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CHAPTER 01 - INTRODUCTION 

 

1.1  Background  

 

Business Process Re-engineering is a process, which could be identified as a method to 

enhance the profit of an institution, by advancement of efficiency and productivity of 

the management performance by making changes in the existing management routines.  

 

For example, institutions which produce goods and services follow processes to make a 

good output of its goods and services. In this production process, there are various 

inter-related activities that are obviously explained. Each part of the goods or service is 

produced in the process steps and a value is added to the goods or service at each stage 

of the production. At the completion of these activities, a good or a service is produced 

to the very best satisfaction of the consumer along with the overall value added at each 

level of production activity. A method as such, which adds a value at the end of each 

activity of the production process, would be created through the Business Process Re-

engineering. 

 

Any organization producing goods and services, either in the government sector or the 

private sector could employ this Business Process Re-engineering for their good. 

Through this innovation, the institution can achieve a competitive advantage in of the 

relevant industry in term of goods or services they produce. Goals such as becoming 

pioneers of the industry, becoming an organization producing quality services, 

becoming an organization producing goods and services to the satisfaction of 

consumers, or on the other hand, becoming the producer of low-cost goods and 

services, becoming a profitable organization with more shares in the industry, are 

achievable through the Business Process Re-engineering.  

 

Most developed western and eastern countries, with a view of achieving the above 

objectives, are using Business Process Re-engineering. World famous business 

organizations such as, Ford Motor Company, Dell Incorporated, General Motors 

Corporation, and Procter and Gamble Corporation have used the Business Process Re-

engineering in order to achieve their numerous business objectives. 
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It has been revealed that the business organizations in most developed countries and 

even in Sri Lanka are using this method to achieve their numerous business objectives.  

Especially greater attention has been focused on this by the public sector of Sri Lanka.  

At the moment, a number of projects on restructuring of the government process are 

under way within the public sector. 

 

The e-Sri Lanka National Program is the highlight among them.  e-Sri Lanka is a 

national project aimed at strengthening all resources in the country, through 

information technology, in order to apply all those resources for the development of the  

country. 

 

The e-Sri Lanka National Program consists of six sub-programs. They are; 

1) ICT policy, leadership and institutional development program 

2) Information infrastructure 

3) Re-engineering government 

4) ICT human resource capacity building 

5) ICT investment and private sector development 

6) e-Society 

 

The Re-engineering Government Program is very important among the six sub-

programs mentioned above.  Through this program, it is expected to empower the 

public sector with information technology.  As it is problematic to adapt information 

technology with existing procedures such as business/service process methodologies 

and the problem-solving process in the public sector, re-engineering of the public sector 

so as to the make information technology adaptable to re-engineered public sector 

process, is done by this sub-program. Under this program, two main types of projects 

are underway. 

 

1. Enabler projects 

2. e-Service projects 

 

Development of information technology infrastructural facilities as required, in relation 

to the provision of e-services, is done by Enabler projects, while services provided for 
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the public through e-services will be re-engineered, in a manner so as to be empowered 

with information technology will be done by the e-Service projects.  

 

Accordingly, a number of public sector re-engineering projects can be seen. Figure 1.1 

shows the list of Public sector re-engineering projects as at September 1, 2009. 

 

e-Government Projects Owner of the system 

e-HRM Ministry of Public Administration and Home Affairs 

e-Pensions Department of Pensions 

e-NIC Department of Registration of Persons 

e-Motoring Department of Motor Traffic 

e-DS Ministry of Public Administration and Home Affairs 

e-Foreign Employment Foreign Employment Bureau 

BMD Project Ministry of Public Administration and Home Affairs 

Laksala Project Laksala 

e-Population Registry Registrar General‟s Department 

e-Parliament The Parliament of Sri Lanka 

 

Source : Information & Communication Technology Agency 

Figure 1.1 : Public sector re-engineering projects as at September 1, 2009 

 

The above mentioned projects are interconnected to each other through the Lanka 

Government Network. Transformation of the public service in Sri Lanka to an e-

Government service, through the interconnection of the above mentioned projects to 

each other, will be the final target. 

 

1.2 Statement of Problem  

 

Sri Lanka is heading towards a stage where it is about to implement many e-

Government projects under the program to re-engineer the government sector. Each of 

these projects is presently being implemented by private sector institutions which 

provide IT solutions. Further, various institutions are following several approaches to 

re-engineer the business processes that are undertaken by them.  
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When considering the literature written on re-engineering of business processes, some 

are observed as ending successfully but some have no such positive endings. Referring 

the literature, the reasons for such downfalls and successes have been identified. This 

author is focusing on the study of business process re-engineering approaches, which is 

one identified factor for the success of re-engineering government projects.  

 

If institutions conducting various projects use various approaches for business process 

re-engineering programs, the efficiency and productivity gained by the re-engineered 

processes would differ in each project.  

 

Therefore, all e-Government projects should stand together to fulfill the objectives of 

the Re-engineering Government Program. However, if the effectiveness and efficiency 

of projects differ as mentioned, the objectives of the Re-engineering Government 

Program would not be achieved. The objectives of the Re-engineering Government 

Program that was declared by the ICTA which is responsible for government sector re-

engineering are mentioned in Figure 1.2 below. 

 

Vision 

To provide citizen services in the most efficient manner by improving the way the 

government works by re-engineering and technologically empowering government 

business processes. 

Objective 

The program pursues major and sustainable improvements, in the Government of Sri 

Lanka‟s efficiency, transparency, effectiveness, and quality of services. For this 

purpose, it will reinforce and expand fundamental governance and public management 

reforms, as a complement and enabler of required solutions. 

The program will do so, by re-engineering public sector work processes, through the 

strategic use of ICT and by implementing, novel ICT-enabled administrative policies 

such as   

 A client rather than organizational design of work; 

 Government accountability, for service level standards to its clients; 

 Electronic sharing of data, across agencies; 

 Always-on, user-friendly, distance-neutral information and service facilities to 

citizens and businesses;  
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 Transparency in government operations. 

Strategies 

 Creation of the enabling environment in government, for a successful e-

Governance program 

 Collaboration with the administrative reforms regime to bring about a new         

governance framework that is enabled by ICT  

 Ensure public service personnel are imparted with appropriate ICT skills 

required, for an efficient and effective e-Government 

 Ensure that the stock of ICT equipment required for an efficient and effective e-

government program is upgraded  

 Interconnect government agencies, to achieve a higher level of productivity, 

through improved interaction  

 Making public services “truly citizen centric”: ensuring geographically non-

discriminate delivery 

 

Source : Information & Communication Technology Agency 

Figure 1.2 : The Vision, Objectives, and Strategies of the public sector re-engineering 

program 

 

Therefore the contribution of each e-Government project to the achievement of 

objectives of the Re-engineering Government Program is different in each project. 

Having considered the above facts, the statement of the problem would be summarized 

as mentioned below.  

 

“The efficiency and effectiveness achieved in the processes of the Re-engineering 

Government Program may be shown as different from each other. What are the reasons 

for this and why would that happen? “ 

 

1.3 Objective of the Study 

 

The objective of this study is to evaluate the approaches of the Re-engineering 

Government Program being implemented at present in the public service of Sri Lanka. 

A number of causes which prompted the author to evaluate approaches of these 

programs could be given. 
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Firstly, the author feels the importance lying in the re-engineering process of projects.  

That is, at the moment projects under government re-engineering program are being 

implemented in a number of ministries, departments and institutes that provide prime 

services in the public sector.  Figure 1.3 shows the present stages of each e-Government 

project as at September 1, 2009 

 

e-Government Projects Stage 

e-HRM IT solution has been arranged  

e-pension Following the phase of “User Accepting Testing”  

e-NIC System study and process re-engineering has been done. 

Following the stage of bid study to create IT solution.  

e-motoring On system study and process re-engineering   

e-DS On stage of creating IT solution   

BMD System implemented  

Laksala System implemented 

 

Source : Information & Communication Technology Agency 

Figure 1.3 : Present stages of e-Government Projects, as at September 1, 2009 

 

In every project the existing system has to be studied and also, the existing process has 

to be re-engineered.  Accordingly, details with regard to e-Government projects and 

public institutes under which these projects are in operation are given in figure 1.1. The 

processes of every project mentioned above have been to be re-engineered.   Here, the 

important point emphasis should be placed on is that the information technology 

solution to be built up or, in other words, the success of  the efficiently  and 

productively re-engineered service depends upon the process re-engineering done on 

behalf of the institute. If the process re-engineering has fully covered the main, as well 

as, its subordinate process, this itself is of much help for the success of the information 

technology solution it builds up. 

 

Secondly, these projects are done by private institutes which build up various private 

system solutions, through a systematic and procurement process.  Accordingly, in the 

re-engineering process of each such project, it is possible that various institutes might 

have followed miscellaneous approaches and methodologies.  
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The objective of the author is to study, 

 The approaches and methodologies they have followed, 

 Whether interconnections are there among them, 

 Whether the project process could have been successful by following the 

respective methodologies and approaches, 

 Whether a general classification is there between the approaches and 

methodologies, 

 What the most applicable methodology and approach would be, for the public 

sector of Sri Lanka. 

 

The major objectives of this study is the design of an exemplar approach for the  re-

engineering of public sector institutes in Sri Lanka. 

 

1.4 Importance of Study 

 

The government re-engineering program functioning as a sub-program of e-Sri Lanka 

National Program, is now expeditiously carrying out activities relating to empowering 

the public sector with information technology.  As appearing in figure 1.1, a number of 

projects are already in progress and action is underway to start a number of such other 

projects of this nature in the future.  Therefore, a study has to be undertaken to find out 

whether the expected objectives could really be achieved through the Re-engineering 

Government Program which is been implemented by applying immense effort and 

pumping-in a lot of money. It should be found out whether the effectiveness of 

government re-engineering program could be activated through the implementation of 

these e-Government projects as well. On information received from this study and by 

analyzing the data, this author believes that whether the objectives of the above 

mentioned Re-engineering Government Program would have been realized and an 

evaluation of its effectiveness would be achievable. 

 

Accordingly, as an evaluation regarding the progress of the Re-engineering 

Government Program and its productivity would be achievable, the significance of this 

study will increase.  Furthermore, a number of reasons for the significance of this 

project, could be given as mentioned below. 

 



 
8 

As a study on present e-Government projects will be undertaken, an evaluation relating 

to the positive and negative factors of the government re-engineering process could be 

made. In implementing e-Government projects within a Sri Lankan context, the 

possibility of carrying out an evaluation on what factors lead to success and what 

factors, lead to failure is another significance of this study. 

 

As approaches and methodologies followed for re-engineering processes of each and 

every e-Government project are different from one another, an appraisal on what those 

methodologies are, and whether re-engineering process has been successful or not 

through the application of these methodologies and approaches could also be obtained.  

 

There is a possibility of getting an evaluation through this study with regard to whether 

there is some inter-relationship between each and every methodology and approach 

adopted. Thereby, determining the best approach to process re-engineering and making 

that approach a success within a Sri Lankan context is also of importance. 

 

Developing an Exemplar Process Re-engineering Approach applicable in re-

engineering process in an e-Government project based on identified successful and 

unsuccessful factors within a Sri Lankan context, is expected from this study. Thus, 

such an innovation heightens the importance of this study. 

 

1.5 Assumptions and Limitations 

 

Since this study is firmly focused on process re-engineering in the government sector, 

the conclusion is done by analyzing only the information of process re-engineering of 

e-Government projects. Accordingly, only the e-Government projects that are subject to 

the re-engineering program of the public sector of Sri Lanka are sources to this study.      

  

Hence the recommendations and creations of a conceptual model formed by this study 

is directed towards public sector institutions, and delivered to re-engineer only the 

government sector of Sri Lanka.  
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Due to time limitations, this research had to be restricted to the pilot study since 

developing an Exemplar Approach was critical to the research study. Therefore more 

time of the research study was spent to create this Exemplar Approach. 

 

1.6 Thesis Structure 

 

 Chapter 02 – Literature Review 

This chapter is reserved for the Literature review. The aim of this chapter is to look in 

depth, for the literature on subject of the BPR. In this chapter the definitions of BPR, 

principles of BPR, necessity for BPR, notable BPR initiatives of the public sector and 

the private sector in the world, successes and failures of BPR initiatives, and the 

approaches to BPR are reviewed. 

 

 Chapter 03 – Research Methodology 

Under this chapter the methodology of evaluating approaches of the BPR initiatives in 

the public sector are observed and clarified. The areas such as, research methodology, 

what steps should be taken and what should be done at each step will be discussed 

further in this chapter. 

 

 Chapter 04 – Exemplar Approach 

This chapter expects to create an Exemplar Approach, to assess the various approaches 

to BPR and display a complete explanation, on the same. Further, it is expected to 

illustrate the way of utilizing the Exemplar Approach, for the assessing of BPR 

approaches.  

 

 Chapter 05 – Data Collection and Analysis  

Under this chapter four e-Government projects implementing the public sector re-

engineering program are studied. It is expected to analyze the data which has been 

collected, by making a questionnaire and having in depth interviews.  

 

 Chapter 06 – Conclusion 

Under this chapter it is expected to discuss the results of the pilot study and further 

explanations to make the questionnaire and Exemplar Approach more practical. Finally 

an introduction is also included for future work in this research area. 


