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Abstract

In this dissertation, the researcher studies operational methods, problems
and obstacles as well as problem solving methods in applying an e-government
system for public service delivery. The researcher also examines (2) the conditions
affecting the effectiveness of this system.

The researcher adopted a qualitative research methodology in a case study

form. As such, the Office of Social Security (OSS) of the Ministry of Labour (ML) and
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the Revenue Department (RD) of the Ministry of Finance (MF) were designated as
units of analysis.

In gathering germane data, the researcher conducted in-depth interviews
with 42 key informants from OSS, RD, the private sector, and academic specialists
in addition to studying relevant documents. The data were subsequently inductively
analyzed, classified, and synthesized across cases.

Findings are as follows:

Problems and obstacles resulting from the implementation of an e-
government system were as follows: (1) Rules and regulations were still the same
and very difficult to amend. (2) Coordination with other agencies was lacking,
especially in connection with information. (3) There were problems involving the
readiness of information, since information was not up to date. (4) Personnel with
expertise were lacking. (5) There was scarcity in respect to the budget. (6) Problems
occurred in coming to an understanding with service receivers.

Methods that can be applied to solving the aforementioned problems are
as follows: (1) Rules and regulations obstructing work should be amended. (2) Inter-
organizational coordinating systems should be created. (3) Data should be stored in
a modern manner. (4) The organization of the public sector organization should be
developed and experts from outside should perform work with public sector
personnel. (5) Sufficient budget should be planned in advance. (6) Efficient
communication systems should be provided in order to foster understanding and
solve problems for service users.

The conditions affecting the effectiveness of implementing an e-government
system are as follows: (1) Government policy must be clear. (2) Quality and reliable
electronic systems are necessary. (3) Trust and acceptance by service users must
be fostered. (4) Benefits that members of the general public and public sector
organizations will receive must be specified.

Recommendations for implementing an e-government system for the public
sector as based on the findings of this research investigation are as follows: (1) The

government must seriously develop relevant policy and lend support to the
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promotion of investments in technology and to providing information through an e-
government information system to all organizations. (2) Public sector personnel
must be continuously developed. (3) Public sector agencies must develop an e-
government system in a continuous and concrete manner in order to increase
national competitiveness. (4) Public relations campaigns must be carried out in
order to provide knowledge to members of the general public concerning methods
and guidelines for accessing the public sector’s e-government system. (5) The
development of public service delivery provided through an e-government system
must be responsive to the needs of service users. The people sector should
participate in decision making in respect to policy and in determining guidelines for

the development of public service delivery.

Keywords: E-government, Office under Ministry of Labour, Revenue Department

under Ministry of Finance
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