YOUR VIEWS ON E-SERVICES 

OBJECTIVE:

The e-government programme aims at bringing Government closer to the people by providing them with user-friendly and integrated, round-the-clock public services online.  This will contribute to eliminate long queues and reduce waiting time at counters.  As at date, around 50 e-services are being provided by Ministries/Departments with varied outcomes.  

So as to enable improvement of these e-services, it would be appreciated if you would devote some time in answering this questionnaire.  It will provide valuable information regarding constraints faced and hence provide the necessary elements for an appropriate strategy and solutions to be developed accordingly.

Thank you for your cooperation. 
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Name of Ministry/Department: ……………………………………………………………………………………………………..
E-service provided

    : ……………………………………………………………………………………………………..
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(A fresh questionnaire should be used for each e-service provided)
PART A – General
1. Is the e-service provided still valid? 
(Are you still providing this type of service or has this particular e-service been discontinued?


Yes




No
(If the answer is no, please stop filling the questionnaire)
2. Who are your core customers?

……………………………………………………………………………………………………………………………………………

3. What are the challenges/constraints you need to overcome for the successful implementation of the e-service?

……………………………………………………………………………………………………………………………………………

……………………………………………………………………………………………………………………………………………

PART B – Accessibility / Location
4. According to you, is the e-service easily accessible on your website?
Yes




No 

5. Is it user-friendly?

Yes




No 

6. Is the information updated regularly? 


Yes


    

No                                 Not Applicable  
If yes, at what interval? ……………………………………………………………………………………………………….
Others, please specify ……………………………………………………………………………………………………….

7. Any other comments/suggestions: ………………………………………………………………………………….....
…………………………………………………………………………………………………………………………………………….
PART C – Processing
8. Do you have a dedicated officer/team to process the applications received online?

Yes 



No 

9.  Are all applications for the e-service systematically attended to?
Yes 



No 

If yes, at what interval?
Within 24 hrs 

 Within 48 hrs                   Within more than 48 hrs
10. Is the e-service integrated to your back office system to enable easier processing, storage and retrieval of information?


Yes 



No 
11. Do you receive applications from the same customer through other channels (such as manually or through SMS)?

Yes 



No 

12. Do you know the number of applications received online for the past 6 months?

Yes 


No 

If yes, please give an indicative figure of applications received for the past 6 months.
Less than 10    
             11 to 25 

26 to 50 
         above 50
13. What is the percentage of e-service attended to, compared to total applications received?

0% to 25%
           

        26 to 50%
 

above 50 %
14. Any other comments/suggestions: ……………………………………………………………………………………..
....................................................................................................................................................................................................................................................................................................

PART D - Technical Support

15. Do you have connection problems with the Government Online Centre?

Yes



No

16. Do you know how to access the back-end system at the Government Online Centre?

Yes



No

17. What improvement would you like to see on the back-end system?

…………………………………………………………………………………………………………………………………………...
……………………………………………………………………………………………………………………………………………

18. Do you have other technical problems with the e-service?

Yes



No



If yes, please state the type of problem. …………………………………………………………………………….
…………………………………………………………………………………………………………………………………………...
……………………………………………………………………………………………………………………………………………

19.  Do you know whom to contact for technical support?
Yes 


No 

(If the answer is no, skip to question 22)
20. When you ask for technical support, within which time frame is the service provided?


same day 
      


one to two days




within 1 week 


within 1 month 

21. Does the technical support team effectively resolve the problem reported?

Yes
No

22. Any other comments/suggestions: ……………………………………………………………………………………..
…………………………………………………………………………………………………………………………………………….…………………………………………………………………………………………………………………………………………….

PART  E – Communication / Promotion of e-service to customers /clients
23. Are your customers aware of  the e-service?

Yes



No
24. How can you best communicate with them?



Posters/Leaflets

      Talks

Emails

      TV/ Radio Ads 



Others: ………………………………………………………………………………………………………………………………
25. Do you have other services that you would wish to make available online?


Yes



No

If yes, which ones? ……………………………………………………………………………………………………………

26. Do you have any comments/suggestions for improving the e-service?

……………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………
THANK YOU
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