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Abstract 

E-Governance, or e-Seva, has emerged as a critical initiative for governments aiming to enhance their 

services to the public through advancements in Information and Communication Technology (ICT). In 

India, a developing country, the government has implemented ICT services via e-Seva centers to 

streamline and improve public service delivery. Despite being operational for several years, there 

remains a need to understand consumer perceptions of these services and identify gaps in expectations. 

This study investigates the barriers to e-Government services by evaluating three key constructs: 

system stability, service reliability, and service quality. The findings indicate that while service 

reliability positively influences consumer satisfaction, both system stability and service quality show 

less positive impacts, highlighting areas where government services need significant improvement. 

The research underscores the necessity for enhancing system robustness and service quality to meet 

consumer expectations and ensure the success of e-Government initiatives. 

Keywords:Information and Communication Technology (ICT); India;barriers in e-government. 

 

Introduction 

In India, despite significant strides in E-government services, critical barriers persist that hinder their 

full potential. Current services predominantly focus on basic information dissemination and 

transaction facilitation, reflecting a need for deeper integration and functionality. Technical challenges 

are pronounced, emphasizing the necessity for sustainable practices and resource availability. These 

include robust infrastructure, managerial support, skilled IT personnel, and effective training 

frameworks. Insufficient technical infrastructure impedes government agencies' ability to deliver 

secure online services efficiently. Addressing these barriers is crucial to enhancing the effectiveness 

and scalability of E-government initiatives across India. 

Maditinos and Sidiropoulou (2020) underscored the critical role of network capacity and 

communication infrastructure in integrating government information systems for effective E- 

government strategies. A robust IT infrastructure is essential to ensure seamless and reliable electronic 

access to government services (Zeebaree et al., 2020). 

However, challenges arise from the complexity of management strategies, governmental business 

processes, and organizational culture. Government agencies sometimes resist E-government initiatives 

due to concerns about information control and organizational change. Effective senior management 
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leadership is crucial in navigating these complexities and fostering a supportive organizational culture. 

Furthermore, the transition to E-government requires public sector administrations to reorganize and 

modernize their business operations, adapting to digital transactions over traditional paperwork. 

Financial support from the central government is crucial but often inconsistent, posing challenges in 

sustaining long-term IT initiatives like E-government. Prioritizing adequate IT infrastructure, 

integrated information systems, and modern technologies is therefore essential to overcome barriers 

and enhance the quality of E-government services. 

Aim & Objective of the study 

This study aims to evaluate the barriers in e-government IT Service Management (ITSM) practices, 

with the overarching goal of enhancing public services through improved governance and user 

satisfaction. 

• To Examine the issues in effective implementation of ITSM in e-government services. 

• To systematically identify and categorize the key barriers hindering the effective 

implementation of ITSM in e-government services. 

 

Literature Review 

The implementation of E-government initiatives faces several obstacles, prominently among them the 

critical need for robust security and privacy measures. Government agencies handle vast amounts of 

sensitive personal, financial, and medical data, necessitating stringent security measures to ensure data 

confidentiality and user trust (Rana, Bhaskar, & Bhaskar, 2020). Studies such as one conducted by 

Jupiter Research in 2003 highlighted widespread concerns among consumers regarding credit card 

security and personal data privacy, underscoring the importance of effective security protocols in E- 

government applications. 

In response to these challenges, there is a growing emphasis on adopting internationally recognized 

privacy and security standards to mitigate risks associated with data breaches and unauthorized access 

(Zeebaree et al., 2020). Government websites are advised to incorporate privacy notices to inform 

citizens about how their personal data is collected and utilized (Almahamid, 2013). 

Another significant barrier is the shortage of skilled IT personnel capable of managing and 

maintaining complex E-government systems. Public sector organizations struggle to attract and retain 

professionals proficient in systems design, network construction, information systems analysis, and 

other specialized IT fields (Abu-Shanab, 2020). Training initiatives have been prioritized to address 

this skills gap and enhance the technical capabilities necessary for successful E-government 

implementation. 

Furthermore, organizational barriers within government structures hinder the full potential of E- 

government initiatives. Nawafleh (2022) identified organizational culture, management strategies, and 

inter-departmental communication as critical factors influencing the adoption and effectiveness of E- 

government. Addressing these internal barriers is essential to leveraging the benefits of E-government 

in enhancing service efficiency and public trust. 

Moreover, the dynamic nature of electronic services necessitates continuous evaluation and adaptation 

of information management policies and standards to ensure their effectiveness (Almahamid, 2013). 

This ongoing assessment is vital to maintaining trust and confidence among users in government 
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digital platforms. 

The challenges posed by security, privacy, and organizational barriers underscore the complexity of 

implementing E-government strategies effectively. These barriers not only impact the technological 

infrastructure but also require significant cultural and managerial adjustments within government 

agencies (Nawafleh, 2022). Successful adoption of E-government requires a strategic alignment of IT 

investments with organizational goals, supported by proactive management and stakeholder 

engagement. 

Efforts to mitigate these challenges include adopting best practices in security protocols, enhancing the 

recruitment and training of IT professionals, and fostering a supportive organizational culture that 

embraces digital transformation (Abu-Shanab, 2020). These measures are essential for governments 

seeking to leverage E-government to improve service delivery, increase efficiency, and enhance 

citizen satisfaction. 

In summary, while E-government holds promise in improving public service delivery, addressing 

security concerns, enhancing IT capabilities, and overcoming organizational barriers are crucial steps 

towards realizing its full potential in governmental operations. 

 

Methodology 

To evaluate the barriers in e-Government IT Service Management (ITSM) practices, we adopted a 

descriptive research approach combined with quantitative methods. This methodology is structured to 

systematically identify and analyze the key challenges faced in the implementation and effectiveness 

of e-Government services. 

Survey Design and Data Collection 

• A comprehensive questionnaire was developed based on barriers influencing e-Government 

service quality and ITSM practices identified in prior literature. 

• The survey targeted users of e-Government services in Chennai, India, including citizens, 

businesses, and government employees. 

• The collected data were analyzed using descriptive statistics to summarize the mean scores 

and standard deviations for each construct. Frequencies and percentages were used to describe 

the distribution of responses. 

 

Result and findings 

The collected data underwent rigorous analysis using descriptive statistics to evaluate the responses 

quantitatively. We applied example-based methods in our data analysis to validate our research 

objectives regarding barriers influencing e-Government services. By employing a descriptive 

approach, the study ensured a holistic evaluation of these barriers. The analysis provided actionable 

insights, highlighting the challenges in e-Government services. 

 

Table 1.1 Response of Survey Questionnaire on Barriers 

Categories Barriers/Statements Mean 

Confidentiality AI integration will ensure that personal data in e-governance 

systems is kept private and protected from unauthorized use, 

 

0.80 
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 utilizing advanced encryption and anomaly detection 

techniques 

 

Easy to use AI-driven interfaces will enhance the usability of e-governance 

platforms, offering intuitive user experiences with minimal 

effort required through personalized assistance and voice- 

activated controls 

 

0.77 

Enjoyable AI will make using e-governance systems an enjoyable 

experience by providing engaging and interactive interfaces, 

personalized  recommendations,  and  responsive  virtual 

assistants. 

0.73 

Reliable AI algorithms will enhance the reliability of e-governance 

websites by ensuring the accuracy and timely delivery of 

services through predictive analytics and automated service 

verification. 

0.77 

Safe AI will bolster the security of e-governance websites by 

incorporating advanced threat detection systems, biometric 

authentication, and real-time monitoring to safeguard financial 

transactions. 

0.77 

Visual AI-enhanced design tools will improve the visual appeal of e- 

governance  websites,  creating  aesthetically  pleasing  and 

accessible interfaces that adapt to user preferences and needs. 

0.80 

Mean  0.77 

Findings 

The data reveals several barriers to the widespread adoption of e-government services. Participants 

express concerns about the confidentiality of personal data, emphasizing the importance of privacy 

protection. Additionally, while e-government platforms are expected to be easy to use and visually 

appealing, there are reservations regarding their reliability and safety, particularly concerning financial 

transactions. Despite the overall mean score of 0.77, indicating moderate agreement with these 

barriers, addressing these concerns is crucial to building trust and confidence in e-government 

systems, ultimately facilitating their broader acceptance and usage. 

 

Conclusion 

In conclusion, addressing the concerns surrounding privacy, security, and reliability is paramount for 

fostering trust and confidence in e-government services. Despite a moderate level of agreement with 

these barriers among users, enhancing privacy protections, strengthening security measures, and 

ensuring the reliability of platforms for financial transactions are crucial steps forward. By tackling 

these challenges head-on, e-government systems can establish themselves as trusted and indispensable 

tools, ultimately leading to broader acceptance and utilization by the public. 
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