
CHAPTER6: DATA ANALYSIS AND PRESENTATION 

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

eGovernment Solution Effectiveness Evaluation Model. Since this research adopted a 

qualitative research approach, the researcher used responses from interviews, 

secondary data from archival and other sources of information, to analyze the data 

gathered. Due to resources, time and scope limitations of this study, the sample size 

stated in Table 5.1, was further confined to the Ministry and the Colombo District, 
~ 

where pilot implementation and operations are in progress. The jclailed sample size is 

reduced to 55 and the break down is shown in Table 6.1. 
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Number o( : 
Questionnaires 

1 MPA&HA IT Unit 01 
Divisional Admin 01 
Grama Niladhari 01 
PMS Units 11 
Colombo District 03 

Total ... 17 
2 Apex-body eBMD 01 

ePMS 01 
Re-eng Gov 01 

Total 03 
3 Vendors PWCH 01 

ICTA{T) 01 
Syntex 01 
Bluechip 01 
BSS 01 

Total OS 
4 Employees Divisional Admin 01 

Grama Niladhari 01 
PMS Units 11 
Colombo District 03 

Total 17 
5 Citizens Colombo district 13 

Total Number of Questionnaires 55 
Table 6.1: The Detailed Break-Down of Sample 
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6.1 Analysis of Implementation Phase Factors 

Three factors that are categorized under implementation phase factor category in the 

eGSEEM are analyzed in this section. 

6.1.1 Organizational Factors 

The factors which are grouped as organizational category related to the 

implementation phase in the eGovernment Solution Effectiveness Evaluation Model, 

are analyzed in this sub-section. 

6.1.1.1 The Leadership 
/ 

All respondents in government organizations including the employees, vendors and 

the apex body (ICTA) agreed that proper leadership is necessary to make 

eGovernment initiatives a success. Also some organizational representatives and 

employees stress that the need of political leadership is also very important for the 

projects' success, since otherwise, the lack of their awareness or for other reasons, 

political leadership may give more priority to other routine activities, which could 

affect eGovemment implementations in a negative mahner. 

6.1.1.2 Top Management Support 

All respondents in government organizations and in the apex body strongly feel, even 

if government organizations acquire the full · support of leadership, success in 

eGovernment projects within government organizations will remain elusive without 

the support of the top management immediately under the Ministry/Organization 

leadership. Most eGovernrnent project implementations are actively managed by the 

top management, because the organizational leadership gives more priority to other 

critical activities which have a higher political importance. Therefore empowerment 

of the top management is also important by giving them better exposure in the field of 

eGovernment. It is also a better investment for the future as they are the people who 

will take this leadership responsibility immediately after retirement of current 

leadership. 
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6.1.1.3 IT Skills 

IT skills were analyzed based on the IT skill level of pilot project implementing 

government organizations (See Table 6.2). These skill levels were taken from the 

judgment of the project champions of the selected government organizations, 

employees and the service providers. 

IT skill Number of 
level Or2anizations 
Good 2 
Moderate 7 
Poor 6 

Table 6.2: Organizational IT Skills Level 
/ 

This is graphically shown in Figure 6.1; it shows that 40% of government 

organizations are still at a poor level of IT skills. Organizations that are categorized as 

'poor' can shift into a better level of IT skills by utilizing available IT training 

opportunities in a well organized manner. 

Good 
13% 

47% 

Figure 6.1: Organizational IT Skills Level 

However, in general, the IT skill levels are poor or moderate (See Figure 6.1) and 

need a lot of improvement. The interviewers mentioned the following as reasons for 

the above situation. 
' 

1. Most of the government employees are from an older generation and they are 

not in a position to grasp the latest technologies. 

2. Lack of adequate training opportunities for operational staff. 
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3. IT foreign training opportunities are not given to related staff. 

4. Unavailability of designated IT cadre in the government service. 

5. Due to organizational internal politics. 

6. Most employees feel that IT enablement is a threat to their careers and that will 

lead to the loss of their existing control in service delivery. 

7. Lack of motivation to learn a new technology, as it does not give any financial 

or other benefit. 

6.1.1.4 Resources 

Availability of financial and other resources to implement and enhance or build 
• 

organizational IT infrastructure including the office environment i~eonsidered as 

'resources'. One major problem in government organizations is the lack of adequate 

resources and financial capabilities. Also, most eGovcmrnent projects focus only on 

the software and the hardware solutions but e-initiatives need other important 

ingredients, such as organizational layout, proper furniture and conducive 

environment for the operation. A significant number of interviewers are of the view 

that these important factors were identified only at later stages of project 

implementation and therefore, most of the project implementations were dramatically 

affected. The other key problem was, when the project rails to plan initially, finding 

financial resources later becomes a key problem. 

The Table 6.3 shows resource availability of organizations selected for this research 

study. 

Resource Number of 
availability Or~anizations 

Good 2 
Moderate 3 
Poor 10 

Table 6.3: Organizational Resource Availability 

Most (67%) respondents feel that the resource availability of organizations is very 

poor (See Figure 6.2). 
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67% 

Good 
13% 

Moderate 
20% 

Figure 6.2: Organizational Resource Availability/ · 

Therefore this can be a key factor for eGovernment project success, because the 

ability to undertake un-planned activities as alternatives purely dependent on 

organizational resources and most of the government organizations are not in a 

position to fulfil this resource requirement. Therefore, most of they time they have to 

depend on other superior organizations such as ministries, etc., to acquire such 

resources. 

... 
6.1.1.5 Change Management 

As "change is inevitable", changing the attitudes and perception of all government 

employees towards IT enablement is a most important factor. There is a need develop 

of a culture within government organizations where employees desire IT systems 

instead of the existing trusted manual systems. Hence, it is necessary to introduce 

specific change management programmes including IT awareness training programs, 

during the implementation period as well as in the operational phase. 

Most of the vendors are of the view that change management programmes are not 

aligned to the project implementation; hence it significantly impacts the live, 

operational environment (See Figure 6.3). 
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Figure 6.3: Change Management Alignment withe-Projects 

One ICT A respondent expressed the following view: 

"Change management process should look at preparing individuals as well as 

organizations for the changes that arise as a result of Government Process Re-... 
engineering (GPR) and introduction of eGovemment systems. There should be 

dedicated teams of Change Agents within the organizations who should be entrusted 

with carrying forward the Change Management processes." 

6.1.1.6 Procurement Management 

The researcher analyzed this aspect with three stakeholder categories namely, 

government agency, apex body and vendors. All three categories recognized the fact 

that this is one of the bottlenecks responsible for most of the delays of eGovernment 

projects. The Government agencies use the traditional procurement approach for IS 

procurement, but ICTA has adopted World Bank's IS procurement procedures. 

However both seem to be problematic and eGovernment projects are delayed on for a 

long period, mainly due to these procurement approaches. 

Most of the respondents are of the view that procurement should be given adequate 

attention by considering long term sustainability of the IT 
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agencies are of the view that procurement should be planned to manage vendors 

properly and to get right solutions from the vendors. 

The vendors are of another view and they think that government procurement 

procedures are not suitable for IS procurement and many improvements to this 

process need to be done which will benefit both the government and the vendors and 

that the ultimate results will be beneficial to the entire society. Also, the other reason 

vendors stress about the procurement schedule, is that there is either delay or non 

adherence to the scheduled timeline in all the phases of procurement. 

Respondents from the apex body are of the view that both the governrpent agencies 
' 

and the vendors are more or less, responsible for various procureiient issues and 

subsequent delays. They also agreed that IS procurement management should be 

improved and ICT A is taking continuous measures to improve procurement 

management. Also some ICT A respondents stated that the Software Development 

Services Approach (W eerawarana 2009) is a better alternative for many procurement 

issues, including the delays. The SDSA is a procurement approach which reduces 

complexity of the projects and applies agile methods to eGovemment procurement. 

The eGSEEM model has built-in iteration and feedback loops which work well with 
... 

the SDSA approach. 

One ICT A respondent had this to say: 

"'Procurement Management is a key component in eGovernment success as following . 
proper procurement guidelines and procedures ensure the transparency and integrity 

of the procurement process. Having a transparent procurement process helps to build 

confidence and credibility amongst stakeholders of eGovernment systems. 

However, generally large procurement take a substantially long time and could have 

an adverse effect for eGovernment success as stakeholders could lose in projects with 

long gestation periods. " 

6.1.1.7 Management Structure 

With the implementation of eGovernrnent; management structure which is in practice 

should accommodate changes proposed by the BPR and Change Management plan in 

order to smoothen the function of ICT solutions. All the stakeholders stated that 

resistance is natural while adopting changes to the existing management structures, 
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where moving from existing functional silos to new management structures is a very 

complex task. All the vendors perceive that this is a critical activity and without 

establishing a proper management structure, which will align with the BPR, it is hard 

to get the advantage of eGovernment solutions and that the solutions will not be able 

to provide the expected outcomes. 

Under this factor, the author's intention was to analyze one of the major sub-factors, 

the evolution of the "IT function" within the Ministry and the agencies under the 

Ministry. However, time-limitations of the study did not permit the author to perform 

further analysis and it may be recommended for future researcher~. ~Also further 
' 

details on the evolution of IT functions can be found in Heeks (2j06) followed by 

Wackwella (2007), in relation to national eGovernment implementations in Sri Lanka. 

6.1.2 Surrounding Environmental Factors 

The factors, which are categorized under surrounding environmental factors category 

in the eGSEEM Model, are analyzed here. 

6.1.2.1 Internal Pressure ... 

The government organizational inefficiencies, especially in terms of operational, 

managerial and technical aspects have been triggered by this factor. Most respondents 

in government agencies think that the main reasons for internal pressure are caused by 

the following aspects. 

1. Tedious manual processes 

2. Inefficient management of operational staff 

3. Poor application of technology 

4. The poor quality of current citizen services 

5. Lack of proper integration with other government agencies 

6. Lack of IT cadres in government agencies. 

6.1.2.2 External Pressure 

The government organizations are under enormous pressure to deliver citizen service 

in a more efficient manner. Introducing ICT systems is one of the potential approaches 

to overcome inefficiencies in government services; hence the pressure is much higher 
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m these eGovernment projects. Funding agencies are also exerting pressure on 

government agencies to complete eGovernment projects within the schedule. The 

pressure can be seen emanating both from the administrative level as well as from the 

political level. Also, citizens are exerting continuous pressure to the political 

leadership and the organizational leadership for simplification of the procedures and 

enhancement of the efficiency of public services. Also at the moment, ICT A as an 

independent body does not have enough authority to pressurize any government 

agency to follow their directions. 

6.1.2.3 Legal Infrastructure 
. 

The other common issue across government agencies is not hrg a proper 

understanding of legal aspects, in terms of ICT usage. ICT A has completed a number 

of initiatives to lay a proper legal framework to support eGovernment projects. But 

measures taken to increase the awareness within government agencies have not been 

adequate. This can be a result of not having a proper ICT Policy for Government 

during the past few years. ICTA is now trying to introduce these policies to all new 

eGovernment projects under the ICT A authority. 

One respondent from a government organization in Colombo District had this to say: 

"Our organization with the Western Province Motor Traffic Department and ICTA 

developed an online payment system with the help of the SMS technology. We wanted 

to launch it at eAsia on 2"d December 2009. Because we could not get approval from . 
the Ministry of Finance, this project is currently on hold. This can be one of the good 

examples for legal infrastructure as a major constraint for eGovernment projects, as 

it could affect adversely, the project implementation phase as well as the solution 

operation phase. " 

The other major issue in Government agencies is to get assistance for change or set-up 

of new procedures or legal framework by re-engineering existing procedures, policies 

and laws. The Government agencies are of the view that due to shortage of expert 

legal professionals in the eGovernment related fields and time taken to approve and 

accommodate new legal changes affect eGovernment implementations critically. 

51 



The respondent from ICTA had this to say: 

"The legal infrastructure has been one of those areas that the JCTA steadily 

progressed during the past few years. ICTAfacilitates the formulation and adoption of 

Nationa/JCT policy with the collaboration of the Ministry of Science and Technology. 

With this policy during the last few years ICTA was able to enact a few JCT laws such 

as Electronic Transaction Act, Intellectual Property Right Act, Computer Crime Act, 

Payment device fraud Act to lay the foundation for a safer eGovemment. But the fact 

that less awareness of these developments in government agencies is a key issue and 

ICTA is currently taldng number of steps to enhance awareness of public officers on 

existing eGovernment legal framework. " 

1-
6.1.2.4 Employee Readiness 

The employee readiness and awareness about eGovernment is analyzed by this factor. 

The employee readiness is a key factor for the eGovernment implementation phase as 

well as the operational phase. The employees' IT skills, awareness about 

cGovernment, and easy adoption of new technology could be key indicators to 

employee readiness. Based on the analysis, employee awareness about eGovernment 

is very high (see Figure 6.4). 

M>derate 
26% 

R:>or 
14% 

Figure 6.4: Employee Awareness on eGovemment 

According to the Figure 6.4, the 60% out of 42 respondents think that employee 

awareness is high, 26% has moderate awareness and only 14% has less awareness. 

This is a very good sign for the Ministry and the institutions affiliated to the Ministry. 
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6.1.2.5 Political Environment 

A conducive political environment is very important to implement eGovernment 

initiatives in a successful manner. As the Ministry and its departments, unlike private 

organizations, are service-oriented rather than being profit-oriented to perform any 

reforms of existing systems, it should be clearly backed by the political authority. 

This is the general perception among any government organization in developing 

countries including Sri Lanka 

R:>or 
7% 

73% 

Figure 6.5: Organizational Political Environment for eGovernment 

Most (73%) of government agency respondents think that good political support is 

available for the eGovernment initiatives of the Ministry (see Figure 6.5). 

6.1.2.6 eGovernment Policy 

As expected, out of 25 interviewees (Government organizations, apex body, and 

vendors), a relatively high number of interviewees (72%) were under the impression 

that having an organizational eGovernment policy could m8ke a difference to the 

whole eGovernment solution success (See Figure 6.6). They all think that even 

without a proper policy the eGovernment initiatives are on the right track, and 

availability of such a policy would definitely make a positive difference. 
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o eGovernment policy has positive ifll)act • eGovernment policy does not have ipl>act 

Figure 6.6: Impact of eGovernment Policy I -

The author also believes that availability of eGovernment policy could have a positive 

impact towards implementation and the operation of eGovernment projects. 

6.1.3 Enabling Factors 

The factors which are grouped as enabling factors category related to the 

implementation phase in the eGovernment Solution ~ffectiveness Evaluation Model 

are analyzed in this sub-section. 

6.1.3.1 IT Infrastructure 

The IT Infrastructure is a necessary component f-or successful eGovernment adoption 

in any country and it is relevant to the Ministry as well. All the interviewees have the 

impression that their organizations have good IT Infrastructure. The reason may be 

that all organizations covered under this research study have computers, local area 

networks and Internet and email connectivity through the Lanka Government Network 

(LGN). ICT Agency's LGN project made a big difference by overcoming 

infrastructure issues in 325 government organizations. All Divisional Secretariats of 

the Colombo District and the Ministry are covered by the LGN project and therefore, 

all the respondents (apex body and ven9ors) indicated the existence of a satisfactory 

IT infrastructure. 
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However, a respondent had this to say: 

"The LGN is under utilized because of the lack of proper content in relation to 

government organizational needs. Also some organizations use two LANs and some 

officers also have one computer from each LAN. This is just a waste of resources. 

Senior officers of most organizations are provided with LGN connectivity, and they 

very rarely use it, but operational staff who need these facilities, still, does not have 

them. ICTA and organizations have to take immediate action to increase this 

utilization rate to a higher level. 

~ 

6.1.3.2 Local Context I . 
eGovemment should cater to local requirements of the eGovemment implementations. 

There is a saying, "think globally and act locally ". Most vendors try to deploy global 

solutions in local organizations. When there are local solution implementations one 

must always think about local language support, focusing on local cultural and 

political aspects, locally available technology aspects, such as usage of mobile phones, 

etc. Almost all respondents from the apex body and employees consider this as an 

important requirement. 
... 

6.1.3.3 Process Re-engineering 

In most of the government organizations, process re-engineering is essential, since for 

many years the processes have not been reviewed and re-engineered. According to . 
Heeks (2006), the design-reality gap analysis should be given proper attention, and if 

this gap is there, there is always a tendency towards a failure. Considering this, most 

of the Ministry projects are incorporated with a process re-engineering component and 

by applying it carefully, better results can be obtained from the eGovemment projects. 

The process re-engineering could; eliminate inefficiencies of processes & procedures, 

simplify processes and promote a customer centricity concept. 

All the respondents (Government agencies and vendors) believe that process re

engineering is compulsory for any eGovemment project in developing countries. 

Some vendors are of the view that process re-engineering and solution development 

can be done effectively by working with one party rather than working with a number 

of parties. 
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6.1.3.4 User Friendliness 

The user friendliness of implementation is especially important when it comes to ICT 

implementations in government organizations including the Ministry and its 

institutions. This factor was analyzed based on the data received from government 

agencies and the employees. The majority respondents are of the view that user 

friendliness aspects are not being addressed adequately. The Figure 6.7 shows 

comparison of user friendliness aspects by agency and employee level. 

14 

12 

10 
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Agencies Employees 

"' l 0 AddressUserfrlendliness • Not userfriendly I 

Figure 6.7: The Comparison ofUser Friendliness 

According to the Figure 6.8, most (73%) analyzed agencies think that user friendliness 

aspects are not being addressed properly. 

Not 
userfriendly 

73% 

Userfr iendly 
27% 

Figure 6.8: User Friendliness by Agencies 
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More interestingly, 87% of employees (see Figure 6.9) think in the same way as their 

agencies. Here more employees, compared with agency respondents, are not happy 

with the user friendliness aspects. 

Not 
userfriendly 

87% 

Userfriendly 
13% 

Figure 6.9: User Friendliness by Employees 

6.1.3.5 Vendor Effectiveness 

/ 

All government agencies interviewed who some kind of interaction with vendors had 

related to eGovernment projects were not quite happy with their performances. They 
... 

admit that whatever delays there have been are not only due to their faults but also to 

vendor's faults as well. The major concern regarding vendors is that, they always try 

to go by the scope rather than trying to deploy a good solution. The other concern is 

that vendor project team's knowledge on the agency domain is weak and the time 

taken, to grasp that knowledge is long. Some of them are very happy about their 

commitment and dedication to complete their work on time in a successful manner. 

However, ICTA had a few complaints about the vendor's capability to prepare proper 

tender proposals. 

One respondent from ICT A had this to say, 

"With complex World Bank tender regulations, all vendors were required to adhere to 

a set of strict guidelines, in order to get them approved by the World Bank. However, 

'1-t·e did not see much competency, in our local vendors, especially related to this area. 

That caused many delays in eGovernment implementations so far. " 
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One more respondent from ICTA had this to say, 

"Competency of the vendors who develop eGovernment applications is critical 

towards eGovemment success. However, our experience has been that apart from 

only a few companies, majority of both local and international companies lack the 

necessary competence to develop mission critical national level eGovernment projects 

as additional time is required to ensure quality of the systems. " 

6.1.3.6 Project Implementation 

The project implementation approach is also a key factor for tl}e success of 

eGovernment solutions as government organizations contributcy to eGovernrnent 

implementations while performing their day to day activities. By considering these 

basic facts, eGovernrnent implementation should plan to get maximum effective 

involvement of agencies while doing their normal functions. Also these projects 

should plan to do small iterative deployments and in that manner get the attention of 

the agencies throughout the entire implementation of the project. If projects drag on 

for a long time without fruitful results, the agency staff loses interest and it is very 

difficult to get back their active attention and contribution again. Therefore, small 

organizational projects with a proper project implementation approach would have 

better chances for successful completion. Proper project implementation approach 

with better planning would get all the stake holders on board, throughout the entire 

implementation. 

6.2 Analysis of Operational Phase Perspectives 

Two perspectives that are categorized under operational phase perspective category in 

the eGSEEM are analyzed in this section. 

6.2.1 Social Perspectives 

Factors which are grouped as social perspective category related to the operational 

phase in the eGovemment Solution Effectiveness Evaluation Model, are analyzed in 

this sub-section. 
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6.2.1.1 Transparency and Openness 

One of the key objectives of the eGovernment deployment is to deliver government 

services in a more transparent manner. Through the eGovernment initiatives 

transparency of service provision can be increased, subsequently customer satisfaction 

could be increased as well. Most (77%) of the citizens believe that with the 

Implementation of eGovernment initiatives, the transparency of services will increase 

(see Figure 6.1 0) 

c With eGovemment transparency increases • With eGovemment no increase in transparency - ----- 1 

Figure 6.10: Transparency through eGovemment 

Out of the 23% respondents who disagreed, a few citizens have commented that 

instead of increasing transparency, in certain occasions they have found new types of 

malpractices. To deal with these kinds of situations, it is necessary to incorporate IT 

security safeguards with proper monitoring systems. 

6.2.1.2 Service Delivery 

This is also a key social perspective of the eGovernment operation and how satisfied 

citizens are with the new ICT solutions is going to be indicated here. This can be 

analyzed in a number of ways. Because of the limited time and scope of the research, 

it was limited only to pilot project sites, by focusing only on key aspects. Figure 6.11 

shows awareness of e-services of the Ministry agencies by the citizens. 
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Not aware 

Moderate 
31 % 

Figure 6.11: Awareness about eGovernment Services of Agencies 
~ 

It shows that only 31% of citizens are unaware of these e-services ~d in general 69% 

of respondents are either well aware of these services or are moderately aware. 

Manual 
15% 

Computerized 
85% 

Figure 6.12: Citizens' Preference about Service Delivery Mode 

Figure 6.12 shows citizens' preference on the service delivery mode and most (85%) 

of citizens are in favour of a computer based citizen service. It may be that their 

practical experience is such, or their perception is such that they believe computer 

based services as more efficient compared with the manual service delivery. 
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8% 0% 

61% 

o Strongly agree • .A(Jree 0 Neutral 0 Disagree • Strongly disagree 

Figure 6.13: Citizens' Perception on Better Service Provisio~ough ICT 

Most citizen respondents (84%) felt that the application of ICT could provide better 

citizen services compared with the manual alternative (see Figure 5.13). According to 

Figure 5.13 only 8% felt that application of ICT has not been able to provide better 

citizen services. 

6.2.1.3 Empowerment 

Empowerment of services is understood as easiness o"f obtaining services, availability 

of proper information for customers and new channels for service delivery etc. Most 

(85%) felt that services provided by eGovernment are easy and services could be 

obtained without any ambiguity (see Figure 6.14). 

Disagree Strongly disagree Strongly agree 

Neutral 15% 0% 15% 
0% 

.Agree 
70% 

Figure 6.14: Citizens' Perception on Ease of Service Provision 
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6.2.2 Economic Perspectives 

The factors which are grouped under the economic perspective category related to the 

operational phase in the eGovemment Solution Effectiveness Evaluation Model, are 

analyzed in this sub-section. 

6.2.2.1 Streamlining Processes 

Under this perspective, the author intended to analyze the effectiveness of newly 

designed processes based on which the solution was developed, by indicators of task 

completion rates, integration of processes, time taken to get the service and reduction 

of inefficient work steps etc. However, due to time limitations o_f, tliis study, this is 

analyzed only based on the responses received by the employees ~d the citizens. It is 

recommended to do a deep analysis on this factor which could furnish valuable 

feedback to related implementation phase factors and by taking corrective actions to 

improve the overall solution effectiveness. 

Most (85%) of the citizen respondents are of the impression that by application of ICT 

they receive a speedy service (see Figure 6.15), and 15% felt that time taken is similar 

to the previous mode. 

Same as previous 
15% 

tvbre lime 
0% 

... 

85% 

Figure 6.15: Citizens' Perception on Quickness of Service Provision 

The analysis shows that, it is still necessary to do some enhancements to improve the 

processes. 
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6.2.2.2 Increasing Revenue 

The ultimate objectives of eGovernment, from the government point of view, are 

convenient revenue management and improvement of audit to reduce corruption. The 

existing manual systems make it very difficult and there is plenty of room for 

malpractices. Hence the revenue management process is very inefficient and revenue 

leakages are very common. Figure 6.16 shows graphically, disbursement of 

government agency responses regarding revenue management. 

7% 

I 

93% 

[O'"E3Sy • Sarre as previOUS] 

Figure 6.16: Revenue Ma!Vlgement 

According to the Figure 6.16, most (93%) agencies favour easy revenue management 

through eGovernment. 

6.2.2.3 Cost Reduction 

The sub-factors related to reduction of cost fo r transactions and better control of 

expenditure are analyzed by this perspective. This is also a key economic perspective 

in the implementation phase and could be analyzed in detail, and due to limitation in 

time, resources and scope, it is limited to the pilot implementation level. Therefore it 

is analyzed only by citizen respondents and Figure 6.17 shows the cost incurred for 

service provision. Most (92%) stated that cost is the same as in the previous mode. 

But no respondents stated that the cost is more. It is a positive development if agencies 

could provide more efficient service for the same or less cost. 
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Sarre as previous 
92% 

More Less 
0% 8% 

Figure 6.17: Citizens ' Perception on Cost for Service Provision 

' 
The Figure 6.18 shows details of the number visits made by the citiptns to obtain the 

government's services. 

Two 
23% 

Ttv-ee 

15%:.------ I 

More 
0% 

Figure 6.18: Citizens' Perception on the Number of Visits to Obtain Services 

Most (62%) think that they did only one visit to get the service, 23% think they visited 

twice to obtain the service and 8% visited three times to get the job done. It is 

necessary to take corrective measures to reduce the number of visits to one. 
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