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ABSTRACT

GAINS OF PROGRESSION OF A PERSONNEL MANAGEMENT SYSTEM TO
E-GOVERNMENT ENVIRONMENT

Aydogdu, Unal
M.S., Computer Engineering Department
Supervisor: Asst. Prof. Dr. Nergiz Ercil Cagiltay
August 2007, 105 pages

In many countries the main reason to turn towards the e-government applications is
the increase on public expectations. Citizens want to do their governmental procedures
day and night, 24 hours a day without leaving their homes and offices, without losing
any time. These expectations force the managers of public organizations to deal with e-
government applications. Because of the e-government requirements, changes on
information management methods of government organizations become mandatory.
Like in every reform, there are managers, which resist to the changes and want to
continue with the traditional methods. These managers cause delays while e-government
applications are emerging. Educational program needs have occurred, for the users, who
are at the management level, to use the new application effectively. With transparency,
security issues have been arisen and new applications were developed in order to obtain
security and new mechanisms were constructed. This study is prepared to guide people
about the gains of progression of a personnel management system to e-government
environment and to give the opportunity to have an initial estimation for the process.
This thesis reviews the differences when a personnel management system moved to the
e-government environment by means of, duration, service quality and error correction.
SERVQUAL method is used to measure the service quality. Results of this study show
that; e-government applications simplify the information sharing between citizens and
the government, increase the trust of the citizens to government, preserve time, cost
losses and increases the information currency and reliability.

Keywords: E-government, SERVQUAL method

11



0z

BiR PERSONEL YONETIM SiSTEMIiNi E-DEVLET ORTAMINA TASIMANIN
KAZANIMLARI

Aydogdu, Unal
Yiiksek Lisans, Bilgisayar Miithendisligi Boliimii
Tez Yoneticisi: Asst. Prof. Dr. Nergiz Ercil Cagiltay

Agustos 2007, 105 pages

Bir¢ok iilkede e-devlete yonelmenin arkasindaki en onemli faktor kamudan bu
yondeki beklentilerin artmis olmasidir. Vatandaslar giindiiz-gece, giiniin 24 saatinde,
evinden veya igyerinden ayrilmayarak, dolayisiyla zaman kaybetmeksizin islemlerini
yapmak istemektedirler. Bu beklentiler kamu kesimindeki yoneticileri e-devlet
uygulamalar ile ilgilenmeye zorlamaktadir. E-devlet uygulamalari kurumlarin bilgi
isleme yoOntemlerinde degisiklik yapilmasini zorunlu hale getirmistir. Her reform
hareketinde oldugu gibi bu degisiklere karsi ¢cikan ve eski aligkanliklarindan vazgegmek
istemeyen yoneticiler olmustur. Bu yoOneticiler e-devlet uygulamalarinin hayata
gecirilmesinde gecikmelere sebep olmustur. Yeni uygulamalarin aktif bir sekilde
kullanilmasi i¢in yOnetici seviyesindeki kullanicilara egitim verme ihtiyaci dogmustur.
Baz1 yoneticiler seffaflasmaya kars1 direng gostermistir. Seffaflikla birlikte giivenlik
onlemleri de giindeme gelmis ve giivenlik i¢in yeni uygulamalar gelistirilerek, denetim
mekanizmalart kurulmustur. Bu tez bir personel yonetim sisteminin e-devlet ortamina
tasinmasinin siire¢, servis kalitesi ve hata iyilestirmesi anlamindaki farkliliklarii
incelemektedir. Hizmet kalitesinin 6l¢iimii icin SERVQUAL yontemi kullanilmistir. Bu
calismanin sonuclar1 gostermektedir ki; e-devlet uygulamalar1 vatandasla devlet
arasindaki bilgi paylasimini kolaylastirmakta, vatandaslarin devlete olan giivenini
arttirmakta, zaman, para kaybin1 6nlemekte ve bilginin giincelliginin ve giivenilirliginin
artmasini saglamaktadir.

Anahtar kelimeler: E-devlet, SERVQUAL yontemi
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CHAPTER 1

INTRODUCTION

Use of Information & Communication Technologies (ICT) in government activities
has become a common phenomenon in recent years. In the late 1990s, ICT introduced a
new concept named “e-government” in public administrations. With this new concept,
organizations started to change their legacy system with new IT developments. Of
course information technology cannot by itself change the inherent nature of the tools of
government policy. However, by using information technology, organizations may
change the way that they use these tools in two ways; first, by reengineering the way that
existing tasks are carried out, second, by creating new tasks and opening up policy
opportunities that were not previously possible [5]. Organizations use these
developments to contact with their citizens to get information, which are used to

generate judgments, solve problems and make decisions.

In the literature, there are not many studies guiding the developers while moving to
the e-government structure. Here the guidance is referred as the expected improvements
in the sense of service quality, process durations and error rates. This study is a

descriptive case study, which aims to analyze these three factors in an actual case.

A government organization in Turkey is used as a case to e-government applications
in this study. Our government model has an intra-net area and this intra-net area has
become widespread, too fast, and radical with revolutionary changes over recent years in
the directions of innovations in information technologies. According to these

developments in 2006, mobile platforms gain the possibilities to reach the



organization’s intra-net, with wireless access by using their satellite systems. Indeed
this change is still in progress and the organization is planning to enlarge its intra-net.
Nowadays organization’s departments are replacing old legacy systems with new ICT
systems. With this trend, organization’s Headquarters Personnel Department (HPD)
decided to change old legacy personnel information collection method (optical forms &
printed documents) with a web-based personnel information portal (PIP) application by
using information management standards. The fact that a high percentage of staff was
charged with a duty in mobile platforms, forced the HPD to continue to use legacy data
collection methods, until new ICT developments and huge intra-net area make web-
based applications possible. A powerful way of managing information variety is to
involve as many organization members as possible in the gathering of information
process; in effect, creating an organization-wide information collection network. In any
organization, people, not printed sources or electronic databases, will always provide the
most valuable information. Also e-government application’s goals continue to impact

organizations and help customers to save time and decrease costs.

Our organization always tries to reach the correct, updated, reliable, and trustable
information as fast as possible. HPD hopes to increase efficiency, effectiveness, and
organizational performance by developing PIP. PIP was developed in order to keep
personnel information more reliable, updated and correct and also enabling members of
the staff to follow their own records with web-based services. With this development

HPD has reorganized the processes of back-offices.

The web and other technologies have shown potential as effective and efficient
managerial tools that collect, store, organize, and manage voluminous information.
Effective information systems (IS) service has been expanding to the areas that assist
and train IS users in their use of information technology in problem solving and

analyzing data to produce information for decision makers.

Increasing importance of IS services, triggers quality of IS services in enabling IS
users to accomplish their work more efficiently to add value to their activities and
organizational performance. While there have been efforts to study service quality, there

has been no general agreement on the measurement of the concept. PBZ (Parasuraman,



Berry, Zeithaml) research group put forward a method to measure service quality as
SERVQUAL [2]. Based on the SERVQUAL instrument, this article re-designed the
criteria and data analysis methods of the instrument in order to adapt it to evaluate the
service quality distinctions of HPD legacy personnel management system and new

developed web-based personnel information portal (PIP) services.

This study examines the gains according to the differences between legacy
personnel management system and new PIP services, by means of duration, service
quality and error correction. In the literature part of this study e-government application
effects on the organization and IS service quality measurement methods are also
analyzed. During the eight months, the present system data manipulation processes are
analyzed and duration and error ratios of present system are detected. Also new
developed PIP data manipulation process is analyzed and duration and error ratings are
measured during three months period for the new system. In the result part of this study
both systems’ data manipulation durations and error ratings are compared. SERVQUAL

method is applied to measure both systems’ service qualities.



CHAPTER 2

BACKGROUND INFORMATION

Under the global pressure of information and communication technology (ICT),
web-based applications have become a global trend. The popularity of e-government, to
deliver and conduct government services in public administration, increases interaction
between government and citizens through web-based technologies [1]. More
government transparency allows citizens to monitor the performance of public
organizations easily through the increase in the availability of information [1]. At the
same time e-government applications are developed to shorten the durations of
government bureaucracy. Interactivity refers to the quality of communication between

organizations.

In this chapter, we are summarizing the relationship between organizations,
information technologies and e-government environments. We also investigate how
should be the information management, information system success models and the

gains of the e-government environment.

2.1 Organizations, Information Technologies, and Environment

Organizations are replacing old legacy systems with new IT systems, which are
using information collected by the environment. The new systems allow organizations to
communicate with each other and interact with customers more efficiently. However;
the construction of the relationship between organizations and IT systems must be

determined in a more detailed way. In this subject we summarize these relations.



2.1.1 Information

Gregory Bateson gives the definition of information in his book Mind and Nature
as; “Any difference that makes a difference.” According to Bateson’s approach, in order
for it to generate pattern, thought, and learning, information must be created, processed,
and acted upon in an environment of interconnected social and biological reforms [2].
He also reports that information creation, acquisition, storage, analysis, and use support
the growth of an organization [2]. In the following section, we have summarized the

relationship between IT and organizations.

2.1.2 Organizations and Information Technologies

Local governments are replacing old legacy systems with new IT systems. Although
the reactions were not quite positive at the beginning, organizations prefer to use e-
government applications while getting more comfortable with the computers [3].
Governments do not have to be limited by physical and institutional boundaries. People
are now using government web sites to make transactions instead of visiting government
buildings. Also governments all around the world contact with their citizens by using
mobile phones, digital televisions, Internet and emails. The USA is the first country,
which activates e-government initiatives in 1993 reforms [4]. After a couple of years the
United Kingdom and the other European countries have followed these reforms. Also
the European Commission has its first step for the E-Europe in year 2000 at the Lisbon
Summit meeting. The focal point of all these reforms is to make the online reach to the

governmental services possible for the citizens [4].

TUIK’s (Turkish Statistics Institution) reported statistics on Information
Technology use in Turkish initiatives that report declares the usage of computers as
87.76% and usage of Internet as 80.43% [5]. Internet usage rates increases with the size
of the organization. Organization members > 250 => Internet usage ratio = 99.22% and

49 > Organization members > 10 => Internet usage ratio = 77, 97% [5].

In the same report, it is shown that, in January 2005, 40.15% of members of

computerized organizations used computer at least once a week. At the same interval



35.83% of members use Internet at least once a week at organizations, which have

Internet access [5].

This study shows that, computer and Internet usage at the organizations increases
while the size of the organization increases. Also our organization reached a huge intra-
net system in 2006. Employees’ computer and intra-net usage is increasing every day.

All these opportunities drive our organization to use online systems more efficiently.

By itself, Information Technology is considered as an environment. Information
technology cannot change the Internet nature of the tools of government policy.
However, by using information technology, organizations may change the way that they
use these tools in two directions: by reengineering the way that existing tasks are carried
out, and by creating new tasks and opening up policy opportunities that were not

previously possible [6].

2.2 Organizational Information Processing

Organizational information processing has three phases according to its goals; first,
organizations use the information as processing systems, the approach of this system is
seeking to understand and predict how organizations perceive stimuli, interpret them,

store, retrieve, and transmit information, generate judgments, and solve problems [7].

Second, organizations as decision-making systems; theoretically organizational
decision-making must consist of the theory of search and theory of choice [2]. Decision
makers must identify problems, search for solutions, and develop methods to generate
and evaluate alternatives to solve problems and new choices. Briefly decision makers
must actively search for the required information, since such information is not readily
available. Spending less time to collect the information to shortens the decision-making

period [7].

Turkey is a developing country with limited resources. According to Yildiz [8], it
would be interesting to examine how political and administrative top decision makers
make policy. He agrees that developing of e-government projects increase towards

making government work better. According to him, “they are also partial results of



conforming to isomorphic tendencies such as being on the cutting edge, keeping up with

other government agencies and conforming to European Union standards [8]”.

Third, organizations as interpretation systems; according to this approach
organizations are information processing systems, in the first instance, purpose of
processing information is not decision making or problem solving [2]. Instead, the focus
is on reducing the ambiguous of information about the organization’s external
environment. Managers as information processors receive information about the external
environment and then create or enact the environment to which they will attend [2].
Organization’s external environment is being interpreted, and interpretation depends on
analyzable perceptions of environment and how actively it is introduced into the

environment to understand it [2].

2.3 Information Management

Organizations which use the information for progression, decision generation or
interpretation need an information management cycle. Figure 2-1 shows a process model
of information management, which is closely related with six items. These are
information needs, information acquisition, information organization and storage,

information products and services, information distribution and information use [2].

Information Organization and Storage
_» Information Needs A
v .
L, Information > Information v
Acquisition Product/Service Information Adaptive
Information Use Behavior
Distribution

Figure 2.1 Information management cycle [2]

2.3.1 Information Needs

Information needs arise from the problems, indefiniteness, and ambiguities in

specific organizational situations and experiences [7]. Organizations analyze the



environment and seek information in order to make sense of the situation and have the
necessary information to make decisions and solve problems. Government’s capacity to
gather information is a function of social relationships rather than technology and has

not necessarily increased through technological advances [6].

The common reasons for people to contact government are ranging from trying to
influence public policy, to solve their problems, which are related by governmental
affairs, execute a government related transaction, to get information about government

services and benefits, among other reasons [9].

Information needs will not stop, people and organizations always ask, “What do I
want to know?” “What do I need to know?” “How do I need to know?” According to
MacMullin and Taylor “information needs are contingent, dynamic, and multifaceted,
and a sufficient complete specification is only possible within a rich representation of

the total information-use environment [2].”

2.3.2 Information Acquisition

According to Kohen, to get information acquisition, technological innovations,
government policies, economic trends, demographic patterns, lifestyle changes, political
transitions and international trade must be monitored by the organizations [9].
Nowadays Internet may reduce the cost of many information collection processes. With
less effort and spending less money, organizations collect so much information from
their environments. Internet reduces time and cost and greater convenience may affect
satisfaction with the contact experience. Kohen agrees that, if people employ a cost-
benefit assessment in evaluating their contact experience with government, then the
reduction of cost of contact may lead to marginally higher solution rates, if the benefit

side of the equation does not rise [9].

A powerful way of managing information variety is to involve as many organization
members as possible in the gathering of information; in effect, creating an organization-
wide information collection network. In any organization, people, not printed sources or
electronic databases, will always provide the most valuable information. E-government
integrated services not only bring together services but also integrate them into more

complex units that match citizens’ needs and problems. Integrated services



characteristics are created on the basis of users’ needs and not of internal requirements

and structure of the administration [7].

2.3.3 Organizational Information Storage

Managers can look at the history of an organization to find ways it adapted in the
past [10]. Systematically organized and stored history of a company contains its heritage
and traditions, which managers try to understand if they are to see the present as part of
a process rather than as a collection of accidental happenings. Perceiving a company in
this way can enhance a manager’s ability to plan for the future. Managers need to learn
how to develop historical resources and how to put them to use. E-government offers
potential solutions to leaders across the whole body of government. Many OECD
countries have found that sustained leadership is important at all levels of the e-
government cycle. At the early stages of e-government implementation, leadership can
articulate and promote acceptance of vision and strategy, and set frameworks to facilitate
electronic service delivery and structure implementation efficiently [10]. Optimized file
structures and access methods in the database systems can maximize use of computer
resources and yield fast response times, and at the same time ensure accurate, up-to-date

records that can be processed to complete transactions without error and delay [2].

2.3.4 Information Products and Services

Users require information to find answers for questions. However, at the same time
they also are partnership of solutions to problems. Information products and services
should be designed to address not only the subject matter of the problem but also the

specific problem or each class of problems [2].

According to Taylor, “Information products and services, and information systems
should be developed as a set of activities that add value to information being processed
in order to assist users to make better decisions and better sense of situations, and
ultimately to take more effective action [2].” Taylor classified value-added activities into
six categories with more than twenty items. These value-added activities are; ease of

use, noise reduction, quality and adaptability, time savings and cost savings [2].



Taylor declared that the ease of using product and services could let users browse
information, arrange and format data, assist users to get answers and to gain
understanding and experience with the system interface. Also dividing or grouping,
ordering and making physical access becomes easier [2]. Noise reduction deals with the
intellectual access, linkage, precision, and selectivity. These are value-added activities
like indexing, database management systems, reference to other related information,

ranking output, detailed description of items, and selective input of information.

Quality is a user criterion, it deals with accuracy (error free transfer),
comprehensiveness (complete coverage), currency (access vocabulary reflects current
usage), reliability (trust in consistent performance of service), validity (soundness of

data provided) [11].

Adaptability is an ability to give service to user needs in their work environments.
Ability related with closeness to problem, which covers specific needs of a person in a
particular situation with a particular problem. Flexibility is a part of adaptability that
indicates multiple ways of manipulating data. Another item is simplicity, it represents
lucid data selected or presented. Last item for adaptability is stimulatory which covers

activities that raise the profile of the service [2].

Time saving and cost saving are the perceived values of the service based on the
speed of its response and the amount of money saved for the users. If governments do
not keeping track of the new technological developments, they pay for information
rather than receiving it by its outstanding position [7]. As well as reducing the cost of
producing the same information, widespread use of information technology has
increased the potential for collecting information and has therefore increased the cost in

general. Information distribution can be as expensive as its collection [6].

In the last two decades, Internet-based applications have been developed, using
online filing to cut down the costs of data re-entry and checking, to save on
communications cost with customers and within government, to use limited resources
such as skilled staff or facilities more efficiently by improving booking arrangements, to

replace paper-based application processes and to reform payment and procurement [2].
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According to the paragraphs mentioned above, information service design and

management principles could be listed as below:
1) Information services need to be flexible and multifaceted [2] [11] [7].

2) Information services need to develop both competitive and collaborative

strategies [2] [11].

3) Intermediary roles need to be translated at the micro level into transparent
systems that empower users, and at the macro level to be expanded to perform

training and education functions [6].

4) The information service needs to accept responsibility for performance of some
monitoring functions and to assist gatekeepers and their relatives in the

performance of others [6].

5) The information service must be client-centered rather than collection — centered
or system-centered, be continually aware of user needs, and have a marketing

orientation [2] [7].

6) The information service itself needs to be constantly innovating [2].

2.3.5 Information Distribution

Information distribution can be performed with the sharing and disseminating of
different sources of information of organizations. Information sharing and distribution
can yield many positive results. Organizational learning becomes more broadly based
and more frequent; retrieval of information becomes more reliable; and piecing together
the separated items can create new information [2]. Distribution is, in the first instance,
about the dissemination or routing of information according to that famous phrase, “the

right information to the right person in the right time, place, and format [2].

Information sharing must be done easily without loss of quality [2].

Nowadays, most companies and governments use Internet or on-line applications
for online data collection to reduce data entry costs, the use of e-procurement and
distribution cost and data through online publication. Sharing of common data within

and between agencies to reduce collection and data reconciliation cost is emerging as
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major focus of efforts to reduce costs within government. It also provides considerable

benefit to customers of government services [2].

If information that would be distributed has confidentiality, than firstly security
standards need to be defined. OECD council suggested nine principles for security of

information systems and networks in July 2002. These principles are listed below;
1) Knowledge; It must be known that information systems need security.

2) Responsibility; everybody is responsible for the security of information systems

and networks.
3) Reaction; Reaction over security problems must be done all together and on time.
4) Moral rules; Respect the others’ legal rights.

5) Democracy; Security systems and network security must be suitable with public

values.

6) Risk Analysis; Risk analysis must be done according to the weaknesses and

risks.

7) Security planning and operations; Security is mandatory for information systems

and networks.
8) Security management; Detailed approach must ensure security management.

9) Recheck; Security systems, security policies, applications and methods over

information systems and networks, must be rechecked all the time [12].

2.3.6 Information Use

As Chun describes, organizational information sustains multiple meanings. Each
one is the result of individuals or groups interpretations [2]. The use of information for
knowledge production is unfurled through social interactions dispersed over space and
time. Information used for making of meaning and understanding needs, processes and
methods. These methods and processes provide for high degree of flexibility in
information representation that facilitate the vigorous exchange and evaluation of

multiple representations among individuals [2].
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Also categories of information usage are discussed before in organizations

information processes section of this study.

2.4 Information System Success

According to Laudon and Laudon, within the Information System (IS) literature,
there are many models proposed to assess the quality of IS. An IS can be defined
technically as a set of interrelated components that collect or retrieve, process, store and
distribute information to support decision making, coordination, control, analysis and

visualization in an organization [13].

2.4.1 DeLone and McLean Information System Success Model (1992)

In 1992 for the first time DeLone and McLean broadcasted their Information
System (IS) Success Model as a framework and model for measuring the complex
dependent variable in IS research [14]. The main purpose of their first model was to
synthesize the IS success into coherent body of knowledge and to provide guidance to
future researchers [14]. In the D&M IS Success Model, technical success is measured by
“system quality”’; semantic success is measured by “information quality” and
effectiveness success is measured by “use, user satisfaction, individual impacts”, and
“organizational impacts” [14]. According to D&M IS Success Model first of all an IS
must be created which can be described as exhibiting various degrees of system and
information quality; second step is users and managers experience these features by
using the IS and get satisfied or dissatisfied with the information products of the system;
third the use of the system impacts or influences the individual user in the conduct of
his/her work, and the last one is these individual impacts result in organizational impact.

Figure 2.2 indicates the D&M IS Success Model [14].

There are so many studies related to the relations between D&M IS Success Model
items. These studies are based on the fact that; they use multidimensional success
constructs and they measured the association among the success constructs. Paragraphs

listed below summarize the empirical results that were tested by several studies.
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User Satisfaction

Information

Figure 2.2 DeLl.one and McLean IS success model (1992) [14].

The association between System Use and Individual Impact was tested before.
System use was typically voluntary and was measured as frequency of use, time of use,
number of accesses, usage pattern, and dependency. Individual impacts were measured

in terms of job performance and decision-making performance [14].

Relationship between System Quality- Individual Impacts can be explained with the
terms of functionality, reliability, flexibility, data quality, portability, integration, ease of
use, and importance as measurement criteria of system quality. Individual impacts were

measured as quality of work environment and job performance [14].

The measurement items of information quality are accuracy, timeliness,
completeness, relevance, and consistency. The relationship between information quality
and individual impacts can be tested over these items. Individual impact can be
measured in terms of decision-making performance, job effectiveness, and quality of

work [14].

The widening of end user computing in the mid-1980s placed IS organizations in
the dual role of information provider and service provider. Pitt et al observed that
“commonly used measures of IS effectiveness focus on the products rather than the
services of the IS function. Thus there is a danger that IS researchers will mismeasure IS
effectiveness if they do not include in their assessment package a measure of IS service
quality” [15]. Other researchers have agreed with this idea, mentioning the need for a

service quality measure to be a part of IS success [14].
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2.4.2 A Study on Service Quality - User Satisfaction Relationship

“One that is commonly used defines service quality as the extent to which a service
meets customers’ needs or expectations” [16] [17]. With this definition the difference
between customer expectations of service and perceived service can be a definition for
service quality. If expectations are greater than performance, then perceived quality is

less than satisfactory and hence customer dissatisfaction occurs [18].

There has been a debate in IS (information system) literature about the measurement
of IS service quality. Several studies are concerned with the conceptual and empirical
relevance of the measures of service quality such as SERVQUAL and SERVPERF.
Some researchers contend with the terms of convergent and predictive validities that
perception only measures are better than confirmation/disconfirmation measures because
the perception measures readily reflect users’ complex cognitive evaluation processes
[19]. According to Kettinger and Lee, service quality dimensionality varies from one to
eight dimensions [20]. With the terms of the dimensionality of service quality and the
role of expectation in determining the gap score (i.e., service quality) Kettinger and Lee
call for research that experimentally proves the strength and weakness of those two

measures of IS service quality [20].

Theoretical Background and the Information System Service Quality

Measurement Models

Confirmation/disconfirmation between expectation and perception, or perceived
quality itself, is a method to measure IS service quality. The differences between
SERVQUAL and SERVPEREF are the typical measures of service quality, and introduce

an aggregate measure of service quality [20].

According to Parasuraman, Zeithaml, and Berry, “SERVQUAL is based on the
confirmation/disconfirmation model (gap between expectation and perception) widely

adopted in the customer satisfaction literature [20].”

One of the superlative instruments for measuring quality of IS service is
SERVQUAL, which has continuously proven its instrumental usefulness in IS service
quality research across industries including services, finances, and manufacturing.

Moreover, for the analysis of expectation gap between IS professionals and users,
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SERVQUAL instrument in the information systems area is a good tool [20]. According

to Parasuraman, Berry and Zeithamal, “SERVQUAL instrument consists of two parts

with 22 statements in each, measuring respondents’ expectations and perceptions of

actual service provided, each consisting of five generic dimensions or factors and are

stated as follows in Table 2.1 [20]:

(1) Tangibles. Physical facilities, equipment and appearance of personnel.

(2) Reliability. Ability to perform the promised service dependably and accurately.

(3) Responsiveness. Willingness to help customers and provide prompt service.

(4) Assurance. Knowledge and courtesy of employees and their ability to inspire

trust and confidence.

(5) Empathy

customers [19].”

. Caring and individualized attention that the firm provides to its

Table 2.1 The measurement items [20]

Dimensions

Items

Tangibles

IS has up-to-date equipment

IS’ physical facilities are visually appealing

Employees of IS are well dressed and appear neat

The appearance of the physical facilities of IS is in keeping with the type of
services provided

Reliability

When these IS units promise to do something by a certain time, they will do so
When user has a problem, these IS units will show a sincere interest in solving it
These IS units will be dependable

They will provide their services at the times they promise to do so

They will insist on error-free records

Responsiveness

They will tell users exactly when services will be performed
Employees will give prompt service to users

Employees will always be willing to help users

Employees will never be too busy to respond to user’ requests

Assurance

The behavior of employees will instill confidence in users

User will feel safe in their transactions with these IS units’ employees
Employees will be consistently courteous with users

Employees will have the knowledge to do their job well

Empathy

These IS units will give users individual attention

These IS units will have operating hours convenient to all their users

These IS units will have employees who give users personal attention

These IS units will have the users’ best interest at heart

The employees of these IS units will understand the specific needs of their users
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Service quality for each dimension is captured by a difference score G representing
the perceived quality gap for the item, where G = P — E. P and E represents average
ratings of a dimension’s corresponding perception and expectation statements

respectively [20].

Using SERVQUAL method for measuring service quality, needs fastidious study
because the understanding and interpretation of expectation is critical [20]. The ill-
defined “expectation” construct may lead to varying interpretations of the expectation
construct on the part of a customer [20]. SERVPERF method consists of the same five
dimensions (tangibles, reliability, responsiveness, assurance, and empathy) to measure
perception of performance, but this method focuses only on user perception of service

quality [20].

Both SERVQUAL and SERVPERF literature address many publications in
measuring service quality [20]. Yong, Mike, and Joong (2005) yielded limitations in two
areas of these publications in their paper [20]. First one is the substantive relationship
between service quality and user satisfaction, and the second one is the empirical test for
alternative measures of service quality, “i.e., confirmation / disconfirmation, perception-

only, and overall assessment of service quality” [20].

Yong, Mike, and Joong (2005) have focused on the relationship between service

quality and user satisfaction, through three ways of measuring service quality. These are;
Model 1: SERVQUAL (gap measure) = user satisfaction,
Model 2: Perception = overall service quality = user satisfaction,
Model 3: Perception only service quality = user satisfaction [20].

They tried to measure which method is more effective in predicting user satisfaction

[20].
Model 1: Confirmation/Disconfirmation for Service Quality

Figure 2.3 shows Model 1. It represents a disconfirmation framework featuring
SERVQUAL as a distinctive construct that will predict user satisfaction. It is expected

that service quality will positively increase user satisfaction. If “P” perception exceeds
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“E” expectation then user satisfaction increases. If “E” exceeds “P” than dissatisfaction

Service Quality User Satisfaction
P-E

Figure 2.3 Model 1 Service quality as confirmation/disconfirmation

will occur [20].

Model 2: Service Quality as the Overall Assessment of Service Quality

Figure 2.4 shows Model 2. It features perception of service quality and overall
assessment of service quality as distinct constructs. Model 2 is structured to assess
attribute-level perception influences the overall perception of service quality which in
turn affects user satisfaction. Model 2 is useful to compare the effect of attribute-level
evaluation and the overall evaluation and the impact of perception-only measures on

user satisfaction [20].

Overall Service User Satisfaction

Figure 2.4 Service quality as overall assessment of service quality
Model 3: Perception as Service Quality

Figure 2.5 shows Model 3. It forms perception of service quality as a main
antecedent to user satisfaction. As SERVPEREF studies claimed, this model may have the

potential to provide an explanation for a complex cognitive process of user satisfaction
toward IS service quality [20].

User Satisfaction

Figure 2.5 Perception-only construct as service quality

Yong, Mike, and Joong (2005) have also compared three different structural models
of IS service quality and relationship between service quality and user satisfaction in

their study named “Measuring IS Service Quality in The Context of The Service
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Quality—User Satisfaction Relationship” [20]. They focus on the role of service quality
in predicting user satisfaction and that of perception in shaping the service quality

perception, instead of analyzing the dimensionality of service quality.

Although all three ways of measuring service quality appear to be statistically
significant, perception only and overall assessments of service quality seem to be better

than the confirmation/disconfirmation perspective [20].

We believe that the SERVQUAL metric needs continued development and
validation and also we believe that “service quality”, properly measured, deserves to be
added to “system quality” and “information quality” as components of IS success.
Although a claim could be made that “service quality” is merely a subset of the DeLone

and McLean IS Success First Model [14].

Yang, Yan-ping, and Jie applied SEVQUAL method to Chinese Higher Education
[21]. They used six dimensions to measure service quality, these are, tangibles,
competence, attitude, content, and delivery. They applied 5-point Likert scale in their
study (it could be adopted as 7-point or 9-point scale). They made item (questions)
analysis, dimension analysis, total analysis of satisfaction. The results of their study
helped to understand; “how are the students to define the education service?”, “which
aspects of service quality are important to students?”, “how can be discover the existent
problems, and find out the weakness.”, and “how can be improve service quality in a
efficient way [21].” Therefore application of SERVQUAL method may enable

organizations to identify dimensions of services [21].

2.4.3 The Updated Del.one and McLean Information System Success Model

According to changes in the role of management of information systems, Del.one

and McLean have updated their first model with the new one in Figure 2.6 [14].

99 <<

Quality has three major dimensions: “information quality,” “system quality,” and
“service quality.” Each should be measured or controlled separately, because singularly

or jointly, they will affect subsequent “use” and ‘“‘user satisfaction” [14].
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Figure 2.6 Updated D&M IS success model [14]

In the DeL.one and McLean first and second models “use” and ‘“‘user satisfaction”
are closely related with each other. In a process sense “use” must precede “user
satisfaction,” but in a causal sense positive experience with “use” will lead to greater

2

“user satisfaction.” Similarly, increased ‘“user satisfaction” will lead to increased

“intention to use,” and thus “use” [14].

Certain “net benefits” will occur as a result of “use” and “user satisfaction.” While
IS or service is to be continued, from the perspective of the owner or sponsor of the
system, positive “net benefits” are assumed, thus influencing and reinforcing subsequent
“use” and “‘user satisfaction.” These feedback loops are still valid, however, even if the
“net benefits” are negative. Mystery of positive benefits is likely to lead to decrease of

use and possible discontinuation of the system or of the IS department itself [14].

“The updated D&M IS Success Model includes arrows to demonstrate proposed
associations among success dimensions in a process sense, but does not show positive or
negative signs for those associations in a causal sense. The nature of these causal
associations should be hypothesized within the context of a particular study. For
example, in one instance a high-quality system will be associated with more use, more

user satisfaction, and positive net benefits. The proposed associations would then all be
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positive. In another circumstance, more use of a poor quality system would be associated
with more dissatisfaction and negative net benefits. The proposed associations would

then be negative” [14].

With the dramatic impact of Internet over business operations, companies start to
spend more money for e-commerce applications. IS researchers have started to deal with
the development, test, and e-commerce success measuring applications. Several
researchers proposed an e-commerce success model based on the D&M IS Success
Model, in their studies. The updated D&M IS Success Model can be adapted to the

measurement challenges of the new e-commerce world [14].

Customers and suppliers are the primary system users within the e-commerce
context. Customers and suppliers use the system to make buying or selling decisions and
execute business transactions. Individual users, organizations, industries, and even
national economies will be impacted by these electronic decisions and transactions. This
communications and commerce process fits nicely into the updated D&M IS Success
Model and its six success dimensions. Table 2.2 shows how the six dimensions of the
updated D&M IS Success Model can be used as a parsimonious framework to organize

the various success metrics identified in the IS and e-commerce literature [14].

Table 2.2 E-commerce success metrics [14]

Systems quality Use

Adaptability Nature of use

Availability Navigation patterns
Reliability Number of site visits
Response time Number of transactions executed
Usability

Information quality User satisfaction
Completeness Repeat purchases

Ease of understanding Repeat visits
Personalization User surveys

Relevance

Security

Service Quality Net benefits

Assurance Cost savings

Empathy Expanded markets
Responsiveness Incremental additional sales

Reduced search costs
Time savings
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2.5 E-Government

In the late 1990s, ICT introduced a new concept named ‘“‘e-government” in public
administrations. ICTs could help create a networked structure for interconnectivity,
service delivery, efficiency and effectiveness, interactivity, decentralization,
transparency and accountability. E-government has emerged as a popular catch phrase in
public administration to cover all of these functions [22]. While still it is in early stages
of development, a clear definition of e-government has come out. United Nations
Division for Public Economics and Public Administration and the American Society for
Public Administration defined e-government as “utilizing the internet and the world-

wide-web for delivering government information and services to citizens” [23].

Brown and Brudney made a definition for e-government as use of web based
application to enhance access to and efficiently deliver government information and
services [22]. They categorize e-government efforts into three broad categories and
Yildiz was added extra two categories in their list [22]. These categories, with their
characteristics, definition, and examples are displayed in Table 2.3. According to the
Table 2.3, it is possible to perceive the concept of e-government very differently

depending on one’s focus.

Table 2.3 Subcategories of e-government [22]

Parties of communication Content Dominant Definition Example
characteristics

Governmnet - to - Government | Government | Communication, | E-administration | Establishing

(G2G) information | coordination, and using a

and services | standardization common data

of information warehouse
and services

Government - to- Citizens Communication, | E-government Government

(G20) transparency, organization
accountability, Web Sites,
effectiveness, e-mail
efficiency, communication
standardization between the
of information citizens and
and services, government
productivity officials

Government - to- Business Communication, | E-government Posting

(G2B) collaboration, e-commerce government
commerce e-collaborate bids on the

Web,
e-procurement
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e-partnerships
Government - to- Civil Society Communication, | E-governance Electronic
Organizations (G2SC) coordination, communication
transparency, and
accountability coordination
efforts after a
disaster
Citizens - to - Citizens Communication, | E-governance Electronic
(C20) coordination, discussion
transparency, groups on civic
accountability, issues
grassroots
organization

2.5.1 Models of e-government development

Yildiz was studied two e-government development models by its bulding stages in
his “E-government researh: Reviewing the literature, limitations, and ways forward
(2003)” paper [22]. The first model is Layne and Lee (2002) model. This model has four
stages of development; first stage is cataloguing, providing government information by
creating government agency Web sites. One-way communication between the
government and the governed is possible in this stage. Second is transaction stage.
Agencies can provide online transactions with government agencies. Two-way
communication is possible in this stage. The third stage is the integration of government
operations within functional areas in government. Government organizations working in
the same area integrate their online operations. The last stage is horizontal integration
stage. Different functional areas are integrated within the same electronic system and put

to use through a central portal [22].

Second model of e-government development was introduced in a study conducted
by the United Nations and the American Society for Public Administration (Un and
ASPA 2002). This model has five development stages. The first stage is ‘emerging’
stage, official online government presence is established in this stage. Second ‘enhance’
stage, number of government sites increase and become more dynamic in this stage.
Third one is ‘interactive’ stage, enables the users interact with officials and download
forms through the web. The fourth stage is ‘transactional’ stage, online payment and
transactions can be done by the users. The final stage is ‘seamless’ stage makes the

integration of electronic services across government organizations possible [22].
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Kunstelj and Vintar developed a model for monitoring the development of e-

government focusing on evaluating integrated e-services [7]. Table 2.4 shows this model

as

environment maturity, back-offices, front-offices, impacts of e-services on

government organizations and customers.

Table 2.4 A model for monitoring the development of e-government [7]

ENVIRONMENT MATURITY
GOVERNMENT CUSTOMER (CITIZENS & BUSINESSES)
* adoption and use of information infrastructure * adoption and use of information infrastructure
gl. adoption and content of strategic documents * opinions on strategic documents
fl * trust and security issues * trust and security issues
* knowledge and skills issues * knowledge and skills issues
€| « motivation and barriers to implementing * motivation and barriers to using e-government
r e-government » digital divide issues
;l * financing the development of e-government
s | * motivation and barriers to the development of | * motivation and barriers to the development of
p | integrated services integrated services
e
BACK-OFFICE
g |  availability and use of information systems and databases
e | * methods of cooperating within and between individual administrative bodies
n
* level to which a processes is carried out electronically
S| o level of integration of processes within life-events
Pl level of process standardization
€| « the number of different employees and institutions involved in the execution of the processes and
€ | life-events
* the number of processes within particular life-events
FRONT OFFICE
SUPPLY DEMAND
g | * public administration's online presence * use and quality of websites
e | * website characteristics and functionality * use and quality of information content
n | * information content of websites * needs, wants, demands, opinions
s | *amount and development level of e-services * use and quality of e-services
p| * amount and development level of integrated | » demand for integrated services
e | services * use and quality of integrated services
¢ | *level of integration of services within life-events
i | *level of services standardization
f | » the number of services within particular life-
i | event
IMPACT
GOVERNMENT CUSTOMERS
g * cost, time, complexity performing processes and | ¢ time, convenience, simplicity, accuracy
o | services

24




Kunstelj and Vintar model shows that; cost and time are positive impacts of
evaluation results of e-government applications for government organizations, and time,

convenience, simplicity and accuracy are positive impact for citizens [7].

2.5.2 The e-government imperatives

ICTs enable “efficiency improvements” in mass processing tasks and public
administration operations. Savings on data collection and transmission, provision of
information and communication with customers can be generated by Internet based
applications. Significant future efficiencies are likely to occur through greater sharing of
data within and between governments [24].

E-government improves services

According to the users’ view, Information and Communication Technologies (ICTs)
have made it easier to integrate the services of individual agencies. Until then, this has
been intensively concerned with Web-based information services, such as overall
government portals and sub-portals focused on a particular subject or customer group.
Such services require co-ordinated activity between individual agencies, with agreement
on standards for metadata, for example. Integrated cross-agency transaction services are

starting to emerge, and are under active consideration in many member countries [24].

The OECD 2003 study declares that improvement of government services is an
objective of all e-government policy statements. According to this study, online service
issues and online service targets can be evaluated as sole objectives of e-government
[25]. In the same report, it is declared that, online service targets have also been
effective in mobilizing public administrations to examine the potential of the Internet

and related technologies by applying them to existing services [25].

OECD member countries’ reform agendas include adopting customer focus
developments as a core element. Successful services (both online and off line) are built
on perspectives of user requirements. A customer focus approach declares that a system
user should not have to understand complex government structures and relationships in
order to interact with the government. The Internet can help to manage this goal, by
giving possibilities to governments to appear as a unified organization and provide

“seamless online service” [25]. As with all services, e-government services must be
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developed in light of demand and user value, as part of an overall service channel
strategy [25]. Development of e-government, particularly on the World Wide Web, has

four characteristic stages [7].
1) Web Presence- publishing basic information;

2) Interaction- more information, search engines, saving and printing of forms,

communicating with employees via e-mail, links to other websites;

3) Transaction — offering transaction ranging from the triggering of processes
(which corresponds to a particular service) using electronic forms to full
electronic implementation of services and corresponding processes, including the
case handling, receipt of the final product, and electronic signatures and payment

if required.

4) Transformation — the long term objective of e-government, allowing integrated
services to be offered on the ‘one-stop-shop’ principle, may allow processes
occurring without customer having to be involved, making administrative
operations more transparent and improving customer satisfaction.

E-Government improves service quality

Lots of researchers have agreed with updated DelLone & McLean IS Success Model

2003 idea, mentioning the need for a service quality measure to be a part of IS success.
Internet, forces to make huge developments to provide a cross-government customer
focus, and OECD countries are working on initial developments that draw together
information and services for specific customer groups [24]. Citizens in these countries
use online services since they can follow policy changes that may affect them or specific
community activities or proposals at local level and can manage routine transactions

with government, such as payments [24].

Specific online initiatives adopted to improve customer focus include; development
of online portals focused on particular topics or groups, which bring together
information and transactions relating to that particular topic or group. Use of e-mail
listings to provide information, for example released by national statistical agencies of
new statistical information customized for specific groups of customers [25]. Measures

that provide targeting within customer groupings, such as the ability to select
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information by the size of business from a business portal, helps small businesses to find

relevant information more readily, or access to information by geographical area [24].

In Turkey, the Central Population Management System (MERNIS) project transfers
all the identification information of Turkish citizens to electronic environment. It aims
information to be shared in a secure way. In the scope of this project, different numbers
used by the public institutions, which represent the citizens, were made unique, and by
this, usage of different numbers in different institutions ended (Turkish Identification
Number). Not only this project makes public work faster, it also becomes a gateway key

to the other electronic government projects [26].

Services allow individual identified users to access customized information and
services. This could involve, for example, access to targeted information and capacity to
submit taxation or other forms, to apply for assistance and to file compliance-returns
online. Such services require some form of authentication related to the confidentiality
and security requirements of the transaction involved [25].

E-Government helps achieve specific policy outcomes

Use of the Internet can help stakeholders to share information and ideas and thus
assist to specific “policy outcomes”. For example, online information can boost the use
of an educational or training program; sharing of information in the health sector can
improve resource use and patient care; and sharing of information between central and
sub-national governments can facilitate environmental policies. However, sharing of
information on users, will propose the privacy protection issues, and the potential trade-
offs need to be carefully evaluated [24]. Because there can be considerable delays before
benefits occur, timeframes for initiatives need to be realistic.

E-Government can contribute to economic policy objectives

E-government help to reduce corruption, greater openness and trust in government
contributes to “economic policy objectives”’[25]. Specific impacts include the reduced
government call on funds through more effective programs, and efficiencies and
improvements in business productivity (through ICT enabled administrative
simplification and enhanced government information). With the opportunity of the reach
and influence given by government, e-government initiatives act to promote Information

Society and e-commerce objectives. Government consumption of ICT products and
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services can also support local ICT industries. However, impacts in these areas are
difficult to measure [25].

E-Government can be a major contributor to reform

All OECD governments are facing the issue of public management modernization
and reform. Developments — globalization, new financial requirements, changing
societies and increasing customer expectations — mean that the “reform process must be
continuous” [25]. ICTs have constructed reforms in many areas, for example by
improving transparency, facilitating information sharing and highlighting internal
inconsistencies.

Reform agendas and e-government strategies of OECD countries cover the adoption
of a customer focus, with the specific objective of providing citizens and businesses with
a coherent interface with government, which reflects their needs, rather than the
structure of the government [25]. This customer focus is a part of broader public
management reform, and it speeds up the generalized use of the Internet as a service
delivery mechanism. There is an attempt to bring together information and services from
different governmental organizations, like one-stop offices, advice bureaus, whole of
government telephone call centers and services such as information kiosks [25].

E-Government can help build trust between government and citizens

Building trust between government and citizens is fundamental to good governance.
“ICT can help build trust” by enabling citizen engagement in the policy process,
promoting open and responsible government and helping to prevent corruption.
Additionally, if limits and challenges are properly overcome, e-government can help an
individual’s voice to be heard in the mass debate. This can be done by harnessing ICT to
encourage citizens to think constructively about public issues, applying technology in
the policy process and adopting policies on information quality and responsibility.
Integration with offline tools is required, and few expect e-government arrangements to
completely replace traditional methods of information provision, consultation and public

participation in the foreseeable future [9].

Cohen analyzed the citizen’s satisfaction on online government contacts [9]. His

study results show that citizens’ satisfaction, which is related about time, is listed below;

e §87,1% over less time than expected.

28



® 85,9% about the time expected
® 57,2% more time than expected.

These results are guides for us to understand that e-government applications save
time and shorten the information collection process of government organizations.

Citizens’ satisfaction issue scores over time is high enough for the success.

From the literature review we understand that organizations always need updated
and reliable information to generate judgments, make decisions, solve problems and give
quality services to their customers, which are the citizens. Because of the importance of
the reliable, up to date, available, usable information for the organizations, information,
needs to be managed with professional methods parallel with the new ICT
developments. Also technological developments like internet, e-mail applications,
mobile phones, and digital televisions etc. force the organizations to change their
bureaucratic operations with new methodologies. To achieve these organizational needs,

e-government is the current available platform for the public organizations.

2.5.3 Limitations of e-government concept

Yildiz has together the limitations of e-government concept in four ways [22]. The
first limitation is still no standard definition of the e-government concept. Hence many
definitions of e-government are rather loose and gloss over the multiple meanings e-
government might have depending on the specific context, regulatory environment,
dominance of a group of actors in a given situation, different priorities in government
strategies [22].

Second, e- government is a concept that means a lot of different things to a lot of
different groups. For example some researchers identify different parts of e-government
as e-service delivery, e-democracy, and e-governance. Hence, technology changes
rapidly, there are many alternatives to define these relationships under subtitles like
accountability, transparency, interactivity, participation, cost effectiveness etc [22].

Third, e-government contains much high and promotional efforts/literature as well,
similar to the concept of “knowledge management” or “management by objectives”

[22].
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The last one is how great amount of change is required for a government
organization project to be named as e- government project. Is there any interaction
required? In section 2.5.1 of this study answers these questions with the stages of e-

government development [22].

Literature review part of this study shows the general and specific impacts of e-
government applications on the organizations and citizens. E-government applications’
main effects on organizations are cost and time savings in bureaucratic operations. E-
governments positive effects for the citizens are time saving, convenience, simplicity
and accuracy, which are achieved by improving the service quality taken from
government. Literature review shows that SERVQUAL method is the most popular and
reliable method to measure IS service quality and this method is selected to measure

both present system and new PIP system success in this study.

During the literature review, there are not too many studies about the impacts of e-
government applications in the public organizations by means of duration, service

quality and error correction.
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CHAPTER 3

RESEARCH PROCEDURE

This chapter summarizes the research procedure for this study. This is a descriptive
case study, which aims to analyze service quality, error correction and duration changes
when a personnel management system moves to e-government environment. Our
organization uses many local personnel affair services that are not connected with each
other. Local databases store their own personnel information. Storage of all staff
information is done with a central database in the current system. Central database is
constructed to collect, retrieve, process, store and distribute information to support
decision making, coordination, control, analysis and visualization. It is placed only in
the Headquarter Personnel Department offices. However, the sub-units also need the
same information according to the sub-units’ requirements. Accordingly, a web-based
personnel information portal (PIP) was developed to give service for these needs. During
this process, we have measured the new system’s success by taking a pool, collecting
data and analyzing user satisfaction. Accordingly our main research question is formed
as below. There are not enough studies at the literature, which shows the differences
between such kinds of two different data manipulation systems, by means of duration,

system quality and error correction.

3.1 Research Question

What will change by means of duration, service quality, and error correction when a

personal management system moves to an e-government environment?
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In this report new PIP system refers to the newly developed personnel information
portal, which is an e-government implementation. Present system refers to existing
personnel management system that was developed just to respond to the needs of the

headquarter personnel department offices.

To find the answers to our research question, and the bureaucratic differences, gains
of the new PIP, we have analyzed duration, service quality, and error correction as

described below.

3.2  Duration of the new PIP processes and Present System

In the present system, headquarter personnel department uses optical forms and
hard-copy documents (Personnel Information Form - PIF) to collect the personnel
information, which takes some time and work force to manipulate documental
information to the central database. With the new portal, every staff will be able to
update his/her own information. Accordingly, central database data manipulation and
data processes will be changed. There are some necessities of data collection with
optical forms, which are defined with a queue order that has to be done one after the
other. Also using the PIF documents for data collection takes a serious time and
manpower. In this study, we will measure the duration and manpower of both data

collection methods.

As mentioned before, with the activation of new PIP, bureaucratic operations and
data collection processes will be changed. Changing the habits of members would be
hard, however, a user-friendly web application facilitates the duration of user
adaptations to the new PIP. In this study, the durations of the same data collection
processes done by means of PIP and optical forms or PIF documents will be compared.
With the activation of the new portal, data collection will start automatically. Measuring
the updated or inserted record count over the PIP will show the duration of reaching the
last fresh information. Comparison of both data collection methods will show the gains
of organization and it would be the interior of development of the new e-government

applications.

Development of PIP has to be controlled over the managers’ wishes and

organization needs. During these developments the service quality has to be measured
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day by day and new necessities have to be determined over the results of the service

quality.

On this study, data collection period about present system started at October 2006
and has ended at June 2007. The amount of insert, update and delete operations on
database records, which is related by personnel information (marriage, child, address,
new person, appointment requests) was measured daily and monthly for this period.
Additionally; the manpower spent by the staff, which are responsible to manipulate
organization members records, collected by PIF documents, was measured daily and
monthly. Also the manipulation time and manpower to collect data from optical forms,
which is used to collect appointment request of the staff, was measured daily and
monthly in terms of cost and time. Error counts of PIF and optical forms were taken into
account in this period. Between March 2007 and June 2007, with the activation of PIP
services data collection cycle was started for the new system. The amount of web based
insert, update, delete operations on database records and errors which is performed by
the information owner herself/himself was measured daily and monthly for this period

and also the time spent by the users is measured for the same intervals.

3.3 Measuring PIP Service Quality

As discussed in the literature review section of this study, there are so many
different “definitions” as to what is meant by service quality. One of the aims of this
study involves the use of SERVQUAL instrument in order to ascertain users’ perception
of service quality of both the new system and current systems. In the SERVQUAL
instrument, 22 statements (Appendix A and Appendix B) measures the performance
across tangibles, reliability, responsiveness, assurance and empathy dimensions, using a
seven point likert scale measuring both user expectations and perceptions. These five
SERVQUAL dimensions are used to measure the gap between users’ expectations for
excellence and their perception of actual service delivered. Statements of Appendix A
and Appendix B were divided into five groups to measure the dimensions of

SERVQUAL, these groups and their mappings are listed below;

e Statement 1-4 —> Tangibles,
e Statement 5-9 —> Reliability,
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o Statement 10-13 - Responsiveness,
e Statement 14-17 = Assurance,

e Statement 18-22 > Empathy

In this study, the original SERVQUAL questionnaire is adopted to Turkish as
shown in Appendix A.

Appendix A used to measure the new system service quality. Appendix B also used
to measure current service quality. Both of them include the same questions. The

measurement procedures are listed below.
1. We computed the gap for each statement pair for each user.
SERVQUAL score = Perceptions score — Expectations score

2. We computed the dimensions scores for each respondent by averaging the gap

score over the relevant number of statements (either 4 or 5 statements)

3. We derived SERVQUAL respondent’s scores by following Un-weighted scored

sum the scores for the 5 dimensions and divide by 5.
e Weighted scores
e Tangibles (Tangibles weight/100)
e Reliability (Reliability weight/100)
e Responsiveness (Responsiveness weight/100)
e Assurance (Assurance weight/100)
e Empathy (Empathy weight/100)

4. We derived total SERVQUAL scores by summing the scores and dividing by the

number of respondents.

Appendix A and Appendix B research questionnaire was applied to 39 HPD office
staff who have been used both the PIP and present systems. They are all male and their
age is between 24 and 43 with at least an educational level of vocational school and

university.
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3.4 Error Correction

After duration and service quality analysis of the PIP and present systems, the data
reliability of the present system and new PIP are also analyzed. Collection of the data
with the optical forms causes many errors during data manipulation process. Error
handling also takes a lot of time in the organization. The error types and information
faults of the current system are measured by collection of data with the optical forms and
PIF documents. The new system’s failures over the records are also measured. By
comparing both results we expect to better understand the improvement in the error

correction processes.

Optical form errors were detected over 17,000 pieces of forms during scanning
process, which takes one month. Additionally; HPD staff’s errors during handling the

PIF documents between October 2006 and June 2007 was measured.

The goal of the comparison of the present system and the new PIP is to show the
gains of what will change when a personal management system moved to an e-

government environment?

3.5 Researcher’s Role

Researcher role was separated in two parts, first is the role on the present system

and second is the role on the new PIP development.

Present system database administration such as creation of database functions,
procedures, tables, indexes, foreign-keys, primary-keys, check constraints, database
table triggers, table grants, user roles, views, synonyms was created by the researcher. In
the present system identification records, family records, appreciation and punishment
records, medical records, post official work records, appointment questionnaire records
and address & communication records were manipulated by Oracle Forms and Reports

applications and all these applications have developed by the researcher.

Optical forms are scanned by the optical mark reader (OMR). Also OMR uses a
software application and researcher developed the application according to optical form

structure using this software. Scan results of optical forms is generated by OMR as text
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file. Optical forms data manipulation steps also use Oracle Forms applications and the

researcher developed these applications.
In PIP development group, researcher has two important roles;

Researcher have played database administrator role, PIP’ database tables, database
triggers, new database functions & procedures, database views were developed by the
researcher. Structural design of PIP’s workflow, user roles, user grants and design of

present system adaptation to new database structure were settled by the researcher.

Another important role of the researcher is web-pages development role. Database
query statements (SQL statements), HTML and ASP codes of web pages of PIP has
been coded by the researcher. New applications forced the back-offices to be
reconstructed and researcher has worked on the solutions for this subject with the

managers.
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CHAPTER 4

HPD PERSONNEL INFORMATION MANAGEMENT SYSTEMS

4.1 Present System

Headquarters Personnel Department (HPD) uses the personnel information records,
for career planning and matters pertaining to their own personnel. It is clear that
information creation, acquisition, storage, analysis and use supports the growth of an
intelligent organization. HPD offices also store, analyze, process, and use, the personnel
information for organization necessity and especially information distribution for the
other departments of our government organization and other government organizations
requests. It is very important to serve qualified services to the other organization

departments.

There are four groups of people in the government organization, which is used in
this study. HPD divided into four independent offices, according to employee’s type.

These are;
e Staff typel office,
e Staff type2 office,
e Staff type3 office,
e Staff type4 office.

Main groups of information is currently used for data processing are listed below.

e [Identification records,
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¢ Family records (wife/husband, children),
e Appreciation & punishment records,

e Medical records,

e Past official work records,

® Appointment questionnaire records,

e Address records.

Mobile platforms and sub-units have to store the same information as staff’s
personnel affairs records. Some sub-units use a computerized database, others store the
same information using the personnel information form (PIF) documents in their folders.
There are many separate local databases for personnel information storage in the mobile
platforms and sub-units. Also personnel information of every staff on our organization
has to be stored in the central database of HPD, which was located in Ankara. There is
no link between local databases and central database. Figure 4.1 shows the local
databases of organization sub-units. Local and central databases have to be managed by
at least one staff and also records have to be kept properly correct and present.

Local Database Local Database Local Database

W AP 4P

Mobile Platform Mobile Platform Sub-units

Figure 4.1 Local personnel databases.
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Staffs have several appointments during their work periods. These appointments are
planned and declared by the HPD. HPD uses personnel records for future planning and
personnel affairs. If a staff has an appointment, when he/she would join the new mobile
platform or new sub-unit, he/she would have to arrange a PIF document. Local databases
are kept properly with this PIF documents. For every appointment the same process for
all local databases should be repeated. Our organization has many mobile platforms and
sub-units, approximately 25000 members of the organization are exposed to arrange a

PIF document.

While having the same data collection method using PIF documents, local personnel
databases generally have the same infrastructure. These databases store the main
information about the staff’s name, surname, rank, age, birthday, birthplace, occupation,
specialization, picture, etc. Also wife/husband, children, address, phone number, email

records are accommodated in these databases.

If any of the staff’s information is needed by the administrators, then these
databases are used for query. HDP is also responsible to store and serve the other

departments’ personnel information needs.

Oracle 91 Database is used for data processing of HPD. There are many applications
designed and developed by Oracle Forms & Reports tools to collect, store, analyze and

processes the personnel information of the organization.

Central database is divided into four private schemas for the usage of each HPD
offices. Database administration role was given staff type 1 office, which is a part of the
HPD offices. Each schema has the same characteristic, database table names, database
views, indexes, and constraints that have almost the same structure (%90). HPD offices

operators are responsible to keep the records present, correct and reliable.

Information technology can raise the efficiency and reliability of the organization’s
operational activities. In the existing system, there is no web-based application to collect
and share personnel information with sub-units. There are some procedures followed
during collection and modification of personnel information. Information collection

methods are clarified in next sections.
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4.1.1 Personnel Department Information Collection Methods

Two types of data collection methods are used to prepare the personnel records.
First; collection with optical forms, second; usage of hard copy form, named as Personal
Information Form (PIF). Next section describes the methods of data processing of

organization sub-units and HPD offices.

4.1.1.1 Data Collection Method with Optical Forms

Data collection by using optical forms needs specific hardware and software

infrastructures. Hardware infrastructure is;
e The optical mark reader (NCS 7000),
¢ One PC with at least Windows 3.1x systems,
Software infrastructure is;
e Scan Tools software (Figure 4.2), to design the optical forms,

¢ An Oracle Forms application for data (that was generated by the scanner)

processing.
=ScanTools M=
Menu Bar mepsseclication Datafle Edit Score Convert Actions Options Corfigure Help
gean |/APplication |Samplc Application - 701 j‘ d—— il Bar
Data file Edit profile Score profile Conversion profile
Edit |samp|e.dat j| ||:quhle.Sep j‘ ||:Inuhle.$sp j| |samp|e.S|:|:| jl
Score
Conwert

7

Action Bar

Figure 4.2 Optical form design software (Scan Tools) [27]
The Optical Mark Reader

The Optical Mark Reader (OMR) is a device, which reads pencil marks on optical
forms. Optical forms are designed for collection of data, which cannot be collected by
online systems. Optical form was designed to collect staff’s appointment requests.
Optical forms read by the scanner are checked, and the results are saved to a file. This

data file can be converted into an output file of several different formats, depending on
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the desired type of output. The OMR compatible scan form is the blue scan form as seen

in Figure.4.3.
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Figure 4.3a Optical form front side
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Figure 4.3b Optical form back side
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There are a few things that should be known about the Optical Mark Reader that

will help to understand how to scan the forms. Figure 4.4 is a guide for the terms when

you come across terms referring to the parts of the scanner.

output stacker

read

bar code reader

transport bed

head sheet guide

input
hopper

power
switch

select stacker

sheet deflectors

Vi

operator panel

—

Figure 4.4 The Optical Mark Reader (OMR) [27]

pushbutton switches

The input hopper holds the optical forms to be scanned. The sheet guide is used to

keep forms aligned in the hopper. This is important, as forms not properly aligned will

become jammed in the scanner. Actual scanning occurs on the Transport Bed. Once a

form is scanned it comes to rest in the Output Stacker. The Operator Panel displays the

scanner status and any error messages. If the scanner stops scanning in the middle of

reading period, check the Operator Panel for information. If the marks on the

appointment form are not identified by the read head then a star (*) sign is put for that

mark point. Figure 4.5 shows example of scanned data.

506000001001120710001
506000002001120710001
506000003001120710001
506000004001120710001
506000005001120710001
506000006001120710001
506000007001120710001

132
432
132
132
132
132
432

#000
#000
#000
#000
#000
#000
#000

e = i =y STy Sy

150679062401987 221173211E
146001801781987/21143 211E
224835404461987/21137 211E
122693002721987/A211717211F
151939237221986/21141 211F
286609110921986/21144 211F
184666619181986/211450211F

H 0208908

| @ 150289CA
H 03304180694A 09028

H  *07220491D

C
c

C

H 03306270890AA0804C

H * 1260589CB
EC 9 9260890B

Figure 4.5 Example of scanned data

9cC
9¢C

0803
310402
05
0803
0108

* 3108

* 3101

Forms are scanned to a text file, which contains the raw data collected from the

scanner. OMR uses Scan Tools software for scanning process.
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Appointment Request Collection Process

Every year our organization collects the requests of the staff to see if they want to
be commissioned to a new office or keep up their work position. During, the collection
of appointment requests some processes have to be done. These processes are defined

below.

Optical Form Request & Collection Process:

Headquarter personal department sends optical form request messages to the staff of
the organization units with expiration period from September until November. With this
request, major sub-units supply the optical forms, as shown in Figure-4 to the sub-units
& mobile platforms, which are located in different cities. Staff of sub-units and mobile
platforms requests these forms from major sub-units among their needs plus 5% for

wrong marking, and unexpected damages.

Major sub-units collect the optical forms to send back to the organization
headquarter personal department. This traffic is very high. For example, 18,000 optical

forms are sent to the Personal Department in two months.

Headquarter Personnel Department I
Sends optical form request message to all organization units
Major sub-units Mobile Platforms & Sub-units
Request unmarked form request to Major sub-units
Major sub-units supplies unmarked forms
Mobile Platforms & Sub-units marks and send back to Major sub-units

Marked forms collected by the Major sub-units.

= v v '

il
il
il

Major sub-unitl Major sub-unit2 Major sub-unit3 Major sub-unit4

= }

@Collected forms are sent back to the HPD [&as"
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Optical Form Scanning Process:

Optical scan process begins after optical form request and collection process is
completed. Two employees are commissioned to the scanning process as an operator.

Process steps are defined below.

a. Separation of forms with attachments: Some optical forms have an attachment

document that is related with health, education, wife/husband job records. These
documents are necessary for notification for appointment plan of the staff. Operators
separate the attachments of the forms and staples the attachment to the same forms after

scan process is completed.

b. Separation of damaged forms: Approximately 2% of the collected forms is

damaged because of they were torn for some other reasons. So OMR cannot be able to
scan these forms. Operators separate these forms for manual insertion in the data

manipulation process.

c. Scanning of forms: After separation of the problematic forms, the others takes

one week (5 work days) to complete the scanning process. Tools software generates a
text file during the scanning process Tools data files can be converted into some other

formats as well.

From dots to data; Figure 4.6 shows the flow of data in a Scan Tools OMR system.

ScanTools software

:" documents Data sire s N
l ELISITe > Application Definition

from scanner

¥

Edit Profile Cogréeﬂrls;on
(optional) \ﬂonal)

w
Score Profile

{optional)

& J
data v CONVERTED
file DATA FILE S

{Optional)

Figure 4.6 Flow chart of optical form data collection methodology [27]
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Data Manipulation & Error Handling Process:

First step is insertion of the text file to a temporary database table. As shown in
Figure 4.7 an Oracle Forms application is used for this. This application fills the

temporary database table for the second step.

Atama Anketi Optik Okuyucu Data Aktarma Programi

Dosya Adr: m Dosya Seg |

Sene Sicil: |

Anket ¥l ans Sayacg : |

YUKLE | KAYIT DUZENLE | CIKIS |

Figure 4.7 Data insertion

Second step is the error handling mechanism. Personal Department members use
another Oracle Form application as shown in Figure 4.8. Star in a row filed shows an
error. Correction of stored data can only be made by comparison between the marked
optical form data and error handling program data that was generated by the OMR. This
operation needs much care. Therefore, to prevent operator errors, it is advised to take a
short break at every hour. A lot of effort and time is needed to manipulate the form
check. Eight operators have been assigned to this process also the routine works have to

be done by the same operators.

It is very important to handle the optical forms as soon as possible because the
information that was collected by the forms is used for future planning of the staff. So
operators prefer to check without taking a break and this causes errors to happen during
the data manipulation. After data of a staff was corrected then it is transferred to the

original place in the database.

Backside of the optical form (in Figure 4.3b) also includes education knowledge,
wife/husband, father/mother/child information and explanations about appointment
limitations, and also chief of the owner of the form. If database does not contain the

optical form backside information than operators have to manually update or insert these
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information to appropriate filed of the database. In that case for all of the staff’s optical

forms have to be manipulated one by one.

If the optical form has an attachment, the attached documents have to be
manipulated manually. Health, marriage, education, and occupation documents are

attached to the optical forms. So this information has a manipulation period.

Third step is damaged forms data manipulation: The separated forms which were
collected in Data Scanning Process period have to be manually inserted to the original
location of the database by using the application in Figure 4.9. Manual insertion of one
form takes four minutes. Every year 2% of the forms are damaged. This means, 360
forms have to be inserted to the database manually. This process also takes effort and

time. Completion of data manipulation and error handling of all the forms takes one

month.
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Figure 4.8 Error handling application
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Figure 4.9 Appointment requests application

Optical Form Storage Process:

After collection, scan and manipulation processes of the optical forms are finished,
than storage process begins. Optical forms are used for future planning of the staffs.
Every staff has a personal folder for judicial correspondence reports. Optical forms have
to be saved in their personal folder for judicial procedures. Putting inside the folder

process (storage) takes four weeks. Only two employees have to deal with this process.

4.1.1.2 Data Collection Method with Printed Documents

The second data collection method uses a form as shown in Figure 4.10 that is
named Personal Information Form (PIF). PIF contains limited information of the
personal, his/her wife/husband, children, address and identification information. If the
information which is collected by PIF, especially the address, marital status or children
information, wife/husband job information of a staff was changed than he/she must
organize a new PIF and has to send the updated information to the Headquarter Personal

Department.
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Figure 4.10 Personal Information Form (PIF)

Collections of data by using PIFs need another manipulation process. Personal
department staff manipulates the forms manually. Operators need to pick the updated
data from the new PIFs. All the necessity of data manipulation is shown in data flow

chart in Figure 4.11
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New staff joins the new office

Arrange new Personnel Information
Form (PIF)

Divorce

A\ 4
Send PIF to
the HPD Ankara

Get married

Have an
appointmen

I / No need to

arrange a PIF

Figure 4.11 PIF Data flow chart

4.1.2 Problems of Present System

Even if the requested information of another office member is basic, there is no
permission to reach other personnel records between offices. For example, if one office
needs work place information about a member who is out of scope, there is no online
infrastructure for this request. To get the requested information, operators need a phone
call communication or face-to-face communication between sections (Staff Typel

section, Staff Type2 section, Staff Type3 section, Staff Type4 section).
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When information request deals with all type of personnel then all four sections
have to prepare the requested information. After the graduation, staff cannot keep
abreast of the other staff’s work place. They try to contact each other by phone calls.
People wonder who works where? Collection of information with PIF documents and

optical forms cause the following problems:

e repetition of the same information,

incompatibility between local and central database records,

information reliability problems,
e time lose,
e cost lose.

There is no online personnel information share infrastructure between the
neighboring organizations. When sub-units need information about a staff out of their
scopes, they request this information from the HPD offices with a hard copy document,
but response would not be just in time because of the bureaucracy. Staffs use agendas
for their primary information needs, like Turkish Identification numbers or tax numbers,
education records, past official work records, etc. There is no online service to serve this

information to staff’s him/her.

4.1.3 Concluding Remarks of Present System

Whether data collection with the optical forms takes four months so we have to
consider collection of data with optical forms is effective or not. Also we have to
consider the cost of the processes that was explained from appointment request process
to storage process of the forms. These processes present an overview picture of

personnel information system (IS) enterprise cycle.

Collection of appointment request with optical form started in 1998. During the last
two decides our organization spent a budget to get huge intra-net. In 2004 60% of the
mobile platforms have an intra-net network system. Last year this percentage reach to
95%. Nowadays our organization has a large intra-net network system that contains

mobile platforms and all sub units. With this opportunity, we have to use intra-net more
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productive and we have to search for cheaper solutions to reach the information by using
optical forms. Also we have to reach better information system service quality and user
satisfactory points. Approximately 60% staffs are commissioned to the mobile

platforms.

A powerful way of managing information variety is to require as many organization
members as possible in the collection of information; in effect, creating an organization-
wide information collection network. People, will always provide the most valuable

information, rather than printed sources or electronic databases [2].

Concerning ePublic services, an architecture, which distinguishes front offices from
back offices, paves the way for a situation, which could be likened to a "service retail
trade". Before online services entered the stage, we acted as if we had to go to the farm
to buy eggs or to the mill to buy flour, instead of considering grocery stores or
supermarkets — these times are now over. While internet-enabled online connections
with citizens have opened the way for this new situation, it is important to note that
online access will not remain the only modern way of delivering Public eServices.
Physical neighborhood "service retail shops" can be set up to make services easily
available. Assisted service will profit from e-government opportunities in the same way
as self-service online possibilities. Front offices may materialize as inter-net portals, as
call centers with internal IT support, or as physical one-stop-shops, equally with internal
IT support. From these front offices, typically several back offices can be addressed. In
the case of a fully fledged "single-window" access, the back offices of all public
administrations and possibly also of non-profit organizations and commercial service

providers could be accessed from any front office.

A new architecture of public service delivery is emerging. Front offices (internet
portals, call centers, neighborhood service shops) come closer to citizens and
enterprises, while back offices can be located anywhere. Service production and service

delivery are split in location, but linked via networks [28].

We have to change old-fashioned personnel information collection processes with

modern technological online applications.
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4.2 New Personnel Information Portal (PIP)

4.2.1 Evaluating and Creating a PIP as an E-Government Environment

According to Huber, information distribution is the process by which the
organization disseminates and shares information from different sources. He reports that
“A vast distribution of information can come to the conclusion as many positive
consequences: Organizational learning becomes more broadly based and more frequent;
retrieval of information becomes more likely; and new information can be created by

piecing together separated items” [2].

In our new web based Personnel Information Portal (PIP) model, information share
and distribution is an unavoidable precondition of perception and interpretation. The
dissemination or routing of information distribution is, in the first instance, according to
that famous credo, “the right information to the right person in the right time, place, and
format” [2].

4.2.2 What can we do for Effective PIP

There are some fundamental rules to design an effective web page. These are listed

below;
Content: Usable information should be put forward to the user.
Reliability: Page must work all the time and information always has to be correct.
Easy of Use: Obtaining the information must be easy and easy to read.

Attractiveness: Page colors and type styles must be effective.

4.2.3 Key Points of Evaluating a Government Web Portal

a. We have to know our objective: No need to design a web page if it will not solve

a specific problem. Web sites provide information for the visitor. Some questions to ask

may include,
1) Is there a new project that member of organization must know about?

2) Are there any changes in government policy regarding employee

benefits?
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3) Remember, e-government can be used to increase communication within

government as well as between its citizens and government organization.

b. We have to know our audience:

1) Who will surf our web site?
2) How will they use it?

These are critical questions to the overall development as well as to identify how the
site should be initialized. How our portal will look and be used is an important issue but
also there should be guidance development over the next several years. We have to take
into consideration about the network speed for the slow connections. The first goal is to

reach as many member of the organization as possible.

¢. We have to know our communication environment:

We use the organization’s intra-net for; instant access and dynamic interaction,
customer customization, existing huge intra-net client base [11]. Information is
meaningful if it is instantly accessible. Interaction between organizations and members
grow up the state of belonging to the organizations. For our organization, state of
belonging is very important. Every year our organization spends a budget to get huge
client based intra-net. Mobile platforms and sub units computer inventory increases

everyday.

Information acquired and information from memory, are packaged into different
levels of information according to the personnel organization types of our organization,
we have to customize the interface for special groups. We define three types of user

group for Personnel Information Portal (PIP). These groups are;

Normal users: Persons who are authorized to update, insert their specific personnel
affairs records that was collected by PIF or optical forms. All staff of organization is
included to this group. They can reach public information and their own database

records.

Group users: This group was designed for sub-unit’s personnel department’s
information needs. Sub-unit departments store the same information like HPD central

personnel database. Group users have the same authorization like normal users, with this
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authorization some special part of them have authorized to manage the records of the
members who are under their scopes and other parts can manipulate extra information
except personal affairs, they can reach the information but cannot change the reachable
information. Group users have been authorized to reach extra web page applications,
which were designed to help their personal affairs. They can only authorized by

administrators.

Admin users: They are limited users who are responsible to develop web pages of
PIP and administrators of the database and PIP. Figure 4.12 shows user types and their

scopes.

Admin Users

Group Users

Figure 4.12 User groups of PIP.

4.2.4 Infrastructure of the PIP

HPD central database was divided into four private schemas according to the needs
of HPD offices. Many applications were developed over this infrastructure so it limits us
to develop a new database structure. We have to create a new infrastructure over the
existing structure. At the top of the four schemas of central database, a new schema

named by personnel was created. Figure 4.13 shows the infrastructure of the PIP.
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Personnel

O\

Staff Type 4

Staff Type 1 Staff Type 2 Staff Type 3

Figure 4.13 Infrastructure of PIP

Personnel schema has limited grants options for update, insert, delete over the tables
of the four private schemas. At the same time its own DB tables were developed for
common and new web applications. PIP web pages have a unique id. PIP groups were
developed according to the page ids. Other groups can associate a page, which is under a
group. PIP groups can be listed as news group, sub-unit personnel department user
group, personal information report group, data manipulation group, frequently asked

questions (FAQ) group etc.

4.2.5 Organization Chart of PIP

Organization chart logic of our organization is a tree structure, which has a special
coding. Codes were defined with hierarchical order. Group user authorization limits are
defined with hierarchical order, over the codes of the organization tree structure. Each
staff has a code on tree structure. With this way of system authorization, given to the
group users gives the rights to reach and manipulate the information of the users under
their scope. A group user may cover other group users. There can be more than one
group user at the same office. Also group user may be placed at the root of the tree
notwithstanding at the top. From root to parent-child, relationship can limit the scope of

the group user. Every node can see only its children and children branches.

For example, in Figure 4.14 HPD group users (Office 1) are not placed at the root of
the tree at level 0, but their authorization level may be defined like the root node with

this authorization officel group user may reach all staff information of each node. Major
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sub-unit2 has an authorization level over sub-unitl and sub-unit2 and their sub branches.

Mobile Platform 2 group user has only rights to manipulate its own staff information.

Level 0 Govern&t()rganization Headquarters (Root node)

Level 1 Headquarters department’s Major sub-unitl Major sub-unit2
Level2 (HPD) Department2 Sub-unitl Sub-unit2
Level 3 Offlcel Mobile Platfor{ hle Platform 2
Level / \

Figure 4.14 Structure of scooping

4.2.6 System Security

Personnel information is private and personal, so web based applications need to be
secure. Users must login to the portal with their username and passwords like inter-net

banking applications. Figure 4.15 shows login application.

Office of prime minister announced a directive to public institutions about
obligation of usage Turkish Identification Number in their all applications. According to
this directive we decide to use Turkish Identification Numbers (T.C.Kimlik No) as user
names. In the future, this will be helpful to adapt information databases with other

government organizations.

Begin mandatory usage of user name and password; force users not to forget their
passwords. Help desk members give services according to the password problems. To
decrease density of help desk members, researcher developed a new web page that was
named by “I forget my password” to initial usage of visitors. If users forget their
passwords, this page could be use, as guides to remind passwords, without need an
external help. We constitute a call center for the worst case. Call center members are

separated by staff types (staff typel, staff type2, staff type3, staff type4). They are
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responsible to serve help for password and other procedural problems. Everybody is

responsible for the security of information
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Figure 4.15 PIP. Login application

4.2.7 Content of PIP

Personal Information Portal (PIP) was designed according to two types of
information. First, is the information that deals with personnel affairs published by the
organization, second is the information which will be inserted, updated or deleted by the
users.
4.2.7.1 Information that will be published by our organization

PIP is divided into three main parts;

First one is Top Page; it was designed to inform the user about last login time, user

photo, user name, and icon of the organization. Figure 4.16 shows top page.
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Figure 4.16 Top page
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Second one is the Link Page; it changes according to the user type. To distinguish
the user group type of PIP, we have to check the staff type right within login. Three link
types can be seen in Figure 4.17. If user is an admin type then he/she can reach all the
related links else if the user is a group user than he/she can reach only group links page.

The last one is if the user is a normal user than he/she can reach limited links.
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Figure 4.17 User groups link pages

Third one is the Main Page; all link pages were designed to be loaded on the main
page.
Home Page

Our organization always informs and makes announcements to persons by using
hard copy documents. Documents have to changed hands many times, and sometimes
the staff cannot show documents because they have out of office for a while. We have to
prevent the blank spaces of information share. Staff should be aware of last
announcements and news right after login to the PIP (Announcements page), so the main
page is the first page for all users. Figure 4.18 shows the main page that was designed

for news and to inform the members of the organization.
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Figure 4.18 Main page
NEWS Page

News and announcements can be inserted by the news group users. Figure 4.19
shows the News Page. News group users can only be authorized by admin users. News
group users can insert local news or general news, they can select icons for news &
announcements, also they can add related URLs for the news and they have to define a
activation and duration period for the news, but they cannot directly publish these news,
there is an approval mechanism for illegal news. Admin users have to certify these news,

approved news and announcements can be seen by the PIP visitors.

DUYURULAR...

Haher Ekle

Tez sunun tarihleri belli oldu 16/03/2007

Tez sunum tarihleri belli aldu, 30 Mayis 2007 de Proje sunumlar MultitMedia
Laboratuarinda saat 1330 dan itbaren yapilacaktr,

Rektir ik

Figure 4.19 News page
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Who-Where Page

Staff might want to learn about the others office addresses, positions and contact
information. Then Who-Where page is useful for the users to inform, search and contact
with other users. Search criterions are; by names, surnames, with classification/ranks or
with registration numbers (Every staff has a organizational registration number). Search
results can be more than one person so staff can filter search criteria by wanted staff type
(Staff typel, Staff type2, Staff type3, Staff type4) or search criterions. Figure 4.20 shows

who-where page.

& Kim Nerede

ADI :|[Unal SOYADI : ||avdoddyl
SINIFT :|| = X] (INVANI : | = ¥]
Sene/ Sicil ;|| /] ¥ Tipl ¥ Tipz ¥ Tip2 W Tipd
ARA | BUL

1995/7528 MUH. UZMAN {inal AYDOGDU

ATILIM UNIVERSITESI BILGIE A VAR MUHENDISLIGT VURSEK LISANS
L EHF/ANEARA

Katlma Tar: 3/22/2004
E-Mail : uaydogdu@
Is Tel : 0312

@ Hesaj ginder . . S:)Detayll bilgi. .

Figure 4.20 Who where page.

Search results are also shown in Figure 4.20. Staff’s office address, positions,
photos, email address, phone numbers are shown in the results page and also there is a
link to send a message to the related person. If user would like to send a message to
related person, they can do it with just one click to the message send link in who-where

result page.

Message Page
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Messages Page can help the users to contact with each other. If there is a new
message in user mail box than a warning would be seen in PIP main page like shown in

Figure 4.21. User would see new message warning until it is read.

... ANASAYFA...

2 Duyurular
Proje sunun tarihleri belli oldu 16/03/2007
Tez sunumlar 01/03/2007

1 adet yeni mesajiniz var...

s

Figure 4.21 Message alert page

To read the message just one click is needed to message icon. Figure 4.22 shows the

message list.

©l Mesajlarim

Tiimiinii Sec Tiimini SEI;mE{ Secileni Silm
# Kitnden Tarih Konu Sil
1-68  MUHUZMAN Unal avDoSDU 8D iﬂf‘mm 12:30:38  \pip geneme mesaii & |
2-(63  MUHUZMAN Unal AvDOGDU 8 iﬂf‘mm 12:28:22  geneme... & r

@ Mesa] Gonder
Figure 4.22 Message list page

If somebody wants to send a new message to another user, s’/he can use the

application in Figure 4.23.
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&7 Yeni Mesaj

IF'IF' deneme mesajl

Kendime mesaj gonderiyorum. d

GONDER I

Figure 4.23 Message send page
Graduation Group Page

In newsgroups, information is posted onto what is essentially an electronic bulletin
board that is seen by everyone in the group [2]. The electronic bulletin board serves as
the shared collaboration space in which participants actively create shared
understanding. Sometimes users need to contact with their graduation friends. It is very
hard to send message one by one to all friends. If somebody wanted to send a message to
the graduation friends than graduation group page can be used as seen in Figure 4.24.
With sending only one message to the graduation group, others can reach the message

easily.

€: 1995 MEZUNLARI GRUBU MESAJT KUTUSU

Yazdiginiz mesajlar siimediginiz takdirde 30 giin akiif kalacaktir!
@ Gruba Mesaj Gindermek icin Tiklayiniz...

6/21/2007 . : . - -
i Kimden :1995/7528 MiiH. UZMAN (inal AYDOGDU §2 W
deneme @ “ﬂ“

Ev Tel: 03124033287 - Ig Tel: 03124022670 - Cep Tel: 05335470388 - E-Mail;
uaydogdu@dzkk. tsk. mil. &

Figure 4.24 Graduation group page
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In graduation group page (Figure 4.25) people can also send images/animated
images to each other but these images are never attached to the message content. Instead
of using attachments, a formulation was generated to send images. For example; if a user
want to send a smiling face with message text body, than (©) =>*:)* code would be
inserted to the message text body. When others open the same message, automatically a
decoder “:)” 2(©) put into use to show the smiling face. There are limited image icons

put into service but these are the mostly used icons.

¥ Mesaj Ginder

Kime : 1995 Mezunlan
Mesajimz: O T ﬂ

MESAD ICERIGE 350 KARAKTERT GECMEMELIDIR!
Genel Duyurular Futbol

Figure 4.25 Send message to graduate page
Vote Page

Vote Page; is designed to measure the preferences of the members according to the
voting topics. To reach a large amount of participation to the vote, it must be seen after
user login process at the main page of the PIP so if there is a voting than it would seen in
the main page. Also users who join the voting can see the vote ratios right after his/her

vote. Figure 4.26 shows the vote result page.
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On-Line Oylama

Final smaw yapilsin ni?

Secim % #
Evet vapilsin. %33.33

Hayir yapilmasin. 66,67 I

Kullarulan Oy Sayisi : 9

finceki oylamalar-...

|(seginizj ;] Gioster ... |

Figure 4.26 Show vote page

Vote topics, publication periods, are decided by leaders of the organization
departments. Vote can be multiple choice as shown in vote create page at Figure 4.27.
Only administrators of the PIP can arrange a vote. Votes, which were voted in past, are

stored in the vote page in Figure 4.28 for statistics and can be reachable by every one.

7 Anket Girisi

® Anket Bilgileri

Anket Id :

Anket Bash :ITein ri yoksa tezsiz mi yuksek lisan yaparsiniz?|

Anket Baslama Tarihi : (03032007 2]
Anket Bitis Tarihi :[1003/2007 1 o kadar. .

Anket Tipi :| & Tek secanakli © Gok secanakli
Gizli / Acik :| © Gizli & agk

Ekle | Gincelle

Figure 4.27 Vote add page
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On-Line Oylama

Tezli mi yoksa tezsiz mi yuksek lisan yaparsimz?

" Tezsiz yaparim?
" Tezli yaparim

Oyla

Ankette son durum

Dnceki oylamalar...

|(seu;iniz]| j Goster ... |

Figure 4.28 Vote page
Appreciation and Punishment Records Page

The rules in our organization, says that; if somebody shows an extra high effort or
performance for a special official work then his/her chief appreciates him/her with letter
of comandation. This appreciation records is sent to the HPD. These records are useful
for staff’s career planning. Staff is appreciated many times during their profession life.
These records are stored in the HPD folders and HPD central database. Also sub-units
and the personnel departments store these records and finally one copy of letter of
comandation is given to the person himself/herself. Organization publishes these records

to users him/herself and group users of PIP. Figure 4.29 shows appreciation records.

s> Takdir Bilgilerim

Yerenin Kimligi Acgiklama
7 Durumu

: : , , GUOREVDE GOSTERILEN fip n
2007 |SUBE MD. DENEME BASARI Onaylanacak

Yetkili gruplar :

Figure 4.29 Appreciation records

In the present system these records have to be manipulated by HPD operators but
innovation of PIP was changing this process. With a new Add Appreciation Page

application in Figure 4.30, group users are authorized to manipulate appreciation records
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of staff that are under the scope of group users. Group users have responsibilities about
the reliability of the records and they have to collect and send letter of comandation
documents monthly to the HPD. With this new application HDP member’s process was
changed. Instead of insertion of records, their new responsibilities are just to check and
approve the records. If a record was not approved then group user can make changes on
that record, but if the same record was approved than group user cannot change or delete

the record.

s= Takdir Islemleri

ESN : I—Slnlf:mﬂ&ane—sicil 2 I——I_ ]
Alanin iinaw : Im Takdir Tarihi : |— ]
Yerenin Kimligi : | Verenin Unvam :f| [ seciniz]  «
¥erilis Nedeni : I( seciniz ) Ll
Takdir Sekii : | { seciniz ) ~] | Cinsi :|  Takdir C Ol
Aciklama : I
Eke | Goster |

Figure 4.30 Add appreciation page

However, there are punishments as appreciations. Like appreciation records process,
same process is valid for punishment records. Our organization publishes these records

to users and group users as shown in Figure 4.31

& Disiplin Bilgilerim

Yetkili gruplar :

Figure 4.31 Punishment records page

Group users have another responsibility to manipulate the punishment records of
HPD central database by using the new application in Figure 4.32. Group users have to
collect and send punishment documents to the HPD monthly. Group user can only

change, delete, and update the non-approved records.
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s Disiplin / Ceza Islemleri

ESN ;| Sinif :'|( seginiz) x| ﬁl Sene - sicil : | = | o

Alanin Unvam :||( seginiz) = Ceza Tarihi : I i
Yerenin Kimligi : | Yerenin Unvani :||( seginiz) =
Suc : |( seginiz ) j
Ceza : |[seu;iniz) j ‘ Infaz Tarihi || =
Siire : | =]

Aciklama : =
Ekle | Giisker I

Figure 4.32 Punishment insertion application page
Medical Records Page

Periodically, every three years staff has to get a checkup in hospitals. Hospital’s
medical records about the patients are sent only to the HPD for archive and personal
affairs. If someone has a health problem, HPD must know detailed information about
his/her health problem. Sometimes staff has to be retired according to their health
problems. Also place of employment of some patients have to be change according to
their health records. Hospitals never deliver the health reports to their patients; they only
declare limited information to their patients. There was no mechanism to publish health
reports of hospital to the users, therefore we developed medical records page to publish
health records to users and groups. Sub-unit personnel departments also need to know
patient records of staff that were under scope of group. Users can reach the medical

records of themselves like shown in Figure 4.33.
Saglik Bilgileri

CEE M 0 OLuR

Aciklama

Figure 4.33 Medical records page
Foreign Language Page

Because of the duty requirements, staff of our organization has to have an excellent
English knowledge. There are education programs to progress the staff’s pronunciation,

grammar, speaking levels. After all these education programs staff would have a
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language level-fixing exam. These exam records are also sent to the HPD to be need for
manipulation of central database and election of staffs for special operations. PIP also
serves these records to the normal and group users in Figure 4.34. Past English level
exam records are stored in the central database, but this information was not shared with
the sub-units and staffs up to now. With the new foreign language application page users

and group users can check and freshen up their memories.

= Yabanc: Dil Bilgilerim

Sinav Tarihi YYabanci Dili Aciklama

Figure 4.34 Foreign language page
Past Official Work Records Page

Staff, would have many appointments throughout their work life. HPD four offices
(Staff type 1 office, Staff type 2 office, Staff type 3 office, Staff type 4 office) appoint
the staffs that are in their scopes. To make an appointment, past official work records are
very important because career planning of a staff directly deals with past official works.
Sometimes sub-unit commanders need to commission a staff for special office works.
Human resources members try to select to best person for the specific duties but there
were no on-line mechanism to help their request. They tried to find the suitable person
with examining the hard-copy personnel folders of the staff. With the new application in
Figure 4.35 group users and also user could reach the past official work records of their

staff.

Organizational information sustains multiple meanings, each representation being
the result of the subjective cognitive and effective interpretations of individuals or

groups.

& Eski Gérev Yerlerim

Atanma Tarihi Katilma Tarihi Ayrilma Tarihi

9/1/2005 9/1/2005 5/31/2006
ATILIM UNIVERSITY GARADUATE STUDENT CLASS 1
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Figure 4.35 Past official work records
Appointment Questionnaire Page

Staff arranges an optical form (Figure 4.3a, 4.3b) to inform their request about their
appointments once in a year. Marked forms were sent back to HPD offices to be
scanned. Optical forms contain whether staff wishes to change their office/mobile
platforms or not and some other information. Some of them take a photocopy of the
arranged form not to forget their request but some do not. Before the Appointment
Questionnaire page applications in Figure 4.36, users could forget their request about the

past years.
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Figure 4.36 Appointment requests page

With the new web application page, users meet to arrange the new appointment
questionnaire request whenever they want. Also they can easily check the past
appointment request records of themselves. Reaching past appointment request and past

official work records is useful for the analysis of the ratio of fulfillment of their wishes.
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Also with another application page in Figure 4.37 users can print their appointment

request records

‘azdir - Microsoft Internek Explorer
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Figure 4.37 Print page of appointment requests

Yazdir

Frequently Asked Questions Page

HPD offices have a responsibility to feedback over requested personal affairs
question, which were demanded by the staff. These questions are related with medical,
judicial, appointment procedures and general topics of personal affairs. With the new
FAQ page application in Figure 4.38 users can search the questions, which were asked
before, and answers that were inserted by the offices of the HPD or group users who
have authorization to give answers to related questions, by entering related search

words. Also users can filter the search criteria by the search topics.
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@ Sikca Sorulaniar...

Liitfen kategori seciniz : | Genel ~| Goster
Aranacak kelime : Ara

FAQ Ekle

;j);_} Sistemden sifre alamiyorum 7

% Sifre Al f Dedistir kisminda tovatandaglk numaranizi (11 karakter olacak sekilde) giriniz,
Dodum tarihi alanina glngay il olarak giris yaptitan sonra, dodum veri alanina dogdudunuz ilin,
en az ilk Ug harfin girip sad taraftaki ARA butonuna basiniz! Aksi takdirde girdiginiz deder
segilmemis kabul edilecek ve iglem bagarizzlkla sonuclanacaktr, Ara butonuna basildiktan sonra
cikan listeden ilgili il/ilce secilerek, eski gifre bog birakilacak ve yeni gifre alan doldurularak gifre
alnabilecektir,

Figure 4.38 Frequently asked questions (FAQ) page

4.2.7.2 Information Manipulated by the Staff Herself/Himself
Wife/Husband Record Page

In the present system when a staff got married, he/she has to be arranged and send a
PIF document (Figure 4.10) to the HPD to be updated his/her personnel affair records of
central database and local database of his/her office. But with Wife/Husband record page
application (Figure 4.39) users do not need to arrange a PIF document. Users can insert,
delete and update their marriage record with login to the PIP. No need to arrange and

send a PIF to HPD because user directly updates the central database of HPD.

W Es Bilgileri

"t Es Bilgileri

Acdh : ll\leslihangfgf Kizlik Soyad :[FDGH]

Baba Adi :[HAFGDSFGIH | Ana Adh :NFDGEIHDFGT

Cilt No :|00 Aile SiraNo : 33 Sira No :|454

Evienme Tarthi ;|15  J8  [2004  (giin/ay/vil)

Dogum Tarhiz{11  [11 1990 (giin/ay/vil)

Dogum Yeri : |E‘r'UP-iST. Ara
Tahsili : | UNIVERSITE =
Meslegi :[| Mihendis (Ugak/Uzay) =]

Cahsiyor mu? ;| & Evat © Hayr Sos.Gliv.Kurum: ISSk ':I
Calistigi Kurum ;[ 87EL  ~|  Sos.GiivKurNo : 259757676

is Adresi :|[resa
Kan Grubu:[/0 Rh(+) | G&zRengi:|VESL | Boy:[185 cm.
T.€ Kimlik No : [28555553010 | vergiNo : [4650444188  Nuf.ClizNe : |08 [159514

Figure 4.39 Wife/husband record page

Child Record Page
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The process is the same infrastructure with the wife/husband records page process.
People arrange a PIF documents when they have a child. All the possibilities of
arranging PIF were represented in Figure 4.11 data flow chart. Using the new web
application in Figure 4.40 and Figure 4.41 staff can add, delete and update their child
information. People use a hard copy documents or agendas to store the detailed

information. PIP works like an online agenda for the user

& Cocuk Bilgileri
Dogum Tarihi  Cinsiyeti Tc Kimlik No Resmi
[ Yenikayit] |- i = - Yeni Kayik I
(=]
bk jhikj 10/10/2005 Kiz 22239333333

Figure 4.40 Child information record page
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Figure 4.41 Child information record update page

Address and Communication Page
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HDP and sub-units always need to reach their staff by phone call or need to know
their house addresses. In some critical situations HPD members and sub-unit personnel
department would have not enough time to reach staff quickly. With the new application
page in Figure 4.42, all address & communication records are collected in the central
database. The users can update these records at all the times. Also these records are

shared with sub-units.

v Iletisim
£/21/2007 9:17:47 PM [
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E-Posta 1 :Iuaydugdu@

E-Posta 2 : Iuaydugdu@gmail.com

Figure 4.42 Address and communication page

Vehicle Record Page

There are many auto parks in sub-unit buildings with security guards. These security
guards check the car’s license plates match with a hard copy parking cards. Also they
control whether the car is a staff car or not. Staff can record his/her car to the central
database by using the application in Figure 4.43. Centralist control of the records

prevented data manipulation again and again.

&» Arac Bilgileri
Plaka No Aracg Markasi ve Modeli Arac Yil
[ Yeni Arag ] = - Yeri Arag |
34 VG 5655 ALFA-ROMED 147 2000 Diekay |

Figure 4.43 Vehicle record page

75



Personnel Information Report Page

All detailed information about a person can be seen with this application. With

using who-where application in Figure 4.20 query person can be find and with the new

application in Figure 4.44 all the information, which was mentioned upside could be

seen as a report. Also report can be filtered by the application in Figure 4.45.
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Figure 4.44 Personal information report page
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Figure 4.45 Personal information report filter page
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CHAPTER 5

RESULTS

This chapter summarizes the results of the study as an e-government application
impacts on the government organization as duration, service quality and error correction
result. General impacts of this study on organization are cost and time saving. The
impacts on customers are time saving, simplicity, convenience, and accuracy. The

detailed analysis of the study is shown below.
5.1 Duration Results

We have analyzed the present and new PIP system by comparing duration and cost
of reaching the same information.

5.1.1 Duration & Cost of Data Collection with Optical Forms & PIFs

Our organizational model, always tries to reach the correct, updated, reliable, and
trustable information as fast as possible. In the present system optical forms and PIF
documents were designed to collect personnel information. Of course it costs money and
time to reach the most reliable information. On the next page, duration and cost of
information that is collected by optical forms is shown. Approximately 18,000 staff
members arrange optical forms every year. We have to know unit prices of all items and

process steps costs before calculating the total price. These are;
e One employee salary = 850$/month (22 workday) => 38.64 $/day => 4.8 $/hour.

¢ One optical form cost = (100 pieces = 20.7$) => one optical form = 20.7 cents.
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One marking user guide (UG) of optical form = 1.38 $ =>300 * 1.38 =414 § .
Error ratio is defined as 5%.

One person spends 10 minutes to arrange an optical form.

Also Optical Mark Reader (OMR) has a cost with an acceptance of 1000$/year.

One employee works 8 hours a day.
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Data Collection Cycle with Optical Forms

Optical form manipulating process steps is shown in below with the time horizon. These processes and cost of the steps is shown

in Table 5.1.

September 15 2006 September 22 2006

September 23 2006  September 30 2006

November 01 2006

HPD sends optical forms
request message to every
organization unit until

November 06 2006

HPD’s messages reach
every unit of our
government
organization.

Mobile platforms & Sub-
units request the optical
forms from Major sub-

units.

Major sub-units
distribute the optical
forms to the sub-units &
mobile platforms

Sub units & mobile
platforms  mark the
forms (~18000 pieces)
Send back to the Major
sub-units

November 03 2006 November 06 2006

November 13 2006

December 15 2006

January 15 2007

Major sub-units,

Sends back the marked
forms to the

HPD to ANKARA

Optical forms scan
process starts

Optical forms’ scan
process is finished.
Data control & Error
handling process starts

Data control & Error

Storage process starts

handling processes ends.

Optical forms have to be
saved in employee’s
personal folder for
judicial procedures

until January 15
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e 18,000 * 105% = 18,900 pieces of optical forms is;
18,900 * 20.7 cents = 3,9128.
¢ 10 minutes/employee * 18,000 employee=3,000 hours;
3,000h * 4.83%/hour (one employee salary) =14,4908.
Total cost of the optical form request and collection process;

4,148(UG) + 3,9128(Optical forms) + 14,490$(Manpower) + 1,000$(OMR) =
19816%

Two employees were charged to scan the optical forms. During five days these two

employees just dealt with the scanning process of 18,000 optical forms.

After scanning process, another process started, eight employees were charged for
data manipulation and error handling. This control period takes twenty-five workdays of

the employees.

The last process cost is to deal with the storage of the optical forms, and during this
process two employees were charged for folder arrangement. All these processes steps

and their duration and costs are shown in Table 5.1.

Table 5.1 Duration & costs of data collection with optical forms

Processes Name Duration Man Power Cost
Optical Form Sep 15 2006 <—>Nov 06 2006 18000 19,816%
Request & Collection 50 work days Employees
Process
Optical Form Nov 06 2006 <->Nov 13 2006 2 Employees 368%
Scanning Process 5 work days
Data Manipulation & Nov 13 2006 < ->Dec 15 2006 8 Employees 7,728%
Error Handling Process 25 work days
Optical Form Dec 15 2006€->Jan 05 2007 2 Employees 1,932%
Storage Process 25 work days

Total 105 days --- 29,862%

As a result, duration of the data collection with optical forms is 105 days/year and

its cost was calculated as 29,862 8/year.
Data Collection Cycle with PIF Documents

The other data collection method with printed PIF documents can be seen according

to the situations that were shown in the section 4.1.1.2 of this study. So we measured the
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data manipulation cycle according to the numbers of PIF documents that were sent to the
HPD. Table 5.2 shows the number of PIF and types of data manipulation cost of the
information collected by PIFs. Approximately every year 800 pieces PIF are send cause
of marriage and divorces, 1700 pieces for to new address and communication
information, 800 pieces for new members joining the organization, and 580 for newborn
children. Operators of HPD, who are responsible for data handling, spend 3 minutes for

update or inserting information sent as PIF documents.

Table 5.2 Cost of information collected by PIF documents

Data Type Records / Year Duration of Data Cost (38.64%/day)
Manipulation
Marriage Records = 800 5 days =~ 193%
Address Records = 1700 10.6 days ~410%
New Staff = 800 5 days =~ 193$
Child Records =580 3.6 days = 139%
Total 3880 24.2 workdays =~ 935%

5.1.2 Data Collection with PIP as an E-Government Environment

With the new PIP service in Figure 4.36, staff easily arranges their appointment
requests without the need for any user guide or optical form. The duration cycle of
collection appreciation requests with PIP is shown in below. Also with the new service
users can see past appointment requests. We test this service with satellite
communication systems of a mobile platform of organization. Members of the mobile
platform arranged their appointment request on sail by using Organization intra-net, and
the arrangement period of =180 staff takes just one day with only three computers. It
was quite fast to reach the appointment requests of members. No need to wait until the
sail ends to collect marked forms and no need to mark appointment request like optical
forms. There is no scan process, data manipulation process, error handling process
except storage processes. Because of the legal rules HPD requests the printed format of
the appointment request just with in one month and HPD members just deal with the
storage procedures of the printed appointment requests. The results show that there is no
coding error in the appointment request records, and the explanation part of the
appointment request form was filled in electronically so no need to handle this part.

Another gain of the new PIP service is there is no limitation for the arrangement time of
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the new appointment request. Qur organization requests these appointment requests
between “01-31” October of every year. However staffs need to arrange their requests
during this period, they can change their request whenever they want. Organization

accepts their requests at every time.
¢ One person spends 2 minutes to arrange an optical form.
e A4 paper 1000 pages = 6.92$ => one page 0.69 cents.
e 18000 * 105% = 18900 pieces of printed pages is; 18900 * 0.69 cents = 130$.
¢ 2 minutes/employee * 18000 employee = 600 hours;
600h * 4.83%/hour (one employee salary) =28988$.
Total cost of the appointment requests with new PIP service;
0$(UG) + 130$(printed page) + 2898%(Manpower) + 0$(OMR) = 3028%

Our organization spent a budget to get huge intra-net for general purposes. There is

a hardware and software cost for this structure. But we take this cost out because the

network structure was developed not only for new PIP system.

IT personnel salary also was taken out because PIP was developed by the

organization members itself.

The cost & duration of the new appointment request with PIP service is shown in

Table 5.3.
Table 5.3 Cost & duration of PIP’ appointment request service
Processes Name Duration Man Power Cost

Online Appointment Request No limit 18,000 3028%
& Collection Process (October 01 - 31) 30 days Employees
No Scanning Process 0 days 0 Employee 03
Data Manipulation & Error
Handling Process 0 days 0 Employee 0%
Storage Process (November 01 — 25) 25 days 2 Employees 1932$

Total 55 days --- 4960%

With the new applications of PIP some data manipulation methods were changed.
For example marriage, children, and address records can be manipulated by the record
owner. HPD members do not try to follow these records. Data is manipulated from the

first hand so it prevents the errors. New abilities of the PIP also prevent the misuse of
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the services with the group user application. Group users have to control their member,
which is defining in their scopes. Shortly collection data with online forms of PIP was
changed the organizational workflow, and cost of information collection with PIP has

been decreased.
We can easily see the differences and gains of two systems in Table 5.4

Table 5.4 Gains of the new PIP services as an e-government application

Process Name Present System Present System PIP Cost | PIP Gains
Cost Duration Duration
Appointment
Requests 29,862 $ 105 days 55days | 4,960 Sadays
. ,4902%
Information
Marriage-
Children- 24.2 days
ldre 935§ 24.2 days 0 days 0$ 0 5$y
Information
Totally 30,797 $ 129.2 days 55 days 4,960 $ 74.2 days
2,5837$

Gains of the new system at every year are;
* 30,797$% - 4,960$=25,837%

® 129.2 days - 55 days=74.2 days.

5.2 Service Quality Results

As discussed in the research study section of this study, SERVQUAL instrument
with 22 statements (Appendix A and Appendix B is adopted to Turkish) is used to
measure the service quality between present system and new PIP, across tangibles,
reliability, responsiveness, assurance and empathy dimensions, using a seven point
Likert scale. Appendix A is used to measure present system service quality. Appendix B
is also used to measure the new PIP service quality. Both of them include the same
questions. Ranging of the questionnaires items is from 1 to 7, between the strongly agree
and strongly disagree scale. Just 39 members of HPD offices have joined these

questionnaires. The questionnaires results are shown in Appendix C and Appendix D.

We used two software packages, SPSS and Excel to analyze questionnaire results.
First we analyzed reliability of two questionnaires by using SPSS reliability test. To

measure the reliability factor in Likert scale we calculated Cronbach Alpha Reliability
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Coefficients of 22 items. These reliability test results are shown in Table 5.5 and Table

5.6. Criterions of reliability of Alpha coefficient are shown in below.
¢ (0,00 <a<0,40 than not dependable.
e (0,40 <a<0,60 than less dependable.
e (0,60 <a<0,80 than rather dependable.
¢ (0,80 <a< 1,00 than high dependable [29].

Table 5.5 Reliability analysis of Appendix A

RELIABILITX ANALYS5IS - 5CALE LZLEHZ
Mezn Std Dew Czses
i . 4_5B57 2.111ls 35.0
2 4.2308 2.0833 332.0
3. 4. ZBE1 1.59480 35.0
4. 0004 4.3550 1.84Z23 35.0
5 0005 4.102% Z2.03a4 35.0
& 4.3550 2.0582 35.0
e 4.8887 1.5512 35.0
B 4_4815 1.€990 33.0
B 4.2308 1.8131 39:0
10. 3.8205 1.3035 35.0
11. 4.8323 2.0533 35.0
12. 5.0513 1.834s 35.0
13. Z.Tasz2 1.7085 39.0
14. 4.8205 1.87&l1 350
15 4.3482 1.8535 35.0
1a. 4.7348 Z2.00z24 35.0
i 5.2821 1.821 35.0
18: 4.T7438 1:901 33.0
15 200015 4.8323 1.97 39.:0
20. 200020 4.4gl5 2.2 35.0
21. 00021 5.4353 =0 = i o] 35.0
22. VAROO022 4.8887 2.0343 352.0
RELIABILITY ANALYSIS - S5CALE ALEHZ
N of Cases = 35.0
Statistics forx Mean Variance 5t
Scale 99.3590 BEZ3.7&EZS5 Z8
Item Means Mezn Minimum M= Varisnce
4.5183 2.7852 5 L2825
Item Variences Mean Minimum M=z Variance
3.7521 2.8Z85 4 3203
Inter—-item
Covariences Hean Min Maximumn Range Max/Min Verisnce
1.8044 —:5%3&85 3.5511 4.187& —-&.0204 SEE4
Inter—item
Correlations Mean Max/Min Veriance
-4251 &.Z275 -0380
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Item—totel Stetistic

Scale
Hean
if Item
Deleted
VAROODOOL 94 TE32
VAROODOZ 35.1282
VARO0003 95.07a89
VRAROO004 95.0000
VAROOODOS 35.25¢4
VARODDOE 35.0000
VEROO0O7T 94 . £923
VAROD0008 594 3574
VEROODOS 95.128:2
VARO0010 95.5385
VAEROOODL1 94 _g6%7
VRROOODL1Z 94 3077
VARO0013 9g.5857
VEROODOD14 94 5385
WAROOO15 94_.5128
VAROODOLle 34 5841
VEROOO17 94 07&58
VRROO018 534 . £154
VREROOOL1S 94 g887
VAROO0Z0 94 _3574
VREROOODZ1 93,9231
VRROODZZ 4 g9Z23

g

3

RELIABITIL-ETY

Source of Variation
Between Fecple
Within People
Between Mezsures
Fesidusl
Total
Grand Mean

Scale Corrected
Variance Item—
if Ttem Total
Deleted Correlation
741.0243 .e280%5
735.5358 .T424
T740.7045 74584
T42.2832 - TTEE
TZ27.8852 .8338
FZ22.0000 243z
74Z2.0081 73583
739.0545 2853
740.5384 80495
771.3€03 451z
74Z.9¢45 c233
T432.5344 7159
T73.86554 L4583
763.7287 5450
T7EeZ2.4%65 5327
782.4103 .3334
Tg828.23e0 .5874
771.9758 4558
752.53965 5821
724.82313 7501
775.4939 4447
TB0.Z218% 3347
ANALYS iz SC2k
Anaglysis of Variance
Sum of Sq. oF ez
1422 8825 38
15253.4051 Bl3
239.553% 21
1713.8555 792
3376.271¢c 857
4. 51e3

Reliskility Coefficients

Llphe = _594Zc

ZZ2 items

Standardized iter alpha =

85

Squared Zlphs
Multiple if Ttem
Correlation Deleted
-B0dE .5354
9108 .59324
823z .3384
-8807 .2380
-BeTE -83e5
-B7T7E -83e7
.845a -338¢
_8255 8388
_8152 _837&
8075 .S34za
75391 B383
-8a77 -938%
.elza .541%5
7812 .3414
7580 .541&
-5387 L3444
2011 .3408
8187 .34z248
8271 .240%5
8127 _B375
= J2427
7001 .5443
LE A LEBHEZR)
n Squere Brob.
37.4437
2.3851
11.4073 5.3114 .0000
2.1477
3.833¢
2430



Table 5.6 Reliability analysis of Appendix B

BEELIABILITY ANALYSIS - SCALE 2L EHR2ZRZ)
Mezn Std Devw Cz=ses=s
. VEROOODL . 1282 18215 35.0
2 VAROOODZ g.0000 1.2773 25.0
a. VARODOOD3 5.743¢ 1.2715 35.0
4. VEROOOD4 g.0000 1.3377 35.0
5 VAROODOD5 5. 7175 1.3755 35.0
o VARODOODE 5.8974 1.18%5 35.0
T VAROOOO7 g.10Z2¢ 1.4472 39.0
3. VEROO0D08 5.9744 1.0834 35.0
& VREROOODS 5.898€7 1.3825 35.0
10. VEROOO1O 5.0000 1.7014 35.0
11. VAEROOOD11 5.6887 1.5784 35.0
12, VARODO1Z2 g.1795 1.0481 35.0
F3. VAROOOD13 3.5841 Z=.0235 35.0
14. VEROOD14 5.435%5 1.713¢ 35.0
15. WEROODOD15 5.9231 15111 39.0
18. VARODOO1E g.07&83 1.40z27 35.0
147 VARODOO17 5.9744 1.4233 39.0
18 VARO0018 5.10Z2¢ 1.9708 35.0
35 VREROOOD1S 5.10Z¢ 1.3841 35.0
Z0. VAROOOZO 5.4837Z2 1.8620 3.0
21 TRRO00Z21 g.10Z¢ 1.1875 35.0
ZZ. VAROOOZZ 5.5410 1.7854 35.0
N of Cases = 35.0
R
Statistics for Mean Variesnc S5td Devw Varigbles
Scele 1z24.4872 371.3817 15.2707 ZZ
Item Means Mean Minimum Meximum Range Max/Min WVarisnce
5.8585 3.5841 £.1735 Z2.8154 1.7338 .3405
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EELT T¥ ANRAELYSTS - SCLLE ALEPHRZ)
ITcem—tot ticg
le Scale Corrected
Varisnce Item-— Squared Alpha
Lem if Item Tota Multiple if Item
ed Delested Correletion Correlation Deleted
VRAROOOOL 50 348 2382 475 .T34zZ .8011
VAROOO00Z TE 335.3030 .g4g85 .8514 8877
VAROOOO3 3z 341 39852 .5803 28510 89849
VAROOD004 T2 337.2584 B5TT -83051 2973
VAROOOOS5 9z 337.074659 .c413 .38394 -Ba7s
WAROOOOE a7 338.353¢6 ;1238 9128 _B9E6&
WAROOOOT 118.384%& 335.1303 .8431 9357 -8973
VAROOOOB 1158.51z28 3353.8354 7752 2315 .B5g4
VARODOOS 118.8205 343.0455 4143 7703 .90z4
VAROOOL10 119.4872 345.1511 3525 i el .8044&
1R00011 118.8205 328.5189¢ .T7052 .BBz7 L HE55
VAROO01Z 1183077 347.3555 JB705 .B778 .8355
VAROO013 120.9231 347.9878 2557 “EHRT 80849
VAROO014 115.0513 343.3857 .354¢ -8051 B35
VAROO0O15 1158.5541 33Z.2524 .cg85 5388 .B3Eg5
WAROOO1le 118.4103 343.7748 4525 -895Z23 -5007
WAROOOL17T 118.51z28 340.2554 .5538 -529%9 -8983
VAROOO1E 1159.384% 343.8218 3237 B8zl .B08e
VARODOL1S 1159.384& 341.1303 _2579 -8814 _905&
VAROOOZO 1150000 323.8947 .E585 S8230 -89g4
VRROOOZL 1153848 344 93271 5873 8280 .8891895
VAROOOZZ 1138482 330.71Z28 5830 -8a3%7 .88985
Znaly=sis of Variance
Source of Variation Sum of Sq DF Mean Sguare E Erok
Between Fecple c41. 4425 a8 1e.8801
Within People 15&3.5000 g1l5 1.51c4
Between MHezsures 278.8403 21 13.2781 g8.2037 .0000
Residusl 1290.685587 738 1.8174
Total 2210.9425 857 2.578%
EFrand Mean 5.8585
RELIABILITY ANARLYSTITS - SCALE 2 LEPHZ)
Beliakility Coefficients 22 items
Alpha = .9042Z Standerdized item elpha = _31&4

Alpha coefficient of our two questionnaires is found as 0,94 for Appendix A and

0,90 for Appendix B. These results show that two questionnaires are highly dependable.

Second we used a “Wilcoxon Signed Ranks Test” for item analysis, because
Wilcoxon test were developed to analyze data from studies with similar designs. The

result of this test is show in Table 5.7.
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Table 5.7 Appendix A- Appendix B Items Test Results

. .
Wilcoxon Signed Ranks Test Negatine 7 0] 7os0
Pozitive 206 1539 3073
Pl:-
Tiez 12
Total 39
Negative Negative 5 103 5430 Nagative St 7830
Pozitive 7 . Pozitive 28 18,09 5065 Pozitive 23 4175
P1-¥1 PB-YE | Pl6- =
Tiez g Tiez 6 Ties B
Total 39 Total 39 Total 35
Negative 7 1107 Negative 5 142 7100 Negative g 238 7500
Pozitive 26 186 | Pozitive 26() 1635 4230 Pozitive 1471 2500
PI-Y2 P9-Y8 = P17-
Tiez 6(F) Tiez g Tiez
Total 39 Total K2y Total 33
Negarive g 1181 84350 Negative g 14 85| 1194 Negative 13(zz 5§ 2155
Pozitive 24 13.04 4335 Pozitive 23 1639 3770 Pozitive 20 1727 3433
P3-Y3 Pl0- = P18-
= E) Ties g Tiez 3
Total 38 Total 35 Total 38
Negative 86 ERES 7900 Negative g 1354 1115 Negative 10 1475 1475
Pozitive 1928 4820 Pozitive 21(56) 154 3235 Pozitive 17 1334 2305
P4-Y4 Pl1- = = P19-
Tiez 6(1) Tiez 10 Tiez iz
Total 33 Total 35 Total 30
Negative 8(m)| 1231 38350 Negative 9 27 7830 Negative 10(EE 833 23350
_ . |Positive 26 191 4865 % Pozirtive 204, 1783 3563 Pozitive 16 1672 26751
P5-Y5 E = Pll- : - P20 -
Tiez 5 Tie=z 1063 Tiez 13
Total 39 Total 35 Total 3z
Negative g 9.75 78.00] Negarive 1174 Negative 106
Pozitive 23 1532 4830 Pozitive 34300 Poazitive 18G5
6-V6 P13 : Pl = o
Tiez i) Ties Tie= 1104
Total 39 Total Total 35
Negative [ 1335 Negative 18500 Nagative ALY 13433 30,00
P Pozitive 250 1618 3 e Pt:aitive 5 1534 3330 — Pozitive 15 {mmm 1239 2450
Tiez 8 Tiez 7 Tiez 14
Total 38 Total 35 Total 3
Dezeriptive
N Mean| Std. AMinimud Maximus
Y133 45897 1 100 700 |P1 [39/6.128] 300 700
¥2 |39/4230 100 700 [P2 [39/6000 100 700
¥3 |39 42821 100 700 [P [39)57434 100 700
Y4 |39 43350 100} 700 |[P4 [39 6000 100 700
Y5 39 41024 1.00 700 |Ps [39/57179 2.00 700
Y6 35 4338 1.00 700 |P6 |39 58974 3.00 700
Y7 |33 46667 100 700 |P? [39/6.1024 100 7:00)
Y8 35 4451 1.00 700 P8 [3559744 400 7.00)
Y9 39 4230 100 700 [P |33 56661 100 700
Y10 33 3820 100} 700 |P10]39 5000 2.00 700
Y11 39 4692 1.00 700 |P11]39/556661 2.00 700
Y1239 5031 200 700 [P12[39]61793 300 700
Y13 35 27653 100 700 |[P13[39 335641 100 7:00)
Y14/39 4.820 1.00 700 |[P14]35 54334 100 700
Y15 35 48461 1.00 700 |P15]39/59231 100 700
Y16 35 47248 100} 700 |P16/39 6 100 700
¥17 39 52821 1.00 700 |P17(39/5 100 700
Y18 35 47436 100 700 [P1B/39)5. 100 7200
Y19 35 46523 100 700 |P19(39 3 100 700
Y20 39 4461 1.00 700 [P20{35 5487 100 700
Y21 39 54359 1.00 700 |P21{39 6.1 200 700
Y2235 48667 100} 700 |P22({39/564 100 700
Test Stariztic(b)
= = = sills P1o- | P11- | P1z- | P13~ | Pua- | P1s- | Pl6-  P17- | Pis- | P1e- | P2o- | P21- | P22-
PL-VE \P2-¥2IPA-V3[P4-V4|BS- PG~ |B7- | PB- (P9 | yip | vyl | viz | vis | vie | vis | Vie | Y17 | vis | vis | vao | va1 | yi2
z 208 2627 342l 264 BOSH A0TR 3AM og4p | ga0e | 3020 | 240z |a305 |2sve [Hsso 2406|177 |anos |2aer |agse |2z
@ o @ w e @ @
f_‘i{;l)"s"g‘c’ o001 ooo| .woe1 ool wo01] wsoo| w002 .woo] ool 11 021) oozl o016 192 004l ool| o016 235 314 018|075 026
2 Bas=d on negativa ranks.
b Wilcoxon Signsd Ranks Tast
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Test result shows that there is no statistical result in the 14", 18" 19" and 21
items. This means the service quality of PIP services and present system could not be
measured for these items. To generate a statistically meaning, test results must be closer
to 0,00, but for 14" item it was measured 0,192 , for 18" item it was 0,239, for 19" item
it was 0,314 and for the 21* item it was 0.075. These results show that there was no

statistical meaning between present and new PIP service quality for these four items.
When we look at 14®, 18", 19" and 21% items;

e Item 14™ shows that the information confidence encourages degree of new and

old systems are the same.

e Item 18" shows that PIP new services still do not care about personal requests

like present system.

e Item 19" shows that PIP new services still do not care about uncommon personal

requests like present system.

e Item 21" shows that the level of interest of PIP services and present system

services did not change.
e Other item results show that PIP services are better than present system services.

Third, we compare the two questionnaires groups with each other. We used the
same “Wilcoxon Signed Ranks Test” for the groups. And the result of this test is shown
in Table 5.8. Groups test result shows that as a service quality of PIP services are better
than present system services. Figure 5.1, Figure 5.2, Figure 5.3, Figure 5.4 and Figure
5.5 shows APA style representation of both system service quality measurement groups.
Finally, service quality changes with the new PIP services can be observed in detail in

figures listed below.
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Table 5.8 Appendix A - Appendix B Groups Test Results

Dezeriptive Wilcoxon Signed Ranks Test

N | Mean| Sed. Minimun Maximun
VBSG] 3243634 15271 125 7.00 Ranlks
YBSC] 32 £364] 168833 160 7.00 = i St
YBSC] 3920833 138642 175 7.00 T 5 072 e
VBSC] 3929333 143824 150 7.00 . = T s
YBSGE 38(4,5000 1492 160 7.00 PBSCL- Tics B i
PBSCI 10230 2,50 7.00 T o
PBSCI 1LBI5E 34l T Negative 7 1147 8000
PBSCE 106177 323 e Pozitive 29 2021 5850
PBSCA 33) 58324 12403 100 yoo| PR =5 e
PBSCE 33 546873 130244 2,60 7,00 e w5
2PBIG1 < VBIGI Negative g 1457 1320
©PBIG] > VBIGL Positive 27 1978 5340
< ¥YB3G1=PB3G1 R Tiez 3
4PBIG2 < VBIG2 Total 38
=PEG2 ~VBIG2 Negative 104 15,80 1580
IYBIG2 =PBIG2 Pozitive 2800 20,82 3830
= PEIGE <VEIG i i Tiez 10
hPEIGI > VEBIGE Total k3
i VB3G3 =PBiGH Negative 13(m 1568 20410
i PE3G4 < VBIGL Pozitive 24 2079 4990
1. PBIG4 > VBG4 e Tiez 2
| VBG4 =0B3GL Total 38
mDB3GS «¥BIGS
1 PBIGI > YBIGS
o YB3GS =PBIGS
Tezt Statiztics
PBSGI1- PBSG2- PBSG3- PBSGA- PBSGS-
z 3850 3878 3,161 3088 2227
Aszymp, Sig. (2- 000 000 002 002 026

zDassd onnsgativaranks.

b Wilcoxen Sizned Ranlcs Tast
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Figure 5.1 Comparison of PIP and present system tangible ratings
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Figure 5.2 Comparison of PIP and present system reliability ratings
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Figure 5.3 Comparison of PIP and present system responsiveness ratings
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Figure 5.4 Comparison of PIP and present system assurance ratings
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PIP g5 Present System g5

Figure 5.5 Comparison of PIP and present system empathy ratings

We measured total SERVQUAL of two systems according to the steps as explained
in research study part of this study and the summary scores for each dimension are
shown in Table 4.4, with the weighted average scores per dimension having been totaled
to achieve the overall SERQUAL score. As can be seen from the Table 5.9, the highest
gap score were for tangibles and reliability; this shows that best improvements occurred
at physical facilities, equipment, appearance and ability to perform the promised service
dependably and accurately. On the other hand the least improvement occurred in caring

and individualized attention that the PIP provides to its users.

Table 5.9 SERVQUAL scores for new PIP services

PRESENT GAP WEIGHTED
DIMENSION SYSTEM PIP SCORES WEIGHTINGS AVERAGE
TANGIBLES 4,37 5,97 1,60 20,34 0,33
RELIABILITY 4,36 5,87 1,51 20,12 0,30
RESPONSIVENESS 4,08 5,10 1,02 18,06 0,18
ASSURANCE 4,94 5,85 0,91 21,23 0,19
EMPATHY 4,80 5,49 0,69 20,24 0,14
OVERALL AVERAGE WEIGHTED SERVQUAL SCORE = 1,15
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5.3 Error Correction Results

Organization’s number of employees is approximately 18,000 people and
approximately 1000 staff members do not arrange an appointment request form. So error
correction results can be measured just only for the arranged forms. Analysis results that
have been done on 17,000 pieces of optical forms, shows the marking errors, the blank
fields and their quantity. This analysis shows the size of the data manipulation bound.

Table 5.10 indicates the field-by-field analysis of optical forms.

Table 5.10 Optical forms field by field analysis

Field name Empty R Mismarked

T.C. Kimlik No 0 201 68
Sicil numarasi 246 357 0
Anket doldurma tarihi 171 309 217
Istek 51 0 0
Medeni hal 24 0 0
Es calistyor mu? 6354 0 0
Es meslek 30 1182 0
Es tahsil 0 118 0
Evlenme tarihi 0 84 802
Ev durumu 1209 6 0
Lojmana giris tarihi 0 81 216
Cocuk bekleme tarihi 0 15 98
Cocuk adet 0 30 0
Cocuk okul durumu 0 9 0
Cocuk okul simif 0 3 0
Saglik raporu 0 112 0
Boy 60 86 61
Kilo 75 75 64
Telefon 0 447 16
Bolge 1 0 474 0
Bolge 2 0 537 0
Bolge 3 0 351 0
Bolge 4 0 21 0
Menf1 Bolge 1 0 195 0
Menf1 Bolge 2 0 45 0
Gorev 1 0 354 0
Gorev 2 0 471 0
Gorev 3 0 276 0
Gorev 4 0 502 0
TOTAL 8220 6341 1542
GRAND TOTAL 16103
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Analysis results shows that collection of data with optical forms is not effective,
since there has been 16,103 errors detected on 17,000 optical forms. Correcting these
errors manually causes extra time and money loss. As shown on Table 5.1, data

manipulation and error handling process costs 7,728$ at every year.

With the new PIP appointment request service, these errors are totally eliminated.
One of the gains of the new PIP service is, accelerating the more reliable and correct
data collection. At the same time, information acquisition cost is decreased. Just from

error correction process organization saves 7,728$ at every year.

5.4 Additional Services

And also there are new services that have developed according to user needs. Some

of them and their usage ratio are shown in Table 5.11.

Table 5.11 New services of PIP and their usage ratio

Service Name Usage ratio

News & Announcements 12389 person/month
Messages 11062 pieces/month
Graduation Group Messages 1847 pieces/month
Frequently Asked Questions (FAQ) 83 pieces/month
Personnel Information Report 1100 print/month
Vote page 800 vote/day

Group user services 2180 records/month

New services usage ratio shows us the popularity of PIP and performance of new
service. For example News & Announcements page was visited 12,389 times in a
month; during this period Organization put forward many announcements that are
related personnel affairs. New message and graduation group message services were
used a lot; this shows that communication needs of staff are satisfied. Also Personnel
information report service was used 1,100 times in a month; this service is used from
group users and results shows that it is a starting point to standardized local and central
databases. HPD changed back office progresses by replacing group user services, as a
result of new group user services 2,180 records was inserted and updated by group users.

This means HPD members’ responsibility was changed.

95



CHAPTER 6

CONCLUSION

In this study, duration of information collection, service quality, error correction of
newly developed PIP and present system is compared. Results of the study show that
web-based applications, electronic forms and client-based system are a powerful way of
managing information variety. Creating an organization wide information collection
network increases information reliability, save costs, assurance, quality response time

and relevance.

Information sharing between our organizational model and its staff with online
services increase flexibility and trust. Also this study shows that e-government
applications (internet & intranet portals, call centers, online forms) changes back-offices
progresses and forces organizations to re-organize back-offices. So with the
development of PIP, back-offices of our organizational model were changed and new
work and responsibilities were structured like call-center members, help desks, group

user offices.

Study results show that duration of data collection with optical forms and printed
documents takes 129.5 workdays however with new PIP services the period has been
shortened to 55 workdays. The cost differences between optical forms data collection
process and web-based PIP services is 25,837$ at every year. So our model of

government organization starts to save time and money by using new PIP.

Also our questionnaire results show that the service quality between present system
and new PIP services are positively increased with the degree of 1.15 in 7 Likert scale.
The criteria on which this increase occurs are tangibles, reliability, responsiveness,

assurance and empathy. The questionnaires results of Appendix A, B underlines that
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there is no difference between the present system and new developed PIP services about
increasing the information confidence encourage degree. It is normal because the
security level of both systems is high level. The same questionnaire proves that new PIP
services and present systems services still do not care about uncommon personal
requests. This case makes sense, since the main purpose of PIP development is to cover
the organizational requirements. The questionnaire also shows that the interest level of
PIP services and present system services are the same so to increasing the interest of PIP
is taken as a further objective for the system. The structure does not allow the user’s
proposals to be realized to get feedbacks about the system will help to increase the
service quality and user interest. Because of these reasons; system improvements dealing

with this subject is a further undertaking for the system development.

This study can be used as guide for the other government organizations which
collects information with optical forms or hard copy printed documents. This study aims
to discuss possible solutions for the organizational information collection problems in
the e-government literature. As mentioned above the most important gains of e-
government applications by simplify the government bureaucracy, are cost and time for

both the citizens and organizations.
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APPENDIX A

Aciklama: Asagidaki anket optik ve personel bilgi formlar ile idame ettirilen
Yonetim Bilgi Sistemi (YBS) hakkindaki diisiincelerinizi 6grenmek ic¢in hazirlanmastir.
Sistemin servis kalitesinin dogru Olciilebilmesi amaciyla, cevaplarinizi diisiincelerinize
en yakin olan siklan isaretleyerek vermenizi rica ederiz. Asagidaki ifadeleri tamamen
katiliyorum ile kesinlikle katilmiyorum araliginda degerlendiriniz. Her ifadeye TEK
cevap veriniz. Ankette dogru ya da yanlis cevap olmayip, ifadeler tamamen sizin

diisiincelerinizi 6lgmeye yonelik hazirlanmigtir.

Kesinlikle Katilmiyorum Tamamen Katihiyorum

1. YBS’de bilgilerim siirekli giincel halde tutulur.

[1] [1] [1] 1 | 1 | 1 | [ ]
2. YBS’nin gorsel olarak basarili oldugunu diisiinityorum.

1] [1] 1] [1 | 1 | 1 | [ ]
3. YBS ara yiizlerinin kullanici uyumlu oldugunu diisiiniiyorum.

1] [1] [1] 1 | 1 | 1 | [ ]
4. YBS’nin gorsel yapisi saglanan servislerle uyumludur.

[ 1] 1] 1] 1 | 1 | 1 | [ ]
5. YBS’de islemler planlanan / vaad edilen siire igerisinde gergeklesir.

1] [1] 1] 1 | 1 | [1 | [ ]
6. YBS’de problem ile karsilastiginizda sistem elemanlar1 ¢6ziim icin en seri sekilde calisirlar.
1] 1] [] 1 | 1 | [] []
7. YBS giivenilirdir.

1] 1] 1] 1 | 1 | 1 | []
8. YBS’de hizmete girmesi planlanan uygulamalar vaad edilen zamanda gergeklestirilir.

1] 1] 1] 1 | 1 | 1 | []
9. YBS’de kayitlar hatasiz tutulur.

1] 1] 1] 1 | 1 | 1 | []
10. YBS’de kullanicilara uygulamalarin ne zaman aktif hale gelecegi sdylenir.

1] 1] 1] 1 | 1 | 1 | []
11. YBS destek gorevlileri aninda/gecikmesiz hizmet verir.

1] 1] 1] 1 | 1 | 1 | []
12. YBS destek gorevlileri kullaniciya destek vermeye isteklidirler.

1] 1] 1] 1 | 1 | 1 | []
13. YBS uygulamalarinda siksik yogunluk nedeniyle yavaslama yasanmaz.

1] 1] 1] 1 | 1 | 1 | []
14. YBS uygulamalari, kullanicilari bilgi gizliligi konusunda tegvik eder.

1] 1] 1] [1 | 1 | 1 | []
15. YBS kayitlarimda yaptigim degisikliklerin sisteme emniyetli bir sekilde aktarildifina
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giivenirim.

1] (1] [1]

16. YBS destek elemanlar1 kibardir.

L] [
(] [
L] [
(] [

11 11 [T | | |

17. YBS’nin aktif /giincel tutulmasindan sorumlu kisiler islerini yapma konusunda bilin¢lidir.

(11 11 [} | | |

]

18. YBS kullanicilara bireysel destek verir.

]
[] [
[] [

(11 11 [}
|

]

19. YBS destek elemanlari nadir karsilagilan kullanici ihtiyaglarim dikkate alir.

(11 11 [T | |
|

[
Apipn

20. YBS yoneticileri kullanici ihtiyaclarinin farkindadir.
21. YBS ilgi alanlarimiz i¢inde ilk siradadir.
22. YBS’nin aktif olma zamanlari kullanicilar i¢in uygun olacak sekilde planlanmigtir.

ApipipipiEn

(11 11 [ 1 |
(11 11 [T 1 ] |
1 1l [ 1 |

]

101




APPENDIX B

Aciklama: Asagidaki anket Personel Bilgi Sistemi (PBS) hakkindaki
diisiincelerinizi O6grenmek icin hazirlanmistir. Sistemin servis kalitesinin  dogru
Olciilebilmesi amaciyla, cevaplarinizi diisiincelerinize en yakin olan siklar isaretleyerek
vermenizi rica ederiz. Asagidaki ifadeleri tamamen katiliyorum ile kesinlikle
katilmiyorum araliginda degerlendiriniz. Her ifadeye TEK cevap veriniz. Ankette dogru

ya da yanlis cevap olmayip, ifadeler tamamen sizin diisiincelerinizi 6lgmeye yonelik

hazirlanmastir.
Kesinlikle Katilmiyorum Tamamen Katihiyorum
1. PBS’de bilgilerim siirekli giincel halde tutulur.
[1] 1 | 1] [1] 1 | 1 | []
2. PBS’nin gorsel olarak basarili oldugunu diisiiniiyorum.
1] 1 | 1] 1] 1 | 1 | []
3. PBS arayiizlerinin kullanic1 uyumlu oldugunu diisiiniiyorum.
1] 1 | 1] 1] 1 | 1 | []
4. PBS’nin gorsel yapist saglanan servislerle uyumludur.
[1] [1 | (1] 1] 1 | 1 | []
5. PBS’de islemler planlanan / vaad edilen siire icerisinde gerceklesir.
1] [1 | 1] 1] 1 | 1 | []
6. PBS’de problem ile karsilagtiginizda sistem elemanlar: en seri sekilde ¢oziim i¢in ¢alisirlar.
[1] [1 | 1] 1] 1 | 1 | []
7. PBS giivenilirdir.
[1] 1 | 1] 1] 1 | 1 | []
8. PBS’de hizmete girmesi planlanan uygulamalar vaad edilen zamanda gerceklestirilir.
[1] [1 | 1] 1] 1 | 1 | []
9. PBS’de kayitlar hatasiz tutulur.
[1] [1 | 1] 1] 1 | 1 | []
10. PBS‘de kullanicilara uygulamalarin ne zaman aktif hale gelecegi sdylenir.
[1] 1 | 1] 1] 1 | 1 | []
11. PBS destek gorevlileri aninda/gecikmesiz hizmet verirler.
[1] 1 | (1] [1] 1 | 1 | []
12. PBS destek gorevlileri kullaniciya destek vermeye isteklidir.
[1] 1 | 1] 1] 1 | 1 | []
13. PBS uygulamalarinda sik sik yogunluk nedeniyle yavaglama yasanmaz.
[1] 1 | 1] [1] 1 | 1 | []
14. PBS uygulamalari, kullanicilar: bilgi gizliligi konusunda tesvik eder.
[1] [1 | 1] [1] 1 | 1 | []
15. PBS kayitlarimda yaptigim degisikliklerin sisteme emniyetli bir sekilde aktarildigina
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giivenirim.

(1] 1| 11 1]

1 |
16. PBS destek elemenlar1 kibardir.
] 1 | 1] 1] 1 | |

(] [
L] [

17. PBS’nin aktif /giincel tutulmasindan sorumlu kisiler islerini yapma konusunda bilinglidir.

[ 1] 1 [ 1l 1] | |

[] [

[]
18. PBS kullanicilara bireysel destek vermez.
1 | |

[ 1] 1 [ 1l 1]
|

19. PBS destek elemanlar: nadir karsilagilan kullanici ihtiyaglarin dikkate alir.
21. PBS ilgi alanlarimiz i¢inde ilk siradadir.

[ 1] (1 [ 1l [1] |
[ 1] 1 [ 1l 1] |

][ [

20. PBS yoneticileri kullanici ihtiyaglarinin farkindadir.
22. PBS’nin aktif olma zamanlar: kullanicilar i¢in uygun olacak sekilde planlanmigtir.

Apipipipngn

[]
(1] 1 | 11 1] 1 |
[]
1] 1 | 11 1] 1 | 1 |
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APPENDIX D
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