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INTRODUCTION

In recent years, Korea’s e-government development has been recognized not only as a catalyst for efficient
public service but also as a benchmark for many other countries. After being stalled by the financial crisis of 1997,
the Information and Communication Technology (ICT) industry was praised for playing a decisive role in the
recovery of the Korean economy and its transition into a new phase of development. Work coordination between
governmental agencies has greatly improved, as has the government's interaction with citizens, businesses,
and other stakeholders through convenient access to information (Curtin, 2007; Myeong, 2019). Korea is now
one of the world’s leading e-government countries, making it an ideal case for testing the anticipated effects of
e-government on government effectiveness

The existing body of research in the area of electronic government has been rather skewed to one side. Studies
have been conducted that have linked e-government to service provision mostly from citizens” perspective
(Bhatnagar, 2004; Bhatnagar & Singh, 2010; Mohale, 2024). Meanwhile, little is known about the perception of
the providers, or public officers. In addition, there have been few explorations of the empirical evidence about
e-government and its impact on public administration. Although the Korean government system, one of the key
leaders in this area, allegedly has many virtues, empirical evidence is hard to come by.

This study therefore set out to explore the impact of e-government from Korean bureaucrats’ perspective.
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The providers’ views may cast a different light on the system from the citizens. Among the many advantages
of e-government, this study focuses exclusively on its impact on effectiveness, the most prominent feature of
e-government. In short, based on a survey of Korean bureaucrats’ perceptions, this study aims to gather empirical
evidence for the impact of e-government on governmental effectiveness.

LITERATURE ON E-GOVERNMENT AND GOVERNMENTAL EFFECTIVENESS

E-government has a variety of effects. Numerous studies have evidenced e-government’s relationship with
transparency and anti-corruption (Adam & Fazekas, 2021; Andersen, 2009; Cuillier & Piotrowski, 2009), and with
service delivery effectiveness (Moon, 2002). More specifically, the e-government system has been recognized for
its potential administrative efficiency and effectiveness (Heeks, 2001), interactivity (DiCaterino & Pardo, 1996),
interconnectivity (McClure, 2000), and it’s capacity to reduce administrative burdens (European Commission,
2014).

Regarding the impact of e-government on effectiveness, numerous surveys have been conducted to explore the
perceptions of both citizens and public officials. For example, Wimmer (2002) found that citizens looked for the
government to provide a single point of contact where all their requests and problems could be handled. If public
agencies are to achieve their goals, the handling of data and the ways the data are processed into information is
of paramount importance (Taylor, 2010). Colesca (2009) found that citizens’ perception of the high quality and
usefulness of the e-government service directly enhanced their trust in the government.

Empirical studies on the relationship between e-government and effectiveness from the providers’ perspective
have been pervasively undertaken at every level of government. Researchers at Brown University conducted an
e-mail survey of the chief information officers working in state and federal agencies. These CIOs believed that
e-government improved the delivery of services, reduced the government’s costs, and made it more efficient
(Goings et al., 2003: 4). Surveying the city managers of Florida and Texas, Reddick and Frank (2007) found that
68.4 percent of the managers agreed that as a management tool, e-government helped them attain their goals, and
72.2 percent agreed that e-government enabled them to increase their productivity. Overall, 65.1 percent of the
city managers surveyed believed that e-government made them more effective managers (Reddick & Frank, 2007).
Using data collected from the Gangnam-gu district of Seoul in Korea, Kim (2009) found that about 66% of public
officers found e-government effective. Moreover, the author provided empirical estimates suggesting that executive
e-government leadership, IT capacity, HR capacity, and results management were all significant factors affecting the
employees perception of e-government performance.

According to a study conducted in Spain, the majority of the public managers surveyed (83.3%) believed that the
implementation of ICT in large municipalities improved the functions assigned to the staff of operative departments.
They considered e-government to be an enabler of inter-departmental collaboration and information exchange,
two key components of governmental effectiveness (Alcaide-Mufioz et al., 2014). Polson and Theivananthampillai
(2009) surveyed a local governmental organization in New Zealand. The respondents believed that e-government
improved the department’s performance, particularly in terms of operations and customer relations.

The existing literature has reported that public officers around the world recognized the positive impact of
e-government on effectiveness. However, it also revealed that the degree and sources of that impact varied widely
according to the region, IT tools, organizational operations, and so on. These findings therefore imply that empirical
studies of this kind should be carefully designed to be rooted in adequate frameworks and theories.
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CONCEPTUAL FRAMEWORK, OPERATIONALIZATION, AND DATA COLLECTION

Socio-Technical Framework

Kumar et al (2007) suggested a conceptual framework for analyzing citizens’ adoption of e-government. Their
proposed framework considers the user characteristics and website design, along with the way the level of service
quality affects the users’ willingness to adopt e-government. This kind of framework is widely utilized in studies on
the perceived effectiveness of e-government.

To examine the relationship between e-government and effectiveness from the providers’ perspective, the socio-
technical system approach is more suitable. This method helps understand the intricate interactions between
individuals in organizations and the use of technology (Davis et al., 2014). Historically, focusing predominantly on
the technical aspects of e-government projects worldwide has resulted in failures and significant waste of financial,
human, and political resources (Schware, 2005). Nograsek (2011) emphasizes that for successful outcomes, effective
management of technology as an enabler, along with processes and people, is essential.

E-government involves the identification, selection, design, implementation, and use of information and
communication technologies (ICT) by government agencies to enhance internal operations, managerial effectiveness,
and service quality, while also improving public perception of the government. Consequently, ICT tools, IT
management, and process innovation are essential components of e-government. Although some may contend that
e-government encompasses more than these three elements, defining it in this manner aids in the empirical analysis.
Additionally, external environmental factors like political leadership, vision, and institutional organization, along
with these three internal factors, influence the perception of governmental effectiveness, as depicted in Figure 2.

Operationalization of Variables

« Governmental Effectiveness

This study defines the concept of governmental effectiveness as the question of whether an agency does what
it is supposed to do well, whether people in the agency work hard and well, whether the actions and procedures
of the agency and its members help it to achieve its mission, and, ultimately, whether it achieves its mission.
To operationalize this definition, we used the World Bank government effectiveness indicators to measure the
government effectiveness. These indicators capture the capacity of the state to implement sound policies by
measuring the quality of the civil service and the degree of its independence from political pressures, the quality
of the policy formulation and implementation, and the credibility of the government’s commitment to these
policies. These five items used to measure government effectiveness are congruent with the Worldwide Governance

User Characteristics
® Perceived Risk
® Perceived Control [

® Internet

E-Government
Adoption

Y
Website Design

® Perceived Usefulness
® Perceived Ease of Use

A

Service Control =[ Satisfaction ]

Fig. 1. Typical Conceptual Framework: User’s Perspective
Source: Kumar et al. (2007).
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Fig. 2. Socio-Technical Framework: Provider's Perspective

Political Leadership & Support

Table 1. Indicators and Measurement Items for Government Effectiveness

Worldwide
Governance Indicators

Items

(PSSP) | think people are satisfied with the services provided by my agency.

(BACGC) The bureaucrats in my agency can continue serving without any interruption in case of a change of

government.

Government effectiveness

(CSC) The civil servants in my agency are very competent.

(CSNPI) The civil servants in my agency are not politically influenced in their implementation of policies on a

day-to-day basis.

(FCP) My agency fulfills its commitment to policies.

Source: Kaufmann et al. (2011).

Table 2. Specification of Constructs Domain

Domain Construct Description
ICT Availabilit Deployment of computers, communications hardware, and software tools to manage the
ICT Tools y clerical, administrative, and management tasks of public agencies.
ICT Usage Deployment of ICT tools to improve the way public servants work and deliver services.
[T-Business Alignment Harmonization of information technology with business requirements.
IT Management i . .
g Marlggcgm:r?togkills Ability to execute, manage, and implement e-government works.
BPR Reengineering of work processes within and between public agencies to transform the

way government works.

Process Innovation
Interoperability

The ahility of information systems of public agencies to exchange information to achieve
mutually beneficial and agreed common goals.

Political Leadership and Political Commitment

Support of a broad range of civil and community leaders at all levels of society.

Support Public Consensus Gaining overwhelming agreement and support for e-government projects.
Vision and Goals Description of the desired result and road map for making it a reality.
Institutional o Organization: making different people or things work together towards a common
A Co-ordination . . -
rrangement purpose to fulfill the desired goals of the organization.
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Indicators developed by Kaufmann et al. (2011).Source: Kaufmann et al. (2011)

« Explanatory Variables

Based on the extensive review of the literature on e-government, this study selected a total of 50 items reflecting

the internal and external environmental factors involved in e-government. Table 2 describes the variables and Table

3 presents the indicators used to measure the variables. Refer to Mbabazi (2015) for more details.

Table 3. E-Government Indicators and Measurement ltems

Domain

Construct

Indicators

Measurement ltems

Internal
Factors

ICT Tools

Infrastructure
Availability

PCs

Government-Wide Area Network

Intranet

Servers

Databases

Websites

Ubiquitous

Cloud computing

Mobile applications

Level of Usage

PCs

Internet

Intranet

Servers

Databases

Electronic mail

Spreadsheets

Word processing

Mobile applications

Purpose of
Usage

Information only

Application forms for download

Interactive citizens' services

Option for a functioning web portal

T
Management

[T-Business
Alignment

ClOs play a big role in aligning IT with business goals.

The business goals and objectives are communicated to the IT department.

The IT department is responsive to users’ needs.

IT is used to play a major part in defining the business strategy.

Management has a good understanding of the impact of IT on the business.

Information
Management
Skills

IT staff have working knowledge of IT applications.

IT managers have coordination skills to ensure the proper sharing of information with other
departments.

IT managers have the ability to manage the changes resulting from e-government
implementation.

Outsourced IT experts provide IT services as requested by user departments.

Outsourced IT experts ensure that the IT matches the business requirements.

Outsourced IT experts ensure that the agency's information systems function properly.

Through their experience and knowledge, outsourced IT experts are of great help to my
agency.
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Table 3. E-Government Indicators and Measurement [tems(continue)

Domain Construct Indicators Measurement Items

The processes in my agency have been redesigned for fast service delivery.

The redesigned processes have been standardized across the agency.

BPR BPR was achieved through IT in my agency.
Internal Process [T plays a key role in the redesigned processes.
Factors Innovation My agency shares information with other agencies well.
Systems My agency delivers services via a single window.

Interoperability  The operations of this agency are streamlined to make the service provision fast.

The flow of information across the agency is well-coordinated.

Political Has provided funding for e-government projects.
Political Commitment  Has ensured the proper regulation of e-government.
aLﬁstir;Séﬁt Building Public ~ Has spread country-wide awareness of e-government.
Consensus Has raised public support for e-government projects.
Effective communication of the e-government vision and goals has laid a firm basis for the
e-government implementation.
External Vision and Aligned wi_th The e-government vision and goals arg éligned with core public values. |
Factors Goals Core Public The appeal of the e-government vision and goals has reduced the resistance to the
Values e-government implementation.
The priorities of the government are well-reflected in the e-government vision and goals.
The e-government vision and goals are citizen-centered.
E-government driving committees ensure inter-agency collaboration.
AlnStitUtionalt Co-ordination _E-9overnment driving committees foster cooperation between e-government stakeholders.
rrangemen

E-government driving committees ensure the timely availability of funds for e-government
projects.

Data Collection

To systematically select the research institutions and samples involved in the study, a combination of purposive
and simple random sampling techniques was used. Institutions were purposively selected to ensure only those
actively engaged in e-government implementation and application were included for data collection. Within these
institutions, respondents were randomly selected to ensure representativeness.

The Seoul Metropolitan Government was chosen for its unique administrative and strategic importance and its
leading role in e-government implementation, providing valuable insights into advanced e-government practices.
Chuncheon and Wonju were randomly selected from six cities in Gangwon Province, chosen for it’s notable socio-
economic and demographic characteristics amidst e-government implementation. This selection allowed the study
to capture insights from a population with a significant rural-urban mix, offering a comparison point for SMG.

Data was also collected from three ministries pivotal in e-government implementation: Ministry of the Interior
and Safety (MOSPA): Selected for its overarching responsibility in implementing e-government policies and
initiatives. Ministry of Economy and Finance: Chosen for its oversight of customs and procurement agencies,
key areas where e-government systems are extensively utilized. Ministry of Agriculture, Food and Rural Affairs:
Selected for managing the national forestry agency, an important sector for e-government application in rural and
agricultural contexts. Lastly, the National Information Society Agency (NIA), a quasi-governmental agency, was
selected due to its critical role in promoting and implementing e-government initiatives as a national think-tank
for informatization and communication. NIAs involvement ensures a streamlined e-government implementation
process across all sectors.
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By selecting a diverse range of entities from different administrative levels and sectors with advanced
e-government initiatives, the study aimed to capture a holistic view of the impact of e-government on government
effectiveness. To this effect, a total of 600 questionnaires were issued to the bureaucrats from these selected
entities of which 400 were hand-delivered, and 200 were mailed. A total of 422 responses were received in return,
representing a response rate of 70 percent.

ANALYSIS AND FINDINGS

Status of E-Government in Korean Public Agencies

Among the central governmental agencies surveyed concerning their performance based on the e-government
indicators, the MOSPA and the Customs Service demonstrated the highest levels of e-government usage,
followed by the procurement agency and the forestry agency (see Figure 3). As the leading agency responsible
for e-government coordination and implementation, the MOSPA showed significant progress across all areas of
e-government. The remarkable performance of the Customs Service, as indicated by the radar chart, has been
driven by the government's goal to reduce import and export processing times from two days to within two minutes
(KCS, 2024). Except for the forestry agency, other central agencies exhibited a high level of interoperability, which is
essential for sharing information to enhance service provision and overall effectiveness.

Among all the surveyed local agencies, the SMG provided the highest amount of web services, due to its high level
of ICT tools availability and usage as it moves towards achieving a smart city status. Equally impressive in availing
ICT infrastructure and its usage are the MOSPA, the Customs Service, and the City of Chuncheon Government.

All in all, e-government implementation in public agencies seems to be much related to the priorities of those
particular agencies. Overall, radar charts show Customs and MOSPA to be the highest performers in terms of
e-government implementation. They are closely followed by CCG and SMG.

Forestry Procurement

ICT Infrastructure

Availability ICT Infrastructure

Availability

Institutional
ICT Usage Institutional

Political Leadership

and Support IT Alignment Political Leadership

and Support

“government
Skills

MOSPA Customs

ICT Infrastructure ICT Infrastructure
Availability Availability

Political
Leadership and
Support

Political Leadership
and Support

Fig. 3. Perceived Measures of E-Government: Central Governmental Agencies
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Political
IT Alignment Leadership and
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-government

Skills Interoperability ~government
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Fig. 4. Perceived Measures of E-Government: City Governments and Quasi-Governmental Agencies

Relationship between E-Government and Effectiveness

A series of regression analyses were conducted to identify the relationship between e-government and
effectiveness, which is defined and operationalized in Table 1. The regressors were the vectors of internal and
external factors as presented in Table 3. The personal characteristics of the respondents including age, gender, level
of education, and years of work, were also included as explanatory variables.

« Internal Factors

The internal factors consisted of three constructs: IT Tools, I'T Management, and Process Innovation. As expected,
all three constructs demonstrated significantly large and positive coefficients for each of the five dependent
variables: PSSP, BACGS, CSC, CSNPI, and FCP. However, there were some differences in the correlation strengths
for each of these three constructs.

In the IT Tools construct, only the ICT Usage variable showed a significant coefficient for PSSP (“I think people
are satisfied with the services provided by my agency”) and BACGS (“The bureaucrats in my agency have the
ability to continue serving without any interruption in case of a change of government”). This finding aligns with a
previous study surveying Korean local bureaucrats, which reported that IT tools were positively related to service
quality, transparency, and cost-efficiency (Kim, 2009).

The other variables, including IT Infrastructure Availability and Purpose of Usage, were not significantly
correlated with any of the five variables for perceived effectiveness. This is surprising, as IT infrastructure and
skills are typically considered essential for the introduction and adoption of e-government. Empirical research in
developing countries, such as Indonesia, Susanto and Goodwin (2010) and Egypt, Abdelsalam et al. (2012), have
supported this conventional wisdom. However, the current study presented different empirical results concerning
infrastructure. It is presumed that Korean bureaucrats are already accustomed to using IT tools, as Korea is a world
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Variables Model 1 Model 2 Model 3 Model 4 Model 5
PSSP BACGC CSC CSNPI FCP
Constant 594 1.036 134 249 404
(2.276)" @.a77)" (.323) (.557) (1.007)
IT Infra- -.076 -019
Structure (-1.111) (-.295)
T [CT Usage 128 127 091 067 033
Jools g (2.548)" (2.321)" (1.472) (.985) (.557)
Purpose 075 -.087 .085
Of Usage (1.117) (-1.165 (1.327)
Internal [T-Business 244 217 .260 265 222
Factors T Alignment (4.088)*** (3.042)" (3.246) (2.988)" (2.967)"
Management . 172 231 .088 .256
E-government. Skills (2.194)" (2.708)" (935) (3.219)"
110
Process BrA (1.452)
Innovation Interoperabili .266 231 174 174 214
P y (4.632) (3.656) (2.337)" (2171)" (3.219)"
» . -.089 =117 -.041
Political . Commitment (-1.141) (1.333 (-565)
Leadership &
External Support Public Support ~126 ~058 164 044
FX if”a (-2.182) (-.850) (2.114)" (.682)
actors Vision & Goals Vision
Org. Coordination 119 106 230 014
Arrangement (2.524)" (1.849) (3.205)" (.238)
214
Agency Agency 1(SMC) (1.158)
factors Level of Govt
Gender
Personal FEducation
Characters oo 008
g (2.008)
019
Others Channel (2.204)"
Adjusted F# 331 282 295 291 316
Statistics F 24.076™ 237107 25.261" 24798 24379
N 406 406 406 406 406
Note 1: Asterisks (¥, **, ***) denote the significance at the 0.10, 0.05, and 0.01 levels, respectively.
Note 2: PSSP: "I think people are satisfied with the services provided by my agency.”

BACGS: “The bureaucrats in my agency can continue serving
without any interruption in case of a change of government.”

CSC:  "The civil servants in my agency are very competent.”

CSNPI:  “The civil servants in my agency are not politically influenced in their
implementation of policies on a day-to-day basis.”

FCP: “My agency fulfills its commitment to policies.”

leader in e-government services, and is equipped with comprehensive IT infrastructure and e-services. Korean
bureaucrats may view these technical factors, which they have assimilated through a continuous, decades-long drive
towards e-government, as a given.

The second construct for internal factors, IT MANAGEMENT, was represented with two variables: IT-
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BUSINESS ALIGNMENT and E-GOVERNMENT SKILLS. The IT-BUSINESS ALIGNMENT variable was found
to be one of the two most important variables in this study, showing the strongest correlation of all variables with
the five government effectiveness variables. Previous studies such as Schedler and Schmidt (2004), Polson and
Theivananthampillai (2009), and Kim (2009) also revealed a strong relationship between I'T-business alignment and
governmental effectiveness.

As stated by Luftman et al. (2006), the alignment of IT and business is vital to achieving the desired outcomes. By
aligning IT initiatives with business goals in an effective and cost-conscious way, agency staff and management can
reduce duplication, avoid costs, and improve service delivery performance. The positive and significant coeflicients
for IT-BUSINESS ALIGNMENT presented in Table 4 support this idea, as well as Polson’s interview with
e-government managers: the latter believed that e-government enables customer orientation when it is well-aligned
with the strategy of departments.

E-GOVERNMENT SKILLS were also found to be an important factor, as they enabled the goals of e-government
to be implemented. The results from the regression analyses supported the hypothesis that the higher the level of
SKILLS a public agency was perceived to possess, the more effective the Korean bureaucrat respondents believed its
e-services to be.

The PROCESS INNOVATION construct set two hypotheses: first, as more public agencies undergo reengineering
using IT, better services can be provided with enhanced effectiveness. Second, the more integrated the public agency
information systems get, the easier the sharing of information and service provision.

Controversially, the first hypothesis was rejected by the regression analyses in this study. There is a widespread
belief that “e-government can be effective if it is adopted alongside business process reengineering, or BPR”
(Asgarkhani, 2005: 158). That is, the mere automation of existing services does not necessarily produce the intended
results. It is surprising, however, that few empirical studies have examined the relationship between BPR and
e-government effectiveness. The regression analyses in this study failed to produce a significant coefficient for the
relationship between BPR and the five dependent variables for effectiveness. This result was contrary to common
belief, suggesting that further investigations of this matter should be conducted.

However, the PROCESS INNOVATION construct included another variable with a significantly large coefficient,
implying a strong relationship with the government effectiveness and thereby supporting the second hypothesis:
this variable was that of INTEROPERABILITY. This result was congruent with Akemi and Al Hujran’s (2007)
argument that interoperability across agencies presented great potential to fundamentally transform the way
governmental bodies operate, share information and deliver services to internal and external stakeholders. Lallana
(2008) also argued that interoperability could improve data-gathering and parsing techniques, resulting in faster
decision-making based on accurate information, which in turn could lead to enhanced transparency and an overall
improvement in governance quality.

« External Factors

External factors, such as politics and organizational environments, are often deemed crucial for the success of
e-government and e-services. This study included four external variables—Political Commitment, Public Support,
Vision, and Coordination—anticipating positive and significant relationships with governmental effectiveness.
However, the empirical findings largely contradicted this expectation

Song (2007) praised the role of political leadership and vision in the developmental trajectory of Korea’s
e-government. Reviewing the relevant literature, Kim (2009) found that the active engagement of elected officials
was essential to e-government. The latter can lead to the use of e-government tools and civic engagement, making
e-government more citizen-oriented. Kim also provided empirical evidence for this, showing positive and
significant coeficients for the variables of executive leadership and leaders’ emphasis on management for results.
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Contrary to the above, this study found insignificant coefficients for the politics-related variables, as shown in
Table 4. This finding echoed Schedler and Schmidt (2004), who found insignificant relationships between political
involvement and e-government implementation. The latter also found that the relationship between soft factors
such as political leadership and e-government implementation was not large enough to be significant.

This kind of contradiction can be explained in two ways. First, the strong relationship between politics and
e-government effectiveness may be a country-specific phenomenon, as Korea generally tends to centralize its
administration in favor of promptness and effectiveness. Secondly, as Schedler and Schmidt reported, political
involvement has an indirect impact. Analyzing a structural equation model, the authors found that political
involvement affected managerial activities, which served as enablers themselves and had a direct impact on
e-government effectiveness.

Differing from the politics-related variables, COORDINATION had a positive and significant relation with some
of the effectiveness variables, including PSSP (“I think people are satisfied with the services provided by my agency”)
and CSNPI (“The civil servants in my agency are not politically influenced in their implementation of policies on a
day-to-day basis”). In this study, COORDINATION was defined as the act of organization and of making different
people or things work together towards a common purpose to fulfill the desired goals of the organization. This
seems to be a rhetorical expression of good politics.

Overall, the impact of the external factors was subtle. Although they were certainly influential, this influence was
not direct, as they did not combine or mutually interact with the COORDINATION, INTEROPERABILITY, and
IT-BUSINESS ALIGNMENT.

« Non-Significant Results or Omitted Variables

Most of the agency factors and personal characteristics had weak relationships with the e-government
effectiveness as perceived by the respondents. Goings et al. (2003: 4) undertook a study to understand key aspects
of Web-based government services and surveyed technology executives about the potential for e-government
services within their county concluding that federal governments were superior to the State in terms of e-services
for citizens. This finding implied the existence of differences in the quality of e-government between different levels
of government. The current study however found no significant differences between central and local governments
in terms of e-government effectiveness. This study included the dummy variables for eight public entities in the
regression analyses. None of these variables showed a significant difference.

Personal characteristics such as gender, age, and level of education were also considered as explanatory variables.
The latter failed to present significant correlations with the effectiveness, which was consistent with Carrizales’
findings (2008) that gender and age played no significant role in e-government. Variables such as the years of work
or years of serving as a public officer did not show significant coeflicients either. A similar result was found by Kim
(2009), who reported that the respondents’ years of work had little relation with their perception of e-government
effectiveness.

CONCLUSION

Based on the realization that empirical evidence for Korean e-government’s effectiveness was not abundant
despite the large number of statements claiming so, this study aimed to explore the factors affecting e-government
effectiveness. The results of the analyses of e-service providers’ perceptions revealed many interesting findings.

First of all, internal factors such as ICT TOOLS, IT MANAGEMENT, and PROCESS INNOVATION had a
greater impact on the e-government effectiveness than external factors, as the latter were believed to have a more
indirect impact. Personal characteristics such as age, gender, level of education, and years of work did not affect the
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differences in the perceptions of e-government effectiveness.

Second, Korean public bureaucrats perceived that traditional administrative issues such as BUSINESS
ALIGNMENT, and COORDINATION, were the key factors in the enhancement of e-government effectiveness.
The impact of these factors was perceived to be much greater than that of technology-oriented factors, such as ICT
infrastructure availability, skills, and technology except for interoperability.

Third, and most interestingly, this study found several empirical results which ran contrary to common beliefs.
For example, many commonly shared normative statements were not supported by the empirical results from the
survey of Korean bureaucrats in this study. The hypotheses on the roles of political leadership, vision, and goals
were rejected. Moreover, going against conventional wisdom, so was the impact of BPR. However, this study was
not alone in finding these seemingly surprising results. Several previous studies have found results in line with this
study. Further research is required on these issues.

Lastly, this study examined the impact of e-government on the perceived effectiveness among service providers.
In doing so, it added valuable insights to the existing body of research in the field of e-government. However, it
would also be more meaningful to simultaneously explore the perceptions of users and citizens, as few studies have
considered the perspectives of both sides.
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