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ABSTRACT 
 
 
 

The study evaluates service quality by suggesting service quality framework of citizen service centres 

of Government of Haryana. The framework is suggested using SERVPERF scale by collecting 

responses from 300 users of five (5) citizen service centres. The framework can be used in other similar 

citizen service centres to evaluate service quality and suggest solutions. 
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INTRODUCTION 

 
 
 

In order to develop citizen centric services, governments all over the world should first understand the  

factors  that  influence  citizens’ acceptance  of  services.  Lack  of  ownership, bureaucratic structures and 

poor service quality are major causes of failure of government projects. The feed back of citizens in terms 

of quality of services received at citizen service centres from the Government is important. An 

understanding of citizens’ perspective of service quality helps the governments to plan and execute 

governance services efficiently and effectively. 
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The research paper is structured as follows. First, the literature review to develop the framework is 

presented. Using the literature review, the research methodology adopted, the hypothesis tested and the 

framework developed is set forth. Finally, recommendations and conclusion of the study are presented 

at the end of study. 

 
LITERATURE REVIEW 

 
The scholars in general have practiced service quality all over the world in various contexts (Parasuraman 

et al., 1988; Zeithaml et al., 1996; Carman, 1990; Cronin and Taylor, 1992 to name a few). The 

SERVQUAL instrument, as suggested by Parasuraman, a 22-item scale that measures service quality along 

five factors - tangibility, reliability, assurance, responsiveness, and empathy, forms the cornerstone on 

which all other works have been built. 

 
According to Cronin and Taylor (1992), it is only by evaluating the end performance of service that 

customer’s perception of service quality can best be evaluated. Based on this rationale, they later 

developed their own service quality measurement model, SERVPERF that evaluates service quality on the 

basis of customer’s perception of performance on the five quality dimensions of SERVQUAL. The   

attribute-level evaluations can capture a significant amount of variation in overall satisfaction. Zhou (2004) 

has advocated use of multidimensional SERVPERF scale for the purpose of strategic significance for 

managing service quality. 

 
The current study uses multidimensional context-dependent items of performance-only scale of service 

quality to evaluate citizen’s satisfaction of services provided at e-Government citizen service centres. The 

22 items were modified in context of e-Government citizen service centres, and finally 14 items   (Table 1, 

Q 7 to Q 20) were used keeping in view five service quality dimensions - tangibility, reliability, assurance, 

responsiveness, and empathy. 
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Table 1 
 

Service quality items of e-Government citizen service centres  

Service quality items 

Q.7    Employee’s solved your service request in a single time frame. 

Q.8    When you faced your service problem, employee’s solved your problem 
 

as per designated time frame. 

Q.9    The location of service center is convenient. 

Q.10  Corruption has been reduced due to services provided at this centre. 

Q.11  Availability of employee’s is in accordance with service timings. 

Q.12  Employees know how to perform their duties satisfactorily. 

Q.13  Employees do not put their designated jobs to other employees. 

Q.14  Services provided are fully transparent in nature. 

Q.15  Services provided are correct in nature. 

Q.16  You do not believe in getting work done from touts. 

Q.17  The services timings are convenient 

Q.18  Employees use soft language in dealing with citizens. 

Q.19  Employees use flexible approach in solving service problems. 

Q.20  Help desk, water, toilet, canteen, and air conditioning services are 
 

Satisfactory 
 
 
 

A factor analysis was conducted on these 14 items to confirm the factor structure. The factors were  

grouped together logically  as  per factor  loadings  with  the five  dimensions  of  service quality. 

 
 

Evaluation of Service Quality in e-Government Environment 
 
 
 

As government organizations have begun to enhance transparency, communicate, and interact with  

citizens  via  the  websites,  social  media  and  citizen  service  centres,  the  evaluation  of services  

provided  using   these  channels  has  become  essential.   Several   authors   have undertaken studies to 

evaluate the service quality in e-Government environment (Rahardjo et al., 2007; Leben et al., 2006; 

Lemuria et al., 2005; Wangpipatwong et al., 2005, to name a few). 
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These  studies  have  focused  on  identification  and  improvement  in  functionality  of  websites, 

measuring the development or sophistication and evaluation of e-services and administrative e- portals, 

perceived ease of use, compatibility and trustworthiness as predictors of citizens' intention to use services, 

information quality and system significant factors that influence Government services. 

 
 

The existing  studies evaluated  e-Government service quality keeping in  view  varied objectives. 

Literature review  indicates  no study has  been undertaken to evaluate service  quality of  citizen 

service  centres  setup  by  Government  organizations  using  SERVPERF  scale  and  to  suggest measures 

to enhance effectiveness of services. 

 
 

The Haryana Government has established Common Service Centre (CSC) e-DISHA Citizen Service 

Centers (CSC) in 8 out of 21 districts of Haryana under the preview of New Agent of Information - district 

Level Integrated e-government Service of Haryana for All (NAI-DISHA). The objectives of these e-DISHA 

centers are to provide hassle-free access to government services at the doorstep, improved quality of 

service, transparent, efficient &  effective delivery, reliable real-time services, effective dissemination 

under single roof, reduced delivery and opportunity costs, elimination of 

‘touts’ and exploitation, citizen friendly environment, and quick redressal of citizen grievances. 
 

 

These centers have been established as front-end interfaces of Haryana government departments to provide 

e-government services. Currently, the Haryana government has introduced e-SEVA scheme to  establish  

common  service  centres  at  village  level  in  the  state.  The  e-Government  services provided  at  these  

centres  include  forms  &  procedures,  birth  &  death  certificates,  house  tax collection,   water   billing,   

social   welfare   schemes,   caste   &   residence   certificates,   passport applications, arms license, learner 

& permanent driving license, vehicle registrations, pension distribution, complaints, and revenue records, 

etc. 

 
 

RESEARCH HYPOTHESES AND PORPOSED MODEL 
 
 

This section proposes an e-Government service quality framework. The framework is suggested using 

selected citizen service centres established by Government of Haryana. The service quality serves as the 

criterion variable that contributes to quality of services provided at citizen service centres. The dependent 

variable on the other hand is the overall service quality. The overall service quality is measured using five 

dimensions which include tangibles, reliability, assurance, empathy, and responsiveness. The log linear 

regression analysis is used to suggest the framework. 

 
 
 
 

The null hypotheses stated in this study are: 
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A)     For testing existing service quality of citizen service centres. 
 

H1:      Service quality of e-Government citizen service centres is satisfactory-> tangibles H2:      

Service quality of e-Government citizen service centres is satisfactory -> reliability H3:      

Service quality of e-Government citizen service centres is satisfactory -> assurance H4:      

Service quality of e-Government citizen service centres is satisfactory ->empathy 

H5:      Service quality of e-Government citizen service centres is satisfactory -> responsiveness 
 

 

B)     For testing the relationship of individual attributes of service quality with overall service quality. 

H6:      Service quality of e-Government citizen service centres -> is not related to tangibles 

H7:      Service quality of e-Government citizen service centres -> is not related to reliability H8:      

Service quality of e-Government citizen service centres -> is not related to assurance H9:      

Service quality of e-Government citizen service centres -> is not related to empathy 

H10:    Service quality of e-Government citizen service centres -> is not related to responsiveness 
 

The proposed Model 
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Figure 1: e-Government services quality framework 
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Figure 2: Conceptual diagram of e-Government services quality framework 
 
 
 
 
 

RESEARCH METHODOLOGY 
 
 
 
 

The research objective was to suggest service quality framework for citizen service centres of selected 

districts of government of Haryana. The framework led to design of questionnaire for the citizens. The 

citizens involved in receiving e-Government services from citizen service centres were called ‘Citizens’ for 

the purpose of the study. 
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At  the time  of  conducting  the  survey eight  (8) e-Government  citizen service  centers  were 

operational  out  of  21  districts  in  Haryana.  These  districts  were  Panipat,  Gurgaon,  Karnal, Kaithal, 

Ambala, Hisar, Jind, and Panchkula. Based on geographic and demographic attributes five (5) districts, 

namely Panipat, Gurgaon, Karnal, Kaithal, and Ambala were selected for the study representing the four 

(4) divisions Ambala, Rohtak, Gurgaon, and Hisar. 

 
Sixty (60) citizens were selected randomly based on various services they are receiving from 5 citizen 

service centres in each of the 5 districts. The sample size were 60 X 5 = 300. The respondents involved in 

receiving services from these centres were mostly from nearby villages, local shopkeepers, and employees. 

 
The English draft of citizens’ questionnaire was translated into Hindi language as most of the citizens 

were from nearby local villages, local shopkeepers, and employees. They preferred local language in 

answering the questions.   The responses were obtained on a seven-point Likert scale, 1 being strongly 

disagree, and 7 strongly agree (1-Strongly disagree, 2-Disagree, 

3-Somewhat disagree, 4-Neutral, 5-Some what agree, 6-Agree, and 7-Strongly agree). 

Statistical Analysis Processing 

In order to analyze the data accrued from this research, factor analysis was used to identify and validate 

the factor structure and the log linear regression analysis was used to design the framework. The 

application software (SPSS) was used for data tabulation and analysis. 

 
 

E-GOVERNMENT SERVICE QUALITY FRAMEWORK 
 
 
 

Factor analysis was conducted to identify factors (dimensions) using a sample size of 300. Factor 

analyzed a set of 14 items from the e-Government services users questionnaire (Q. 7 –
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Q.20, Table 1) to test priori assumptions about the underlying factor structure. As a result 14 items were 

clubbed together in 5 dimensions – tangibles, reliability, assurance, empathy, and responsiveness (Table 

2). The items in respective dimensions are placed in descending order of 

their factor loadings. 
 

Table 2 
 

Result of Factor Analysis  

Item (s) Factor-1 Factor-2 Factor-3 Factor-4 Factor-5 

Tangibles      

Q.20    Help desk, water, toilet, canteen, & air 
 

conditioning services are satisfactory 

0.76 -0.01 0.17 0.09 0.08 

Q.9      The location of service center is 
 

convenient. 

0.69 0.02 -0.10 -0.10 -0.28 

Q.14    Services provided are fully 
 

transparent. 

0.63 0.29 0.41 0.15 -0.24 

Q.10    Corruption has been reduced due to 
 

services provided by this Centre. 

0.56 0.34 -0.17 0.08 0.13 

Reliability      

Q.17    The services timings are convenient -0.05 0.78 0.22 0.13 -0.35 

Q.8      When you faced your services 

problem, employee’s solved your 

problem as per designated time 

frame. 

0.33 0.77 -0.12 -0.04 0.19 

Q.11    Availability of employee’s is in 
 

accordance with service timings. 

0.08 0.64 -0.11 -0.21 0.24 

Q.7      Employee’s solved your service 
 

request in a single time frame. 

0.64 0.54 0.08 0.03 0.17 

Assurance      

Q.15    Services provided are correct in 
 

nature. 

-0.27 -0.03 0.82 0.18 0.06 

Q.18    Employees use soft language in 
 

service dealing. 

0.21 -0.13 0.75 0.06 -0.24 

Q.19    Employees use flexible approach in 
 

solving your service problems. 

0.47 0.21 0.61 -0.24 0.33 

Empathy      

Q.16    You do not believe in getting work -0.04 -0.12 0.01 0.90 -0.19 
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done from touts.      

Q.13    Employees do not put their 
 

designated jobs to other employees. 

0.39 0.11 0.44 0.66 0.19 

Responsiveness      

Q.12    Employees know how to perform their 
 

duties satisfactorily. 

-0.05 0.12 -0.04 -0.09 0.86 

Note:    a. Extraction Method: Principal Component 

Analysis 
 

b. Rotation Method: Varimax with Kaiser 

Normalization. c. Rotation converged in 9 iterations. 

 

Instruments Reliability and Testing of Hypothesis 
 
 
 

Before  suggesting  e-Government  service  quality  framework,  it  is  pertinent  to  test  existing service 

quality of citizen service centres. The five (5) service quality dimensions were tested for statistical 

significance. The instruments reliability and testing of hypothesis is given in Table 3 below. 

Table 3 
 

Instruments reliability and testing of hypothesis  

Test Value = 5 (Some What Agree) 

 
 
 
 
 
 
Null Hypothesis 

 
 
Relia 

bility

- 

Alpha 

  Mean Sig. (2- 

tailed) 

Mean 

Diffe

r 

ence 

95% 

Confidence 

Interval of the 

Difference 

Decision 

  # t value    Lower Upper  

Service quality of e- 

Government citizen 

service centres is 

satisfactory -> tangibles 

.68 H6 -15.55* 3.93 0.00 1.08 1.21 0.94 Rejected 

Service quality of e- 

Government citizen 

service centres is 

satisfactory -> 

reliability 

.73 H7 -12.43* 4.16 0.00 0.84 0.97 0.71 Rejected 
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Service quality of e- 

Government citizen 

service centres is 

satisfactory -> assurance 

.63 H8 -4.90* 4.75 0.00 0.25 0.35 0.15 Rejected 

Service quality of e- 

Government citizen 

service centres is 

satisfactory -> empathy 

.58 H9 -2.82* 4.80 0.01 0.20 0.35 0.06 Rejected 

Service quality of e- 

Government citizen 

service centres is 

satisfactory -> 

responsiveness 

.70 H10 -4.83* 4.61 0.00 0.39 0.54 0.23 Rejected 

Note: df = 299, * Significant at 5% level 
 

The  reliability  of  instruments  of  all  the  dimensions  (H1-H5)  is  acceptable  for  this  type  of 

research, which ranges from .58 to .73. The table also shows significance of all hypotheses at 

5% level. Hence the entire hypotheses are rejected. Therefore, it can be concluded that there is a need to 

improve service quality of e-Government citizen service centres. 

Framework Summary 
 
 
 

A log linear regression analysis was conducted to design the service quality framework based on 

predictor’s variables (dimensions). Table 4 summarizes the framework. 

Table 4 
 

Framework Summary  

R R Square Adjusted R 

Square 

Std. Error 

of the 

Estimate 

Change Statistics 

R Square 
 
Change 

F Change df1 df2 Sig. F 
 

Change 

0.586 0.344 0.332 0.204 0.344 30.819* 5 294 0 

 
 

Note: Predictors variables:      (Constant), tangibles, reliability, assurance, 

empathy, and responsiveness.
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The F value is significant at 1% level of significance at (5/294) degree of freedom. The R square value 

(.344) indicates the overall contribution of service quality (34.40%). 

 
Relationship of individual dimensions to the overall service quality – testing of hypothesis 

 
 
 

Table 5 illustrates the relationships among the various dimensions to the overall service quality; 
 
 

‘Critical Ratio’ was calculated for each relation along with the findings.  ‘Critical Ratio’ (CR) was 

calculated using the formulae “critical ratio = estimate / standard errors”. The CR values greater than 1.96 

and 2.32 are known to be statistically significant at 0.05 and 0.01 levels, respectively. 

 
Table 5 

 
Testing of hypothesis (path coefficients)  

Null Hypothesis Un-standardized 
 

Coefficients 

Critical Ratio 
 

(t) 

Sig. Findings 

B Std. Error 

(Constant) # 0.483 0.123 3.930 0.000  

Service quality of e- 

Government citizen 

centres is not related to - 

> tangibles 

H6 0.308 0.038 8.151* 0.000 Rejected 

Service quality of e- 

Government citizen 

centres is not related to - 

> reliability 

H7 0.001 0.044 0.014 0.989 Accepted 

Service quality of e- 

Government citizen 

centres is not related to - 

> assurance 

H8 0.288 0.060 4.830* 0.000 Rejected 

Service quality of e- 

Government citizen 

centres is not related to - 

>empathy 

H9 -0.149 0.048 -3.074** 0.002 Rejected 
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Service quality of e- 

Government citizen 

centres is not related to - 

>responsiveness 

H10 0.210 0.036 5.786* 0.000 Rejected 

Note:    Dependent Variable: Q21Y (Overall service quality) 
 

*  Significant at p<0.01 level , ** Significant at p<0.05 level 
 
 
 
 

Hypothesis H6 and H8-H10 are rejected at .01 and .05 levels of significance. Hypothesis H7 was not 

found significant at .01 or .05 levels. Hence, relationship of reliability has not been established in this case. 

Therefore, reliability dimension can be excluded from the framework. 

 
The contribution of each factor to the service quality is summarized in Table 6. 

 
 
 

Table 6 
 

Results of factor contributions  
 
Construct 

No. of 
 
Items 

 
B values 

Overall service quality of citizen 
 
service centres (R Square) 

  
0.344 

Tangibles 4 0.308 

Assurance 3 0.288 

Responsiveness 1 0.210 

Reliability 4 0.001 

Empathy 2 -0.149 
 
 
 
 

The overall service quality explained by external factors is 0.344 (34.40%). The tangibles have gained 

highest contribution (0.308) to the service quality, followed by assurance (0.288), responsiveness (0.210), 

reliability (0.001), and empathy (-0.149). 
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e-Government Service Quality Framework 
 
 

The framework is shown in Figure 3 along with the path coefficients, Figure 4 presents a 

conceptual diagram of this framework. 
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Figure 3: e-Government services quality framework 
 
 
 
 

The study has given an empirically validated service quality framework for e-e-Government citizen service 

centres – service quality is explained 34.40% by the external variables, which includes tangibles, 

assurance, responsiveness, reliability, and empathy. 
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Figure 4: Conceptual diagram of e-Government services quality framework 
 
 
 

RECOMMENDATIONS 
 
 
 

The framework suggests important dimensions of service quality for government organizations involved in 

providing services through citizen service centres. 

 
 

The citizen service centres should be available close proximity to citizen residents so that they could 

easily approach for getting services. Normally government employees assume rules and regulations of 

getting services and problem resolutions are available in confidential files and
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hence they show resistance in conveying in detail as how to resolve issues. There is an urgent requirement 

of having complete transparency in providing services. 

 
 

The corruption has been found to be major factor of dissatisfaction. The involvement of touts should be 

removed in service dealings. The government should make efforts to provide automated services  through  

Internet  and  problem  resolutions  should  be  the  role  of  citizen service centres. This will help to 

reduce corruption and services will be available 24/7. 

 
 

The courtesy of greeting citizens with smile and using soft language in service dealings can help to resolve 

various issues with coordination and cooperation. The government should provide flexible approach to 

resolving citizen problems instead of framing rigid rules and regulations. 

 
 

It has been found that instead of solving citizen problems at one place, the service centre staff refers the 

citizens to meet other employees to resolve their issues to get rid of their  own responsibilities. The 

roles and responsibilities along with accountability should be clearly displayed in  citizen  service  centres.  

For  providing  efficient  and  effective  services  the  service staff is required to be trained from 

professionals. 

 
CONCLUSION 

 
The research study has suggested Government service quality framework to enhance efficiency and 

effectiveness of e-Government services provided to citizens at citizen service centres. The structure of this 

framework can be used as a reference point to suggest similar other models for the government. 
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