
CHAPTER 8: CONCLUSION 

8.1 Summary of Research Findings 

The research results highlighted that eGovernment initiatives of government agencies 

in Sri Lanka are struggling to cope with their intended expectations. This has been due 

to various factors as explained in this research. Based on the research data analysis 

several recommendations have been proposed by the researcher to overcome these 

issues. 

• 
Government agencies desperately need a dedicated leadership, at the highest level in 

I 
the organization. This was emphasized Mr. Lalith Weerathunga, Secretary to the 

President of Sri Lanka, in his keynote address at the e-ASIA Conference 2009, where 

he stated that with all his experiences, that leadership is the most critical success 

factor for eGovernment (Weerathunga 2009). 

The government agencies should be aware about eGovemment concepts and its 

effectiveness in the long run. Government agencies should not depend on funding 

agencies and instead, they have to plan their ,!>udget for eGovernment. Also, 

government agencies should consider alternative funding approaches such as 

partnering with private organizations as successfully practised in other developing 

countries in the region. 

The ICT A as the apex body should take quick measures to improve the IS 

Procurement method which is very critical for all the levels of eGovernment projects 

in the country. The SDSA approach can be a good alternative to the IS procurement 

method of World Bank. Also immediate incorporation of eGovernment Policy 

proposed by ICTA for government organizations will make a significant difference, 

and contribute to the progress of eGovemrnent effectiveness. Furthermore, ICTA 

needs to enhance the awareness of government organizations on the prevailing legal 

framework for eGovernment. Activities of Administrative reforms committee should 

be linked with JCT A and the eGovernrnent projects. Appointing a proper committee to 

monitor these activities is also an important. 
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All government employees should understand and be aware of eGovemment 

initiatives, and therefore, it is important to have a continuous awareness campaign for 

government staff. It is also important that factors such as user friendliness and being 

sensitive to the local context are addressed in eGovernment solutions by potentially 

mandating easy adoptions of the solutions. Change management and BBR aspects are 

also key components in the effectiveness of eGovernment initiatives. In particular, 

change management should be properly planned with eGovernment implementations. 

In summary, this research has identified effectiveness factors of eGovernment 

implementations and operations' using the analytical model proposed by the author 

and the analytical model was used as a mechanism in formurating suitable 

recommendations, to cope with those challenges. ./ 

8.2 Future Areas of Study 

This generic model was designed to evaluate the three main types of 02E, 020 and 

02C initiatives of the ministry. Further studies could be directed to each of the above 

areas in a specialized manner, leading to the design of specific models targeted to the 

afore-mentioned three key eGovemment aspects. Also, those models can be tested 

with appropriate sample sizes which would give optilnum results based on subsequent 

data analysis. 

8.3 Research Study Summary and Outcomes . 
An objective of this research was to analyze the effectiveness factors that influence 

eOovernment initiatives of the Ministry of Public Administration and Home Affairs. 

The author confined this research sample to selected eGovernment initiatives managed 

by the Ministry and three divisional secretariats which were chosen as pilot project 

sites mainly due to the time-limited scope of the research study. For the purpose of 

achieving the previous objective the author developed an eGovernment Solution 

Effectiveness Evaluation Model, based on extensive literature review and a pilot 

study. Subsequently this model was practically tested with the research sample. Using 

this analysis, recommendations for the improvement of the effectiveness of the 

eOovernment projects in the sample space were made. 
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A significant outcome of this study is the evident suitability and viability of this model 

to evaluate the effectiveness of eGovernment solutions of the MPA&HA. Thus this 

model can be used by any other government institution in Sri Lanka or other countries 

with government organizations that are similar to Sri Lanka. 

/ 

... 
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A PPENDIX 1- INTERVIEW/QUESTIONNAIRE TEMPLATE 

SET 1: Questionnaire [GAl 

Questionnaire for Ministry and its Organizations 

The Leadership 

GA 1. Do you think the strong leadership at the organization can affect the 

eGovernment success? 

Top Management Support 

j 
GA2. How do you see the level of commitment and support from the Top 

Management? 

IT Skills 

GA3. How do you see the level ofiT skills within the organizational staff? 

GA4. Is designated/qualified IT staff available within the organization? 

Resources for Projects 
... 

GAS. Are you satisfied with the funding capability ofthe MPA&HA? 

Change Management 

GA6. How do you explain organizational change management strategies used during 

the eGovernment implementation? 

Procurement Management 

GA 7. How do you describe procurement management as a key component of 

eGovernment success? 

Management Structure 

GA8. How do you describe the management decision making structure, prior to the 

eGovernment implementation? 
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GA9. How do you see the change in the existing management decision making 

structure with the introduction of eGovernment implementation? 

Internal/External Pressure 

GA 10. How do you explain the level of internal/external pressure effect the on 

eGovernment implementation success? 

Legal Infrastructure 

GA 11. How do you describe the situation with the current JCT legal infrastructures in 

terms of eGovernment implementation and operation status in MP A&HA? 
. .: 
" Employee Readiness 

GA12. How do you see the level of employee awareness about the eGovemment 

projects? 

Political Environment 

GA13. Is existing political environment conducive for the eGovernment projects of 

the MP A&HA? ... 

EGovernment Policy and Strategy 

GA 14. Is there proper eGovernmcnt policy and strategy within the MP A&HA? 

Process Re-engineering 

GA15. Do you think that work process improvement is compulsory before 

eGovernment implementation? 
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SET2: Questionnaire [API 

Questionnaire for the Apex Body 

The Leadership 

API. As an apex body, how do you think the proper leadership at the top of 

government organizational level could affect the eGovernment implementation and 

operation? 

IT Skills 

AP2. How do you describe the level of IT expertise in the Organization~ 
I 

Change Management 

AP3. How do you describe Change Management process in the eGovernment projects 

of the Ministry? 

Procurement Management 

AP4. How do you describe procurement management as a key component of 

eGovernment success? .... 

Legal Infrastructure 

AP5. Are you satisfied with the current ICT le~al infrastructures in terms of current 

eGovernment implementation status in MP A&HA? 

Employee Readiness 

AP6. How do you describe the level of employee readiness? 

eGovernment Policy and Strategy 

AP7. How do you explain the level of satisfaction about the current eGovernment 

Policy and strategy in MP A&HA? , 
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IT Infrastructure 

AP8. Are you satisfied with the current lT infrastructural capability in MP A&HA and 

its departments? 

Technological Support in Local Context 

AP9. How do you see the level of impact by local context to the current 

implementation/operational process? 

Vendor Effectiveness 

• 
AP 1 0. How do you see the effect of the level of support rendered ·by vendors, towards 

I 
eGovemment success? 

Service Delivery 

AP 11. How do you see the level of satisfaction by the citizen? 

.... 
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SET3: Questionnaire (VNJ 

Questionnaire for Vendors 

The Leadership 

VNl. How do you see the leadership support for eGovern.ment projects of the 

Ministry? 

IT Skills 

VN2. How do you see the level of IT skills within the government organizational staff 

and the eGovernment success? 

Change Management 

.: 
.;1 

VN3. How do you see the effect of government organizational culture towards 

eGovernment implementation/operation success? 

Management Structure 

VN4. How do you describe the change of management structure with eGov 

implementation? ... 

Legal Infrastructure 

VN5. How do you describe legal and policy environment eGov implementation and 

operations? 

Employee Readiness 

VN6. How do you describe the Employee Readiness of the Ministry? 

eGovernment Policy 

VN7. How do you explain the level of satisfaction about the current eGovernment 

policy in MP A&HA? 

IT Infrastructure 

VN8. How do you describe IT infrastructure of the Ministry? 
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Process Re-engineering 

VN9. How do you see the level of satisfaction ofBPR? 

Project Implementation 

VNlO. How do you describe the project implementation approach? 

/ 

" 
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SET 4: Questionnaire [EM] 

Questionnaire for Employees 

The Leadership 

EMI. Do you think the strong leadership at the organization can affect the 

eGovemment success? 

Top Management Support 

EM2. How do you see the level of commitment and support from the Top 

Management? 

IT Skills 

EM3. How do you see the level ofiT skills of your co-staff? 

Management Structure 

.: 
~ 

~ 

EM4. How does the organization manage the ' IT function' before and after the 

eGovemment implementation? .... 

Internal /External Pressure 

EMS. How do you explain the level of internaVexternal pressure effect the 

eGovernment implementation and operational success? 

Employee Readiness 

EM6. How do you see the level of employee awareness of the eGovernment projects? 

Local Context Support 

EM7. Does the implementation fulfil local context requirement? 

User Friendliness of Solution , 

EM8. Do the implementations accommodate user friendliness aspects? 
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Vend or Effectiveness 

EM9. How do you see the effect of the level of support rendered by vendors towards 

eGovernment success? 

Streamlining Processes 

EM l 0. Are the processes re-engineered? 

84 

.... 

.: 

"' 

/ 



SETS: Questionnaire [ CT] 

Questionnaire for Citizens 

Background Information 

Please use (..f) to fill the following 

CTI.What is your age? 

1. Less than 25 years 

2. 26 -35 years 

3. 36 - 45 years 

4. 45 - 55 years 

5. >55 years 

CT2. What is your level of education? 

1. Below OIL 

2. OIL 

3.AJL 

4. Diploma/Degree 

5. Others 

CT3.What is your workplace? 

1. Government 

2. Private 

3. Semi-government 

4. Self-Employed 

5. Other (Please specify) 

CT4.What is your area/district of residence? 

Service Delivery 

... 

.,: ,., 

CT5.Have you ever heard about the eGovernment/ computer based services? 

Yes / No 

If ' yes' , Please describe your opinion about the eGovernment initiatives I computer 

based services in Sri Lanka? 

CT6.Have you ever heard about the eGovernment/ computer based services of the 

MPA&HA/DS's? 
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Yes / No 

If 'yes', Please specify them? 

CT7. How long have you been aware of the computerized service delivery process of 

the Ministry? 

CT8. Are you satisfied with services provided by eGovernment? 

Initiatives/computer based citizen services of the MP A&HA so far? (The Ministry 

Web Site, eBMD, etc.) 

Yes I No 

/ 
If 'no', what are the reasons and recommendations for that? 

CT9. Do you prefer the computerized or the Manual systems? 

1. Computerized 2. Manual 

CTl 0. To what extent do you agree that Information Technology /Computerization 

can be used to give better citizen services? 

1. Strongly disagree 2. Disagree 

4. Agree 

Transparency 

3. Ne1ther agree nor disagree 

5. Strongly agree 

CTll. The services provided by the Ministry/Department are more convenient 

compared with the previous mode of service provision? 

Yes /No 

If 'Yes' what are the reasons for that? 

Empowerment 

CT12. The Current service delivery process is easy and service obtaining process is 

also clear? 

1. Strongly disagree 

4. Agree 

2. Disagree 3. Neither agree nor disagree 

5. Strongly agree 
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Streamlining Processes 

CT 13. Time taken for service provision is less compared with the manual process? 

1. Less time 2. Same as previous 3. More time 

Cost Reduction 

CT14. Is the cost for service the same as manual process? 

1. Less cost 2. Same as previous 3. More cost 

CT15. Number of visits made to obtain services, where computer based services is 

available? 

1. One 2.Two 3. Three 4. More than 3 times 

/ 

... 
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