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Abstract—This study aims to develop a conceptual model 

that could be adopted for the development of the existing e-

government framework in Sri Lanka with the use of a more 

citizen-centred approach. Policy and Governance, E-

government Service Quality, Information Technology 

Infrastructure and Organizational Commitment were 

identified as the most influential factors to implement a 

successful citizen-centred e-government framework. The 

study was carried out considering both users and nonusers of 

existing e-government services. As the findings unveiled, the 

most influential factor for existing users is the e-government 

service quality, whereas that of nonusers is the organizational 

commitment to the adoption of citizen-centred e-government 

services in Sri Lanka. 
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I. INTRODUCTION  

For almost recent two decades of the time, most 
governments around the world adopt national development 
strategies which are essentially policy-driven such as 
integrated ICT [1], [2]. A national policy is essentially 
required to develop and promote e-government initiatives 
in which ICT could be adopted as an apparatus to enhance 
and expand the efficiency and capability of general 
management services for the sake of citizens. Most of the 
administrators of the governments in industrial or 
developed nations have understood the necessity and taken 
steps to facilitate services and information through online 
channels to the general public [3]. The fundamental to the 
victory of setting up an e-government framework should 
have two distinctive requirements that are; first, the public 
service which should be responded to the general needs of 
citizens should be provided by a one-stop service by 
combining all agency services, and second, all the services 
are to be provisioned available for 24/7 and integrated 
online [4], [5]. In the current day, the focal point of the 
services of the e-government framework has altered to a 
more citizen-centric approach from a state-centric concept 
and it has answered to the proposition of precedence which 
creates a successful e-government framework [6], [7]. 

A. Background of the study 

ICT has become a prevalent element that exists across 
the world and impacts the features of inter-reactions 
between the public and governments by altering the daily 
existence of people [8]. The acquisition of ICT, e-business 
and e-commerce by the commercial territories along with 
the dispersion of the use of the internet among the general 
public has directed the expediting ranges of familiarity and 
comfort with the technologies and infrastructure in 
multiple contexts such as electronic marketing, 
communicating with each other and academic affairs. Such 
elevated suppositions of the public push the public sector 
agents through developing and expanding services with a 

similar level to the ones in the private and commercial 
arena with complying with the alike level of effectiveness, 
efficiency and agility [9]. A carefully and successfully 
executed e-government framework provides important 
benefits which could be classified into financial, social, 
political and administrative and additionally to the 
respected stakeholders [10], [11]. As declared by the study 
on e-government [12], the world has started to produce e-
governments across the world at a time of computers are 
being used heavily. Additionally, the notion of e-
government has been rooted as to provide facilities to the 
public by allowing access to governmental services and 
information via digital platforms and building a more 
accountable government for citizens. Accordingly, clear 
and consistent ICT policies are framed within the national 
development strategies also [13]. This concept has further 
been addressed in the studies such as [14], [15], [16] and 
[17]. 

B. Problem statement 

The execution of an e-government framework could 
not be categorized as either a project or an event. It 
demands to realize the fundamental causes for the 
execution of e-government afar the simple formulating of 
legislation and producing unrealistic political directions 
[18]. Widespread and successful execution of the e-
government framework could be accomplished through 
prioritizing and setting up processes and recognizing ideal 
practices and strategies along with impressive 
organizational structure and methods of dealing with the 
public [9], [19]. Probably the ideal approach to attract the 
public via the architecture of the e-government framework 
is to facilitate value-added services and administrations on 
the infrastructure of e-government. Furthermore, to 
promote these services, the successful execution of e-
government projects should make sure that all types of 
societies approach the e-governmental setup and use its 
resources [20]. Yet, as identified in [21], there is a failure 
rate of e-government projects in the Least Developed 
Countries recording around 35% total failures and 50% 
partial failures. Hence, it is essential to consider elements 
that affect the tendency of citizens to embrace e-
governmental services when designing such platforms. 
Existing literature also discusses various aspects of this 
area of study such as crucial strategies, key success factors 
and failure contributions in adopting e-governmental 
service setup with a citizen-centric approach development. 
In the Sri Lankan context also, there are different 
initiatives such as establishing an Information and 
Communication Technology Agency to execute the 
blueprint of e-Sri Lanka while emphasizing the 
significance to make sure the readiness of the society to 
adapt to it [22]. Inspired by such a background, the 
research problem formulated in this study is; “What are the 
factors determining the success of e-government initiatives 
and how can citizen-centric adoption of e-government 
framework be enhanced to facilitate the successful 



development of e-government in Sri Lanka?” Thus, the 
research question derived from the research problem is; 
“What are the factors that determine the integration of e-
government services and information in Sri Lanka by 
utilizing a citizen-centred viewpoint?” consequently the 
research objective is; “To analyze the elements that could 
impact the development of e-government framework with 
the citizen-centric point of view in Sri Lanka”. As a result, 
it is expected to contribute to existing knowledge, 
literature and fruitful execution of e-government initiatives 
in Sri Lanka through the findings generated within the 
scope of this study which is developed based on a 
conceptual model tested only related to the Western 
province. 

II. LITERATURE REVIEW 

Utilizing previous studies and their critical arguments, 
factors influencing the development of successful citizens 
entering e-governmental services are discussed here. 

According to [23] and [24], governments heavily 
invest in ICT to render high-quality customer-centric and 
performance-driven services to E-government 
stakeholders. Due to various conditions such as Citizens-
Centricity, Facilitating Condition, Effort expectancy and 
Performance Expectancy, there is a huge concern 
regarding e-Government progress by citizens and hence, a 
holistic understanding is needed of the big picture of e-
Government [25]. Such e-government practices are 
currently promoting a hybridization of society between 
humans and technology while enhancing the state's 
relationship with its citizens [26]. Further, it should note 
that despite the numerous benefits and synergies offered 
by e-government systems, there are many obstacles and 
challenges as well [27]. This concept of e-government has 
been broadly and scarcely identified by different scholars 
[14], [16] and e-government evolution has been depicted 
through a few stages such as G2G or Government-to-
government; G2B or Government-to-businesses; G2E or 
Government-to-employees; and G2C or Government-to-
citizens [28]. Different writing on e-government has come 
up with different models through which e-government 
initiatives are evaluated. According to the Gartner 
Maturity Model, there are 04 phases of business 
integration of e-government system as availability of web 
site providing general information, clients able to contact 
distinctive government substances through downloading 
of documents and related archives and utilizing emails, 
empowers clients for online transactions and supplying a 
productively improved and personally coordinated and 
combined services [29]. According to the model discussed 
by [30], there are 05 stages of e-government evolution 
such as providing one-way communication via fixed web, 
two-way communication with citizens and government to 
associates via the improved web, incorporating monetary 
exchanges, horizontal and vertical integration of 
government frameworks, and political assistance through 
online means. The model of Public-sector Process 
Rebuilding concerns a citizen-centric approach in e-
governance including 04 stages such as cultivation, 
enhancement, maturity, and thoroughgoing through which 
the focus ranges from the utilization of a web to 
information exchange over organizations [31]. 

Different elements influence the development of 
citizen-centred e-government such as confidence within 
the Web, confidence in government, mindfulness of 
convenience, deliberate to utilize e-government and 
easiness of utilization [32], factors of governing, the 
organizational variables and the technical variables [33], 
political, technological, organizational, and social 
variables [34]. Under different political, technological, 
organizational, and social variables that are influencing the 
citizen-centric e-government approach, different sub-

elements have been identified by different scholars.  
Under the political variables, uninterrupted 

commitment and approval from top authorities 
(government assistance) [19], [21], [33], financial support 
for the infrastructure like technology, building, and human 
capital which are required to execute and disseminate e-
government (funding) [35], [36], vision, innovation and 
commitment displayed by lawmakers or government 
authorities (leadership) [3], [21], [37], administrative 
alterations upon legislation and regulatory systems such as 
on information security (legal and regulatory issues) [5], 
[21] are important components.  

Under the technological components, standards and 
guidelines regulating information technology, ensuring 
privacy and security of systems and data, vertical and 
horizontal integration of systems, compatibility of systems 
to access and free from portal technical issues are vital 
elements to be considered in implementing e-government 
systems [31], [38], [39], [40]. 

Organizational elements are also playing a significant 
role in adapting e-government whereas the factors such as 
rearranging the organizational structure making it more 
adaptable, managing the challenges coming through 
different levels of distribution of power, properly aligned 
information system strategy into organizational 
frameworks, prioritizing system outputs so that the 
expectations of partners and clients are met, having a 
proper plan as to the projects meet required execution time, 
and maintaining a sound culture where fresh changes 
required by the digital platforms and work environment are 
cherished should be highly considered [9], [31], [41], [42], 
[43]. 

Furthermore, when implementing a citizen-centric e-
government model, socio-cultural influences are also high. 
Hence, activities of e-government must focus on the needs 
of the public and provide value-added administrations 
since the citizen-centred government is a single criterion 
that makes the e-government framework special in 
delivering services [9], [44]. Under the existing social 
conditions, making awareness among citizens regarding 
the e-government framework and effective marketing is 
important to realize high citizen collaboration [45]. Not 
only awareness, education and training for citizens are also 
vital to make them familiar with novelties that occurred 
with e-government implementations. [34], [43]. Further, 
the digital divide should be eliminated by allowing 
everyone to access e-government systems irrespective of 
ethnicity, sexual orientation, age, salary, social status, 
language, or education [46],[47]. Summing up the existing 
literature regarding this area of study, it can be noted that 
e-government initiatives are highly important in today’s 
context and yet, there are various influences from different 
aspects which need to be focused on well and mitigated 
with different strategic initiatives. 

III. METHODOLOGY 

A. Conceptual model and hypotheses 

After checking on the auxiliary information of past 
analysts and literary works, a conceptual framework 
including 01 dependent and 04 independent variables was 
developed where 04 hypotheses will be tested to identify the 
relationships between such variables. Below Fig.01 illustrates 
the conceptual model developed and the hypotheses tested are 
as follows.  

H1: There is a significant and positive association 
between policy and governance and the adoption of citizen-
centred e-government services 

H2: There is a significant and positive association 
between information technology infrastructure and the 
adoption of citizen-centred e-government services 

H3: There is a significant and positive association 



between e-government service quality and the adoption of 
citizen-centred e-government services 

H4: There is a significant and positive relationship 
between organizational commitment and the adoption of 
citizen-centred e-government services 

 

Fig. 1. Conceptual model 

Variables are operationalized by breaking down them 
into sub-elements and testing them using a Likert scale. In 
this study, the deductive approach has been used. A 
quantitative strategy is utilized by the author, and a 
statistical explanation of the data is to be demonstrated. 
The unit of the analysis of this study is the individuals who 
are not currently working in the government or related 
professions in the Sri Lankan context. Under quantitative/ 
statistical evaluations, descriptive analyses, frequency 
analyses, correlations and regression evaluations are to be 
performed and the SPSS software package is used. The 
sample size was determined as 384 and the Random 
Sampling method was used to collect data from the 
population. Data collection has been carried out by sharing 
questionnaires. To comply with ethical concerns, data has 
been gathered from its participants only as the partial 
requirement under academic purposes, Sensitive data such 
as names, whereabouts, and places of working have not 
been marked. All information is stored with higher 
confidentiality, and it could be assured that no currently 
interested or potentially interested party would have the 
access to the collected data by any means.  

 

IV. DATA ANALYSIS 

When collecting data, 419 surveys have been 
disseminated whereas complete 398 questionnaire responses 
were received actually, covering both users and nonusers of 
e-government services. Hence the real sample size is 398. 
Survey respondents are private sector employed, self-
employed and unemployed living in the Western Province of 
Sri Lanka. First, the reliability test was conducted to evaluate 
the reliability of these data sources and instruments using 
Cronbach’s Alpha and it is in the accepted range being 0.818. 
According to the inter-correlation measured to ensure 
acceptable associations between every variable, all values 
are above 0.3 showing their appropriateness for the study. As 
per the values generated in the table of item-total statistics, 
Cronbach’s Alpha if item deleted value reduces the Original 
Cronbach’s Alpha value showing that the selected 05 
components of the model bring the optimum level 
collaboratively to the model. According to the KMO and 
Bartlett's Test conducted to measure the adequacy and 
independence of variables, the KMO figure is greater than 

0.7 as 0.903 and the figure of Bartlett’s test is below 0.05 as 
0.000 showing that the validity of the components is 
satisfactory. Further, the Skewness and Kurtosis values of all 
the variables also fall within the acceptable range showing 
they are normally distributed. As per the descriptive analysis 
of demographic factors of respondents, there is a diversified 
sample in terms of gender, age, educational level, salary 
scales, usage of the internet and experience with the e-

government framework ensuring the richness of data.  

A. Service Users 

According to the frequency analysis, all variables indicate 
mean values over 3.4 showing that the preferences are made 
relatively greater than the neutral level. According to 
Pearson’s correlation value which indicates the strength and 
the direction of the association of the two components, all 
the dependent variables show a positive significant 
association with the independent variable. Furthermore, 
policy & governance and organizational commitment are 
having a moderate relationship with the independent variable 
whereas, IT infrastructure and service quality are having a 
strong association. When performing the Linear Regression 
Analysis with regards to the users of e-government services, 
Tables I, II, and III show the degree of representation using 
R2, the significance of the model and the coefficients of 
variables. According to Table I, the adoption of citizen-
centric e-government services is explained by 55.3% by the 
independent variables of Policy and Governance, 
Information Technology Infrastructure, E-government 
Service Quality and Organizational Commitment. As 
indicated in Table II, the value of the significance of the 
model denotes 0.000 and therefore, the combinations of each 
of the elements are significant. Table III symbolizes that the 
considered factors in estimating the adoption of citizen-
centric e-government services in Sri Lanka are significant to 

obtaining the contribution to the framework. 

TABLE I. Service Users – Model Summary 

 
 

TABLE II. Service Users – ANOVA

 
 

TABLE III. Service Users – Table of Coefficients
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Governance 

Information 
Technology 

Infrastructure 

E-government 

Service Quality 

Organizational 
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e-government 

services 

Independent Variables 

Dependent Variable 



Using the coefficient values, a regression equation for 
the service users can be developed as, 

 

 

 

Fig. 2. Regression Equation for service users 

B. Service Nonusers 

According to the frequency analysis, all variables indicate 
mean values over 3.3 showing that the preferences are made 
relatively greater than the neutral level. Furthermore, policy 
& governance, IT infrastructure and service quality are 
having a moderate relationship with the independent variable 
whereas, organizational commitment is having a strong 
association. According to Pearson’s correlation value, all the 
dependent variables show a positive significant association 
with the independent variable. When performing the Linear 
Regression Analysis about the nonusers of e-government 
services, Table IV shows that the adoption of citizen-centric 
e-government services is explained by 61.6% by the 
independent variables of Policy and Governance, 
Information Technology Infrastructure, E-government 
Service Quality and Organizational Commitment. As 
indicated in Table V, the value of the significance of the 
model denotes 0.000 and therefore, the combinations of each 
of the elements are significant. Table VI denotes that the 
considered factors in estimating the adoption of citizen-
centric e-government services in Sri Lanka are significant to 

obtaining the contribution for the framework. 

TABLE IV. Service Nonusers – Model Summary

 
 

TABLE V. Service Nonusers – ANOVA

 
 

TABLE VI. Service Nonusers – Table of Coefficients

 

Using the coefficient values, a regression equation for 
the service nonusers can be developed as, 

 

    

 

Fig. 3. Regression Equation for service nonusers 

C. Hypothesis Testing 

According to Table VII, all hypotheses are accepted 
based on the outcomes of the associations among dependent 
(adoption of citizen-centred administration framework of e-
government) and independent components of the study. The 
significance of each affiliation describes the level of 
associations and relevant explanations denoted that 
alternative hypothesis have been accepted while rejecting the 

null hypotheses. 

TABLE VII. Summary of Test of Hypotheses 

 

V. DISCUSSION 

Once survey results are discussed using different 
dimensions and aspects, answers to the research problem can 
be sought. The study has aimed at Sri Lankan citizens and 
among the respondents, 74% of the participants are already 
utilizing the e-government services and 26% are not. Most 
of the citizens using e-government services are working in 
the private sector, around 93% have higher education, and 
around 80% of respondents are earning at least 100,000 in 
their employment. They are maintaining a good lifestyle and 
using the internet for regular activities. Among them, more 
than 30% are satisfied, around 15% are dissatisfied, and 55% 
are indifferent regarding e-government services. When the 
demographic characteristics of nonusers of e-government 
services are considered, still around 80% is employed in the 
private sector, around 98% is between the age 18-41, 96% is 

Adoption of Citizen-centric e-government services = 0.211 + 

0.270 (Policy and Governance) + 0.447 (Information Technology 

Infrastructure) + 0.497 (E-government Service Quality) + 0.256 
(Organizational Commitment) 

Adoption of citizen-centric e-government services = -1.046 + 
0.233 (Policy and Governance) + 0.658 (Information Technology 
Infrastructure) + 0.542 (E-government Service Quality) + 0.459 

(Organizational Commitment) 



earning a salary or profits of more than 50,000 and 75% is 
using regular internet services. Yet, they are not utilizing e-
government services and how such behaviour has got 
affected by the independent variables discussed in this study 

can be explored as follows.  

A. Policy and governance  

From the viewpoint of service users, there is a significantly 
positive association between the factors of policy and 
governance and the adoption of citizen-centric e-government 
services with moderate association strength. Nonusers also 
show a positive and strong relationship suggesting the 
requirement of adopting high scaled citizen-centric e-
government services. Through the policy and governance 
mechanism, it is demonstrated how e-government services 
are implemented focusing on practitioners and 
administrators including different indicators such as 
direction, strategy formulation, operation, funding and 
administration, and ICT support. Hence, government 
officials should pay attention to developing, retaining, and 
enhancing the ICT skills of citizens and understanding the 

behaviour and service requirements of citizens.  

B. IT infrastructure 

From the viewpoint of service users, there is a highly positive 
association between adopting citizen-centric e-government 
services and information technology infrastructure. 
Similarly, such a positive yet moderate association is there 
between these variables of service non-users. Different 
aspects considered under IT infrastructure include 
networking, hardware provisions, hardware policies, well-
defined systems and integration of these individual systems, 
internet, wireless broadband, fixed-line telecommunication 
and cloud-based information access etc. Hence, it is unveiled 
through findings that citizens expect adequate and up-scaled 
hardware, much citizen-centric software solutions, 
integration of comprehensive databases so that information 
exchange within sub-service bodies of the government is 
facilitated, and uninterrupted networking service from 

government officials. 

C. E-government service quality 

Under the service quality, a few aspects were considered 
such as reliability of the services, maintaining good service 
output by the officials, accessibility to the citizens, 
understandability by the users and usability of the service 
information. Based on them, users show a highly positive 
association between e-government service quality and 
adopting citizen-centric e-government services in Sri Lanka. 
Yet, nonusers show a relatively low figure with a moderately 
positive association. As the findings emphasized, citizens, 
are expecting better quality maintenance of the online 
systems, clearness of the information, hassle-free usability 
and convenience of online systems etc. for them to adopt 

those platforms. 

D. Organizational commitment 

A moderate and positive association between organizational 
commitment and adopting e-government services is shown 
by the existing users in this study whereas, another similar 
but much improved strong association has been shown by the 
non-users of the e-government services. A few different 
aspects such as prioritization of work, the orientation of 
information, actual adoption of the services and practical 
involvement of the officials in terms of providing a valuable 
service to the public are included when evaluating this 
relationship. Accordingly, the reason behind this result 

would be that government organizations are showing a better 
image and as a result perceived service experience of citizens 
are higher than the real experience they obtain when getting 
the real service. Hence, the study shows that top managerial 
authoritative should be committed to introducing new 
technology and systems so that information can be obtained 
across every department in the organization without waiting 
and in that milieu, management and the staff also should be 

able to identify the challenges and potential threats.  

Accordingly, independent variables used in the study are 
explaining the determinant factors and behaviour of the 
citizens in adopting e-government services. Hence the 
developed model with the support of past literature is 
effective in answering the research problem. There can be 
some other variables in explaining the same which are not 
covered in this study and yet, open for future researchers. In 
a nutshell, factors such as policy and governance, 
organizational commitment, information technology 
infrastructure and e-government service quality are highly 
influencing factors in determining the e-government service 

adoption by citizens in Sri Lanka.   

VI. CONCLUSION & RECOMMENDATIONS 

There was a strong relationship between the dependent 
variable and independent variables such as e-government 
service quality and information technology infrastructure. 
Such an impact could be observed because the service users 
perceive those elements with the experience related to 
receiving e-government services. Having no such experience 
might be the cause that nonusers observe the same impact in 
a different way which was moderate. Furthermore, 
leadership and budgetary support were identified as the main 
elements in promoting e-government services. In the 
nonusers model of adopting e-government citizen-centric 
services, the most influential factor was organizational 
commitment. Nonusers might have measured the impact of 
organizational commitment compared to how private 
organizations would have provided similar services to the 
public. However, it could be seen that all these perceptions 
from the perspectives of service users and nonusers are 
similarly important when developing an effective citizen-
centric e-government service portfolio. Nonusers have 
developed their perceptions without real experience and 
hence may have undergone political influences and typical 
perceptions. Government bodies should consider that in 

developing further initiatives.  

As further suggestions, it can be recommended to 
increase the speed of e-government projects, align national 
policy with ICT developments, develop IT infrastructure 
with adequate budgetary support, enhance efficiency and 
user-friendliness of systems targeting value delivery, 
integrate all service platforms, and increase top management 

commitments and guiding staff with required training.   

VII. IMPLICATIONS OF THE STUDY 

With the findings of this study, the government can 
enhance and improve its decisions and actions regarding e-
government service implementation in Sri Lanka and 

thereby, the living standards of people will be uplifted. 

VIII. FUTURE RESEARCH AREAS 

Future researchers can conduct their studies by separating e-
services into several sectors or departments and contrasting 
those services. Further, they can adapt to some other 
dependent variables such as economy, societal values, 
linguistic and ethnic diversity and poverty level. Further, 



they can embrace the government agencies’ perspective 
within the study. Finally, the qualitative methodology can 
also be adopted in future studies to obtain a much deeper 

understanding of the area of study. 
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