A MULTI-STAKEHOLDER
FRAMEWORK FOR PERFORMANCE
OF E-GOVERNMENT: DEVELOPMENT
AND VALIDATION

HARJIT SINGH

DEPARTMENT OF MANAGEMENT STUDIES
INDIAN INSTITUTE OF TECHNOLOGY DELHI
HAUZ KHAS, NEW DELHI-110016 INDIA

August 2022



© Indian Institute of Technology Delhi (II'TD), New Delhi, 2022



A MULTI-STAKEHOLDER
FRAMEWORK FOR PERFORMANCE
OF E-GOVERNMENT: DEVELOPMENT
AND VALIDATION

by
HARIJIT SINGH

Department of Management Studies

Submitted

In fulfilment of the requirements of the degree of

DOCTOR OF PHILOSOPHY
to the

INDIAN INSTITUTE OF TECHNOLOGY DELHI

June 2022



CERTIFICATE

“This is to certify that the thesis entitled “A Multi-Stakeholder Framework for Performance
of e-Government: Development and Validation”, being submitted by Harjit Singh to the
Indian Institute of Technology Delhi for the award of the degree of Doctor of Philosophy
(Ph.D.), is a record of bonafide research work carried out by him. He has worked under our
guidance and supervision and has fulfilled the requirement for submitting this thesis, which has
attained the standard required for the Ph.D. degree of this institute. The results presented in this
have not been submitted in part or in full to any other university or institute for the award of

any degree or diploma.

Dr. Arpan Kumar Kar

Research Supervisor

Department of Management Studies
Indian Institute of Technology Delhi
New Delhi, India

Pin: 110016

Dr. P. Vigneswara Ilavarasan

Research Supervisor

Department of Management Studies
Indian Institute of Technology Delhi
New Delhi, India

Pin: 110016



ACKNOWLEDGMENTS

My sincere thanks go to my Ph.D. supervisors, Professor Arpan Kumar Kar and Professor P.
Vigneswara Ilavarasan. Their mentoring throughout the Ph.D. programme helped me to carry
out my research. I would like to express my gratitude to them for their patience, support, and

understanding throughout my studies.

I am grateful to the faculty members of the Department of Management Studies for their
support and assistance. 1 gratefully thank Professor M. P. Gupta of the Department of
Management Studies for his excellent advice and ideas during my study. I would also want to
thank Professor Ravi Shankar, Chairman of the Student Research Committee (SRC), and

member Nomesh Bolia for their advice and guidance.

I would like to thank the research scholars from DMS, IIT Delhi for their assistance with my
study. I am privileged to be a member of DMS, which provides cutting-edge facilities and an
outstanding work atmosphere. 1 appreciate the department's non-teaching staff members'

assistance.

I would like to thank the members of the expert group who participated in the study for their

important time, opinions, and input during my research.

I would like to thank the kay members of the e-government projects for their unwavering

assistance in gathering the necessary data for my research.
I would also like to thank my sister for her inspiration and help in finishing my thesis.

Finally, I would like to express my gratitude to my wife and son for their silent and unwavering

support during this long and arduous road.

Harjit Singh
New Delhi



ABSTRACT

The main purpose of this research was to develop a comprehensive framework appropriate for
measuring the performance of e-government considering the context of multi-stakeholders and
rigorously validating the same empirically. The main stakeholders considered for scope are
citizens (G2C), businesses (G2B) and government agencies (G2G). The research summarised
the literature review of electronic government frameworks and models in a stipulated way to
identify various constructs and their relationships. The literature review was executed using the
procedure of doing a systematic review. This exercise identified a total of 136 constructs which
were further clubbed into groups like people, technology, policy, institution and economic.
This exercise identified leading constructs in literature. Some of these constructs have been
used across several studies. It was also observed that most of the studies in the e-government
field are directly or indirectly using the existing dominant theories from the research areas of
acceptance and adoption of technology. The review also highlighted that the citizens were the
dominant user groups being studied while other stakeholders (like government agencies and
businesses) were not much covered in studies from the field of e-government. Based on the
output of literature review phase, an integrated framework for the performance of e-governance
projects was developed. The literature review also provided insights into the research and
studies in the theme of e-government performance frameworks and models which helped in
developing a suitable framework appropriate for measuring the performance of e-government
projects considering the context of multiple stakeholders. In this developed framework, along
with the important and established constructs such as quality-related constructs and behavioural
intention constructs, some of the potentially important but less prominent constructs like
Privacy & confidentiality and previous experience of the internet & e-Commerce, are also

included in design and development of the framework.

As a scope of the field studies for this research, four Indian e-government projects were
finalised across different stakeholders. This was done as a result of expert opinion exercise,
adopted for this activity. In the field studies, first, the exploratory research (case study) was
executed for the selected e-government projects. The relevance of the developed framework
and its constructs was explored in these studies. Thereafter, the empirical studies (survey) were
executed on the selected e-government projects. For the data collection part of these surveys,
the self-administered questionnaires were utilised. The questionnaires were customised in the

context of relevant project studies and stakeholders before being used for the surveys. The



questions included were self-explanatory and in the context of the project so the respondents
understand them easily. While preparing the questionnaires for the survey, earlier similar
studies were referred, especially those studies which considered similar constructs as identified
in this research. Structural equation modeling using partial least squares (PLS-SEM) was

applied using the statistical tool Smart PLS 3.2 for the data analysis phase.

The results of the empirical studies for the same framework across studies were observed to be
similar. It indicates that the perspective of the users has an impact on the outcome of the same
framework used across stakeholders. This confirmed the validation of the developed
framework empirically for the e-government projects from the perspective of different

stakeholders (citizens, businesses, and government agencies).

In these studies, it was found that there are dominant constructs used across studies of the
various domain areas. It was also observed that there is a group of constructs where the value
of the potential of usage is high but they have not been used much in the models and
frameworks. Focus is required for refining and redefining them to encourage their usage in

their respective domains.

The framework has been meticulously validated across studies and is now available for use by
policymakers, auditors and other agencies for assessment of the performance of an e-
government project across different phases of the project (development to deployment of the

projects).

Considering the resource constraints, the scope of empirical validation for this study was
limited to Indian e-government projects. There could be opportunities to test this framework
on the e-government projects of other countries. Also, there would be the opportunity to include

some other potentially important constructs and then test the updated frameworks empirically.
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