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[bookmark: _Toc48644624]ABSTRACT	Comment by Dr. Nasser Taleb: add key words to your abstract 
The study was aimed at establishing the impact of management information technology on quality service delivery in government institution using UAE as a case study. Specifically, the study sought to examine the relationship between IT infrastructure management, IT support systems, and Informational products and quality service delivery respectively. A cross-sectional survey research design based on a sample size comprised of different government officials in UAE government institutions, was conducted. Data was collected using survey questionnaires and document review. Data was first presented, analyzed and results interpreted based on descriptive statistics for categorical data and narratives for open ended questions.
The study confirmed a significant positive relationship between the different independent variables (IT infrastructure management, IT support systems, and Informational products) and the dependent variable (Quality Service delivery) (p<0.001). The ANOVA results indicated that respondents had varying opinions about informational products and relatively similar information about quality service delivery in government institutions. The regression results showed that the three study variables could only predict a 34.1% change in quality service delivery in the different government institutions in UAE. Among the different predictors of service quality, control (Beta = .351, p < .01) was a better predictor. 	Comment by Dr. Nasser Taleb: you can present your finding in the dedicated chapter for the data analysis

The Study confirmed that there is the relationship between the different aspects of management information technology and quality service delivery in government institutions.  The study recommended that government institutions should adopt new advanced tools of developing and managing information systems or technologies so as to enhance service delivery in these institutions. The study also advised more research to be conducted to explore the different strategies that can be applied towards improving the robustness of management information technologies in public institutions.
x


[bookmark: _Toc48644625]CHAPTER ONE
[bookmark: _Toc48644626]INTRODUCTION
[bookmark: _Toc48644627]1.0 Introduction 
This chapter gives a detailed description of the background to the current research study, the statement of the problems on which the study is abased, the general objective of the study, the different specific objectives, the research questions, research hypotheses, study scope, definition of key terms and significance of the study as well as conceptual framework 
[bookmark: _Toc48644628]1.1 Background to the study
According to Akter, Ray, & D'Ambra (2011) government institutions play a very important role concerning the general economic development of the country despite the fact that they face numerous problems or challenges associated with the implementation of different initiatives across the country. Most local authorities or institutions of the government in most developing and comes developed countries tend to rely on manual file based information storage systems which normally complicates the processes of disseminating information. 
The general concept of management information systems is commonly based on in strengthening the overall efficiency of information flow across different government institutions (Baheer, Lamas, & Sousa, 2020). This is normally achieved through making ICT in different government institutions more comprehensive, reliable and available to the public. Most governments have focused on making management information systems and other ICT applications more accountable to the citizens most especially by using them to meet the different needs of the general public. FurthermoreFurthermore, most governments across the world with UAE inclusive have to a greater extent acknowledged the relevance of adopting different e-government systems and consequently introducing reforms in the management information systems of the different public institutions (Alahmed, 2018).
E-government which forms basis of management information systems, is commonly defined as the general production and delivery of different of government services through utilization of different ICT applications. E-government is also associated with different processes of transforming or modifying the relationships that exist between the government and its different stakeholders that may include; citizens, businesses and employees. In this case, ICT applications are used to improve the levels of transparency, accountability, effectiveness and general efficiency in delivery of government services to the general public (Akter, Ray, & D'Ambra, 2011).
1.1.1 [bookmark: _Toc48644629]The concept of e-government 	Comment by Dr. Nasser Taleb: it should not be a sub sub section
E-governments that involve the use of different management information technologies have helped in enhancing the quality and effectiveness of administration in most public institutions in different countries across the world. The different emerging technologies on the field of management and information are offering various opportunities to utilize in enhancing the operations of an e-government most especially concerning the delivery services to the general public through the different government or public institutions (Al-Khouri, 2011).
In addition to influencing delivery of quality services, E-government also plays a key role in the reformation of the way different policies are formulated and consequently implemented most especially in terms of efficiency, general accountability, transparency, and active participation of citizens.  
The establishment of a highly pervasive internet that is facilitated through several disruptive technologies, has brought about a new landscape where both private and public sector organizations ought to operate if they are to register quick success. In the new landscape of information technology, knowledge is recognized as the most relevant factor, whereas learning, that emerges majorly through cooperation, alongside increased reliability and trust, is considered as the most important process. E-government is also concerned as the use of ICT systems to enhance government performance in most critical areas. In this case, performance is normally measured or assed based on the ability to offer effective and more efficient services, establishing new channels for people to access government and official information, and consequently making government more accountable to its citizens (Baheer, Lamas, & Sousa, 2020). 
Akter, Ray, & D'Ambra (2011) indicates that a few developed countries such as Canada, Singapore, and Sweden have registered success in using the different technologies associated with the e-government, though most pother government have not succeeded whereby benefits in most countries has been achieved in a relatively smaller part of the society (Baheer, Lamas, & Sousa, 2020). Several studies confirm the existence of several disparities concerning the use of technology and that these may persist if no action is taken at different national and international levels which nay continuously affect the quality of services delivered by government to the general public.
1.1.2 [bookmark: _Toc48644630]Service delivery 
Service delivery in most government or public institutions has net been effective for a long time and this is attributed to different factors that cut across corruption, absence of robust information system to enable quick service delivery, limited funding of institutions, and incompetent personnel among others. Studies indicate that citizens have to wait for a long time at various departments in order to receive different services and this is associated with wastage of time. Abraheem & Adams (2016) indicate that most of the public institutions are associated with dismal performance in the different facets of service quality such as reliability, responsiveness, accessibility, and tangibles assurance. 
The report by the World Bank (2019) revealed that management information systems are so essential in government institutions most especially the areas of finance, planning and execution or formulation of annual government budgets. In this case, the different ICT applications help in the provision of highly timely and consequently accurate information to the decision makers. There is increased pressure from the general public concerning accountability of the different resources that are meant for public use and the government can only achieve transparency and effective allocation of resources by utilizing more innovative strategies that are much associated with ICT. This therefore forms basis of this study to assess the impact of management information technology on service delivery in government institutions using United Arab Emirates (UAE) as the case study.
[bookmark: _Toc48644631]1.2 Problem statement 	
Most governments across the world are undertaking different reforms to improve on the levels of transparency and efficiency concerning delivery of public services by the public sector. New technological advancements or innovations are continuously embraced by most developed countries as a way of meeting the different needs of the general public since most traditional ways of resource allocation have appeared less effect8ive on most government institutions whereby they to uneven distribution of resources and poor accountability for the services delivered by the government (Abraheem & Adams, 2016).
There is empirical evidence indicating that most organizations are faced with different problems associated with information management systems and these may include little integration or coordination between information systems and poor quality of informational products as well as including lack of consistency of the information systems, which greatly affects service quality in most of these organizations. There is however limited evidence and  few studies that have been conducted to assess the concept of management information technologies in government institutions which forms the basis of this study that aimed at assessing the impact of management information technologies on quality service delivery in these institutions.
[bookmark: _Toc48644632]1.3 Objectives of the study
[bookmark: _Toc48644633]1.3.1 General objective 
The study was majorly aimed at establishing the impact of management information technology on quality service delivery in government institutions using United Arab Emirates (UAE) as the case study.
[bookmark: _Toc48644634]1.3.2 Specific objectives
1. To establish the relationship between IT infrastructure management and quality service delivery in government institutions
2. To determine the relationship between IT support systems and quality service delivery in government institutions
3. To explore the relationship between Informational data and quality service delivery in government institutions
[bookmark: _Toc48644635]1.4 Research hypothesis 
In order to establish the most the required and useful information in this study and achieve the study the research objectives, it was important to have a number of research hypotheses. Arising from the objectives of the study, this research aims to test the following hypotheses:
H1: There is a relationship between IT infrastructure management and quality service delivery in government institutions
H2: There is a relationship between IT support systems and quality service delivery in government institutions
H3: There is a relationship between Informational data and quality service delivery in government institutions
[bookmark: _Toc16250357][bookmark: _Toc24436744][bookmark: _Toc48644636]1.6 Justification of the Study
[bookmark: _Toc312014009][bookmark: _Toc312013705]With the increasing aspects of digital technologies in the current modern world, the role of more sophisticated technologies is increasingly becoming significant. The responsiveness, timeliness, and reliable service delivery by government institutions is highly dependent on availability of a robust MIS. To this effect, how well the logistics service, inventory and communication are managed in the logistics function is instrumental to prisons operations. However, governments continue to experience challenges associated with management information technologies mostly concerning IT infrastructure management, IT support systems, and Informational data. There is therefore an urgent need for empirical evidence and recommendations from a quantitative study to cause management of information systems to enhance service quality. Findings from the study will give a clear understanding of the relationship between the different aspects of management information systems or technologies and service quality, besides generating IT managerial policy recommendations for the enhancement of service quality in UAE government institutions

[bookmark: _Toc24436745][bookmark: _Toc48644637]1.7. Scope of the Study
[bookmark: _Toc16250358][bookmark: _Toc24436746][bookmark: _Toc48644638]1.7.1 Content Scope
The study focused on how IT infrastructure management, IT support systems, and Informational data, influence service quality in the different government institutions in UAE
[bookmark: _Toc24436747][bookmark: _Toc48644639]1.7.2 Geographical Scope 
[bookmark: _Toc16250359]The study was conducted in United Arab Emirates (UAE) found in the Middle East. UAE was selected since it has recently embraced the different aspects of e-government hence the different government officials most especially in the IT sector would offer great knowledge concerning the subject of management information technology and quality service delivery in public institutions across UAE.	Comment by Dr. Nasser Taleb: no need to mention here

[bookmark: _Toc24436748][bookmark: _Toc48644640]1.7.3 Time Scope
[bookmark: _Toc24436742]The research was carried out retrospectively from existing literature of the yearbetween 2010 to 2020. Much as most UAE government have been in existence for a relatively long period of time, most of the reports concerning the influence of information technology systems have only got much attention in the past few decades hence basing on the most recent studies in determining the impact of management information technology on quality service delivery in government institutions would be most ideal .	Comment by Dr. Nasser Taleb: rephrase it in such a way to reflect what you want to point out to.




[bookmark: _Toc48644641]1.8 Conceptual frame work	Comment by Dr. Nasser Taleb: in figure 3, you should relocate  government regulatory policies square up
The model below shows the relationship between the different aspects of management information technology as the independent variable and service quality as the dependent variable.
    INDEPENDENT VARIABLE                                          DEPENDENT VARIABLE
Government regulatory policies
Management Information Technology 
· IT Infrastructure management system
· IT Support systems
· Informational products

Quality service delivery

· Reliability
· Responsiveness
· Assurance







                                                               Intervening variables 



[bookmark: _Toc48644710]Figure 3.1: Conceptual framework 
The model shows that service quality is dependent upon the different aspects of management information technology. Service quality has three dimensions of timeliness, responsiveness and reliability of the required public services. On the other hand, management information technology has three dimensions of IT infrastructure management, IT support systems, and Informational data.
[bookmark: _Toc16250356][bookmark: _Toc24436743][bookmark: _Toc48644642]1.9 Significance of the Study	Comment by Dr. Nasser Taleb: you should relate it to governance and regulatory entity within the UAE government and IT
The evidence from the study will be useful to the field of management information technology mist especially to the IT personnel in the government institutions as it will generate knowledge on how to utilize the different aspects of information systems towards enhancing service quality in public institutions. The findings will also add to the existing body of knowledge to be used by various academicians for further research.  Results from the study will enlighten the UAE government and other stakeholders on the relevance of the e-government systems or the management information technologies towards improving service delivery in the country. 	Comment by Dr. Nasser Taleb: ????
[bookmark: _Toc7083062][bookmark: _Toc16250360][bookmark: _Toc24436749][bookmark: _Toc48644643]1.10 Operational Definition of Key Terms	
Effectiveness  
Effectiveness is commonly defined as the ability to produce the most desired product or offer the most preferred service. Effective service delivery is associated with the service provider meeting the demands of customers or beneficiaries in a timely and most satisfying manner. In the this study, the level of effectiveness in the service delivery in UAE government institutions was measured by the User‘s level of satisfaction and Management Information Technology’s output on service delivery. 
 Accessibility 
This basically refers to the extent to which a particular product or service is readily available to the rightful people or beneficiaries. Accessibility can also be recognized as the "ability to access" and benefit from a particular institution, organization or system.  For this particular study, accessibility was measured by checking how management information technology is readily available to users when needed. 



Reliability 
This is the ability to perform the promised service dependably and accurately. In this study this will be measure by finding if the Information systems are able to produce reports when needed and their reports if are used by the government institutions
[bookmark: _Toc48644644][bookmark: _Toc532589227][bookmark: _Toc1798227][bookmark: _Toc22750732]1.11 Organization of Thesis
This masters thesis is comprised of five chapters each covering different sections of research.	Comment by Dr. Nasser Taleb: rephrase 
Chapter one presents the background to the study which include different historical, conceptual, contextual, and theoretical backgrounds associated with management information technology, e-government in UAE and quality service delivery. It further discusses the problem statement, purpose of the study, objectives, research questions, study hypotheses, study significance, scope and operational definitions of terms and concepts.
Chapter two presents the literature review on the service quality model, the concept of management information systems, and the empirical review on the different aspect of management information technologies (IT infrastructure management, IT support systems, qualities management, and informational products, as well as procedural systems). The chapter also discusses the different theories associated with the variables under study. At the end of the chapter, the researcher discusses the conceptual framework adopted for the study which contains the dependent, independent variables which form basis for development of different hypotheses.
Chapter three is presents a detailed discussion on the research methodology for the current study. The chapter discusses the research approach adopted, the research design, the population adopted for the study, the sampling techniques, and determination of sample size, data collection, and the research instruments to be used during the process. The chapter also contains information such as the, validity, reliability, pilot study, data collection process, and analysis. 
Chapter four will focus on presenting and explaining the results obtained after data analysis using the different analysis tools to be adopted in the study. The chapter also explains the relationship between different study variables by testing the research hypotheses. 
Chapter five which the last chapter for the current research study focuses on discussions and answering the research questions of the study. This is in addition to presenting the summary of results, conclusions, recommendations and limitations of the study as well as areas for future research.

[bookmark: _Toc48644711]Figure 1.2: Structure of the dissertation





[bookmark: _Toc48644645]CHAPTER TWO
[bookmark: _Toc48644646]LITERATURE REVIEW
[bookmark: _Toc48644647]2.0 Introduction 
This chapter presents a review of different studies conducted in the past concerning the different aspects of management information technology most especially in government institutions. The key areas covered in this chapter include; the theoretical review of the study, the different management information technology practices, the general management of different government systems, the concept of service delivery, the association between management information technology and service delivery in government institutions. 
2.1 Theoretical review 
[bookmark: _Toc16250365][bookmark: _Toc24891155][bookmark: _Toc33121236][bookmark: _Toc48644648]2.1.1 Service quality (SERVQUAL) model
The study was based on the different aspects of the service quality (SERVQUAL) model advanced by Parasuraman, Zeithaml, & Berry (1988), which states that service quality has five dimensions namely; reliability, tangibility, responsiveness, empathy and assurance. Reliability looks at performance of a promised service correctly, tangibility of a service looks at assessing the appearance of personnel, physical facilities and tools for provision of a service; responsiveness looks at the willingness to provide services promptly, immediately responding to requests and solving problems, empathy looks at the care and personalized attention the firm provides to its customers while assurance focuses on the knowledge, skills, and courtesy of service providers as well as their level of confidence conveyed while delivering the service (Pakurár et al., 2019).
Service quality then is an estimation of how well services delivered equals customer expectations and that the central objective of focusing on quality is to meet the needs of customers while remaining competitive economically.
Chingang & Lukong (2010) indicate that the SERVIQUAL model is relevant to the study because it proposes a key dependent variable of the study i.e. service quality. The model suggests the need to evaluate internal and outsourced service quality of partners in form of reliability tangibility, responsiveness, empathy and assurance in offering logistics services to parties in the contract. The Parasuraman et al., (1988) service quality model therefore suggests the use of the above parameters to assess the influence of various  logistics management aspects on  service quality. For example; Ghotbabadi, Feiz & Baharun (2015) established that there is a link between the Model’s dimension of “responsiveness” to the delivery of the right amount of a product, at the right place and time, in the right condition with the right information. 
Service quality government institutions is associated with the effectiveness of the management information technologies which involves IT infrastructure management, procedural systems, IT support systems, qualities management  andmanagement and informational data. For exampleexample, the nature of the IT infrastructure management greatly influences the robustness of the equitable, timely and reliable delivery of services to the general public. This the same case for IT support systems and informational data in government institutions where by their level of robustness helps in influencing service quality as explained in the subsequent sections (Ghotbabadi, Feiz, & Baharun, 2015).


[bookmark: _Toc48644649]2.2 Empirical review 
2.2 Management Information Technology Practices 
Management information technology is comprised of different elements hence requires highly multidisciplinary perspectives. The different aspects of management information technology as considered very important concerning the effectiveness of different government institutions in the delivery of public services the citizens (Chiravuri, & Abdul, M. (2016, June).. Huge investments in information technology have been observed in most developed countries where government have forced in enhancing the level of technology in the most sensitive institutions as a way of improving on the levels of transparency, accountability, employee performance and quality service delivery most especially through equitable allocation of resources (Ciborra, 2009).
Management Information technology aspects are associated with the concept of E-government which is basically an inclusion of different applications of both information and communication technologies that focus on enhancing the general level of efficiency, effectiveness, transparency and accountability of daily administration of government institutions in developed countries such as the UAE. According to Bhatnagar (2014), E-Government can be defined as general application of different Information and Communication Technology (ICT) aspects in order to transform the operations of government institutions by majorly making these institutions and their services more accessible, effective and accountable to the general public. Reports by the United Nations reveal that e-Government is basically a government that uses different elements of ICT to transform its different internal and external relationships and consequently improve service delivery.


The management information technology practices in e-governments are majorly grounded on two specific sub-systems that include an internal communication sub-system commonly known as Intra-com and an external communication subsystem also known as Extracom. Scholars indicate that to obtain the best level of quality service delivery, the two subsystems have to be strongly linked or interconnected. In this case, intra-com applications are efficient in supporting different service production processes also commonly known as Agency to agency-A2A- applications. On the other hand, Extra-com applications are majorly concerned with boosting different supporting service delivery processes hence are termed as Agency to citizens and businesses applications (Chiravuri, & Abdul, 2016, June).
[bookmark: _Toc48644650]2.2.1 Infrastructure Management 
Infrastructure of any public institution is key towards the efficiency of information systems of that particular organization or public institution. Studies indicate that for most people working in the different institutions associated with the physical infrastructure of an organization, the most ideal place to store essential or sensitive information is the organization’s network. Research indicates that it is always important to put into consideration the different aspects of both security and accessibility when making data placement decisions. The general integration of databases of different public institutions helps to increase or improve the usability of data across multiple databases. The other aspect of infrastructure management is the data warehousing systems which has continuously provided different powerful tools for comprehensively understanding data trends majorly through enabling multi-dimensional analysis of data collected from different operational databases in a public institution (Liang & Ye, 2010). 
A study conducted by Henness et al. (2010) revealed that most public institutions across the world are increasingly focusing in the provision of a common network computing and information infrastructure that is readily accessible by the general public. This to a greater extent helps in collectively addressing the most pressing challenges of the information systems at a wider scale. Most organizations and public institutions that have in the past been fond of opening up their operations to the entire external world through different IS-enabled concepts like virtual enterprise, are now associated a worldwide form of momentum (Kim, & Kim, 2020). 
[bookmark: _Toc48644651]2.2.2 Procedural systems
Li & Shang (2020) indicate that systems development is one of the most core element in management information technology since it forms basis for the different operations executed by the different information technologies. Systems development is a core element of the most information systems curricula hence it is always advised to accord a lot of time to the different aspects of procedural systems towards enhancing the effectiveness or robustness of information systems in any public institution. The entire process of developing a robust information system or infrastructure is normally broken into different independent and well-defined systematic processes. These cutacross proper planning, requirements elicitation, analysis, the specification processes, design, general implementation, operations and support, maintenance and evolution (Li & Shang, 2020). 
The other processes associated with procedural system are the verification and validation processes which are associated with different activities such as testing and these need to be carried out in parallel with the main production processes. Most of the different lifestyle activities are much associated with active participation from the different stakeholders in the public institutions where the management information systems ate implemented for use in enhancing service delivery. For example Sharma, Bao, & Peng (2014) indicate that technical feasibility and different business priorities as well as the risks involved in management information systems, are normally reviewed at different predefined checkpoints in any public institution.  
Liang & Ye (2010) indicate that in scenarios where different externally provided components or subsystems are involved in the lifestyle of any information system, there tends to emerge other additional processes concerned with procurement and integration. The robustness of any information systems based in the procedural systems applied helps in enhancing the levels of transparency and accountability an organization which in the longrun improves on service quality levels. Similarly in different public or government institutions, the efficiency or effectiveness in the delivery of public services is much determined by the nature of the procedural systems involved in developing different management information systems (Li & Shang, 2020).
Kim, & Kim (2020) in their study indicated that systematic processes are a very important element in the field of management information technology. Systematic approaches play a key role in budget control processes, scheduling activities, allocating resources and consequently guiding in the utilization of different opportunities to enhance performance of different information systems and the organization as a whole.
Studies however reveal that lack of systematic process is still a concern in most public institutions with UAE inclusive and this has greatly contributed to the poor quality or poor performance of most software or information systems in organizations. Most organizations are continuously involved in different efforts to enhance the robustness of information systems majorly by institutionalizing good practices in systematic processes, through quality standards, assessment and certification, as well as process improvement initiatives (World Health Organization, 2010).
[bookmark: _Toc48644652]2.2.3 Support Systems 
Support systems which are comprised of qualified teams of personnel are very important in enhancing the effectiveness of management information systems and consequently improving service quality in different organization or public institutions. The qualified teams are majorly concerned with the general development and maintenance of the information systems and consequently ensuring that such systems are utilized to improve transparency and accountability the performance of an organization through effective or efficient service delivery. 
Research indicates that for effective execution of different task or activities in an organization, the different support systems must be conversant with the different dynamics of such activities. For example concerning Information systems, organizations are continuously advised to employ staff that are highly qualified in handling different IT infrastructure since it influences the level to which ICT enhances services delivery in the organization.
Studies indicate that some IT task in organization require great familiarity with the IT application domain, whereas require very deep knowledge concerning particular Information Technologies and platforms. Research also indicates that some IT operations require great meticulous attention to detail, while others require oversight and vision. A study by DeMarco and Lister (2009) confirmed a well-functioning organizations will well established support systems holds great importance in the same way as the different technical capabilities required for the general success of particular projects. Research indicates that the quality of every work product is greatly dependent on the time and efforts invested towards producing such a product (Lodorfos, Kostopoulos, & Kaminakis, 2015). In this case, support systems are entirely responsible for showcasing the highest level of commitment when executing different operational tasks in an organization and consequently in delivering different services. 	Comment by Dr. Nasser Taleb: rephrase 
Studies reveal that most social organizations are normally much concerned with how different processes and products are organized, rather than explicitly designed, and this is majorly due to the fact that there are few aids beyond generic project management tools in such organizations. A study by Lodorfos, Kostopoulos & Kaminakis (2015) confirmed that the general importance of human knowledge and ingenuity in systems development and quality service delivery in organizations. This therefore indicates that there a great relationship between IT support systems and level of quality service delivery in organizations.
[bookmark: _Toc48644653]2.2.4 Informational products 
Informational products also form part of a reliable and effective information systems unit in any organization (World Health Organization, 2010). Studies indicate that the management information technology practices are majorly concerned with   the production processes that are greatly interconnected with a particular information system of an organization. The production processes majorly encompass products and artifacts that are highly visible to the end-user and these may include; executable codes, documentations, and different training materials, as well as various intermediate products that are internal to the entire system development of an organization. When more than one organization is involved in the creation and maintenance of a system, there are intermediate products that are shared or flow across them (Abdikarim, 2017).
Studies indicate that large system projects are associated with different types of processes that produce several kinds of information products related to one another in a number of complex ways (Salavati, 2016). Most meta-modeling and repository technologies are in most cases applied as a tool for managing the different large sets of information systems or the vast amounts of the information produced in a particular project. These technologies are essential in enhancing retrieval, updating, and consequently supporting coordination among different project team members, which in the longrun influences project success (Bourgeois, & Bourgeois, 2014).
[bookmark: _Toc48644654]2.2.5 Qualities management 
Abraheem & Adams (2016) indicate that proper management of quality of different systems in an organization provides an opportunity to improve on the quality of services delivered in a particular period. Studies indicate that whereas different processes and products constitute the most highly tangible aspects of Information Systems work, less tangible issues of quality are absolutely very important for the general success of the entire system. Most customers and users of IT systems always require systems that not only provide or offer the most preferred functionalities, but also different important non-functional requirements that are sometimes conflicting such as performance, general costs, delivery schedules, reliability, responsiveness, safety, and accuracy, as well as usability, among many others (Baheer, Lamas, & Sousa, 2020). 
Most organizations or entities as well as the different software and information systems professionals, are faced with a big challenge of meeting different competing quality requirements (Ciborra, 2009). This to a greater extent affects the flow of operations under different information systems which in the longrun greatly impacts the overall quality of services delivered by a particular organization. Most system developers lack the capacity to guarantee correctness of large systems and consequently fail to meet the different nonfunctional requirements of clients or beneficiaries of a particular set of information systems thereby affecting the positivity of targeted project outcomes in a particular organization. Most modern entities still face various issues associated with incompetence of most software developers that fail to control or manage quality of relatively larger information systems (Bakunzibake, 2019).
Different scholars have suggested specific techniques or mechanisms that can be based on to address the issues of quality management in Information Systems as well as ways on how to enhance the different non-functional requirements such as performance, accuracy and reliability, among many others. Research however indicates that some qualities such as reusability, are very hard to characteristics. It is important to note that in situations where multiple requirements have to be traded off against each other, different systematic techniques are required to deal with the arising or existing synergistic as well as conflicting interactions among the multiple functional or non-functional requirements (Ali, Green, & Robb, 2012). 
Studies indicate that most goal-oriented approaches have been introduced to support the systematic refinement, general interaction analysis, and operationalization of different non-functional requirements. On the level of project management, different institutionalized software process improvement programs tend to target the overall project quality improvements. It is important to always focus on measuring and keeping a track record of quality improvements, with the obtained results being fed back into new initiatives of improving the quality of the existing Information Systems.
[bookmark: _Toc48644655]2.3 Quality service delivery 
Studies indicate that all organization or entities are always aimed at providing quality services or products to their clients. Customers derive satisfaction and improve on their loyalty through accessing quality services in a more responsive and timely manner. E-governments are founded on a mission to use different management information systems to deliver quality services to citizens and other stakeholders of government. Through different government institutions, the IT infrastructure is relied on as a mechanism of effectively managing IT processes that lead to production and delivery of different products and services in any organization or government institutions (Li & Shang, 2020).
Service delivery in different organizations is associated with comparison of expectations with performance of an organization. Abdikarim, B. A. (2017) indicates that the general quality of services offered by a particular organization, is a measure of the extent to which a delivered service matches the different preferences or expectations of the fend user. Pakurár et al. (2019) identified the main determinants of service delivery as tangibles, level of reliability, level of responsiveness, rate of assurance and empathy.
Sharma, Bao, & Peng (2014) explains reliability as the ability to perform and deliver the promised services consistently, dependably, and consequently accurately thereby meeting the needs of customers. Reliability has often been cited as the most important dimension in assessing the quality of service and is therefore a fundamental requirement for businesses to compete in the marketplace. However, many services are labor intensive and human service providers make mistakes. Consequently, a high percentage of service failures are a result of human error in the delivery process, which may take the form of either inappropriate intentions or actions not proceeding as intended. 
The other aspect of service quality is responsiveness which explains the willingness of an organization or institution to respond to the needs of customers or beneficiaries by offering highly quality, desirable and fast services. Responsiveness helps to lower the rate of complaints that normally arise from customers following poor service delivery that involves delay in attending to customer needs or providing less quality products or services. Studies indicate that responsiveness involves attending to different customer needs promptly without having to delay or subjecting customers to several bureaucracies (Salavati, 2016).
Khadka & Maharjan (2017) explains responsiveness as a systematic process that involves undertaking different actions or activities in a quick manner so as to meet the different needs and desires of the customers or clients. Khadka & Maharjan (2017) further indicates that responsiveness is much concerned with keeping customers informed about an ongoing activity to meet their requests and consequently giving the clients a sense that fulfilling their demands is a priority of an organization. 
[bookmark: _Toc48644656]2.4 Summary and Knowledge Gap
[bookmark: _Toc312014023][bookmark: _Toc312013719][bookmark: _Toc16250368][bookmark: _Toc24891160][bookmark: _Toc33121241]In relation to the different studies assessed in the literature review, it is clear that service quality in different organizations or public institutions greatly depends on the robustness of information systems based on different management information technologies. However most of the studies reviewed were majorly focused on other areas other than government institutions or the public sector and for other countries whose approach to the e-government systems is quite different from that of UAE. This therefore presents a research gap concerning the applicability of management information technologies in the perspective of UAE most especially in relation to delivery of quality public services.












[bookmark: _Toc48644657]CHAPTER THREE
[bookmark: _Toc48644658]METHODOLOGY
[bookmark: _Toc312014024][bookmark: _Toc312013720][bookmark: _Toc16250369][bookmark: _Toc24891161][bookmark: _Toc33121242][bookmark: _Toc48644659]3.0 Introduction
This chapter presents a detailed explanation of the research methodology that was used in the research study. This chapter covers the research design, the research paradigm, the target population, sample size and sampling techniques, data collection methods, the methods of data analysis, and ethical considerations as well as the general reliability and validity of the different research instruments used in the study.
[bookmark: _Toc312014025][bookmark: _Toc312013721][bookmark: _Toc16250370][bookmark: _Toc24891162][bookmark: _Toc33121243][bookmark: _Toc48644660]3.1 Research Design
Amin (2005) defines research design as a conceptual structure where research is conducted which establishes a basis for collection, measurement and analysis of data. The research design was cross-sectional survey to enable observation of several variables simultaneously and the study employed both quantitative and qualitative approaches for data collection and for hypothesis testing.
[bookmark: _Toc16250371][bookmark: _Toc24891163][bookmark: _Toc33121244][bookmark: _Toc48644661]3.2 Study Population
According to Amin (2005), population refers to a set objects or individuals that have shared noticeable features where generalization can be made. The study targeted the different government officials employed in the different public institutions or government institutions in the United Arab Emirates. The study majorly targeted employees in the IT sector and institutions concerned with delivery of public services in the UAE. This population was targeted since the different government officials in such institutions are associated with great knowledge concerning the impact of management information technology on the levels of service delivery.
[bookmark: _Toc433861155][bookmark: _Toc377299281][bookmark: _Toc405371571][bookmark: _Toc405365795][bookmark: _Toc525981257][bookmark: _Toc16250372][bookmark: _Toc24891164][bookmark: _Toc33121245][bookmark: _Toc48644662][bookmark: _Toc297038472][bookmark: _Toc297473826][bookmark: _Toc298468390]3.3.1 Sample Size
Sampling refers to the selection of subjects  representing the larger group they were drawn from i.e. a sample  and this was based on the Krejcie and Morgan (1970) model. The sample size was 88 respondents who included 70 respondents selected from the different institutions concerned with IT and service delivery in the United Arab Emirates.
[bookmark: _Toc24891165][bookmark: _Toc33121246][bookmark: _Toc48644663]3.3.1 Sampling techniques and procedure
[bookmark: _Toc24432716][bookmark: _Toc377299282][bookmark: _Toc406496534][bookmark: _Toc405371883][bookmark: _Toc405371572][bookmark: _Toc405365796][bookmark: _Toc405365310][bookmark: _Toc404085717][bookmark: _Toc404085523][bookmark: _Toc404085450][bookmark: _Toc404085058][bookmark: _Toc403028118]The study was on based on probability sampling techniques that include stratified and simple random sampling. Stratified sampling is a probability sampling technique that involves the researcher dividing the target population of the study into distinct subgroups commonly known as strata, and then undertakes a random selection of the final sample proportionally from the strata. In this case the target sample was arrived at using stratified sampling and the final sample was extracted from the strata using simple random sampling technique. The advantage with simple random sampling is that it creates samples that are highly representative of the population though it may be very tedious and time consuming, especially when creating larger samples (Molenberghs, 2010).
[bookmark: _Toc48644700]Table 3.1: Study population, sample size, techniques and data collection methods
The table presents the different sub groupssubgroups of respondents used in the study and the corresponding methods of data collection that were used for each individual subgroup from the UAE government.
	Category
	Population
	Sample
	Sampling Technique
	Data collection method

	Directors
	8
	8
	Purposive
	Questionnaire

	IT officers  
	70
	60
	Simple random
	Questionnaire

	 Top managers 
	10
	 10
	Simple random
	Questionnaire 

	Total 
	88
	78
	
	


[bookmark: _Toc377299283][bookmark: _Toc405371573][bookmark: _Toc405365797][bookmark: _Toc405365311][bookmark: _Toc404085718]
[bookmark: _Toc525981258][bookmark: _Toc433861156][bookmark: _Toc8992488][bookmark: _Toc16250373][bookmark: _Toc24891166][bookmark: _Toc33121247][bookmark: _Toc48644664][bookmark: _Toc312014029][bookmark: _Toc312013725][bookmark: _Toc327803168][bookmark: _Toc423716329][bookmark: _Toc402185523][bookmark: _Toc400236089][bookmark: _Toc393139297][bookmark: _Toc392055357][bookmark: _Toc391995549][bookmark: _Toc351588287][bookmark: _Toc342535640][bookmark: _Toc339418326][bookmark: _Toc336532564]3.4 Data Collection Methods
Primary and secondary methods of data collection were used in the collection of data from the different participants selected from the different government institutions in the UAE especially those concerned with IT and service delivery. These methods included; questionnaire survey method and document review method.
[bookmark: _Toc24891167][bookmark: _Toc33121248][bookmark: _Toc48644665]3.4.1Questionnaire Survey
The questionnaire is one of the most convenient and popular methods of data collection. This is because it is less expensive as it covers a large number of respondents in a short time and it encourages respondents to easily reply to sensitive questions without fear of criticism or disapproval from the researcher. A questionnaire was used to gain insight into the phenomenon of management information technology and service quality from the different government employees because it was assumed that being employed in the IT and service delivery public institutions of government, they would possess great knowledge to help in addressing the different aims of the study. 
[bookmark: _Toc16250375][bookmark: _Toc24891169][bookmark: _Toc33121250][bookmark: _Toc48644666][bookmark: _Toc312014030][bookmark: _Toc312013726][bookmark: _Toc305188452][bookmark: _Toc402185526][bookmark: _Toc393139300][bookmark: _Toc351588289][bookmark: _Toc342535642][bookmark: _Toc336532566][bookmark: _Toc327803171][bookmark: _Toc498931363][bookmark: _Toc496014849][bookmark: _Toc496004682][bookmark: _Toc536620181]3.4.2 Document review
Document review is concerned with examination of different documents that have or contain information about the topic of study. In this research study the different reviewed documents included; strategic plans, financial records, guidelines, annual reports, evaluation committee minutes and reports, among others. This gave additional information to add to the one collected from the primary data instruments towards establishing the relationship between the different aspects of management information systems and service quality in government institutions 
[bookmark: _Toc16250376][bookmark: _Toc24891171][bookmark: _Toc33121252][bookmark: _Toc48644667]3.5 Data Collection Instruments
[bookmark: _Toc423716333][bookmark: _Toc402185527][bookmark: _Toc400236093][bookmark: _Toc393139301][bookmark: _Toc392055361][bookmark: _Toc391995553][bookmark: _Toc351588290][bookmark: _Toc342535643][bookmark: _Toc339418329][bookmark: _Toc336532567][bookmark: _Toc327803172][bookmark: _Toc16250377][bookmark: _Toc24891172][bookmark: _Toc33121253][bookmark: _Toc48644668]3.5.1 Self-administered Questionnaire
Amin (2005) argues that what makes questionnaires appropriate is its ability to cover a large population.  Amin (2005) describes a questionnaire as a series of questions asked to obtain information on the study objectives from respondents. Therefore, closed-ended questionnaires were administered to collect primary quantitative data from 70 government employees.
[bookmark: _Toc24891174][bookmark: _Toc33121255][bookmark: _Toc48644669]3.5.3 Document review checklist
[bookmark: _Toc498931369][bookmark: _Toc404248624][bookmark: _Toc404076215][bookmark: _Toc383714271][bookmark: _Toc7083091][bookmark: _Toc16250379]Wellington (2000) submits that a document review checklist can be used to expose an area of investigation and inform researchers on the salient issues in that field.  A document review checklist was used to collect data objective by objective in line with logistics management system for improved service quality. Primary and secondary data was collected from strategic plans, financial records, guidelines, annual reports among others. Use of documents required thematic analysis processes whereby key themes were identified for further analysis and conclusions.
The research process to be followed is presented in figure 3.2 

[bookmark: _Toc48644712]Figure 3:The Research Process 

[bookmark: _Toc24891176][bookmark: _Toc33121257][bookmark: _Toc48644670]3.6 Pre-testing (Validity and reliability)
[bookmark: _Toc423716336][bookmark: _Toc402185530][bookmark: _Toc400236096][bookmark: _Toc393139304][bookmark: _Toc392055364][bookmark: _Toc391995556][bookmark: _Toc351588293][bookmark: _Toc342535646][bookmark: _Toc327803177][bookmark: _Toc336532570][bookmark: _Toc16250380][bookmark: _Toc24891177][bookmark: _Toc33121258][bookmark: _Toc48644671][bookmark: _Toc327803180][bookmark: _Toc336532573]3.6.1 Validity
Validity was assessed using both face validity and content validity as explained below;
3.6.1.1 Face Validity
To establish the face validity of the research instruments, the researcher presented them for a comprehensive cross examination by a research consultant. This was to establish whether they were suitable for using in the data collection process and if these instruments could ensure collection of accurate and consistent data. The supervisor was also contacted to confirm that the instruments used are suitable enough to help in collecting relevant information for the study.
3.6.1.2 Content Validity
Lam et al. (2018) defines validity as the correctness and significance of suggestions founded on results from research. Content validity was established using CVC. Amin (2005) recommends a minimum CVI of 0.7 to test content validity index. Therefore; CVI = n/N, where, n= number of questions deemed valid, N= Total number of questions in the questionnaire. C
The values for each individual section of the questionnaire and the total CVI are presented in table 3.2
Table 3.2 Content validity index the research instrument 
	Variable  
	Anchor 
	CVI 

	IT infrastructure management  
	5 point 
	0.81 

	IT support systems
	5 point 
	0.83 

	Informational data 
	5 point 
	0.78

	Service Quality
	5 point 
	0.85

	Average 
	5 point
	0.83


Source: Primary Data (2020)
Content validity =0.83
The results show that the instrument was valid based on the content validity index (CVI)  that was above 0.5.
[bookmark: _Toc498931371][bookmark: _Toc404248627][bookmark: _Toc404076218][bookmark: _Toc7083093][bookmark: _Toc16250381][bookmark: _Toc24891178][bookmark: _Toc33121259][bookmark: _Toc48644672][bookmark: _Toc513733966][bookmark: _Toc512270567][bookmark: _Toc511791355][bookmark: _Toc498580552][bookmark: _Toc525981264]3.6.2 Reliability
Reliability is defined by Mugenda and Mugenda (2003) as a measure of the grade instruments yield dependable results after repetitive trials. The reliability analysis of the questionnaire was carried out through Cronbach’s Alpha Coefficient test.

[bookmark: _Toc312014034][bookmark: _Toc312013730][bookmark: _Toc305188454][bookmark: _Toc402185535][bookmark: _Toc393139309][bookmark: _Toc351588297][bookmark: _Toc342535651][bookmark: _Toc336532574][bookmark: _Toc327803181][image: ]

Whereby N = is the number of items, 
C = average covariance between item pairs and 
V̄ = Average variance
Mugenda & Mugenda (2003) argues that for any instrument to be rendered reliable for use in data collection, the reliability test must first yield a value of 0.7 or higher. This value should be obtained on a well-defined substantial sample of the study. In a bid to test the reliability of the research instruments, 10 respondents who were not part of the final study were selected and used to pilot test the questionnaire. During this process, the respondents were requested to undertake a critical check-up of the questionnaire mostly concerning its nature of design or construction, the clarity of the language, and its breadth. 
Table 3.3 presents the Cronbach Alpha Values for each aspect of the independent and dependent variables
[bookmark: _Toc24432717]Table. 3.3: Reliability test of the research instrument
	Variable  
	Anchor 
	Cronbach  AlphaCronbach Alpha Value 

	IT infrastructure management  
	5 point 
	0.863 

	IT support systems
	5 point 
	0.821 

	Informational data 
	5 point 
	0.713 

	Service Quality
	5 point 
	0.817 

	Average 
	5 point
	0.804


Source: Primary Data (2020)
The results in table 3.2 show that the instrument was very reliable as confirmed by the values of both coefficients which were above 0.5.  
[bookmark: _Toc16250382][bookmark: _Toc24891179][bookmark: _Toc33121260][bookmark: _Toc48644673]3.7 Data collection procedure
[bookmark: _Toc402185536][bookmark: _Toc393139310][bookmark: _Toc351588298][bookmark: _Toc342535652][bookmark: _Toc336532575][bookmark: _Toc327803182][bookmark: _Toc312014035][bookmark: _Toc312013731][bookmark: _Toc305188455]After successful proposal writing, an introductory letter from the university was obtained seeking permission to conduct the study based on data to be collected from UAE government employees. Respondents were identified and questionnaires administered to them. The researcher ensured confidentiality and anonymity by requesting them not to confirm their willingness to participate in the research study. After conducting interviews and collecting data from the government employees using the questionnaire, the researcher held a focus discussion with the selected inmates to collect data about their opinions concerning management information technology and service quality UAE government institutions. The researcher also visited relevant offices of UAE government institutions to collect different documents which were based on fir document review. 
[bookmark: _Toc16250387][bookmark: _Toc24891184][bookmark: _Toc33121265][bookmark: _Toc48644674][bookmark: _Toc16250383][bookmark: _Toc24891180][bookmark: _Toc33121261]3.10 Measurement of Variables
The variables were measured by defining concepts operationally. For example, questionnaires were designed asking responses about management information technology and service quality in government institutions. These were converted into measureablemeasurable and observable elements to allow development of an index concept. A five-point Likert scale namely: 5-Strongly agree; 4- Agree; 3- Not sure; 2- Disagree; 1- Strongly disagree was used to measure the independent and dependent variables. Age of prison warders as indicated in the questionnaire was broken down into distinct age groups whereby each group is a status in the social structure in the study population. 
[bookmark: _Toc48644675]3.8 Data Analysis
Plooy (2007) defines data analysis as the method of conveying order and structure to data. Quantitative data scores from the questionnaire were organized, coded and be analyzed using frequencies and percentages, standard deviations and means for each of the items in the study. Pearson’s correlation statistics was employed to check relationships at 99% level of confidence interval.  ANOVA statistics of adjusted R2 values, beta values were used to carry out regression analysis and significance values suggested by Amin (2005) to determine the extent to which the different aspects of management information technology influence the level of service quality in government institutions. 
Regression analysis was conducted in a bid to establish the overall predictive strength of the different independent variables on the dependent variable of the study. In this case a multiple regression model was of great importance in estimating different predictive values. 

Where;  
Y= Service delivery in UAE government institutions 
β0= constant (coefficient of intercept);  
= IT infrastructure management 
= IT support systems
= Informational data
 = Represents the error term in the multiple regression model
β1…β3= Represents the regression coefficient of the three independent variables which double as aspects of logistics management system and which  helped in determining the level of influence that the independent variables ( IT infrastructure management, IT support systems, and Informational data) on the dependent variable (service quality) in UAE government institutions. 
The error term in this research study was based on the assumption that there was absence of autocorrelation. ThusThus, therefore indicates that the aspect of autocorrelation was not considered in this research study. The hypotheses of the study were tested at the 5% (0.05) level of significance and the rejection and acceptance of the null hypotheses was based on the decision rule that if p<0.05, then the null hypothesis should be accepted and if P<0.05, then the null hypothesis should be rejected.
3.10 Ethical Considerations 
There are different ethical requirements that must be put into consideration if any research study is to be successful. Consequently, the researcher observed a quite number of ethical issues which will be aimed at avoiding any occurrence of harm during the process of the study. 
Firstly, permission to carry out the study will be obtained from relevant authorities at the institution especially at the stage of data collection where the researcher has to first obtain a letter from relevant authorities.
Secondly the researcher will ensure that there is informed consent whereby respondents were informed about the details of the study and consequently the researcher assessed their willingness to participate.  This was in addition to observing a high level of confidentiality and privacy when handling the data collected from respondents. 
Finally, the respondents were given the freedom to answer questions based on their own interpretation of the different opinion questions. This will help in obtaining broad answers especially for the open-ended questions.
3.11 Limitations of the study 
There is anticipation of response bias. Personal characteristics of participants may influence their responses to questions, resulting in the phenomenon of social desirability of response, extreme of response and acquiescence. The questionnaire technique, explanation of the purpose of the research to the participants and assurance of confidentiality as well as the signed consent form will be useful in reducing the above traits.  
Transient personal factors may also affect final results. Some temporary states of participants, such as anxiety and fatigue, could influence their response. To limit this, the researcher will try to engage the different participants during morning hours
There is also anticipation of researcher’s bias. The researcher is the main conductor of the study in the participants’ natural environment. The researcher practiced bracketing as well as reflexivity to overcome this problem. The researcher will go back participants to verify and clarify their responses.
3.12 Conclusion 
This chapter has deeply explained the research setting or design, population and sampling to be used in the study as well as the sample size from the study population. The different instruments for the data collection and analysis have been fully discussed and ways on how quality will be ensured have been presented. Finally, this chapter as highlighted the ethical considerations that will be taken into consideration so as to obtain accurate results.




















[bookmark: _Toc48644699]Appendix I: Questionnaire 
SECTION A: DEMOGRAPHIC INFORMATION
Please tick the most appropriate box	
1. Sex 
a) Male 				b) Female 		
2. Age 
a) 18-30 years 			c) 31-40 years 	
b) 41-50 years 			d) 51 and above 
3. Marital status 
a) Single 		b) Married 		c) Separated/Divorced 
d) Window/Widower
4. Highest level of education
a) Diploma 			b) Bachelors			c) Masters
c) PhD			
5. Years spent at the government institution 
a) 1-2 years		b) 3-5 years 			c) 6-10 years 
d) 11 years and beyond 	


SECTION B: IT INFRASTRUCTURE MANAGEMENT AND QAULITY SERVICE DELIVERY
1) Kindly tick the most preferred option concerning the relationship between IT infrastructure management and quality service delivery in government institutions on a scale of 1-5 (where 1= strongly disagree, 2= disagree, 3= neutral, 4= agree and 5= strongly agree) please rank your level of agreement with each statement.  
	 Statement
	1 
	2 
	3 
	4 
	5 

	There is a common network computing and information infrastructure that is readily accessible to everyone in the ministry thus improving service quality to the public 
	 
	 
	 
	 
	 

	It is easy to locate data wherever it is needed enhancing service reliability 
	 
	 
	 
	 
	 

	Considerations of both security and accessibility are taken into account in making data placement decisions thus improving service quality 
	 
	 
	 
	 
	 

	Database integration enable one to use of data across multiple 
	 
	 
	 
	 
	 

	databases in the ministry improving service quality 
	
	
	
	
	

	Data warehousing provides powerful tools for understanding trends by enabling multi-dimensional analysis of data collected from the numerous operational databases  
	 
	 
	 
	 
	 

	There are efficient data mining and knowledge discovery techniques that enhance these data analyses thus improved service reliability 
	 
	 
	 
	 
	 

	The Ministry/Department’s IS provide appropriate data to the people performing different organizational functions in the right time 
	 
	 
	 
	 
	 



Explain the different IT infrastructure that are so essential in enhancing the quality of services in different governemnt institutions in the United Arab Emirates (UAE)
………………………………………………………………………………
SECTION C: IT SUPPORT SYSTEMS AND QUALITY SERVICE DELIVERY
To what extent do the following aspects of social structures affect service delivery in the ministry? Kindly rate based on the scale of 1-5 whereby (1= Very great extent, 2= Great extent, 3= Moderate extent, 4= Little extent, 5= Not at all)
	 
	
	
	
	
	

	Social organization among the people performing the ISM work  
	 
	 
	 
	 
	 

	Degrees of task specialization among the IT staff 
	 
	 
	 
	 
	 

	People familiarity with the IS application domain 
	 
	 
	 
	 
	 

	Staff knowledge about specific technologies and platforms/ personnel capabilities 
	 
	 
	 
	 
	 

	Staff 	motivation 	and 	reward structures 
	 
	 
	 
	 
	 

	Staff flexibility for the task at hand 
	 
	 
	 
	 
	 

	Human 	intellectual 	capital perspective  
	 
	 
	 
	 
	 

	Staff knowledge and ingenuity in systems development 
	 
	 
	 
	 
	 

	IT Managers communication and interpersonal skills. 
	 
	 
	 
	 
	 


 
INFORMATIONAL PRODUCTS AND SERVCE DELIVERY
 8) To what extent do the following informational products of ISM affect service delivery in your ministry? 
	 
	Very great extent 
	Great extent 
	Moderate extent 
	Little extent 
	Not 
at all 

	Budgets and schedules 
	 
	 
	 
	 
	 

	Work breakdowns and allocations 
	 
	 
	 
	 
	 

	Architectural 	diagrams 	and descriptions 
	 
	 
	 
	 
	 

	Technology investment decisions informed by business strategy 
	 
	 
	 
	 
	 

	Executable code 
	 
	 
	 
	 
	 

	 Documentation 
	 
	 
	 
	 
	 

	 Training material 
	 
	 
	 
	 
	 

	Requirements and specifications 
	 
	 
	 
	 
	 

	 Test plans 
	 
	 
	 
	 
	 

	Designs 
	 
	 
	 
	 
	 


	 

SERVICE DELIVERY  
9) What is the trend of the following in your ministry for the last five years? 
	ITEM 
	Very 
Ppoor 
	Poor 
	Fair 
	Goo
d 
	Excelle nt 

	RELIABILITY 
	
	
	
	
	

	Ability to provide services as promised 
	
	
	
	
	

	Dependability 	in 	handling 	customer’s problems 
	
	
	
	
	

	Providing services at the promised time 
	
	
	
	
	

	Maintaining error free records 
	
	
	
	
	

	Ability to perform the promised service accurately and dependably 
	
	
	
	
	

	RESPONSIVENESS 
	
	
	
	
	

	Informs client when services will be performed 
	
	
	
	
	

	Prompt service to customers 
	
	
	
	
	

	Willingness by staff to help customers 
	
	
	
	
	

	Readiness of staff to respond to customers requests 
	
	
	
	
	

	Understand exactly what each customer needs  
	
	
	
	
	

	Communicating regularly with the customer 
	
	
	
	
	

	ASSURANCE 
	
	
	
	
	

	Confidence instilled in customers by staff 
	
	
	
	
	

	Making customers feel safe in transactions 
	
	
	
	
	

	Courtesy of staff to customers 
	
	
	
	
	

	Staff technical knowledge to answer customer questions 
	
	
	
	
	
	
	
	

	Ability to perform the promised service dependably and accurately (credibility)  
	
	
	
	
	
	
	
	


10) What are your suggestions to make e-government Information Systems Management (ISM) more effective in UAE in a bid to improve service delivery? 
……………………………………………………………………………………… …………………………………………………………. 

Thank you
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