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Abstract 

Electronic government (e-government) refers to the use of information and communication technologies to 

help public organizations more accessible, productive, responsive and responsible. Extant studies confirmed 

that organizations granted trust and goodwill from the public or the customer through the e-government 

services delivery seeing that the public value is settled. However, research conducted in this area focused on 

the initiatives, sustainability, and success of the e-government project. Although the public value of e­

government services is the emerging concept and it requires adequate research, in the knowledge of the 

researcher, there is no research conducted in Ethiopia. The objective of this study is to evaluate the public 

value of e-government services and to identify challenges associated with it. Specifically, it aims to identify 

the evaluation framework from extant literature, assess the status of e-Government services public value, 

find the challenges associated with meeting the public value of the e-government services in Federal 

Supreme Court and forward possible recommendations to address challenges associated with e-government 

services in attaining public value. To achieve these objectives, both qualitative and quantitative 

methodologies were employed on survey data. Both quantitative and qualitative findings were triangulated 

for better investigating the public value of e-government services. The revised framework consists of three 

main dimensions: (i) delivery of quality public services, (ii) the effectiveness of public organizations, and 

(iii) achievement of socially desirable outcomes were applied for evaluation. The response from 35.77% 

respondents confirms that quality public service delivery achievement but 64.23% disregarded. The answer 

from 33% participants revealed that the public organization is effective despite 77% respondents not 

accepted. The reaction from 25% participant assured that socially desirable outcome is achieved through e­

government services while 75% said not. In general, 31 .25% respondents agreed on public value of e­

government services achievement whereas the rest 68.75% said it is not achieved. This leads to the 

development of some specific recommendation for improving the public value of e-government in FSC. The 

study has a contribution to the e-government services public value research domain from both the theoretical 

and practical perspectives. From the theoretical perspective, it demonstrates the appl icabi I ity of the concept 

of public value for evaluating the performance of e-government. From the practical perspective, it presents 

an investigation of the public value of e-government. Such an investigation provides the stakeholders with a 

realistic assessment of the overall performance of e-government in FSC. It helps to the development of some 

specific recommendations for enhancing and improving the public value of e-government. Such findings are 

not only significant for the continuous development of e-government services in FSC but also for meeting 

the expectation and demand of the customers. 

Keywords: e-Government, public value, revised framework 
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1.1. Background 

CHAPTER ONE 

INTRODUCTION 

Information Communication Technology (lCT) is playing a vital role due to the advancement 

of computers and communication technologies (Siau & Long, 2006). These days, ICT is 

used to advance the competence, effectiveness, intelligibility, and accountability of public 

sectors (Rana et al. 20 II). According to Rana et al. (20 II), e-government is the use of 

Information Communication Technology (lCT) to advance service delivery to customer/ 

citizen. 

The development of information communication technology(lCT) and its application brought 

significant changes in public sectors; which coupled with new methods in delivering services 

at all levels that includes citizens, business and government bodies with the purpose to 

deliver an efficient and effective management of information, providing better services and 

transparent to the community (Hien, 2014). Therefore, the government is responsible to 

establish a suitable environment for delivery mechanism of information/ services so that 

citizen can obtain information without visiting the public sector. Hence, services that the 

citizen or customer receives from the public sector needs to meet their expectation, if not, 

they complain and refute services. For its full utilization, e-government implementation needs 

changes at the government and cultural levels. The e-government challenge of changing 

culture is the hardest process to handle since it involves people and their attitudes (Akman et 

aI., 2005). 

Hien (2014) explained that e-service offers service providers a great potential and opportunity 

to develop and improve their governance and customer satisfaction. The electronic 

governance improves information/ service delivery using ICT and encourages citizen 

participation in the decision-making process. Furthermore, e-service makes government more 

accountable, transparent and effective. Based on this dimension, the transmission of 

information and delivery of service must be more optimal and effective (Wang & Liao, 2008; 

Hien, 2014). 
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According to Kasubiene & Vanagas (2007), the expectations of citizens have increased that 

public sectors will provide services similar to that of commercial sector with the same 

effectiveness and efficiency. Therefore, the transition from traditional government style to e­

government is not only desirable for citizens but also creates advantages for the government 

as well. Extant studies show that the transition from traditional government style to e­

government created a reasonable benefit for both government and citizen. It changes the 

fundamental relationship between government and citizen. E-government contributes to the 

functioning of democracy by the online provision of government information for online 

debates and opinion poll (Kasubiene & Vanagas, 2007). Therefore, e-government becomes 

one of the most important parts of government strategies to communicate and to make its 

national agendas more participatory. 

The potential of e-government in developing countries remains largely unexploited. Even 

though, ICT is believed to offer a considerable advantage for the sustainable development of 

e-government. However, different human, organizational and technological factors, issues 

and problems requiring focused studies and appropriate approaches in the developing 

countries. ICT is referred to as enabler but on the other hand, it is regarded as a challenge and 

a threat since public or private organizations that ignored the potential value and use of ICT 

may suffer from fundamental competitive disadvantages. Nevertheless, some e-government 

initiatives have flourished in developing countries, e.g. Brazil, India, China, etc. The 

experience from these countries show that governments in the developing countries can 

effectively utilize the benefits of ICT, but e-government success demands certain unique 

conditions, needs and puts obstacles. The adaptive challenges of e-government go far beyond 

technology that requires organizational structures and skills, new forms of leadership, the 

transformation of public-private partnerships. Therefore, governments in developing 

countries should set strategy to alleviate challenges and grasp the ample benefits (Ndou, 

2004). 

Currently, In Ethiopia people are facing challenges in using e-government services; the 

availability, consistency, and accessibility are some of the challenges explained (Almarabeh 

& AbuAli, 20 I 0). E-government involves the use of information communication 

technologies(ICT) which are functional 2417 with greater availability and accessibility 

(Kasubiene & Vanagas, 2007; Sigwejo, Bytheway, & Pather, 2013). So that, citizen and 

customers are capable of obtaining information at minimum cost might be without visiting 

the organization. 
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The motivation resides in the identification and eva luat ion of the public value of e­

government services in the FSC. It helps to identify the achievement of socially desirable 

outcomes, the effectiveness of the public organization, and qual ity public services delivery 

(Karunasena, 2012). Therefore, results from the study help the public organization to foster 

its future existence. 

1.2. Statement of the Problem 

Citizens perform frequent interactions with public agenc ies throughout their life (Aichholzer, 

2004). However, publ ic sectors ' service del ivery qual ity affects the I ives of citizens. Extant 

literature explained that serv ice quality is a sign ificant factor in decision-making, the costs, 

and efficiency in which the business could be lope. E-government services use information 

communication technology to enable and improve the efficiency by which government 

services and information provided to citizens, employees, businesses, and government 

agencies (Carter & Belanger, 2004). 

Karunasena & Deng (20 I I) explained that the lack of awareness towards e-government 

initiatives might have resulted in failed e-government projects, so the citizens need to be 

aware of the value of e-government. In line with this, investing in electronic development 

act ivities reduce the digital divide among citizens, and it would significantly improve the 

public value creation (Karunasena & Deng, 2009; Karunasena & Deng, 20 II). The concept 

of public value refers to achieve collectively desired social outcomes. The government 

recognizes that public value indicates accountabi lity and responsibility to achieve the 

intended objective. Therefore, the public value is the value that is inspired communall y by the 

pub lic rather than individually by clients (A lford & Hughes, 2008). 

Karunasena & Deng (2009) explained that the effectiveness of the public organization is a 

key indicator of public value created through e-government services. O'Flynn (2007) 

described that public value as a reflection of communally articulated, politically reconciled 

preferences consumed by the citizen, which is created not on ly through the result of the 

public organization but also through processes that can generate trust or fairness. The 

operations quality public service programs including e-government initiatives are to create 

va lue for citizens. However, citizens derive value from their personal consumption (O ' Flynn, 

2007; Karunasena & Deng, 2009; Karunasena & Deng, 20 II ; Karunasena, 20 12). 
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Currently, governments allocating a great deal of budget (Ha, 2016), setting ambitious goals, 

and running e-government programs for implementation of electronic services delivery in 

public sectors (Aichholzer, 2004). Measuring progress in e-government programs widely 

practiced and used as a key instrument to motivate implementation efforts through a sense of 

competition (Aichholzer, 2004). However, the post-implementation assessment depicts the 

achievement of objectives (Karunasena & Deng, 2009). Moreover, most reviewed articles 

overlooked evaluating the achievement of the public value of e-government in the post­

implementation assessment of e-government projects in the Ethiopian context. Evaluating the 

public value of e-government services help to identify drawbacks in services provision, it 

assists to categorize the expectations of customers, and test the achievements of socially 

desirable outcomes. Therefore, evaluation of the public value supports organizations to keep 

in which the public require the organization. Consequently, the organization develops 

goodwill, reputation and recognition that help to obtain support that assists its business 

continuity for which it had been established (Gupta & Jana, 2003). 

The e-government research in Ethiopia, had focused on the initiatives (Belachew, 20 10), 

acceptance (Lessa, Negash, & Amoroso, 20 II), success (Lessa, 2015) and sustainability 

(Lessa, Belachew, & Anteneh, 20 I I; Lessa, 2015), development and issues (Pathak et aI. , 

2008) of its project. Accordingly, the public value of e-Government services need to be 

studied (Gupta & Jana, 2003 ; Karunasena & Deng, 2009; Scott, DeLone, & Golden, 2015; 

Kamau & Wausi, 2015 ; Ha, 2016). 

There is no research conducted on "Evaluation of e-government services public value: cases 

from the court case management system in Ethiopia". The public value help the public 

organization like FSC to develop reputation through delivery of services that meet the 

expectation of the customer. Court Case Management System is one of the oldest e­

government projects that had been implemented in the early 2000s. CCMS comprises 

different services integrated like online registration using website, free call, e-filing, online 

video supported court (video conference) services in different regions at selected towns, and 

evaluation of service delivery. Hence, CCMS represent e-government and this study will 

focus on the evaluation of e-government services of public value in Federal Supreme Court. 

The research identify the drawbacks in e-government service delivery of FSC and the current 

status of the e-governt. 
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1.3. The research questions 

The research question that will be answered by conducting thi s study is: 

a) To what extent are the public va lues addressed by the e-government services in 

Federal Supreme Court? 

b) What are the challenges in relati on to attaining the public values sought by the e­

government servi ces in the Federal Supreme Court? 

1.4. Objective of the study 

1.4.1. General objective 

The general objective of this study is to evaluate the public va lue of e-government serv ices 

and challenges assoc iated to it in ethiopia th rough a case of court case management system 

(CCMS) in Federal Supreme Court. 

1.4.2. Specific Objectives: 

~ To identi fy evaluati on framework from extant literature that help to measure public value 

of e-government services. 

~ To identi fy current status of e-Government services in meeting the public value 

~ To forward poss ible recommendations for stakeholders intervention to address challenges 

associated with e-government services in attaining public value expected 

1.5. Significance of the study 

The court in its very nature faces challenges from customers with regard to efficiency in its 

customer handling. People complain services even though how far the system tries to solve 

complains and put justice for all as fa r as judiciary system is concerned. Once and for the 

most way out of grumble, the Supreme Court had installed e-services, which help the 

customer or citizen who needs legal advises. Thi s study was conducted to evaluate the public 

value of those e-government services delivered. Therefore, it had presented findings that 

could help the management include it in the strategic plan to dev ise so lution. The practical 

significance of thi s study is achieved when service deli vered meet the expectation of 

customers. The theoretical significance can be attained through the commitment of 
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organization to arrange and expand the ex ist ing serv ices deli very mechanisms in relation to 

the e-government services public va lue. The public organization's ul timate goal is to create 

va lue fo r the customer; so that thi s study gives emphas is to the public va lue of e-government 

services. 

1.6. Scope of the study 

Nowadays, the increas ing pressure on accountability enforces eva luati ng the effectiveness of 

e-government servi ces. Ex isting studies revea led that accurate and relevant information with 

an appropriate leve l of detail di stributed in a timely manner is cri tica l for creating the public 

va lue of e-government. 

The proposed study explored the public value of e-government serv ices provision in public 

organization above menti oned. Thi s stud y is delimited to Federal Supreme Court. The 

researcher primarily, considered CCMS at Federa l Supreme Court because courts are among 

those public sector institutions with extensive complains from the citizen, and the e­

government is there to address the problem, which has been in operat ion fo r nearl y two 

decades. 

1.7. Organization of the Thesis 

This Thes is is organi zed in five chapters. Chapter I introduces the background of e­

government, e-government serv ices publ ic va lue practice and Court Case Management 

System. The chapter also includes the statement of the problem, research questions, and 

research objectives, significance of the study and scope of the study. Chapter 2 is about 

Literature rev iew. It di scusses what the extant li terature had about the concepts like e­

government services, e-government serv ices public va lue and public va lue. Based on the 

works done by other the research gap and the way forward of the research explored and 

di scussed in thi s chapter. Chapter 3 describes the research design and methodology used. 

Thus, the chapter includes research design, the source of data, sampl ing technique, research 

population, data collection methods, pilot study, validity, reliabil ity, Statistical data analys is 

and ethical consideration. Chapter 4 is all about the analys is of co llected data, interpretation, 

and discussion based on the significance of the key find ings in order to answer the research 

question. Finall y, chapter 5 concludes the thesis. Thi s chapter rev isits the research questions 

to confirm what has been accompli shed in thi s research. It presents a summary of the research 

find ings, the contribution of the research and discusses the limitations of the research. Some 

suggestions for fu rther research in thi s domain are also presented. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.1. Introduction 

The chapter is organized as an overview of e-government, variou e-government perfo rmance 

eva luation methodologies with a specific focus on evaluating the public va lue of e­

government in relation to the theory of public value, sources of public va lue creation, and 

review of related works. The need for evaluating the public value of e-government services in 

FSC is then di scussed. Finall y, a summary of the literature reviewed is presented. 

2.2. E-Government 

The in fo rmation communicati on technology brought remarkable changes in the lifestyle of 

human beings. Currently, citizen and customers want to obtain information/services from 

government or servi ce providers easily with minimum cost in the shortest time. Therefore, 

government and service provider agencies have to establ ish customer focused systems in 

order to meet their objectives. Governments all over the world thrive to establish e­

governm ent that targeted to improve the sati sfaction of citizens, business firm s, and the 

government. The e-government services fac ilitate the interaction and communication between 

customer/citizen and the government (Kasubiene & Vanagas, 2007; UN , 2008). 

Most governments around the world started their e-government projects with a spotli ght on 

prov iding qu ality informati on and services to the citizen, while servi ce deli very platforms 

remained separate and similar across va ri ous government agencies. Service deli very built 

around individual agency fun ctions, structures, information, systems, and capabiliti es are 

alm ost stagnant. The quality of services is ensured by the reduced cost and time that users 

spend on getting services (Ndou, 2004) . Progresses in access ibility and a greater use of 

technology have all owed an expansion of innovati on in ICT so lutions. Nowadays, citizens 

and businesses all over the world are more and more demanding that their governments 

follow the acti on. Therefore, a 2417 convenient access ible user interface with ease of use, in a 

language the user understands, and which is tailored to individual needs is the most 

demanding (Ndou, 2004; UN, 2008). 

E-government can contribute considerabl y to the process of transfo rm at ion of the government 

services in more cost-effecti ve, transparent, responsibility, and accountability manner. It can 
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fac ilitate communication and improve the coordinat ion of authoriti es at different echelon of 

government, within organizations and even at the departmental level. Furthermore, e­

government can improve the speed and efficiency of operations by streamlining processes, 

lowering costs, improv ing research capabilities and improv ing documentati on and record­

keeping (UN, 2008). 

Electronic govcrnm cnt (c-government) offcrs a vast amount of improvement in publi c sector 

erv icc provision performance (World Bank, 2004). Hence, it has significant bencfits for 

citi zens, businesses, and governm ents around the world. It had revea led that the core 

transforming capacities of the Internet include its potential fo r fundamentally reduce 

communications and information co ts, max imize speed, broadening reach, and eradicat ing 

di stancc. Thc key method for achicv ing such goals is E-governmcnt (Jacger & Thompson, 

2003; Ref fa t, 2006; A lshehri & Drew, 20 I 0; Farooquie, 20 II ). The e-governm ent is not only 

about using computers or building Wcb sites for informati on access; it is all about 

transforming the basic relat ionship between government and the citizen. It is about 

transformin g governm ent serv ice deli very by using information communicati on technology 

(Reffat, 2006; lfinedo & Singh, 20 11 ). 

T here are multiple definitions of e-government among researchers and spec iali sts. However, 

the majority of them agrced to define e-governm cnt as government use of informati on 

communicat ion technologies (lCTs) to prov ide citi zens and businesses the opportunity to 

work together and per form business with government by di fferent electronic med ia such a 

te lephone/ ce ll phone, fax, smart cards, se lf-serv ice kiosks, e-mail / Intern et. It is also defined 

as a means for governments to use the most innovative ICT; mainly web-based Internet 

applications to offer citi zens and businesses w ith more suitab le access to government 

in format ion and servi ces, to advance the qual ity of the serv ices, and to provide greater 

prospects to contribute in democrat ic inst itutions and processes (A lshehri & Drew, 20 I 0). It 

is all about how government organizes its administrat ion, rules, regulations, and fi·ameworks 

to carry out serv ice deli very and to synchronize, comm unicate and integrate processes w ithin 

its appendage (A lmarabeh & AbuAli, 20 I 0). T he ultimate goal of e-governm ent is to make 

citi zen more ea iness to access governm ent services (K im, 1m, & Park , 2005) 

Developing countries have taken up the challenges of exp loiting the potential of the Internet 

to disseminate information and to be accessed for the advantage of their cit izens (Kaa ya, 

2004). Howev.er, government website development is considered as the first stage of full 

implementation of e-government services. evertheless, website development alone is not an 
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end; thus, inform at ion must be avail able and the website must be updated regul ar ly (Bai, 

20 13). 

The Ethiopian government devised a strategy for e-governm ent whi ch comprises the 

im plementation of 2 19 c-services of which 79 serv ices and 140 transactional. Accordin g to 

the ministry of communication and in format ion technology website, the e-government 

strategy focused to ass ist the deli very or services and in form ation via alternati ve channels, 

whi ch could be conven ient fo r citi zens (MClT, 20 16) . Thi s stand is encouraging if' so, 

expanded and included all pu blic organizat ions. However, the attention and awareness 

towa rds the e-government arc in its infa ncy; quality of services and sat i fac ti on of users need 

to be considered (Belachew, 20 I 0; Karunasena & Deng, 20 I I). 

Kaaya (2004) pinpoint that the satisfacti on of the customer, effic ient delivery of service and 

ensure easy access to government info rmation online, availability of the In ternet 

in frastructure should be coupled wi th capable human resources with necessary skill s to 

collect and organize info rmation which the citizen give value. Nevertheless, these require 

support and adequate commitments from top offi cials for successful e-government 

im plementati on (Kaaya, 2004), and post-implementation assessment for its atta inment of 

in tended objective (G upta & Jana, 2003; Wang & Liao, 2008). The assessment result might 

help the dec ision makers to lead the organization in the way citizen require that graduall y 

assist to deve lop bargaining power. [n addition to this, the result indicates the potential 

improvement area in e-government development programs (Karunasena, Deng, & Singh, 

20 11 ). 

2.3. Public Value 

Informati on and Communication Technology (lCT) is important in public service reform and 

dri ven by growing concern that the impetus of the e-government projects. E-government is 

not onl y the process of automaticall y putting ex isting services online, but also the broader 

benefi ts of [CT that had been taken into consideration. However, the evaluati on of e­

government services fa il s to provide evidence for the benefit required to make a real impact 

on typical policy debates (Kearns, 2004; Karunasena & Deng, 20 II ), in order to achieve 

public va lue. 

J0rgensen & Bozeman, (2007) suggested that poli tical deliberation and public discourse not 

onl y po int the way to public values but also contribute directl y to them. The public va lue 
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concept in relation to e-government has much to commend . As a criti cal framework related to 

the value created for citizens by the government, the public va lue can be used to help 

decision making, to eva luate performance in the e-government context, to present a link 

between the technology and broader communities (Kearns, 2004) . The public sector must 

serve the entire society; not special interest groups because the public sector is there for 

everybody, it is not the extended arm of a particular class or group. The other values expected 

include the will of people, devotion to society, humanity, and harmony. Social cohesion is 

another obv ious value that has been created and certain bond required to unites them all 

(J 0rgensen & Bozeman, 2007). Hence, soc ially desirable outcomes graduall y achieved 

(Karunasena, 20 12). 

The public serv ices component relates to trust, legit imacy and confidentiality in government 

are critical to public value creation. Even if, formal service and outcome targets are met, a 

fa ilure of trust will effectively destroy developed public value (O' Flynn, 2007). The public 

va lue is something delivered by government to its citizens rather than to individual basis. 

Public value provides a framework that can broaden and deepen efforts of individuals and 

teams to examine organization in particular circumstances; lead them forward to more 

effective democratic governance and value-creating performance. The real work remains to 

be done within any particular situat ions in which public organizations tackle public problems 

and seek so lutions (Moore, 2005). The central theme of public va lue in public organizati on 

becomes more important to have service value that can be examined in relation to e­

government services satisfaction and ultimately develop public trust (Mills, Carter, & 

Belanger, 20 I 0). 

The concept of public value is becoming popular in the United States, European Union, 

Austral ia, and even in develop ing countries due to its capabi I ity for investigating the 

performance of public serv ices from the point of view of citizens (O'Flynn, 2007; Alford & 

Hughes, 2008; Karunasena, 2012). 

Public value has been defined as a framework that helps to connect what citizen belief is 

valuable and requires public resources, with improved ways of understanding what ' publics ' 

va lue and how we connect to them (A nn, 2017). On other hands, it can be defined as the 

accumulation of long-term benefits that go beyond individual self-interests, such as national 

security, fairness , equality (Gasc6, Feng, & Gil-Garcia, 20 18). 
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The va lue or importance citizens attach to the outcome of government policies and their 

experience of public serv ices can be understood as the public value. It provides a new way of 

thinking about the evaluation of government activ ities, and a new conceptualization of the 

public interest, which is defined in an effort to combine efficiency, effectiveness and the 

creation of social value (O ' Flynn, 2007; Bryson et ai, 2014; Scott, DeLone, & Golden, 2015) 

The normative and pragmatic guide fo r those who are in positions of executive authority in 

government constitutes is a public va lue. A technical idea that can be used to evaluate and 

guide government performance - it inquires what value is added by any given policy, 

regulation, program, agency, government constitutes etc.; more than economic costs and 

benefits; it is a theoretical idea about the appropriate ends of government activities (Beck 

J0rgensen & Bozeman, 2007) 

Public values are those prov iding normat ive consensus about the rights, benefits, and 

privileges to whi ch citizens should Ishould not be entitled; the compulsion of citizens to 

society, the state, and to one another; and the principles on which governments and policies 

should be founded. Even though public values in a democracy are typ ica lly challenges, a 

relat ive agreement is apparent from constitutions, legislat ive mandates, policies, programs, 

op inion polls, and other formal and informal sources (Beck J0rgensen & Bozeman, 2007; 

Bryson, Crosby, & Bloomberg, 2014). 

The combination of input, process, output, and outcome measures the creat ion of publ ic 

va lue. There can be di sagreements about how the values are to be conceptualized and 

measured. One implication is that analysts, citi zens, and policymakers should focus on what 

publ ic values are, and on ways in which institutions and processes are necessary to forge 

agreement on and achi eve publi c values in practice (Bryson, Crosby, & Bloomberg, 20 14). 

2.3.1 Sources of Public Value Creation 

Extant literature defined public value in many ways, it refers to the holi stic approach for 

evaluating the effectiveness and efficiency of public service delivery (Bai , 2013). It is also 

defined as the significance or importance citizens connect to the outcomes of government 

policies and their experience of public serv ices delivery (Grimsley & Meehan, 2007; Kamau 

& Wausi, 20 15). The operational definition of public va lue for thi s research is that "public 

va lue is the significance or importance customers attach to the e-government servi ces 

particularl y Court Case Management System (CCMS)". On other hands, extant literature, for 
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I instances, defined publ ic va lue as the value created by the government for citizens through 

the prov ision of public services, pass ing of laws and va rious government activities. Such a 

defini tion helps to identi fy the main sources of public va lue creation. 

The sources of public va lue identified by extant li terature are shown in fig.2.3 -I . These are 

de li very of quality public services (O'F lynn, 2007), the effectiveness of public organizations 

(Karunasena & Deng, 20 II ), and achi ev ing socially desirable outcomes that develops trust 

between the public and the government creates public va lue (Karunasena & Deng, 20 II ; 

Karunasena, 201 2). However, it is argued that trust is a public va lue outcome rather than a 

source of public value creation (G rimsley & Meehan, 2007). Hence, the sources of pu blic 

va lue creation are used as dimensions to make it clear by using some frameworks in the 

fo ll owing sections. 
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Figure 2.3- 1: Sources of publi c va lue creation adopted from Karunasena(20 12) 
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2.3.2 The Kearns (2004) framework for evaluating the public 

value of e-government services 

The public value has been popularized in the modern dri ver of e-government development. 

Even though, several attempts were at deve lopment stages of vari ous approaches fo r 

evaluating the public value of e-government. For instances, Kearns (2004) examined the 

public va lue of e-government directl y by using three sources of public va lues creation 

namely, deli very of quali ty public services, achievement of soc ially desirable outcomes, and 

development of public trust. The public va lue of quality public services deli very is measured 

by: the level of information provi sion, e-government use, availability of choice, the level of 

user satisfaction, the extent to wh ich e-government is focused on user preferences, the extent 

to which e-government is focused on those most in need services, and the cost-effecti veness 

of e-government services (Kearns, 2004; Karunasena, 201 2). 
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Figure 2.3-2: The framework of Kearns (2004) 

Thi s framework lacks the constructs that help to measure the achievement of outcomes and 

development of trust. Some scholars argued that trust is not the source of public value rather 

it is the outcome of the public value. The attainment of the public va lue helps the 

organization to get trust from its customer. 
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\ 2.3.3 The Golubeva(2004) framework for evaluating public value 

of e-Government services 

The framework of Kearns (2004) has been extended to a framework for evaluat ing the public 

value of e-government portal s, which includes three main dimensions: quality of public 

serv ices, public trust, and public policy outcomes. In this case, openness, cit izen-centricity, 

and usability indicators are proposed to measure the public value of public serv ice quality. 

Transparency and interact ivity ind icators are proposed to measure the public value of public 

trust. (Golubeva 2007; Karunasena, 2012) 
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Figure 2.3-3: Theframework ofGolubeva(2007) 
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2.3.4 The Karunasena et al. (2011) framework for evaluating 

public value of e-Government services 

Karunasena et at. (2011) extended Kearns' (2004) framework with the inclusion of 

effectiveness of public organizations as a dimension of eva luating the public value of e­

government. In this framework, the public value of effectiveness of public organizations is 

evaluated by efficiency, accountability of public organization, and citizens ' overall 

perceptions about the effectiveness of the public organization. Citizens' trust in public 

organizations is evaluated through security and privacy of citizens' information, transparency 

of e-government services, the trust of citizens in e-government serv ices, and participation of 
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citizens in e-government. Similar to Kearn ' (2004) approach, the public va lue of public 

service deli very is examined in thi s framework. Thi s framework is applied in eva luat ing the 

perfo rmance of e-government in Sri Lanka by using much of secondary data (Karunasena, et 

al 20 II ; Karunasena, 201 2). 
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Figure 2.3-4: The framework for evaluating public value of e-Government services Karunasena 

et al. (20 II ) 

2.3.5 The Karunasena (2012) revised framework for evaluating 

public value of e-Government services 

Extant literature proposed various frameworks that could help to evaluate the public va lue of 

e-government services as di scussed above. Comparing these frameworks, the researcher 

decided to use the revised framework fo r evaluati ng the public value of e-government 

(Karunasena, 2012) to evaluate e-government services publ ic value of FSC; because the 

rev ised framework comprises the items required in evaluating the public value of e­

government servi ces in thi s particular setup. The rev ised framework consists of th ree main 

dimensions; these are de li very of quality public serv ices, effectiveness of public 

organizations, and achievement of sociall y desirable outcomes. Each dimension further 

di vided into sub-dimensions as shown in Figure 2.3 -1 . 
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Figure 2.3-5: Revi sed framework Karunasena (201 2) 

The rev ised framework for evaluating the public value of e-Government services consists of 

three main dimensions and eleven sub-dimensions as shown in fi g. 2.3 -6. Each dimension 

and sub-dimensions are discussed as follows. 

2.3.6.1 The delivery of quality public services 

The delivery of quality public services can be measured by considering ci tizens' /customers' 

perceptions about the value of the two-way communications between government and 

citizens or customers, and ability to fill and submit online forms and search for information. 

It concerns with the quality of service deli vered through e-Government and the relevance of 

such services with the expectations of citizens/customers (Karunasena & Oeng, 2009; 

Karunasena & Oeng, 2011 ; Karunasena, 201 2; Ha, 2016). It depends on the availabili ty of 

quality information, functi onaliti es of e-services, and citizen focused services(Karunasena & 

Oeng, 2011 ; Karunasena, 201 2; Ha, 201 6) . The availability of in fo rm ation worries about the 

amount, quality and type of information (Ha T., 201 6). 

The availability of multiple e-Government service delivery channels fo r citizens helps to 

access the public services in the 1110st reliable channel. The channels include the cell phone, 

16 I P age 



web portals, call centers, video conference, teleconference, etc. Hence, they save their 

money, time and effort that might be consumed to acce ervice through e-Government 

servi ce delivery as compared to trad itional government ervices deli very. On top of thi s, e­

Government services delivery must be fair that refl ects the extent to whi ch e-Government 

services are available to the whole population including sociall y di sadvantaged groups and 

people with special needs. Thi s is revealed through the ava ilability of resources for 

di sadvantaged groups and people with special needs to acce s e-Government services. 

Therefore, the satisfaction of citizens with e-Government services has di sc losed the 

experience of citizens in using e-Government services (Karunasena & Deng, 20 II ; 

Karunasena, 2012; Ha T. , 2016). Citizen-focused service concerns about the prov ision of 

public services in a user-friendl y manner for satisfy ing the user' s needs (J 0rgensen & 

Bozeman, 2007; Ha T., 2016). 

2.3.6.2 The effectiveness of public organizations 

The effectiveness of public organizations is a key indicator of public value created through e­

Government. This is measured by efficiency, accountab ility, and citizens' perceptions about 

public organizations. A cost-effect ive e-government initiative strives for the operations 

efficiency of public services delivery. A user-centered e-government strategy pays more 

attention to the requirements and expectations of users (Karu nasena & Deng, 2009). E­

government used for improving the efficiency of public organizations by reducing processing 

costs, strategic connections between government organ izations, and creating empowered 

personnel. This can be achieved through the development of better [CT infrastructure, re­

designing public functions, sharin g public information, and empowering organizati onal staff 

(Kearns, 2004; Karunasena, Deng, & Singh, 20 I \ ). 

Accountability refers to the responsiveness of government to the public on its performance. 

[n e-Government, accountability is reflected by the readiness of public organization in 

publishing online its full organizational chart and the contact information of the organizati on 

and its key personnel. The perceptions of citizens' on a public organization when e­

Government initiatives implemented are found by the number of citizens who have positive 

or negative opinion about the e-enabled public organization serv ices (Karunasena & Deng, 

2009; Ha T., 20\6). 
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2.3.6.3 Achievement of socially desirable outcomes 

The atta inment of sociall y des irable outcomes is a major ource of pu blic va lue creation 

through e-Government. It is refl ected by the impact, del iverables, and consequences th at 

public services are designed to reach on. The development of trust between citizens and 

government helps for examining the public va lue of e-Government. It can be asses ed fro m 

the perspectives of securi ty and privacy of citizens' information; transparency of e­

Government services; trust of citizens in e-Government services; and participat ion of citizens 

in public di scussions or decision-makin g (Karunasena & Deng, 20 I I; Karunasena, 20 12; Ha, 

201 6) . 

The security and privacy of citizens' info rmati on in using e-Government services refers to the 

extent to which the government securely manages citizens' personal informati on kept in e­

Government systems. This is often refl ected by individual organizati on ' readines to secure 

citi zens' personal information and development of effecti ve law and regulation with respect 

to the use of e-Government. The public value of confidentiality can be examined through 

ci tizens' perceptions about the confidentiality of citi zens' sensitive in fo rmati on in 

government systems, protection of citizens' identity afforded bye-government systems, and 

the security infrastructure in e-government systems (Karunasena, 20 12). 

The transparency of e-Government refers to the level of which an organization reveals its 

acti vities, processes, and procedures. A transparent government di scloses its performance 

info rmation timely in a regular way. The public trust in e-Government services is measured 

by the citizens' perceptions about the e-Government services delivered by the public 

organization. Trust in e-government is gauged through citizens' perceptions of th e 

trustworthiness of electronic information exchange that citizens make wi th the government, 

protection through laws, and the credibility of the information provided through e­

government. Government' s trust in citizens is measured through the citizens' judgments of 

the degree to which public offi cials trust citizens in e-government interaction. The 

participation of citizens in government affairs can take the forms through the acti ve 

involvement of citizens in the public decision-making process, online consultation services 

with the use of web tool s such as online forum s, blogs, community networks, newsgroups 

and etc (Karunasena & Deng, 20 II ; Karunasena, 201 2; Ha ., 201 6) . Table 2.3-1 summarizes 

the above di scussion. 
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Table 2.3- 1 A description a/the revisedframework 

lIain dimension Sub dimension M easured by 

)eli veryof Quality The quality characteri sti cs of information such as accuracy up-to-date natu re, sim plicity, 

luality Public information relevance and the level of detail 

:ervices 
Functiona l itie the citi zens' perceptions about th e use rulne s or sim ple and complex e-service to obtain public 

of e-servi ces services, and increased sati sfacti on of being able to access e-scrvices 

Citizen focused Citi zens' perceptions about the citi zen-centr ic featu res of governm ent wcbsitcs such as aestheti c 

servi ces attracti veness, choice of mu ltiple languages, easy navigabi lity among pages, search fac ility, 

printability of content, and meaningfulness and the simplicity of URL ass igned to the websi te, 

and the alternati ve channels that prov ide access to pub lic scrvices such as indi vidual websites, 

one stop portals, ca ll ccntre serviccs, and mobi Ie. 

:f l'ecti vencss of Organ izati onal T hen organi za ti onal effi ciency, openness of public organizati on ', and responsivencss of publi c 

.ublic effi ciency organ izations 

.rgani zations Responsiveness the citi zens' perceptions about publ ic organi zati ons' timely responses to their inquiri cs made 

through e-government 

Openness Citi zens' perceptions about the cxtent to which top publi c offi cials' contact info rmati on is 

di sc losed onl ine, th e provision of informati on on how publi c organi zation make dcc isions, th c 

provision of policy drafts onl ine for ci tizens' consultation, the abi lity to submit complai nts or 

comment online about the activiti es of public organizations 

Ichievement equity citi zens' perceptions about th e avai lability of e-government information and ervice In loca l 

,f sociall y desirable languages, compliance of government websites with access ibi l ity standards, the ava i labi l ity of 

)u tcomes specifi c e-government content for ethnic minori ti es, es tabli shment of ki osks in rural semi-urban 

areas to provide access to e-government, and affordable access to ICT infrastructure in rural and 

semi -urban areas 

sel f-development Achievement of soc iall y desirable outcomes for a entire sector through e-government 

con fidentia l ity Cit izens' . perceptions about the confidentiality of citi zens' sensit ive information in government 

systems, protecti on of citi zens' identity afforded by e-government systems, and the security 

infrastructure in e-government systems 

Trust Citi zens' perceptions on the trustworth iness of electronic transactions that citi zens make with 

the government, protection through laws, and the credibility of the inform ation provided 

through e-government. Government's trust In citi zens is measured through the citi zens' 

judgments of the degree to which public offi cials trust citi zens in e-government interacti on. 

Environmental Specifi c informati on systems to monitor and control environmen tal threats, degree to whi ch e-

sustai nabi I ity government systems contribute to protecting environment, Green IT plan fo r contro lling 

I 
threats fi'om e-government 

i 
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2.4 Review of Related Works 

The studies conducted on e-Government services can be categorized by the purpo e fo r 

which the research is done, the methodology used to addre the re earch prob lem or the key 

findin gs the research brought. Using these parameter related work were rev iewed a 

fo llows. 

Funilkul et al. (2006) proposed eva luation framework for e-Government services. The tudy 

prov ided management with a direction to better achieve the quality e-Government ervice 

and assure citizens about the quality of service prov ided by government organization 

(Kasubiene & Vanagas, 2007; Alnaser et aI. , 201 4; Eshetu , 2015 ; Worku, 20 16). An 

evaluative framework for anal yz ing e-government convergence capability in developing 

countries was studied by Banerjee & Chau (2004). According to this stud y, developing 

countries like Ethiopia lag far behind, which help to converge the government service using 

e-Government initiatives. Evaluating e-Government service were as essed by Osman et al. 

(2014); according to the assessment made, the transformation of publ ic adm in i trat ion 

servi ces, improved take-up by citizens and businesses are revealed. The sustainability 

framework for e-Government success and further validated the model and assess acceptance 

of the e-Government services put in place in the WoredaNet infrastructure in Ethiopia was 

developed by Lessa et al. (20 II ) and Lessa (201 5). 

Generally, the study focu sed on the evaluation framework of e-Government services (G upta 

& Jana, 2003 ; Banerjee & Chau, 2004; Pathak, et aI., 2008; Lessa, 20 15). The achievement of 

the goals of the e-Government initiative is di scussed. However, the expectations of citizens 

from the e-Government project implementation perspecti ve and the outcomes related to e­

services were overlooked in the Ethiopian context. Although Banerjee & Chau (2004) put 

Ethiopia as the country that might not come to the table in the short or long period of time in 

view of the fact that the proposed framework considers the political, social and economic 

factors impact on the e-government capability and convergence potenti al. 

However, the Ethiopian government devised the strategy for e-government whi ch compri ses 

the implementation of 21 9 e-services of which 79 services and 140 transactional (MClT, 

201 6) . The current situation seems to draw the attention of hi gher offi cials (Fekade, 20 18; 

Girma, 2018). According to Fekade(20 18), a wide range of tasks are underway to modernize 

the governance situation in the country, electronic services have gone operational. Call 

center's services that allow the clicking and back scratching of citizens and organi zations 
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have had the attention of MCIT. The ca ll center erve a communicat ion platfo rm , through 

ca ll centers, di ffe rent federal and regional government organi zation exchange in fo rmation 

with their clients. Girma(20 18) explained that the im plementat ion of ICT at the Federal 

Supreme Court (FSC) has been improv ing the efficiency and access ibili ty of the service 

delivery process, minimizing travel expen es of customer , and all owing courts to rev iew 

more cases at a time. 

I-I alari s et aI. , (2007) examined a mul ti-faceted summary and class ificat ion of the ex isting 

li terature fo r e-government services; outline the main components of a quality model fo r e­

government services. The paper prov ided info rmation about the main components of a 

quality model that might be used fo r the continuous moni toring and measuring of public e­

services' quality. Gupta & Jana, (2003) di scussed an appropriate strategy to mea ure the 

tangible and intangible benefi ts of e-government services del ivery. According to the re earch, 

tangible and intangible benefits of e-government can be measured when the e-government 

assume its mature stage with proper info rmation systems in place. Belachew (20 I 0) studi ed 

the potential of e-Government projects and initi at ives fo r deve loping countri e ; the researcher 

po in ted out that, it requires hard working in human re ource deve lopment, in provid ing 

different policy, legal and procedural issue and the co llaborati on with the pri vate sector to 

allev iate the bottleneck in the sector. Kaaya (2004) determined the status of government 

websites in e-Government services based on three east A frica countries; the study comes up 

with indicators for individual governments to strive toward advanced stage of e-Government 

implementation. 

Pathak et aI. , (2008) studied factors generating the potential of e-Governance to mitigate 

corruption. The resul t from the research revea ls that e-Government help to improve 

government-citizen relationships since e-government initiat ives prov ided government and 

citizens with multiple communication channels. Accordin g to Tadele (20 14), public 

awareness and stakeholder participation are critical fo r the implementat ion of e-government 

program, which has several encouraging features. These are implementation, achievement, 

the problems/ challenges of managing e-government program/ ini tiati ve. Worku, (20 16), 

studied the role of E-governance in quality public service delivery and good governance in 

public organizati ons. The findin gs of the research show that e-Government platfo rms 

implementation has pos itive effects on improv ing publi c service qualiti es. 
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Reviewed articles that are studied in Ethiopia focu ed on e-Government program initi ative 

success, challenges, as discussed above. The researcher focu ed on the public value created 

bye-Government services to shade light on the value that citi zen mi ght be obtained from the 

e-government services; in the vi ew of the re earcher in Ethi op ia public va lue of e­

government is overlooked. The researcher tr ied to inve tigate the ample benefits of e­

government services by using revised eva luation framework for the public value of e­

government services developed by Karunasena, (2012). 

Karunasena & Deng, (2009) proposed the framework for the eva luation of the public va lue of 

e-government serv ices, by using case study the framework wa validated, two year later in 

20 II they develop and validate a framework for effectively evaluating the public value of e­

government (Karunasena & Deng, 20 I I). Karunasena, (2012) revi sed the fram ework and 

again validated by using case study for investigation of the public value of e-government in 

Sri Lanka. Table 2.4-1 summarizes the above di scu sion. Thi summary revea led that 

researches conducted were focusing on initiative, acceptance, and ucce of the e­

government projects in Ethiopia. However, the value obtained through the e-government 

project is not studied in Ethiopian context. Therefore, this study tried to identify the public 

value the e-government services delivered. 
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Table 2.4-1 Previous Researches conducted on e-Government Services 

Author(s) Objective(s) of the study Key finding(s) Contribution(s) 

Funilkul et Propose evaluation framework for e-Goverrunent the service evaluation processes combined with providing management with a direction to better achieve 

al. (2006) services 
four domains stages of development, and 24 the qual ity goals of e-Goverrunent services and assure 

service processes are achieved with support from citizens about the quality of services provided by 

the service resources government organizations 

Halaris et present a multi-faceted summary and classification information about the main components of a the management of public organizations in order to 

al. (2007) of the existing literature in the field of quality of quality model that may be used for the measure and monitor the qual ity of e-services del ivered 

service for e-government and outline the main continuous monitoring and measuring of public to citizens 

components of a quality model for e-government e-services' quality 

services 

Gupta & to choose an appropriate strategy to measure the tangible and intangible benefits of e-government, provides a direction for the evaluation of e-government 

Jana (2003) tangible and intangible benefits of e-government a mature stage with proper information systems projects in the future 

in place 

Belachew assess the potential of e-Government projects and major lesson learned in being successful in e- work hard in human resource development, in availing 

(20 10) initiat ives for developing countries Government initiatives the different policy, legal and procedural issue 
collaboration with tJle private sector which are basics for 

success 

Kaaya to determine the status of government websites results were matched with a four-stage model of serve as indicators for individual governments to strive 

(2004) 
e-Government growth based on the status of toward advanced stages of e-Government 

websites from simple to sophi st icated features implementation 

KaSubiene the analysis of e-government conception in order to Evaluation of e-govemment services qual ity theoretical grounding of e-services quality and the 

& Vanagas c1ari fy important aspects for e-government services depends on stages of e-govemment maturity: evaluation of customer satisfaction characterizes as 

(2007) quality evaluation provision of informat ion, two-way variety of e-service quality conceptions and different 

commun ication. transaction services. treating aspects of evaluation of eservices quality 

transforming process 
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Banerjee & evaluative framework for analyzing e-government the quali ty and range of government information recommendation for the developing countries is that e-

Chau convergence capability in developing countries and services vary significantly across the 
government plans may need to work on a three-pronged 

(2004) 
countries, attributed in some measure to the e- approach to address the G2G, G2B and G2C domains 

leadershi p capabi I ity of the countries simultaneously 

Alnaser, to determine the major dimensions of e-service five key dimensions of e-service quality, 

Almsafir, quality and examine how these dimensions affect including ease of use, reliability, system 

& Alshoura customer satisfaction 
availability and responsiveness from the 

Suggests for future research 

(2014) 
perspective of online companies, and trust from 

the perspective of customers 

Osman et Evaluating E-government services Transformation the assessment appro~ch lies in its capability to transformation of public administration services and 

al. ( from stakeholders' perspectives 
provide informed suggestions to set targets to improved take up by citizens and businesses 

2014) 
improve an eservice from the perspective of all 

engaging users 

Lessa develop a sustainability framework for e- leadership outshined as a vital factor, the 
provides an understanding on the local best practices, 

(2015) Government success 
implementation, institutionalization and 

local contextual factors , building on local knowledge, 

utilization of WoredaNet 
local participation and ownership ofthe target group 

examine the level of roll out of e-Government at services are integrated in seamless manner, fi scal recommends a more robust transformational change, 

ERCA L TO for improved service quality and to transparency is enhanced, knowledge than mere automating of existing process, towards the 

Eshetu recommend on solutions for challenges and system management is optimized, e-Payment augments higher stages of e-Government directed by a 

(2015) flaws experienced so that ERCA 's contribution e-Filing, 
comprehensive e-Government strategic plan 

towards the GTP goal is enhanced 

Lessa, further val idate the model and assess acceptance of to the success of Services implementation in the important input to policy makers and concerned 

Belachew, the e-Government services put tn place in the WoredaNet by examining acceptance and government bodies in the effort to make the existing 

& Anteneh WoredaNet infrastructure in the country 
utilization issues amongst the users since users' services of WoredaNet more efficient and effective 

(20 11 ) 
acceptance of the technology is crucial for its devi se the way how future expansion effort and 

ultimate success 
promotion of services of WoredaNet can be approached 

Karunasena To demonstrate the applicability of the proposed 
proposed framework is effective in assess ing the proposes a conceptual framework for evaluating the 

& Deng framework, a case study of evaluating the public public value of e-government and identifying the public value of e-government from the perspective of 
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(2009) value of e-government areas for improvements in e-govemment citizens 

Karunasena develop and validate a framework for effectively delivery of quality information, onl ine services, provides government with an effective means for better 
& Deng evaluating the public value of e-government citizen focused servicesof online information and understanding the impact of their e-government efforts 
(2011) services, efficiency and openness of public on their citizens and societies, leading to better policies 

organizations, equity, trust, self-development of and strategies being made for of e-government 

citizens, and public organizations' 

investigate the public value of e-govemment in Sri some of the government organizations do not theoretical framework for evaluating the performance of 

Karunasena Lanka adhere to quality standards of public infonnation e-government with the use of the concept of public 
(2012) onl ine, lack offunctionalities of the e-services value, app licability of the mixed-methods approach in 

public value of achieving socially desirable evaluating the performance of e-government; 
outcomes through e-government is assessed with 
the use of the framework 

Pathak et factors generating corruption and the potential of e- not motivated to build sound government-citizen strategic implementation of e-Governance can help 
al. (2008) Governance to mitigate corruption partnershjps; Bureaucracy is more or less opaque improve the critical variable in combating corruption-

and very little time, cost are major constrllints in govemment citizen relationships 

public service delivery 

Tadele To gauge the extent to which e-govemment Public awareness and stakeholder participation creating efficient and effective collaboration and 
(20 14) program/ initiative is implemented, To assess the are critical for the implementation, e-government integration among users of the program, government has 

achievements of e-government program/ initiative, program has several encouraging features to enhance active stakeholder participation, in particu lar 
To identify and analyze the problems/ challenges of design and implementation phases of the program or 
managing e-government program/ initiative program projects to gai n expected outputs! outcomes 

Worku exploring the role of E-governance on quality public E-government platforms implementation has showing the positive effects of E-governance on 
I 

(20 16) service delivery and good governance in public positive effects on improving public service improving service qualities and promoting good 
organi zations qualities governance 

! 
-

25 I P age 



2.3. Chapter Summary 

Ex isting related literature had been rev iewed in rder t hav wide und r tanding in the area 

and to justify the current research. Researche carried ut in thi pian c ntext n e­

government had focused on the ini tiative (8elachew, 20 I 0), acceptan e (Le a, ega h & 

Amoroso, 20 II), success (Lessa, 20 15) and ustainability (Le a 8elachew, & Anteneh , 

20 II ; Lessa, 2015), challenges (Tadele, 20 14; E hetu 20 15), development and i ue 

(Pathak et aI. , 2008) and quality public service deli very (E hetu 20 15' W rku 20 16) and 

good governance (Worku, 2016) of the e-government. In the re earcher knowledge, there i 

no research conducted on e-government services public va lue. tud ie c nducted in thi area 

revealed that it is worthy to study the public va lue ofe-government ervice in order to gauge 

where the organization is, what the public require the organ ization to d what the pub lic 

expect from the e-government to deliver. 

The public value of e-government after it implementati n focu ing n how far it ha 

achieved intended object ive should be studied (G upta & .l ana, 2003 ; Karuna ena & Deng, 

2009 ; Scott, DeLone, & Golden, 20 15 ; Kamau & Wau i, 20 15). Th r fore, the utput that the 

e-government delivered, the perception of served people about ervice, the ex pectation f 

served people must be assessed. 
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CHAPTER THREE 

RESEARCH DE IGN AND METHODOLO Y 

3.1. Introduction 

A re earch des ign is an overall appr ach t addre a r ear h pr blem fr m th th 

foundation of the re earch to th c lIect ion, analy i and interpr tati n f data. R ea rch 

methodology can be con idered a a framework fI r guiding the re ear her t v ard the 

accompli shment of the re earch objective . Appropriate re ear h de ign and gy 

elect ion for the research proj ect depend on the natu re of the r earch. Thi r ar h aim 

inve ti gate the public value of e-gov rnment erv ice in Federal uprem urt, whi h i 

both confirmatory and exploratory. The confirmatory and ex pl rat ry natur f thi re car h, 

therefore, requires the adoption of a mixed-meth d meth d I gy. The mi xed-meth d 

methodology is obtained by merging the qualitat ive and quantitat ive re ear h appr ache. 

uch a methodology is recommended for tud ying i ue related t rea l-w rid practi e uch 

a e-governm ent perform ance evaluation (Karuna ena & Deng, 20 I I ; K aruna ena, 20 12) . 

This chapter de cribes the research de ign and methodology u ed to accompli h the re ear h 

objecti ve of this study. Thus, it di cu sed the research de ign and techniques u ed to an wer 

the research questions. A ccordingly, re earch design , re earch data, the cope of the tud y 

and research population are di cussed on top of the tudy in trument que ti oner , document 

analys is, and observati on. The chapter also pre ent pil ot study, va lidity, reliability, ethi ca l 

concern and research limitati on. 

3.2. Research Design 

The research design for thi s study was descript ive focu ing on the e-governm ent u er 

tho e who have awareness toward the e-governm ent particularl y court ca e management 

system. To address the research que ti on data wa co llected from u er of M at th 

Federal Supreme Court. Respondents were selected by ava ilability ampling technique fo r the 

main data collecti on too l. Questionnaires, ob ervation , and inter ie\ ere appli ed fo r data 

co llection. However, que tionnaire wa the main data c lie ti n and the ther u d a 

upplementary too l. 
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3.2.1 Sample 

The target population is citizens who have u ed e-government er ice parti cularl y urt 

Case Management System (CCMS) that i implemented by the Federa l upreme ourt fI r e­

government service provision. The Federa l upreme ourt ' reco rd h w that 500 cu t mer 

fro m different social , economic, and educational background were vi iting the F per day. 

The researcher took 20% of customers dail y visiting FSC to make the ample repre entat ive; 

that is 100 customers as a sample per day for five con ecutive day ; hence, 500 ample ize 

was taken. 

The sample se lecti on was systematic i.e. , the ratio of the number of cu tomer vi iting F 

per day to the sample taken per day has been taken a the indi vidual ample of the tudy; i.e., 

every fifth registered customer was selected. In thi ca e, when the fi fth cu tomer wa n t 

willing, the next customer was considered. For the purpo e of thi tudy, ava il ability 

sampling was applied. Because there were, indi viduals unwilling to re pond , however, 111 

standard sampling method very few samples of the hidden populati on can be found . In 

addition, purposive sampling technique was employed to collect data from key re pondent 

like experts and CIOs using the interv iew. 

3.2.2 Instrument 

Data collection instruments were des igned carefu lI y; becau e poorl y designed too l may not 

generate the intended information. Therefore, survey and interview questionnaire de igned in 

order to capture required information. The primary instrument for data co ll ecti on wa the 

questionnaire. For triangulation propose data was co llected using in terview and document 

rev iew. The interview questions were made open-ended questions to obtain add itional 

information. 

The variables in thi s study were adopted from revi sed framework (Karunasena 20 12): quality 

of information (QI), delivery of services (DS), citizen-focused service (CFS), the effic iency 

of public organizations (EPO), achievements of sociall y desirable outcomes (ASDO), 

openness of public organization (OPO), responsiveness of public organization (RPO), eq uity 

serv ice delivery (ESD), and trust in services (TS) (Karun asena & Deng, 20 11 ; Karuna ena, 

20 12). The other variables were demographic related; the e are gender, age educati onal 

background, work experience, and e-government service exposure and per onal judgment 

towards e-government services provided by Federal upreme COUli (F C). The ucce that 
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the e-government services achieved, the benefit obtain d ~ II v in g th e-g ernm ent 

services installment and the ex pectat ion of the re pondent con ider d a va ri ab le in thi 

study. 

3.2.3 Procedure 

The li terature review helped to develop or identify c ncept In the eva luat i n of e­

government services of the given organizational contex t. By comparing diffe rent framewo rk 

fo r evaluating the public value ofe-government ervices, it was found that revi ed framework 

for evaluating the public value of e-government (Karuna ena 20 12) wa more appropriate; 

because of it is more comprehensive and includes variable requi red for eva luati n. 

3.3 Research Method 

Both qualitative and quantitati ve methods are employed at di ffe rent tage ofthi re ea rch in 

an effort to triangulate data sources and prevent common ource bia of elf-reported data 

(Ann, 2017). The researcher applied convergent para llel mi xed-method (Karuna ena, 20 12), 

quali tative and quantitative research approach to answer the re earch que tion . Ad ption of 

this method is due to its capacity to prov ide di fferent but complementary data on the ame 

research problem. It also provided the researcher with a better under tanding of the re ea rch 

prob lem, and its ability to overcome the weaknesses associated with each approach. The 

capability to triangulating (Ann , 2017) results obtained from the independently analyzed 

quantitative and qualitative data was another advantage of the method in thi s re earch. 

3.3.1 Data collection 

The survey questionnaire has been used to co ll ect quantitati ve data from the customer of 

FSC. The researcher collected questionnaires fill ed by respondent after a reasonab le time fo r 

response and waiting for the paper to be returned. On the other hand , quali tat ive data was 

co llected from CIO and other key experts using the interview guide questions. The secondary 

data was collected by document review. Prior to the admini stration of the study, a pilot test 

has been conducted for testing the consistency of the items. By doing this, the reliab il ity of 

the instrument was checked and the Crombach's alpha va lue has been computed by SPS . 
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3.3.2 Data analysis 

Research results were interpreted from the quantitative and qualitative per pective f th 

research process to generate effective output. The qualitative and quantitative data wer 

analyzed independently. The quantitative data co ll ected by que ti nnaire had rgani zed and 

anal yzed using statistical package for social cience (P ) tool ; the de cripti ve tati tical 

data analysis technique was employed. Thematic anal y i wa employed to analyze 

qualitative data collected by interview. Thematic analy i i a popular technique that involve 

identifying, analyzing and reporting pattern (central idea) within a qualitative data et 

(Karunasena, 2012). 

3.3.3 Validity and Reliability 

No matter what technique is used to analyze quantitative and qualitative data, the va lidity and 

reliab ility of the research findin gs are always critical. The five type of va lidity in qualitative 

data, namely, descriptive validity, interpretative validity, theoretical va lidity internal va lidity, 

and external validity were verified. The thematic analy i findin g for mak ing ure that 

partic ipants ' viewpoints, experience, thoughts, and feel ing interpreted and portrayed 

accurately in the research, participants' exact words are provided as direct quotation in the 

themat ic analysis findings . 

Quantitative validity and reliability 

Re liabi lity can be defined as the ability of the technique to demon trate the ame re ult . 

Reliab ility was verified using triangulation , since triangulation een a a powerful mean to 

increase the reliability. Information obtained through intervi ew was verified by document 

analys is if there is any divergence it will be checked and corrected (Cater-Steel & AI-Hakim, 

2009). 

The instrument designed with wordy sentence may result in the unreliab le result. Therefore, 

care had been taken in the instrument design. Accordingly, the instrument designed with 

simple and clear sentences generate a reliable result. The reliability had been checked by 

repeatedly administering the instrument. In order to obta in reliab ility in this particular study, 

the pilot test was conducted; hence, Cronbach's alpha had been eva luated to attain tati tical 

reliability of the instrument. 

The quantitative validity checked whether the measure accurately reflect the concept it i 

intended to measure or not. Therefore, the in strument reflected rea onable re ult. The 
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evaluators as observers, raters, grader , interviewer , may ha e influ nced the alidit f 

study findin gs and coders gained ex perience, became tired, btained a mpl t 

understanding of the project, or eased their expectation f te t ubj ecL . Hen e are ha b en 

taken in order to avoid such character that might revea led by the eva luator. 

Qualitative validity and reliability 

Documenting steps asserted qual itative val id ity, triangu lation of data fr m di fferent urce 

using different methods. Full documentation of data- chain of evidence wa u ed in order t 

check the validity of information/data obtained. Logical connection between data and 

conclusions deduce the validity of data. In addition to thi the con ciou and deliberate 

inclusion of data that might not support thesis is to show the val idity of inform ati n/data. 

attentiveness to entertain alternat ives, self-reflection, acknowledgment f wn bia , review 

of preliminary reports, and awareness of limitat ion help to a ure the va lidity f 

information/data (Creswell, 2014). 

For qualitative reliability check, details of method and abundance of upp rt were applied 

to present evidence of qualifications; the as umptions (and po ible bia e ) were made clear. 

The research questions were stated clearly, early tage of the tudy were app li ed t generate 

focused and observed for an adequate period, acro a full range of activiti e data were 

collected from multiple sources, and analysis was prepared. 

3.4 Chapter Summary 

Th is chapter aims to pick an appropriate research design and methodology to answer the 

research questions. Having reviewed various research methodologies, the convergent parallel 

mixed-methods research methodology is adapted to answer the research questions. Adoption 

of thi s methodology is due to its capacity to provide different but complementary data on the 

same research problem, thus providing the researcher with a better understanding of the 

research problem, and its ability to overcome the weaknesses associated with each approach . 

The capacity to triangulate the results found from the independentl y analyzed quantitative 

and qualitative data is another benefit of using this methodology in this research. With the use 

of convergent parallel mixed-methods research methodology, quantitative and qualitative 

data were collected respectively by using a survey que tionnaire and inter iew . Collected 

survey and interview data were analyzed using SPSS and thematic anal i . omprehen ive 

discussions of the analysis of survey and interview data are pre ented in the ub eq uent 

chapters. 
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CHAPTER FOUR 

DATA PRESENTATION AND DISCUSSION 

This chapter has attempted to answer the research que tion by th r ughl y analyz in g and 

di scussing both quantitat ive and qualitative data collected u ing que tionnaire, d cum ent 

ana lys is, interviews and observations at FSC. The chapter compri e over view reli ability 

and validity analys is, data presentation, the profile of re pondent di cu ion and chapter 

summary. 

4.1 Overview 

The researcher has distributed overall 500 questionnai re in 14 working day ba ed on the 

data collection strategy des igned in chapter three. The re earcher co ll ected que ti nnaire 

filled by respondent after a reasonab le time for re p n e and wa iting ~ r the paper t be 

returned. Some people were not willing to respond , becau e they were bu y t have d ne 

their business at FSC. Some customers took the paper, have read it and returned wi thout any 

response, some people ignored it and 45 took it away. Generally, whil e it wa not meet the 

researcher's plan, the researcher has been fo rced to wait for 14 con ecutive day. Then, 455 

data were collected in general, but from these 421 were most fit, 34 were not clear to u e. 

Therefore, the response rate was 84%. Hav ing the questionnaire co ll ected, then the re earcher 

interviewed CIO, team leader and 2 ex perts at ICT department of F C and collected 

documents compiled on key FSC activities. The data anal ysi wa perform ed by usin g 

strategy devised in chapter three, in order to answer the research questions. The co llected 

data have entered into SPSS version 20 for statistical analysis. 

4.2 Reliability and Validity Analysis 

Reliability is concerned with the ability of an instrument to measure consistentl y and closely 

associated with its validity, but the reliability of an in trument doe not depend on its va lidity 

(Tavakol & Dennick, 20 II ; Warmbrod, 20 14). Lee Cronbach introd uced alpha in 195 1 to 

provide a measure of internal consistency of a test or scale; it i expre ed a a number 

between zero and one. According to Tavakol & Dennick, (20 I I) when item in a test are 

correl ated to each other, then the value of alpha is increa ed , and till a hi gh coeffi cient alpha 

does not always imply a high degree of internal con istenc . Tavakol & Dennick, (20 I I) 

exp lained that the length of test affects Alpha value' i.e. the hort the te t the mall the va lue 
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of Alpha will be. Tavakol & Dennick, (20 II ) ugge t d that re ea r h r h uld n t depend n 

published alpha values and should mea ure alpha each time the te t i adm ini teredo 

Therefore, the researcher takes into con ideration and checked alpha alue a the te t i 

employed. 

The reliability test has been done prior to the formal data co llection. The ugge ti n ft r m t 

items to be deleted in order to enhance the Alpha value were in ignifi cant. Thereft re, the 

items were retained. The Cronbach's Alpha value obtained are hown in tab le 4.2- 1. Alpha 

should be calculated for each of the concepts rather than for the entire te t r ca le. Th 

implication for a summative examination containing heterogeneou , ca -ba ed que lion i 

that alpha should be calculated for each case or category (Tavakol & Denn ick , 20 II ). 

Therefore, the Cronbach's Alpha has been evaluated by P ver i n 20 wind w ft r each 

category independently. 

The first sub dimension that has been excluded was environmental u tainability; which i 

not relevant to this particular study. It has been a umed to refl ect the envir nm ental related 

concept, which is not encompassed in thi s study. The econd ub dimen ion expe lled out wa 

self-development since it is related status of onesel f and might g nerale irrelevant 

information regarding intended objective. The third sub dimen ion that i removed wa 

confidentiality. It is related to secrecy i.e. irrelevant to the intended objective. 

Table 4.2-1 Cronbach's Alpha values of 

Category No. item Cronbach's Alpha 

To what extent the e-government service del iver qual ity information 5 .754 

To what extent the e-government service delivery initiat ives are important 5 .797 

To what extent the e-government service delivery is citizen-focused 4 .606 

To what extent the e-government service improves the performance 5 .792 

efficiency of public organization 

To what extent the e-government service improves the openness of public 5 .860 

organ izations 

To what extent e-government serv ices improve the responsiveness of 5 .848 

public organizations 

To what extent equity, as an outcome of e-government a ervice i 4 .8 19 

important to you and the society 

To what extent trust as an outcome of e-government is important 5 .873 
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Reliability was verified using triangulat ion ince triangul ati n een a a p " rful mean t 

increase the reliability. Information obta ined through intervie\ wa erifi d b d um ent 

rev iew when there is any divergence it ha been checked and c rrected ( ater- teel ' 1-

Hakim, 2009). However, there was no such encountered di crepan y. 

The instruments used in data collection were the que tionnaire interview, b ervati nand 

document rev iew. The questionnaire wa designed in five pint Likert ale. The Likert 

sca le was ordinal that measure eight different items and the e item intern have f, ur t fi ve 

sub-items which direct ly measured by the Likert type ca le. In thi ca e, th Likert type ca le 

assumed to be summated scores. 

There are two basic concepts that offer justification for reporting and in te rpreting ummated 

scores derived from Likert-type sca les. The first i the propo ition that a ingle tatement 

does not defi ne the construct being measured but it i defined a a multiple-item ca le. The 

second concept characterizes, the logica l follow of core deri ved, which are ummated 

scores determined by a composite of responses to multiple item 

single items (Warmbrod, 2014) 

The principle of aggregation, according to Warmbrod, (20 14) i the lll11 of re pon e t a et 

of multiple items is more stable and unbiased estimate, which i are p n e t a ingle item in 

the set. Empirically demonstrates that summated cores derived from respon e to multiple 

items on a Likert-type scale are more reliable than respon e to single item compri ing the 

scale (Warmbrod, 2014). The questionnaire administered was categori ca l, that i each 

category intended to measure particular concept. Therefore, each category ha been treated 

independently and the sum of items in each category evaluates the ub-con truct. After the 

sum has taken then the third quartile has been evaluated using SPSS window ver ion 20 . 

4.3 Demographic Data Presentation 

Various clients from different social setups visit the FSC dail y accordin g to the explanation 

given by an expert from ICT department of FSC. Even though the participant of thi tud y 

were limited to age group greater than or equal to 18 years there i th e pecial sy tem for 

ch ildren below 18 years old. Regarding educational background , th e re earcher tried to 

incorporate those who can read and write up to MSC/BSC and abo e. Moreo er, occupati on, 

gender, and marital status were included in the demograph . According to, tab le 4.3 -1 

416(98.8%) explained their gender whereas 5(1.2%) were I' corded a th e mi ing alue. The 
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va lid response shown in the same table revea led that 178(42. %) parti ipan t \ ere fema le 

and 238 (5 7.2%) male. 

4.3-1 Respondents Demography - ender 

Gender Freq uency Percent Val id Per ent 

Female 178 42.3 42.8 
Male 238 56.5 57.2 
Total 416 98.8 100.0 
Missing 5 1.2 

Tota l 42 1 100.0 

The tab le 4.3 -2 shows age group that 4 15(98.6%) clea rl y put their age but 6( 1.4%) m i ed. 

According the table, 140(33.7%) belongs to 18-30, 179(43. 1%) were in 31-45 , 92(22.2%) in 

the 46-60 and 4( 1 .0%) above 60 age groups. 

Table 4.3-2 Respondents Demography - Age 

Age Frequency Percent Va li d 
Percent 

\8-30 140 33 .3 33.7 

31-45 179 42.5 43 .1 

46-60 92 2 1.9 22.2 

Above 60 4 1.0 1.0 

Total 4 15 98.6 100.0 

Missing 6 1.4 

Total 42 1 100.0 

Table 4.3-3 shows that 159(38.5%) participant were marri ed, 177(42.9%) single, 63( 15.3%) 

divorced, and 14(3 .4%) widowed. In general, 4 13(98. 1 %) were depicted their marita l status 

whereas, 8( 1.9%) said nothing about their mari ta l status. 

Table 4.3-3 Respondents Demography- Marital Status 

Marital Status Frequency Percent Va lid Percent 

Married 159 37.8 38.5 

Single 177 42.0 42 .9 

Di vorced 63 15.0 15.3 

Widowed 14 3.3 3.4 

Total 4 13 98.1 100.0 

Miss ing 8 1.9 

Tota l 42 1 100.0 
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The result from table 4.3-4 revealed that 98.1 % expre d their upati n and I. % r fu ed 

to tick the space provided. However, Participant fr m the g ernm ent'vv re 27.1%, 1 ri at 

company 4 1.6%, merchant 23 .2%, tudent 6.3% and ther 1.7%. 

Table 4.3-4 Re!5pondenlS Demo raphy - 0 upafion 

Occupation Frequency Percent Valid Percent 

Government 112 26.6 27.1 

Private Company 172 40.9 41.6 

Merchant 96 22.8 2 .2 

Student 26 6.2 6.3 

other 7 1.7 1.7 

Total 413 98. 1 100.0 

Missing 8 1.9 

Total 421 100.0 

The educational background shown in tab le 4.3 -5 depicted that 411 (97.6%) parti cipant 

expo ed their qualification but 10(2.4%) participants omitted it. Acc rding t the table, 

Secondary school complete and less were 2.7%, Diploma 9.5% BA/B 65.5%, M /MA 

and above 21.9%. 

Table 4.3-5 Respondents Demography - Educational Background 

Qualification Frequency Percent Valid Percent 

Secondary school complete 
II 2.6 2.7 

and less 

Diploma 39 9.3 9.5 

BA/BSC 269 63 .9 65.5 

MSC/MA and above 92 21.9 22.4 

Total 411 97.6 100.0 

Missing 10 2.4 

Total 421 100.0 

The table 4.3-6 shows that 411 (97.6%) respondent u e e-Government and 10(2.4%) 

respondents not. According to the same table, 393(95.6%) re pondent cho e ' Ye ' and 

18(4.4%) 'No'. 
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Table 4.3-6 Ihe e- OVernllleJ7l a e 

Frequency Per ent Valid P r ent 
No 18 4.3 4.4 
Yes 393 93.3 95. 
Total 4 11 97.6 100.0 
Missing 10 2.4 

Total 421 100.0 

4.4 Data Presentation 

The extent to which the e-government service deli ver quality infl rmati n an be mca ur d 

through accurate information, up-to-date information, relevant in~ rm ati n inf< rmati n with 

the ri ght level of detail , and simple and understandable informati n. Table 4.4-2 h wn that 

173(41.1 %) respondent agreed that the e-government i delivering qua lity inf< rm ati n but 

248(58.9%) respondent replied the e-Government ervice i n t delivering quality 

information. However, table 4.4-1 reflected that 306(72.7%) re p ndent c nfirmed a curate 

information delivery whereas 115(27.3%) denied. The re p n e from 24 1 (5 7.2%) participant 

confirmed that the information is up to date but 180(42.8%) di regarded. The rea ti n fr m 

262(62.2%) respondent agreed that the information i imple and under tandab le, h wever, 

the rest 159(37.8%) ignored it. On the other hand, the re pon e fr m 189(44.9%) re p ndent 

shows that relevant information is delivered wherea 232(55. 1 %) re p ndent di regarded it. 

The respondents agreed that information delivered with the ri ght leve l of deta il wa 

177(42%) the rest 244(58%) stand on the contrary. 

The summary has been done taking the Likert scale strongl y di agree, di agree and neutral 

into disagree because it require extra effort to convince the re pondent who were in the e 

category, whereas agree and strongly agree were categorized into agree. Hav ing Llmm ary of 

data in these category extra summarization for the sub dimension wa taken by computing the 

third quadrant using SPSS version 20. 
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4.4-1 the e-government 'ervice de/i v . /' qua/it ' il7 ol'llw ti 17 

Responses for Questions 

Not Accurate information 

Accurate information 

Not Up-to-date information 

Up-to-date information 

Not Relevant information 

Relevant information 

Information not with the right level of detail 

Information with the right level of deta il 

Not Simple and incomprehensible informati on 

Si mple and understandable information 

T tal 

T tal 

T tal 

Total 

Total 

42 1 

2 2 
I 9 
42 1 

244 

177 
42 1 

15 

2 2 
42 1 

Table 4.4-2 Summary for the e-government service deliver qualify information 

Summarized responses Frequency Percent 

The e-government service not deliver quality information 248 8.9 

The e-government service deliver quality information 17 41.1 

Total 42 1 100.0 

T he importance of e-government service delivery initiative mea ured by tw -way 

communication, one-way transaction, and interactive information, app licat i n fo rm to u e 

and archives. According to table 4.4-4, respondent agreed on the imp rtance of e­

government service delivery initiatives were 183(43.5%) the re t 238(56.5%) were not 

agreed . However, table 4.4-3 shown respondents agreed on the ability to do erv ice online 

were 220(52.3%) the rest 201 (47.7%). The respondents accepted fill and ubmit onl ine appli cation 

forms were 229(54.4%) the rest 192(45.6%) not accepted. earch interacti e informati on wa 

confirmed by 273(64.8%) but 148(35.2%) ignored it. Download appli cation fo rm and u e them \. ere 

responded positively by 281(66.7%) whereas 140(33.3%) tand on the oppo ite. D "nload archi e 

get accepted by 279(66.3%) the rest 142(33.7%) refused . 
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Table 4.4-3 Functiona l itie of e- er i e 

Responses for Questions 

~~~~!:~?_~?..~ervices online(two way communication ) 
Abi li ty to do serv~c_~o!~ in..:~two way communication ) 

Did~otFiii -ands-~b;;ito;:;fin-eappl icati on form (one way 
transaction) 

Fil!. :~!.~:~~~~~~~~~}"i~.~. ~~p_I~~ati ~n fo~n (one way tra~ action) 

T tal 

Total 
Didnot- sea~chTnte'~acti"~ei' nformatio~e-;: appointment, court 
information and etc) 

earch i nteraciive info'~';:;:; aiion-('ex-:-appoi nt;:;'e~ t ;-cou rt in form a t i on 
and etc) 

Did notdo~nioadapp-ij'caii'on- fo;ln'sa~~d-zl se the;:;:;­
Down I oaiapp I jcaiion' fo~;:;:;-s-and' ~se -tTiem 

,-------

Did notdo~nload a~-chTves'(e-x: --procedures, report and etc) 

Do~n ioadal:~~! ~~s.~~~~~:E~~~ed~!~~s~ · r_eports:-and etc) 

Table 4.4-4 Summmy for the Functionalities of e-services 

Summarized responses 

e-government service delivery initi atives are not important 
e-government service delivery initi atives are im portant 

T tal 

Total 

Total 

Total 

Freq uenc 

42 1 

1 2 

22 
42 1 

148 

42 1 

Frequen y 
238 
18 

42 1 

Percent 

54.4 
0.0 

.2 

100.0 

Percent 
56.5 
4 .5 

100.0 

Accordi ng to table 4.4-6 participants agreed that the e-governm ent serv ice deli ver citizen­

focused were 96(22.8%), whereas 325(77.2%) were confirmed that the e-governm ent 

services is not delivering citizen focused service. However, tab le 4.4-5 how each item in 

this category illustrates that 247(58.7%) respondent sa id that the web ite i we ll organized 

and user friendly but 147(41.3%) put their stand on the contrary; re pon e from 300(71.3%) 

respondent agreed on the website address is simple and ea y to remember, but 121 (28.7%) 

not agreed on it. 
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Table 4.4-5 Citizen-focused the e-government er 

Responses for Questions 

The website i not we ll organi zed and u er friendly 

The website is wei I o;'gani zed and user fri endly 

The website address is not simple (ea y to remem ber) 

The ~ebsite' add~'esses-TsST;nple'(easy to remember) 

tal 

Frequ enc I 

47 

42 1 

12 1 

T lal 42 1 

There i s ~'o -a--s-i ;;'g-ie-;ebs ite-~hi ch provide in fo rmation ab ut all the 

ervices 

Thel~e isa- s; ;;gie -;ebsfte '~hich-pro~ide in formation about all the 

ervices 

T lal 

The l:e i s ;;o des igned " ~ebsi te's " fo-;:-none'Tr"lt-e-~net avvy people (in lud ill 

features that suppoli) 

There is desi-gned website's fo-;'-none internet avvy pe pie (i nclud ing 

featu res that support) 

T tal 

2 8 

Table 4.4-6 SummGlY Jor Citizen:(ocused the e-goverl7f11 171 serv; d 'liv ,. 

S ummarized responses Frequency 

The e-government service deli very is not citi zen-foCLl ed 325 

The e-government service deli very is citi zen-focused 96 

Total 42 1 

7 .8 

7 .8 

2 .2 

Percent 
77.2 

22.8 

100.0 

Tab le 4.4-7 shows five items in thi s category, whi ch mea ure v hether e-g ern ment 

services improve performance effi ciency of public organization . It ha b en fI und that 

308(73.2%) respondent agreed that IT-enabled public ervice coun ter fI r better perfl rman e 

but 11 3(26.8%) not agreed. In the same way 283 (67 .2%) c nfi rm ed that re-de ign d publ i 

sector functions for better performance, however 138 (32 .8%) re p nden t den ied. imilarl , 

300(71 .3%) participant said improved ICT in fra tructur fI r bett r p rfl rm an but 

121 (28 .7%) participants refused it. Likewi e, 216(5 1.3%) part i ipant a ept d that u in g 

networks reduced redundant info rmation uppl y among organizat i n but the r t 

ignored it. In the same token, 294 (69.8%) agreed that there i emp .. vered pu Ii 

with ICT and the rest 127(30.2%) denied. Howe er, the aggr gat r ult I11pUt d th thi rd 
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quartile revealed in table 4.4-8 that 239(56.8%) of the parti ipant er agr d that 

Government services improve the performance efficienc r pub li 

182(43 .2%) di sregarded it. 

Table 4.4-7 e-government service improves perfo rmanc of 

Responses for Questions 

There _ i ~~_?_ !T~~_~? I.~9.p'~_~~.~_~~~~ice ~unters for better performance 
.... !1~~~~i~ I!~~~?I~?p'~?_li ~ __ ~~~_~L~~:?_~_~ters for better perform ance 

!h~~~ i~ ;~? ~_~~~~~!~~~~~:~~~J}~i~~?~f~~cti ons for better per form a nce 
Th~~~i~~~~?~~ i ~~~?p'~?!i~ _~~:_~?:._ ~~_n.~~.i.?~!_!~ ~etter performance 

. There is no I mp~o~ediC;r-inf~astructure -{O;:-better perforrmince 

Th~':~ ... i ~ I_~~~?~~~ i_~! _!~~~_~~_~~~.~:~fo-~.:better perform ance 

The~ejs;~osj~a~i~g info~;natjo~-us-ing-;etwo~ks to- red~ce red u ndan t 
informat ion supply among organ izations 

Total 

T tal 

Total 

There is inforinat i o~usi~g 'net~o~ks-to-'~ed uce red undant in formation upp ly 
among organizations 

tal 42 1 
. ···TI~e,:e·· i s noe;npo~ered·· publ· i c·-se·ctorstaff~ith ·Tcr------­

There is empo~ered---·--·---·sectorstaff withlCT -

Total 

127 
294 
42 1 

Table 4.4-8 Summary for e-governmenl service improves pelformance of or anizCllion 

efficiency 

Summarized responses Frequency 

Percent 

Percent 

.2 

.8 

.0 

IThe e-government service not improves the performance efficiency of 182 43.2 
public organization 

IThe e-government service improves the performance efficiency of 239 56.8 
pub li c organization 

Tota l 421 100.0 

Items shown in table 4.4-9 gauged the extent to which e-government ervice improve the 

openness of public organizations. Respondents agreed that there are public p li c 

or regulations display online for public consultation v ere 242(57.5%) the re t 179(42 . ~%) 

were not accepted. Nevertheless, for the other items the respondent agreed.. r 

be low 50%. Hence, the cumulative result shown in table 4.4-10 re ea l d 13 I ( 1.1 %) 

respondents agreed that e-government service improve the openne 

but the ample number of respondents 290(68.9%) not agreed . 

Table 4.4-9 e-governmenl service improves openne 's of or anizalion 
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Responses for Questions Frequenc I 

There is no public policy drafts, laws or regulation 
public consultation 
There is Public policy drafts, laws or regulations display online for 
public consultation 

Total 
There is no di sclose their budget /expenses online to how accountability 
of thei r expenses 
There is disclose their budget /expenses online to show accountability of 
their expenses 

Total 
There is no Disclose online their annual plan and its progres to how 
their accountability of achieving goals 
There is Disclose online their annual plan and its progres to how their 
accountability of achieving goals 

There is no Citizens make complaints online 
There is Citizens make complaints online 

Total 

Total 
There is no display organizational and staffs ' contact information online 
There is Display organizational and staffs ' contact information online 

Total 

17 

242 

421 

21 

2 2 

421 

2 7 

1 4 

421 
2 1 

Table 4.4-10 Summary for e-government service improves openness 0/ organizations 

Summarized responses Frequency 

The e-government service not improves the openness of public organi zation 290 
The e-government service improves the openness of public organization 1 1 

Total 421 

4 .7 

100.0 

Pcrccnt 

68 .9 
31.1 

100.0 

Items shown in table 4.4-11 measured the extent to which e-governm ent ervice Impr ve th e 

responsiveness of public organizations. The respondents agreed on di pia citizen harter 

online (citizen charter specifies the minimum number of day that a pub li c organization 

req uires to deliver a service) were 252(59.9%) the rest 169(40. 1 %) re pondent were not 

agreed. In the same way, the respondents accepted were 215(51.1 %) the re t 206(48.9%) 

respondents disapproved it. Less than 50% respondent replied for other item \ ere the 

positive response. The summarized responses for the extent to \: hich the e-g ernm ent 

services improve the responsiveness of public organization table 4.4-1 2 th at 

143(34%) respondents accepted ; whereas 278 (66%) respondent rejected. 
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Table 4.4-11 e-government service improves responsiveness of or anizQ/i n ' 

Responses for Questions 

There is no display citizen charter online (citizen charter specifies the 
minimum number of days that a public organization requires to deliver a 
service) 
f i,ere ls dispjayciiizencharteronline-·Cciiizen·-charter speci fi es the 
minimum number of days that a public organization requires to deliver a 
service) 

Total 
There is no ability to make inquiries-oni-ine----
There is ability to"'in'ak'e" 'hl(i~T~i'es"'o~Tfn'~ ...... ~--.-........ -~---

....... ...................... -......•. .. .... .... , ....... , ....... .. .................. ,,, ... ,, .•...•.......• , ......... . 

Total 
There is no follow up·foremaiisorinquires ···········-----·--··-----··--··--
There····i s ·· fo·l ·j ·o~··up·· ·fo·;.·· emaiis ·or ·inquires ··............. --.-- .. ---------.-

Frequenc Percent 

169 4 .1 

252 

421 

206 
215 
421 

227 
194 

Total 421 

::!~~_~~_ i ~ ~? ?~I!~~ ~~~~~:.~~~~~~ ~~~::-__ ~~~~~~~~an app Ii caiions u bin i tted) 238 
T~e.~~ i ~ ?~~i~~_ ~~~~~r.~~~!~l?. ~~~~ _S.~~!_~~_?!.~_~~~£I!_~ati on su~n i tted) I 8 

Total 
·· ·f here ls noauio;natlcresponsesto-on-iine-sl'ibmissions and emaiiS 24 

. T. ll ~~~ i~ ~~~?I~~ti~ ;,esponses· toonline su~missj"on~!~~~-~~~__ _ 178 
Total 421 

Table 4.4-12 Summary for e-governmenl services improve responsivenes . 0/ or anizali ns 

Summarized responses Frequency Pel' ent 

The e-government services not improve the responsiveness of public 278 .0 
organizations 
The e-government services improve the responsiveness of public 143 4.0 
organizations 

Total 421 100.0 

Items shown in table 4.4-13 evaluated the importance of equity a an oute me f e­

government services. Considering each item separately it has been found that, re p ndent 

accepted the existence of government websites ' content in local language were 2 19(52%) 

the rest 202(48%) respondent disregarded it. Even though there wa the ignificant number f 

respondents agreed on the other items, for each item, less than 50% re pondent a ept d it. 

The cumulative effect shown in table 4.4-14 reveal s that 119(28.3%) re P ndent agre d n 

equity as an outcome ofe-government service is important wherea 302(7 1.7% n t agr ed. 
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Table 4.4-1 3 Importance of equity as an outcome of e-governm 11/ . 

Responses for Questions 

There is no provision of government websites' content in I cal 
languages 

T~~~I~£~?~i~~~~:~~~~~_~i~~e~I~ebSTte5' content in 10 allanguage 

1------.-----.-.. --.---.--.------ Total 
There is no websites which comply with the accessibi I ity tandard 

support __ ye~p.~~_~J_t_~~pecial needs (ex: hearing, vi ual problem) 
There is websites which comply with the accessibility tandard t 

__ ~_~!?P?~ __ .P..~_?p}.~ _~!t..~~p~~i_~~ _~~~~_~_~~::_ hearing, vi ual problem) 
Total 

There is ~ocontent·fo~the ·socT~Tiy -dTsa(j";a__;,taged peop le (p r 

people) 

There is no appropriate content to address the need of ethn ic 

minorities 

Total 

There is appropriate content to address the need of ethni min ritie 
Total 

Frequency Percent 

148 

421 

121 

421 

8.7 

100.0 

Table 4.4-14 Summary for importance of equity, as an outcome of >-gov>rnm >1'11 sen i e · 

Summarized Response Frequency Percent 

equity as an outcome of e-government services is not important 302 71.7 

equity as an outcome of e-government services is important 11 9 2 .3 

Total 42J 100.0 

Items shown in table 4.4-15 measured the importance oftru t a an ut m f e-g ernment 

service. The respondents agreed for all items were Ie than 50%. Th re~ r th ul11ul ati e 

results shown in table 4.4-16 reveal that 94(22.3%) re pondent agreed n the e tent \. hi h 

trust as an outcome of e-government is important \ herea 27(77.7% re p nd nt n l 

accepted . 
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Table 4.4-15 Importance of trust as an outcome of e-governmenl 

Responses for Questions Frequency Percent 
There is no security and privacy statement 

"""Th"ereTs" securiiy and" privac"y"statem"e"ni""" """""""""" """"""""""""-""--,------
"""""""""""""----""-"---""""""-""""-""""""""""""""--""""""-""-""""-""""-""--""-"-""""""""""---""""""""--""""""--'----------1 

-Ther-e-is-notrust~orthi-nes-s""oTonli"ne""interactions------­

"-The-re""fS--iru-st;orthTnes-sof-oniine--ifi-teracij-ons""""-""""--

Total 
1-

~""'"""""""""""-"""""-"""-''"'"""""""""--'"""""""""""" ' """""""""""" ' --""""""""""'""""--""""""'""""""""""-"'""""""---""'""--""""""-'"""-""---------- 1-

Total 

""There -rs -no--proteciiC;-ns- for -Ynform"a:tion""he-iCi""i"n""e~gC;-ve-rn~en-t-systems 

""There'"i"s""protections--[or--i"nform-a:iion""heliTin""e-:gove-rnm-en-t-systems 
Total 

-""---""""--""-----"'""""""""""""'-'""""""""""'-"""""""""--""""""""""-"'""--"""""""'""""-""""""-""--""""""-""--------""-----

There is no dissemination of credible information 
---""----""""-""-""""--"'------""-"'---------'"'"""---------""-""-"'-""-------"'-""--""""----""------"'--""-""--""-------""-'-------,1--
There is dissemination of credible information 

""-"'-----------,,--""--""-"'"----------"'-----,,-,,---,,---------"'----------"'-,,----""---"'--"""-'"""---"""""""'""""""-----"'---------""----- 1--
Total 

There is no a regulatory framework to secure citizens' e-government 

interactions 

There is a regulatory framework to secure citizens' e-government 

interactions 

257 

164 

421 

264 

157 

421 

292 

129 

421 

295 

126 

42J 

303 

118 

"------------"'""----""-,,---------------------"'-----"""--,-------""-'"""""----"""'""-""-----"'""----------------,----------1----: 
Total 421 

Table 4.4-16 Summary for importance of trust, as an outcome of e-government 

Summarized Response Frequency 

Trust as an outcome of e-government is not important 327 

Trust as an outcome of e-government is important 94 

Total 421 
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Data from intervie,w and document review shows th t th a ere are e-government er i e \! hi h 

might help the public to combat challenges rega d' ' r mg court cases. There are different t 

that support clients in the business they require from FSC S . . ' . .. . ome modern technologle applied 
m this public organIzatIOn were video conferencing d' . . . , recor mg and tran cnbmg, free all 

center, CCMS, plasma screen application e-filing webs'lte d' C • , , , queue an mlormatl n de k. 

Figure 0-1 Screen help to check appointment and different information 

The video conferencing or video court session is the process of court hearing rem tel . 

According to the interviewee, there are 41 centers remotely connected to the F C. Thi 

technology enabled the client to file and pursue their cassation cases in the Supreme ourt 

without their presence at FSC. The court process through video conferencing i among the 

enhancement programs implemented in both federal regional courts. Thi techn log help 

client to save their money and time since they are not required to go to the F C to f, II \ up 

the court case, but in their vicinity where the video conferencing center. 



Figure 0-2 video conference (Federal Supreme Court Public Relation Dir !Oral , 

2015) 

Recording and transcribing include converting any litigation proce in the court int ritten 

forms using a computer. According to the interviewee, this technology help qui kl 1 

convert litigation process files recorded with memory sticks into written form . It minimiz d 

time and burden to convert the recorded files into written form s (Federal uprern e urt 

Public Relation Directorate, 2015); has enabled to have effective adjournment p Ii and 

increased the effectiveness of the court services. 
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Figure 0-3 Screen help to check information 

Free call center service delivered through a telephone helps clients to provide informati n b 

dialing 992. The interviewee explained that the center helps to gather any information related 

to FSC. The center can assist 18 persons at a time and it is connected directly to the databa e 

of the Supreme Court. The main services of the free call center are following up of ongoing 

cases, broadcasting organizations or any interested party can get adjournment day of a ca e, 

free law consulting especially regarding children (Federal Supreme Court Public Relation 

Directorate, 2015). 



Figure 0-4 free call centre (Federal Supreme Court Public Relation Directorate, 2015) 

Court Case Management System (CCMS) is a computerized system that designed to a i t 

the registrar. It is a tool for managing judiciary activities, according to the interviewee in all 

federal courts and feeds main data center of the court (Federal Supreme Court Public Relation 

Directorate, 2015). It helps immediately to upload new cases filed each day new deci ion, 

judgments and adjournments passed from the courts into the computer y tern . Thi 

technology helps to monitor the number of cases the court sees per day, what deci ion ha 

been made and the working quality of a judge. The interviewee explained that the tern ha 

a capability to manage any changes in a case file from its start to its decree. 
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Figure 0-5 Display that guide where 10 go 

Plasma screen application is found at FSC waiting room, cater many ervice the 

customer. According to the interviewee, mainly client can watch the day court Ii t the 

clients can ensure whether their case seen or not on the specific date. The pia ma creen i 

linked directly to the database, which helps the customers to see their court Ii t, fil e number 

defendant name, plaintiff name and other more information related t their a e . Th 

interviewee added that this technology enabled them to proceed their work m re ac uratel , 

transparent and predictable to citizens in general (Federal Supreme Court Publi Relati n 

Directorate, 2015). 



Figure 0-6 Detail information about court cases 

According to the interviewee, the website of FSC is more convenient for u er . The 

interviewee described that the website is linked to the court databa e; it gi e an u 

information about cases, file conditions, adjournments, and other related i ue . The \! eb ite 

is accessible by any individual through the address: www.fsc.gov.et (Federal upreme Urt 

Public Relation Directorate, 2015). Moreover, according to the inter iewee, ther 

information desk that delivers services to the client by telephone or face to face a ut their 

case status. 



E- COO \' Wf. sc.gov.ei 

Figure 0-7 FSC website 

All the above discussions reflect the extent to which the public value addre ed b the 

e-government services in FSC. This eagerness helps to achieve the objective set. E en th ugh 

the infrastructure is awesome, yet it is not an end by itself. However, there are challenge t 

be solved in order to fully utilize the system. Still, the electric power fluctuati on hinder the 

client from using the system as expected. Accordingly, the honored official hould examine 

it, in order to have an ample result ofthe infrastructure. The awarene creation i the int nt 

to be noticed by using various outlets to address the customers. The implemented tem in 

FSC includes a number of technologies, which are integrated; con equentl , the upp rt the 

e-government service delivery. 



Figure 0-8 Data base integrating different .~ySle /l1s 

4.5 Discussion 
There were two research questions designed from the problem tatement in rder t ha e a 

solution. The research questions were answered by collecting data fr m u In 

questionnaire, document review, interview, and observation. Both general and pe ifi 

objectives were addressed. The first question was 'To what extent are th publi alu 

addressed by the e-government services in Federal Supreme Court?' 

The preceding discussion indicates the extent to which the public alue addr ed the­

government services in FSC. The data collected from the cu t mer refl e t that -g ' eminent 

ervice is not achieved as expected; hence, the official rder t 

have a broad outcome of the infrastructure. The system implemented b th 

number of technologies that directly or indirectly support the e-g ernment en I'd Ii ' C 

This predisposition helps to achieve the objective et ~ r the publi alu cnlltl 'nl 



ervices transmission. However, there are obstacle that need t be re h d I ul l u\lII/· 

the applications. For instances, the electric power incon tan rc tri t Ih 

Y tern . Moreover, the awareness of the customer ab ut thc 

awareness creation helps to communicate the customer and intr du c h 

The public value of e-government service delivery in Federal uprcm lIrt 

Ii nl U Ih 

, th • lem 

trategy des igned in chapter three. In order to an wer the c nd quc tin . whol r ' Ih ' 

challenges in relation to attaining the public value ollght b thc c-' crnm rl\ '> ' rvi . ., in 

the Federal Supreme Court? The researcher empha ized the quantiloli dOlo 

through questionnaire, interview, and observation for di cu i n. 

The revi sed framework for the evaluation of the publi vaillc f c-' crnm 'nl 

comprises three main dimensions which can mea ure th attainmcnl alu ·. I h .... 

dimen ions are measured with subdimension and help t evaluatc pu Ii alu ' . 1 h ' IIlol i .. 

of quantitative data has been made for data collected by u ing the quc ti 

public value according to the revised framework . The main dimcn i n or' the Ifl i 'nl 

variabl es which are measured by observable variables u ing que ti nnairc . 

4.5.1 The delivery of quality public service 

The del ivery of quality public services can be mea ured with the qual it r crvi 'del i\' r 'd 

through e-Government, and the relevance of r 
citi zens/customers (Karunasena & Deng, 2009; Karuna ena & en g, 20 II : Karuna ena, 

201 2; Ha, 2016). It depends on the availability of quality in~ rmati n, fun ti ntt l itie f '-

ervi ces, and citizen-focused services (Karunasena & Deng, 20 II ; Karuna ena, I : Il a, 

2016), 

The availability of information is about the amount, qualit and t P' r inC< nnati n lI a. 

2016). However, table 4.5.1-2 shows 248(58.9%) re P ndent nfirmed that th 

government service is not delivering quality information and Ihe re t 17 41 .1 Yo r 

that the e-government service is delivering quality informati n. Ta Ie 4 .. 1-1 h \\ that 

189(44.9%) respondents pinpoint that relevant informati n i n t deli cr d. Rei Vdl . 111 

thi s case, could be regarding with their bu ines court en e and the like, n t p th i, thc 
h ' f, t' dcli \ I1d ha\ 'n 

ame table revealed that 177(42%) respondent replied that t e In rma I n 

h 
h ' ic\\ p int. qu l it i hallen 111 

a con iderable level of detail. Therefore, in t e re ear er 
r I' er i " It r u i r 

and comparative, it might difficult to meet penect qua It 

workforce that can update with state-of-the-art techn I gi , a 
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material resources, and infrastructure. In spite of the fact cu t mer need pre I quali l 

services and therefore, the organizations or service-rendering part h uld ear I " rd 

perfect quality service to meet the expectations. 

Functionalities of e-service seen with respect to the importance f er i e inili Ii c la I 

4.5 .1-4 shows 238(56.5%) respondents were confirmed that th e-g emm nt crvi c 

delivery was not achieved their expectations the rest 183(43.5%) replied n Ihal Ih 'ir 

expectation has achieved. Ln this regard, the citizens' percepti n ab ul th u efu lne 

simple and complex e-services to obtain public services, and increa ed ali fa li n f 

able to access e-services were not achieved. Each item in thi categ ry refl e t a remarka I 

number of respondents agreed, but this does not mean every cu t mer wa al i fied . ' in 

significant numbers of respondents were reflecting that they are n t C m~ rtable \J ilh -

services functionalities under consideration, it requires due attention. 

According to table 4.5.1-5 respondent agreed to the availability and fun ti nolil f a in'" 

website which provides information about all the service where 12 (29.2% and 8 

respondents agreed on the availability of designed web ite ~ r n ne internet 'a 

people (including features that support). In general, Table 4.5.1-6 h w' 

respondents have accepted that e-government service delivery wa c itizen-~ u cd . 1 h . rc t 

325(77.2 %) respondent participated in this research did not agree in ervi e deli er . li en c, 

the expectation of client not met as they like it to be. Thi fi gure out that a great attenti n ho 

to be given to citizen-focused service to alleviate challenge manife ted in thi regard t 

maintain the reputation of the organization and build goodwill. 

According to the interviewee, the availability of multiple e-Government erv l deli er 

channels for citizens helps to access the public services in the mo t reliable hann ' l. Th 

channels include the cell phone, web portals, call center, video conference tele nferen c, 

etc. Hence, the infrastructure set help to save their money, time and ef~ rt that might 

consumed to access services through e-Government service deli er , mpared 

traditional government services delivery. Therefore, the sati facti n f itizen \ ith -

Government services has disclosed the experience of citizen in u ing e-

6 C·' fI ed e 
(Karunasena & Deng, 2011; Karunasena, 2012; Ha, 20 I ). Itl zen- u 

about the provision of public services in a user-friendly manner fI r ati f ing th u 
r' nC'd 

(J0rgensen & Bozeman, 2007; Ha, 2016). 
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4.5.2 The effectiveness of public organizations 

The effectiveness of public organizations is a key indicator of publi alu r ali n Ihr u h 

e-Government services, which can be measured through efficien ,a unla ilil '. 

subjects ' perceptions. A citizen-focused e-government trategy give due al\ 

requirements and expectations of citizen (Karunasena & Deng 2009 . A 

government system is used for improving the efficiency of public rganizali n 

and 

processing costs, improving strategic connections between governmenl rganizali n , and 

creating empowered personnel. This can be achieved through the devel pment 

infrastructure, re-designing public functions, sharing public informali n, and 

organizational staff (Kearns, 2004; Karunasena, Deng, & Singh, 20 II). 

According to table 4.4-8, the participants replied that the e-g vernment er e \! 'r n I 

improving the performance efficiency of the public organization wa 2 

182(43.2%) stand on the contrary. However, responses for item in thi ecti 

supporting, but the significant numbers of respondent were n t agreed' il ha I 

considered as the point ofthe challenge. 

The openness of organization seen in e-government serv ice when there i the read inc . t 

reveal activities by the organization, concerned to di splay their plan pr gre and ud ·t 

allocated for activities. There are challenges with respect to open ly di I IIlg ntB t 

address of staff members online. Table 4.4-9 shows 143(34.0%) re p ndent put their wne' 

that there were display organizational and staffs' contact informati n nline thi B 

meaning that there is no display of contact information ince 248(66%) nfirmed that 11 

display of contact information in their expectations. Generally, table 4.4-10 

government service did not improve the openness of public organization. e erthele , th 

openness of organization is one of the key indications of the public alue rnment 

services (Horan, Abhichandani, & Rayalu, 2006). Hence, the openne f publi 

organization issues needs to be considered in order to build the reputati n f th 

organization. Therefore, it is the point of the challenge to be con idered b the rganizati n. 

Accountability refers to the responsiveness of government to the publi rega rding 
h d' f pu Ii 

performance. In e-Government services, accountability i reflected b t e rea lIle 
. .. ., .' I h rt onll'ne the c nta t in fI rmati n f the 

organization 111 publlshll1g organlzatlOna c a 
'. . f '( zen on a pu Ii r Bnizati n durin 

organization and Its key personnel. The awareness 0 CI I 

h b f itizen \Vh ha\ iti\ 
e-Government initiatives implementation; seen as t e num er 
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or negative opinion about the e-enabled public organizati 

2009' Ha, 2016), which need to be studied. 

According to table 4.5.2-12, the respondents reflected their Ian e \ < 

en I. 

government services delivery not improve the re pon ivene . . r '3nll.ll n . I hl \ 

could be related to the readiness that the organization pUI in pia e and the e, p ricn r 111 

r Ih · cu tomer to use the services. There might be cu tomer n t u ing r ha 

ervices. Even though there are the readiness and good infra tru ture 

awareness might be resulted in dissatisfaction and condemning flhe er i e . . 

4.5.3 Achievement of socially desirable outcomes 

. I \.. r 

The attainment of socially desirable outcome I a maj r ur e f pu Ii olu' r ' tll i n 

through e-Government. 1t is reflected by the impact, del iverable , and 

public services are designed to reach on. The devel pment f Iru I 

government helps for examining the public value of e- vernrncnl. It i 

perspectives of security and privacy of citizen ' informati n tron par'n 

• ., III I 

e fllll1 ' 111 

ervices, the trust of citizens in e-Government service and parti ipati n f iIi/en in pull i 

di scu ions or decision-making (Karunasena & Deng, 20 II ; Karuna ena, 2 I ; lI a, 

The ecurity and privacy of citizens' information in u ing e- ernrncnt er i e ref< 'r I Ih ' 

extent to which the organization securely manage citizen ' per nal il1f< rm tl li 11 kept in '. 

Government systems. This is often reflected by individual 

citizens' personal information and development of effective law and regulali 11 with r' . I 

to the use of e-Government. The public value of confidential it can be examined thr u h 

citizens' perceptions about the confidentiality of citizen ' en iti > in f< rmati 11 111 

government systems, protection of citizens ' identity afforded b e-g erl1ment 

the ecurity infrastructure in e-government systems (Karuna en a, 201 2). 

. tern . nd 

The transparency of e-Government refers to the level of hich an rgo l1i Lati n r veal i 

acti vitie , processes, and procedures. A transparent go ertlment di 
• C • h bl' t . ernment ervi e i \11 CJ ure II1I Ormatlon timely in a regular way. T e pu IC trus 10 e-

b h G t e i e del i cred y t e citizens' perceptions about the e- overnmen r 

organization. Trust in e-government is gauged through itizen 

tru tworthiness of electronic information exchange that itizen make \\ ith the 

protection through laws, and the credibility of the inf< rm oti n 

government. Government 's trust in citizen i mea ured thr u h the 
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the degree to which public ffi ial tru t iti l n In 

participation of citizen 111 g vernmcnt affa ir an tak 

invo lvement of citi zen in the publi de i i n-mak in 

w ith the use of web tool uch a nline fI rum , bl 

and etc (Karunasena & Deng, 20 I I ' Karuna cna, 2 I . Ila, 

Th e-Government ervi ce deli vcry mu t bc fa ir re 

nt in ter ti n i h 

thr u .h th tl ti ' 

C t III t \\ hi h -

overnment services are availabl fI r th .. h Ie p pu lati n in ludin . ia ll 

di advantaged(poor and illiterate) pe pic and th c ith i lht 

impaired) . This is revealed through thc availabilit f infra trll tur 

e-G vernment services. However, tabl 4.5. -I nfirnl 'd 

that there are no web ite that full fill thc a cc ibilit 

pecial need . In the same token tablc 4 . . -I e, cmplifi d that 

agreed that there i no content fI r the pi 

The table 4.5.3-14 show that 302(71 .7%) re p ndcnt hav cxp 'cd 'qu it (I ' tin ut 111 0 r 
e-government service i n t imp rtant, and the r> t II ( 8. % cr ' Landin ' in til 0 

pposite. The equity of service can be een fr 111 the in lu i 

de cribed the content for whom and in which language it had bccn pr ' l ar 0 I. In · th i 

there are many local language in which the c ntent ha t be prepared in rd or t addr 0 • it 

me age. Therefore, to achieve the ati fact i n f it 

tr ive more and more toward cu tomer ati facti n. 

n n> °d t 

According to table 4.4-16, the re pondent agreed n the importance of tru t an lit m > 

of e-government were 94(22%) the rest 78% f re p ndent tip 

trustworthiness of the e-government ervice . In building g d, ill and th reputati n, trll t i 

the most important. Therefore, building tru there i hallenging a 

The deta il s in thi s category table 4.4-1 5 rep rted the talll f the trll t that th pu Ii had 

developed; though in aggregate it hade li ght n .. hat n ed t 

allev iate such challenges. 

4.5.4 Inter-Item correlation 

orrelation is a bi vari ate anal i that mea ur th tren gth 

variable and the va lue of the rrelati n effi ient ari 

va lue of the correlation coeffi cient lie ar und I , th 

degree of a ociation between the t,· 
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d ne in th futur t 

a iati n ' t\\ en t\\ 

I and - I . \\ h n th' 

a 

m ient 



toward zero, the relation hip between th t\ ar iable wi 1\ 

indicate the a ociation i in oppo ite directi n ( hcn 

The onventiona l outline of ugge ti n p rtainin t \ cak 

(0.5) correlat ion but the e adjective are rclative ( hen 

table 4.5.4- I , are related to one an ther, h we er, the de rc 

ranging from weak to trong. 

\\ 

h, 

vi 

· -government improve the re p n ivene f publi rgonilati n 

government improve the openne f publ i 

0.558. E-government impr ve the penne fpubli r 'onilali n 

ak r. 1 h 

0 

a an outcome of e-government a ialcd \ h r 

nc' Ii \ i In 

Ir n ' 

c efficient i 0.5 12. -government impr ve r loni/ali n r'lfIl'd t 

the importance of tru t a an utc me f e-g v rnmcnt er th 

0.527. Importance of equity a an ut me f e- ernm cnt 

the importance of tru t a an ut me f e-g ernmcnt 

c effi cient i 0.5 12. E-government crv i e deliver qualit inf< rl11 l:lti 

g vernment erv ice deli very i m derately related t nc un th'r \l h 'r' th' 

coefficient i 0.427. In genera l impr ving ne item can affc t th' ther it >m p iti '\ 1r1 ' 

they are po itively correlated. 
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Table 4.5.4-J Inter-it m rr IOl i n MOlri 

E- Jmportan Cilizcn- E-govcl'nmcl1t b-go cmm ent E-~ovcrnmcnt Im[lortHl1cc 
-...,.... 

ImlHwtHllce of 
government ec of e- focuscd c- improve improve th e imp,·o c, the ofcq ult "' tru,' ~., itn 

serviccs govern me govel'nmc performance openn c S of re pOll iv nc, '"' out Ollie ~ lIt CO Ill C of c-
deliver nt service nl sCI'Vice efficiency of public of public of c- ~o \ cl'nm c nt 

quality delivcry delivery public o"gullizntion or~a niw tiO Il ' Io:ovcrnmcllt i"crvlcc'i 
information ol'ganizatiOI1 ,crvlcc, -f-r £.go\'ernm~nt 1 

n'ices dehver 
quality information 
ImpQrtanCe of e- .427** 1 
government service 

delivery 
rcitizen-focused e- .363** .220* 1 

government service 
delivery 
I:'government .271 * .359** .2 11 * 1 
improves 
performance 
efficiency of public 

t 

organization 
[·government J04** .394** .258* .328** 1 
improves the 
openness of public 
organizations 
[·government J08** .413** .244* .282* .558>1<** 1 
improves the 
responsiveness of 
public organizations 
Importance of .280* JI2** .313 ** .175* .5 12>1<** .474** 1 
equity as an 
outcome of e-

I gOI'eroment services 
.5 12>1<*>1< 1 

I Importance oftrust J29** .370** .280* .215* .527*** .47 1 ** 

, l as an outcome of e-
government services 

*weak relationship, **moderate relationship and *** tr ng relati n hip 
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4.6 Chapter Summary 

This chapter tried to answer the research questions within th b" . 
e 0 ~ e tl ve et In haplcr n . 

using instrument and strategy devised in chapter three The fi t h . -r 
. Ir re ear que II n \ h I 

extent is the public value addressed by the e-government service in Federal uprcme 

is answered through the analysis of data collected from the cu lomer f F . It ha 
cn 

found that the public value of e-government is not achieved. The re p n c fr m part i ipt nt 

revealed that 68.79% respondents verified the public value of e-government cr 

achieved but the rest 31.21 % respondents exhibits that the public va luc f c- rnmcnl 
service is achieved as they expected. Therefore, the extent to, which the pu bli alu 

addressed by the e-government services in Federal Supreme Court i 31.21 %. 

The second research question ' What are the challenges in relation t attaining Ih pu Ii 

values sought by the e-government services in the Federal upreme urt?' i c n ith 
respect to the initiatives and willingness of the organization to addrc 

satisfaction. The researcher observed that there is the readine to achieve t Ii nt 

problems regarding their cases. Any interested body can use one of the Lltlet put Ih r in 

order to truck his case. There are a free call center and web ite t he k th ' adj urn 

appointment without visiting the organization. The plasma screen and the re epti ni t arc th 

spots put there for the client to be informed about all the busine hel he required fr m th ' 

organ ization for whom like to visit it. Video conference the electronic judiciary t ha e heard 

adjourn at the vicinity where there is video conference without visiting F . The 

the registrar to deliver services as much as efficient and effective a po ible. The re ear h r 

examined that electronic systems held there are integrated and human interference ar 

minimized. So, it has been addressed and the challenges are identified by the allal r 
collected data. 

The general objective of this study 'to evaluate the public value of e-government er I e and 

challenges associated to it in Ethiopia through a case of the court ca e management tem 

(CCMS) in Federal Supreme Court was attained. In the same way the pecifi bje ti 'T 

identify evaluation framework from extant literature that help to measure publi alu f e-

government services, To identify current status of e-Government ervice in meeting th 

public value, To identify challenges associated with meeting the publi alue f th 

. . diS Curt' were ucce full rea hed . government services prOVided by Fe era upreme 0 
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CHAPTER FIVE 

CONCLUSIONS AND RECOMMENDATION 

5.1 Introduction 

This is the last chapter of this study. It has been tried to pre ent th mprehen i 
conclusion or major finding of the research and recommendation derived fr m th data 

analysis. 

5.2 Summary of Key Findings 

The research aimed to investigate solutions for two research question. The fir t re ear h 

question is ' What are the challenges in relation to attaining the public value ught b the ,_ 

government services in the Federal Supreme Court?' and the challenge arc identifl 'd 

through data collected from the participant of the study. This ha been een with re 'pe t t 

the difficulties that hinder the organization to deliver the intended value and the initiati e ' 

and readiness of the organization to address the Public value. The organizati nal readine . 

concerning e-government services, combat client problems regarding their a e h we er, 

system down, electric power fluctuations were the challenges that hinder the rganizati n n t 

to deliver fully its services. The awareness of the customer toward the program \! a th ' ther 

challenge that deprived the organization to create the public value as expected. 

The second research question 'To what extent is the public values addre ed b the e­

government services in FSC? was addressed through the data collected by que tionnair fr m 

the customers of FSC. The public value of e-government is evaluated through the deli er f 

quality public services, the effectiveness of public organization and achievement f iall 

desirable outcomes. Each of these again evaluated through observable variable fI r \! hi h 

respondents put their stances helped addressing the research question . 

The summary of findings to the delivery of quality public services how 58.9% parti ipant 

responded that the e-government is not delivering quality information but the re t 41.1 % n t 

agreed. The reaction of 56.6% respondents vividly exposed that functional it f - ervi 

not as expected however 43.4% ignored, and responses from 77.2 % parti ipant re\ calcd 

2 801 d' rded it Therefl reo the e aluati n that services are not citizen-focused the rest 2 . 10 Isrega . 
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of quality public service delivery is not achieved, on which 64 .23% re p 

however; the rest 35.77% respondent confirmed that there i qual it publi er i dcli r 

The effectiveness of public organization is measured through the pennc f pu Ii 

organization and responsiveness of public organization. The e-government er i exp Icd 

to improve the openness of the public organization but 68.9% re pondenl rep li ed thatlh 

government service not improved the openness of public organization the re t 1.1 % land in 

the opposite. On the other hand, 66.0% respondents reflected their tan c that Ih 

government services delivery not improved the responsivene of publi rganizati n Ih 

rest 34% exposes the e-government services improved the respon ivene r rgani za ti n. 

Therefore, responses from 67.45% participants revealed that the public rganizati n i n t 

effective but 32.55% shows the public organization is effective. 

Socially desirable outcome is gauged by equity of service deli very and lru I n th 

organization service. Response from 71 .7% participant presented that eq uity a an lit 111 

of e-government services, is not significant however 29.3% stand on the ntrary. In lhl: < In . 

way, the statement from 78% participant deserved that trust, as an outcome i n t imp rtan! 

however 32% disregarded. Therefore, the socially desirable outcome i n t attained, whi hi ' 

supported by 74.85% participant but 25.15% recognized that ocially de irable ut m' i ' 

attained. 

[n general, according to a revised framework for the evaluation of the publi alue f -

government services, the public value of e-government service in Fin t rea lized. The 

aggregate results from 68.79% respondents verified that the public value of e-g vernm ent 

services is not achieved but the rest response from 31.21 % respondent ex hibit that th 

public value of e-government service is attained. 

5.3 Conclusions 

The research aimed to investigate solutions for two research question. Both the e re ear h 

. II' Th initiatives and readine f -questIOns were addressed through data co ectlOn. e 

., dd th customers ' public value need t be government services of the orgamzatlOn to a ress e 
. d k h' or her ca e .. ith ut i iting th continued. [t helps the interested body III or er to trac IS 

I· t fer to visit the organizati n. e er th organization, and there is set up for those c len s pre 

I d the e-government i P r, " hi h ha Imp ess, the awareness of the customer towar s 

challenge to effectively utilize the system. 
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The extent to which the public value of e-government service ought b i 
mput d 

from the collected data from the customer of FSC Hence th . ,e aggregate re p n 
68.79% participant verified that the public value of e-government i n t a hi 

31.21 % respondents view exhibits that the public value of e-government er i e i d Ii er d. 

5.4 Limitations of the Study 

the area f There are points that need to be considered as the limitations of the tud . in 

the study somehow complex and needs, a serious attention to draw finding it nl 
u e n 

the federal supreme court of which clients came to this institution through appeal. There w r 

client who have inability of reading and writing Amharic and Engli h, the e fell w t k th 

questionnaire and honestly explained that they cannot read and writc b th Amhari and 

English. Therefore, the limitation encompasses language by which the in trumcnt i de ign d, 

5.5 Recommendations 

The recommendation obtained from this conclusion shows the initiative that indi ate the 

situation ofe-government services of the public organization is 0 ignificant and demand t 

be grown. However, the initiatives placed there should assist the cu tomer and a c mpli h 

their expectations. These expectations were the delivery of quality publi ervi e, th 

effectiveness of the public organization, and socially desirable outcome. Th primal' 

dimensions were measured through the perceptible variables confirmed that the demand d 

result was not accomplished according to the revised framework of e-government er i e 

evaluation of the public value. From these it has been deduced: 

I. The public at large and the customer for specific require quality public ervice, Therefl re, 

FSC should give due attention to the quality public service through delivering qual it 

information, up to date information, relevant information, and improve the fun ti nalit 

of e-services. 

2. The respondents reflected that the public organization is not as effective a the require it 

to be. Hence, the organization should use and improve organizational effi in , 

. Th' b h dl d through responding on time ~ r their responsiveness, and openness. . IS can e an e 

'. . .. bl' ffi' I' ntact I'nformation providing in~ rmati n inqUiry, online displaYing top pu IC 0 ICla s co . 
., d .. d' I ying draft polic online ~ r itizen' on how public organizatIOn makes eCISlons, ISP a 

. . h rt complaint comment nline a ut consultation, incorporate services that mig t suppo 

the activities of public organizations. 
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3. The socially desirable outcome is one of the points th t d' d 
a Isregar ed and n t a hi \I d 

expected. Trust and equity required to achieve the publ'lc If . 
va ue 0 e-g ernm nl r I e. 

Respondents forwarded their objection through the quest ' . . h' 
lonnalre; III t I regard, th 

summarized analysis shows below 50% success Therefore th " . . , e organization req uired t 
look at in detail to achieve the socially desirable outcome since tru tworthine and eq uit 

delivery of service build the goodwill and reputation of the organization. 

4. The readiness of FSC in e-government services, which have a great dea l f benefit ft r 

customers and organizations, so the organization is required to communicate th benefit 

how to use, and the output it can deliver. 

5. The stakeholders involved in this public organization should upp rt and devi e 

resolutions aforementioned claims that the public requires. The power fluctuati n and 

system interruption let the customer feel boredom. Both matter incur an unanti ipated 

cost and cause the public to be irritated, so both issues demand top official 

concerning resources allocation. 

5.6 Future Research Directions 

The e-government services are the area under study. In Ethiopia, there i re earch ndu led 

in its development, initiatives, readiness, sustainability, and acceptance. H wever, the 

research on the public value that the e-government service made is not yet conducted. 

The public value is the evaluation of users, client or citizen regarding ervice. urrentl 

rCT brought a great potential for the business with respect to e-government ervice, th ugh 

this plausible to be examined concerning the public value of e-government service. 

This research is delimited to the FSC while the customers came with the application fr m 

lower courts. Therefore, the study in the future needs to consolidate lower court . Be ide the 

future study extends the research to other organization that performs all or part of it er i e 

through e-government. Since, the investigation about the public value of e-go ernl11enl help 

officials to twist policies and program in the public curiosity. 
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APPENDICES 

Appendix A: Survey Questionnaires 

ADDIS ABABA UNIVF~ R ITY 

COLLEGE OF NATURAL AND COMPUTATIONAL S iF.N ES 

SCHOOL OF INFORMATION C IEN E 

Dear" respondent! 

I Hill A lelllaychu Tsegaye a postgraduate student. C urrentl y, I am allen lin ' 

in Inlorrnnt ion Science & System s at Addi s Ababa Univ rsi ty, Ihi op ia , !\ ~ 1:11'1 o r III 

accomp li sh ment fo r the program, I alll work ing on Ill y the ' is re earch. M re~car ' 11 t p i ' l i ' ~ 

011 the Pub lic Va luc of e-Governm ent serv ices. T here lo re, Ihi ~ i ~ kind l r ' 'Ill 'SI (HI 10 

parti c ipate in the survey that needs data from yo ur personal cxperiell 'C t\ a""e~s til e il>MIC:-' II I 

rel at ion to t. 1l l: public va lue ore-Government in Ethi opian COnll: ' I. 

Thi s survey is anonymous. No one, inc luding the resea rcher, wi ll Hsso' iot t: ur r ' ' l)(ll1 1)' ~ 

with your iden ti ty. Your participation is vo luntary. You Inay choo 'not 10 1:lke the un l: , It 

stop respond ing at an y time, or to sk ip any question thai u (I, 11 I want 10 a l1 ~w 'I', 

However, your response is extremely important and aluab lc lo r thc Sli ' , ' S~ ( I' Ih ' r ':-' 'ur 'h 

to achi..:ve the obj ect i ve of the study by indi cati ng po sible gap:-.. it' ;] 11 , t il l I p\l~~I I k 

solutions that necd to be taken by concerned parties or au thorit ies. TherclOr '. I appr ' 'i tll , I I' 

you spen d few minutcs rrol1l your val uable time according 10 thc instru ' lion for ellch purl. 

I f y o u req uire any assis tance or c larifi cati on, please do not hcsi tall; lo contacl 111 l: through 

either o f the 1() lIowing m ethods. Mobile: 091 1828 I 13 V I' Email : l1J?rclI2 (){) _Cll g /lw;I,c(} /11 

Thank you for your wi llingncss to parti c ipalc in thi s stud y. 

February 20 17 

Alernayehu 'rscgaye, Addis Ababa, Ethiopia 

, I f' G er"llmcnt sCI"vices SlII"vey on Per"ceived Public Va ues 0 e- ov . , . 

1'1 ' .. . . JCI'CeIJt l'OllS or li1e va luc of'C-UOVCrIlI11Cnt s ' n i liS rescarch allllS to IIl vcstJgatc yOUl I . 

E-govenlment 
. " (-oovcrnl11 l:1l1 crv i<':l:s) n: l'er to lhl: u~e , I' In this survey, e lectronic govcrnm ent SCIVICCS Co 

. (leT) ' 'OVe rnl11 Clll a ,t i " iti " r r ' rea tlllg d info rmation and com munication tct:hnologlcs 111 g 
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better value for citizens. Thus, e-government ervice include 

dcli very (through websites, e-services, call center video cOllfcrell 

various socially desirable outcome such as trust, equity, d eiopill III r cit iz n t Ild 

This survey contains the following sections: 

Part I: Demographic information 

Part 1I : Your public values about various e-government ervice 

r rth . 

Your ass istance is requested in anonymously answering the que t ion . Y ur rC'1 Oil ' . II i" I c 

stri ctl y cont~den(ial. 

Thank YO Ll in advance 

Part I: Demographic data 

Please select one by putting (~) in the box provided. 

I. Gender: Male 0 Female 0 
2. Age : 18-30 0 31-45 0 46-60 0 Abo c 60 0 
3. Marital status: Married 0 Unmarried DDivorced 0 Wido\ eel 0 
4. Occupation: Government 0 Private Company 0 Merchant 0 lucie ll l 0 

Fanner 0 Other, please specify _ _ _ _______ _ 

5. Educational Back ground: MSC/MA and above 0 BAiB c 0 Di pl 111 (1 0 
Secondary school complete and less 0 

6. Do you use e-government services? Yes 0 '0 0 
Part II: your public values about various e-government sen ices 

Th is section is NOT about e-government services but it seeks to find out \ hal U II' ul l \ aluc and 

expect II'om the delivery of public services through e-go ernillent. Ple(1 rate your re p n . b) 

plI tting\l) in the box provided under each scale according to the foll olVin ale: [I: . tr n~l~ 

Disagree, 2: Disagree, 3: Neutral, 4: Agree, 5: Strongly Agree] 
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7. 

7a 

7b 
7c 

7d 

7e 

S. 

To what cxtcnt thc c-govcrllmcnt service dcliver qual,'t" '1II f " 5 ~ I J - 1 I 
,I lonna lOll, I 

Accurate information -' 
Up-to-date information 

Inforll1ation with the right level of detail 

Simple and lInde~"ndable inform,tioll _ .8 as Relevant infonn,!ion Ii g [ B 
To what extcnt thc following c-govcrnmcnt servicc delivery initiativl'S arc importallt 

r,8;J.3_, AG";liJ)i-;:;1 i t~y !;:t o-::J(:l o:s~er::vi:JTce:s~o:nl:1in~e:-( iI::vo::-\z:va=y:-:-co-;I1~'I1-:-lll_ni_ca-:--ti_OI_IS--:-"-=-..:.....:....:) --:-:------!.hJ--l/lIl l ~I ::;­
r.8~b-1~F~~i:II~=nlil:d~s~ub=n~li~to=n~lil~l e~a=PI~)I~ica~ti~ol-l ~fu-rm-s~(o~n-e\~V;~ly-tl-·a l~lsa~c~ti o-n~-~t )---__ ~I1J-r-L \ IJCI=f 
1-
8_c _t-~Se-:>~a~rc-:Jh~in""'Jte-::-n~lc:tt~i\~/c:;.il~lli-:-ol~·m __ at-io-n-(e;---x_: a~p;-po_il1_tn_,e_nt.:...·, C_O_lII_'( i_n~_ol_'I1l_a l_i o_l1 _a l ___ ld ___ ct..:..:C)~ ___ ~b- ]..I=r-II I~ 
Sci Download application forms and use them fJ- IJ-IJ 

:s:e==::D=o=w~nl=oa=d =aJ='c1=li\~.e=S(=ex==:p=ro=ce=d=ur=es=, r=ep=ol='ts=, a=nd=e=tc=)=================~i=}~S}~Ei 
9. To what extent the e-government service deliver)' is citizen-focused, 
9a 

9b 

9c 

Well organized and user li'iendly website J 0 t:I 
Si mple (easy to remember) website addresses 11 Il !l 

9d 
A single website which provides information about all the services J ] J 
Designing websites for none internet savvy people (including feature that UI port ) r il IJ 

10. To what extent the e-governrnent service improves the performance efficiency of public 
organization, 

IDa IT enabled public service counters for better performance i] ] ] J J 

f--I O_b -I_R_e_-(_lc_si.:::gl_1C_d.:,..p_llb_li_c_se_ct_0_I·A_lll_lc_tio_n_s _fo_r b_e_tte_T.:,..pc_rfl_ol_'m_an_c_e ---------J

tJ
U I~o~ ~ ~ 

I Dc Improved leT infrastructure for better perlormance I 1 !~ ~-1. 

IOd Sharing inform3tionusing networks to reduce redundant inforlllatioll upply 3111 Ilg h I .... tJ ~= := 
orga ni zat ions t--.J 1- 1= 

IOe Empowered public sector staffwith leT J ..1 r-: 0 t1 
II, To what extent the e-government service improves the openness of public 

organizations, 
lIa Public policy drafts, laws or regulations display online for public con ultation 
lib Disclose their budoet lexpenses online to sholV accountab ili ty of their expen . 

1:> • • 

lie Disclose online their annual plan and its progress to sholl' their accountabi lity or a 11IcvlIlg 

goals 

I I d Citizens make cornplaints online 
r--II-e--J- D-is-pl-a)-:-o-rganiz3tional and staffs' contact information onl inc 
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5 ~ - I 12. To what extent do you think that e-government services improve the 
responsiveness of public organizations? 

12a Displ ay citizen chaJ1er onl ine (citi zen charter specilles the lllinimul11l1umbcr or d 
that a public organi zation requires to deli ver a service) 

U 0 tJ h h ~. Abi li ty to make inquiries online h-~. u 0 u ~ 12c F olio\\' up for emai Is or inquires 

0 '-:, 0 '-12d Onl inc case tracking (ex: status of an application submitted) 
IJ r- ~. ~...., h-4 

12e Automatic responses to online submissions and emails 
] 1- 0 f~15 13. To what extent do you think that equity as an outcome of e-government 

services is illl llOrtant to you and the society? 
13a Prov ision of government websites' content in local languages IJ D rJ ~] ~J 13b Websi tes which comply with the accessibility standards to support people with pecinl 

1- I~ tJ r-- b needs (ex: hearing, visual problems) ,-' 13c Content for the socia lly disadvantaged people (poor people) 
J W ~J g I3d Provide appropriate content to address the needs of ethnic Illinori tie I.J [T 0 0 R 14. To what extent do you think that trust as an outcome of e-governlllent is 

illlportant'? 

J 
I ~ D ~J ] 

14a ScclII'ily and privacy-statement 
14b Trust wort hiness of online interactions ] J l...l 1 0 ~ 14c Protections for information held in e-government systems 0 0 0 n 0 14d Dissemination of credible information 

~ -8-fJ. D. 14e A regulatory fra mework to secure citizens' e-government interaction ~l 0 
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Appendix B: Interview Guide Questions 

I) Demographic information: 

a) What is your age group? 

b) What is your marital status? 

c) What is your educational back ground? 

d) What is your post? 

2) Value of delivering quality public services through e-government: 

a) Do you think delivery of quality public service through e-government is valuable? 

b) How does quality public service delivery through e-government create value/ what 

initiatives have been put place in FSC? 

3) Value of operating effective public organizations through e-government 

a) Why do you think operating effective public organization through e-government i 

valuable? 

b) How does operating effective public organization through e-government create value / 

what initiatives have been put place in FSC? 

c) What can you say about the value of improving the organizational efficiency, 

openness and responsiveness through e-government? 

4) Value of achieving socially desirable outcomes through e-government 

a) What type of socially desirable outcomes do you expect from e-government? 

b) How is ensuring equity& privacy through e-government valuable? 

c) How is building trust through e-government valuable? 

d) What e-government initiatives have been put place in FSC for ensuring equity, 

privacy and trust? 
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Appendix C: Requesting permission to adopt the questionnaire 

ReqLl9s for permission 

: . J Tsegaye Alem~yehu <norda2W2@g!!'a com> 
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I j 

ear r; 

With Best Regards 

kanishka.karunasena@glllnll.com 

I 

HI 

- ena@g"'al com> 

No i,orries al aiL You O1a l use ' i,j oppropflale Clla ons 

ills a so ce 10 hear I,a you are a s udenl of Ihe Add Ababa u .ars ale Dr 
lec urer) 'lias ne of 011 besl r end and ",e sludled ogelh a Mr ,ars II Un 

Kantsh~ 

enl (om O1{ Hua:, e Mobl 

1 18< 
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Appendix D: Support Letter 

OJ 0:- Fcdcr,11 Sllprc,",' Court 
Addis Ahah,l 

Dear Sir I Madam 

D.IlC" Fc'bl'u. Iy 20 /'20 !\ 
I{d' lSI 07/20 10 

Student Ak:lI1u)chu ",,'gO),' (lD :\", (,SI (11M/Off) I a !'UtlU"I' Ild'l\ 

lnfomlulioll Scknce, Addi, ,\b"ha l IlI\C";t) I k I~ llmentll c"mlll I, 

under the title "J I uluati')[l 01 J>ubJk \' ",,~ "I' I '('(11 cn,lllcnt Sal ICC Ill' thl 'P' lh 

Case 1'vlal1ag~l11cl1t S)'ICI11IC'< ~IS) • 

I would like !u ,h,ltIJ. you III uch ,tllt;C I~.)r all I II ,", W. ~islill tl'C Ihlll ) IIll '''''tlhJ I"U\, \1, \It HI~ 11\ 



Appendix E: Information requesting form 

". I 

./ ... J , 

\" / '(j. / ." ... ,.v. (/-,. VI. : 

" 
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