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Wiy e- Gover nent
assessnent ?

Al dected@vermentsareaccoutad eto
people. The e ectedrepresentati ves are
accountabl etothe Parlianent andthe
Executiveis accountabl etothe el ected
representatives. Aty spendingina
CGover nnent programwi t hout t he
neasurenent of results andinpact cannat
gominkfintdy. Trerewll dvaysbeae
st akehol der vihowi | | ask for the i npact
assessnart o theinvestnert. Therefare the
spendi ng on | Tand e-Gvernance i nthe
Gvermernt hestobeassessed Thisispert
d theegoerraceintiaiveadadt d so
pdasapwid rdeinths, asadt find s
aresubnittedtothe |l egislative or
perlianart.

Dfficultyinassessnent

The process toquantify theresul ts of

e@arareisvaydffiadt. Itisdffiadt

todenonstrate the benefits for agiven

e Gverment program Thevari osfactors

thet leedtothed ffiadtyae

o mitigesavices paesssadbadits
nakeit inpossib etoestinated! the
bedits

* inaghebenefitsaedfficut to
cature ad quatify

e dle@emet Rgedtsaen dten
digedtofa incressedrevene

* benefits evol ve as a greater
uderstand ngi s gai nedd theprg ect

* theevdvinngand chang ngtechna ogy
w ders the gap

* lakd pressurear wil tonessure

» kichcost for deve oo nganessurenart
per f or nance system

*  no acknow edgenents for fail ures;
though sucoessestobe pud i d zed, nare
inportant isfailueknoWedgetobe
docunent ed and shar ed.

o lakd adppaiond retio” staderds
i n neasur enent par anet ers and
nat uri ty assessnert .

Overal | e- Gver nnent
nmeasur enent

Thefirst stepine Gvernence nessur enent
istheavailabilityof theinfornation
infrestruture It canbeassessadintersd
adldilityd coqputes, ineng accessad
net wor ks wi t hi n't he Gover nnent. The
degree of integrationof ICTinthe
govermart activitiesfar inerrd purposes
(comon cati on, detacd ledti onadstarage,
resour ce nanagenert ) shoul d be descri bed
Sressdoldleldadomaiticd adivitieslike
e-procurenent and e-transacti ons. The
Gver ment functi oni ng can be segreget ed
intotheleadershipthet isavailad efar
egvermare theirfrastructure, thedata
systesadthelevd o prearedessd esch
Gver nnent, and al so know edge shari ng
of best practi cesadresd ui ond caflics
and i ssues i n i npl ement ati on of
egemaegedts.

Leader shi p and awar eness
The constituent segnents of the
governnent are nost i nstrunental in
ensuri ng t he perf ornance of e- gover nance
intiaivesinacoutry. Fr startes, they
i ncl ude conmt nent and awar eness on the
pat of pditicd lesdrshipadadvil sevice
dies

Further, theneed for aninistry or
departnent of I T, alongwth fund
all ocations for educati on of boththe
| eg staure andthe bureaucracy i s needed.
Besi des, the nunbber of enpl oyees avare of
e-governanceinitiati ves and shari ng of
knowedge perta nngtogood practi ces d so
cotributetosusta nence of e-governance
intidives

A anni ng

Rgt pamingwtha” Thirk Gobd |y Act
Local | y* aporaech wl | | ead t o success of
vaios|Tintiaivesadwl!l bringnare
transparency and accountability in
functi oni ng of the Gwver nnert.
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« ITRlicy(induwingl TVsian)

e roadmap to e-governance with
dedraicsvicediveytaggs

e rigttolrfanation

+ Sadkds

e pgeatisgiondIT

o« fudAlccaiontol T(Sae catrd,
etard add Rivetepatid peti nec)

e nunber of Governnent websites
aliredffaeatiaimsaicotat ad
dynanic cont ent

e back-end process re-eng neeri ng ad
frot-edessytowse

e Wsaed systemusah lity concets ad
ergononic desi gn of terniral

Gover nnent pr epar edness

The Gover nnent a so needs t o be prepared
fathelred uion Inade tocary ad
eread nessinvarios departnarts. |t nests

to docunert vari ous processes. Garry out

@ Rand i npl enent ati on of Gover nnent

ERPand thereby | ead t 0 process re-

engineering., andcloseintegrati on of

functi od wigs.

e percertage docunentationd existing
[raossss

e percetagereeng neeringcarried ou
(R

e percentage of internal process
conput eri zed

»  percentage of enpl oyee records
conput eri zed

e percetaged enployesstranedinlT

e inpect adysisading enertati ond
corti nuous processre-generati oan

e« athaticaiond Ifamtionavalde
inthevesites
The exi stence of Gver nnent vebsi tes

adtheesavicedd iveyv atheseisanthe

e-Lommerce So-Ciov

Ohjectives aral O

Framework
Attributas |

Effectivenezz

Cfficiency

Compliance
Reliability of
informatian
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aspect to understand e-readi ness in
Governnent . The velsi t es can be anal yzed
fa vaiosagpdtsliketheadldilityd a
vesite theqdityd thevesite(desion
fuctiadity, revigaian). Theridressd
theinfarnati ond sp ayedanditsrd evance
fa theswmayd lage(keit bus nesses, aher
gover nnent or gani zati ons, N3s,
edcaionsecta, indvidas). Qdityad
tinginessof theinfornati ond sp ayed
(frequency of updeting).

Bxi stence of on-lineinteraction
possiklities(emdling atlinecowl ceckd e
forns, orlineappication etc) adthe
degree towhichthereis atwo way
conmuni cati on bet ween t he gover nnent
aditsdients Uilizaiond vesitesfar
procurenart nati cep acenert. UWilization
o irfanationcd | ecti onand cust ozt i an
tod s (feedback forns, user profiles, | og
anal yzers). The way the websites are
nanaged (out sour ced, nanaged by i nternal
| Tdepart nart s).

e Servi ces

e Officia Sate/Federa Gvernnent
vasites

e nunber of conpletedtransactionsin
eigimgpgeds

e ot saimginedstimpgedts

e breath and Depth of e-Services
i ncl udi ng f eedback correcti ve and
cotrd nechan sns

e  sxtad comapd esavics

e nunier of Rublic Services provi ded
dedraidly

e  proatapesavicsadlddeinlod
| anguege

e systemusahility and ease of use ad
indwond copleteadt trals

Infrastructure

Thi s assessnert shou dbethe and ysi s o
t he way t he gover nnent uses | CT for
ext ernal conmmuni cation and t he
infrastructureava ldd efor the sane. It
shoul dincl udethe degree of i npersonor

eSnisdjetivesad
oatificai onframaverk

i 4d | Novenber — Decenber 2003



paper based comuni cationinthe

goverment. Theutilizati onandexi stence

d ITirfrastruturelikethetd ggores, e

nai | sadfaxes. It ind udesthefd | ovng

e percentage of enpl oyees havi ng RJ
depart nent

e governmant |ntranet

e groundwork for Sate/ National
Net vor ks

o dfaddilityadrdidility-Aaldility
Sniogdlity

Cat a/ | nf 0 syst ens

[at a syst ens ar e t he backup support

nechani smon whi ch Gvernnent isbuilt.

The exi stence of databases will hel pthe

Gvernnert tog vethetingly servicesto

the citizens. Mere the exi stence of

applicationisnat enough. Therefarethe

readi ness of Governnent wll inplythe

reed nessdf detasysters.

e hunan records conput eri zed

e landrecords conputeri zed i ncl udi ng
thespatia conponent

e nuner of novabl e property records
(ven d es) comquteri zed

e percertagetax records conput eri zed

Bval uationof e-Projects

Theevd itiond eRFgectsisanhea aea
vherei nthe i npact assessnent of e-
Qver nance has t o be neasur enent .
Sarlrdnodd sadparaneterssiuitad eto
echprgett aetobeevd ved

Qost savi ng
e cutingAdhini strati ve cost
e cutingoost of g lace&syervisian
deetoincressedtransperency
e saimgmhdencast liketradingec
e increaseinrevenues (unaccounted
adletiay)
*  nmewaenesfa taxation
Resour ce sheri ng (Hinar/ Gypitd ) thus
optimzingthecost of Infrastructure &
I npl enent ati on

Nt uritynodd cetegori sation

Noventoer — Decenber 2003 | v i 4donl i ne. net

Servi ce transfornation

e increased nonitoring —reduced
bypessi ng; nare conpl i ance of process
ruesadregd ai ans and acoept ed best
patios

e abdvd Letoservices

e ineyaasavics

e reductioninpower —del egation of
pover

e qtind catrdizainadd stributian
addoatrdizaim

Human r esour ce enhancenent

e capacity bui | d ng (Huinan Gapaci ty)
o pHicsavats

* enpl oynent Generation

*  inressedAaeressd Gtizes

e balancing I nfornationcontent to
enabl e easy consunpti oncateringto
absorptionability of Hinanbel ngs

Dependabi | ity and adapt abi lity

e  abpadiond wsaysanvicepovidys-
bythasd ves, dter tranng amt a
a

e ineqmdility

e ggdrdility

Targets

 achievenert of plamedgod s

 achievenant of pamedddiverad es

« ahevaartsd daredtinelines

*  custoner Wsage (Absa ut e nuntoer s)

* percataged trasactiascaried

* riskeqosue(inerd, edxerrd, ad
resdd risk

o staff turover (actud agai st d ared
adkey stf reta ned)

Process re-engi neeri ng

e backedinegaion

e janed up Gvernance

e state-CGentre-local Gvernnents

Ineraio

e CRM CEM and suppl y-chai n
nanagenent

Soci al benefits

e inprovedSrviceQaity

e inpovedpdicsaey/ infarmation

e inprovedprofessiona devel opnent

e increased commnity skills or
know edge base

e increasegovermert transperency

e incressedbusi nessgportunities

Met hodol ogy for assessnent

The chal | enge i n neasur enent :
tangi bl e vs non tangi bl e
measur enent s
As ve doserve fromabove that sone aspect s
of e-Gvernnent projects nay be for
tag d eberefi ts suchas i neressi ng aceess,
decressingcycl etine staff reductionad
inprovingserviceqe ity. Schberefitscan
easi | y be neasured and hence caneasi | y be
quatified Athoughitisdfficdt tobe
precisedout their actud v ug espedidly
inquantitativeterns, theseintangible
berefitscod dnakeas gificat o citicd
contributiontothe effectiveness or
dfidecyd aneGvermart intiaive
InagHebaditshaetobeqatified
by evd Leti ontod ssuchas questi areires/
surveyshu, still theseared fficdt tobe
transfornedintocredtabdefinancid or

DIRECT
Objectives f IT Activities
» Min zlignec whh ey Pa=ring ar Chganizsdsr
1he buginess. L] Auiz o 3 lvpimae 2t
:-;:Ihleﬂhed CHELE Ceibary anz Suppoct
usiness an ) .
malrilses CORRE: sniored
barafs
NEnage ricka Feallzg el s
o [Trasources ae
4 epiarly Inc1ERe (e H
s d 12 srlbiy | Momaton  Casls- be
S erplEnzE | beaterile:  pclent
o [T reimed risks
e maeged
aopropriaely T
REPORT
Mlaturity Mudel-Catesarzeaton
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physi ca va ues. Apossi b evay toneasure

sachtaditsis:

e survey anongtarget ed cust oners

e« survey anong enpl oyees of
perticpeti ngdepartnarts

e survey anong the privat e sect or

ptres
e surveyargsevicedfices
Fail ure anal ysi s

Uiversd desiretoberefit fram T, far too
nany | T proj ects have fail ed t o neet
expectations duetopoor fit wththe
prevalingadtuead a afaluetohild
altuetosyyat dae I T digsill
terdtoseskuiversd famdl eefar suooessfu
practice wileigoringa dowp ayi ngthe
nessi ness of hunanfactorsindifferent
envi romerts. | T-enadl ed busi ness process
chageefatsshod dtakecaed specific
cdtud atribuesthet afect thedaming
andinpl enertationof ITRQ ects.

G obal know edge and practi ces and
testedprescripti aswthout locd cuturd
and hunani nt erf ace |l eavet het echnal ogy
and engi neeri ng nanegers to cope wththe
cdturd issues. Tretheoreticd foudatios
of S approaches specificd ly (QW are
rootedinthetechni cal perspectives of
Gyberneti cs and TQM OWInodel has
served as afraneverk for sof tvere process
and quality i nprovenent effortsin
thousancs of softvere argan zati as adthe
resour ces expended on QMMbased H are
inthebillionsof ddlars. Despitelarge
inestrartso resarces, thefalueraefa
A progyansishghr--toohigh QWidoes
nd efetivdyded viththesod d aspedts o
organi zati ons . QWWineeds nar e nanegeri a
focus. QMWMneeds t 0 be suppl enent ed
w th organi zati onal change i ssues and
organi zational palitics. (Nelsonand
Norbj erg) The scal e and conpl exi ty of
organi zati onal change proposed by QW
necessitates a nanageria rather than
techni cal approach (AEAN. QW S
| acks avar eness of thesoci a nat ure of
argani zai ons; ve have strongbdl i ef that
assunti ons about organi zationdl cuture
enbedded i n QWar e a f undanent al
issue. QWS holds arational and
necheni sticviewd theorgan zatioms. The
riskisthenachen sticvieathat reducesthe
softvareargan zati ostolittlenarethen
i nput - out put processes gover ned by
technicd rues. Theprinary ajective of
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QWi s to achieve “Qoti nal reputabl e
processes for S Wdevel opnent. The SH
paradi gmi s anattenpt t o change hows/w
prafessiad sthrkadact intha r everyday
agrizaiad ativity. R isaninevatian
intheorgani zational culturewththe
djetived daggit... Ifad, R theay
and practi ce cannat i gnore t he body of
knoWedge about orgeni zati ondl cdture.

SNWAWMsuf fers fromsone i nt ernal
catrad ctiasasit sheres nany aspect swth
the hierarchica cuturetypes; SAVOW
tursgaddlyheadicd a hde leds.
P_OwWIsuf fers froman addi ti onal ,
sigificat, naincotred cti onbetveenthe
rationd andcosensud cutureforns; SN
CWMWM and P- XCMM are mutual |y
i nconsi stent; Both QWs, P-OWi n
particu ar, express al |l egiancewththe
devel opnental cul ture formas an end but
as aneans. To achi eve a bal ance bet ween
cotrd adgd aietaionontheoehad
and changeandflexibility onthe ot her
hand-betveentheraiod cutuweandthe
devel opnertal cul ture. QWM ocuses t oday
oncontrol lingthe processes of s/w
devel opnent | eading to | evel of
bureacraizaiond s/wargan zati osthat
islesfleidethndsired Trepdess ad
bur eaucr acy f ocuses onstandardi zat i on of
skillsandindoctrireti ond theprdessiad.
They are based ontrust and conpet ence.
The need i s prof essi onal i zati on of s/w
ey rexring dferingatradtion staxkrds,
adacutuetha isvel |l entrenchedand
recogi zel evithout regerdtotheperticd a
agal zati onsetting

The transl ation, netrics, and

cdibrations

e dotheitens neanthe sane thi ng?

e dorespondentsreact the sanevay to
the sane terns?

e aescd esandscori ng nechan sis are
icaticd?

e wa happenswhenonecu turd group
ispred sposedtoscareinthecatred
thescd e wWeressaxther tedstothe
exdtrenss?

e construct equival ence (neani ng),
structurd equi vd ence (operdiod i -
zation), neasurenent (identical
irstrunerts), adscd a equi v ece

e theunderstand ngof the peop ethe
concept neani ng of “Trust”

Recommendat i ons

Treevd wtiassofa arebesadanirtricate
net hodd ogi es thet concedl naret hanwnet
theyreved . Thered test o anevd Ll&tion
processisthecdlectionof dataa the
grassroots | evel . The data shoul d be
suportedby qa itati veand ysiswerein
thered inpact of eechprogranmeedstobe
studed Mst o thee-goerraceiniti aives
had thei r i npacts on certai n pocket s of
vaiasstaesadinreditydona redly
rgresat treadtd stade Inlrdait issad
thet if Bagd oreistakenau o Karetaka,
Hyder abad out of Andhra Pradesh,
Gurgaon out of Haryana, Noi daout of WP
(adsoan) veryless | Twil bedoserved In
fact, neesurenent isasteplaer, were
Governnents need todothings in
anticipationvhereinthey cantakethe
advant age of the devel opnent of
e-Gvernance.

The Gvernnent s nosst i ncorporatethe
cost - benefit anal ysi s bef ore adopti ng
technol ogy. The i nt er - depart nent al
coord neti onnost beersured bef aretaki ng
up atechnd ogy sd wion. There shou dbe
dearlydefinedaccoutdiility perameters
adared neesure o efficiency shou dbe
i ncor por at ed. The hunan aspect s of
e-gover nance shoul d be t aken care and
proper systemfor their adgptationby d |
stakehd dersshod dbeinp ace Asregards
neasur enent of the i npact on each
stakehd der nost be st ud ed and the ext ent
o theinpect asvel | nost be under st ood.
Each neasurenent nust act as a f eedback
tothe on-ga ng process and i nprovenent s
nost be vorked accord gl y.

Goncl usi on

Though fromabove it nay seemt hat
cdcuaingtheprogess of e Gver ment
proectsisadfficut process, but the
Gver nnent s cannot do away by w t hout
accessingtheinpact. Infact, reachand
i npact arethe two par anet ers whi ch each
prgect shoddbeevd itedon Inarder thet
the Gvermantswil cortinue support the
prg ects, they havetoshontheresu ts ad
i npact of suchprgects. Bt asvedl ve
agree and concur that thereisstill no
net hodd ogy for estad i shigthefinanci d
costs ad benefits of onlineservices. The
eva ueti onprocess o e-gover et prq ect
hestogol ongvay befaorethe prg ects can
belraedas sucosss o falue ]
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