Assessing the most important factors in the development and launch of government web sites. (case study in Iran)

Javad Baghaee, Ferdowsi University of Mashhad, Iran, Baghaee@ferdowsi.um.ac.ir

Abstract
In this paper, we focus on the government web site managers to identify some of the most important factors in the development and launch of this sites. This paper based on a survey of 164 government websites that have their own web site. This paper discusses about their activities or web site manager’s experiences in Iran, as well as research on factors such as information quality, system quality, system use and service quality.
Survey results show that with any new technology, there are a number of issues that need to address before creating a successful presence on the internet. The web master who respond to our survey, a large number agree that E-government systems aren’t easy to use that system cost aren’t reasonable and that overall satisfaction is about less than average. 

Introduction
Most web projects require skills in project management, business planning, policy review and development, research, content creation, graphic arts, customer support service, user service, marketing and promotion.(3). Many small country and local governments don’t have the resources and stuff to create a formal web team. These government tend to have one person responsible for web design and maintenance. Typically, the employee works in, or is the computer or information technology. But even in this situation, the content needs to come from others. Many government today operate in an environment of ever-increasing public need and declining , or at best, stable revenue (6,7).
Citizens, taxpayers and all sort of government constituents and special internet groups are crying out for increased government account ability. They want government to improve services, cut waste, stream line exiting activities, and provide greater public access to information. Regardless of the roles employees may play in the development of the web site. It is important they have a general awareness of the internet. Producing t a user- friendly web site requires stuff to understand what it’s like to call up a site, wait for it to load, view it on their PCs and then use it to answer a question or find information (4,5).
The general public has a stake in how its government functions. These most interested in government activities will want as much details as possible about specific program areas.
 Welfare claimants want information about how, where and what to claim, job. Speakers want ready access to employment information, business people want information on government regulatory and promotional measures, and so on (2,3). In addition, citizens in general want to receive information about their view points by participating in political discussion (3).Some of the last web site features grow from the seeds of creative ideas. Whether they come from department head, citizens, or web master (6). It’s important to cultivate these ideas. One city site developed from ideas generated by its economic development office. The success of those ideas grow quickly into an effective citywide web site (3,6).Think of policies as guiding principals, not as technology-specific procedures. The rate of change in the underlying technologies requires that policy statements focus on service objectives rather than on the technologies themselves. Policies guiding the use of technology resources should be reviewed regularly to ensure that they remain useful and appropriate (2,5,8).Prototyping is an important tool for reducing risk in web site development. It allows to create a quick model and  analyze the results before going further. A prototype is a tangible product that demonstrates how the web site can support organizational goals and maybe an important factor in garnering necessary support and resources. prototyping is a great way to bring users in to design process (4).As with my new technology, there are a number of users that need to address before creating a successful presence on the internet. The following issues must be considered to achieve success with any E-government site (2,4.5). 

Getting and maintaining support

Getting ideas

Setting objectives

 Finding the necessary resources

Identifying costs

Designing the site

Creating and maintaining content

Implementing the plan

Managing the site

Evaluating its effectiveness

Site performance measures
Web sites are being widely deployed throughout industry, education, government , and other institutions. As the widespread use and dependency on web technology increases, So dose the need to assess factors associated with web site success ( Liu, C.& Arnett, P.K., 2000) there are very few indices to rate the performance of a website. The actual web site can be rated against a number of criteria such as speed, Degree of technology, general appearance, and case of maneuvering (Jopko and et al., 2001). Evaluating competitors will also help in determining the direction the site should take, but it’s important to differentiate from the competition ( black, 1998).

Liu & Arnett research framework was driven from information systems and marketing literature. Webmasters from future 1000 companies were used as the target group foe survey. Four factors that are critical to web site success in EC were identified: (1) information and service quality. (2) system use, (3) playfulness, and (4) system design quality ( Liu, C. & Arnett, P. K., 2000).

Organization who lunches web sites should be more aware of these factors. Based on the results, several recommendations can be advanced. First, business organizations and web developers should actively seek ways to improve information and service quality provided through web sites. Business organizations and web designer should establish a service-oriented concept foe both pre- and after-sale stages to provide high quality service and high quality information. Foe example, a web site may provide a recommendation for a particular plug- in to allow a better presentation of its products /services, and the site might also help customers download/upgrade their plug-in. Here both service and information quality maybe enhanced. A service-oriented concept aims at serving customers better through all phases of marketing activities. Second, business organizations and web site designers should focus on the way in which customers use a web site. The results indicate the importance,  in general, of successful web site design to system use. Customers rather than business organizations should control the on-line transaction process.

Third, there is a need for business organizations and web developers to cultivate hedonic pleasure in the web site by motivating customers to participate, promoting customer excitement and concentration, and including charming features to attract customers and to help them enjoy the visit. Creatively must be incorporated into the design process in order to obtain customers’ psychological satisfaction when engaging in marketing on a web.

Fourth, he results corroborated the hypothesized direct relationship of system design quality with web site success. Surprisingly, security is absent in the system design quality factor. But without security, no customers would shop around. However security is only a necessary condition; alone it can not attract customers and promote electronic marketing activities. Ho, a professor at the university of  Illinois at Chicago developed a general framework to evaluate value added at the web site from a customers’ perspective. His research was based on six hundred Us companies in forty different industries, as well as eight hundred businesses in eight other countries. In Ho’s model, commercial web sites are classified as having the following purposes:

· The promotion of products or services

·  The provision of data and information

·  The processing of business transaction

Promotion is specific to the product and services that a business offers to customers. Provision pertains to the supply of information to gain goodwill, exposure, credibility, or to expedite communication. Processing refers to those business transactions that are beyond the generation of sales leads by promotion ( Ho, 1997). Ho also identified four types of value creation:

· Timely: Timely is related to the information that may be regarded as time-
sensitive such as the posting of  current stock prices, special offers, interactive brokering, or offering information in a press release that was made recently.

· Customs: Customs value is a value that a single user gains from personal 
preferences such as products/service database search, customized news report, and custom orders. There are specific characteristics that the use wants to define, base on individual preferences.

· Logistic: The opposite of custom value is logistic. Pre-programmed
 prepositions on the site such as rates and fare quotes, financial reports, and on-line customer service are a few example that determine logistic.

· Sensational value: is a value to the user on a purely subjective basise. For a
 fist time user, having minor animation or pictures may be all that is takes to please them. For a frequent user, the degree of technology or design of the site will need to be more complex to create a positive sensation for that individual. Having an incentive (such as a promotional draw) to get a customer to sign a guest book, foe example, will add value to their experience.

Ho’s framework is presented below in a three by four matrix. Within the matrix are examples of web site features or functions (Jopko et al., 2001)
Government strategy for web sites

The first step in the development of any government-wide strategy towards a web site is the recognition of a need for a uniquely identifiable presence on the internet. For some governments, Web presence has developed in an ad hoc, organic way that creates many different sites, each of which presence government information on the World Wide Web. These multiple sites are in many cases redundant and lack a co-ordinated framework for linking among them. In  this situations, there may be a perceived need for both a single point of ‘official’ access for the government and a co-ordinated approach to managing the content available  through the official home page. The objectives of this integrated approach are to:

· Establish a master or welcome government home page for accessing all 
 government information which is available on the World Wide Web.

· Make the government web site and pages with official links from it appear
 as consistent in format, inter-linkage, and functionality as possible.

· Ensure information available through the government web sites is structured 
in such a way that users can logically and quickly step through it to the specific information they need.

· Provide quality assurance in preparing information for the government web
 site and all organizations or agencies linked to that site.

Government Web Site Goals

Major goals to be achieved through the implementation of government Web site are:

· To build a user-friendly place the internet available to citizens for access to and 
dissemination of government information and services.

· To gain the experience necessary to build a foundation for improved access to
 government information and delivery of services through the use of information technology.

· To promote the country to the rest of the world in a manner that enhances 
tourism, economic development opportunities and other national or regional interests.
Research Method
An electronic questionnaire was prepared and sent to webmasters of government sectors in Iran. Webmasters are typically responsible for managing web sites or home pages. 158 valid responses were returned out of 200 questionnaires. The questionnaire consists of the three sections the first one refers to the characteristics of respondents. Consist of three gender, age and job length as webmasters. The second section of questionnaire was prepared to find out the most important factors in the development and launch of government web site from the view of webmasters. Finally a 5 point Likert scale with 1 for ‘Not at all important’, 2 for Not so important’, 3 for ’Neutral’, 4 for ‘Fairly important’ and 5 for ‘Very important’ was used to provide data in order to test the importance of the research factors.
Table 1 presents the characteristics of respondents. The responding webmaster represent a broad coverage of government sectors, which indicates that the survey results can be used to explain webmasters perception for design quality of electronic organizations on the web across different types of government sectors.
Table 1:Characteristics of respondents 

	Percent (%)
	Number
	Government Sectors

	14.8
	25
	Finance

	18.3
	30
	Transportation

	8.5
	14
	Gas

	13.5
	22
	Communication

	9.3
	15
	Electric

	11.5
	19
	Sanitary

	3.5
	5
	Insurance

	4.5
	7
	Real state

	12.5
	21
	Construction

	3.6
	6
	Missing

	100
	164
	Total

	Job length as webmaster:

	14
	23
	Less than six months

	25
	41
	6-12 months

	44
	72
	13-24 months

	13.4
	22
	Greater than 24 months

	3.6
	6
	Missing

	100
	164
	Total


Table 2: Factors in each category in this survey
	Information quality
	System use

	System quality
	Service quality

	Relevant
	Confidence
	Security
	Quick Responsiveness

	Accurate
	Control
	Repaid accessing
	Assurance

	Timely information
	Ease of use
	Quick error recovery
	Empathy

	Flexible information
	Privacy
	Precise operation
	Following up service

	Services quality
	Track on-line order states
	Ease of use
	Quick Responsiveness


  Table 2 shows the factors under each categories in this research work.
Table3: Information quality- Importance of relevant

	Cumulative

percent
	Valid

 percent
	Percent
	Frequency
	Valid

	34.2
	34.2
	32.9
	54
	Very important

	52.6
	18.4
	17.7
	29
	Fairly important

	82.3
	29.7
	28.6
	47
	Neutral

	95.6
	13.3
	12.8
	21
	Not so important

	100.0
	4.4
	4.3
	7
	Not at all important

	
	100.0
	3.7
	6
	Missing total

	
	
	100.0
	164
	Total


 Table 3 is a sample which will indicate the way of analyzing the data to find out the importance of factors in four categories namely information quality, system use, system quality and service quality
Table4: Valid percent of important factors in information quality

	Not at all important
	Not so important
	Neutral
	Fairly
 important
	Very important
	Factors

	4.4
	13.3
	29.7
	18.4
	34.2
	Relevant

	2.3
	12.0
	25.8
	28.2
	31.7
	Accurate

	2.6
	8.6
	19.9
	16.4
	52.5
	Timely information

	1.4
	4.1
	44.2
	24.7
	25.6
	Flexible information

	3.6
	7.3
	25.5
	34.4
	29.2
	Services quality


Table 5: Priority of factors on the basis of their importance

	Relevant
	Accurate
	Timely information
	Services quality
	Flexible information
	Factors

	18.8
	19.4
	20.0
	20.3
	21.5
	Percent


Table 5 shows the priority of the importance of factors which are related to the information quality. As shown above 21.5 percent of them believe that the timely information is the most important ones.

Table 6: Valid percent of important factors in system use
	Not at all important
	Not so important
	Neutral
	Fairly

 important
	Very important
	Factors

	2.5
	5.0
	14.7
	31.2
	46.6
	Confidence

	22.0
	28.7
	21.3
	18.5
	9.5
	Control

	---
	---
	11.9
	28.3
	59.8
	Ease of use

	33.7
	23.1
	25.5
	15.2
	2.5
	Privacy

	5.8
	9.5
	35.8

	27.2
	21.7
	Track on-line order states


Table 7: Priority of factors on the basis of system use
	Privacy
	Control
	Track on-line
 order state
	Confidence
	Ease of use
	Factors

	11.6
	13.2
	23
	24.8
	27.4
	Percent


Table 7 shows the priority of the importance of factors on the basis of system use. According to the table, 27.4 percent of them think that the ease of use is the most important factor.
Table 8: Valid percent of important factors in the system quality
	Not at all important
	Not so important
	Neutral
	Fairly

 important
	Very important
	Factors

	1.4
	19.0
	27.8
	29.3
	32.5
	Security

	---
	4.8
	19.3
	34.2
	41.7
	Repaid accessing

	14.5
	21.4
	26.7
	17.5
	19.9
	Quick error recovery

	18.2
	17.5
	29.0
	21.8
	13.5
	Precise operation

	---
	---
	13.1
	30.7
	56.2
	Ease of use


Table 9: Priority of factors on the basis of system quality 
	Factors
	Ease of use
	Repaid accessing
	Security
	Precise operation
	Quick error recovery

	Percent
	24.0
	23
	21.6
	15.9
	15.5


Table 9 shows the priority of the importance of factors concerning system quality. In regard to the table, 24 percent express that the ease of use  is the most important ones.
Table 10: Valid percent of important factors in service quality

	Not at all important
	Not so important
	Neutral
	Fairly

 important
	Very important
	Factors

	---
	1.2
	25.5
	41.0
	32.3
	Quick Responsiveness

	2.3
	‌12.5
	59.8
	11.3
	14.1
	Assurance

	18.1
	24.3
	32.4
	14.5
	10.7
	Empathy

	4.5
	12.8
	51.2
	22.5
	9.0
	Following up service


Table 11: Priority of factors on the basis of their importance

	Empathy
	Following up service
	Assurance
	Quick Responsiveness
	Factors

	25.6
	25.6
	26.3
	30.0
	Percent


Table 11 shows the precedence of the importance of factors which are related to the service quality. As you see above, 30 percent of them consider that quick responsiveness is the most important ones.
Strategies for E-Government

Information technology has revolutionized the present age into a Digital Age. Iranian Government try to boost IT toward a good governance. A successful sample of this field, is electronic projects in kish Island, Mashhad and Shahkooh (First Internet Village of the world).

For example, in " E -Mashhad strategic policies" these factors have been mentioned:

· Development of informatic infrastructures with high capacity.

· Upgrading of human resources, education, quality and services.

· Development of managerial and functional systems toward a dynamic environment.

· Improvement of current procedure toward more efficient and reliable roles.

Iran is in the development process of it's information economy. It consists of several steps towards improving it's technological capacity and human resources skill that will ensuring the required commitment on the part of government. Due to this reason, Iranian government organizes and improves the national information infrastructure that is called NICTA has been formulated to continue the IT strategies for the next phase of the digital economy development.

Iranian authorities have recognized the importance of the social contribution and participation in the E-Government development and they have been fastening (via NICTA) increasing national awareness of IT.   
Conclusion
In this paper we asked town web site managers to identify some of the most important factors in the development and launch of their sites.

1. Effective marketing to stuff from the beginning stages of gathering ideas and needs analysis until the web site become part of the day-to-day activities of government.

2. Participants encouraged stuff to get comfortable using the web, because key members of the design team did not use the internet very often.

3. Outsourcing design requires someone from government to manage not only the content of development of the site but also the relationship with the internet service provider.

4. Participants said it was important for them to remember, they were creating a government site, not on establishment one that helped them keep their objectives clear and simple.

5. Sites should be organized from the perspective of the citizens looking in. not from the perspective of government looking out.

6. Most of these government required out how to develop their sites within exciting budgets and using current stuff.

7. Participants said that in many cases they spent personal time developing and maintaining the web site without additional compensation.

8. Develop a formal plan to test the site’s structure, content, presentation, interface and corporate. The test results before launching the site.

9. Organizations who launch web sites should be more aware of factors related to information quality, system site, system quality and service quality.

10. Web site mangers said they rely on the contributions for the integrity of the document and since the web is dynamic, it’s easy to make quick changes and corrections if needed.

11. Manage web site at all levels of government with an understanding that it is changing the government and its relationship with the community.
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