
CHAPTER 7: RECOMMENDATIONS 

This research presents an interesting study which evaluates the effectiveness of 

eGovernment initiatives, of the Ministry of Public Administration and Home Affairs. 

The researcher adopted a qualitative research approach, with a case-based research 

strategy in order to do an in-depth study. The proposed eGovernment Solution 

Effectiveness Evaluation Model (eGSEEM) may be further improved based on 

broader sample size and subsequent data analysis. 

7.1 Recommendations for Implementation Phase Factor~· 
f 

/ 
Using the eGSEEM model, the status of the each implementation phase factor could 

be identified and subsequent corrective measures could be undertaken to rectify 

implementation failures. 

7.1.1 Recommendations for Organizational Factors 

Recommendations for key organizational factors are discussed in this sub section . 

7.1.1.1 The Leadership 
... 

As suggested by most respondents, to make this eGovemment dream a success the 

organization needs a visionary leader at the top, which always drives the organization 

to the expected target. The leader could ensure stakeholder buy-in towards the 

intended target. Also the leader could make sure that eGovemment is a priority in the 

agenda of his/her organization. It is important to get strong backup by the political 

leadership as well, without which it could be a difficult task. According to Gupta, et 

al. (2004), leadership is the most critical factor in eGovemment implementation 

success in the Indian context. 

7.1.1.2 Top Management Support 

By analyzing interview responses and prrough observations, it was quite evident that 
: 

there is a strong correlation between the organizational eGovemment success and the 

support of its top management. Organizations that have progressed steadily so far, 

have definitely had the backing of the top management. Whatever failures have been 
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reported so far did not have the required level of support, at the top level, immediately 

under the organizational leadership. As leadership is involved in other prioritized 

areas of the governance in some situations, the top management has to play the role of 

leadership as well. Therefore empowerment of top management is very important, by 

giving them better exposure in the field of eGovernment. It is a good investment for 

the future as they are the people who will take this leadership responsibility 

subsequent to the retirement of current leadership. 

7.1.1.3 IT Skills 

The analysis shows that a lot of improvements is still needed to get to the next level of 
I 

IT skills in government organizations, and this requires immediate attention. This 

aspect is being addressed well by ICT A, by training most of th{ government staff 

under their ICT capacity building programs. However, government organizations' top 

management should ensure that the right set of individuals are sent for this training 

without any internal politics being involved. Also there should be a proper policy 

within the organization related to training and retaining of trained staff at least during 

the project implementation period. The observations indicate, that transferring of well 

trained staff has a negative impact on project implementations . 

.... 

7.1.1.4 Resources 

The government organizations need adequate allocations for IT related areas. The ICT 

Agency also instructed organizations to allocate funds to take over solution . 
maintenance and improvement processes after the initial warranty. But still, agencies 

are not ready to attain self sustainability of ICT systems. It is recommended to set up 

an inter-ministerial committee including representatives from ICT A for ICT budget 

planning for the organizations. It is needed to provide spec~al attention on the areas 

such as civil construction work, IT infrastructure set-up, office layouts suitable for 

ICT solution deployment etc. An additional effort is needed to ensure adequate funds 

to complete those activities in-line with ICT solution implementations. Most of the 

vendors think these related activities cause delays due to lack of funds and hence is a 

key issue in government organizations: 
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7.1.1.5 Change Management 

All the stakeholders are of the view that change management aspects are not 

addressed properly in-line with eGovernment initiatives. Most of the stakeholders 

think that giving just an awareness of the change management would be sufficient to 

manage change, but there is a lot of project and organizational specific change 

management issues which should be addressed specifically. Government 

organizations and ICTA have already identified change management as one of the 

main factors that need to be taken care of in their strategy to implement eGovernment. 

With this approach, government agencies need to conduct an initial study on change 
~ 

management procedures, whenever they embark on a re-engineering initiative and 

conduct special change management workshops. This change ~anagement approach 

should be undertaken in an organizational and project specific manner by combining 

various training programmes, workshops, reorganizing of human resources in-line 

with ICT solutions to achieve the ultimate goals of the eGovernment. It is very 

important for government organizations to understand the real meaning and value of 

such action, which could bring success to eGovernment initiatives. 

7.1.1.6 Procurement Management ... 

All stakeholders think that this has been one of the major challenges that, not only the 

organizational eGovernment implementation, but also national eGovernment projects 

are facing, so far. The observations show that this is one of the key reasons for project 
c 

implementation delays. Representatives of apex body have said that they are in the 

initial phase of the learning curve and that they are in the process of improving 

procurement management. Also, the national projects of ICT A use the BRUF (Big 

Requirement Up Front) approach which results in large projects with increased 

complexity. However, currently ICTA is promoting SDSA (Software Development 

Service Approach), as an approach which reduces complexity of the projects and uses 

an agile approach to eGovernment procurement. According to Weerawarana (2009), 

SDSA is an innovative alternate approach to eGovernment solution procurement and 
' 

development in a cost effective and speedy manner. This could be a better solution as 

opposed to the World Bank IS procurement method, which makes the procurement 

process difficult for both the vendors and the organizations. However it is the ICT A, 
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which has to lead the development of the appropriate procurement process, which 

could cater for easy management of IS procurement. 

7.1.1.7 Management Structure 

Management structures of government organizations have to go through a re

engineering process followed by management structure changes. Such organizations 

invariably face some sort of a resistance while implementing these management/ 

organizational structural changes. 

However, to get real benefits of ICT, structural changes of the management structure 
• 

must be accommodated. Therefore, before finalizing c,nged structures, 

organizational leadership should have change management workshops for all the 

management staff. It is very important to increase the awareness among management, 

which will make them realize the importance of the whole re-engineering process. At 

the BPR stage, it is essential to get the involvement of the whole management to get 

their valuable input, including the operational staff. It is always important to get 

involvement of the organizational staff that will lead to less resistance during 

implementation. This is a very tough task as far as government organizations are 

concerned and without that the real benefit of solutions cannot be obtained. In this 

case, the Administrative Reforms Committee (ARC) could play a major role; this is a 

way of reducing inefficiency of processes by proper re-organizing of management 

structures. It also eliminates unproductive approval processes by the right sizing of the . 
organizational staff. 

7.1.2 Recommendations for Surrounding Environmental Factors 

Recommendations for four important factors, which are grouped under the 

surrounding environmental category, are discussed here. 

7.1.2.1 Legal Infrastructure 

ICT A has taken measures to ensure that the legal framework is in place. While other 

organizations is the lack of awareness of these developments. Th 
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important to have intensive awareness programmes, to enhance the awareness of key 

officers of organizations where eGovernment implementations are taking place. Also 

it is recommended that ICTA keep up with their support for the organizations, which 

needs legal changes to accommodate their solutions in an expeditious manner. 

7.1.2.2 Employee Readiness 

The analysis shows that employee readiness is evident. However continuous action 

and better policies to increase the level of readiness is required. The organizations and 

ICTA should plan together to utilize the existing training opportunities in a more 

fruitful way in order to further enhance the employee readiness. It i~ also necessary to 
' 

take measures to increase awareness of employees who are in the..6lder generation. 

7.1.2.3 Political Environment 

Analysis of responses shows, that adequate political awareness is available for the 

Ministry eGovernment initiatives. As political support is very critical for 

eGovernment projects, it is necessary to have tireless effort to get this support 

throughout the entire implementation period. 

... 
7.1.2.4 eGovernment Policy 

The ICT Policy for Government and Organizational ICT should be implemented 

without further delay. It can recognize ICT as a compulsory component of 

governance. Currently the ICT Policy for Government is ready for the cabinet 

approval. This will allow government organizations to follow some strict guidelines 

from the beginning. Otherwise, complications will arise after a few years. This policy 

could address issues such as; use of pirated software within government departments 

and promotion of Free and Open Source Software in the government. The initial 

policy may not be a perfect one but will certainly improve the standards and the 

management of ICT within the organization. 
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7.1.3 Recommendations for Enabling Factors 

Recommendations for five important factors which are categorized as enabling factors 

are discussed in this sub section. 

7.1.3.1 IT Infrastructure 

IT Infrastructure is quite good, but further plans are needed to maintain the existing 

infrastructure, at same level and to upgrade the technology into the next level. The 

organizations and ICT A have to jointly prepare periodic plans for this purpose. The 

best example is the first phase of the LGN project. The computers pJovided by that 

projects are now outdated and there is no plan of replacing those c?llputers. 

7.1.3.2 Local Context 

When eGovernment implementations take place, local context aspects should be taken 

into consideration. If properly done, it could make the absorption of implementations 

into the organizations, easy and seamless. 

7.1.3.3 User Friendliness 
... 

Most respondents think that user friendliness aspects are not adequately addressed 

with solution deployment. This is also an important factor in government ICT projects 

and government staff could easily be transitioned to the systems when they are user 

friendly and easy to use. 

7.1.3.4 Vendor Effectiveness 

It is difficult to claim that all the vendors are supportive, but there are some vendors 

who are supportive throughout the implementation. It is a fact that implementing any 

ICT system in the government bureaucratic environment is difficult. Further, the 

working culture of those two entities is very different. Therefore, it is necessary to 

have a better procurement environment to deploy the best solution by the vendors. 
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7.1.3.5 Project Implementation 

Project implementation should be planned in such a way as to get all the stakeholders 

support in an effective manner. This is a challenging task and based on the 

environment, it should be adjusted in the most effective manner. It is better to always 

plan it by implementing small iterations rather than big implementations, where the 

project owner needs to wait for a long time without any meaningful result. If small 

iterations are planned, the organization would perceive regular impact of the ICT 

implementations. Through this continuous impact stakeholder interest could be 

maintained throughout the project life cycle. This should have a very dynamic 

mechanism and ICTA has to play a leading role. 
I 

7.2 Recommendations for Operational Perspectives 

Using the eGSEEM model, the status of each operational phase perspective could be 

identified and subsequent feedback to the implementation phase with corrective 

measures could improve the entire solution effectiveness. 

7 .2.1 Recommendations for Social Perspectives 
... 

Recommendations for two important factors which are grouped under the social 

perspective category are stated here. 

7 .2.1.1 Service Delivery 

The level of satisfaction is high even with the current status of the implementation. 

The concept to treat the citizen as the customer of a particular organization, could 

make a further difference. However the final impact should be analyzed, once the 

projects are finally launched. Citizens prefer computer based service delivery 

processes and their awareness is also good. These factors could be analyzed in a more 

detailed manner, but in this study, due to time limitations, such a deep analysis was 

not undertaken. Through such analysis, more related indicators can be found and 

through feedbacks to the implementation phase, corrective measures can be 

implemented for deployment and thereby, improvement of the overall solution 

effectiveness can be achieved. 
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7.2.1.2 Empowerment 

The citizens are satisfied with the present level of implementations. Opening of more 

delivery channels, may increase this satisfaction level further. It is necessary to do a 

proper evaluation of the current status of the services and based on citizen's 

perceptions, implementations can be performed by accommodating, those 

requirements as well. 

7.2.2 Recommendations for Economic Perspectives 

I 
Recommendations for two important factors which are grouped under the economic 

perspective category are stated here. 

7 .2.2.1 Streamlining Processes 

If the processes are streamlined well, services could be simplified. This can be 

analyzed using various indicators, and based on the analysis, feedback can be given to 

the implementation phase. Then corrective measures to increase the process 

simplification could be taken. Therefore, using the "'eGSEEM in an iterative manner, 

continuous improvement could be incorporated. 

7 .2.2.2 Cost Reduction 

The ultimate target of eGovernment is to deliver cost effective services to its clients. 

By the existing manual system, the initial charge for the service is very small. 

However, there are many hidden costs, such as waste of time and inability to obtain 

the service within the required time frame. Therefore if the· services can be provided 

within a pre-defined timeframe, a small increase of cost, would be acceptable to the 

clients. Analysis shows that citizens are satisfied with the current cost for services, but 

more aspects of this factor can be analyzed deeply by broader data collection and 

subsequent analysis. As the time and scope is limited in this research study, the 

analysis had to be limited to this level. 
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7.3 Overall Recommendations 

Since the model was conceptualized and designed with emphasis on Sri Lankan 

government organizations, it is highly relevant to the local Sri Lankan context. 

However, its uniqueness in comparison to existing evaluation models that currently 

are in use worldwide and its alignment with the prevalent challenges of eGovernment 

solutions in developing countries, highlight its feasibility for application across 

regional countries. Thus, this model would be useful for other countries with 

government organization and government process profiles that are similar to Sri 

Lanka, as a mechanism to systematically evaluate the effectiveness of their 

eGovernment solutions. 
I 

In summary this model could be used to evaluate the effectiveness of; 

1. eGovernment initiatives of Sri Lankan government organizations 

2. Other countries with government organization and government process 

profiles that are similar to Sri Lanka 

... 
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