of the respondents mentioned that E-service delivery enhances the speed and quality 

of service delivery. 13 percent did not agree with the statement while 2.6 percent was neutral.  
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Figure 5.6: Number of Responses for IT Enhances Speed & Quality of Service 

Table 5.22: E-Service Delivery is Complex and Time Consuming 

  

Frequency Percent 

Cumulative 

Percent 

Valid Strongly disagree 13 11.3 11.5 

Disagree 80 69.6 82.3 

Neither Disagree nor Agree 10 8.7 91.2 

Agree 9 7.8 99.1 

Strongly Agree 1 .9 100.0 

Total 113 98.3  

Missing System 2 1.7  

Total 115 100.0  

 

Majority (82.3) of respondents (113) believe that e-Service delivery is not complex and time 

consuming. Only 9 percent agreed to the statement. This result is natural in any organizational 

setting where change management initiative can be recommended for positive results. 
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Figure 5.7: Responses for E-Service Delivery is Complex and Time Consuming 

 

Table 5.23: e-Service Delivery is Costly for Government 

  

Frequency Percent 

Cumulative 

Percent 

Valid Strongly disagree 4 3.5 3.5 

Disagree 59 51.3 55.8 

Neither Disagree nor Agree 19 16.5 72.6 

Agree 29 25.2 98.2 

Strongly Agree 2 1.7 100.0 

Total 113 98.3  

Missing System 2 1.7  

Total 115 100.0  

 

Majority of respondents do not believe that  e-Service Delivery is Costly for Government. But 27 

percent of them agree with the statement. 
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Table 5.24: Manual Work is Easier 

  

Frequency Percent 

Cumulative 

Percent 

Valid Strongly disagree 21 18.3 18.6 

Disagree 63 54.8 74.3 

Neither Disagree nor Agree 6 5.2 79.6 

Agree 17 14.8 94.7 

Strongly Agree 6 5.2 100.0 

Total 113 98.3  

Missing System 2 1.7  

Total 115 100.0  

 

Only 20 percent out of 113 respondents agreed with the statement while 75 percent was in 

disagreement. Majority is prepared to adopt e-service delivery in an automated environment. 

 

Figure 5.8: Agreement/ Disagreement with ‗Manual Work is Easier‘ 
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Table 5.25: Machines & Tech Untrustworthy 

  

Frequency Percent 

Cumulative 

Percent 

Valid Strongly disagree 14 12.2 12.4 

Disagree 71 61.7 75.2 

Neither Disagree nor Agree 13 11.3 86.7 

Agree 15 13.0 100.0 

Total 113 98.3  

Missing System 2 1.7  

Total 115 100.0  

 

Over 75 percent of the respondents did not agree with the statement. 13 respondents were neutral 

and only 15 were in agreement. As depicted above majority of respondents did not have an 

opportunity to gain training in IT and e-service delivery. Therefore the above result is natural and 

shows the policy implication for better design of IT and e-service delivery related training 

environment at the Divisional Secretariat.   

 

Figure 5.9: Responses for Machines & Technology Untrustworthy 

 

 



85 

 

Table 5.26: Have to Start EService Delivery 

  

Frequency Percent 

Cumulative 

Percent 

Valid Strongly disagree 4 3.5 3.5 

Disagree 12 10.4 14.2 

Neither Disagree nor Agree 13 11.3 25.7 

Agree 68 59.1 85.8 

Strongly Agree 16 13.9 100.0 

Total 113 98.3  

Missing System 2 1.7  

Total 115 100.0  

 

 

 

 

Figure 5.10: Percent of Responses for Have to Start EService Delivery 

Table 5.26 and Figure 5.10 clearly show the readiness of the respondents to start e-service 

delivery as soon as possible. 63 percent of the respondents mention that e-service should be 

started soon. This fact reveals a policy implication of willingness of employees to participate in 
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the process of service delivery if a proper training and learning environment at the DS office is 

established.  

Majority of respondents (56.5%) expressed their disagreement with the statement of ‗concept is 

good, practice is difficult‘ while 12.2 percent were neutral. (see figure 5.11) This fact is 

complementary to the above said willingness factor even in the working environment with less 

training opportunities at the DS office. 

 

Figure 5.11: Agreement with ‗concept is good practice is difficult‘ 

As the figure 5.11 shows 27.8 percent of the respondents have agreed with the statement which 

implies that they have not exposed to proper training and they have no ICT infrastructure to 

practice IT applications. 
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5.7 EMPLOYEES’ PERCEPTION OF PEOPLE’S ACCEPTANCE OF E-SERVICES 

 

Respondents were asked of their agreement or disagreement with the statement of ‗People will 

not accept e-Service‘ and the responses were as follows; 

  Table 5.27: Perception of people‘s acceptance of e-Services 

 Responses 

Frequency Percent 

Cumulative 

Percent 

Valid Strongly disagree 18 15.7 15.9 

Disagree 76 66.1 83.2 

Neither Disagree nor Agree 9 7.8 91.2 

Agree 8 7.0 98.2 

Strongly Agree 2 1.7 100.0 

Total 113 98.3  

Missing System 2 1.7  

Total 115 100.0  

 

Out of 113 respondents 83.2 percent were in disagreement with the statement while only 8.7 

percent were in agreement. This fact reveals high level of positive attitude of the employees of 

the acceptance of e-Service delivery by the public. That implies their readiness for e-service 

delivery as well. Even in the less facilitated training environment such perceptive attitude is 

highly admirable and a showcase to policy makers to expedite the process of e-service delivery 

from the DS office. 
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Figure 5.12: Agreement with ‗people will not accept e-Service‘ 

5.8 CHALLENGES ASSOCIATED WITH E-SERVICE DELIVERY 

 

Respondents were asked to mention their agreement or disagreement regarding the challenges 

associated with e-service delivery. 14 statements related to observed common challenges found 

in the literature were presented in the Likert Scale to be rated by the respondents. Employees 

tend to manual work, no directives to ICT, restricted allocation of funds for ICT, mismatch of 

allocation of funds for ICT, unavailability of suitable connectivity, insufficient training facility, 

failures/ break-downs of connectivity and electricity, lack of trust of ICT, lack of political will 

for ICT, lack of interest of unit managers, lack of interest of head of organization, e-service 

delivery is not a prioritized strategy, outdated ICT facility and ICT usage is insufficient were 

those challenges presented to the respondents. 
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Figure 5.13: Employees‘ preference for Manual Work 

 

 

 

Table 5.28: Employees Like ICT, but No Directives 

  

Frequency Percent 

Cumulative 

Percent 

Valid Strongly disagree 7 6.1 6.1 

Disagree 34 29.6 35.7 

Neither Disagree nor Agree 12 10.4 46.1 

Agree 59 51.3 97.4 

Strongly Agree 3 2.6 100.0 

Total 115 100.0  
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Figure 5.14: Challenge of ‗No Directives‘ 

 

 

Figure 5.15: The Challenge of ‗No Allocation for ICT‘ 
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Nearly 50 percent of the respondents agreed to the statement of ‗no sufficient allocation of funds 

for ICT development at the DS office. This again would be a policy directive for allocation of 

funds for ICT in the annual budget of the DS office. 

Table 5.29: Challenge of Suitable Connectivity at DS office 

 Responses 

Frequency Percent 

Cumulative 

Percent 

Valid Strongly disagree 9 7.8 7.8 

Disagree 60 52.2 60.0 

Neither Disagree nor Agree 12 10.4 70.4 

Agree 30 26.1 96.5 

Strongly Agree 4 3.5 100.0 

Total 115 100.0  

 

Table 5.30: The Challenge of Break-down of Connectivity and Electricity 

 Responses 

Frequency Percent 

Cumulative 

Percent 

Valid Strongly disagree 7 6.1 6.1 

Disagree 28 24.3 30.4 

Neither Disagree nor Agree 10 8.7 39.1 

Agree 60 52.2 91.3 

Strongly Agree 10 8.7 100.0 

Total 115 100.0  

 

Table 5.29 summarizes the responses received for the given statement of challenge of ‗no 

suitable connectivity‘ majority of respondents did not agree while 10.4 percent of them were 

neutral. This was observed as not the reality and the majority of respondents were from Colombo 

district. Divisional Secretariats in the Colombo district have better connectivity compared with 

other district in Sri Lanka. Observation in this regard is that the connectivity to the Internet other 

than Colombo district and suburbs and main urban areas in the island is very slow and 

unpredictable. The responses have direct relationship to the given statement of ‗The Challenge of 
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Break-down of Connectivity and Electricity‘. (See Table 5.30 above). Almost 61 percent 

respondents have agreed that existing connectivity and supply of electricity is unreliable or 

unstable. This fact urges policy makers to implement policies to ensure uninterrupted power and 

connectivity to the Internet which is very essential for efficient and effective service delivery.  

 The statement given of ‗lack of training‘ as a challenge show a relationship with the responses 

given in the table 5.17 above which is on the question of ‗training is sufficient for office use‘. As 

stated above majority of responses to the question of sufficiency of training for office use were 

positive, but the challenge of lack of training opportunities in e-service delivery prevails 

according to the responses received which are shown in the Table 5.31 and Figure 5.16 below. 

Table 5.31: The Challenge of Insufficiency of Training 

  

Frequency Percent 

Cumulative 

Percent 

Valid Strongly disagree 6 5.2 5.2 

Disagree 34 29.6 34.8 

Neither Disagree nor Agree 7 6.1 40.9 

Agree 61 53.0 93.9 

Strongly Agree 7 6.1 100.0 

Total 115 100.0  

 

 
Figure 5.16: The Challenge of Insufficiency of Training 
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5.9 EMPLOYEES’ TRUST ON ICT 

 

Respondents were asked their agreement or disagreement regarding lack of employees‘ trust as a 

challenge to e-service delivery. Over 78 percent of respondents expressed their disagreement 

with the statement of ‗employees have no trust on ICT‘ and 14 percent were neutral. Even 

though the majority of respondents had not undergone proper ICT and e-service delivery related 

trainings still they trust ICT as a better option for effective and efficient service delivery. This 

fact is extremely important to this study since it offers validity to the research questions.  

Table 5.32: The Challenge of no trust on ICT 

  

Frequency Percent 

Cumulative 

Percent 

Valid Strongly disagree 16 13.9 14.0 

Disagree 73 63.5 78.1 

Neither Disagree nor Agree 17 14.8 93.0 

Agree 8 7.0 100.0 

Total 114 99.1  

Missing System 1 .9  

Total 115 100.0  

 

 

Figure 5.17: Employees have No Trust on ICT 
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5.10 LEADERS’ WILL/ INTEREST ON ICT 

 

Political will for ICT innovations, unit managers‘ support for adoption of ICT, and interest of 

head of organization on ICT applications were presented to the respondents as negative 

statements to express their rated agreement or disagreement using Likert scale. Majority of the 

respondents rejected the negative statements by disagreeing and implied the willingness of 

leaders for ICT.  

 

Figure 5.18: The Challenge of ‗No Political Will‘ 

Majority of respondents expressed that political will is not a challenge for ICT. The perception is 

encouraging ICT environment at the work place. Since the employees are willing to embrace 

ICT led working environment and the political support is evident the result would be positive for 

the expected e-Service delivery at the DS office. 

Awareness creation, employee capacity building through proper training while developing ICT 

infrastructure at the DS office would result efficiency and effectiveness in service delivery.    
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Figure 5.19: The Challenge of ‗Not Supported by Unit Managers‘ 

 

Figure 5.20: Challenge of Support by Head of Organization 

Since unit managers and head of organization (DS Office) is positive towards ICT development 

in the workplace there would be a encouraging environment in the office to adopt ICT. 
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5.11 E-SERVICE DELIVERY, A PRIORITIZED STRATEGY: 

 

 

Figure 5.21: Challenge of not Prioritized e-service delivery 

Majority of respondents do not agree with the expression of ‗e-service delivery is not a 

prioritized strategy of the organization‘. 24 percent of the respondents agreed with the expression 

and 17 percent were neutral. The responses imply that considerable number of respondents have 

no idea of whether e-service delivery is a priority or not. This fact implies the need of awareness 

and training of e-service delivery.  

5.12 INSUFFICIENT USAGE OF ICT 

Majority of respondents (45%) agreed upon the statement of ‗Facilities are Sufficient, Usage is 

Insufficient‘ and 36 percent expressed their disagreement while 18 percent were neutral. Due to 

regional disparities and disparities in facilities were the reasons for such a result. Majority of 

respondents were from Colombo district where ICT facility is better compared to other locations 

and therefore usage is more.    
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Figure 5.22: The Challenge of Insufficient Usage of ICT 

 

5.13 FAMILIARITY OF E-GOVERNMENT APPLICATIONS 

Respondents were given 13 statements to examine their familiarity of existing e-government 

applications. Their awareness and familiarity of ICTA activities, laws regarding e-applications, 

e-applications used by other public organizations, familiarity of the Web, the LGN, e-mail, e-

procurement, e-banking, e-applications used in other countries, electronic sharing and exchange 

of information was examined by receiving their agreement or disagreement to the given 

statements prepared with the Likert scale. 

Figure 5.23 below shows the responses received for the statement of ‗Familiarity of ICTA 

Works‘. Over 52 percent of the respondents agreed that they are familiar with ICTA works while 

over 30 percent were disagreed and 12 percent were neutral. Majority of respondents were from 

Colombo and Thimbirigasyaya DS Offices and they are quite familiar with ICTA which is 

situated in Colombo as well. Considerable number of  respondents (over 46%) either disagree or 

have no clear idea about ICTA works. This implies the need of awareness creation of existing 

ICTA works on e-Government.       
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Figure 5.23: Familiarity with ICTA Works 

 

 

Figure 5.24: Familiarity with e-Application Laws 
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As the above Figure 5.24 shows majority of respondents (over 62%) are not familiar with laws 

related to e-Applications. The employees at the DS office should have some sort of 

understanding the laws related to e-service delivery such as Electronic Transactions Act, 

Computer Crimes Act, ICT Policy etc. Basic understanding of legal provisions in the use of 

Web, e-mail, and intellectual property rights should be given to the employees at the DS office. 

 

Figure 5.25: Familiarity with Existing e-Gov. Applications 

Majority of respondents (70%) are not familiar with existing e-Gov. applications which implies 

the need of a policy directive to make awareness of the e-Gov. applications among the staff of 

the DS office. (See Figure 5.25 above). 
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Figure 5.26: Frequent use of Web 

Majority of respondents were in disagreement with the statement of ‗You frequently use the 

Web‘. Nearly 50% of respondents in the Colombo district agreed with the statement and majority 

of the respondents from Monaragala and other districts have not agreed with the statement. This 

fact reveals availability of ICT infrastructure i.e. Internet facility, better connectivity, knowledge 

and sufficient number of PCs varies in the districts. The facts are significant to the research 

questions and the problem statement. 

Respondents are not frequently using the Lanka Government Network (LGN) facility provided 

by ICTA. It has been observed that there are technical issues with the facility and Divisional 

Secretaries complain its slowness and connectivity problems. The other finding from the survey 

data is that majority of employees at the DS office have no access to the LGN. (see figure 5.24). 

Figure 5.26 shows the fact of less access and most of the time employees have only LGN facility 

to access the web. The LGN facility in the remote districts should be developed. This has an 

impact on e-service delivery since it has been meant to exchange service delivery related 

information through the LGN.   
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Figure 5.27: Frequent Use of LGN 

 

Figure 5.28: Frequent Use e-Mail at Office 

Majority of the respondents are not using e-mail at the office while a considerable number of 

employees have no clear idea of e-mail usage. The facts imply proper training is essential and it 

has direct impact on efficient service delivery.   
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Figure 5.29: Exchange e-information with other offices 

Majority of respondents in all districts do not agree with the statement of ‗exchange e-

information with other offices‘. G 2 G applications are not done. Sharing information via e-

channels is not practiced. This fact again shows significance to this study since training is highly 

correlated with the skills for e-information management which is essential for effective and 

efficient service delivery from the DS office. 
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Figure 5.30: e-Procurement practiced at office 

 

Figure 5.31: Familiar with e-Procurement 
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Figure 5.32: e-Banking practiced at Office 

e- Applications of e-procurement and e-Banking are not practiced at office according to 

responses received. Electronic transactions and electronic supply of goods and services are 

essential elements in the e-service delivery. Therefore training on such important service 

delivery elements is necessary. 

5.14 IMPACT OF THE BARRIERS ON DS OFFICE USE OF ICT 

Sixteen (16) barriers identified through literature review and observation were presented to the 

respondents and impact of them on ICT usage at the DS Office were asked to rate upon the 

significance of the same as ‗none, to some extent, to large extent and no idea‘. Barriers of 

‗errors/defects of supplied software, lack of flexibility of ICT suppliers, lack of integration 

between applications, lack of ICT qualified staff, difficulty in recruitment and retention of ICT 

qualified staff, non-existence of ICT unit, non-existence of updated ICT strategy, high 

expenditure for ICT, difficulty in allocation of resources for ICT, difficulty in adjustment of 

daily routines, risk of hacking, malware and unwanted access to office data, insufficient 

standards for digital signatures, need of adjustment of rules and regulations, difficulty in 

integration of existing practices to e-applications, lack of standards for exchange of data and lack 

of information security measures were rated by the respondents.  

Impact of those barriers on usage of ICT at the Ds office is very significant to this study since e-

Government applications may become disastrous if they were not properly addressed.  
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Figure 5.33: Errors in Supplied Software 

77 percent of the respondents mentioned the impact of the barrier of errors in supplied software 

on ICT usage at the DS office is significant while 18 percent of the respondents were neutral. 

This implies the need of tested software and constant coordination with the suppliers. E-Service 

delivery otherwise may be hindered due to interrupted functionality of the software. Training and 

capacity building including proper software infrastructure are vital to be verified correct before 

implementation of e-applications.  

 

Figure 5.34: Lack of Flexibility of ICT Suppliers 
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The impact of the barrier of lack of flexibility of ICT suppliers on ICT usage at DS office has 

been rated as high. Most of the time public organizations face the problem of vendor-lock-in 

when software and hardware are purchased. This fact urges policy makers and organizational 

leaders to adopt measures for open standards and service oriented architectures (SOA). The 

situation in the Colombo district may be better since vendors and almost all software companies 

are located in there, but in other districts there may have severe problems if right policy 

measures are not taken. If not carefully handled, this barrier may ruin the whole e-service 

delivery process. Therefore proper awareness and training of relevant employees and 

organizational leaders is essential to avoid disruptive impact of vendor flexibility.   

Lack of integration between applications has been observed as a barrier at the DS office. For 

instance, mismatches and application difficulties between and among proprietary software 

developed on proprietary standards and applications developed on open standards i.e. Finger 

Print Marking software, CIGAS, Payroll, and BMD can be stated. Majority of respondents rated 

that there is a considerable impact of the barrier of lack of integration among applications used at 

the DS office on the ICT usage. Over 66 percent of respondents stated that the impact of the 

barrier is to large or some extent while 24 percent of them had no idea whether there is an impact 

or not. The Figure 5.35 shows the extent of ratings. 

 

Figure 5.35: Impact of Barrier of Lack of Integration between Applications 
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The factor of impact of the barriers of lack of ICT qualified staff, difficulty in recruitment and 

retention of ICT qualified staff and non-existence of an ICT unit at the DS office is interrelated. 

The Crosstab function of SPSS is used to examine the interrelationship by districts. It is a 

common and widely known observation that these ICT human resource related barriers have 

been a major hindrance to implement e-Government applications at the local level. Policy 

measures have to be taken to address the related issues. Structural changes in the organization 

hierarchy and special recruitment and payment procedures have to be adopted. Proper 

recognition and remuneration package in order to retain ICT professionals at the DS office has to 

be introduced. Department of Management Services, Ministry of Public Administration and 

Home Affairs, Salaries and Cadre Commission should jointly make a solution. 

Table 5.33: Rated Extent of Impact of the Barrier of No ICT Unit at DS Office by District 

 

   The Barrier of ‘No ICT Unit at DS’ 

Total    None Some Large No Idea 

District Colombo Count 9 16 23 8 56 

% within District 16.1% 28.6% 41.1% 14.3% 100.0% 

% within No ICT Unit at DS 45.0% 42.1% 57.5% 47.1% 48.7% 

% of Total 7.8% 13.9% 20.0% 7.0% 48.7% 

Monaragala Count 7 16 9 9 41 

% within District 17.1% 39.0% 22.0% 22.0% 100.0% 

% within No ICT Unit at DS 35.0% 42.1% 22.5% 52.9% 35.7% 

% of Total 6.1% 13.9% 7.8% 7.8% 35.7% 

Other Districts Count 4 6 8 0 18 

% within District 22.2% 33.3% 44.4% .0% 100.0% 

% within No ICT Unit at DS 20.0% 15.8% 20.0% .0% 15.7% 

% of Total 3.5% 5.2% 7.0% .0% 15.7% 

Total Count 20 38 40 17 115 

% within District 17.4% 33.0% 34.8% 14.8% 100.0% 

% within No ICT Unit at DS 100.0% 100.0% 100.0% 100.0% 100.0% 

% of Total 17.4% 33.0% 34.8% 14.8% 100.0% 
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Majority of respondents in all districts admitted that there is a significant impact of the barrier on 

ICT usage at the DS office. Almost 14 percent of respondents in both Colombo and Monaragala 

districts mentioned the impact is to some extent while 7-8 percent of the respondents from 

Monaragala and other districts mentioned that the impact is to a large extent. 7-8 percent of the 

respondents in the Colombo and Monaragala districts had no idea about the impact of the barrier. 

Figure 5.34 below shows the graphical view of the responses.    

 

 

Figure 5.36: The Rated Extent of Barriers to the ICT Unit at DS Office 

As shown in the table 5.33, majority of the respondents (over 50%) from all districts rated that 

there is a significant (some) impact of the barrier of lack of ICT qualified staff at the DS office 

while 34 percent of the respondents mentioned that the impact is to large extent. The policy 

implication of the finding is to take timely measures to recruit and retain ICT qualified staff. 

Table 5.34 below was created to show the comparative responses in the selected districts. 

Presence of ICT qualified personnel at the DS office is an essential prerequisite for successful 

design and implementation of e-Government applications. That requirement should be fulfilled 

by training of selected existing staff members or by recruiting new ICT qualified employees or 

taking the both measures as required.  
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Table 5.34: Chi-Square Tests of the responses.   

 

Value Df 

Asymp. Sig. (2-

sided) 

Pearson Chi-Square 8.239
a
 6 .221 

Likelihood Ratio 10.908 6 .091 

Linear-by-Linear Association 1.203 1 .273 

N of Valid Cases 115   

a. 2 cells (16.7%) have expected count less than 5. The minimum 

expected count is 2.66. 

Table 5.35: Impact of the Barrier of Lack of ICT Qualified Staff at DS Office 

 

   Lack of ICT Qualified Staff at DS 

Total    Some Large No Idea 

District Colombo Count 26 21 9 56 

% within District 46.4% 37.5% 16.1% 100.0% 

% within Lack of ICT 

Qualified Staff at DS 

44.8% 53.8% 52.9% 49.1% 

% of Total 22.8% 18.4% 7.9% 49.1% 

Monaragala Count 22 11 8 41 

% within District 53.7% 26.8% 19.5% 100.0% 

% within Lack of ICT 

Qualified Staff at DS 

37.9% 28.2% 47.1% 36.0% 

% of Total 19.3% 9.6% 7.0% 36.0% 

Other Districts Count 10 7 0 17 

% within District 58.8% 41.2% .0% 100.0% 

% within Lack of ICT 

Qualified Staff at DS 

17.2% 17.9% .0% 14.9% 

% of Total 8.8% 6.1% .0% 14.9% 

Total Count 58 39 17 114 

% within District 50.9% 34.2% 14.9% 100.0% 

% within Lack of ICT 

Qualified Staff at DS 

100.0% 100.0% 100.0% 100.0% 

% of Total 50.9% 34.2% 14.9% 100.0% 
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Table 5.36: Chi-Square Tests of the responses. 

 

 

Value Df 

Asymp. Sig. (2-

sided) 

Pearson Chi-Square 4.730
a
 4 .316 

Likelihood Ratio 7.239 4 .124 

Linear-by-Linear Association 1.552 1 .213 

N of Valid Cases 114   

a. 1 cells (11.1%) have expected count less than 5. The minimum 

expected count is 2.54. 

 

 

Figure 5.37 Responses on Perceived Challenges. 

Another big issue related to people factor is to recruit and retain the qualified staff at DS office. 

Table 5.37 below shows the cross tabulation of the responses over the barrier.  
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Table 5.37: Impact of Barrier of Difficulty to Recruit & Retain ICT Qualified Staff. 

 

   Difficulty Recruit & Retension ICT Staff 

Total    None Some Large No Idea 

District Colombo Count 2 25 16 13 56 

% within District 3.6% 44.6% 28.6% 23.2% 100.0% 

% within Difficulty Recruit & 

Retension ICT Staff 

25.0% 46.3% 53.3% 56.5% 48.7% 

% of Total 1.7% 21.7% 13.9% 11.3% 48.7% 

Monaragala Count 6 18 7 10 41 

% within District 14.6% 43.9% 17.1% 24.4% 100.0% 

% within Difficulty Recruit & 

Retension ICT Staff 

75.0% 33.3% 23.3% 43.5% 35.7% 

% of Total 5.2% 15.7% 6.1% 8.7% 35.7% 

Other Districts Count 0 11 7 0 18 

% within District .0% 61.1% 38.9% .0% 100.0% 

% within Difficulty Recruit & 

Retension ICT Staff 

.0% 20.4% 23.3% .0% 15.7% 

% of Total .0% 9.6% 6.1% .0% 15.7% 

Total Count 8 54 30 23 115 

% within District 7.0% 47.0% 26.1% 20.0% 100.0% 

% within Difficulty Recruit & 

Retension ICT Staff 

100.0% 100.0% 100.0% 100.0% 100.0% 

% of Total 7.0% 47.0% 26.1% 20.0% 100.0% 

 

 

Table 5.38: Chi-Square Tests of the responses. 

 

 

Value df 

Asymp. Sig. (2-

sided) 

Pearson Chi-Square 13.387
a
 6 .037 

Likelihood Ratio 17.516 6 .008 

Linear-by-Linear Association 2.291 1 .130 

N of Valid Cases 115   

a. 5 cells (41.7%) have expected count less than 5. The minimum 

expected count is 1.25. 
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Graphical view of responses is shown in Figure 5.38 

 

 
Figure 5.38: Responses on Impact of Barrier of Recruitment & Retention of ICT Staff. 

Majority of the respondents rated the impact there is to some extent while 26 percent of them 

rated it as to large extent. 61 percent of Divisional Secretaries from other districts responded that 

impact over the barrier is there to some extent while others mentioned it as to a large extent. 

5.15 NON-EXISTENCE OF UPDATED ICT STRATEGY 

Majority of the respondents rated that there is a high impact of the barrier of non-existence of 

updated ICT strategy at the DS Office level on DS office use of ICT in general. 74 respondents 

(over 60%) confirmed that there is ICT strategy. The finding emphasizes the need of developing 

a strategic plan to promote ICT activities at the DS level. IT should be identified as a policy 

decision to allocate resources and monitor activities in the annual implementation plan of the DS 

office. And also, the plan has to be updated considering available resources, achievement of 

planned activities, inclusion of new activities, policy and technology changes, and future 

requirements. The responses, received from all districts and as a whole, of the extent of impact of 

the barrier on general ICT usage at DS office level is given in the Table 5.39 below.     
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Table 5.39: The extent of impact of the barrier on general ICT usage at DS office. 

  

   No ICT Strategy at DS 

Total    None Some Large No Idea 

District Colombo Count 5 22 16 13 56 

% within District 8.9% 39.3% 28.6% 23.2% 100.0% 

% within No ICT Strategy at 

DS 

31.3% 51.2% 51.6% 54.2% 49.1% 

% of Total 4.4% 19.3% 14.0% 11.4% 49.1% 

Monaragala Count 7 15 7 11 40 

% within District 17.5% 37.5% 17.5% 27.5% 100.0% 

% within No ICT Strategy at 

DS 

43.8% 34.9% 22.6% 45.8% 35.1% 

% of Total 6.1% 13.2% 6.1% 9.6% 35.1% 

Other Districts Count 4 6 8 0 18 

% within District 22.2% 33.3% 44.4% .0% 100.0% 

% within No ICT Strategy at 

DS 

25.0% 14.0% 25.8% .0% 15.8% 

% of Total 3.5% 5.3% 7.0% .0% 15.8% 

Total Count 16 43 31 24 114 

% within District 14.0% 37.7% 27.2% 21.1% 100.0% 

% within No ICT Strategy at 

DS 

100.0% 100.0% 100.0% 100.0% 100.0% 

% of Total 14.0% 37.7% 27.2% 21.1% 100.0% 

 

One quarter of the respondents had no idea about the impact of the barrier on ICT usage because 

of non-existence of a strategy and lack of use of ICT for their day today activities at the DS 

office. The figure 5.35 below presents the graphical view of the responses. 
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Figure 5.39: The extent of impact of the barrier on general ICT usage at DS office 

5.16 DIFFICULTY IN ALLOCATION OF RESOURCES FOR ICT 

The Chi-Square results shows that majority of respondents agreed that difficulty in allocation of 

resources for ICT at DS office level as a barrier and it has a significant impact on ICT usage at 

the DS office. The Chi-Square result of the analysis is given below. 

Table 5.40: The Chi-Square results of the Barrier. 

 

 

Value df 

Asymp. Sig. (2-

sided) 

Pearson Chi-Square 3.844
a
 6 .698 

Likelihood Ratio 4.192 6 .651 

Linear-by-Linear Association .003 1 .959 

N of Valid Cases 114   

a. 5 cells (41.7%) have expected count less than 5. The minimum 

expected count is 1.11. 
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Figure 5.40: Impact of Barrier of Difficulty in Allocation of Resources for ICT 

Majority of the respondents mentioned that the barrier of difficulty in allocation of resources for 

ICT at the DS office level has a high impact on ICT use at DS office level. The fact is very 

important and depicts the need of rethinking or revitalizing the strategies or priorities when 

allocating resources for the activities at the DS office. Since national objective is to promote ICT 

in order to deliver government services to citizen via electronic channels as much as possible, 

allocation of necessary resources to achieve the objective is essential. Therefore, this finding 

focuses on policy directive for better allocation of resources for development of ICT at DS 

office. 

5.17 DIFFICULTY TO ADJUST NORMAL ROUTINES 

Majority of the respondents mentioned that the barrier of difficulty to adjust day to day normal 

routines to the expected ICT applications has high impact on the usage of ICT at DS office. As 

far as research questions concerned, this finding is very significant and immediate attention of 

leaders and policy makers is expected. Training development and leadership mediation, policy 

standards on software applications, suitable application architectures and information security 

issues have to be properly identified and implemented to get rid of negative impact of this 

barrier. Training and awareness is a must. Table 5.40 shows the results of survey of the barrier. 
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Table 5.41: Impact of the Barrier of Difficulty to Adjust Normal Routines. 

      

   Difficulty to Adjust Normal Routines 

Total    None Some Large No Idea 

District Colombo Count 2 29 15 10 56 

% within District 3.6% 51.8% 26.8% 17.9% 100.0% 

% within Difficulty to Adjust 

Normal Routines 

25.0% 48.3% 53.6% 58.8% 49.6% 

% of Total 1.8% 25.7% 13.3% 8.8% 49.6% 

Monaragala Count 5 19 9 6 39 

% within District 12.8% 48.7% 23.1% 15.4% 100.0% 

% within Difficulty to Adjust 

Normal Routines 

62.5% 31.7% 32.1% 35.3% 34.5% 

% of Total 4.4% 16.8% 8.0% 5.3% 34.5% 

Other Districts Count 1 12 4 1 18 

% within District 5.6% 66.7% 22.2% 5.6% 100.0% 

% within Difficulty to Adjust 

Normal Routines 

12.5% 20.0% 14.3% 5.9% 15.9% 

% of Total .9% 10.6% 3.5% .9% 15.9% 

Total Count 8 60 28 17 113 

% within District 7.1% 53.1% 24.8% 15.0% 100.0% 

% within Difficulty to Adjust 

Normal Routines 

100.0% 100.0% 100.0% 100.0% 100.0% 

% of Total 7.1% 53.1% 24.8% 15.0% 100.0% 

 

Majority (over 78%) of the respondents in the sample have stated the severity of the barrier.     

 The graphical view of responses received is shown in figure 5.42 below. 
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Figure 5.41: Impact of the Barrier of Difficulty to Adjust Normal Routines 

5.18 DIFFICULTY TO CONVERT PROCEDURES TO E-APPLICATIONS 

This barrier is correlated to the previous barrier of difficulty to adjust normal routines. Majority 

of the respondents see a significant impact of the barrier on ICT usage at DS office. The finding, 

again, emphasizes the need of proper training and capacity building for the staff at the DS office 

regarding e-applications.  

Leadership and policy changes strongly matters for the change expected at the DS level in order 

to initiate e-service delivery. Awareness, attitude change, and learning by doing strategies have 

to be adopted. As it is shown in the table 5.42 below majority (over 35%) of the respondents had 

no idea about the barrier due to no exposure to the e-service delivery activities. Training and 

capacity building for the staff is essential to achieve e-government objectives.    

Almost 44% of respondents from the Monaragala district had no idea about the impact of the 

barrier while 32% of respondents from Colombo district have mentioned the same. Majority of 

Divisional Secretaries (86%) from other district in the sample rated the impact of the barrier on 

ICT usage at the DS office is significant.  

Tables 5.42 (1) & (2) below show the rated extent of impact of the barrier on ICT usage. 
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Table 5.42(1): The rated extent of impact of the barrier of difficulty to convert existing procedures to 

e-Applications. 

   Difficulty Convert Procedures to E.Apps 

Total    None Some Large No Idea 

District Colombo Count 3 22 13 18 56 

% within District 5.4% 39.3% 23.2% 32.1% 100.0% 

% within Difficulty Convert 

Procedures to E.Apps 

50.0% 47.8% 52.0% 47.4% 48.7% 

% of Total 2.6% 19.1% 11.3% 15.7% 48.7% 

Monaragala Count 2 12 9 18 41 

% within District 4.9% 29.3% 22.0% 43.9% 100.0% 

% within Difficulty Convert 

Procedures to E.Apps 

33.3% 26.1% 36.0% 47.4% 35.7% 

% of Total 1.7% 10.4% 7.8% 15.7% 35.7% 

Other Districts Count 1 12 3 2 18 

% within District 5.6% 66.7% 16.7% 11.1% 100.0% 

% within Difficulty Convert 

Procedures to E.Apps 

16.7% 26.1% 12.0% 5.3% 15.7% 

% of Total .9% 10.4% 2.6% 1.7% 15.7% 

Total Count 6 46 25 38 115 

% within District 5.2% 40.0% 21.7% 33.0% 100.0% 

% within Difficulty Convert 

Procedures to E.Apps 

100.0% 100.0% 100.0% 100.0% 100.0% 

% of Total 5.2% 40.0% 21.7% 33.0% 100.0% 

Table 5.42(2) Chi-Square Tests 

 

Value df 

Asymp. Sig. (2-

sided) 

Pearson Chi-Square 8.770
a
 6 .187 

Likelihood Ratio 9.148 6 .165 

Linear-by-Linear Association 1.316 1 .251 

N of Valid Cases 115   

a. 4 cells (33.3%) have expected count less than 5. The minimum 

expected count is .94. 
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Figure 5.42 below shows graphical view of results in the above tables. 

 

 
Figure 5.42: Impact of the Barrier of Difficulty to Covert Existing Procedures to ICT Apps. 

5.19 INSUFFICIENT STANDARDS ON DATA EXCHANGE 

Data exchange formats and standards when implementing e-service delivery related applications 

are necessary prerequisites. Majority of the respondents stated that they are not aware of the 

importance of such standards. This finding again validates the research questions and the need of 

training and capacity building of staff at the DS office is justified. The following table 5.38 

shows the responses to the barrier of difficulty to convert existing procedures to ICT 

applications. 

Nearly 50% of the respondents mentioned that there is a significant impact of the barrier on ICT 

usage at the DS office. Over 70% respondents from Monaragala district had no idea about the 

impact of the barrier, which is compared with the same response in the Colombo district is very 

high and it shows that more training and capacity building efforts for development of ICT 

applications there is needed. Remote districts other than the Colombo district have the similar 

situation where training and awareness creation is a must prior to initiate ICT applications. 

ICTA and organizational leaders as well as political leadership should work together for required 

policy and regulations upon necessary standards on data exchange in and between organizations. 
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Table 5.43: The Barrier of Difficulty to Convert Existing Procedures to ICT Applications. 

   Insufficient Standards on Data Exchange 

Total    None Some Large No Idea 

District Colombo Count 3 25 7 21 56 

% within District 5.4% 44.6% 12.5% 37.5% 100.0% 

% within Insufficient 

Standards on Data Exchange 

60.0% 56.8% 58.3% 38.9% 48.7% 

% of Total 2.6% 21.7% 6.1% 18.3% 48.7% 

Monaragala Count 2 9 1 29 41 

% within District 4.9% 22.0% 2.4% 70.7% 100.0% 

% within Insufficient 

Standards on Data Exchange 

40.0% 20.5% 8.3% 53.7% 35.7% 

% of Total 1.7% 7.8% .9% 25.2% 35.7% 

Other Districts Count 0 10 4 4 18 

% within District .0% 55.6% 22.2% 22.2% 100.0% 

% within Insufficient 

Standards on Data Exchange 

.0% 22.7% 33.3% 7.4% 15.7% 

% of Total .0% 8.7% 3.5% 3.5% 15.7% 

Total Count 5 44 12 54 115 

% within District 4.3% 38.3% 10.4% 47.0% 100.0% 

% within Insufficient 

Standards on Data Exchange 

100.0% 100.0% 100.0% 100.0% 100.0% 

% of Total 4.3% 38.3% 10.4% 47.0% 100.0% 
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Figure 5.43 shows the responses received. 

 

Figure 5.43: The Barrier of Difficulty to Convert Existing Procedures to ICT Applications 

5. 20 SERVICE INNOVATION  

Okunoye and others et.al, (2007) and Barras, et.al.,(1986) have mentioned the factors for 

organizational service innovation. The factors in the analytical model, the SDC model, regarding 

service innovation at the DS office were of knowledge related, business practice & service 

delivery related and ICT infrastructure related. Those factors cover the elements of employee 

motivation, trust in ICT training, access to ICT practice, usage of ICT, willful participation, 

willingness to change, perceived benefits, familiarity of e-Gov. applications, effective leadership, 

re-engineered business processes and new ways of service delivery.  

To cover those elements and to obtain opinion of the respondents of the relationship between HR 

capacity building and service innovation 08 questions in the questionnaire were presented to the 

respondents and asked the extent of their agreement or disagreement in the Likert scale.  
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5.21 ICT AS A CATALYST FOR INNOVATION AND CHANGE 

Respondents were asked to scale their agreement or disagreement about the statement of ― ICT is 

a catalyst for innovation and change in the public service delivery process‖. The responses 

received are in the table below.   

Table 5.44: Opinion of ICT is a Catalyst for the Service Innovation. 

   ICT is Catalyst for Innovation 

Total 

   Strongly 

disagree Disagree 

Neither Disagree 

nor Agree Agree 

Strongly 

Agree 

District Colombo Count 3 1 4 29 19 56 

% within District 5.4% 1.8% 7.1% 51.8% 33.9% 100.0% 

% within ICT Catalyst for 

Innovation 

100.0% 16.7% 80.0% 38.2% 76.0% 48.7% 

% of Total 2.6% .9% 3.5% 25.2% 16.5% 48.7% 

Monaragala Count 0 5 1 31 4 41 

% within District .0% 12.2% 2.4% 75.6% 9.8% 100.0% 

% within ICT Catalyst for 

Innovation 

.0% 83.3% 20.0% 40.8% 16.0% 35.7% 

% of Total .0% 4.3% .9% 27.0% 3.5% 35.7% 

Other Districts Count 0 0 0 16 2 18 

% within District .0% .0% .0% 88.9% 11.1% 100.0% 

% within ICT Catalyst for 

Innovation 

.0% .0% .0% 21.1% 8.0% 15.7% 

% of Total .0% .0% .0% 13.9% 1.7% 15.7% 

Total Count 3 6 5 76 25 115 

% within District 2.6% 5.2% 4.3% 66.1% 21.7% 100.0% 

% within ICT Catalyst for 

Innovation 

100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 

% of Total 2.6% 5.2% 4.3% 66.1% 21.7% 100.0% 

 

Figure 5.44 below shows the opinion on the expression of ‗ICT is Catalyst for Service 

Innovation.‘ 
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Figure 5.44 below shows the opinion on the expression of ‗ICT is Catalyst for Service 

Innovation.‘ 

Over 75% of the respondents mentioned that they are in agreement with the expression. Nearly 

8% of the respondents did not agree with the statement while 4 percent were neutral. Important 

finding is that Divisional Secretaries from other districts in the sample did not show any 

disagreement. As the head of organization of DS office they have shown very positive opinion of 

agreement. Another important finding is that any respondent from the Monaragala district did not 

mention his/her strong disagreement while 5 percent from the Colombo district were in strong 

disagreement with the statement. This fact implies the need of proper awareness and training 

programmes and attitudinal change at the DS office. 

5.22 LEADERSHIP TOWARDS INNOVATIVE APPROACHES. 

Opinion regarding the above statement as a need at the DS office was tested.  Majority of the 

respondents (93%) agreed with the statement. Divisional Secretaries who were from the other 

districts in the sample were very positive and nobody disagreed with the statement. In general, 

almost all responded positively.  
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Table 5.45: Opinion about the need of leadership towards innovative approaches fro innovation. 

   Leadership Essential for Innovations 

Total 

   Strongly 

disagree Disagree 

Neither Disagree 

nor Agree Agree Strongly Agree 

District Colombo Count 2 2 1 30 21 56 

% within District 3.6% 3.6% 1.8% 53.6% 37.5% 100.0% 

% within Leadership 

Essential for Innovations 

66.7% 66.7% 50.0% 44.8% 52.5% 48.7% 

% of Total 1.7% 1.7% .9% 26.1% 18.3% 48.7% 

Monaragala Count 1 1 0 25 14 41 

% within District 2.4% 2.4% .0% 61.0% 34.1% 100.0% 

% within Leadership 

Essential for Innovations 

33.3% 33.3% .0% 37.3% 35.0% 35.7% 

% of Total .9% .9% .0% 21.7% 12.2% 35.7% 

Other 

Districts 

Count 0 0 1 12 5 18 

% within District .0% .0% 5.6% 66.7% 27.8% 100.0% 

% within Leadership 

Essential for Innovations 

.0% .0% 50.0% 17.9% 12.5% 15.7% 

% of Total .0% .0% .9% 10.4% 4.3% 15.7% 

Total Count 3 3 2 67 40 115 

% within District 2.6% 2.6% 1.7% 58.3% 34.8% 100.0% 

% within Leadership 

Essential for Innovations 

100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 

% of Total 2.6% 2.6% 1.7% 58.3% 34.8% 100.0% 

 

Divisional Secretary is leader of the organization and responsible for administration and 

development activities in the DS Division. Since the DS office functions as ‗One Stop Shop‘ for 

almost all government services to the citizen in the respective division his leadership for 

innovative practice of service delivery is essential. Therefore, capacity building of the Divisional 

Secretary is an essential prerequisite for innovative service delivery from DS office. The 

following figure represents graphical view of the data in the above table. 
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Figure 5.45: Opinion about the need of leadership towards innovative approaches fro innovation. 

5.23 ICT INVESTMENTS FOR INNOVATION 

Majority of respondents agreed with the statement of ‗investment in ICT strongly supports 

innovative service delivery from DS office‘. Over 74 percent of the respondents agreed while 20 

percent out of the total were in strong agreement. Disagreement was negligible (4%) compared 

to the positive responses. 11 percent were neutral.  

The factors and their elements of facility to practice ICT, lack of training opportunities, and lack 

of opportunity to use e-applications at the DS office were reviewed in the previous headings and 

in early chapters. In consolidation, the findings are correlated and significant to the research 

questions.  

One of the major problems at the DS office level is to find sufficient funds for training and 

infrastructure. Due to poor allocation of funds through annual budget for investment in ICT 

seems to be a major hindrance for required innovative e-service delivery. If a percentage is 

decided to be allocated in every year under annual budget for the DS office, there would be a 

possibility to improve service delivery. Policy makers and leaders of the government should take 

this issue seriously instead of prescribing e-government solutions at public. 
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Table 5.46: Investment in ICT Supports Innovation 

   Investment in ICT Supports Innovations 

Total 

   Strongly 

disagree Disagree 

Neither Disagree 

nor Agree Agree 

Strongly 

Agree 

District Colombo Count 1 2 7 29 17 56 

% within District 1.8% 3.6% 12.5% 51.8% 30.4% 100.0% 

% within Investment in 

ICT Supports Innovations 

100.0% 40.0% 53.8% 39.7% 73.9% 48.7% 

% of Total .9% 1.7% 6.1% 25.2% 14.8% 48.7% 

Monaragala Count 0 3 4 30 4 41 

% within District .0% 7.3% 9.8% 73.2% 9.8% 100.0% 

% within Investment in 

ICT Supports Innovations 

.0% 60.0% 30.8% 41.1% 17.4% 35.7% 

% of Total .0% 2.6% 3.5% 26.1% 3.5% 35.7% 

Other 

Districts 

Count 0 0 2 14 2 18 

% within District .0% .0% 11.1% 77.8% 11.1% 100.0% 

% within Investment in 

ICT Supports Innovations 

.0% .0% 15.4% 19.2% 8.7% 15.7% 

% of Total .0% .0% 1.7% 12.2% 1.7% 15.7% 

Total Count 1 5 13 73 23 115 

% within District .9% 4.3% 11.3% 63.5% 20.0% 100.0% 

% within Investment in 

ICT Supports Innovations 

100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 

% of Total .9% 4.3% 11.3% 63.5% 20.0% 100.0% 
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Figure 5.46: Investment in ICT Supports Innovation 

5.24 PROVISION OF RIGHT TRAINING ENVIRONMENT FOR INTERNET DRIVEN 

INNOVATION 

The given statement of ‗Provision of Training for Internet Driven Innovation is a must‘ was 

agreed by majority of the respondents (over 88%). The results of the opinions of the respondents 

are presented in the table 5.46 below.  

AS previous data and figures show, majority of respondents were not satisfied with existing 

Internet connectivity, facilities to use ICT, opportunities for use the knowledge/ skills they have 

gained through training, funds allocated for ICT development etc. Therefore, it is evident that 

they have not got a suitable Internet driven working environment. Since almost all transactions 

are still manually done and Internet and email is only used in a very limited scope at the office e-

service delivery through Internet is not the reality at the DS office yet.    

Tables 5.17 and 5.18 and associated graphs show that majority of the respondents were not 

received training on e-Service delivery and proper practical training opportunities. The opinion 

of the respondents in the Table 5.47 below explains the need of a proper training environment for 

Internet driven service innovation. Over 60 percent of the respondents agreed with the statement 

while only 3-4 percent of them did not agree. Divisional Secretaries of other districts in the 
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sample clearly expressed 100 percent agreement with the statement. 84 percent of the 

respondents from Monaragala district agreed with the statement. The finding from data implies 

strong policy mediation for making necessary training environment for achievement of the 

expected e-government goals and objectives. The opinion of the Divisional Secretaries as leaders 

in the organization is very important and validates the research questions of this study.  

Table 5.47 Provision of right Training Environment for Internet Driven Innovation 

   Right Training Environment Essential 

Total 

   Strongly 

disagree Disagree 

Neither Disagree 

nor Agree Agree 

Strongly 

Agree 

District Colombo Count 1 3 3 28 21 56 

% within District 1.8% 5.4% 5.4% 50.0% 37.5% 100.0% 

% within Right Training 

Environment Essential 

20.0% 75.0% 75.0% 40.0% 65.6% 48.7% 

% of Total .9% 2.6% 2.6% 24.3% 18.3% 48.7% 

Monaragala Count 4 1 1 29 6 41 

% within District 9.8% 2.4% 2.4% 70.7% 14.6% 100.0% 

% within Right Training 

Environment Essential 

80.0% 25.0% 25.0% 41.4% 18.8% 35.7% 

% of Total 3.5% .9% .9% 25.2% 5.2% 35.7% 

Other 

Districts 

Count 0 0 0 13 5 18 

% within District .0% .0% .0% 72.2% 27.8% 100.0% 

% within Right Training 

Environment Essential 

.0% .0% .0% 18.6% 15.6% 15.7% 

% of Total .0% .0% .0% 11.3% 4.3% 15.7% 

Total Count 5 4 4 70 32 115 

% within District 4.3% 3.5% 3.5% 60.9% 27.8% 100.0% 

% within Right Training 

Environment Essential 

100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 

% of Total 4.3% 3.5% 3.5% 60.9% 27.8% 100.0% 
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The graphical view of data is presented below.  

 

Figure 5.47: Provision of Internet-driven Training Environment 

5.25 PRESENCE OF ICT UNIT FOR ICT INNOVATION 

The statement of ‗There should be an ICT Unit at DS Office to Promote e-service Innovation‘ 

was presented to the respondents to examine its validity by asking to mention their agreement or 

disagreement. It is widely known and a common fact that there is no ICT Unit at the DS office at 

the moment. Other than Data Entry Operators (DEO), there are no other IT professionals in the 

DS office cadre. Almost all ICT software and hardware requirements are being fulfilled by 

outsourcing. (please see the organizational structure of the Divisional Secretariat). 

Over 90 percent of the respondents viewed that there should be an ICT Unit for service 

innovation at DS office. Important finding is that all the respondents from the Monaragala 

district confirmed the presence of ICT Unit as a must. Disagreement with the statement (only 4 

percent) is negligible. The data is presented in the flowing table. 
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Table 5.48: ICT Unit is Essential for Service Innovation. 

 

   ICT Unit Essential for Innovation 

Total 

   Strongly 

disagree Disagree 

Neither Disagree 

nor Agree Agree 

Strongly 

Agree 

District Colombo Count 3 1 4 33 15 56 

% within District 5.4% 1.8% 7.1% 58.9% 26.8% 100.0% 

% within ICT Unit Essential 

for Innovation 

100.0% 50.0% 66.7% 44.6% 50.0% 48.7% 

% of Total 2.6% .9% 3.5% 28.7% 13.0% 48.7% 

Monaragala Count 0 0 0 31 10 41 

% within District .0% .0% .0% 75.6% 24.4% 100.0% 

% within ICT Unit Essential 

for Innovation 

.0% .0% .0% 41.9% 33.3% 35.7% 

% of Total .0% .0% .0% 27.0% 8.7% 35.7% 

Other 

Districts 

Count 0 1 2 10 5 18 

% within District .0% 5.6% 11.1% 55.6% 27.8% 100.0% 

% within ICT Unit Essential 

for Innovation 

.0% 50.0% 33.3% 13.5% 16.7% 15.7% 

% of Total .0% .9% 1.7% 8.7% 4.3% 15.7% 

Total Count 3 2 6 74 30 115 

% within District 2.6% 1.7% 5.2% 64.3% 26.1% 100.0% 

% within ICT Unit Essential 

for Innovation 

100.0% 100.0% 100.0% 100.0

% 

100.0% 100.0% 

% of Total 2.6% 1.7% 5.2% 64.3% 26.1% 100.0% 

 

The graphical view of data is shown in the figure below. 
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Figure 5.48: ICT Unit is Essential for Service Innovation. 

 

The finding from the data has a strong policy implication for setting up an ICT Unit at the 

Divisional Secretariat. Policy makers leaders, ICTA, Department of Management Services and 

Salaries and Cadre Commission should work together on this policy implication. It is evident 

that remote districts like Monaragala have to be given priority in setting such a unit. 

5.26 INNOVATIVE BEST PRACTICES ELSEWHERE AND INNOVATION AT DS OFFICE. 

The sixth statement given to examine agreement or disagreement was ‗innovative best practice 

elsewhere can help innovative practices at DS office‘. Since e-government is a new discipline 

and practice in the world it is essential to learn from best practices elsewhere. Learning from 

experience would reduce finance and implementation costs and risks. Respondents Over 80 

percent from the Colombo district, over 90 percent from the Monaragala district and over 94 

percent from other districts agreed with the statement. Overall 86 percent of the respondents 

agreed with it. Data gathered is presented in the following table. 
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 Table 5.49: Innovative Best Practice elsewhere helps DS office 

   Innovative Best Practices Help DS Office 

Total 

   Strongly 

disagree Disagree 

Neither Disagree 

nor Agree Agree 

Strongly 

Agree 

District Colombo Count 1 2 8 31 14 56 

% within District 1.8% 3.6% 14.3% 55.4% 25.0% 100.0% 

% within 

Innovative Best 

Practices Help 

DS Office 

50.0% 66.7% 72.7% 40.8% 60.9% 48.7% 

% of Total .9% 1.7% 7.0% 27.0% 12.2% 48.7% 

Monaraga

la 

Count 1 1 2 32 5 41 

% within District 2.4% 2.4% 4.9% 78.0% 12.2% 100.0% 

% within 

Innovative Best 

Practices Help 

DS Office 

50.0% 33.3% 18.2% 42.1% 21.7% 35.7% 

% of Total .9% .9% 1.7% 27.8% 4.3% 35.7% 

Other 

Districts 

Count 0 0 1 13 4 18 

% within District .0% .0% 5.6% 72.2% 22.2% 100.0% 

% within 

Innovative Best 

Practices Help 

DS Office 

.0% .0% 9.1% 17.1% 17.4% 15.7% 

% of Total .0% .0% .9% 11.3% 3.5% 15.7% 

Total Count 2 3 11 76 23 115 

% within District 1.7% 2.6% 9.6% 66.1% 20.0% 100.0% 

% within 

Innovative Best 

Practices Help 

DS Office 

100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 

% of Total 1.7% 2.6% 9.6% 66.1% 20.0% 100.0% 
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Graphical view of data is presented in the figure below. 

 

Figure 5.49: Innovative Best Practice elsewhere helps DS office 

5.27 ABILITY TO DELIVER INNOVATIVE SERVICES FROM DS OFFICE 

Respondents were asked to express agreement or disagreement with the statement of ‗new and 

speedy ways of service delivery can be done with ICT equipped employees at DS office‘. The 

statement was meant to examine whether they have positive attitudes towards innovative service 

delivery efforts at the DS office. Majority of the respondents (over 87 percent) agreed with the 

statement. Over 95 percent of the respondents from the Monaragala district and over 77 percent 

of the respondents from other remote districts agreed with the statement. It is a significant and 

important finding to see attitude and willingness to implement e-service delivery activities even 

under restricted conditions in their respective areas. The policy implication of the finding is to 

equip such employees with ICT as soon as possible along with suitable ICT related training and 

capacity development.  

Right perception and attitude play a major role in achieving service innovation at the workplace. 

If right attitude and dedication exist organizational leaders and policy makers would be able to 

make the necessary change easily. The following table represents the data upon the statement 

given.       
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Table 5.50: Ability to Deliver Innovative Services from DS Office 

   Innovative Service Delivery Can DS Staff 

Total 

   Strongly 

disagree Disagree 

Neither Disagree 

nor Agree Agree 

Strongly 

Agree 

District Colombo Count 1 2 6 32 15 56 

% within District 1.8% 3.6% 10.7% 57.1% 26.8% 100.0% 

% within Innovative Service 

Delivery Can DS Staff 

50.0% 100.0% 54.5% 40.5% 71.4% 48.7% 

% of Total .9% 1.7% 5.2% 27.8% 13.0% 48.7% 

Monaragala Count 1 0 1 36 3 41 

% within District 2.4% .0% 2.4% 87.8% 7.3% 100.0% 

% within Innovative Service 

Delivery Can DS Staff 

50.0% .0% 9.1% 45.6% 14.3% 35.7% 

% of Total .9% .0% .9% 31.3% 2.6% 35.7% 

Other 

Districts 

Count 0 0 4 11 3 18 

% within District .0% .0% 22.2% 61.1% 16.7% 100.0% 

% within Innovative Service 

Delivery Can DS Staff 

.0% .0% 36.4% 13.9% 14.3% 15.7% 

% of Total .0% .0% 3.5% 9.6% 2.6% 15.7% 

Total Count 2 2 11 79 21 115 

% within District 1.7% 1.7% 9.6% 68.7% 18.3% 100.0% 

% within Innovative Service 

Delivery Can DS Staff 

100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 

% of Total 1.7% 1.7% 9.6% 68.7% 18.3% 100.0% 

 

The following figure shows graphical view of the data. 
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Figure 5.50:  Ability to Deliver Innovative Services from DS Office 

5.28 CONVERSION OF EXISTING SERVICE DELIVERY INTO INNOVATION   

Opinions of the respondents were examined to see whether they have a trust on conversion of 

existing service delivery practices into new and speedy ones using ICT. The trust of new ways of 

service delivery upon existing ones leads to service innovation. Leaders and managers would 

find ease in designing and implementation of e-service delivery activities if the employees 

extend their dedicated corporation. 

Over 87 percent of the respondents agreed with statement of ‗existing ways of service delivery 

can be changed into new and speedy ways with ICT usage‘. Over 85 percent of the respondents 

from the Colombo district, over 97 percent from the Monaragala district and over 72 percent 

from other districts believed that existing ways of service delivery should be changed and it can 

be done through ICT usage. The fact revealed from the responses is very important and shows a 

positive signal from the employees at the DS office of their readiness to be e-service providers. 

The employees should be equipped with proper training and capacity building to achieve their 

desire to be innovators at their workplace.    
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Table 5.51: Conversion of existing service delivery practices into new and speedy ones using ICT 

   Existing Service Can Convert by ICT 

Total 

   Strongly 

disagree Disagree 

Neither Disagree 

nor Agree Agree 

Strongly 

Agree 

District Colombo Count 2 2 4 34 14 56 

% within District 3.6% 3.6% 7.1% 60.7% 25.0% 100.0% 

% within Existing Service 

Can Convert by ICT 

100.0% 100.0% 40.0% 43.6% 60.9% 48.7% 

% of Total 1.7% 1.7% 3.5% 29.6% 12.2% 48.7% 

Monaragala Count 0 0 1 33 7 41 

% within District .0% .0% 2.4% 80.5% 17.1% 100.0% 

% within Existing Service 

Can Convert by ICT 

.0% .0% 10.0% 42.3% 30.4% 35.7% 

% of Total .0% .0% .9% 28.7% 6.1% 35.7% 

Other 

Districts 

Count 0 0 5 11 2 18 

% within District .0% .0% 27.8% 61.1% 11.1% 100.0% 

% within Existing Service 

Can Convert by ICT 

.0% .0% 50.0% 14.1% 8.7% 15.7% 

% of Total .0% .0% 4.3% 9.6% 1.7% 15.7% 

Total Count 2 2 10 78 23 115 

% within District 1.7% 1.7% 8.7% 67.8% 20.0% 100.0% 

% within Existing Service 

Can Convert by ICT 

100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 

% of Total 1.7% 1.7% 8.7% 67.8% 20.0% 100.0% 
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Figure 5.51: Conversion of existing service delivery into new and speedy one using ICT 

 

 

 

 

 

 

 

 

 

 

 

 



138 

 

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 



146 

 

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. 

 

 



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. 



148 

 

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. 
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APPENDIX 1: QUESTIONNAIRE 

 

Dear Sir/ Madam, 

I am a postgraduate student of the University of Moratuwa, Department of Computer Science & 

Engineering engaged in the research on ―Impact of Training on Improved e-Government Service 

Delivery from the Divisional Secretariat in Sri Lanka. A Comparative Study‖ as a fulfillment of 

Master of Business Administration (MBA e-Governance) Programme.  

I would appreciate if you could spare few minutes of your precious time to fill up the 

questionnaire below please. 

M.C.L. Rodrigo 

 

Questionnaire for the staff of the DS office.  

A) Demographic data: 

A.1 Name of DS Office: 

A.2. District:   

A.3. Designation  

A.4. Office Unit: Please use ( √   ) to fill the following. 

1 Administration/ Establishment         

2 Land   

3 Social Welfare Services  

4 Accounts/ Finance  

5 Samurdhi  

6 Planning           

7 Other (specify)  

8 All Above  
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A.5. Service period in the present office: 

1 Less than 2 years         

2 Between 2 - 4 years  

3 Between 4 - 6 years  

4 Between 6 - 8 years  

5 Between 8 - 10 years  

6 More than 10 years           

 

A.6. What is your age? 

1 Less than 25 years  

2 26 – 35 years       

3 36 – 45 years       

4 46 – 54 years       

5 >55 years           

 

A.7 What are your IT qualifications? 

1 IT Degree         

2 Diploma in IT       

3 Certificate Course       

4 Practical knowledge       

5 Other (Please specify)  
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B. IT training:  

 B.1 Have you had any IT related training?  

YES  

NO  

 

If YES, 

B.2 No. of ICT training programs attended: 

1 Only one training program       

2 More than one program  

 

B.3 What are the types of training you received? (Select multiple choices) 

1 Windows & MS Office         

2 Advanced MS Office  

3 Open source applications  

4 Internet & e-mailing       

5 Database management       

6 Programming  

7 Software engineering  

8  Software project management  

9 Networking  
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B.4 Where do you use the knowledge acquired from such trainings?  

1 At office work only        

2 At office and home       

 

B.5 For what purposes do you use the training received? 

1 At front office work        

2 Word processing       

3 Spread sheet applications  

4 Database applications  

5 Accounts applications  

6 Presentations  

7 Planning activities  
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B.6 How do you feel about the quality of training you received? 

      (Please circle the number which best describes how strongly you agree or disagree with each    

        statement) 

 

 

 

1. Training you received was good enough  1 2 3 4              5        

    to fulfill your office usage of ICT          

2. Training was not relevant to your office  1 2 3 4              5 

    needs          

3. You were taught theory only   1 2 3 4              5 

4.  Practical sessions were not enough for  1 2 3 4              5 

     you   

5. Training was in English and you found  1 2 3 4              5 

    it difficult to understand   

6. Training was good but no facility to practice 1 2 3 4              5 

    at the office   

7. I as an adult found difficulties in   1 2 3 4              5 

    understanding the trainings received   

8. I went for training only as a duty obligation 1 2 3 4              5 

9. Training was on general IT and not in   1 2 3 4              5 

    e-service delivery   

10. Trainers were not qualified enough to   1 2 3 4              5 

      deliver training         

 

Strongly 

Disagree 

 

Disagree 

Neither 

Agree nor 

Disagree 

 

Agree 

Strongly 

Agree 
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C. ICT infrastructure: 

C.1 What is the type of network connectivity at your office? 

ADSL  

Dial-up  

Leased 

line 

 

 

C.2 Are you satisfied with Internet access speed at your office?  

Yes  

No  

Could be 

better 

 

 

C.3 What are the ICT infrastructure facilities at work? 

      ( Please put (   √   ) mark appropriately) 

 

Always 

Some 

times 

Seldom 

 

Never 

 

1 You have been allocated a personal computer           

2 You use computer in the pool          

3 You have access to the Internet     

4 You have access to the LGN     

5 Your access to office web site     

6 You use e-mail to communicate with other offices     

7 You are allowed to use personal e-mail at office     

8 Your office has document scanners     

9 Your office has a web mail service     
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D. e-Service delivery: 

D.1 What is your opinion of e-service delivery by your office? 

      (Please circle the number which best describes how strongly you agree or disagree with each    

       statement) 

 

 

 

1. It enhances speed & quality of service  1 2 3 4 5 

   delivery 

2. It is complicated and takes time      1 2 3 4 5 

3. It is costly for government service  1 2 3 4 5 

    delivery 

4  It is easier to work manually      1 2 3 4 5 

5. Untrustworthy to depend on machines 1 2 3 4 5 

    & technology 

6. We have to start e-service delivery soon 1 2 3 4 5 

7. People may not accept it 1 2 3 4 5 

8. Concept is good practice is difficult 1 2 3 4 5 

 

 

 

 

 

 

Strongly 

Disagree 

 

Disagree 

Neither 

Agree nor 

Disagree 

 

Agree 

Strongly 

Agree 
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D.2 What do you think would be the challenges associated with e-service delivery?   

       (Please circle the number which best describes how strongly you agree or disagree with each    

        statement) 

 

 

 

1. Employees are reluctant to use ICT and   1 2 3 4                5        

    prefer manual work  

 

 2. Employees are happy to use ICT, no   1 2 3 4                5 

    directives issued   

 

3. Funds are limited and not allocated for   1 2 3 4                5 

    ICT infrastructure 

 

4. Funds are available, allocation is   1 2 3 4                5 

    problematic 

5. Suitable connectivity is not available  1 2 3 4               5 

 

6. Training facility is not sufficient  1 2 3 4               5 

 

7. Failures/ break-downs in the connectivity  1 2 3 4               5 

    and electricity hinder service delivery 

 

8. Employees have no trust on ICT  1 2 3 4               5 

 

9. Political will for innovations is lacking  1 2 3 4               5 

 

10. Unit managers are not pushing ICT   1 2 3 4               5 

      usage 

 

11. Head of institution has no interest to push  1 2 3 4              5 

      ICT usage. 

 

12. e-service delivery is not a prioritized   1 2 3 4              5 

      strategy of the organization 

13. Existing ICT facilities are outdated  1 2 3 4              5 

 

14. Facilities are sufficient, usage is   1 2 3 4              5 

      insufficient 

 

 

Strongly 

Disagree 

 

Disagree 

Neither 

Agree nor 

Disagree 

 

Agree 

Strongly 

Agree 
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D.3 How familiar are you with the existing e-Government applications? 

      (Please circle the number which best describes how strongly you agree or disagree with each    

       statement) 

 

 

 

 

1. You are familiar with ICTA and its activities 1 2 3 4 5       

2. You are familiar with laws related to  1 2 3 4 5 

    e-applications      

3. You are familiar with e-government  1 2 3 4 5 

    applications used by government bodies in 

    your area 

4. You frequently visit/ explore the Web 1 2 3 4 5 

5. You frequently use LGN 1 2 3 4 5 

6. You frequently use e-mail for office  works 1 2 3 4 5 

7. You have knowledge about e-applications in 1 2 3 4 5 

    other countries 

8. You exchange/ share information  1 2 3 4 5 

    electronically with other government offices  

 

9. You use only facsimile and telephone  1 2 3 4 5 

    exchange /share information with other  

    government offices 

 

10. You have knowledge sharing facility at your 1 2 3 4 5 

      office 

11. You are familiar with e-procurement 1 2 3 4 5 

12. e-procurement is practiced at your office  1 2 3 4 5 

13. e-banking is practiced at your office 1 2 3 4 5 

 

Strongly 

Disagree 

 

Disagree 

Neither 

Agree nor 

Disagree 

 

Agree 

Strongly 

Agree 
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D.4 What impact do the following barriers have on DS office use of ICT in general? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 Problems & barriers have on DS office usage of 

ICT in general 

Impact of barrier 

None Some Large No 

idea 

1 Errors/ defects in supplied software            

2 Lack of flexibility of ICT suppliers          

3 Lack of integration between applications     

4 Lack of ICT qualified staff in the DS office     

5 Difficult to recruit / retain ICT qualified staff     

6 Non-existence of ICT unit at the DS office     

7 DS office lacks updated ICT strategy     

8 ICT expenditure is too high     

9 Difficult to release resources for development     

10 Difficult to adjust DS office normal routines     

11 Risk of hacking, viruses or unwanted access to 

DS office data 

    

12 Insufficient standards for digital signatures      

13 Legislation and set of rules & regulations need to 

be adjusted 

    

14 Difficult to integrate existing systems with the 

proposed e-Government applications 

    

15 Lack of standards for exchange of data     

16 Lack of information security measures at the DS 

office 
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E. Innovativeness: 

E.1 What is your opinion of the relationship between HR Capacity Building and Service 

innovation? 

     (Please circle the number which best describes how strongly you agree or disagree with each    

     statement) 

 

 

 

 

 

 

 

 

 

1. ICT is a catalyst for innovation and change in  

    the public sector delivery process.  1 2 3 4 5       

 

2. Leadership towards innovative approaches should  

    be at the DS office.     1 2 3 4 5 

 

3. Investment in ICT strongly supports  

    innovative service delivery from DS office. 1 2 3 4 5 

 

4. Providing the right training environment for  

    Internet-driven innovation is a must  1        2    3         4     5  

 

5. There should be an IT unit at DS office to 1 2 3 4 5 

    promote e-service innovation.  

 

6. Innovative best practices elsewhere can help    

    innovative practices at DS office      1 2 3 4 5 

 

7. New and speedy ways of service delivery can 

    be done with ICT equipped employees at DS 

    office.  1 2 3 4 5 

 

8. Existing ways of service delivery can be changed 

    into new and speedy ways with ICT usage. 1 2 3 4 5 

Strongly 

Disagree 

 

Disagree 

Neither 

Agree nor 

Disagree 

 

Agree 

Strongly 

Agree 


