
CHAPTER 1: INTRODUCTION 

1.1 Background 

Electronic Government, or eGovernment, with its synonyms, is a growing field of 

practice and research all over the world (Gronlund and Horan 2005). eGovernment in 

this context encompasses a wide range of branches and sub-areas, for example the 

dissemination of information, services to individual citizens and businesses, and 

participatory democracy. According to Wimmer (2006), eGovernment is 

multidisciplinary and consists of several domains of research and implementations, as 
f 

for example, e-Democracy, e-Participation, e-Administratio/i, e-Health, and e-Justice. 

According to Bhatnagar (2003), eGovernment is about a process of reform in the way 

Governments work, share information, and deliver services to external and internal 

clients. 

In the field of eGovernrnent it has been emphasized that an important goal of 

eGovernment is the delivery of faster and cheaper services and information to citizens, 

business partners, employees, other agencies, and government agencies. Several 

factors are necessary for building effective eGOvernment applications, which could be 

identified on the basis of an analysis of success and failures of eGovernrnent 

applications developed so far (Bhatnagar 2004a). 

c 

So far the main use of e-services by citizens is to access information from government 

Web sites rather than actual services (only 10-25% of eGovernrnent users undertake 

transactions (Accenture 2004), and even for eGovernment "frontrunner" services, only 

5-10% of transactions are undertaken online: the remainder still occur offline). But 

this acquisition of data is just the first step in an information chain (see Figure 1.1) 

that requires the presence of many other resources, if it is to lead to a developmental 

impact on citizens' lives. To tum that eGovernment based data into an impact requires 

that the data be assessed, applied and then acted upon. 

This requires money, skills, knowledge, motivation, confidence, empowerment and 

trust among other resources. Yet eGovemment itself does nothing to impact these 
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other resources. It is therefore only one small part of a much bigger picture required to 

make an impact on citizens' livelihoods. 
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Figure 1.1: Citizen Use of eGovemment Data- The Inf9fination Chain 
(Source: Heeks 2006) 

According to Reeks (2006), the nature of eGovernment can be readily categorized, as 

per Figure 1.2. 

The main components of eGovemment can be described in brief as follows; 

First, G2B- with the goal of improving public service to business. 

Second, G2G - with goals such as cutting costs, decentralizing power, managing 

performance, and improving strategic decision making. E-Administration has a key 

role to play as well. In terms of most eGovernment stage models, the final stage (be it 

called integration, transformation, sharing, etc) requires back office changes; in other 

words, significant G2G developments. 

Third, e-citizens applications - with goals of talking to citizens and listening to 

citizens. 

Fourth, e-society applications - with goals such as working better with business, 

developing communities, and buildi~g partnerships. 
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Figure 1.2: The Components of eGovernment 
(Source: Heeks 2003) 

Accordingly from the perspective of Levels of eGovernment, a categorization into at 

least five potential levels of eGovernment can be illustrated, as per Figure 1.3. 

In developing countries, local governments are the main .Point of contact for delivery 

of services and for delivery of national programmes (World Bank 2006). Hence they 

are a critical location for applying ICTs in pursuit of national development goals. 

Lower tiers of government may be more innovative in eGovemment than at the 

national level due to lower barriers 'to change. 
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Figure 1.3: Levels of cGovernment 

(Source: Heeks 2006) 

In many countries, this may be more than counterbalanced by the severe resource 

constraints, leading to a diffusion graph similar tQ. that portrayed in Figure 1.4. Even 

in this situation though, government at lower tiers is of increasing importance over 

time. In fact amongst the eGovernment case studies listed at the World Bank 

eGovernment web site (World Bank 2006) more than half are at state and local level. 

Improvement in delivery of government services is an important issue for many 

developing countries. Electronic delivery can improve efficiency, cut delays, and 

increase transparency. eGovernment refonns the way the government works, shares 

information and delivers services to external and internal clients. Specially, 

eGovernment deploys Information Technology (such as Wide Area Networks, 

Internet, e-Mail, etc.,) to transfonn the existing government processes and delivery 

channels (Bhatnagar 2004b ). 
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Figure 1.4: eGovernment at Different Levels of Government ffi. Developing Countries 

(Source: Heeks 2006) 

The resulting benefits can be less corruption, greater convenience and lower costs for 

business transactions with the government, increased transparency, revenue growth 

and cost reduction for Government (World Bank 2006). This chapter discusses the 

brief history of ICT developments in the Government of Sri Lanka and the Ministry of 
... 

Public Administration, which are motivation factors for this research. 

1.1.1 eGovernment in Sri Lanka and ICT A 

Computing was introduced to Sri Lanka in. 1962, when IBM supplied the Insurance 

Corporation with accounting machines (Samaranayake 1998). Immediately after, the 

State Engineering Corporation and later the Department of Census and Statistics, 

using their IBMs, provided computing facilities to many government agencies and 

private organizations. In 1977, under a new government that promoted a liberal 

economy, a lump-sum depreciation scheme was introduced to encourage 

computerization (Hanna 2007a). That prompted many states as well as private sector 

organizations to use computers. The 1980s saw the advent of microcomputers and the 

personal computer. The Ministry of Education introduced computers to a large 

number of schools, along with curriculum development and teacher training, 

conducted with a few universities competent in IT. A comprehensive plan was 

developed to introduce computers to all universities and train university teachers. The 
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University Grants Commission, a state body for university administration, also 

provided strong support for the program. 

Sri Lanka started efforts to take advantage of computerization of government 

activities relatively early, in the 1970s. However these efforts then lost momentum, in 

part because of inadequate political willingness and the civil war. A number of 

government computerization initiatives and ICT related policies were proposed, but 

none of them were fully implemented. Several shortcomings hampered these efforts. 

Among these were the shortage of internal champions and the lack of a process 

leading to 'buy-in'. According to the Hanna (2007b ), other constraints included the 
• 

lack of a national strategy and road map to guide investment poorities and the absence 
7 

of a strong authority to enforce policies and standards for information sharing, to 

support e-leaders and champions, and to build a shared information infrastructure 

across government. 

The key national ICT institutions in place at the beginning of 21st century were the 

Council for Information Technology (CINTEC, under the Ministry of Economic 

Reform, Science, and Technology) and the Telecommunication Regulatory 

Commission (under the Ministry of Posts and Telecommunications). Established early 

on in the ICT revolution, in 1984, CINTEC was intended to lead national ICT 

development through policy co-ordination. Originally functioning directly under the 

President, CINTEC embarked on several initiatives such as public sector 

computerization and legal & policy reforln. Despite gaining broad recognition for 

some of its initiatives, the institution was later placed under a Ministry and relegated 

to a layer under another apex policy-making body in 1994. As a result of these and 

other steps, CINTEC failed to realize its mandate, lost its capacity to attract the right 

skills, and by 2002, was weighted down by bureaucratic and low-priority activities. 

A vision statement for eGovernment of Sri Lanka was prepared in 2003 for 

consideration by the Cabinet. The aim was to raise awareness of the opportunities and 

challenges in implementing eGovernment and to motivate the Cabinet to take key 

steps toward developing a national eGovernment program and building a cadre of e

leaders to meet the challenges. The proposed vision also provided a framework for 

reconciling the many competing visions and priorities for ICT in government. It is the 
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vision of the Sri Lankan government to use eGoverrunent to make a full range of 

public infonnation and services available electronically to citizens, businesses, and all 

parts of government; enabling an efficient, responsive, accessible, client-focused, 

transparent, and accountable public service. EGovernment should ultimately lead to 

better government, a more competitive economy, and a higher quality of life. The 

vision of eGovernment in Sri Lanka; as expressed in "e-Sri Lanka: An ICT 

Development Road Map" (ICTA 2004) and in related documents is, "Innovative 

cGovemment for Empowered Citizens." 

In the year 2002, the Government of Sri Lanka took measures to es~blish an apex 

body for ICT - the ICT Agency of Sri Lanka (ICT A), which jflcompasses key 

strategies to be implemented. The ICT A, which became operational in July 2003 

under the ICTA act, functions as the single apex body involved in ICT policy 

implementation and direction for the nation. In other words, wholly owned by the 

Government of Sri Lanka, ICT A is the implementing organization of the e-Sri Lanka 

initiative. 

The government intends to achieve this vision by (ICTA 2004): 

• Fundamentally transforming and rationalizing the work of the public sector 

through judicious use of digital networking technology 

• Making the delivery of services more convenient to citizens 

• Achieving order-of-magnitude increases in efficiency, transparency, . 
accountability, customer satisfaction for all public services 

• Reducing transaction costs to businesses through effective use of ICT in 

providing cost-effective, citizen-centered public services. 

Sri Lanka also faces many weaknesses in introducing eGovemment, including a 

politicized civil service and an inadequate implementation of reforms. Sri Lanka has a 

poor record of implementing civil service reform, with failed attempts in 1987, 1991 , 

and 1996. The key problems include extraordinary overstaffing, lack of competitive 

recruitment to the public service, a patronage-oriented bureaucracy, and a highly 

unionized lower-government staff (Hanna 2006). 
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Taken together, these conditions hardly create the best environment for implementing 

eGovernment, which brings both power dislocation and change management issues. 

Some of the best organized vested interests would want to block the process. Yet 

countering this requires strong political pressures to improve the public sector' s 

performance. Public frustration with the poor quality and limited access to services is 

high, and trust in government is very low. Yet, the government of Sri Lanka has 

demonstrated clear commitment by creating the ICT Agency of Sri Lanka, directly 

under the highest political command in the country. 

1.1.2 MP A&HA and eGovernment Initiatives • 
. I 

/ 
According to the Progress Report - 2006/2007 of the MP A&HA (MP A&HA 2006), 

the role of the Ministry is to deal with the challenges relating to the Public 

Administration and District Administration as the central institution in the public 

service. The Ministry engages in transforming the public service into an efficient 

service, joining hands with the economic and social development requirements up to 

the grass root level. As a special concern of this Ministry, it has drawn up an 

Administrative Reforms Process in the year 2004 (MP A&HA 2004). Accordingly, the 

functions of this Ministry as well as other institutioits under the Ministry such as the 

Department of Pensions, the Department of Registrar General, and the District and 

Divisional Secretariats have been reviewed. Under this program, all the functions of 

these institutions were reformed and the vision, mission and role of the Ministry were . 
also modified as a timely requirement. In addition to these tasks, improvements were 

done for selected government procedures, streamlining those and simultaneously, the 

applicability of ICT/eGovernment solutions was also reviewed. 

Lack of customer care and poor quality of services are major concerns of the general 

public. The majority of government organizations deliver one universal service to the 

entire population without differentiating to the growing needs of customer specific 

value added services. The other major concern is that the citizens are not using other 

available delivery channels but are still restricting themselves to the primary delivery 

channel of physical presence for obtaining a particular public service. 
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The Ministry started its own stand alone ICT initiatives since the year 1993, to 

enhance the quality of the services, in selected departments. In 2000 the Department 

of Government Printer made a digital version of the Government Gazette available 

through its intranet. On the request of the Government Printer, the Ministry also 

published Public Administration circulars on the intranet of the Government Printer, 

but the publications are still not available on the Internet. In 2000, a new Ministry of 

Infonnation Technology was formed. The Ministry directed CfNTEC to establish the 

www.gov.lk portal. It also directed government ministries & departments to· set up 

Web sites. Initially the Ministry designed its web site in-house and published it on the 

CINTEC portal, with no infrastructure for regular updates. After CO!lsideration of the 
' 

difficulties experienced in the updating process, the ministry des;fded to establish its 

own web server and e-mail server. This was implemented during the year 2000/2001, 

and that was a landmark in eGovernment initiatives of the Ministry. 

The impact of the effectiveness and efficiency of public service is vital for the 

economic growth of the country and clearly, the Ministry of Public Administration 

and Home Affairs (Ministry of P A&HA) has to play a critical role in this regard. ICT 

IS considered as an enabler, facilitator & accelerator of the service delivery process of 
... 

government services. The government of Sri Lanka demonstrated its commitment to 

infonnation technologies by declaring 1998 as the year of IT. In alignment with that 

the Ministry ofPA&HA also accelerated its ICT initiatives. 

According to Hanna (2006), the Re-engineering Government Programme of the ICT A 

pursues major improvements in the government's efficiency, effectiveness, and 

quality of services. It also supports fundamental reforms underway in governance and 

management by applying new technology andre-engineering work processes. Under 

the above programme, a number of eGovemment projects within the Ministry and key 

Departments under the Ministry were identified. Those initiatives included re

engineering business processes from the front end to the back end and the sharing of 

infonnation within civil service employees (G2E) and with government agencies 
' 

(G2G). Also a number of G2C initiatives were started and those are now in the stage 

of implementation. In parallel to ICT A initiatives, the Ministry has started its own 

eGovernment initiatives with government funding, and those are in the nature of quick 
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wins. The overall eGovernment initiatives of the ministry can be listed down as 

follows; 

National eGovernment Initiatives of ICT A with the Ministry: 

G2E & G2G Initiatives: 

• LiFe initiative and the LiFe Location Code Navigator 

• e-Human Resources Management Project ( eHRM) 

• Lanka Government Network (LGN) 

• 
G2C Initiatives: 

/ 
• e-Divisional Secretariat Project ( eDS) 

• e-Population Registry Project (ePopReg) 

• e-Pensions Project 

eGovernment Initiatives of the Ministry of P A&HA: 

G2E & G2G Initiatives: 

• Policy of web publishing and emailing administrative, procedural 
and other important information 

• Employee Performance Monitoring System (ePMS) 

• Integrated Grama Niladhari Inf~ation System (IGNIS) 

G2C Initiatives: 

• Policy of web publishing and em ailing administrative, procedural 
and other important information 

• House Holder List initiative (HHL) 

• Electronic Birth, Marriage & Death conversion and issuance 
project (eBMD) 

The key information, of all the above eqovernment initiatives, can be retrieved from 

the following web sites; www.pubad.gov.lk and www.icta.lk. 
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1.2 Objectives of the Research 

To evaluate the impact of eGovernment initiatives of the Ministry by analyzing the 

G2G, G2E and G2C initiatives such as the Integrated Grama Niladhari (GN) 

Jnfonnation System, Performance Monitoring System, LGN, eBMD, eDS and other e

services provided through Ministry web site and by email to government 

organizations and employees. 

The following objectives have been identified for this research initiative; 

• 
1. To develop a model to assess the effectivenesj- ·of eGovernment 

initiatives. 

2. To use the model to analyze different factors in the implementation and 

operational phases which influence the effectiveness eGovernment 

initiatives of MP A&HA. 

3. Based on the above analysis, to make appropriate suggestions to 

enhance and strengthen the current eGovernment implementations of 

the Ministry. ... 

In addition to above objectives the following sub objectives have also been identified. 

To identify current status of the following eGovernment initiatives, compared with its 

previous state. 

• Policy of web publishing and emailing administrative, procedural and 

other important information 

• Publishing important Human Resources Management information on the 

web site 

• Other eGovernment projects of the line Ministries 

1.3 Problem Statement 

To achieve expected results from eGovernment initiatives any government 

organization should have a well planned eGovernment model. The Ministry has been 

following the eGovernment model of ICT A for the past five years. Hence, it is 
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important to assess the effectiveness by evaluating its implementation and operational 

process performances so far. 

Based on the background discussion and literature review the problem statement for 

this research study can be stated as follows; 

I. Are the current eGovernment initiatives being implemented by the 

Ministry, effective? 

2. If not, what's going to be the best way to adapt eGovernment initiatives to 

achieve the Ministry's expectations? 
• 

/ 
1.4 Importance of the Study 

Quality studies on eGovernment implementations of the Ministry have not yet been 

carried out as this is a comparatively new field in Sri Lanka and due to the lack of 

reliable sources of information. Hence there is strong motivation and benefit m 

conducting a scientific study of the eGovernment initiatives of the Ministry. 

Thus this research study fulfils a timely requirement by analyzing the effectiveness of 
... 

eGovernment initiatives of the MP A&HA. Furthermore, it provides a valuable 

contribution by introducing an eGovernment Solution Effectiveness Evaluation Model 

(eGSEEM) tailored to the Sri Lankan context. 

1.5 Thesis Structure 

The thesis presents the material in six chapters including this chapter. Chapter 2 is the 

Literature Review; it analyzes the existing literature related to the research topic and 

identifies the theoretical models used by earlier researchers to analyze the 

effectiveness factors. Chapter 3 is on Research Methodology which will explain the 

conceptual Effectiveness Evaluation Model and the research design methodology in 

detail. Chapter 4 is about Data Collection and discusses the data collection methods, 

sample selection procedure and the questionnaire design methodology. Chapter 5 is 

about Data Analysis & Presentation and explains the data analysis procedure related to 

research methodology. Chapter 6 covers Recommendations and Conclusions, based 

on the outcome of the research data analysis. 
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