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ABSTRACT 

 

Citizen Help Request (CHR) is an eGoverment project initiated by Bangladesh Police to 

provide electronic police service to the citizen on the way of establishing digital government. 

This paper evaluates the effectiveness of CHR project at the citizen level by using DeLon & 

McLean IS Success Model (2003). A qualitative interpretive case study approach has been 

adopted to conduct this study by interviewing Bangladesh police officials and citizens of 

Bangladesh. The analysis shows that CHR initiative is effective by providing time and cost 

saving convenient online police service to the citizen through portable, flexible and 

compatible system. However, the system has limit to provide a complete automated, 

protected and reliable electronic service to the citizen.   
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INTRODUCTION 

Electronic police (e-Police) service has been introduced in many countries around the world 

to benefit the citizens. For example, applying for police clearance certificate application 

through online, making police report through online provides a convenience life to the 

citizens. On the organizational perspective, electronic criminal record helps the police officer 

to make a decision within a minute based on well-grounded fact and knowledge. Utilization 

of Information and Communication Technology (ICT) has become an essential division of 

police operational work to provide effective service to the citizen (Borglund, 2005).       

Bangladesh is a highly density populated country where corruption and various types of 

criminal activities grab the whole society like a plague. Crime can be organized or 

opportunistic conducted by groups or individuals. Crime is commonly encompasses fraud, 

theft, robbery, hijacking, illegal drug business, rape, assault, murder, politically motivated 

assassinations etc. In the context of Bangladesh, peoples are suffering by crime more than 

diseases (Travel State Gov, 2011). 

Bangladesh Police is the main law enforcement public organization in Bangladesh which is 

administrated by the Home Affairs Ministry of Bangladesh Government. It plays a crucial 

role in order to maintaining peace by the enforcement of law and order within the country. It 

has seven police range in seven administrative divisions across the country. Dhaka 

Metropolitan Police (DMP) is performing its operation in the capital of Bangladesh, Dhaka 

which has 41 Police Station in different place of Dhaka city (Wikipedia, 2012). 

The law enforcement process by Dhaka Metropolitan Police (DMP) is going difficult day by 

day to provide an effective and convenient police service to the citizen for increasingly 

growing population of Dhaka city. Bangladesh Government officials realized that 

Information and Communication Technology (ICT) has the potentiality towards an effective 

development in law enforcement process of public organization. Therefore, Government ICT 

policy 2009 invokes the establishment of electronic service in its public sector by introducing 

ICT – based projects to reduce citizen harassment, provide time and cost effective electronic 

service to the citizen and ensure transparency and accountability of public service delivery 

(Billah & Raihan, 2009).  

On the way of ICT development, the most demanded service oriented public organization 

‘Bangladesh Police’ initiate an ICT-based project named “Citizen Help Request (CHR)” in 



the year 2010 to provide effective police service to the citizen of Bangladesh. The vision of 

the CHR project is to provide electronic service to the citizen to make General Dairy (GD) 

through their website http://chr.police.gov.bd. The project has been taken initially as a pilot 

project in all police stations at Dhaka city and expected to be implemented to other police 

station across the country despite of any technical difficulties and while obtain more 

acceptance from citizens (CHR, 2012).  

 

Figure 1: Screen-shot of CHR website.  

Through the website citizens are able to make six types of non emergency police help 

request.  

1. Information on Eve Teasing: The word ‘Eve Teasing’ is euphemism used in South Asian 

country for public sexual harassment of women by the men (Puri, 1999).  Through the 

CHR website victims have the opportunity to make complain to ‘Children and Women 

Victim Cell’ of Bangladesh police. 

2. Information on Snatching: It is an act of criminal activity to forcefully robbery from a 

pedestrian or passenger of a vehicle. Respective police zone receiving complain of 

snatching in Dhaka city.  

3. Information about loss/theft of certificate, ID and documents: The citizens who have lost 

their certificate, identity card or valuable documents from home, office or during travel 

into Dhaka city have the opportunity to inform respective police station through CHR 

website. 

http://chr.police.gov.bd/


4. Information about new or old tenants: Citizens of Dhaka city are able to provide the 

information of their old or newly recruited tenants to the respective police station 

through CHR website for any future necessity. 

5. New and old recruited maid, care taker, security guard’s information: To get the 

investigation benefit of burglary at apartment, the households of Dhaka city are able to 

provide their old or newly recruited maid, care taker, security guard’s information to the 

respective police station. 

6. Foreign citizen’s problem or complain: Foreigner who are facing difficulties at their 

staying in Bangladesh have the opportunity to make complain or inform their problems 

to the Expertise Help Cell of Bangladesh police.  

 

Citizens who are willing to get electronic service from Bangladesh Police within the six 

criteria are required to visit CHR website (Figure1) and choose their respective criteria 

of information or complain link. While the citizens submit their information or complain, 

provided information has stored in the SQL database server located at the Police 

Headquarter (Figure2). As well as an auto electronic acknowledgement receipt has been 

send to the citizen through website.   

 

 

 

 

 

 

                                                                              

 

 

 

 

 

 

Figur2: CHR Operation flow Diagram 
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The respective police stations at Dhaka city has their authorized username and password to 

login into the CHR system. Citizens information and complains are shown into the respective 

police station account. The information has been print out by the computer operator of the 

police station and hand out to the on duty police officer to make a manual General Diary 

(GD) on it. Each information or complain contains a manually assigned regular GD number 

which has provided to the respective citizen through their provided email address and 

telephone calls. The police also ask them to collect their GD copy after approximately 10 

days from the police station for their any further necessary reference. 

This study is aiming to perceive the effectiveness of CHR in terms of system quality, 

provided information quality and service quality. As well as perceive usefulness, benefits and 

user satisfaction of the CHR project. These terms of perceive CHR effectiveness has 

discussed elaborately later on in the research framework section.   

Effectiveness is a term relating to the outcome of a process towards its original goals. There 

are many things which can be evaluated against effectiveness such as time, resource, 

material, cost, convenience. For example, the intervention of time, resource or cost is 

effective if the outcomes attained the goals (Meharg, 2009). Marshall & Novick (1995) 

define that effectiveness is the time-to-completion of a task and task outcome in the task 

based interaction.   

Effectiveness evaluation of CHR project has not done yet to perceive the effectiveness of the 

project outcome where as Heeks (2003) argued that a long history of most eGoverment 

project failure to provide effective e-service to the citizen. Therefore, the motivation behind 

this study has addressed to the evaluation of CHR eGoverment project to perceive and 

understand the effectiveness of CHR in order to provide effective online service to the 

citizens where it expected to be implemented all over the country by providing effective e-

service to the citizens.  

The research focus has been drawn to the citizen level to perceive usefulness, benefit and 

satisfaction of CHR into the citizen through the effective CHR system, information and 

service quality. For example, CHR will be effective to the citizen while citizens are attaining 

to the time and cost saving convenient electronic police service to make a General Diary 

(GD). The research question of this study has addressed as “Does CHR effective at the citizen 

level?”  



The paper has organized as follows. Literature review presents the relevance of the paper 

within the problem area and relating it to existence research, conceptual framework has 

described through literature, methodology explains the adopted research approach and data 

collection, data analyzing technique. Results and Discussion section presents the research 

findings and analysis in line with research aim and conceptual framework to answer the 

research question. And finally conclusion section wraps up the research aim along with the 

major findings.   

LITERATURE REVIEW 

Over the past 20 years significant research attention has been devoting to service quality. In 

the contemporary research world the focus has been pointing to the delivery of service via 

electronic channel to improve service quality (Valarie, 2002). Electronic service (e-service) is 

any benefits available through internet to create new efficiencies. The first trend of e-service 

evolution is mostly noticeable at web services (Piccinelli & Stammers, 2002).  

The concept of public electronic service first came in late 1980 in Europe where a few 

European countries introduced “Electronic Village” to link remote villages with the central 

government, however public e-service formally introduced by the US government in the year 

1993 (Alsem, 2009). After two decades the term ‘E-Government” has now become one of the 

most recognized research domain in the context of public sector modernization (Wimmer, 

2008). E-service is considering the key branch of eGoverment where e-service becomes the 

most prominent research area of the researchers in the contemporary research domain 

(Lofstedt, 2005).  

The problem area addressing in this study is the evaluation of public e-service where the 

citizens are not able to take the benefits of public e-service development. Increasing debate 

has been continuing from past two decades about Information and Communication 

Technology (ICT) has the potentiality to lift developing nations. As a consequence an 

enormous sum of money has invested into the ICT sectors in many African nations. But few 

studies have been conducted to effectiveness evaluation of these investments where these 

nations are not yet able to take the advantages of their investments of limited national 

development funds (Bollou & Ngwenyama, 2008). Therefore, the evaluation of public e-

service is important towards the effective service delivery process to the citizen since the 



government invested a huge amount of money in order to improve government service to the 

citizen (Alshawi & Alalwany, 2009).  

Within this problem area significant research has been devoting towards the evaluation of 

public e-service since past few years in order to achieve the advantages of ICT investments at 

citizen perspective. Madon’s (2004) research on e-Goverment development in India 

contributes to the evaluation of public e-service and importance of citizen interaction to 

improve government e-service to the citizen. Alshawi & Alalwany’s (2009) research on 

public e-service evaluation at citizen perspective in developing counties helps the 

government to enhance their understanding on the factors that influence citizen’s utilization 

of e-government system. Ray & Rao’s (2004) research on ‘Evaluating government services: a 

customer perspective of e-Government’ proposed an evaluation model to assess e-

Government service quality in terms of benefit and satisfaction dimension from citizen’s 

perspective. Kunstelj & Vintar (2004) conduct their research on evaluating the progress of 

pubic e-service development based on citizen’s needs and problems. Zhao (2010) conduct a 

research on the evaluation of public e-service quality and usage in the citizen perspective in 

China to improve citizen-centric public e-service delivery. Wang et al. (2005), contribute on 

the research to the evaluation of web-based public e-services development to understand 

citizen requirements in order to enhance the effectiveness of the service.  

Along with the existing research on public e-service evaluation at the citizen perspective, this 

study aim to evaluate the effectiveness of CHR e-Government project at the citizen level to 

contribute towards the improvement of public e-service development at citizen perspective 

where the project has expected to expand its volume to other cities of Bangladesh by 

providing effective electronic service to the citizen.  

RESEARCH FRAMEWORK  

Success or effectiveness evaluation of Information System (IS) is a critical understanding of 

value and efficiency of actions by IS management and as well as IS investment. D&M IS 

Success Model (Figure3) developed by DeLone and McLean is one of the useful models for 

evaluation of Information System effectiveness (DeLon & McLean, 2003). This model has 

refereed to about 300 articles and made use of this model in IS evaluation where DeLon & 

McLone (2003) found this wide spectrum popularity of this model is considering a strong 

evidence of the necessity of a comprehensive framework in order to perceive effectiveness of 



Information System.  Petter et al. (2008) summarized D&M IS success model usefulness to 

understand key success dimensions of an effective IS and their interrelationship after a 

literature review of 180 article and 90 empirical studies. Therefore, the motivation behind the 

utilization of D&M IS success model in this study is to perceive and understand the 

effectiveness of CHR regarding the complex dependent variable in IS research. For example, 

in the study this model has utilized to perceive the effectiveness of CHR system, service and 

provided information quality to the system use, benefits and user satisfaction. DeLon & 

McLean (2002) argued that this model has become a standard to perceive and understand 

dependent variables in the evaluation of information system.  

In the year 1992, DeLone and McLean proposed a framework for conceptualizing and 

operationalizing IS success. An extension and updated model has been proposed with the 

integration of “Service Quality” later on. This study adopted 6 dimensions (Figure3) of the 

extended version of D&M IS success model to perceive effectiveness of CHR project at the 

citizen level (DeLon & McLean, 2003). 

 

 
 
 
 
 
 
 
 
 
 

 

 

 

 

Figure3: DeLon & McLean IS Success Model (2003) 
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System Use: System Use is defining in terms of Nature of Use, Number of Site Visits, and 

Number of Transaction Executed. 

User Satisfaction: User Satisfaction on the system is concerning in respect to repetition of 

user visit and transaction as well as the surveys of system users.  

Net Benefit: Net benefit is defining by time and cost savings; expand service area with 

achieving more response.  

METHODOLOGY 

A qualitative interpretive case study approach has adopted to conduct this research. Walsham 

(1995) define interpretive case study is a human interpretation concerning computer-based 

Information Systems (IS) which can make a valuable contribution to both IS theory and 

practice. A holistic, in-depth investigation requires interpretive case study to explore and 

understand a specific context through a closely observation (Zainal, 2007). The objective of a 

qualitative study is to gain deeper understanding of the experience of individuals or a group 

of population in a particular case (Hunt, 2001). Behind the motivation of qualitative research, 

Mack et al. (2005) argued that a qualitative research has the ability to generate a complex 

textual description in a particular research issue.  As well as Myers (1997) argued the 

researcher have the capacity to understand social and cultural context through qualitative 

research method.  

Interviewing technique has utilized to collect data on the evaluation of Citizen Help Request. 

Interview in qualitative study is important because interview is a particular type of 

conversation between two people or a group of population aiming to obtain detail information 

in a particular issue (Oates, 2006). Moreover, interview is the way of knowledge production 

through human interaction and interchange of views between two or more people on their 

mutual interest in a social context (Kvale 1996). Kajornboon (2005) argues interview 

involves the people of a society to talk and discuss about their own perception and 

interpretation in a given situation.  

 Face-to-Face and telephone interviewing technique selected in data collection of this study. 

It is more effective than other interviewing techniques (e.g. internet, email interview) for 

considering synchronous communication in time and place where interviewer has the 

opportunity to retrieved additional information behind interviewee’s voice, intonation and 

body language (Opdenakker, 2006). Face-to-Face and telephone interview technique has been 



considering the best form of data collection to reduce non-response and maximize the quality 

of data (Dialsingh, 2008). 

Interviewee selection is an important phase of qualitative research. To achieve effective 

information on CHR project in line with the conceptual framework, a face-to-face interview 

has conducted with police officials who are directly involved with the CHR project by 

participating different key roles. Senior Systems Analyst of Bangladesh Police Headquarter, 

System Analyst of Dhaka Metropolitan Police, on duty Sub Inspector and Computer Operator 

of Uttara Police Station has selected as interviewee of the police officials. Furthermore, a 

telephone interview has also conducted with 10 citizens. The citizen has selected from the 

General Diary (GD) registry book of Uttara Police Station who has utilized CHR system 

during first week of April 2012. Police do not categorize citizens in the GD registry book 

within any criteria (e.g. satisfied and unsatisfied citizen) rather keep the records of citizen 

who have utilized the electronic GD system along with GD number. Research objective has 

introduced to the police station to collect citizen’s information from registry book as well as 

interviewee before interviewing them.  

Semi-structure interview has utilized to obtain research materials. Semi-structure interview 

provides the opportunity to change question order and further extension of question to 

achieve relevant information towards the research objective on the flow of ongoing 

conversation (Oates, 2006). Reliable and compatible data has been accomplished through 

semi-structure interview which allow freedom to the interviewee to express their views in a 

specific context (Cohen & Crabtree, 2006). In order to perceive CHR effectiveness at the 

citizen level, questionnaire (Appendix-I) has constructed on 6 dimensions (CHR System, 

Information and Service quality, System use, User satisfaction and Benefit) of research 

framework describe in figure4. A questionnaire is a pre-defined set of question to ask 

respondents for interpreting the information regarding research objective. Questionnaire 

provides efficient data collection where quality of information depends on the quality of 

questionnaire construction (Oates, 2006).  

Filed notes have utilized to capture interview data. During the interview session taking notes 

is important for the interviewer to capture data as well as to ensure all the question has been 

answering by the interviewee (Opdenakker, 2006). Field note provides the opportunity to the 

researcher to reflect and analyze interviewee’s statement later on in a particular discussion 

after interview session (Vandeyar, 2010). It is more robust and reliable data capturing 



technique than tape recording which might device malfunctioning (Mack et al., 2005). After 

completion of interview session, data from field notes has transcribed into MS Word file to 

analyze and retrieve relevant information regarding research objective by categorizing data 

into three themes.  

1. Irrelevant data segment to overall research purpose. 

2. Data segments with descriptive information to present research context to the readers. 

3. Relevant data segments along with research question. 

Major attention has given to the third segment after categorization. As well as parent category 

(Figure4) has broken down into small sub-categories regarding perceive different aspect of 

CHR effectiveness. 

 

 

 

 

 

 

 

 

 

Figure4: Categories D&M IS success evaluation model (2003) 

The quality of CHR system, information and service has analyzed through the retrieved 

statements from police officials and citizens. As well as system use, benefit and satisfaction 

of the system users has analyzed by the statements from interview to perceive and understand 

CHR effectiveness. For example, system quality of CHR has analyzed in terms of system 

adaptability, availability, reliability, functionality, portability, flexibility etc. 
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RESULTS AND DISCUSSION 

The following discussion presents the analysis of this case study utilizing DeLon & McLean 

IS Success Model (2003) to perceive CHR effectiveness at citizen level.  

System Quality: 

Online CHR system is expecting to break time, distance and structural barrier through 

providing portable, flexible, adaptable and available e-Service in highly inhabited Dhaka city. 

The system is usually available in 24 hours around the clock unless system down time to 

recover hacking incident. The system has added service portability benefit for the citizen 

where the citizens have the opportunity to access the system from anywhere in the world 

through the internet connected compute or web browsing enabled mobile phone.  

While a help request has made by the citizen, the system immediately acknowledges via 

website to the applicant that their request has been received. However, the system is not 

completely electronic since the citizens have to physically visit to respective police station to 

collect their GD copy for further reference. One of the user replies:  

     Of course CHR project is a great initiative by the current government on the way of  

     establishing digital government but the system is not fully automated to provide complete  

     electronic service (Anonymous User, 2012).    

CHR system has not integrated yet with other systems of the government to provide one stop 

government service to the citizen. Moreover, couple of hacking incidents during the month of 

April 2012 has threatening the system protection. The web server and database server has no 

firewall mechanism for the protection of hacking attempts. According to Senior Systems 

Analyst:  

     I’ve observed several hacking attempts where few of them were successful to hack the  

     system because of inadequate system protection. The hacking is mainly took place on  

     website content change and information parameter modification.CHR development  

     team has immediately recovered the web portal after the hacking incident (Senior Systems  

     Analyst, 2012). 

To reduce the risk of system hacking, CHR database server has moved into the local LAN of 

Police Headquarter which is not very effective to protect unauthorized hackers. To eliminate 



this hacking incident the project is looking forward a government financial assistance to 

develop a firewall protected DMZ server zone.  

Information Quality: 

The citizens require to providing their name, addressing and telephoning number to make a 

non emergency help request to the respective police station (Appendix - II) where the system 

has no such technology integrated to identify the citizen who has requested for a service. 

Therefore, there is a high risk of information vulnerability. According to the on duty Sub 

Inspector, Uttara Police Station: 

      We’ve received many online police service request which has been requested by a    

     person with fake address, mobile number and email address since we do not have any  

     technology integrated to the system to identify the citizens (on duty Sub Inspector, Uttara  

     Police  Station, 2012). 

Information transaction between citizen and police are not completely electronic process. 

After receiving citizen’s information or complain at the police station via website, the process 

is going into manual procedure. System Analyst says:   

     CHR is a fail project because of the absence of citizen’s digital signature integration on    

     the website whether police investigation initiative requires citizen’s signature. Moreover,  

     in Bangladesh there is no law existed for digital signature, therefore it is obviously  

     required to include regulation of digital signature to make CHR project complete and  

     successful (System Analyst, 2012).  

The citizens who have made a complain about eve teasing, snatching, robbery or theft to the 

respective police station and asking for a police investigation, required to physically visit the 

police station for providing their signature. There is no option for digital signature via 

website where police investigation initiative requires the signature of the citizen. On the other 

hand, the citizens who have provided the information of their newly recruited tenants, maid, 

care taker, security guard or a lost identity card to the police database, does not required to 

visit police station for their signature since they are not asking for a police investigation. An 

employee of a private organization at Dhaka city has lost his identity card during a bus 

traveling in the city and made a General Diary to the Uttara Police Station: 



I’ve lost my identity card during journey by bus from Mohakahali to Uttara. I’ve only 

required providing this information to the police station to issue a new identity card from 

my company by showing the police receipt. I did not have to physically visit to the police 

station for my signature (Anonymous User, 2012).  

The required information asked by the CHR system to make a request or complain through 

online is consistent and relevant to the police working procedure. However, there is a high 

risk of information security since the servers are not protected by any firewall yet. Moreover, 

the information travels between the police and the citizen is in plaintext format where the 

qualified hacker can easily retrieve the information.  

Service Quality: 

Tangibility of CHR system is enclosed by its advanced hardware and software technology. 

CHR system provides up-to-date hardware and software compatibility together with mobile 

technology. However, the system is not very efficient to the resistant of unauthorized harmful 

intruder which affects the reliability of the system.  

Once the respective police station at Dhaka city receives any information or complain from 

the citizen via online they promptly executed the request accordingly. On duty Sub Inspector 

of Uttara Police Station replies: 

     We provide our responsive service to the citizen as we respond the request within a short  

     period of time (on duty Sub Inspector, Uttara Police Station, 2012).  

Eligible skilled and knowledgeable IS employee of the project provides the assurance of the 

service quality though the system has failed to enables protected and complete e-service due 

to regulation policy limitation of digital signature and inadequate firewall mechanism. Senior 

Systems Analyst replies: 

      We have sufficient skilled ICT employee in the project development and maintenance  

     department but the problem is in ICT policy of the government and limited resource in the  

     project (Senior Systems Analyst, 2012). 

The empathy for electronic police service is often ambiguous in the incomplete CHR project 

where the users are interested to the digital diversion of the government services.  

 



System Use, User Satisfaction and Net Benefit: 

CHR electronic service provides time and cost effective service to the citizens. The utilization 

of CHR system has made the citizen life more easy and convenient as the citizens are able to 

make online GD anytime by sitting at their home or office through the CHR website. One of 

the citizen replies:  

    Online GD system is very convenient because we do not have to visit police station to  

     make a GD which saves our time and money (Anonymous Citizen, 2012). 

The CHR project has very recently introduced to the citizen level where the number of 

website visitor is low due to limited range of community advertisement has been performed 

to attract more citizens to the system use. According to a citizen who has utilized the system:     

      Many of us have not noticed with the opportunity of Online GD. I’ve come to know  

     about the CHR system from the community advertisement and I’ve visited and utilized the  

     system once to make an online GD (Anonymous Citizen, 2012).  

As the consequence of limited advertisement the number of online citizen’s help request is 

not satisfactory as expected during the project initiative. On duty Sub Inspector of Uttara 

Police Station mentions:  

      In an average daily we usually receives 3 to 4 online help request from the citizens  

     where we expected more request. (On duty Sub Inspector, Uttara Police Station, 2012).  

The citizens who have utilized CHR website to make online GD are willing to take the 

opportunity again while required to make a GD in future. Bangladesh police is expecting to 

enhance the CHR operation to other police station besides Dhaka city by obtaining more 

acceptances from the citizens. However, the police did not go for any survey on the 

acceptance of CHR at the citizen level.  

Above discussion implies that CHR project has the ability to provide effective e-service to 

the citizen though it has some limitation. According to the research framework ‘System 

Quality’, ‘Information Quality’ and ‘Service Quality’ of CHR project has clearly influenced 

to ‘System Use’ and ‘User Satisfaction’ towards ‘Net Benefit’ by providing time and cost 

saving, portable convenient e-service where the users are willing to utilize the system again. 

The project is expecting to expand their operation to other cities beside Dhaka city by 

eliminating the service limitation and obtaining more response from the citizen.   



CONCLUSION 

 

On the way of establishing digital government, Bangladesh Police initiated an eGoverment 

project called ‘Citizen Help Request (CHR)’ to provide electronic police service to the 

citizen. The aim of this study is to perceive the effectiveness of CHR at the citizen level by 

utilizing qualitative interpretive case study approach. This study contributes to the evaluation 

of public e-service development to provide effective e-service at the citizen perspective and 

helps the government to improve their electronic service delivery to the citizens by 

eliminating the service limitations. Based on the discussion and analysis in results section 

regarding conceptual framework we can conclude that the CHR initiative is effective on the 

citizen of Bangladesh besides existence of some limitations.  

CHR operation provides time and cost saving convenient online service to the citizen by 

means of portable, flexible and compatible system. However, the system is limit to provide 

complete automated service to the citizen where citizen identification mechanism has not 

integrated to the system to identify the citizen. The reliability of CHR online service has 

affected by its inadequate firewall protection and insecure online information transaction. 

Though the citizens of Bangladesh are very enthusiastic on the digital diversion, CHR is not 

receiving expected response from the citizen because of limited range of advertisement.  

Limitation of this study addressing that the data analysis and observation is a qualitative 

process which does not carries an absolute interpretation. Furthermore, some of the IS 

employee of the project were very optimistic on the CHR operation though it has limit to 

provide a complete electronic service. On the other hand, one IS employee considering it is 

completely a fail project however the project able to provide some effective service to the 

citizen. The interview has conducted with the citizen selected from the GD registry book of 

police station who has utilized CHR system; there might be a possibility of biasness of 

interviewee selection. As well as citizen interview were rigid sometimes to their availability 

over telephone. This study suggest to the future research to conduct large volume of 

observation along with quantitative and action research to find more accurate interpretation of 

the project.  
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APPENDIX - I: QUESTIONNAIRE  

 

Questions for Police  

 

1. What are the CHR system requirements at the citizen level? 

2. What is the functionality of the system?  

3. Does the system down happen? If yes, how frequently? 

4. Does the system integrated to other systems? 

5. What is the response time of the system? 

6. What do you think of the required information completeness?  

7. What do you think about the accuracy of provided information? 

8. What do you think about the security of information? 

9. What do you think about tangibility of the system?  

10. What do you think of system reliability? 

11. Are you able to provide prompt service to the citizen?  

12. Do you have enough skilled employees at the IT deferment? 

13. What do you think about the citizen interests on the CHR e-service?  

14. How many request do you receive in each week? 

15. How do you advertise the implemented system to the citizen? 

16. Is there any survey performed on the system?  

 

Questions for Citizens 

 

1. What do you think about the reliability of CHR system? 

2. Is the system available at 24 hours in a clock? 

3. What do you think of the system portability? 

4. What do you think on the system flexibility? 

5. What do you think on the system response time? 

6. What do you think about the time and cost effectiveness of CHR service?  

7. Do you think the provided information is easily understandable? How?  

8. What do you think of information timeliness and consistency? 



9. Do you think the asked information is relevant? 

10. What do you think about the convenience of the system?  

11. Do you think the system is up-to-date with hardware and software?  

12. Do you think the system is dependable?  

13. What do you think about the responsiveness of police officials?  

14. Do you have the empathy of the system?  

15. How many times did you utilize the system? 

16. Are you willing to utilize the system again in the future?  

17. How do you know about the CHR system? 

 

APPENDIX - II: CITIZEN INFORMATION  

 

 

 

 

 


