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Abstract 
Government organizations are complex with employees of all kinds of occupations. To support the employees 
and make their daily processes efficient and satisfying, government organizations implements IT. Örebro 
municipality uses an internal e-Service; called Personec P Self-service, for their employees where they can 
register/request leave of absence, vacation, change of turns within their department and many other features. 
It is essential for a system to match the reality in which it is supposed to function. 

This paper is a quantitative study, which aims to evaluate employees views of an internal e-Service used in the 
municipality of Örebro from a user-centric perspective in terms of system efficiency and system satisfaction. A 
Web-based semi structured questionnaire was developed and sent out to registered e-mail addresses gathered 
from the municipality’s internal e-mail system for employees. The total collected number of responses was 
1626 and a frequency analysis method was used. 

A majority of the respondents agree that the system is efficient and satisfying; however, the system needs to 
improve in usability aspects. The internal e-Service is not adaptable for those who are novice computer users or 
infrequent users. 
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1 
 

1. Introduction 
Most of the contributing researches within the e-Service field have taken a primarily external 
customer focus (Croom & Johnston, 2003; Waema & Mitullah, 2007). In order to provide a better 
office environment, administrative efficiency and internal services that satisfy the employees, 
governments establishes internal e-Services (RDC, 2009).  

A concept applicable to the statement above is Government to Employees, G2E. Which is defined as 
services provided by the government for their employees to make daily processes more efficient. 
(Pascual, 2003; Carter & Belanger, 2004) 

Personec P Self-service is an internal e-Service used in the municipality of Örebro and according to 
Thornberg (2009), the potential users of the internal e-Service is estimated to be over 11000 
employees. Personec P is a web based application with two modules: one for the employees and one 
for the managers of the employees. This study involves only the module used by the employees. In 
this module the employees can register absence and vacation, retrieve information about their 
salaries and check whether the right amount of salary is paid (Magnusson, 2006). 

According to Magnusson (2010), who is responsible for this internal e-Service, the initial purpose for 
implementing this particular e-Service at the municipality of Örebro was to rationalize the payroll 
office. The reason for conducting this study was the municipality’s interest in getting an overall 
picture of how their employees perceived the e-Service. 

The ISO 9241-11 standard describes software usability dimensions, which are of interest for this 
study. The objective is to evaluate employees’ opinions of an internal e-Service at the municipality of 
Örebro through a user-centric perspective. (Chutimaskul, Funilkul, & Chongsuphajaisiddhi, 2008) 

 
Figure 1. The ISO 9241-11 standard for ergonomics and human system interaction (ISO, 1998) 

 
According to Microsoft (2010), usability is defined as “a measure of how easy it is to use a product to 
perform prescribed tasks.”  As the aim is to evaluate and measure the opinions of employees when it 
comes to using the internal e-Service, two usability aspects from the ISO 9241-11 standard is 
considered in this study: efficiency and satisfaction. 

Efficiency is defined as operations which are produced or performed compared to the consumption 
of resources (money, time, labor etc.). Satisfaction is defined as the degree of positive experience 
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that a user might have when using the internal e-Service. Effectiveness is omitted since it measures 
to what extent a task performed by a user is achieved and it is not of interest for this study. The use 
of this framework is described in methodology. (ISO, 1998) 

The main research question of this study is: What are the views of employees at Örebro municipality 
in terms of efficiency and satisfaction in the usage of Personec P Self-service? 

It has been operationalized and derived from the ISO 9241-11 standard into following questions: 
 Efficiency 

- What are the employees’ perception of the output and time spent on the internal e-
Service to finish a certain task? 

- Do the employees have easy access to technical equipment in order to use the internal e-
Service? 

- Is the internal e-Service efficient in providing the necessary functionalities? 
 Satisfaction 

- Do the employees have positive experiences after using the internal e-Service? 
- Does the internal e-Service satisfy the employees’ needs by providing the necessary 

functionalities? 

WinLAS (2009) have 115 Swedish municipalities as customers who use Personec P as a payroll 
system. As the aim of standardized systems such as Personec P is to be cost-effective, they often 
create poor usability from a user’s perspective (Jøsang & Pope, 2005). The methodology of this study 
can serve as guidance for municipalities for instance; carrying out a similar study to measure the 
opinions of their employees in the usage of an internal e-Service. The results can be used in making 
changes of an existing e-Service to improve its usability, as the problems are identified through a 
user-centered perspective. It can also be used by developing teams or systems responsible in 
municipalities as a measurement to what an internal e-Service should provide for its users, who can 
be either a frequent or infrequent user.  

1.1 Theoretical background 
Public sectors are going through a change when it comes to the use of ICT in the digital information 
age. In the past several years the public sector has become a huge investor and user of IT. (Moody, 
2001; Wood-Harper, Ibrahim, & Ithnin, 2004; Kaliannan, Raman, & Dorasamy, 2009) E-Government is 
defined as the use of ICT in public sectors to improve public services and democratic processes (EU, 
2004). It focuses mainly on four groups of customers; citizens, business community, government 
employees and government agencies (Asgarkhani, 2005).  
 
Recent e-Government projects emphasize internal effectiveness and efficiency of a public 
organization in terms of implementing e-Services, to make daily tasks more convenient and as 
efficient as possible for the government employees, G2E (Pascual, 2003; Carter & Belanger, 2004). 
(Kaliannan, Raman, & Dorasamy, 2009; RDC, 2009; Misuraca, 2009)  
 
As mentioned earlier, most of the contributing research within the e-Service field has taken an 
external focus, by looking at how governments provide e-Services to the citizens (Croom & Johnston, 
2003; Waema & Mitullah, 2007). Internal e-Service as a subject is a relatively new research area, and 
has not been widely discussed in the literature (Jin-fu & Duo, 2009). However, it is well recognized 
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that internal e-Services within a public organization need to be efficient and satisfying to the users 
(government employees), and this is because a poorly functioning internal e-Service ultimately can 
have an impact on the organization’s services to external customers (citizens and business 
communities). (Moody, 2001; Wood-Harper, Ibrahim, & Ithnin, 2004; Misuraca, 2009)    
 
There are different approaches to identify problems in an e-Service; user-centered usability test is 
one way of structuring the appearance of an e-Service. This is achieved by asking the right question 
to the users of an e-Service, and letting them be a part of the development/usability test or an 
evaluation of the system (Kiris, 2004; Olmsted-Hawala, 2006; Victorin, 2010). This way, users often 
group terms which is logical to them and a major part of the analysis is done by the user, which can 
be used in structuring the content and navigation of an e-Service. (Olmsted-Hawala, 2006)  
 
According to Scholl (2002) there is not much research done within the field of internal e-Services. 
Scholl’s paper is a comparative study between employees’ perceptions of internal e-Services in a 
private respective public sector. The study shows that perceptions of employees in the private 
respective public sector differ; one of many conclusions are that the internal competency and 
learning is a vital element within the private sector, thus are the perceptions of the internal e-Service 
more positive. Instead of learning, experience is necessary and vital in the government, thus is the 
perceptions about the internal e-Service more scattered within the government. 

A case study of a telecommunication company in the private sector made by Kiris (2004) illustrates 
the opposite to Scholls’s (2002) study. The employees are grouped into two users of a standardized 
internal e-Service; frequent and infrequent users. The frequent users think that the e-Service 
provides with the necessary functionalities as they understand the tasks and functionalities, but they 
dislike the navigation and structure of the e-Service. The infrequent users find it hard to perceive the 
e-Service because of difficulties in understanding the terminologies. All users agree that the e-Service 
lacks in documentation and help sections which are inconsistent. (Scholl, 2002) 

2. Methodology 
Studies related to measuring human attitudes and behavior is complex and can be measured by using 
quantitative methods such as mathematical and statistical approaches. (Matveev, 2002; Stevens, 
2003) 

This paper is a quantitative study which aims to evaluate the respondents’ views of an internal e-
Service by the use of web based questionnaires. A survey is commonly used to measure qualitative 
variables which would help in knowing opinions of the respondents and to know how a group as a 
whole behaves and thinks (Carey, Morgan, & Oxtoby, 1996). The advantage with a survey is that the 
questions can be reached out to several respondents and the results can represent a larger group of 
users. The disadvantage with a qualitative data collecting method for this study, such as interviews, is 
the smaller number of respondents due to the fact that interviews take time to perform, thus a 
qualitative study is ignored (Stevens, 2003). 

A modified version of ISO 9241-11 standard is applied to this study. The entity environment (figure 1) 
as it is explained in the ISO 9241-11 documentation concerning office supplies is not relevant for this 
study and is therefore omitted. The usability aspect of effectiveness (figure 1) concerns the level of 



4 
 

goal attainment which is not of interest for this study, however, the two remaining usability aspects 
are considered; efficiency and satisfaction both from a user-centered perspective. 

The modified framework shown in figure 2, illustrates the context in which the internal e-Service is 
used. The context consists of 24 agencies and departments within the municipality of Örebro 
(Magnusson, 2010). Three entities dependent on each other is together with the framework 
identified within this context; users, tasks and equipment.  

The attribute goal represents the user’s planned result when it comes to using the internal e-Service 
with available equipment. This study focuses on what the outcomes in terms of efficiency and 
satisfaction are after the user has decided a goal and carried it out. 

The usability aspect efficiency represents how much of an effort in time and labor a user has to put in 
order to perform a task. Satisfaction represents to what extent the user feels positive when it comes 
to performing a task with an internal e-Service, in other words what the experience is, when the task 
is performed (ISO, 1998).  

 
Figure 2. The modified ISO 9241-11 standard 

2.1 Data collection 
Open interviews were held in the municipality of Örebro with Lars Thornberg and Björn Magnusson 
at several occasions. Open interviews were also held at Sigma Solutions AB with Joakim Victorin. The 
sessions/meetings were documented using field notes (Oates, 2006). 

The respondents selected for this study were employees from 24 different agencies within the 
municipality of Örebro as they are the users of the internal e-Service. Within these 24 agencies 
11655 e-mail addresses where gathered through a catalogue of an internal e-mail system. The link to 
a web based questionnaire with instructions was sent by e-mail to each and every registered e-mail 
address.  

The primary source for collecting data was done by conducting an online semi-structured 
questionnaire, which consists of multiple choice and open ended questions (Gillham, 2000), using 
http://www.surveymonkey.com. The reason for using readymade templates was the effectiveness of 
gathering the numbers of possible responses and its data in one place (Chutimaskul, Funilkul, & 
Chongsuphajaisiddhi, 2008). Questionnaire’s ease of access for the respondents e.g. no downloads or 
uploads of an electronic questionnaire, was seen as a motivator for participating in the survey. 
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The survey had been designed using Gillham’s (2000) principles. The questionnaire consisted of 15 
questions. To minimize the possibility of questions being misinterpreted, a pilot test was conducted 
with five different employees at the municipality of Örebro who had different areas of expertise 
when it came to the use of the internal e-Service (Ssemugabi & de Villiers, 2007; Gillham, 2000). They 
answered the questions, reviewed the questionnaire and gave feedback regarding layout and the 
formulation of questions as well as more information when it came to an employee’s use of the e-
Service. 

The website surveymonkey.com wants to demonstrate ethical commitments to a respondent’s 
privacy which, according to the privacy statements by surveymonkey.com, means that they handle 
information anonymously, as they ”do not link this automatically-collected data to personally 
identifiable information.” (SurveyMonkey, 2008). As for this study the respondent’s anonymity is 
preserved by not pointing out name, gender and department within an agency (Oates, 2006). 

As mentioned earlier, the web based survey was sent out to all registered e-mail accounts in the 
catalogue of the internal e-mail system at the municipality of Örebro. But due to cost restraints and 
the positive rate of responses, the survey was closed before it was due and the number of collected 
responses for this study was therefore 1626. However recipients of the questionnaire had three days 
to answer the questionnaire without any cost restraints in mind. Due to the small size of the e-
Service and the response rates by each occupational group. The occupational groups contain a 
representative sample; however the total sample group does not. This is because the expected 
number of responses was 1000 individuals and the estimated response rate was 50% the survey 
should be sent to 2000 people. Now the survey was sent to all registered e-mail accounts in the 
internal e-mail system, as it would have been time consuming to check the employees availability for 
answering the questionnaire, therefore it was sent out to 11655 e-mail accounts where the hope was 
to get at least 1000 responses. The responses needed for calling the sample size representative 
according to Custominsight (2010) was 2000 people, however collected responses were  1626 and 
the responses within different occupations are coherent, even if there are  few individuals who have 
own opinions. 

2.2 Data analysis 
The data has been analyzed using a frequency analysis method (Hosking & Wallis, 1993); as there 
were many multiple choice questions the frequency analysis was applied and done separately on 
those questions. The open ended questions were analyzed by categorizing identical terms in the 
collected responses and then grouped accordingly (Carey, Morgan, & Oxtoby, 1996), the frequency 
analysis was also used on the open ended questions, and some of the responses were interpreted 
due to its nature, and then grouped accordingly. The analysis can be found together with the 
discussion in section 4 discussion and analysis. The data was also analyzed using the item response 
theory which can lead to insights in underlying data. This item analysis method is used for 
questionnaires to measure variables,  it is called item response as the questionnaire most of the time 
have different response scales, for instance multiple choice questions, likert scale etc. (Thissen & 
Steinberg, 1988). The reason for having specific occupations and then other, was simply due to the 
fact that these occupations named in the questionnaire was according to Magnusson (2010) the 
larger occupational group seen to the number of employees. 
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3. Result 
The total number of respondents was 1626 which represented 13.95% of the employees at the 
municipality of Örebro. No question was answered by all respondents and the number (n) of 
respondents is mentioned accordingly. 

Figure 3 illustrates the average use of the internal e-Service by employees, 43% of the respondents 
uses the e-Service on an average 1 - 5 times / Month. 

 
Figure 3. The average use of the internal e-Service by the employee 

As shown in figure 4, the majority of the respondents have been introduced to the internal e-Service 
and 14% of the respondents have not been introduced to the e-Service. 

 
Figure 4. The rates of which employees been introduced to the internal e-Service  

Figure 5 illustrates how easy an employee has access to a computer with the internal e-Service on it; 
according to 96% of the respondents they have easy access to a computer with the internal e-Service 
on it. 

 
Figure 5. The rate of easy access to a computer with the internal e-Service  
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Table 1 illustrates the respondents’ perception of how efficient each function in the main menu of 
the e-Service is perceived. N/A means that they either do not have the function or do not remember 
having the function. As the table illustrates, most of the functionalities are perceived efficient (bold 
numbers). 

 

 

Table 2 illustrates how satisfying employees perceived the e-Service to be after using functionality in 
order to perform a task and as this table illustrates the majority of the respondents perceive the 
functionalities to be satisfying (bold numbers). 
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Figure 6 illustrates the respondents’ views when it comes to the e-Service and if it lacks in any 
functionality which is needed in order to perform a task. According to 9% of the respondents the e-
Service does not provide the necessary functionalities, 44% of the respondents do not think that the 
e-Service lacks in any functionalities. 

 
Figure 6. Does the internal e-Service lack in functionalities? 

Table 3 illustrates categories of answers collected in an open ended question. This question is 
answered by those 9% of the respondents who answered that the e-Service was lacking in necessary 
functionalities in order to be able to perform a task (see figure 6).  

 

As figure 7 illustrates, 53% of the respondents agree that the internal e-Service has a logical structure 
and that it is easy to understand and find the functions needed in order to perform a task. Although 
26% disagree saying that the e-Service lacks in the logical structure. 

 
Figure 7. The employees perception of how logically structured the internal e-Service is 
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Table 4 illustrates categories of answers collected from an open ended question. This question was 
answered by those 26% of the respondents who answered that the internal e-Service did not have a 
logical structure (figure 7). The table illustrates that the majority of the respondents wants a better 
labeling of the items in the menu. 

 

Table 5 illustrates general positive opinions that the respondent has about the internal e-Service. The 
majority of the respondents have positive opinions saying that the e-Service works most of the time. 

 

Table 6 illustrates general negative opinions that the respondent has about the internal e-Service.  
The majority of the respondents dislike the user interface. 
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The item none response has a high variance between the questions and below the frequency 
distribution between different occupation that answered the questionnaire is illustrated. 

 

4. Discussion & Analysis 
This quantitative study aims to measure employees perceptions of the internal e-Service Personec P 
in terms of efficiency and satisfaction. The total number of collected responses in the Web-based 
survey used in this study was 1626.  

The internal e-Service Personec P is a Self-service system where employees can report absence, apply 
for holidays etc. This e-Service is not used by the employees on a daily basis, except for those few 
who have an administrative and executive post at the municipality (Magnusson, 2010). The majority 
of the respondents, 43%, use the e-Service on an average of 1 to 5 times a month, another 24% of 
the respondents uses the e-Service 1 to 5 times a quarter.  This means that the graphical user 
interface needs to be simple, logically structured and adaptable not only for the non-accustomed 
user but also for those who are infrequent and novice computer users (Moody, 2001; Wood-Harper, 
Ibrahim, & Ithnin, 2004); this is agreed by 32% of the respondents who wants a simpler and 
adaptable user interface. When the respondents were asked how the e-Service’s structure could be 
improved, 56% wanted a change in the use of terminology, this is because the users categorize the 
terms according to their logic (Kiris, 2004; Olmsted-Hawala, 2006).  

Not all item titles are understandable by the employees and to make the process of using a system 
efficient it should consist of words used on a daily basis, which decreases the risk of confusing the 
users (Kiris, 2004). This categorizing of terms will also help systems responsible to structure the 
logical appearance of the e-Service (Olmsted-Hawala, 2006). 

A better help section is wanted by 13% of the respondents. Although 26% of the respondents have 
not been introduced to the e-Service and 21% have partially been introduced to the e-Service, 16% of 
the respondents would like to be introduced to or educated in the e-Service. A better help section 
together with an introduction to the e-Service would reduce the rate of respondents feeling that the 
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structure is illogical and inefficient (Moody, 2001; Wood-Harper, Ibrahim, & Ithnin, 2004). 
Gothenburg municipality have also implemented Personec P, they provide their employees with 
quick reference guides and an interactive classroom teaching their employees the e-Service and 
explaining the attributes used in this system (Gothenburg municipality, 2010). 

Another aspect that may help the employee in the process of performing a task is to have interactive 
forms that are informative and helpful; even the error messages should be informative (Kiris, 2004), 
which according to 9% of the respondents are needed.  

According to 11% of the respondents, the e-Service lacks in functionalities. Most of those who miss 
functionality feel that the e-Service is not adapted to their occupation. This could be arranged by 
performing an analysis of the context. Either an institutional or occupational analysis of the context 
would show what the requirements of respective occupations are (Chutimaskul, Funilkul, & 
Chongsuphajaisiddhi, 2008; Asgarkhani, 2005; Kiris, 2004), after all what is the use of an e-Service 
which is not fitted for the purpose of use? Having a poor functionality makes room for irresponsible 
activities (Fan, Zhang, & Yue, 2009) for instance, an employee can apply for a 20 years long vacation 
without the e-Service prompting for a possible error made from a user input, however request for 
vacations and other requests in general is either permitted/denied by the employees manager 
(Magnusson, 2010). 

Another issue which was mentioned several times was how often an employee could forget to 
report, for instance the leave of absence due to illness, which needs to be reported due to deduction 
of salary. This is why according to 5% of the employees the e-Service should be accessible from home 
or any other computer at the workplace (ISO, 1998), however according to Magnusson (2010) the 
municipality of Örebro considered the idea of accessing the e-Service from home, but saw the risk of 
security issues emerging and that is why the e-Service only is available on a computer that has access 
to the intra-net. According to 8% of the respondents not all computers in the municipality is 
connected to their intra-net and thus takes time from their ordinary work when they either have to 
wait or search for a computer with access to this e-Service. This could of course also lead to the fact 
that employees forget or ignore to report since the time spent on reporting is not worth it due to 
inefficiency and dissatisfaction with the use of the e-Service and the availability of the e-Service. 

The e-Service does not only generate negative opinions, the majority of the respondents were 
positive regarding the efficiency and satisfaction. Table 1 and table 2 illustrate that the majority of 
the respondents do perceive the e-Service as an efficient and satisfying e-Service, where 27% of the 
respondents say that it works most of the time and covers the basic needs.  32% of the respondents 
feel that the e-Service does cover the basic needs but could be improved; 12% of respondents are 
positive to not having to use paper forms, however 11% of them still are unsatisfied with the fact 
that some reports still has to be made through papers e.g. parental leave and leave in general. 

According to Kaliannan, Raman, & Dorasamy  (2009) and RDC (2009) the aim of implementing an 
internal e-Service is to make the daily processes of a public administrator as efficient and convenient 
as possible, in order to provide quality service to the external customers (Moody, 2001; Wood-
Harper, Ibrahim, & Ithnin, 2004). Örebro municipality has according to the majority of the 
respondents succeeded with this. However, according to Moody (2001) it is important to take the 
minor group’s perceptions into consideration, as the employees with computer skills or those who 
are frequent users still give poor ratings to the navigation and the terminology. The minor groups 
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perceptions provides with the strongest explanations to why an e-Service does not function as it 
should. In this case usability experts could perfom an improvement in the appearance of the e-
Service, which would make the system percieved as efficient and satisfying  (Kiris, 2004). 

In comparison to the findings by Scholl (2002), the results of this study is aligned with the results of 
Kiris (2004). Although this study was made in a public sector the perceptions of the respondents 
were almost identical to the perceptions of the respondents in the private sector. This makes 
Jøsang’s & Pope’s (2005) statement valid, where they describe standardized systems to be cost-
effective but ends up having a poor usability from a user’s perspective. 

For future research it would be interesting to be a part of a development project, especially the 
intitial part, where the requirements analysis is in focus. Even though the majority of the 
respondents percieve the internal e-Service as being efficent and satisfying for the basic needs, there 
are users both frequent and infrequent who percieves the e-Service to be illogical and unstructured, 
since there are terminologies used which do not make sense. This is as mentioned above recognized 
by Jøsang and Pope (2005) where standardized systems such as Personec P with the aim to be cost 
effective ends up delivering a poor usability from a user’s perspective.  

Another interesting aspect for future research would be to perform the exact same study with the 
same methodology on Gothenburg municipality as they provide with quite a lot of help regarding the 
use of Personec P. That study should then be compared to this study to see if the help given by 
Gothenburg municipality to its employees makes the users percieve the e-Service more efficient and 
satisfying than the employees of Örebro municipality, where 12% wanted an improvement in e.g. a 
help section. The results of that study could then be compared to Scholl’s (2002) results, since the 
focus in a public sector now would be on competency and learning.  

There is also a need for further studies within the field of G2E - governments providing services to 
their employees to make their daily tasks as efficient and convinient as possible. As it is apparent that 
internal e-Service as a subject is a relatively new research area and has not been widely discussed in 
the literature (Jin-fu & Duo, 2009). 

Coming to the item responses there were a variance in the answers, not every person answered 
every question, from the analysis it was evident that employees answered the question most 
connected to them. Among the occupations it is also evident that a certain occupation, for instance 
those who have night duty, have complained on the accessibility of the system, while frequent user’s 
which mostly were found among administrators and executives had minor issues with the e-Service. 
Another occupational group that had similar issues with the e-Service was teachers who felt that the 
e-Service not at all was fitted for their purpose.  

According to Magnusson (2010) one known factor for why an employee did not answer the 
questionnaire is because the employee can have another e-mail instead of the one provided by the 
municipality. As the questionnaire was sent out through the internal e-Service, several auto 
generated e-mails was received instantly saying that the employee was on a leave of absence or 
vacation. Other factors are that even though the municipality has an e-mail for every employee the 
employees might not use it due to either infrequent user of technology or the fact that it does not fill 
a function in an employee’s daily tasks (Magnusson, 2010).  
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5. Conclusion 

The main research question:  
What are the views of employees at Örebro municipality in terms of efficiency and satisfaction in 
the usage of Personec P Self-service? 
The majority of the employees perceive the internal e-Service as an efficient and satisfying e-Service, 
which is enough to cover the basic needs.  

The derived questions: 
What are the employees’ perception on the output and time spent on the e-Service to finish a 
certain task? 
In general the majority perceives the e-Service as efficient rather than having to report through 
paper based forms.  

Is technical equipment easy accessible in order to use the e-Service? 
According to 96% of the employees they have easy access to equipment in order to use the e-Service 
efficient. A minor occupational group does have issues with the accessibility where a “read-only” 
setting is applied to the e-Service. 

Is the e-Service efficient in terms of providing the necessary functionalities? 
The majority of the employees feel that the e-Service lacks in some functionality, for instance not all 
paper based forms are implemented in the e-Service, and some requests/registrations still have to be 
reported through papers. Some occupational groups still feel that the e-Service is not entirely 
adjusted for their occupation, from this aspect the majority do not feel that the system is efficient in 
terms of providing the necessary functionalities for all occupational groups. 

Do the employees have positive experiences after using the internal e-Service? 
The majority of the employees are satisfied with the e-Service and do have positive experiences, but 
56% of the employees do agree that a simpler and a more friendly user interface should be 
implemented. 

Does the e-Service satisfy the employees’ needs by providing the necessary functionalities? 
The majority of the employees are satisfied after using the e-Service as it covers the basic needs. 

Summarized conclusion 
The majority of the employees perceive the internal e-Service to be efficient and satisfying. They also 
agree together with the minor group, who is contradictory to the efficiency and the grade of 
satisfaction, that the user interface should be improved. The e-Service is hard to navigate on and it is 
also hard to adapt due to: illogical structure of the system, infrequent use and less computer skills 
possessed by the employee. To solve these problems the employees should get an introduction, a 
better available help section and the e-Service should go through a usability test performed by 
usability experts or developers who can improve the problems identified in this study. 

  



14 
 

6. Reference list 
Asgarkhani, M. (2005). The Reality of e-Service in the Public Sector: A Local Government Perspective. IEEE 
Conferences (pp. 612 - 617). New Zeeland: IEEE Xplore. 

Carey, J., Morgan, M., & Oxtoby, M. (1996). Intercoder Agreement in Analysis of Responses to Open-Ended 
Interview Questions: Examples from Tuberculosis Research. Cultural Anthropology Methods , Volume 8, Issue 3. 

Carter, L., & Belanger, F. (2004). Citizen Adoption of Electronic Government Initiatives. 37th Hawaii 
International Conference on System Sciences (pp. 1-10). Virginia: Virginia Polytechnic Institute & State 
University. 

Chutimaskul, W., Funilkul, S., & Chongsuphajaisiddhi, V. (2008). The Quality Framework for e-Government 
Development. Bangkok: ICEGOV. 

Custominsight. (2010). Random Sample Calculator. Retrieved May 21, 2010, from Survey Tips: 
http://www.custominsight.com/articles/random-sample-calculator.asp 

EU. (2004). ICT for Government and Public Services. Retrieved 02 08, 2010, from Europe's Information Society: 
http://ec.europa.eu/information_society/activities/egovernment/index_en.htm 

Fan, Y., Zhang, Z., & Yue, Q. (2009). E-government, Transparency and Anti-corruption. International Conference 
on Management of e-Commerce and e-Government, (pp. 101-104). 

Gillham, B. (2000). Developing a Questionnaire. London: Continuum. 

Gothenburg municipality. (2010). Staff entrance. Retrieved April 15, 2010, from Gothenburg City: 
http://www.personalingangen.goteborg.se/net/Startsida/Medarbetare 

Hosking, J., & Wallis, J. (1993). Some Statistics Useful in Regional Frequency Analysis. New York: IBM Research 
Division. 

ISO. (1998). Ergonomic Requirements for office work with VDTs - part 11. Switzerland: International 
Organization for Standardization. 

Jin-fu, W., & Duo, H. (2009). Customer-Centered e-Government Service Quality Evaluation:Framework and Case 
Study. Xi'an: IEEE Xplore. 

Jøsang, A., & Pope, S. (2005). User Centric Identity Management. AusCERT Conference (pp. 1-13). Queensland: 
The University of Queensland. 

Kaliannan, M., Raman, M., & Dorasamy, M. (2009). E-Procurement Adoption in the Malaysian Public Sector: 
Organizational Perspectives. IEEE , 189-194. 

Kiris, E. (2004). User-Centered eService Design and Redesign. New Jersey: AT&T Labs. 

Magnusson, B. (2006). Krav, åtagande och ansvar PS Självservice. Örebro: Stadskansliet. 

Magnusson, B. (2010, February 03). Output Analyst. (V. Kara, Interviewer) 

Matveev, A. V. (2002). Theory of Communication and applied Communication. Russian communication 
association. 

Microsoft. (2010). Usability in software design. Retrieved April 15, 2010, from MSDN: 
http://msdn.microsoft.com/en-us/library/ms997577.aspx#uidesign_topic2 



15 
 

Misuraca, G. (2009). Futuring e-Government: Governance and Policy implications for designing an ICT-enabled 
Knowledge Society. Bogota: ICEGOV. 

Moody, J. (2001). Exploring The Inputs of IS Service. Charleston: ACM SIGCPR. 

Oates, B. J. (2006). Research Information Systems and Computing. London: SAGE publication Ltd. 

Olmsted-Hawala, E. (2006). Card Sorting, Information Architecture And Usability: Adding in Our Users' 
Perspective to Re-Design the Census Bureau Web Site. IEEE Xplore. 

Pascual, P. J. (2003). e-Government. Kuala Lumpur: e-Asean Task Force & UNDP-APDIP. 

RDC. (2009, April 20). Government Internal E-Services. Retrieved April 8, 2010, from The Facilitator for Good 
Governance: http://www.rdec.gov.tw/ct.asp?xItem=4173705&ctNode=14575&mp=110 

Scholl, J. H. (2002). Current Practices in E-Government-induced Busines Process Change (BPC). Washington: 
University of Washington. 

Ssemugabi, S., & de Villiers, R. (2007). A Comparative Study of Two Usability Evaluation Methods - Using a Web-
Based E-Learning Application. Sunshine Coast: SAICSIT. 

Stevens, M. M. (2003). Interactive Textbook - On clinical symptom research. Retrieved December 9, 2009, from 
Chapter 7: Selected Qualitative Methods: http://symptomresearch.nih.gov/chapter_7/cmsaubio.htm 

SurveyMonkey. (2008, Februari 2). Privacy Policy. Retrieved March 24, 2010, from SurveyMonkey: 
http://www.surveymonkey.com/Monkey_Privacy.aspx 

Thissen, D., & Steinberg, L. (1988). Data Analysis using item response theory. Psychological Bulletin Vol 104(3) , 
385-395. 

Thornberg, L. (2009, December 04). Head of IT Strategic. (V. Kara, Interviewer) 

Waema, T., & Mitullah, W. (2007). E-Governance and governance: a case study of assessment of the effects of 
integrated financial management system on good governance in two municipal councils in Kenya. 1st 
International Conference on Theory and practice of electronic governance (pp. 263-268). Macao: ACM. 

Victorin, J. (2010, Februari 25). Team Leader & Project Manager. (V. Kara, Interviewer) 

WinLAS. (2009, June 7). WinLAS-användare. Retrieved April 15, 2010, from WinLAS: 
http://www.winlas.se/Users.shtml 

Wood-Harper, T., Ibrahim, O., & Ithnin, N. (2004). An Interconnected Success Factor Approach for Service 
Functional in Malaysian Electronic Government. Manchester: ICEGOV. 

 



16 
 

7. Appendix A – Questionnaire 
1. What occupational group do you belong to? 

[ ] Administrator              [ ] Occupational therapist               [ ] Child minder           
[ ] Executive                      [ ] Leisure staff                                  [ ] Recreation instructor 
[ ] Teacher                         [ ] Meal Staff                                     [ ] Engineer/Technician           
[ ] Nurse                             [ ] Welfare officer                            [ ] Librarian 
[ ] Assistant Nurse            [ ] Other 
 

2. In general how often have you used Personec Self-service the 4 past months? 
[ ] 1 to 5 time/Week 
[ ] 1 to 5 time/Month 
[ ] 1 to 5 time/Quarter 
[ ] I have not used Personec Self-service the 4 past months 

3. Have you been introduced to Personec Self-service’s different parts? 
[ ] No 
[ ] Yes  
[ ] Yes, partially 

4. Do you have easy access to a computer with Personec Self-service? 
[ ] No 
[ ] Yes 

5. The e-Service’s main menu consists of following functionalities. Please mark how often you 
use the following functionalities to perform a specific task. 
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6. The e-Service’s main menu consists of following functionalities. Please mark how efficient 
you perceive the functionalities. For instance reporting leave of absence is inefficient if it is 
perceived that the content is hard to understand and thus takes longer time to perform a 
certain task. (N/A means that you do not have the function or do not remember having the 
function). 

 

7. The e-Service’s main menu consists of following functionalities. Please mark the grade of 
satisfaction the system gives, after a certain task is performed. For instance if the 
appearance of the e-Service is perceived as hard to understand the e-Service is not 
satisfying. (N/A means that you do not have the function or do not remember having the 
function). 

 
 
8. Does the system lack in any functionality? (If No or Do Not Know skip the 9th question) 

[ ] No 
[ ] Do Not Know 
[ ] Yes 

9. What type of functionality do you miss and to what purpose do you want it? 
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10. Would you say that Personec Self-service’s structure is logically built and that it is easy to 
understand and find the function required to perform a task? (If Yes or Do Not know skip 
the 11th question) 
[ ] No 
[ ] Do Not Know 
[ ] Yes 

11. In what way would you say that the structure could be improved? 
 
 
 
 
 

12. Would you say that the e-Service provides with relevant information, guidance and error 
messages? 
[ ] No 
[ ] Do Not Know 
[ ] Never received an message 
[ ] Yes 

13. Would you say that the e-Service would be more efficient with interactive menus and 
automated functionalities? (See input of date example) 

[ ] No 

[ ] No, changes to the e-Service will make it 
harder to  understand 

[ ] No, those kind of functions do not make 
the e-  Service more efficient 

[ ] Do Not Know 

[ ] Yes 

 
 

14. In general what positive opinions do you have in the usage of Personec Self-service? 
 
 
 
 
 

15. In general what negative opinions do you have in the usage of Personec Self-service? 
 
 
 
 
 

 

 


