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Chapter 2 

Literature Review 
2.1 Introduction 
 
Internet has become the main communication medium through out the world and with the 

rapid use of internet; the use of web site for different functions has become conspicuous. Web 

sites serve a variety of functions such as informing, persuading and reminding users as well 

as sustaining incoming traffic to the site.[1] Also web based commercial transactions are 

more efficient and effective than traditional transactions where this gives wider range of 

information for users in decision making.  

 

Currently most of the web sites hosted by companies are used to deliver information about 

the firm and its promotions [2] and also it provides features below as well. 

• A website will enhance and promote the business 

• A website is an advert for the business that reaches an increasing group of people  

• A website is highly cost-effective compared with other forms of advertising 

• In general, website is viewed by a highly relevant audience that is seeking out 

services or products that customer is in quest of. This means that they are more likely 

to become customers. 

• Customers can view the website in their own time and the business is "open" for 365 

days a year.[3] 
 

Most of the government web sites in the world are used to provide additional and easier way 

of informing and communicating with the public, which is said in broader context “the aim of 

promoting open government”. Also this web site was developed to respond to the rapid 

technological developments that happen through out the globe or the “inevitability of the 

internet” where in other words.  

 

The use of information and communication technologies by governments to facilitate the 

exchange of information with the public and also electronic delivery of services has become 

more powerful these days.[4] Statistics shows that web site visitors spend twice as long and 

are three times more likely to buy from a site with information in their native language. To 

globalize the web presence, there is a severe need for multilingual web sites. [5] 
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2.2 Web owner’s role 
 
To have a successful site, their(owners) goals must be clearly defined to the designing party 

and the owner should have a precise study on relevant other sites.[6] Also the information 

presentation on sites should be aligned with strategies and processes of the firm.[7] The site 

owner needs to give their corporate standards to the designing party which in turn ensure that 

their web site has a corporate look, and achieves an agreed standard of quality.[4] The firm 

should have a policy or strategy which covers the development of their web site and it should 

be clearly demonstrated the link between the web development and other available policies of 

the firm. Most authorities have understood that they should develop a specific policy, or 

amend an existing one to take account of Internet/web development.[8] 

 

For business organizations, the site owner and the web developers should find ways to 

improve information and service quality provided through the web site. They should establish 

a service oriented concept for both pre sale and after sale stages to provide high quality 

services and high quality information. Also they should focus on ways in which customers 

use a web site and they should cultivate hedonic pleasure in the web by motivating customers 

to participate, promoting customer excitement and concentration, and including charming 

features to attract customers and to help them enjoy the visit.[9] 

 

The lack of resources has a significant impact on the way people think about new 

technological developments. In British local government this constant pressure of lack of 

money leads to a mind-set where developments which may carry a risk, which cannot 

demonstrate obvious savings, or where the benefits are difficult to assess, are treated with 

suspicion or discourage outright. Managerial reforms due to political situations also causes 

governments to experience difficulties in maintaining a good quality site with high quality 

information.[10] 

 

2.3 Web designer’s role 
 
Web designer has to play a key role in designing a site which leads to success in future where 

designers should design sites on the aesthetics of the target market.[1] Also designer’s aim 

should be to create a site that is useful (enables users to achieve their particular ends and meet 

their needs), user friendly (enables users to move around the site rapidly and with few errors.), 

visually attractive and popular.[3] 
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Some factors that should be followed by web designers are; 

• Placing the name and logo on every page 

• Providing search on a web site with more than 100 pages 

• Use of simple headlines and page titles 

• Use of page structure or site map 

• Provide pages that are accessible for disabled users 

• Follow the guidelines of large sites designers[11] 

 

And some factors where web designers should avoid are; 

• Page elements that are in a constant state of animation 

• Long scrolling pages 

• Long download times 

• Opening new browser windows 

• Lack of author information 

• Moving pages to new web addresses 
• Designs that look like advertisements[12] 

 

There are five typical sources of bias for the designers of web sites such as; 

• Discipline jargon – professional terminology which is not understood by users. 

• Hierarchical bias – confusion of organizations structure with customer services. 

• Expert proficiency – design of layout that presumes comfort in a web 

environment.[13] 

• Folk classification – naturally preferred terminology sets among various cultures 

• Preferred and novel services – Use of certain services and over-emphasize them in 

their designs.[6] 

 

2.4 User Requirements 
 
The way in which the users interact with the web provides valuable information when 

measuring the effectiveness of the web sites.[14] Many companies were disappointed with 

the web and its commercial potential. Studies show that user purchases through the web are 

less than expected by the owner. As a remedy for disappointing commercial results on the 

web, they proposed that a better understanding of web users surfing behavior is essential.[3] 
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There are multiple types of users and if a site design emphasis the most typical users, it will 

be accessed by many users and can make use of the site effectively.[15] 

 

2.5 Measures of Success 
 
Success of a web site can be measured using below categories appended below;[9] 
 

Research factor Measuring component 

Information quality Relevant, accurate, timely information and 

customized information presentation, 

product/service differentiation, complete 

description, price information, satisfying 

ethical standards, perceived service quality, 

information to support business quality 

Learning capability Interactive function between customers and 

business organization, well defined link, 

help function, customized search engine 

Playfulness Enjoyment, excitement, feeling of 

participation, charming 

System quality Security, rapid accessing, quick error 

recovery, precise operation and computation, 

ease of use, coordination 

System use Confidence, control, ease of use, privacy 

Service quality Quick responsiveness, assurance, empathy, 

follow -up service 

Table 2.1: Categories used to measure Web Success  

 

 

 

 

 

 

 



 14

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Figure 01: Quality of Web Site 

 

The main requirement that is needed to fulfill by a web site is customer satisfaction, where it 

makes them feel that the site is trustworthy, dependable and reliable. Also it shows that if the 

site is enjoyable and attractive, there is a likelihood of a repeat visit.  

 

If the site includes any Electronic Transactions, then site should be a secure site and only this 

is not enough for the success. The information quality is another key factor and this can be 

quantified with accuracy, timeliness, relevance, flexible information presentation etc.[16] 

 

There for organizations and web designers should actively seek ways to improve the quality 

of web sites. To make it more challenging, they should carefully consider how to arrange and 

present user requirements. This care is necessary because of the lack of face-to-face contact 

on a web site.[4]  

 

Most of the sites made little use of interactive features though it was a good measure of web 

site success. This could be provided through message boards, chat rooms, online polls, online 

member registrations and online articles etc.[3] 
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Meeting demand 

Pleasing customers 
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In some cases, the success was measured using information accuracy on market potential and 

consumer needs.[9] 

In addition to those success measures, there are some commonly used parameters as 

described below. 

 

2.5.1 Hit Counter 

Web site success can be measured through Hit Counter, which consists of one request from a 

user’s browser for one item. However, even at this basic level, analysis, and particularly 

comparative analysis, is baffling, mainly because of the different ways in which hits are 

recorded and reported. For example, some local authorities’ record access to every page on 

the site as a hit, while others count only accesses to the home page. A simple emphasis on 

hits also tells us little about what a visitor do when they visit the site.[6]  

 

For instance, Hit information does not tell whether the user found the necessary information 

or whether they downloaded the content from the web or even the intent of surfing the site by 

the specific user.[4] 

 

2.5.2 Web Logs 

Analysis of Web site logs can lead to a partial understanding of the site’s success. A more 

profound understanding can be obtained only by querying the user directly through online 

surveys and interviews. This information can be obtained with web site log analysis to 

construct a model of the impact on the public.[17] Also a combination of traditional usability 

testing techniques, client-side server logging and web server logging may provide the best 

opportunity to understand how users interact with a web site, what tasks users are trying to 

accomplish, and what improvements should be made to a web site to increase the user-

friendliness.[15] In addition to this, log files recorded by web servers, and client logs, offer 

potentially useful data about web site interactions of the customers.[11] 

 

2.5.3 Navigation 

If there are many hyperlinks in the web site, users can control their own behavior through / 

either by clicking or not clicking and can have greater interaction with the web site.[18] It 

was found that the navigation method preferred by users were hyperlinks, where hyperlinks 

made up 52% of all requests for documents. Second to hyperlinks in popularity among users 

was / were the browser “Back” command, which accounted for 41% of all requests for 
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documents.[14] They also found that users typically navigate two levels within a site before 

they return to the point at which they entered the site. Therefore Back button is an important 

navigation tool for users. Following are some design advice to have a successful web site.[19]   

 

 Important information should be located within two or three clicks from the home 

page, given that users accessed an average of 10 pages per web server. 

 Too many links on a web page may increase the time it takes users to find the 

information they desire. 

 Groups of related information should be used and those users should interact with 

small areas of a web site.[11] 

 

2.5.4 Cultural Value 

Cultural color preferences were also observed in empirical studies. It was noticed that the 

colors of the national flags were usually used by governmental sites in all the countries they 

studied, with the exception of Brazil, which used a variety of bright colors. French sites 

heavily used blue, white, and red (the colors of the French Flag) regardless of the domain, 

while Israeli and Lebanese websites frequently included the color green.[20] 

 

2.5.5 Gender Differences 

When language is concerned, the researches illustrate that the features used highlighting 

gender differences in use of language; men allegedly evince a more competitive style than 

women.[1] 

 

2.5.6 Interactivity 

There is a six dimensional concept which provides a comprehensive understanding of 

interactivity such as, 

 Complexity of choice or selectivity 

 Effort that users must exert to access information 

 Responsiveness to the user[21] 

 Potential to monitor system in use 

 Ease of adding information 

 Degree of interpersonal communication that a medium can offer[18] 
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2.6 Site Evaluation 
 
The scope of the evaluation included, not only design and navigation (the narrower meaning 

of usability), but also the suitability of the content of the site for its intended purpose and 

audience. Also the site should be user centered, so that it is based on knowledge of the 

customers of the site, in particular their technological and physical capacities, their cultural 

context, and their information needs.  Evaluation can be measured through criteria below; 

 Readily intelligible, i.e. not confusing to the reader 

 Intuitive and easy to navigate(with respect to overall structure, navigation, labeling, 

searching/browsing, general features 

 Visually attractive 

 Consistent in design and terminology[3] 

 

Web sites are needed to be designed in a way that it can be viewed properly from any 

browser such as Internet Explorer, Fire fox, and Netscape etc... If this can not be achieved, 

users will not be able to see the site from their preferred browsers.[17] Also the site should be 

easily downloaded by majority of the users irrespective of the connection they used. This can 

be achieved by avoiding of large files on web sites.[22] 

 

2.7 Multilingual Government Web Sites 
 
There is evidence that the majority of web users like to read web content in their own 

language and prefer local web sites for making purchases. For example, approximately 75% 

of users in China and Korea prefer web sites in their local language and choose local web 

sites to make purchases. Additionally, users in France and Spain also show a strong 

preference for web sites in their local languages. This offers preliminary support that at least 

some level of web site adaptation is effective. 

 
The issues related to multilingual Web sites can be divided in to three main areas: 
 

1. Technical aspects 

2. Translation costs 

3. Maintenance[20] 
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2.7.1 Technical aspects 

The main technical issue when developing a Web site in multiple languages is the encoding 

scheme. For many years, the only way to instruct a browser how to display a page in a 

specific language was to refer to a character set. 

 

For web pages in English, French and Spanish, it was relatively easy to encode, because they 

used the same character set (charset=iso-8859-1). Even if the character set was not specified, 

most computers recognize the characters. 

 

For Arabic and Chinese languages, it was much more complicated. Firstly, the correct 

character set must be selected. The use of Chinese was made possible by referring to the 

character set “charset=gb_2312-80”. For Arabic, the character set would vary according to 

the platform: “charset=windows-1256” for PCs and “charset=ISO-8859-6” for Macintosh 

computers. In addition, as Arabic reads from right to left, this had to be specified in the 

encoding.  

 

Secondly, on a computer without a multilingual interface (or without Arabic and/or Chinese 

fonts) the text would appear as incomprehensible accented characters (for example: ÇáÊãÇÓ 

äÞÇØ ÇáÇÊÝÇÞ). This, of course, makes it very difficult to modify Arabic and Chinese 

content. 

 

Lastly, it was extremely complicated to display more than one language on the same Web 

page (for example: English and Arabic, or worse, Arabic and Chinese). This would create 

many problems, especially for dynamic queries to databases or repositories where 

information was stored in various languages and had to be displayed on the same results page. 

 
Another important technical concern was the storage of text in database tables. For database-

driven Web sites and metadata repositories, it was a complex process to store data in different 

languages, because the correct encoding had to be used when inserting and retrieving text. 

Procedures in different programming languages were developed to circumvent this issue, 

increasing the complexity of the code of the information system, which resulted in a decrease 

in the performance and the stability of the system.[20] 
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Since Windows NT and Windows 2000, the use of Unicode makes our job much easier, as it 

is a universal standard that enables the encoding of all characters used in all of the world’s 

written languages. UTF-8 is an encoding form of the Unicode standard, which is now widely 

used on the Internet. The main advantage to the Organization of using UTF-8 is that multiple 

languages can now be displayed on the same page, regardless of the platform. There are still 

some technical issues to consider, but they are much easier to address than those we had 

when we worked with different character sets.[8] 

 
Unicode is now supported by all Database Management System (DBMS); content is stored in 

UTF-8 for all languages, simplifying data insertion and retrieval. Using Unicode in DBMSs, 

the speed of applications has been improved and the management of database schemas 

simplified. However, the conversion from legacy databases to UTF-8 based schemas is a 

major undertaking and unsuspected problems can always occur. 

 

Another important technical issue to be considered is multilingual support for full text search 

engines, especial Arabic and Chinese.[23] 

 

2.7.2 Translation costs 

There is always the cost of developing multilingual Web pages and systems; however, 

content also has to be made available in the official languages of the Organization for our 

Member Countries. Translation costs are a major issue for the Organization when preparing a 

Web site; translating text into other languages incurs a cost that technical divisions are not 

always willing to pay.[24] Most of the time compromises occur and a Web site will be fully 

available in English and first level of information will be translated in to other languages.[13] 

 

Good Translation means, 

 Accurate reproduction of the original content without omissions or alterations of any 

information. 

 Natural, clear and interesting. 

 Good representation of the cultural perspectives of the two languages. 

 Strike a balance between fidelity of the source and readability in the target language 

 Ability to work on different browsers using different language settings[25] 
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The idea translator is a professional writer with knowledge of languages and expertise in the 

subject matter being covered. Translators should write exclusively in their native language, 

no matter how well their competence in other languages. Therefore assembling a professional 

translator-editor team for each language is crucial to the success of any multilingual web 

site.[26] 

 

When translating English into other languages, there is a 20% text expansion in text area. 

Therefore, text on a navigation bar in a web page can get large and expanded outside the 

space allotted. Also the terms that have no direct equivalent in the local language must be 

identified and then expanded in the right manner to convey the meaning effectively.[27] Also 

this multilingual content must be written for the local audience, but it must adhere to the 

global standards.[28] 

 

2.7.3 Maintenance 

The issue of maintenance is related to the issue of translation costs. When new content is 

inserted into a Web site that exists in multiple languages, it must be translated into each 

language.[29] Requesting and tracking the translation of content is labor intensive and incurs 

further costs. It is very difficult to update a Web site in all its languages – it requires good 

procedures and clear policy to ensure that multilingual Web sites are developed and 

maintained in an efficient way.[13] 

 

2.8 Challenges 
 
The main challenges for marketers are to attract visitors to the site and generate significant 

repeat visits. However, sites will only be successful in the long run if they generate repeat 

traffic, which is far more difficult to achieve than trial. The repeat visit problem is partly a 

function of web site design and depends to a large extent on customer need. Information sites 

should provide detailed, rational information about the organization and/or its offerings.[2]  
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2.9 Summary 
 

Running a multilingual site is a constant challenge, which grows exponentially with the 

number of languages to be included.  While there have been giant improvements in the 

techniques and technologies available for the management of multiple languages in technical 

terms, the biggest challenge that remains is the mobilization and synchronization of content 

across the languages, particularly if the goal is, as it is with us,  to obtain parity of language 

coverage. In fact better the tools, the more evident shall be the discrepancy between 

languages and it’s versions.[13]  

  
Also no previous studies have been done to find out the issues on multilingual Sri Lankan 

Government web sites. Therefore a preliminary survey was used to find out current status and 

user perception about those sites. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


