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Abstract

The article presents functioning of e-administration in the Silesian Province. Respondents from different
towns in the Silesian Province evaluated the following issues: benefits of using an e-office, the medium used
for communication with an e-office, the level of customer satisfaction with e-administration functioning. The
research results were analysed by exploratory factor analysis. The main advantages of using e-administration
which were quoted by the surveyed include: the promptness of settling matters and the lack of queues. Three
hidden factors related to the benefits of using an e-office were defined by means of exploratory factor
analysis: accessibility, communication and costs, as well as safety. On the basis of the conducted
investigations it can be stated that in the process of introducing e-administration it is necessary to be exercise
caution and constantly control the level of these services quality.

Quality of services in administration

In subject literature the notion of a service is
most frequently understood as all the symptoms of
human economic activity, which are non-material
and at the same time are characterised by interactiv-
ity between the subject providing the service and
the client [1]. Characteristics of services include
[2]:
non-material character (a service is an activity or
a process);
simultaneousness of production, distribution and
consumption of a service, frequently accompa-
nied by the client’s active participation in
service provision;
variety;
transitory nature and no possibility of having
production “to be stored”;
impossibility of acquiring service property
rights;
in the process of service provision there is no
ownership transfer;
the result of a service is the result of synergy of
the above system elements, which can be tied up
to each other.
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The above described services provide a possibil-
ity to determine four elements by means of which
the quality of management in self-government
administration offices can be evaluated.

These elements include [3]:

A — bureaucratic elements including: processes,
administrative proceedings, legal standards and
procedures;

B — material elements such as: buildings, rooms,
cars, material infrastructure;

C — predisposition elements which include the
following: individual features, attitude to work
etc.;

D — competence elements such as: knowledge,
skills, licences.

Taking into consideration all the above men-
tioned elements it can be stated that the quality of
a service provided by public administration consists
of technical quality (this is the result of a service
provided by organisations, e.g.: issuing a decision
by the town mayor) and functional quality, by
means of which a particular process is assessed [4,
5].
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In the case of provision of services in public
administration it is very important to define tech-
nical quality and functional quality in a clear-cut
way. When determining these two kinds of quality
one must bear in mind the legal standards in force
(3, 4].

The simultaneousness of service production and
consumption accompanied by active participation
of the consumer in the process makes the result of
service provision very difficult to predict. After all,
it is not only qualifications, skills and experience of
the service provider, but also the expectations,
knowledge and interest in the service provision
process on the part of the consumer that may
determine the final result of e.g. an educational
service [6].

Variety is closely related to the previous feature
and results from many conditions influencing the
provision of services. For the final shape of a
service depends on both the service provider and
the client, as well as on the material conditions of
service provision and the environment. As the ma-
jority of services are characterised by direct contact
between the provider and the client, the behaviour
of the former may determine the reception of the
service. People providing services are not robots,
they have better and worse days, their attitude to
clients may be determined by the atmosphere in
their workplace, their superior’s attitude, problems
in personal life etc. On the other hand, the customer
in the process of service provision is not only
a “witness” and a passive participant of this pro-
cess, but frequently he may or simply must actively
participate in it, e.g. during a psychotherapy or
a foreign language course.

Also external factors can greatly affect the
perception of a service, e.g. unfavourable weather —
rain and cold may have a significant influence on
how the holidaymakers resting at the seaside in
summer assess the service provided by the hotel
staff, while turbulences during a flight may influ-
ence the evaluation of the airline’s work etc. The
problem for a service provider is how many of
these negative external factors can be eliminated or
reduced and which of them can be controlled.

Summing up the previous considerations, it can
be stated that the nature of the services sphere to
a large extent makes it different from the sphere of
material goods production.

Therefore, a service is not a product in relation
to which it can talk about a particular production
specification. The very process of measuring and
monitoring, as well as the evaluation of such “pro-
duction” is difficult. Frequently, there is no time
“buffer” which would enable checking whether

a given service corresponds to a relevant standard.
The slogan “do it right the first time” in relation to
a service acquires a special meaning, because the
client buying the service is a witness and frequently
a co-participant of the service process, in which
he immediately notices any mistakes and short-
comings.

As a result, while a material product can be
recalled, scrapped or repaired, a bad service follows
the client. The simultaneousness of service provi-
sion and consumption triggers interaction between
the provider of a service and its buyer. Therefore, in
the service provision activity a priority must be
given to leadership, motivation, consultations and
the proper use of work resources. Technology,
important as it might be, plays merely a supporting
role in the development and management of human
resources [7] (Fig. 1).
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Fig. 1. A chain of benefits in services

Therefore, given the entire complexity and vari-
ety of elements making up the sphere of services, it
is necessary to exercise caution when mechanically
transferring the tools and methods of quality
evaluation applied in the material production sphere
into the sphere of services.

The above statement does not mean that any
attempts to define basic criteria of quality evalua-
tion in relation to services should be abandoned.
Determination of these criteria is important, as year
by year it can observe among service providers an
increased competition over the client, resources and
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funds. In this competition the top priority is given
to quality, which in many cases is an element de-
termining the choice and evaluation of the service
provider. Putting things in a simple way, the quality
of a service is nothing but making an effort to meet
the client’s requirements by subjects engaged in the
service provision activity. More specifically, the
quality of a service can be defined as the degree to
which all inherent properties of a service meet the
client’s requirements [8]. This definition implies
that only the client may decide whether and to what
extent the service corresponds to his/her expecta-
tions and satisfies his/her needs. He is then a
“judge” evaluating the service quality not only at
the moment of purchasing, but also in the process
of using the service. In other words, the client’s
assessment is the final measure of a service quality.
Certainly, this does not mean that the service pro-
vider is excluded from the quality assessment pro-
cedure.

Presentation of research

The investigations of the results which have
been presented in this article were carried out in
June 2011 for a sample of 89 people living in Sile-
sian Province towns.

The respondents evaluated the following issues:

advantages of using an e-office:

» ZC1 — Prompt settlement of matters;

» ZC2 — Possibility of settling a matter without
leaving home;

* 7ZC3 —24-h accessibility;

» 7ZC4 — Easier access to services for the dis-
abled;

» 7ZC5 — Safety;

* ZC6 — No queues;

* ZC7 — Improved communication with the of-
fice;

» ZC8 — Reduction of costs for using the office;

medium used for communication with an e-of-

fice:

» ZDI —personal visit in an office;

* 7ZD2 — e-mail;

e 7ZD3 — internet communicators;

» ZD4 — telephone;

o ZDS5 — letters;

* ZD6 — e-administration system,;

evaluation of customer satisfaction with the

functioning of e-administration in offices sub-

jected to research:

» ZE1 — Municipal office provides an e-service
promptly;

* ZE2 — The e-administration website is trans-
parent and clear;
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» ZE3 — The service is provided in a safe way;

* ZE4 — On Municipal Office’s websites it is
easy to find a link to an e-office;

* ZES5 —Support in the use of an e-office is
comprehensible;

» ZE6 — The e-office website is user-friendly;

» ZE7 — Services are provided by an e-office on
time;

+ ZES8 — Matters are settled in an e-office prac-
tically on the first attempt;

* 7ZE9 — The e-office website is adjusted to the
needs of disabled persons;

* ZE10 — Employees readily provide informa-
tion concerning the use of an e-office;

* ZE11 — Employees immediately provide
information related to the problems of the
e-office functioning;

» ZEI12 — Employees promptly reply to e-mails;

* ZE13 — Employees are eager to help clients;

» ZE14 — The e-office keeps the client informed
of the course of his matter settlement;

* ZE15 - Employees address clients having
problems with the e-office functioning in
a polite and friendly manner;

» ZE16 — Employees help a client in the case of
a mistake related to an e-office is made;

* ZE17 — There are no problems with logging
on the website;

» ZE18 —The e-office website is accessible
from various search engines;

» ZE19 — The e-office website offers big fonts
for the needs of the disabled;

» ZE20-—The website offers optional voice
communication for persons having problems
with their eye-sight.

Advantages of using e-administration

A very important element of e-administration
functioning evaluation is to define in what way
respondents perceive the benefits of its use. In order
to do that, 8 variables (ZC1-ZCS8) have been
examined — each of them has been assessed on
a 1-7 scale.

The conducted research indicates that the
surveyed clients believe that an e-office has a lot of
advantages (Fig. 2). All the examined benefits of
using e-offices (compared to traditional administra-
tion) have been evaluated very highly by respon-
dents (more than 5.5 on a 7-degree scale). In the
opinion of respondents the major advantages are the
promptness of settling a matter in an e-office (6.47
evaluation) and the lack of queues (6.26).

Currently, due to fast pace of life and long
working hours, not everybody has time to settle
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Fig. 2. Benefits of using an e-office

matters in an office, especially that offices are not
always open at the time convenient for respondents.
E-administration is a chance for considerable accel-
eration of documents circulation and avoidance of
traditional queues. It provides a possibility of set-
tling urgent matters during 24 hours a day, at
the place and time convenient for the client. The
research results imply that programmes of e-admi-
nistration implementation are very important and
may considerably shorten the time which a given
person must devote to contacts with a particular
office. This greatly influences the quality of ser-
vices and contributes to enhanced customer satis-
faction.

The conducted exploratory factor analysis of the
benefits of using an e-office allowed identifying 3
hidden factors (the exploratory factor analysis re-
sults have been given in table 1 and in figure 3).

Table 1. Hidden factors related to the benefits of using an
e-office

Factor 1 Factor 2 Factor 3
7C1 0.68 0.10 0.35
7ZC2 0.71 0.45 —0.14
7C3 0.78 -0.13 -0.02
7C4 0.21 0.74 0.09
ZC5 0.02 0.90 0.02
7C6 0.58 0.18 —0.14
7zC7 —0.01 -0.05 0.91
7C8 —-0.00 0.46 0.65

Factor 1 — accessibility — the factor accounts for
24% of variability and includes variables related to
the promptness of settling matters (ZC1), the possi-
bility to settle a matter without leaving home
(ZC2), the lack of queues (ZC6) and availability of
services for 24 hours a day (ZC3).

Another factor (second) is the one referred to as
communication and costs (accounts for 23% of

( Hidden factors related )
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N\ J

( Hidden factors related h
to the benefits of using
an e-office

Hidden factors related
to the benefits of using
an e-office
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Fig. 3. A diagram of identified hidden factors related to the
benefits of using an e-office

variability) — it comprises two variables — ZC7,
concerning communication with an office, and
variable ZC8, related to the costs of using an
e-office, i.e. the costs of this communication, as
the respondents assume that cost reduction is one of
the advantages of using an e-office.

The last factor — factor 3, which accounts for
14% of variability, has been called safety — it
includes two variables, one related strictly to the
problems of safety itself (ZC5) and the other one —
related to the office accessibility for the disabled
(ZC4).

Investigations into the influence of sex on the
perception of e-communication advantages (a non-
-parametric U Mann-Whitney’s test has been
applied) have shown that statistically significant
differences (the level of significance = 0.05) are
present in one case — the lack of queues. The fact
that the use of IT tools and the development of
e-administration will reduce the necessity to stand
in lines is perceived by men (6.4) as a more impor-
tant issue compared to women.

On the other hand, very big differences are
observed in the case of variable related to preferred
communication with an office — two possibilities
have been assumed — people preferring traditional
personal communication with an office and ad-
herents of e-communication. In this case statisti-
cally significant differences reaching the previously
quoted level of significance occur in four variables
ZC1-ZCA4. Naturally, the benefits of using e-admi-
nistration are much more appreciated by persons
who prefer this form of communication. In the case
of the above listed variables their evaluation of
particular benefits’ importance looks as follows:

» promptness of settling matters — 6.66;
* possibility to settle a matter without leaving

home — 6.47;

* 24-h accessibility — 6.30;
» casier access to services for the disabled— 6.18.
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The importance of these benefits is perceived
much worse by people preferring traditional com-
munication. In this case the values are as follows:

* promptness of settling matters — 5.72;

* possibility of settling a matter without leaving
home — 4.89;

* 24-h accessibility — 5.55;

» easier access to services for the disabled — 5.50.

Preferred methods of communication with
an office

On the basis of the conducted research it can
determine what communication media are used by
the surveyed in contacts with an office (Fig. 4).
This is necessary to specify a starting point — i.e.
define the current status of communication. The
level of use of a particular communication method
has been determined on a 7-degree scale, where 1
means that a particular manner is used very seldom,
while 7 — very often. Currently, despite the devel-
opment of e-administration and electronic commu-
nication means, the majority of the surveyed most
frequently resort to the most traditional way of
communicating with an office, i.e. a personal visit
in an office (5.38). The second most frequently
used method is telephone communication (4.54).

ZD6
ZD5
ZD4
ZD3
ZD2

ZD1 5.38

Fig. 4. Methods of respondents’ communication with an office

Electronic means of communication with an
office based on the Internet are applied much more
seldom. The frequency of using an e-administration
system has been evaluated as 2.33. The use of
e-mail communication (2.66) and internet commu-
nicators reach a low level. Nowadays, also tradi-
tional mail is very rarely used by respondents as
a channel of communication with an office (2.2).

Similarly to the previous point, an analysis of
statistical significance between the examined vari-
ables and the sex of respondents and their attitude
to e-administration has been conducted by means
of U Mann-Whitney’s test. An identical level of
statistical significance a = 0.05 has been applied.
No statistically significant differences have been
observed in the case of the sex of respondents,
whereas differences have been noted in the respon-
dents’ attitude to e-communication. They concern
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variable ZD2 — the use of e-mails. Again, the
results are understandable — persons preferring
electronic communication much more frequently
choose to use e-mails (2.89) compared to people
preferring traditional communication (1.79).

Quality of e-administration services —
evaluation

In the last stage of research the level of customer
satisfaction with services provided by e-admini-
stration was assessed (Fig. 5). All the examined
variables were evaluated on a 1-7 scale, where 1
stands for very low, and 7 — for very high satis-
faction of a respondent with the fulfilment of
a particular variable. On the basis of the conducted
investigations it has been found that respondent
satisfaction reaches the highest level in the case of
adjusting the office’s website to the needs of the
disabled (5.2). Other highly evaluated variables
include:

— kind and friendly attitude to clients having prob-

lems with e-office functioning (4.96);

— helping a client if he/she has completed e-forms

in a wrong way (4.94);

— functioning of the e-office website under dif-

ferent search engines (4.91).

ZE20 4.28
ZE19 4.42
ZE18 4.91
ZE17 4.87
ZE16 4.94
ZE15 4.96
ZE14 4.85
ZE13 4.52
ZE12 3.93
ZE11 4.18
ZE10 4.69
ZE9 5.20
ZER 434
ZE7 4.47
ZE6 474
ZE5 4.52
ZE4 4.82
ZE3 452
ZE2 4.63
ZE1 4.46

Fig. 5. The level of client satisfaction with e-administration
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The lowest evaluated variable is the promptness
of responding to e-mails by e-office employees
(3.93). In this case a large group of respondents
notice that e-office employees do not reply imme-
diately to e-mails and expect much greater prompt-
ness from this means of communication. The fact
that the promptness of response to various problems
of clients is the worst perceived factor in e-offices
is proved by the fact that another worst evaluated
variable is the one related to providing immediate
information in the event when the client has prob-
lems with e-office functioning (4.18).

1. The research carried out by means of U Mann-
-Whitney’s test, the level of statistical signifi-
cance reaching a=0.05, allows stating that
statistically significant differences between the
level of service quality and the preferred type of
communication occur in the case of six variables
ZEA4, ZE7, ZE9, ZE12, ZE15, ZE17. In the case
of the examined variables (the results in particu-
lar groups have been given in table 3 — only
variables for which statistically significant dif-
ferences have been observed are contained in
the table) it can observe a phenomenon of
considerably worse evaluation of the quality of
services by people preferring the electronic form
of communication with an office.

. This phenomenon has two causes depending
on the variables. In the case of promptness of
services, as well as kindness and friendliness of
service, persons preferring electronic communi-
cation certainly prefer it just because they are
not satisfied with the above listed issues. There-
fore, they believe that e-administration can
eliminate these problems — for example within
the scope of promptness of services. It is note-
worthy that the same people, as mentioned
before, much more frequently evaluate the
promptness of settling matters as an advantage
of an e-office.

Differences observed in the remaining variables

— the problems of the website and its legibility,

as well as adjustment to the needs of the dis-

abled, promptness of responding to e-mails or
problems with logging on the website — can be
explained in another way. In this situation
people who prefer traditional communication
evaluate the above quoted variables in a better
way, because they seldom use new channels of
information and have had no opportunity to
observe any problems in this area. Being less
experienced within the use of e-administration,
they are less critical if something does not work
— in such a case they simply go to an office and

settle the matter in a traditional way. On the
other hand, persons preferring to use an e-office
are more critical, as they have more experience
and want this form to be their basic way of
communication with an office. If something
does not work in this case (e.g. there are prob-
lems with logging), they become frustrated and
hence evaluate the performance of the office
much worse.

Table 2. The level of client satisfaction with e-administration

depending on the preferred form of communication with an
office

Preferred traditional Preferred electronic
form form — e-administration
ZE4 5.50 4.64
ZE7 5.39 4.23
ZE9 5.94 5.01
ZE12 4.44 3.80
ZE15 5.56 4.80
ZE17 5.65 4.64
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Conclusions

1. The main advantages of using e-administration
quoted by respondents include the promptness
of settling matters (6.47) and the lack of queues
(6.29).

The exploratory factor analysis allowed identify-
ing three hidden factors related to the benefits of
using an e-office: accessibility, communication
and costs, as well as safety.

. Persons preferring electronic communication
evaluate the importance of many e-administra-
tion benefits on a much higher level.

Despite the development of e-administration, the
respondents still prefer to settle matters by visit-
ing an office (5.38), many people appreciate also
the possibility of settling matters on the phone
(4.45), whereas strictly electronic forms con-
tinue to be treated merely as a supplementary,
not a basic way of communication.

The conducted research also shows that it is
necessary to exercise caution when introducing
e-administration — low quality e-services cannot
be offered, as people preferring this form of
communication become the most critical in the
event when something fails to work. This way it
is easy to discourage the group which remains
the main adherent of implementing e-admini-
stration. For this reason the implementation
process should be well-thought-out and the IT
system must be tested, so that its proper func-
tioning can be ensured.
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