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Abstract: This study aims to explore the role of e-management in enhancing the
quality of public service. In an increasingly digital world, effective use of
electronic systems and technologies has the potential to revolutionize how
public institutions interact with their stakeholders. By leveraging tools and
practices of e-management, public administrations can streamline processes,
increase efficiency, enhance transparency and accountability, ultimately leading
to improved quality of public services.

This study will employ a mixed-methods approach, combining quantitative
analysis and qualitative data collection techniques. It will begin with a
comprehensive review of scholarly literature to establish the theoretical
framework concerning e-management and its potential impact on the quality of
public service delivery, describing the various dimensions of e-management and
their potential effects on service quality.

To collect data, a questionnaire will be administered to the users of the
institution under study. The questionnaire will assess customer satisfaction with
E-management system applications and investigate the expected impact on
service quality.
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Introduction

The world is witnessing a new and exciting era driven by the rapid
advancements in technology, particularly in various fields such as modern
administration. This era embraces innovation and creativity, leading to radical
changes in the way administrative tasks are approached. Traditional bureaucratic
management models have given way to knowledge-based management,
capitalizing on available technologies, especially in the realm of information and
communication technology.

The utilization of these technologies, such as telecommunications, has greatly
enhanced the capacity of institutions to innovate by implementing fundamental
improvements in their processes. New strategies and approaches have emerged,
propelled by the widespread use of personal computers in the 1980s, followed
by the transformative impact of the Internet in the 1990s. These changes have
reshaped the nature of the relationship between technology and administrative
functions, shifting the focus towards electronic administration that leverages
technological advancements to achieve maximum efficiency and responsiveness.

Modern-day organizations have been significantly influenced by various
factors, such as changes in transactions, performance criteria, and the extension
of services beyond official boundaries. They have sought to expand their
operations beyond traditional boundaries, aiming to conduct diverse transactions
efficiently and expediently. The pursuit of efficiency has led to the adoption of
electronic management, which serves as a responsive tool to exploit the
opportunities presented by global advancements.

One key aspect of electronic management lies in its capacity to utilize
computer applications, serving as a viable solution to leverage information and
communication technologies in service delivery. By embracing electronic
management, services can be provided through a streamlined and automated
approach, replacing the manual and bureaucratic methods that are often
associated with organizational complexities and bureaucratic obstacles. this
transition empowers organizations to deliver services promptly, ensuring
transparency, efficiency, and customer satisfaction.

Furthermore, Governments worldwide have been actively pursuing initiatives
to enhance the efficiency and effectiveness of their internal operations,
communication with citizens, and interactions with organizations. The goal is to
promote the adoption of E-management in public service endeavors. Public
organizations across the globe are embracing digital technologies to facilitate
interactions between citizens and public officials, aiming to improve the delivery
of public services.
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The transition towards E-management has brought about significant changes in
the concept of public service. The E-management model presents numerous
opportunities for achieving success, clarity, and accuracy in service delivery.

The concept of E-management embodies a fundamental shift in how services
are delivered, marking a significant change in approach, characterized by its
ability to acquire distinctive features that enable effective public service
provision. It exemplifies the swift accomplishment of transactions and the
delivery of services through modern approaches. Notably, E-management has
brought about changes in public services, particularly in the case of Algeria Post
and Telecommunication Company. Through the modernization of its
administrative practices, Algeria post has embraced the electronic era, delivering
services in a manner that aligns with contemporary demands.

1- The Problemetic Discussion

The rapid advancements in digital data technologies, such as the widespread
use of the Internet, have brought about significant changes in the way
administrative management is practiced, both in the public and private sectors.
This has necessitated the development of legislative and organizational
frameworks that address the challenges associated with electronic management
and digital services. With the integration of information technologies in all
institutions, it has become essential for modern organizations to have diverse
and well-structured administrative data systems. The ability to efficiently utilize
these systems has become imperative for effective management. Traditional
administrative methods, reliant on paper-based transactions and manual
processes, are no longer sufficient in meeting the demands of the modern era. As
a result, organizations have transitioned to electronic management, utilizing
internet-based technologies to perform their activities efficiently, often operating
24/7. The use of the internet has facilitated tasks such as administrative
transactions, planning, organization, and electronic monitoring, providing new
possibilities to enhance the efficiency of operations and improve service
delivery.

Financial postal services play a crucial role within the domain of public
services. They provide essential functions that are highly significant for the
general public, as they play a vital role in the economic and social development.
Consequently, it becomes crucial to adopt modern technologies and implement
effective measures to improve customer reception, utilizing automated processes
such as electronic notifications in postal offices and facilitating electronic
payment methods. These measures ensure the enhancement of service quality
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and customer satisfaction. Thus, it has become increasingly difficult for
organizations to overlook the importance of these technological advancements in
delivering postal and financial services efficiently, as they significantly impact
customer satisfaction.

In light of these developments, the main research problem revolves around
exploring the impact of electronic management on improving public services
which conclude in the following general question:

How can E-management influence the quality of services in the public
sector?

2- Sub-questions :

The main research question previously discussed can be addressed by relying
on the following sub-questions:

- What is the impact of E-management on enhancing the efficiency and
effectiveness of public services?

- In what ways can E-management improve the responsiveness and user
experience of public services?

- How can E-management help reduce waiting time and improve service
delivery?

3- Proposed hypotheses :
Based on the provided questions, we propose the following hypotheses:

- By automating administrative processes and overcoming bureaucratic
obstacles, E-management plays a significant role in promoting efficiency
and effectiveness.

- E-management enable customers through self-service platforms to
conveniently access information, submit applications, and utilize various
services, ultimately leading to a more responsive and convenient user
experience.

- By leveraging E-management tools and platforms, public services are
efficiently delivered in a timely manner, resulting in reduced waiting
times and ultimately enhancing overall customer satisfaction.

4- The importance of the study:

The significance of this study lies in its ability to shed light on the essential
aspects of E-management as an important approach that effectively enhances
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public services in the digital environment. It recognizes the importance of the
postal sector as a vital public service that cannot be dispensed with in society.
The study aims to explore the utilization of technological advancements in
communication and other areas within this institution. The findings of this study
will hold significant value for the institution's development and progress.

The purpose of this study is to examine the practical implementation of
E-management in public service institutions, focusing on transparency, speed,
and accuracy in transaction processing, as well as improving overall
performance compared to traditional bureaucratic administration.

5- The objectives of the study:
The objectives of this study are as follows:

- To examine the current status of E-management implementation in the
selected institution (Algeria post, Khenchela province branch) specifically
focusing on understanding the challenges and obstacles faced by
E-management in serving the public.

- To highlight the importance of E-management in enhancing efficiency
through the utilization of information technology in delivering services to
customers.

- To identify and explore the technological tools used within the institution
for service improvement.

- To contribute to the existing literature by conducting new research,
particularly in the context of the relationship between
E-management and public service.

6- The reasons for selecting this topic:
The reasons for selecting this topic are as follows:

- Personal Motivation: The personal interest and curiosity in exploring the
intricacies of this subject matter. Additionally, the personal interest in
technology and the significance of E-management in improving public
services in Algerian institutions and the necessity to adopt the digital age

- Objective Reasons: The alignment of the chosen topic with the
researcher's academic specialty, allowing for a comprehensive
understanding and analysis of E-management and its relationship with
public services.
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7- Research Methodology and Tools :

Given the nature of the study, we can rely on a qualitative research approach,
specifically a case study in an applied context.

Research Method: As mentioned earlier, our research is considered one
of the important topics that will help establish a new vision for Algerian
public institutions in the field of management, specifically by adopting
E-management as a new approach in the organizational context,
particularly in enhancing public services to align with the modern
environment. Based on this foundation, our research focuses on the use of
a descriptive-explanatory methodology. This involves gaining a precise
understanding of the elements of the problem, examining relevant
theoretical aspects of E-management, and conducting detailed analysis of
the phenomenon.

Research Tools: The research tools for data collection may include
interviews, surveys, and document analysis. Interviews will provide
valuable insights from experts, professionals, and stakeholders involved in
E-management implementation and public service delivery. Surveys can
be in important tool to gather feedback and opinions from customers, and
relevant individuals. Document analysis will involve reviewing
organizational documents, reports, policies, and existing literature related
to E-management and public service in order to gain comprehensive
knowledge and support the research findings.

By employing the described research methodology and utilizing appropriate
tools, we aim to generate valuable insights into the relationship between
E-management and public service.

8- Sample:

In selecting the sample for this research, a group of individuals representing
the target population of the study. These individuals will constitute the sample
that the researcher will study. The research population in this case is the
customers of Algeria Post Service, as they are the ones who can provide insights
into the adoption of E-management in the organization and its impact on the
services provided. To ensure diversity and representativeness, a random
sampling method was employed to select the sample of customers

\
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9- Scope of the Study :

Given the broad nature of the research topic, it is necessary to establish
boundaries to avoid excessive diversions.

The spatial boundaries of the study are limited to Algeria Post.

The temporal boundaries of the study span from March 2023 to May
2023.

The study focuses on the population of diverse customers of Algeria Post
in the chosen sample. The sample will be selected through random
sampling of individuals of 58 wilaya and data will be collected through
electronic survey platform.

10- Study difficulties:

The difficulties of the study can include:

Access to information: Challenges in accessing the required information
and data for the study within the Algeria post - Khenchela branch.
Complexity and control: The study topic may involve complexity or
difficulties in controlling the influencing variables, which can affect the
ability to infer causal relationships.

11- State of art:

The research article titled "E-Management as a Game Changer in Local
Public Administration" by Neringa Vilkaite-Vaitone and Karolina
Povilaitiene explores the transformative role of E-Management in local
public administration.

The study investigates the potential of E-Management to revolutionize
administrative processes and enhance the delivery of public services. It
focuses on identifying the specific requirements and challenges associated
with implementing E-Management in local government settings.

The authors highlight various obstacles that need to be addressed,
including limited communication technologies and the need to improve
digital literacy among stakeholders. They also emphasize the importance
of adapting the legislative framework to accommodate the advancements
brought by E-Management.

The study underscores the significance of effectively implementing
E-Management applications in the public sector, emphasizing the need
for transparency, efficiency, and accuracy in service delivery.

Vil
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By leveraging E-Management, local public administrations can achieve
improved speed, transparency, and accuracy in providing services to their
constituents.

The research article titled "Application of E-Management and its
Obstacles from Perspectives of Faculty Members at Imam Abdulrahman
bin Faisal University" by Reema Aloglah explores the utilization of
E-Management and the challenges faced in its implementation from the
viewpoint of faculty members at the university. The study investigates
how E-Management is applied in the university setting and examines the
perceptions of faculty members regarding its benefits and limitations. The
research aims to identify the obstacles and barriers encountered in
adopting and effectively utilizing E-Management tools and strategies.
The article highlights various challenges identified by faculty members,
including limited technological infrastructure, resistance to change, lack
of digital skills, and concerns regarding privacy and data security.

It emphasizes the importance of addressing these obstacles to fully
leverage the potential of E-Management in the university's administrative
processes.

The study underscores the significance of effectively implementing
E-Management practices to enhance efficiency, streamline workflows, and
improve communication within the university.

By overcoming the identified obstacles, faculty members believe that
E-Management can lead to enhanced collaboration, better decision-
making, and improved overall administrative performance.

The research article titled "Enhancing E-Government Performance in
Jordan through Electronic Management" by Mohammad Ali Alqudah and
Leyla Muradkhanli investigates the role of electronic management in
improving the performance of E-government in Jordan.

The study focuses on the implementation and utilization of electronic
management strategies within the context of e-government services in
Jordan. It explores how electronic management practices and technologies
can contribute to enhancing the efficiency, effectiveness, and overall
performance of governmental processes.

The authors highlight the advantages of electronic management in
streamlining administrative procedures, promoting transparency, and
increasing citizen engagement. They analyze the impact of electronic
management on various aspects of e-government, including service
delivery, accessibility to information, and decision-making procedures.

The article addresses the challenges and obstacles that may arise during

VI
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the adoption and implementation of electronic management in the
Jordanian e-government environment. It discusses issues related to
infrastructure, capacity building, privacy protection, security, and legal
frameworks.

In conclusion, these studies highlight the significant role of electronic
management in improving E-government administration. Throughout our
research, we have delved into the various aspects of electronic management as a
crucial element for enhancing public service delivery. We have focused on how
electronic management positively impacts the efficiency, transparency, and
accuracy of public services.
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Chapter I: The theoretical framework
of electronic management

Chapter I: The theoretical framework of electronic management

E-management, or electronic management, has become widely
acknowledged as a new management that has gained widespread recognition for
its ability to enhance transparency, reduce bureaucracy, and improve
organizational performance.

E-management has introduced a fresh perspective to management practices,
causing a revolutionary impact on diverse industries and significantly
transforming the operations of organizations. The importance of
E-management in streamlining processes and improving the quality of services
cannot be underestimated, particularly in the public sector where there has been
a long-standing problem with bureaucratic procedures that often inconvenience
clients.

The aim of this chapter is to provide an introduction to E-management and to
address various aspects related to it. Firstly, we will explore the characteristics,
principles, functions, and objectives of E-management. We will also discuss the
shift from traditional to E-management, highlighting the functions and
requirements of E-management and the challenges associated with its
implementation. Furthermore, we will examine models and applications of E-
management, including information systems, applications, and areas of its
implementation.

By delving into these topics, we hope to provide a comprehensive
understanding of E-management and its various aspects, enabling readers to
appreciate its significance in modern business practices.
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Section One: The Nature of E-Management.

In today's world, management is encountering a multitude of challenges,
particularly in the public administration or organization, which has been striving
to keep pace with the rapid advancements in technology and progress in various
economic and social areas.

As aresult, a new concept known as e-management has emerged, which
involves the utilization of modern technology and internet-based technologies
for managing diverse organizational operations.

E-management has become a crucial aspect for public organizations owing to its
ability to expedite the process of completing transactions with ease and
precision, thereby producing positive outcomes.

Subsection One: The concept of E-Management
1- Definition of E-Management:

E-management is the use of electronic means and techniques with whatever
practice or regulation is required or procedures, commerce or advertising and
this meaning extends to even non administrative matters. E-management
allows wide scope for all administrators to deal immediately and in real time
with each other to achieve common goals and ensure the interests of the
organization and customers (25 4aia 2009 el

It can also be defined as: It is the management process based on the
utilization of the distinct potential of the Internet and the business network in
planning, directing and controlling the resources and core capabilities of the
organization to achieve the objectives (157 4x8a <2009 «aa3)

It can also be referred to as: a strategic approach of managing future and
dynamic organizations through the implementation of a high-performance
and technology-based system. Basically, e-management is a strategic
approach. It starts with vision and mission. It stresses the value gained by the
organization through information technology capabilities. It focuses on core
value of the applications which will give the best quality output, effective
cost and benefits to the organization. And the true efficiency and cost-
effective operations can only be gained through the strategic approach of e-
management considering the future business style and organization style
(Malkawi, Alraja, & Hamadneh, 2013, p. 2)

Another definition: E-management is the style of managing business
through systems, internet and electronics. This is the completion of
management functions (planning, organizing, decision making and

3
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controlling) using electronics, internet and systems means. It involves linking
suppliers, customers, buyers, government bodies and organs and their
respective competitors by the use of information technology. This is achieved
by using information technology systems, electronics and networks installed
in the particular organization (Almutairi, 2014, p. 60)

Based on these definitions, E-management, also known as electronic
management, refers to the use of digital technologies and systems to manage and
optimize organizations processes and operations. It involves the use of electronic
systems to automate various tasks, collect and analyze data, facilitate
communication between employees, customers, and suppliers, and enable faster
and more informed decision-making.

2- Tasks of E-management
The tasks of e-management can be expanded as follows: (2017 <2l )

- Efficient Content Management: E-management aims to replace
traditional methods of manually reviewing and managing content with
digital alternatives. This allows for streamlined content review processes
and ensures the accuracy and relevance of documents and information.

- Transition to Digital Workflows: E-management strives to shift towards
digital workflows, reducing reliance on physical paperwork and
embracing electronic documentation. This transition enhances efficiency,
accessibility, and collaboration within organizations.

- Accelerated Communication and Collaboration: One of the key
objectives of e-management is to facilitate faster and more effective
communication and collaboration among stakeholders. By leveraging
digital platforms and tools, organizations can expedite information
exchange, decision-making processes, and responsiveness to meet the
demands of a rapidly changing business environment.

- Optimization of Administrative Processes: E-management aims to
streamline administrative tasks and reduce bureaucratic inefficiencies. By
automating routine processes, organizations can minimize manual errors,
save time and resources, and improve overall operational efficiency.

- Enhanced Data Security: E-management places a strong emphasis on
data security and privacy. Through the implementation of robust
cybersecurity measures, organizations can safeguard sensitive
information, protect against unauthorized access or breaches, and
maintain the trust of their stakeholders.
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These tasks collectively drive the adoption of e-management practices,
enabling organizations to leverage technology and digital solutions to optimize
their operations and achieve greater success in today's dynamic business
landscape.

Subsection Two: Principles and characteristics of E-Management
1- Principles of E-Management

The principles of E-management are based on a system that combines
technology-based features. This approach results in an E-management system
that is designed to be effective in the world of tomorrow. Combining those
elements produces E-management principles as follows: (Liu Yao, 2011)

- Integrated system

In today’s global networked economy, integrated information system is merely
a fundamental to a competitive advantage. If a company wants to remain a
player in the future, they need to think of ways to tie the supply chain and
demand chain to the integrated systems, both internally and externally. But
before the organization can integrate their system with other external systems,
they need to integrate internally all the departments and staffs to be one system,
or it will cause burdens or problems to the organization. Then the internal
integrated system will integrate with the external system to tie the customers and
the suppliers. Failure to integrate externally can cause major damage to the
supplier and customer since the external requests need to be immediately
processed by all the related departments in the organization. There are two major
integrations in practice: database integration and system integration.

- Automated system

In an E-Management system, the integrated system automates all processes
across the organization, unlike traditional computerization that only automates
specific parts. Full automation eliminates manual processes and information
transfer between entities. The integrated system automates all departmental and
inter-departmental processes. Four principles of automation include process
reengineering, real-time data transfer, minimal manual process, and minimal
human interference.

- Intelligent system

Most of the conventional computerization projects are only record management
system, lacking the intelligent value, especially in analyzing, thinking and
planning. E-Management System is designed with Artificial Intelligent (Al) in
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all of its processing engines which are incorporated with formulas, algorithms,
procedures, policies and processes. Thus, it can simulate the ‘Experts Mind’ in
the system to avoid human dependence. It can ensure that all members in the
organization are following the rules and regulations in the best practice. It can
also avoid misuse or misconduct of the operation. Future business world
demands a lot of high level of thinking and strategic planning and controlling to
face the world’s challenges.

- Paperless system

In e-management, a paperless environment is essential, and all information
systems should be designed accordingly. Printed reports should be replaced with
online queries, and all applications, approvals, meetings, and reporting
mechanisms should use online information instead of hard copies. This is
because printed information becomes outdated quickly in dynamic
organizations. Only documents required by external users and cannot be
accessed online are allowed to be printed. Other attributes of a paperless
environment include online information access, announcements, applications,
approvals, notifications, and reporting.

- Dynamic system

A dynamic organization shall manage changes in the most fast and efficient
manner. The E-management system, which is the supporting element in the
organization, can be very dynamic and flexible to allow any changes needed by
the organization. The system and procedure in E-management’s environment
shall be designed to cater for changes at any time as required. It has to balance
between standardization and flexibility. Characteristics of dynamic system are:
scalable, configurable, customizable and personalizable.

In conclusion, we can summarize the principles of E-management in the
following points:

- involve integrating information systems both internally and externally

- Automating all processes, using artificial intelligence

- Creating a paperless environment

- Designing a dynamic system that can manage changes efficiently.

- Database and system integration, real-time data transfer and minimal
manual process.

- A paperless environment replaces printed reports with online queries

- Dynamic system must be scalable, configurable and customizable.
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2- Characteristics of E-Management

Electronic management is a system that employs technology to facilitate the
organization, storage, retrieval, and analysis of data and information. This
system possesses a range of features that are designed to enhance efficiency,
productivity, and accuracy. Some of the key characteristics of electronic
management include: (Almutairi, 2014)

- Wide scope interactions

It refers to the ability to engage and collaborate with people from diverse
locations and time zones using technology. With the advancement of digital
communication tools, such as video conferencing, instant messaging, and social
media platforms, it is now possible to connect with people from anywhere in the
world at any time. This feature has enabled organizations to expand their reach
and work beyond physical boundaries.

- Real-time interaction

It refers to communication that occurs instantaneously or with minimal delay,
enabling immediate feedback and response. In contrast to delayed
communication, such as email or voicemail, real-time interaction enables people
to engage in conversations or collaboration as if they were in the same room.it
allows for an efficient communication and collaboration between employees
and/or customers, anytime and anywhere in the world. This feature has
revolutionized the way the system operates and enables organizations to provide
better services and support to customers

- Resource and teleworking

refer to the use of technology to enable people to work from anywhere, without
being limited by physical boundaries. This feature allows institutions to tap into
a wider pool of talent and resources, regardless of their location.

Institutions with internet connectivity are no longer bound by traditional
limitations that separate material and human resources from others. This means
that the core business feature is to work without limits, enabling employees to
work remotely or from different locations, while still being able to collaborate
and communicate in real-time.

This feature enables institutions to be more flexible, efficient, and productive,
while providing employees with greater work-life balance. However, it is
essential to ensure that teleworkers have access to the necessary resources and
tools to perform their duties effectively to help them provide high quality
services.
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We can also find other features of e-management such as (2017 «<_z_2)
- Confidentiality and Privacy

E-management offers enhanced confidentiality and privacy for sensitive
information through its advanced programs that enable blocking and restricting
access to important data. This ensures that only authorized personnel with
passwords can access the confidential information, despite the overall
transparency and openness of e-management. Compared to conventional
management, electronic management has a higher level of ability to conceal and
safeguard confidential information, with robust penetration prevention systems
that make it extremely difficult for unauthorized personnel to gain access to
blocked files and secrets.

- Real-time monitoring and control

E-management is characterized by its high ability to monitor and control various
tasks and activities in real-time, relying on the advancements in technology.
Organizations that adopt e-management are not obliged to wait for reports and
follow-up evaluations submitted by employees to the senior management, which
may lack transparency and credibility, as well as being slow in their preparation,
retrieval, and assessment, leading to delays in decision-making

- Information Management instead of retention

Electronic management does not rely on individuals' manual efforts in managing
its transactions as much as it relies on managing the information it retains in its
systems according to specific programs. These programs allow the user to
accomplish their transactions through the system's screens and buttons,
simplifying the process in a way that is similar to education. The electronic
management also manages files, rather than retaining them in the
administration's archives. This does not mean that electronic management does
not retain information and data, but it provides secure means of storage. These
files are transformed into information that the administration retains on its
electronic network. The electronic management system relies on automatic
archiving of information and collects data once for multiple uses. It then
organizes, tabulates, and processes this data to facilitate its retrieval and
utilization at the appropriate time and in the best way possible to achieve the
organization's goals. When the owner of such information requests a transaction,
the program either approves or rejects it based on that information.
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- Efficiency and Effectiveness

One of the most prominent characteristics of electronic management is its high
efficiency in completing tasks with accuracy and greater effectiveness through
optimal investment in available technologies and trained and skilled digital
minds. The implementation of electronic management leads to the conversion of
excess workforce into positive energy that can be employed to serve the
organization's objectives by retraining and adapting human resources to perform
organization functions with the highest quality and possible efficiency, based on
various advanced technologies. This ultimately contributes to minimizing
routine errors in business operations to the greatest extent possible, compared to
traditional management practices.

In conclusion, E-management is a system that uses technology to organize,
store, retrieve, and analyze data and information.

It has several characteristics that make it efficient, productive, and accurate.
Some of these characteristics include the ability to interact and collaborate with
people from diverse locations and time zones, real-time interaction, resource and
teleworking, enhanced confidentiality and privacy, real-time monitoring and
control, information management instead of retention, and efficiency and
effectiveness.

E-management allows for more flexibility, efficiency, and productivity, and
provides employees with greater work-life balance.

Subsection Three: Objectives of E-Management

E-management certainly has many advantages that can organizations,
customers and staff members in several ways:

1- reduction of customer’s and organization’s time, effort and costs

E-management can certainly help reduce customers' and organizations' time,
effort, and costs in several ways: (M. Alshehri, 2011)

- Self-service options: E-management can provide customers with self-
service options, such as online portals or mobile apps, where they can
access information, place orders, make payments, and track their
transactions. This reduces the time and effort required for customers to
interact with the organization, as they can handle these tasks on their own
time and at their own pace.
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- Automation: E-management can automate many tasks, such as processing
orders, managing inventory, and generating reports, which can
significantly reduce the time and effort required by organizations to
complete these tasks manually. This can also help reduce the risk of errors
and improve accuracy.

- Data analysis: E-management systems can collect and analyze data on
customer behavior and preferences, which can help organizations better
understand their customers' needs and tailor their products and services
accordingly. This can reduce the time and effort required to conduct
market research and develop new products and services.

- Communication: E-management can facilitate communication between
organizations and customers through various channels, such as email, chat,
or social media. This can help organizations respond more quickly to
customer inquiries and complaints, which can improve customer
satisfaction and loyalty.

2- improvement of service delivery and customer’s satisfaction

There are various ways in which e-management can improve service delivery
and citizens' satisfaction:

- Faster response times: E-management systems can provide citizens with
faster response times to their requests and inquiries. For example, citizens
can submit requests or complaints online, and e-management systems can
automatically route these requests to the appropriate department for faster
resolution.

- Accessibility: E-management can make services more accessible to
citizens, regardless of their location or physical abilities. For example,
citizens can access government services online, which can be particularly
beneficial for those who live in remote areas or have mobility issues.

- Transparency: E-management systems can provide citizens with greater
transparency into government operations and service delivery. For
example, citizens can track the status of their requests or complaints
online, and government agencies can provide real-time updates on service
delivery metrics.

- Personalization: E-management can help government agencies
personalize their services to meet citizens' specific needs and preferences.
For example, citizens can create personalized profiles that store their
service history and preferences, which can help government agencies
provide more targeted and efficient services.

10
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In addition, we can add the following goals of E-management: (2019 «J) sh)

- Reducing the cost of administrative procedures and related operations.

- Increasing the efficiency of the management by dealing with customers
and institutions.

- Accommodating a larger number of customers at the same time, as
traditional management has limited capacity to process customers'
transactions.

- Cancelling the paper archive system and replacing it with an electronic
system that is flexible in handling documents, capable of quickly
correcting errors, and distributing documents to multiple parties in the
shortest possible time, and benefiting from them at any time.

- Eliminating the factor of location, as it aims to appoint employees,
communicate with them, send orders and instructions, supervise
performance, and hold seminars and conferences through "video
conferencing" and through the electronic management network.

- Eliminating the impact of time factor, so the idea of summer and winter
vacations to complete some administrative transactions and then limit
them to the maximum extent possible is no longer present.

In summary, we conclude that E-management aims to reduce time, effort,
and costs for customers and organizations through self-service options,
automation, data analysis, and communication.

It can also improve service delivery and citizen satisfaction through faster
response times, accessibility, transparency, and personalization.

Additional objectives include reducing administrative costs, increasing
management efficiency, accommodating more customers, eliminating paper
archives, eliminating location and time constraints, and facilitating remote
work and communication.

11
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Section Two: Strategies of E-Management

In recent years, there has been a significant shift in the way organizations
manage their processes, operations, and resources. Traditional management
approaches have been replaced by
e-management, which leverages digital technologies to enhance efficiency and
streamline operations.

This section will discuss the key elements of e-management, including the shift
from traditional to e-management, the functions e-management, and the
requirements and obstacles for implementing e-management.

Subsection One: Shifting from traditional to E-Management

E-management cannot be considered a luxury or an optional choice that
organizations can adopt or overlook. Today, electronic management has become
the key to survival and the foundation for development and success. These are
just some of the motives and causes that led to the transition towards electronic
management such as: (2017 <__?)

1- The acceleration of technological and technical progress

The technological revolution has led to several relative advantages in various
fields of human life, including the quality of services and goods provided by
both public and private institutions to society. This revolution represents an
excellent opportunity for individuals, governments, and businesses to improve
the quality of human life. The increasing investment in the technology sector
requires maximizing the benefits and using it to facilitate life and human welfare
in general.

2- The globalization trend towards strengthening human connections

the trend of globalization has led to an increased focus on improving the quality
of services provided by countries. This is because countries are now competing
on a global scale, and citizens have higher expectations for the quality of
services they receive. As a result, many countries are striving to meet
international quality standards in order to gain a competitive edge and attract
more business and investment.

Additionally, citizens are more aware of the services available in other countries
and are demanding better services from their own governments. Therefore,
globalization has played a significant role in driving countries to improve their
services and meet the expectations of their citizens.

12
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3- Democratic transitions:

the accompanying reforms of each country that wants to join the World Trade
Organization or fulfill the demands of local and international human rights
organizations. The changes in the international situation have become a reality
that forced everyone to enter it, and those who cannot keep up will live in
permanent isolation, which means damage to the country and its citizens.

4- Economic Development

Economic development is directly related to transparency. Countries that aspire
to economic growth have a strong incentive to adopt e-government projects,
especially if they aim to attract foreign investment and improve their image in
front of investors. E-government improves the infrastructure for providing
services, which is one aspect of its commitment to making changes to enter the
knowledge economy.

In addition, we can add more motives for the transitioning to E-management
below: (2006 ¢« s~2)

1- The increasing popular pressure on governments

Citizen’s aspirations for better, faster, and easier services have led to a growing
awareness of the importance of accessing information and understanding the
mechanisms of political decision-making. Citizens are demanding improved
access to information and transparency in governance. This shift towards greater
transparency and accountability in governance reflects the changing dynamics of
society and the increasing demand for open and democratic processes. As
citizens become more aware of their rights and demand greater accountability
from their governments, the need for efficient and effective information systems
becomes increasingly important. Access to information and effective
communication channels between citizens and their governments can play a
crucial role in building trust and confidence in governance and promoting social
and economic development.

2- The need for government employees to have quality support

Through a strong database and a modern and advanced working system. This
means that in order for government employees to perform their duties eftectively
and efficiently, they require a solid database that contains accurate and up-to-
date information. Additionally, they require a modern and advanced working
system that can help them carry out their tasks quickly and easily. With the right
support, government employees can enhance their productivity, streamline their
workflow, and ultimately deliver better services to the public.

13
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3- Efficiency in providing public services

It involves several aspects such as reducing errors, improving income, reducing
costs, and minimizing bureaucracy through re-engineering procedures. This
leads to reducing the time required to achieve goals and giving employees the
opportunity to acquire new skills and develop themselves.

4- Increasing Citizen Participation

Supporters of e-government call for increasing citizen participation in the
government, to give them a sense of involvement in decision-making. From the
government's perspective, e-government allows for communication with remote
areas and minorities, sending and receiving information, and opening up
opportunities for meetings between citizens with similar interests and opinions,
despite geographical distances.

5- Transparency

Supporting transparency is directly linked to government corruption. It reduces
the complications of routine procedures, makes democracy a possible goal,
reduces citizen pessimism, and decreases foreign aid to countries. E-government
reduces bribery and increases political transparency, leading to greater citizen
trust in the government.

6- Economic Development

Economic development is directly related to transparency. Countries that aspire
to economic growth have a strong incentive to adopt e-government projects,
especially if they aim to attract foreign investment and improve their image in
front of investors. E-government improves the infrastructure for providing
services, which is one aspect of its commitment to making changes to enter the
knowledge economy.

To sum up, there are multiple advantages to transitioning to E-management:

- Improved efficiency: E-management can streamline processes, reduce
paperwork, and automate routine tasks, resulting in increased efficiency
and productivity.

- Cost savings: By reducing the need for physical office space, equipment,
and supplies, e-management can lead to significant cost savings.

- Better data management: E-management allows for easier and more
accurate data collection, storage, and analysis, which can help
organizations make more informed decisions.

14
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- Enhanced communication: E-management can facilitate faster and more
effective communication among team members and customers regardless
of their location.

- Increased accessibility: E-management can make information and
services more accessible to a wider audience, including those with
disabilities or in remote locations.

Overall, e-management can help organizations and governments operate
more efficiently, reduce costs, improve decision-making, and provide better
services.

Subsection Two: E-Management functions

E-administration utilizes information technology systems to carry out
administrative tasks such as planning, organizing, controlling, and decision-
making.

It also establishes connections between the organization and its influential
factors, including customers, competitors, suppliers, government agencies, and
administrative bodies. However, relying on modern electronic management
methods presents various challenges for the organization while performing its
tasks.

The topic of analyzing the functions and tasks of e-management requires
studying the important fundamental changes that have occurred in the theory
and application of modern management under the influence of information and
communication technologies. These changes, which have affected the e-

management functions we can address some of the changes in the followings:
(Huthaifa Abdelkarim Ali Ellatif, 2013)

- There has been a shift from using individual computerized data systems to
using network systems in e-management. Nowadays, information systems
are interconnected and integrated with various departments such as
production, marketing, accounting, financing, HR, and research and
development centers, forming an electronic fabric.

- There has been a transition from using non-electronic management
systems to using smart e-management systems that are capable of handling
information sources that generate intelligent elements such as databases
and software that search for information

- There has been a shift from gradual processing to instant processing
through online analytical systems in e-management. This change is a
significant transformation compared to the previous system. It suits the
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rapidly changing nature of conducting business that requires constant
updates.

In modern organizations, e-management operates by utilizing networks
that link databases through internet technology to meet the internal
information needs of staff. Unlike the Intranet, an Extranet provides
selected third parties, as well as staff, with the necessary information.
Client/Server Computing is a type of networking used in e-management
where the client and server interact through a network. There are certain
rules that need to be followed to coordinate their interaction, such as the
server verifying the authenticity and legitimacy of the request upon
receiving it from the client. Additionally, the server can provide services to
multiple users, and the user can request service from multiple servers. It's
important to note that regardless of the type of processor, the server must
be reliable and user-friendly.

Processors have changed from central structures to flexible environment
structures. One of the results of application of E-management technologies
is the emergence of a fundamental change in the environments of
processors. With the application of E-management the processors changed
from central functionality to flexible structures and team-work rather than
individuality. This has been coupled with the intensive use of modern
technologies, networking, creation of strategic units and globalization

The shift is from the notion of relative advantage to that of guaranteed
competitive advantage. The former has been dominant for a considerable
period and is linked with non-electronic competition in management. The
latter has arisen from evaluating the organization's capabilities in
comparison to the five competitive forces identified by PORTER and the
strategic competitive forces in the marketplace.

These important technological changes have contributed to creating a new

way of E-management that is quite different from the former way and have
changed the context of Nonelectronic management functionality.
In the following, we attempt to identify the functions of E-management:

1- E-planning

Planning is a mental process performed by managers, relying on their creative
thinking, through which facts and available information about a specific
situation are crystallized. (81 x4 <2009 «aic)
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Planning is an essential activity in management that involves setting goals,
determining actions to achieve those goals, and allocating resources. Traditional
planning involves analyzing data and communicating the plan to relevant
parties. On the other hand, E-planning refers to the use of electronic tools and
technology in the planning process. E-planning can offer several advantages

over traditional planning, such as: (2013 ¢« i)

- faster data analysis and processing.

- greater accessibility to data and information.

- real-time monitoring and adjustment of plans

- Provide more flexible and responsive approach to changes in the
organization environment.

increased collaboration and communication.

In the following table (01) (2011 ¢« Uall) addresses the main differences
between planning and E-planning:

necessary for all levels
For coordination and
direction unit.

Elements Planning E-planning
Numbers of | One plan directs the work Multiple plans to respond to
plans and direction of the different circumstances
organization
Planning - Long, medium or - Short and real-time
Horizon short plan plans for days, weeks,
Less than one year months
- The plan sets out the | or dismissal
objectives and stages - The planis asingle rule
of their or general principle
implementation guiding
and its means. The trend is not constrained.
Flexibility To adhere to the plan is A very flexible plan to

commit to response
Dynamic changes.

Concentration

The plan focuses on the
organization's capabilities.

The plan focuses on changing
markets and customers

and their immediate and
potential needs

Risk
assessment

The risk comes from a lack
of commitment to execute
Plan.

The risk comes from not
being able to work outside
Plan.
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Innovation

Innovation is essential for
the development of the best
plan

Innovation is necessary for
implementation to respond
for changing circumstances.

The Planners

Managers are planners and
workers are

executors (entrance up-
down).

Planners are the initiators of
managers and workers
(Everyone's entrance - in all
web directions).

Objectives Objectives are clear and Goals are general, vague and
precisely defined to ensure | highly probable.
Success.
Means Precisely defined means to | The means are open according
ensure success. to the opportunity in the
market and in
Customers.
Standards Plan Standards a key tool in | Trust is the main tool in what
rationalizing IS needed
performance and His success for the
enhancement. Foundation.

The table provided above highlights the differences between traditional
planning and e-planning:

- The traditional planning approach involves a single plan directing the

work and direction of the organization, while e-planning involves multiple
plans to respond to different circumstances.

The planning horizon for traditional planning is typically long-term, while
e-planning involves short and real-time plans for days, weeks, months, or
dismissal.

Traditional planning requires adherence to the plan at all levels for
coordination and direction, while e-planning is very flexible and designed
to respond to dynamic changes.

In traditional planning, the plan focuses on the organization's capabilities,
while in e-planning, the plan focuses on changing markets and customers,
and their immediate and potential needs.

Risk assessment in traditional planning centers on the risk of a lack of
commitment to executing the plan, while in e-planning, the risk comes
from not being able to work outside the plan.
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Innovation is essential for developing the best plan in traditional planning,
while in e-planning, innovation is necessary for implementation to respond
to changing circumstances.

- The roles of planners and managers also differ in traditional planning and
e-planning. In traditional planning, managers are planners, and workers are
executors, with an upward direction. In e-planning, planners are the
initiators, and managers and workers are everyone's entrance in all web
directions.

- In traditional planning, objectives are clear and precisely defined to ensure
success, while e-planning goals are general, vague, and highly probable.
The means in traditional planning are precisely defined to ensure success,
while in e-planning, the means are open according to the opportunity in the
market and in customers.

- Finally, in traditional planning, plan standards are a key tool in
rationalizing performance and enhancement, while in e-planning, trust is
the main tool needed for success for the foundation.

2- E-organizing

Organizing is a management process that involves defining tasks,
responsibilities, and delegating authority to individuals, as well as allocating
resources.

It also involves coordinating activities and departments to accomplish tasks
efficiently. With the shift towards digital transformation, traditional
organizational components have transitioned into electronic organization.
This has resulted in more efficient and effective organizing, capable of adapting
to different circumstances. Electronic organization is flexible, allowing for
communication and collaboration between individuals and networking among
all workers through internal networks. This has led to significant changes in
workforce capability, reflected in the use of highly specialized and skilled
workers, ultimately benefiting the organization. (2016 ¢« >b)

In the table below (2011 ¢Sl identifies the most significant changes to the
organizing function with the transitioning to E-management
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Table (02) differences between traditional organizing and E-organazing

Organizing
components

Traditional organizing

E- organizing

Organizational
structure

Vertical organization and
a structure based on fixed
units, with a vertical
organization from top to
bottom and a defined
organizational structure.

The organization is either
matrix or project-based, and
the structure is based on
collective work teams. The
organization is horizontal and
the structure is undefined.

Administrative

The administrative

internal and external alliances

- Rules of specific
procedure.
- Measurement schedules

and scheduled in advance.

division division is based on units | and work teams.
and department
Chain of The authority is linear The authority in advisory units
command and the commands are Is through consultation, and
linear, and there is one the chain of command is in
direct supervisor independent units, while the
teams are managed.
Formality - Literary instructions. - Flexible policies.

- Self-management and self-
managed teams.

- Flexible and variable work
schedules.

Centralization
and
Decentralization

Centralization means
authority at the top
Decentralization is
authority.
distributed.

Multiple positions of authority
and decentralization,

The units are independent and
the teams are self-managed.

The table compares traditional organizing with e-organizing in terms of several

components:

- In traditional organizing, the organizational structure is vertical, based on
fixed units and a chain of command. On the other hand, e-organizing is
either matrix or project-based, with a horizontal structure and collective

work teams.

- The administrative division in traditional organizing is based on units and
departments, whereas e-organizing emphasizes internal and external
alliances and work teams.
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In terms of chain of command, traditional organizing is characterized by a
linear authority and command structure, with one direct supervisor. In
contrast, e-organizing has advisory units where authority is through
consultation, and the chain of command is in independent units while the
teams are managed. This means that decision-making and authority in e-
organizing are more distributed and team-based, rather than relying on a
single supervisor or manager.

Formality in traditional organizing is characterized by literary instructions,
rules of specific procedure, and measurement schedules that are scheduled
in advance. In contrast, e-organizing has flexible policies, self-
management, self-managed teams, and flexible and variable work
schedules.

Centralization and decentralization are also important components of
organizing. In traditional organizing, centralization means authority at the
top, while decentralization is the distribution of authority. E-organizing has
multiple positions of authority and decentralization, with independent units
and self-managed teams.

Overall, e-organizing emphasizes flexibility, collaboration, and self-
management, while traditional organizing is characterized by a more rigid, top-
down approach to organizing.

3- E-control

Electronic control or electronic supervision refers to the continuous monitoring
of plan implementation and detecting deviations from the set plans and
objectives, along with identifying the reasons for such deviations and taking
necessary actions. Electronic supervision has many advantages such as: «a3)
(2009

Including continuous monitoring instead of periodic monitoring

Real-time monitoring instead of relying on past data

Monitoring through clicks rather than relying on reports.

Reducing internal surprises in the supervision process, as nothing worsens
within the organization without being noticed first which minimizing
internal surprises.

Electronic supervision also helps in engaging everyone in the organization
to a large extent, in order to achieve the requirements of supervision and
minimize surprises and crises in the organization.
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Electronic leadership is the ability to deal with human nature or influence human
behavior to guide people towards a common goal in a way that gains their
obedience and cooperation. The leader is responsible for managing a group of
individuals to achieve specific goals. Therefore, electronic leadership relies on
an electronic leader with the most suitable characteristics for the electronic
business environment, characterized by speed and change. Generally, electronic
leadership should have technical knowledge such as information technology,
computer technology, electronic communication networks, and software and

how to deal with them. (2009 ¢aa2)

The following table (03) is a comparison between the traditional leader

skills and the E-leader’s (2005 «33=ll)

Traditional Leader

E-leader

A functional one-way static itinerary

Multiple functional variables in
several directions.

runs the business with his voice and is
good at talking

runs the business with his innovative
ideas and is good at listening.

does not have to learn and deals with
coincidence or coercion

has to learn and teach with choice.

Clear focus.

Densely concentrated

Associated with the institution and
individuals

Linked to relationships, ideas and
networks.

Long-term goals

successive and short-term objectives.
Model in autonomy. Model in good
governance.

takes care of the details and drowns in
them

Attention to outcomes, public image
and focus.

Depends on the age and functional
status

depends on his knowledge and
audacity

appearance and features are the most
important administrative tools

communication style and language
features are one of the most important
administrative tools.

Introverted and closed to the
institution and the comrades

open to other people's institutions.

Either complimentary or
confrontational (without authority).

Either a speaker or a listener.
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This table compares the characteristics of a traditional leader with those of an E-
leader:

- A traditional leader is characterized as having a functional one-way static
itinerary, running the business with their voice and being good at talking,
and not having to learn or deal with coincidence or coercion. On the other
hand, an E-leader is described as having multiple functional variables in
several directions, running the business with their innovative ideas and
being good at listening, and having to learn and teach with choice.

- In terms of focus, a traditional leader has a clear focus, while an E-leader
has a densely concentrated focus.

- A traditional leader 1s associated with the institution and individuals,
while an E-leader is linked to relationships, ideas, and networks.

- The traditional leader is focused on long-term goals, while the E-leader
has successive and short-term objectives.

- The traditional leader operates in autonomy, while the E-leader operates in
good governance.

- Furthermore, a traditional leader tends to take care of the details and
drowns in them, while an e-leader prioritizes attention to outcomes, public
image, and focus.

- Atraditional leader's appearance and features are the most important
administrative tools, whereas an E-leader's communication style and
language features are one of the most important administrative tools.

- A traditional leader is often introverted and closed to the institution and
the comrades, while an E-leader is open to other people's institutions.

- Lastly, a traditional leader is either complimentary or confrontational
without authority, while an E-leader is either a speaker or a listener.

Subsection Three: Requirements and obstacles for implementing
E-management

An E-management system refers to the use of electronic technologies and
software applications to manage and streamline organizational processes. It can
include various tools such as project management software, collaboration
platform and many others. The goal of implementing an E-management system
1s to increase efficiency, reduce costs, and improve communication within the
organization
There are several requirements and several obstacles for successfully
implementing an e-management system.
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1- Requirements for implementing E-management

Successfully implementing an e-management system involves meeting
several requirements: (2011 ¢« 5 9)

Developing strategies and establishment plans: This requires a
management team or a committee to plan, monitor, execute, and develop
plans for the e-management project. It is necessary to seek the assistance
of various consulting entities to embody the specifications and standards
related to e-management.

Leadership and administrative support: One of the most influential
factors in the success of any project. The leadership plays a crucial role in
the success or failure of any project as the support of the administration
and the ability to create a suitable work environment are key factors. The
leadership should commit to supporting every point of the enterprise's
strategies and follow up on the project, providing information that ensures
its success and development. The conviction and interest of the
administrative leadership in applying information technology are also
critical factors in achieving the success of electronic management
implementation.

The organizational structure: The traditional hierarchical model of the
organization, which accompanied the industrial age, is no longer suitable
for new business models in the era of information technology and
e-business. We find that the organizational structures suitable for
e-business are matrices and networks, as well as the organization of living
cells arranged in the fabric of communications. The implementation of e-
management requires a series of changes in structural and organizational
aspects and various procedures that are compatible with the principles of
e-management, by introducing new departments, or canceling or merging
some departments with each other, and revising internal procedures and
processes, to ensure the provision of suitable conditions for the
implementation of e-management faster, more efficiently, and effectively
while considering that this transformation is carried out gradually over
several evolutionary stages.

Education and training of employees: Electronic management requires a
review of current education and training systems to keep up with the new
demands and requirements. This includes preparing plans, programs, and
educational methods at all levels. In addition, companies must also provide
a psychological, behavioral, technical, and material environment to

24



Chapter I: The theoretical framework

of electronic management

prepare their employees to adapt to the new electronic management
requirements.

Human requirements: The human element is one of the most important
resources that can be invested in to achieve success in any project or
organization, and it is of great importance in implementing electronic
management, where it is the origin of electronic management, discovered
it, developed it, and harnessed it to achieve its goals. Therefore, electronic
management is from and to the human element, who are the experts and
specialists working in the field of knowledge, representing the human
structure and intellectual capital in the organization. They undertake the
strategic management of the elements of electronic management,
including: managers, agents, assistants, programmers, data officers, and
operators or editors.

The technical requirements: refer to providing the infrastructure for
E-management, which includes developing and improving the
communication network so that it is integrated and ready for use and can
accommodate a huge amount of communication at once. This is necessary
to achieve the goal of using the Internet. Additionally, appropriate digital
technology should be provided, such as equipment, computer systems,
databases, and software. All of this should be available for individual or
institutional use on the widest possible scale.

Security Requirements: Security is one of the most important concerns in
electronic work. This means that information and documents that are
stored and processed electronically to meet work requirements must be
kept secure. Electronic security and confidentiality must be provided at a
high level to protect national and personal information and preserve
electronic archives from any tampering. This requires taking some
measures such as developing security policies for information technologies
including internet services, adopting a national information security
strategy that ensures cooperation between public and private sector
agencies, developing regulatory laws and rules that limit electronic theft
and violations of information privacy in electronic management,
identifying the necessary protection for different operating systems and
applications, determining monitoring and inspection mechanisms for
information systems and computer networks, securely backing up
information systems, and encrypting information that is stored, stored, and
transmitted across various media.
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Updating legislative frameworks according to developments: the aim
here is to issue laws, regulations, and procedures that facilitate the
transition to electronic administration. Legal texts and legislative concepts
should not be an obstacle to electronic administration, and traditional
frameworks and legislation should be removed. Some legal experts believe
that it is the responsibility of the administration to assign the process of
developing laws, regulations, and instructions to specialized information
technology and legal entities to determine their compatibility with the
electronic administration system. At the same time, new legislation is
proposed to achieve the following objectives:

The need to oblige government agencies, according to legislative tools, to
switch to electronic form.

Granting official status to computer outputs and all modern technology
means to facilitate their reliance and handling in official departments.
Legitimizing electronic identity proof with a specific number or bank
account, as well as granting a secret digital signature to protect it from
forgery.

Establishing fixed and transparent standards for various government
procedures to limit official intervention in filling out forms.

Determining the necessary conditions for enabling employees to access
citizens' records while ensuring the confidentiality and protection of this
information.

Allowing the possibility of electronic fulfillment of citizen obligations,
including service fees, stamp value, and others.

Adopting email and setting verification conditions for the sender to reduce
the possibility of use by others.

Granting legitimacy to buying and selling in the electronic system

In summary, An E-management system is a way to use electronic

technologies and software applications to manage and streamline organizational
processes, with the aim of increasing efficiency, reducing costs, and improving
communication within the organization.

Successfully implementing an e-management system involves meeting several
requirements, including developing strategies and establishment plans, having
leadership and administrative support, adapting the organizational structure,
educating and training employees, providing necessary technical infrastructure,
ensuring security requirements, and updating legislative frameworks according
to developments.
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2- Obstacles for implementing E-management

Over the years, researchers have uncovered numerous obstacles to

implementation of E-Management (AlOqlah, 2021) addresses some of the
obstacles in the followings:

Organizational obstacles: refer to challenges that arise from the structure
and culture of an organization, and its policies and procedures related to
technology and digital systems. These obstacles can hinder the successful
implementation of electronic transaction systems, such as

E-Management.

One such obstacle is the absence of electronic transaction laws and
regulations. Without legal frameworks to guide the use of digital platforms
and electronic transactions, organizations may be hesitant to fully integrate
technology into their management processes. This can lead to a lack of
trust in electronic systems, which may result in slow adoption and
implementation.

Another organizational obstacle is the central management of the
organization. In some cases, top-down management structures may not be
conducive to implementing E-Management systems that require
collaboration and communication across different departments and teams.
Organizations with rigid hierarchical structures may struggle to adopt new
technology and digital platforms that require a more flexible and
collaborative approach.

Additionally, the absence of electronic transaction systems can also hinder
the implementation of E-Management. Organizations that have not yet
fully embraced digital platforms may face challenges in integrating
electronic systems into their existing management processes. This can lead
to inefficiencies, redundancies, and errors in data management, which can
impact organizational performance.

Technical and financial obstacles: refer to challenges related to the
technology and financial resources necessary to implement
E-Management systems successfully. These obstacles can significantly
impact the ability of an organization to integrate electronic systems into
their management processes.

One technical obstacle is the absence of laboratory readiness for
implementation. This means that the necessary hardware and software
required to support E-Management systems are not available or may be
outdated. Without up-to-date technology, organizations may face
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challenges in implementing electronic systems and achieving their desired
outcomes.

Another technical obstacle is slow and weak internet services, which can
hinder the effective use of digital platforms and electronic systems.
Inadequate protection to safeguard users from network penetration can
also be a significant concern, as cyber-attacks and data breaches can result
in significant financial and reputational damage to an organization.
Additionally, recurrent regulations breakdowns can also slow the
successful implementation of E-Management systems. If the regulatory
environment is unstable or lacks clarity, organizations may struggle to
implement electronic systems effectively, leading to delays and
inefficiencies.

Financial obstacles can also be a significant challenge. The absence of
financial resources and maintenance can hinder the effective
implementation of E-Management systems. The high expense of the
internet and communications, computers, and other necessary hardware
and software can also be a significant financial burden for organizations,
especially smaller ones.

Human obstacles: refer to challenges related to human behavior, attitudes,
and culture that can hinder the successful implementation of E-
Management systems. These obstacles can include individual resistance to
change, lack of trust in electronic systems, and inadequate incentives or
training.

One human obstacle is the nature of humans. Humans are often resistant to
change and may be hesitant to adopt new technologies, especially if they
do not understand the benefits of the new system. This resistance can lead
to delays in implementation and a lack of buy-in from members of the
organization.

Another human obstacle is the closed doors culture. Some organizations
may have a culture that is resistant to sharing information and
collaborating across departments and teams. This can hinder the successful
implementation of E-Management systems, which require collaboration
and communication across different parts of the organization.
Additionally, lack of trust in the privacy and confidentiality of personal
transactions and their security can also be a significant obstacle. Electronic
systems are often associated with privacy and security concerns, and if
users do not trust the system's security, they may be hesitant to use it. This
can lead to delays in implementation and slow adoption of electronic
systems.
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A number of other different obstacles and barriers were identified
by (2016 «>us)

1- Administrative obstacles:

They include the following:

Weak planning and coordination at the senior management level for digital
management programs.

Lack of senior management's interest in evaluating and monitoring the
application of electronic management.

Failure to gradually implement electronic management.

Absence of coordination between other departments and agencies related
to the institution's activities.

Lack of extensive training available for specialists in desired locations.
Lack of convincing the institution's management of the necessity or need
for electronic management.

Individuals' lack of psychological readiness and awareness of the
importance of their role as part of the transformation and success process.
Differences in management systems within the same administrative entity,
which impedes the transition to electronic management smoothly and
seamlessly.

2- Organizational obstacles:

They include the followings:

Lack of planning and coordination at the senior management level for
electronic management programs, and determining the time to start
implementing and executing electronic services and information.
Absence of follow-up by authorities for the implementation of electronic
management in smaller departments

Weak conviction by authorities to implement electronic management in
smaller departments.

Low computer knowledge among administrators who have the decision to
introduce this technology within the organization

Scarcity of specialized training widely available in desired locations within
the organization.
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3- Legislative obstacles:
Some of the legislative obstacles include:

- Non-recognition of the authenticity of electronic documents and their
admissibility as evidence or recognition of their credibility.

- Inefficiency of traditional systems and regulations to be applied to
electronic administration and transactions, making this alternative
inadequate in the absence of systems and regulations that regulate work
relationships and cooperation within electronic administrations.

- Delay in enacting the necessary legal legislation to ensure the adoption of
electronic signatures and dealing with e-mail and verifying the identity of
the service applicant, which greatly impedes many electronic transactions
that could have been smoother in the presence of such legislation and
achieve the desired benefit from it.

- Absence of legislation that criminalizes hackers of electronic
administration networks and imposes deterrent penalties on perpetrators of
these crimes, especially bank accounts and confidential documents and
trade secrets of competing companies.

In conclusion, there are various obstacles to implementing E-Management,
including organizational, technical and financial, and human obstacles.
Organizational obstacles include the absence of electronic transaction laws and
regulations, central management structures, and the absence of electronic
transaction systems.

Technical and financial obstacles include the absence of laboratory readiness,
slow and weak internet services, and financial constraints.

Human obstacles include resistance to change, lack of trust in electronic
systems, and closed-door culture.

Legislative obstacles include non-recognition of the authenticity of electronic
documents and delays in enacting necessary legal legislation.

Administrative obstacles include weak planning and coordination, lack of senior
management interest, failure to gradually implement electronic management,
and lack of extensive training for specialists
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Section Three: E-Management: Information Systems, and Applications

The implementation of E-Management processes expands to include all
sectors, including commercial, government, and those specific to citizens. It is a
comprehensive management of various operations, such as logistics, e-
commerce, public relations, supply management, service acquisition, and
meeting citizen needs. E-Management also involves regulating relationships
between state institutions, the private sector, official and unofficial entities, as
well as controlling warehouse matters, supply and quality management of tasks
performed by institutions and countries.

Subsection One: information systems of E-Management

In today's fast-paced and data-driven world, organizations that invest in
information systems are better positioned to stay competitive and adapt to
changing market conditions.

1- Definitions of information systems

Information systems play a crucial role in today's organizations, enabling
efficient management of data, facilitating decision-making processes, and
supporting various business functions.

Information systems can be defined as: a cohesive and interconnected set of
processes, controls, and resources that gather, process, and disseminate useful
information and elements to decision makers through a network of channels and
communication lines. The purpose of these systems is to manage and monitor
data in order to produce and deliver valuable information. iséa 2006 sl
(21

It can be also defined as: It is a collection of interrelated or interactive
elements that work together to gather, store, transmit, and distribute various data
and information to support decision-making and coordination. Typically, an
information system includes comprehensive data about the organization or entity
benefiting from it, as well as control over the organization, coordination of the
surrounding environment, places, and activities related to the organization, and
key individuals. (29 4aia 2009 ¢ 2ball)

An information system can be defined as: an organized combination of
people, hardware, software, communication networks, and data resources that
collect, process, store, and disseminate information to support decision-making
and control in an organization" (O’Brien, 2011, p. 4)
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Based on these definitions, we can establish that Information systems refer

to a collection of hardware, software, people, data, and communication networks
that work together to store, process information to support organizational
decision-making and control. These systems can be used in various domains
such as business, healthcare, education, government, and more. The information
provided enables organizations to manage and monitor data, streamline
processes, and make informed decisions. It also helps organizations to
coordinate and communicate effectively, optimize resources, and gain a
competitive advantage.

In short, information systems are essential tools that enable organizations to
operate efficiently and effectively in today's technology-driven world.

2- Types of information systems

categorizes information systems into four main types: (O’Brien, 2011)

Transaction Processing Systems (TPS): these systems are designed to
automate and support routine, day-to-day business processes that involve
high volume transactions. These systems are used to capture data about
transactions, such as sales, purchases, inventory changes, and customer
interactions. The data is then processed, stored, and made available for
analysis and reporting

Management Information Systems (MIS): These systems use data from
TPS and other sources to provide middle managers with information
needed to support decision-making and control. they provide managers
with reports that summarize and integrate data from various sources,
allowing them to monitor performance, identify trends, and make informed
decisions. MIS typically include tools for data analysis, such as charts and
graphs, to help managers visualize data and identify patterns.

Decision Support Systems (DSS): These systems are designed to help
managers and other decision-makers to analyze complex data and make
decisions. DSS use data from various sources, including TPS and MIS, to
provide insights into business problems and opportunities. DSS typically
include modeling and analysis tools, such as what-if analysis, forecasting,
and optimization, that allow managers to explore different scenarios and
evaluate the potential impact of different decisions.

Executive Support Systems (ESS): These systems are designed to
provide senior executives with high-level, summarized information that is
easy to understand and use. These systems provide strategic information to
support long-term planning and decision-making. ESS typically include
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dashboards, scorecards, and other graphical tools that provide an overview
of the organization's performance and highlight key issues and trends.

In summary, we can identify four main types of information systems:

Transaction Processing Systems (TPS): used for day-to-day business
transactions such as inventory management, payroll processing, and order
processing.

Management Information Systems (MIS): provide middle managers with
reports to support decision-making and control by summarizing data from
various sources.

Decision Support Systems (DSS): help decision-makers analyze complex
data from TPS and MIS to identify business problems and opportunities,
and evaluate different scenarios.

Executive Support Systems (ESS): provide senior executives with high-
level, summarized information for long-term planning and decision-
making, using dashboards and scorecards to highlight key issues and
trends.

Subsection Two: Applications of E-Management

E-management refers to the use of electronic technologies and tools to
manage organizational operations and resources. The applications of
e-management are vast, and they can be applied to different sectors and
industries. In the followings, we discuss the most common examples of the
applications of e-management (2009 «43US)

E-commerce: E-commerce is the buying and selling of goods and services
over the internet. E-management tools can be used to manage online
stores, track sales, and manage customer relationships

Supply chain management: E-management tools can be used to manage
the flow of goods and services from the point of origin to the point of
consumption. This includes managing inventory, transportation, and
logistics.

Human resources management: E-management tools can be used to
manage employee information, performance, and payroll. This can include
online training and performance management systems.

Customer relationship management: E-management tools can be used to
manage customer information, communication, and interactions. This can
include customer service software and online forums.
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They also include :

- Financial management: E-management tools can be used to manage
financial information, including accounting, budgeting, and forecasting.
This can include online banking and financial reporting software. (Iryna
Prikhno, 2021)

- Project management: E-management tools can be used to manage
projects, including scheduling, resource allocation, and task management.
This can include project management software and online collaboration
tools. (Blaskovics, 2018)

Subsection Three: Areas of E-Management application

E-management is the use of electronic technologies and tools to manage
organizational operations and resources. It can be classified into four main areas
of application: (AL-Sowayegh, 2012)

1- government to citizens (G2C)

The goal of e-government is to provide electronic resources for citizens to
respond to their daily needs, as well as transactions between government,
citizens, and private institutions. By implementing e-government, citizens are in
constant communication with the public administration. In addition, e-
government plays an important role in enhancing accountability, democracy, and
improving public service. Its main goal is to serve citizens and facilitate their
interaction with the public administration by making information and public
services easily accessible, reducing the cost and time of obtaining services, and
eliminating time and place barriers.

2- Business to Government (G2B)

This point includes the various services exchanged between the public
administration and the private sector, including public policies, laws,
regulations, and directives in this field. This allows private sector organizations
to access all of this information online, as well as other transactions such as
public contracts.

3- Government-to-Government (G2G)

This point refers to electronic communication between different government
agencies and departments based on a unified database. It also refers to the
relationship between the public administration and its employees, using
information and communication technology, especially the internet, to improve
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the performance of public employees and develop their capabilities through the
exchange of knowledge, skills, and information, which increases the
effectiveness of the organizational process within government departments.

4- Government-to-Employee (G2E)

G2E refers to the services provided by the government to its employees. This
includes access to information about training and self-development
opportunities, as well as e-learning programs and knowledge-sharing resources.
Additionally, employees can access information about financial benefits, their
rights, and laws that affect their employment. The aim is to help government
employees grow and develop in their roles, and to make sure they have the
information they need to perform their job duties effectively.

In conclusion, E-government has four main categories government to
citizens (G2C), business to government (G2B), government to government
(G2G), and government to employee (G2E).

G2C provides electronic resources for citizens to access information and public
services easily, while G2B involves the exchange of services between the
government and private sector organizations. G2G involves electronic
communication between government agencies and the use of information
technology to improve employee performance. G2E provides services to
government employees to help them grow and develop in their roles.

All four points are related to e-management because they involve the use of
information and communication technology to manage government operations
and services more efficiently and effectively. E-government, in particular, is a
key aspect of e-management as it aims to improve public service delivery
through the use of electronic resources. The other three points, G2B, G2G, and
G2E, also utilize technology to streamline communication and transactions
between various entities within the government. Overall, e-management aims to
enhance organizational processes, increase accountability, and improve public
service delivery through the use of technology.
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Chapter conclusion

As technology continues to advance at an unprecedented rate, businesses
and organizations have had to adapt to the changing landscape. Traditional
management styles that were once effective have become outdated and
ineffective in light of these changes. This has given rise to a new management
approach that is focused on the technological and informational dimension, with
the Internet and business networks playing a significant role in shaping this new
direction.

The transition towards electronic management has been a natural
progression, with many organizations embracing this new concept as a way to
stay ahead of the curve. Electronic management represents speed, efficiency, and
instant interaction, allowing for greater flexibility and agility in managing
administrative functions.

One of the major benefits of electronic management is the ability for
organizations to leverage the vast resources available on the Internet and other
networks. This includes external resources, intellectual capital, and knowledge
management resources, all of which can be harnessed to improve efficiency,
reduce costs, and drive innovation.

Overall, the rise of electronic management represents a fundamental shift in
the way organizations operate and manage their administrative functions. As
technology continues to evolve, it is clear that businesses and organizations must
continue to adapt and embrace new approaches to remain competitive in the
marketplace.
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Chapter II: The conceptual framework of public services

Public services are a fundamental aspect of modern societies, providing
citizens with essential goods and services such as healthcare, education,
transportation, and safety. The quality of these services is critical in ensuring
that citizens receive the support they need from their governments.
Governments, therefore, must provide high-quality public services that are
efficient, effective, and accessible to all citizens.

To achieve this goal, it is essential to understand the conceptual framework of
public services. This includes defining the public sector and public facilities,
understanding the different types of public facilities, and categorizing public
services based on their type and quality.

The use of e-management has gained popularity among governments as a
means to improve the quality of public services. E-management involves
utilizing electronic technologies to streamline, automate, and enhance
administrative processes within government agencies. By adopting
e-management, governments can increase the efficiency, effectiveness, and
accountability of their public services.
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Section One: Introduction to public sector

The public sector plays a critical role in providing essential services and
resources to society. These services and resources include healthcare, education,
public safety, transportation, infrastructure, and social welfare programs. While
some of these services may be provided by the private sector, they are often not
profitable or financially feasible for private companies to provide universally or
to a standard that meets the needs of everyone in society.

Subsection One: Definition of Public sector

There has been a debate about finding a comprehensive and inclusive
definition of the public sector, and among the most commonly accepted
definitions, we can mention:

According to Paul C. Light: the public sector refers to all levels of government
and their agencies, as well as nonprofit organizations that receive significant
support from government." (Light, 1999)

It can also be defined as: a collection of units funded primarily by taxation or
user charges whose principal objectives are to produce goods and services that
satisfy the needs of the community as a whole rather than the demands of

individual consumers or groups of consumers.
(OATES, 2005)

Tom Christensen and Per Laegreid also refer to the public sector as: the part
of society that is funded and controlled by the government, and charged with
implementing and delivering public policies and programs. (Christensen &
Lagreid, 2007)

In an additional definition: the public sector is understood as the part of the
economy that is owned and operated by the government to provide public goods
and services to citizens. (Brown, 2010)

Another definition by Mark J. Rozell and Clyde Wilcox: The public sector is
comprised of institutions and organizations that are established and funded by

government for the purpose of serving the public interest. (Maisel & Berry,
2012)

In another definition: The term public sector refers to the units or institutions
of the business sector that are owned and operated by the government. The goal
of these public institutions in producing goods and services is not necessarily to
achieve the highest profits, but rather to provide these goods and services to the
public to meet their needs and satisfy them at the best prices, which are
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determined by the government and known as administrative prices. Government
activity in managing these institutions favors market mechanisms and stabilizes
the price system. (233 4aia 2007 s slaaw)

Based on these definitions we can define the public sector The public sector
refers to the part of the economy controlled or owned by the government that
provides public goods and services to the community at administrative prices. Its
main goal is to meet the needs of the community, and it is funded by taxation or
user charges. The government manages these institutions and favors market
mechanisms while stabilizing the price system.

Subsection Two: the concept of public facility

Defining the concept of public facility is a challenging task due to its
association with various economic, political, and social factors that exist within
the state. Despite its importance as a standard for administrative systems,
researchers face difficulties in providing a clear definition. To overcome this,
two basic standards are commonly used: the organic standard and the
objective standard.

1- Definition of public facility according to the organic standard

The public facility is defined according to the organic standard as a public entity,
institution, or body, which manages public affairs and needs. a8 2010 «3L)
(192

Maurice Hauriou defined public facility as: The public organization provides
an important public service using methods of public authority

Léon Duguit also referred to it as: An activity that the authority is obligated to
undertake to achieve social solidarity. (6 4aia ¢1973 caaall 2c)

An additional definition: A public facility, according to this standard, refers to
any public organization established by the state and subject to its administration
in order to meet the needs of the public. Therefore, entities such as the judiciary,
security, defense, and others can be considered public facilities because they are
organizations established to provide a public service.

In addition, a public organization is one that exercises certain powers and
authorities that ensure the regular and continuous satisfaction of a collective
need. To be considered a public facility, a particular activity must be carried out
by a public legal entity with the aim of achieving a public benefit for
individuals. Therefore, according to this standard, a public facility encompasses
any public organization established by the state and subject to its administration
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with the aim of meeting the needs of the public and providing citizen services.
The organic meaning focuses on the administrative apparatus or organization

itself, as it is linked to public administration and seeks to provide services to the
public. (7 4aéa 2018 ) ls)

1- Definition of the public facility according to the functional standard
(material standard)

The public facility can be defined according to the functional or the material
standard as:

Public facility is an activity, function, or service that meets the public needs of
citizens, such as general education and healthcare, regardless of the organizing
entity or authority responsible for the activity. (45 4aia <1984 Ual)

It can also be defined as: The public facility is any activity or project carried
out by the state itself or under its direct or indirect supervision, that aims to
satisfy public needs and achieve the public interest. (139 4s8a 2000 < sl 5=)

In another definition: The public facility represents any activity or tasks
carried out by the rulers in order to achieve social solidarity, which cannot be
achieved except through the intervention of the governing authority. «dll cla)
(7 4282 <2018

In summary, A public facility can be defined as a multifaceted entity that
manages public affairs and provides services to meet the needs of citizens, such
as education and healthcare. It aims to achieve a public benefit and may require
intervention from the governing authority to promote social solidarity.

Subsection Three: types of public facility

Public facilities are divided into two categories based on objective standards:
administrative facilities and economic facilities.

1- Administrative facilities

The activity carried out by government entities is different from the regular
activities of individuals, and is considered an administrative public facility. This
type of facility is associated with government authority and is subject to public
rules and regulations, such as administrative laws.

It should be noted that this type of facility operates under a specific and
exceptional legal system, which is the administrative law system. This is
because it serves a different purpose than other public facilities, such as
economic or social facilities.(1979 «.» s skl

The administrative law system is designed to regulate the relationship between
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the government and its citizens, and it provides specific rules and regulations
that govern the operations and management of administrative public facilities.
These rules and regulations are enforced by specialized courts and tribunals that

have the authority to review and oversee the actions of government agencies and
officials.(2007 «s_raxll)

2- Economic facilities

These public facilities emerged as a result of the increasing involvement of
the government in meeting the specific needs of the public, particularly in the
areas of industrial, commercial, and agricultural activities. These facilities are
part of the public sector and are designed to provide services and resources that
are not necessarily related to the social welfare of individuals, but rather to the
economic development of the community as a whole.

These facilities can take many different forms, such as manufacturing plants for
pharmaceuticals or power plants that provide electricity to the public. They are
commonly referred to as "public economic facilities" and are managed and
operated by the government in order to achieve specific economic objectives
and meet the needs of the community.

The purpose of these facilities is to promote economic growth and development,
and to provide resources and services that are necessary for the success of
businesses and industries. This includes providing access to infrastructure, such
as roads, transportation, and communication networks, as well as access to

capital, technology, and other resources that are needed for economic activity.
(1979 <. s skaball)

In conclusion, we can summarize types of public facilities in the followings:

- Public facilities are categorized into administrative and economic
facilities.

- Administrative facilities are activities carried out by government entities
and are subject to specific rules and regulations under the administrative
law system.

- Economic facilities are designed to meet the specific economic needs of
the community and are managed and operated by the government.

- Economic facilities include manufacturing plants, power plants, and
infrastructure facilities such as roads and transportation networks.

- The purpose of economic facilities is to promote economic growth and
development and to provide necessary resources for economic activity.
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Section Two: General Introduction to Public Services

The public services sector holds a special significance as a distinct sector,
given the nature of the services provided that aim to fulfill the public interest.
These services include, but are not limited to, establishing infrastructure for the
benefit of the community. The primary goal of the public services sector is to
promote the well-being of the public and address the needs of the community,
especially those who are most vulnerable. The establishment of this sector is
necessary because the private sector is not always able to provide certain
essential services, either due to their high cost or lack of profitability. Therefore,
it 1s the responsibility of the government to ensure the provision of such services
to the public, and the public services sector plays a crucial role in achieving this

objective.
Subsection One: The concept of public services

The concept of public service is linked to the emergence of the state as an
authority whose role is to satisfy the public needs through the exercise of
functions and activities in various economic and social fields, with the aim of
increasing the welfare of society and thus achieving economic development. We
will try to discuss some definitions of public services.

1- The definition of public services:

The concept of public service refers to the process carried out by public bodies
in providing services to citizens based on the relationship that links them.

The concept of public service refers to the range of services that are provided by
government agencies and organizations to citizens and businesses, including but
not limited to healthcare, education, law enforcement, transportation, social
welfare, and environmental protection. These services are intended to meet the
needs and improve the quality of life of citizens, and they are typically funded
through tax revenue and other forms of public financing (Teicher, 2002).

It can also be defined as: Public services refer to activities of the government
in the public domain, such as policing and public health; activities that are
undertaken for the benefit of the public, like public service broadcasting, and
social services like medical care, housing, education, and social care. (Spicker,
2009)

It can also refer to the services provided by the government or its agencies to the
general public. These services can include healthcare, education, transportation,
law enforcement, and many others. (Prabha Ramseook-Munhurrun, 2010, p. 38)
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Another definition we can add: Public services refer to a set of activities
provided by the state or official authorities in a country for the benefit of the
public without discrimination. These services are based on achieving the public
interest for all citizens and are official acts issued by institutions, the state,
various ministries, authorities, municipal councils, police stations, courts, and

others. (222 4a4a 2018 ¢ Ahias)

Based on these definitions we can say that public service refers to a set of
activities that are provided by government agencies and organizations to citizens
and businesses without discrimination, with the aim of achieving the public
interest and improving the quality of life of citizens. These activities include a
wide range of services, such as healthcare, education, transportation, law
enforcement, social welfare, environmental protection, and many others. These
services are typically funded through tax revenue and other forms of public
financing.

In addition to these services, public service can also encompass activities in the
public domain, such as policing and public health, as well as social services like
medical care, housing, education, and social care. It is worth noting that the
provision of public services is an official act that is issued by institutions,
ministries, authorities, police stations, courts, and others. As such, it is expected
to be carried out with integrity, impartiality, and professionalism, to ensure that
the public interest is served effectively and efficiently.

1- Public Service Standards

Most experts in public management have found that it's important for all
activities related to public services to follow the same set of rules. These rules
are like guidelines that give these activities legitimacy and define their
characteristics. There are specific standards that embody these rules: ¢ aax)
(2018

- Equality: The principle of equality entails the absence of discrimination
between citizens based on their origin, belief, color, party affiliation, or
other factors. This standard demands equal treatment for beneficiaries in
similar situations during public services and announcements. This
principle is grounded in constitutions and human rights that require
equality before the law and thus before the public authorities.

- Continuity: This standard refers to the sustainability of public services
as they are linked to the ongoing needs of individuals within the
community as a whole. This requires a continuous performance of the
service to ensure the sustainability of social well-being and overall
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progress for citizens, by providing them with common and necessary
needs. The continuity standard emphasizes the importance of long-term
planning and implementation of public services to meet the current and
future needs of society. The continuous provision of these services can
promote social cohesion and help maintain the stability and progress of
a society. By prioritizing the needs of the community, the continuity
standard aims to provide sustainable and reliable public services that
contribute to the growth and prosperity of society as a whole.
Adaptation: The concept of adaptation is as crucial as the continuity
standard in public services. It refers to the ability of public services to
adjust to changing circumstances, both in terms of societal and
technological developments, as well as the evolving needs of
beneficiaries. In a rapidly changing world, it is essential for public
services to stay current and relevant in order to effectively serve the
public.

One example of how public services are adapting to technological
advancements is the transition to e-government. E-government allows
for the delivery of public services through digital platforms, making
them more accessible, efficient, and cost-effective. This technology also
allows for easier access to information and communication between
citizens and government officials. The transition from paper-based
management to information and data-based management is another
example of how public services are adapting to technological
advancements, making use of data and information technology to
improve the quality and effectiveness of service delivery.

In addition, we can add more public services standards in the followings: ¢«Jleie)

(2015

Relative free access: The concept of relative free access is an extension
of the principle of equality among citizens when access to certain
services, such as healthcare and security, is provided for free. This
principle is based on a descending order of priority, depending on the
quality of the service and the income level of the beneficiary. This
allows for variations in the provision of services, ranging from the
highest quality to the lowest, in accordance with the principle of
equality in access to public services, which should be provided in
exchange for payment, as is the case with most commercial and
industrial services. The concept of relative free access is designed to
ensure that those who are less fortunate have equal access to essential
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services, regardless of their income level. This means that those who are
in the most need of these services should receive them first, followed by
those who are less in need. In this way, the principle of equality is
maintained, and the services are distributed fairly among all citizens.
Inclusivity: The principle of inclusivity is based on the fundamental
concept of universal service, which asserts that basic services should be
available to all citizens, regardless of their socioeconomic status,
geographical location, or any other demographic characteristics. This
principle recognizes that certain services are essential for people's well-
being and should, therefore, be accessible to all individuals. In line with
the principle of inclusivity, access to basic services should be
guaranteed to every citizen. This means that no one should be denied
access to these services on the basis of their income, social status, or any
other discriminatory factor. In practical terms, this implies that basic
services should be provided to all individuals, regardless of their ability
to pay for them.

Social solidarity: The concept of public service is rooted in the belief
that individuals have a responsibility to contribute to the well-being of
their community and society as a whole. Public service involves a range
of activities aimed at promoting social solidarity and addressing various
social issues. While the phrase "public service" may often be associated
with government institutions, it can also refer to a broader range of
activities that are aimed at advancing the common good.

public service is a broad concept that encompasses a wide range of
activities aimed at promoting social solidarity and addressing social
issues. The three categories of public service as a measure of social
solidarity are material and financial assistance to citizens in need,
preservation of social ties, and encouraging active participation in
shared activities and common goals. These activities are essential for
building strong and cohesive communities and promoting the common
good.

Efficiency: this standard is used to evaluate the effectiveness of public
services in providing essential infrastructure and services to areas where
the market fails to do so. In many cases, private companies may not find
it profitable to provide services such as transportation, gas, electricity,
and other basic necessities to areas with low population density. This is
because the cost of providing these services may exceed the revenue
generated, making it unprofitable for private companies to invest in
these areas.
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However, the provision of these services is crucial for maintaining
economic activities and promoting regional balance in the country. By
providing access to basic services, public services contribute to the
preparation and development of these areas, making them more
effective and attractive for economic activities. This, in turn, helps to
reduce regional disparities and promote balanced economic growth
across the country.

In summary, seven important standards for public services have been
identified, which include equality, continuity, adaptation, relative free access,
inclusivity, social solidarity, and efficiency. These standards ensure fair and
sustainable delivery of essential services to all citizens, regardless of their
income, social status, or location. Public services are expected to adapt to
changing circumstances and promote social cohesion, while also being efficient
in providing infrastructure and services where the market fails to do so.
Ultimately, public service is a broad concept that aims to promote social
solidarity and address social issues in order to advance the common good.

Subsection two: The quality of public services delivery

The quality of public services is a critical aspect of governance and
administration, as it directly impacts the lives of citizens and their overall
satisfaction with the government.

Public services include a wide range of activities and services provided by the
government to the public. The quality of these services is measured by various
standards, such as efficiency, accessibility, responsiveness, safety and security...
These standards are important in ensuring that public services meet the needs of
citizens and promote social well-being, economic development, and equality
(Christopher & Lodge, 2006)

1- The concept of service quality

The issue of quality of service is becoming increasingly important in the
public service as a result of new approaches that are being adopted to
management, it can be defined in different ways from widely difterent
perspectives

- Definition of service quality

Quality services can be defined as services that consistently meet or exceed
customer expectations, needs, and requirements. (Al-Ibrahim, 2014, p. 124)
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It can also be defined as: Service quality refers to the degree to which a service
meets or exceeds customer expectations. It encompasses various aspects of
service delivery, including the reliability, responsiveness, assurance, empathy,
and tangibles of the service. Service quality can also be defined as the ability of
a service provider to consistently deliver services that meet or exceed customer
needs and expectations, and that are reliable, responsive, and effective. In the
context of public services, service quality is particularly important as it directly
impacts citizens' satisfaction and perceptions of government effectiveness.
Therefore, the quality of public services is a key determinant of public trust and
confidence in government institutions. (Walsh, 2007)

In another definition: service quality in the context of e-services can be
defined as the extent to which a website or other digital service meets or exceeds
customer expectations and needs. It encompasses various dimensions, including
the ease of use and navigation, the reliability and accuracy of information
provided, the responsiveness of the website to customer queries and requests,

the security and privacy of customer data, and the accessibility and inclusivity of
the website to all users. The authors emphasize that service quality in e-services
is critical for enhancing customer satisfaction, promoting user adoption, and
achieving the intended outcomes of the digital service. (Ancarani, 2005)

- The definition of service quality in the public sector

the public service sector can be defined as the ability of the service provider
to meet or exceed customer expectations through the provision of reliable,
responsive, and efficient services. It involves various dimensions, including the
reliability and accuracy of service delivery, the responsiveness of the service
provider to customer needs and queries, the assurance of service quality and the
competence and professionalism of service providers, the empathy of service
providers towards customers, and the tangibility of the service environment.
(Agus, Barker, & Kandampully, 2007)

It can also be defined as: service quality in the public sector can be defined as
the extent to which public services meet or exceed customer expectations and
needs, and fulfill their intended purpose. It involves several dimensions,
including reliability, responsiveness, tangibility, assurance, empathy, and access.
Service quality is not only concerned with the technical quality of service
delivery but also with the quality of the customer experience, including the
behavior of staff, the level of communication and information provision, and the
overall service environment (Rhee & Rha, 2009)
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In an additional definition: Service quality in the public sector is described as
the ability of the service provided to the general public to meet their implicit and
expressed requirements, i.e., achieving the benefits that citizens expect. In this
case, quality is related to the level of satisfaction that the service beneficiary
receives, and their level of satisfaction with the government institution that
provides the service. (439 4aia 2015 apis)

In conclusion, service quality refers to the degree to which a service meets or
exceeds customer expectations and needs. It encompasses various aspects of
service delivery, including reliability, responsiveness, assurance, empathy, and
tangibles. In the context of public services, service quality is particularly
important as it directly impacts citizens satisfaction and perceptions of
government effectiveness. Service quality in e-services is critical for enhancing
customer satisfaction, promoting user adoption, and achieving the intended
outcomes of the digital service. Service quality in the public sector involves
various dimensions, including reliability, responsiveness, tangibility, assurance,
empathy, and access. It is concerned not only with the technical quality of
service delivery but also with the quality of the customer experience.

Subsection three: Service quality dimensions

Service quality can be measured and evaluated through various dimensions,
which are as follows: (Yarimoglu, 2017)

- Tangibles: The tangibles dimension in the context of service refers to
the physical aspects that customers can observe and touch, such as the
appearance of the service provider, facilities, and equipment used in
providing the service. These physical aspects can create a first
impression on the customers and significantly influence their overall
perception of the service. Facilities, equipment, and other tangibles that
are used in delivering the service should be well-maintained, modern,
and appropriate for the service offered.

- Reliability: Reliability is a crucial dimension of service quality that
refers to the ability of the service provider to deliver the service
accurately, consistently, and as promised. Customers expect the service
to be reliable, meaning that it is delivered on time, without errors, and in
the manner promised. In the context of service, reliability encompasses
various factors, including the ability of the service provider to meet
deadlines, fulfill promises, and provide accurate and consistent
information.
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- Responsiveness: refers to the ability and willingness of service
providers to promptly and effectively respond to customer needs,
inquiries, or requests. It is an important dimension of customer service
as it plays a critical role in shaping the overall customer experience.
When customers approach a service provider with a query, complaint, or
request, they expect a timely response. Responsiveness entails
acknowledging the customer's concerns promptly, providing appropriate
information or solutions, and following up on the progress of the request
or issue. When service providers are responsive to customer needs, it
can improve the customer experience, increase satisfaction, and build
customer loyalty. Customers feel valued and appreciated when their
concerns are addressed in a timely and efficient manner, which can lead
to repeat business and positive word-of-mouth recommendations.

More service quality dimensions can be added in the followings: (Kang &
James, 2004)

- Assurance: it is one of the dimensions of service quality that focuses on
the trustworthiness, competence, and credibility of the service provider.
When customers seek services, they often look for assurance that they
will receive the expected quality of service. Assurance can increase
customer confidence in the service and reduce any uncertainty or doubt
they may have regarding the service provider's ability to deliver the
service as promised.

- Empathy: This focuses on the service provider's ability to understand
and address the individual needs and preferences of the customer.
Empathy involves listening to the customer's concerns, understanding
their perspective, and showing a willingness to help. When service
providers demonstrate empathy towards their customers, it can enhance
the personalization of the service and create a positive emotional
experience for the customer.

- Access: This dimension focuses on the ease with which customers can
access the service. Access can influence customer perceptions of the
service, and it can be influenced by various factors such as the service
provider's location, opening hours, and availability of service channels.
the availability of service channels can also affect the ease with which
customers can access the service. In today's digital age, customers
expect service providers to offer multiple channels of communication,
such as phone, email, chat, and social media, to access the service. If the
service provider does not offer these channels or does not respond
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promptly to customer inquiries, it can create challenges in accessing the
service.

More different dimensions of measuring and evaluating quality of services can
be added according to (Santos, 2003)

Fulfillment: This dimension refers focuses on the service provider's
ability to meet customer needs and expectations. It includes factors such
as the quality of the information provided, the accuracy of the service,
and the ability to provide personalized service. When service providers
fulfill customer needs and expectations, it can lead to customer
satisfaction and loyalty. For instance, if a customer purchases a product
online and receives it within the promised delivery time, with accurate
and detailed information about the product, it can fulfill the customer's
expectations, leading to a positive customer experience. In addition to
meeting customer needs and expectations, the fulfillment dimension
also includes the ability to provide personalized service. Personalization
involves tailoring the service to meet the unique needs and preferences
of each customer. By doing so, the service provider can enhance the
customer experience and create a positive emotional connection with the
customer.

Privacy: The dimension of privacy in electronic channels refers to the
measures taken to ensure the confidentiality and security of the personal
information of customers. When customers share their information with
an organization, they expect that information to be kept safe and
protected from unauthorized access or misuse. To meet customer
expectations, organizations should employ various security measures
such as data encryption, secure transmission, and secure storage. Data
encryption refers to the process of converting plain text information into
a coded form that can only be deciphered with a key or password. This
helps to ensure that even if someone gains access to the data, they
cannot read or use it without the necessary authorization.

Customer service: The dimension of customer service refers to the
quality of assistance provided to customers when they have questions or
encounter issues while using a product or service. Customers expect to
receive prompt, effective, and courteous support when they reach out to
an organization for help. The quality of customer service is determined
by several factors, including the expertise and professionalism of the
customer support staff, the availability of support channels, and the
responsiveness of the support team. Firstly, the quality of customer
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support staff is a critical factor in determining the quality of customer
service. The support staff should be knowledgeable about the product or
service, able to understand the customer's issue, and provide clear and
concise solutions. They should also be patient, empathetic, and willing
to go the extra mile to help the customer. Secondly, the availability of
support channels is also crucial. Customers should have access to
multiple channels through which they can reach out for support, such as
phone, email, chat, or social media. Organizations should also ensure
that their support channels are available during reasonable hours and are
easy to find and use. Finally, the responsiveness of the support team is
essential. Customers expect quick and timely responses to their
inquiries, and organizations should strive to provide the fastest possible
resolution to their issues. The support team should have effective
escalation procedures in place to address more complex issues promptly.

In conclusion, service quality dimensions play a critical role in determining
the overall satisfaction of customers with a service. Organizations need to pay
attention to all aspects of service quality dimensions, including reliability,
responsiveness, assurance, empathy, and tangibles, to ensure that their customers
have a positive experience with their service. By focusing on these dimensions,
organizations can enhance their brand reputation, improve customer loyalty,
increase repeat business, and ultimately, increase profitability. Thus,
understanding and improving service quality dimensions should be a top priority
for any organization that seeks to provide exceptional customer service and
succeed in today's competitive business environment.
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Section Three: E-management influence on the quality of services
in the public sector

In recent years, the use of electronic management (e-management) has
become increasingly prevalent in the public sector. This type of management
involves the use of digital technologies to improve the efficiency and
effectiveness of services provided by government agencies. One area where e-
management has shown great potential is in improving the quality of services
provided to the public. By leveraging digital technologies, government agencies
can streamline processes, reduce costs, and ultimately provide better services to
citizens.

Subsection One: Deficiencies of public services

Public service is an essential element of any modern society. It is responsible
for the delivery of various services to citizens, including health care, education,
transportation, and public safety, among others. However, despite its importance,
public service 1s not immune to deficiencies. In fact, there are various
shortcomings and deficiencies that can affect the quality and effectiveness of

public service delivery. These deficiencies can arise from various factors,
including: (COCHRAN, 2004)

- Lack of customer focus: Public service agencies are often more
concerned with meeting internal goals and regulations than with
meeting the needs of their customers. This lack of customer focus can
result in a gap between the services provided and the services that
customers actually need or want.

- Inadequate quality management systems: Public service agencies
may not have well-established quality management systems in place to
ensure that their services meet customer needs and expectations. This
can result in inconsistencies in service quality and may lead to customer
dissatisfaction.

- Bureaucratic obstacles: Public service agencies may have bureaucratic
obstacles that prevent them from being responsive to customer needs.
For example, long waiting times or complicated application processes
can discourage customers from seeking services.

- Lack of innovation: Public service agencies may be slow to adopt new
technologies or practices that could improve service quality and
efficiency. This can result in outdated and inefficient service delivery
methods that do not meet customer needs.
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Limited resources: Public service agencies may face budget constraints
or limited resources that can limit their ability to provide high-quality
services. This can result in underfunded programs, understaffed
agencies, and inadequate infrastructure.

Additionally, some of the deficiencies of public service include: (Gildenhuys,

2004)

Lack of accountability: Public services often lack clear lines of
accountability, which can lead to a lack of transparency and
responsibility. This can result in services that are not delivered
efficiently or effectively.

Limited access: Public services may not always be accessible to all
citizens, particularly those who live in remote or marginalized areas.
This can result in a lack of services in certain communities, which can
have negative impacts on health, education, and economic development.
Corruption: Public services may be subject to corruption, which can
result in the misallocation of resources, the provision of sub-standard
services, and a lack of accountability.

More deficiencies of public service can be added including: (Christenson &
Sachs, 1980)

Lack of coordination: As the number of administrative units increases,
coordination among them can become more difficult. This can lead to
inefficiencies, duplication of efforts, and gaps in services.

Lack of responsiveness: large government size and bureaucracy can
also lead to a lack of responsiveness to citizen needs. Public services
may not be tailored to the specific needs of the community, resulting in
services that are not effective or efficient.

In summary, public service is crucial for any modern society's functioning as
it delivers essential services like healthcare, education, transport, and public
safety. However, public service is not immune to deficiencies, including a lack
of customer focus, inadequate quality management systems, bureaucratic
obstacles, limited resources, and a lack of innovation. Additionally, public
services may lack accountability, limited accessibility, and be subject to
corruption. Other deficiencies of public service include a lack of coordination
and responsiveness, leading to inefficiencies, duplication of efforts, and gaps in
services. These deficiencies can have negative impacts on citizens, especially
those in remote or marginalized areas, and hinder economic development.
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Addressing these deficiencies is critical to ensure effective and efficient public
service delivery.

Subsection Two: The rationalization of public services

Good governance plays a crucial role in improving public services, as it
ensures that the government operates transparently, accountably, and efficiently.
Corruption is a major hindrance to good governance, as it can lead to
inefficiencies, unfair practices, and a lack of trust in public institutions.

1- The Definition of good governance

The term "good governance" has multiple meanings and interpretations since
it is used in various fields such as economics, politics, and social contexts.
Therefore, different definitions have been proposed, and there is no single
definition that applies to all situations. We can explore some of these definitions:

The World Bank defines good governance as the manner in which power is
exercised in the management of a country's economic and social resources for
development. This definition is based on the World Bank's Governance and
Development Strategy, which was first introduced in 1992 and has been updated
several times since then. (The World Bank , 2010)

The United Nations development program also defines good governance as the
exercise of political, economic and administrative authority to manage a
country's affairs at all levels. It comprises mechanisms, processes and
institutions through which citizens and groups articulate their interests, exercise
their legal rights, meet their obligations, and mediate their differences. Effective
governance ensures that political, social and economic priorities are based on
broad consensus in society and that the voices of the poorest and the most
vulnerable are heard in decision-making over the allocation of development
resources (The United Nations development , 2016)

In addition, the term "good governance" was mentioned in Law No. 06-06,
which includes the guiding law for the city. In the first chapter, which relates to
general principles, Article 2 defines it as follows: (2006 ¢aiall g 5ill (5 53ElN)

It is a system by which the administration is concerned with the concerns of
citizens and works for the public interest in a transparent manner.

Article 11 of the same law also refers to the development of good governance in
urban management, which can be achieved through
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- Developing rational management methods using modern tools and
techniques.

- Providing and supporting public services and improving their quality.

- Emphasizing the responsibility of public authorities and the contribution
of civil society and citizens in city management.

- Supporting cooperation between cities.

Based on these definitions, we can say that good governance refers to the
effective exercise of political, economic, and administrative power to manage a
country or city's resources and affairs in a transparent, accountable,
participatory, and responsive manner. It involves the use of mechanisms,
processes, and institutions that prioritize the public interest, promote broad
consensus in society, and ensure that the voices of all citizens, especially the
most vulnerable and marginalized, are heard in decision-making. Good
governance is characterized by rational management methods, modern tools and
techniques, quality public services, and cooperation between different
stakeholders, including public authorities and civil society.

2- Principles of Good Governance

Good governance is characterized by several principles that have been
identified to guide public institutions and officials in their decision-making and
management practices. the Council of Europe has identified 12 essential
principles: (the Council of Europe, s.d.)

- Legitimacy and legality: Governance should be based on a legal
framework and have the consent of the governed.

- Participation: All stakeholders, particularly those who are most
affected by governance decisions, should have the opportunity to
participate in the decision-making process.

- Transparency: Governance should be transparent, with information
being easily accessible to the public.

- Responsiveness: Governance should be responsive to the needs and
aspirations of the people.

- Consensus orientation: Governance should seek to achieve broad
consensus among stakeholders and should be based on the principle of
compromise.

- Equity and inclusiveness: Governance should promote equity and
inclusiveness, ensuring that all members of society have the opportunity
to participate in and benefit from governance processes.
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- Effectiveness and efficiency: Governance should be effective and
efficient in achieving its objectives, making the most of resources
available.

- Accountability: Governance should be accountable to the public,
ensuring that decisions and actions are subject to oversight and scrutiny.

- Strategic vision: Governance should have a clear strategic vision, with
long-term goals and objectives.

- Rule of law: Governance should be based on the rule of law, with laws
being enforced equally and fairly.

- Ethical behavior: Governance should be characterized by ethical
behavior, with public officials and decision-makers upholding high
standards of conduct.

- Courage: Governance requires courage to make difficult decisions and
take unpopular positions when necessary.

These principles are meant to serve as a guide for good governance practices,
helping to ensure that governance is democratic, accountable, and responsive to
the needs of the people.

Subsection Three: E-management impact on the quality of public services

Electronic management, or e-management, has emerged as a powerful tool in
the public service sector, enabling governments to streamline their processes,
enhance transparency. By adopting e-management practices, governments can
improve the efficiency and effectiveness of their services, which ultimately leads
to a better quality of life for citizens. In the context of public service, e-
management can play a significant role in improving the quality of services
provided to citizens in many different aspects including:

1- Enhancing efficiency

E-management can improve the efficiency of public services in various ways.
By automating routine tasks, e-management reduces the time and effort needed
to complete these tasks, resulting in faster response times and increased
productivity. This means that public servants can focus on more complex tasks,
such as addressing citizens' concerns and providing personalized services.
Additionally, e-management enables online transactions, which means that
citizens can access public services from the comfort of their homes or
workplaces, without having to travel to government offices. This saves time and
money for citizens and government officials alike.
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Moreover, e-management systems can reduce paperwork and streamline
document management. By digitizing documents, e-management reduces the
risk of losing or misplacing important documents, which can lead to delays and
errors in public service delivery.

Additionally, E-management can help public servants to share and collaborate
on documents more efficiently, which can improve the overall quality of public
services. (Alqudah & Muradkhanli, 2021)

2- Improving effectiveness

E-management can play a significant role in improving the effectiveness of
public services by reducing errors and increasing accuracy. When public
services are delivered manually, there is a higher risk of errors occurring due to
human factors such as fatigue, distraction, or incomplete information. However,
e-government systems can automate data collection, centralize information, and
streamline processes, ensuring that public services are delivered consistently and
accurately.

For example, electronic record-keeping systems can ensure that important
information is easily accessible and up-to-date, reducing the chances of incorrect
data being used in decision-making. Moreover, e-management can also enable
automated feedback mechanisms and quality control checks, allowing for early
detection and correction of errors before they cause significant harm.

By improving accuracy and reducing errors, e-management can increase public
trust in government services and contribute to overall satisfaction with public
services. This can also save time and resources that would otherwise be spent on
correcting errors or re-doing work, ultimately leading to better utilization of
public funds and resources (Riany, 2021)

3- Enhancing transparency

E-management can play a critical role in promoting transparency and
accountability in local public administration. By digitizing public services and
making them accessible online, citizens can have greater access to information
related to public services, such as the status of their application, the progress of a
project, or the use of public funds. This increased transparency can help to build
trust between citizens and government officials, as citizens are better able to
monitor how public resources are being used.

Moreover, e-management can also enable citizens to participate more actively in
decision-making processes, such as through online consultations, feedback
mechanisms, and participation in online forums. By providing citizens with
more opportunities to engage with government officials and contribute to policy
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discussions, e-management can promote more democratic and participatory
governance.

Furthermore, e-management can also facilitate accountability by enabling
government officials to track the delivery of public services and monitor the
performance of public servants. This can help to identify areas where
improvements are needed and hold public officials accountable for their
performance. (Vilkaite-Vaiton¢ & Povilaitiene, 2022)

4- Enhancing accessibility

One of the key advantages of e-management is its ability to improve the speed
and accessibility of public services for citizens. In traditional paper-based
systems, citizens would typically have to physically visit government offices to
access services, which could be time-consuming and inconvenient. However, e-
management systems enable citizens to access services online, often through
user-friendly interfaces that are available 24/7. This means that citizens can
access services from their homes or workplaces, without having to travel to
government offices.

By reducing waiting times and improving access to public services,
E-management can enhance citizen satisfaction and trust in government.
Moreover, it can also reduce costs for both citizens and governments, by
eliminating the need for physical paperwork, reducing staff requirements, and
streamlining administrative processes. Overall, e-management can lead to
significant improvements in the efficiency and effectiveness of public services,
while also increasing citizen engagement and satisfaction. (TESU, 2012)
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Chapter conclusion

Despite the recently heavy reliance of government sectors on
E-management in developing numerous automated information systems and
electronic service applications, and offering them remotely via the internet,
which represents an important first step towards electronic management, albeit
at a slow pace, as it provides the fastest means of instant communication and
reduces pressure on traditional windows and eliminates the phenomenon of
standing in queues, many of these systems and applications have not been
activated or have been activated in a way that lacks flexibility and speed, thus
failing to achieve the expected results. This is particularly true in the face of the
weak infrastructure of communications and slow national internet coverage,
which is the basis of electronic communication and a prerequisite for remote
services. This has created an obstacle preventing citizens from benefiting from
these services, not to mention the fear of modern technologies and the doubt
about the security and accuracy of their operations, making what has been
implemented in public administrations mere modest attempts towards a real
electronic management, limited to initial applications of administrative
computing and automation, and digitization of some services. This indicates the
ineffectiveness and insufficiency of the efforts made by the state. However, on
the other hand, we cannot neglect the tangible positive results achieved in
reality, reflected in the emergence of the first features of electronic management
in many public institutions, which have gradually become apparent and have
given a new face and impetus to the level and method of service delivery
compared to previous years.
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Chapter III: A Practical Examination of the Role of E-Management in
Enhancing Service Quality at the Algeria Post

In recent years, the emergence of new technologies and digital transformation
has had a significant impact on various industries, including the public sector. As
a result, many organizations that provides public services like Algeria Post are
embracing electronic management to improve their operations and enhance the
quality of services they provide.

In this chapter, we will discuss the role of e-management in improving the
quality of services provided by the Algeria Post, with a specific focus on the
Khenchela Province branch. We will begin by providing an introduction to the
institution in question, including its definition, establishment, and tasks.
Following this, we will introduce the Algeria Post branch in Khenchela
Province, providing general information about the company, the services it
provides, and its organizational structure. Finally, we will present an applied
study on the role of e-management in improving the quality of services at the
Algeria Post Khenchela Province branch, including a questionnaire, analysis of
the results, and a discussion on the role of e-management in improving the
quality of public services.
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Section One: General Introduction to the institution in question
- Algeria Post —

The postal and telecommunications sector holds a significant position in both
the economic and social fields, as it has undergone several reforms that have
resulted in the establishment of a public institution with an industrial and
commercial character. This institution allows for the development of a modern
state and the provision of advanced services to the community. It is known as
Algeria Post. The following elements will illustrate the nature of the Algerian
Post institution (Algérie Poste, 2023)

Subsection One: Presenting an overview of Algeria Post
1- Introducing Algeria Post institution

Algeria Post is a public institution with an industrial and commercial
character that operates in the postal and telecommunications sectors. It provides
a wide range of services, including mail delivery, financial transactions, e-
commerce, and digital communications. Algeria Post is an important entity in
both the economic and social development of Algeria, and plays a vital role in
building a modern state by offering advanced services to the community.

According to their official website, the industrial and economic institution
'Algeria Post' is placed under the supervision of the Ministry of Posts,
Telecommunications, Technologies, and Digitalization. It is managed by a board
of directors chaired by the Minister responsible for postal affairs or a
representative, and is overseen by a Director-General appointed by presidential
decree.

The institution's activities are defined by a ministerial decision dated January 21,
2010 (L..d.osp.2. 5/E1/002 48).) and it is structured by two (02) executive and
commercial committees as well as a marketing committee.

The headquarters of the Algeria Post General Directorate and its central
services are located at 16024 Bab Ezouar, Parcel No. 01, Block No. 04, Business
District, in a twelve-story building."

2- Activities of Algeria Post

The activities of Algeria Post, as an industrial and economic entity, are
focused on traditional postal professions at three levels: central, regional, and
local.

First, the central level includes two major divisions, professions divisions and
Central Support Directorates.
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Professions division includes three categories of services offered by Algeria

Post:

Network and postal professions: This includes the traditional postal
services such as delivery and receipt of letters, postcards, and parcels.
Postal financial services: These are services related to money
transactions, such as money transfers, postal savings, and bill payments.
Postal and parcel services: This includes the transportation of packages
and parcels to local and international destinations.

Central Support Directorates includes 12 essential directorates:

Information Technology and Network Security: This directorate is
responsible for managing the postal network's computer systems and
ensuring their security.

Real Estate and Public Facilities: This directorate is responsible for
managing the postal service's real estate and public facilities, such as post
offices and mail processing centers.

Financial and Accounting Directorate: This directorate 1s responsible for
managing the postal service's finances and accounting processes.

Human Resources Directorate: This directorate is responsible for
managing the postal service's human resources, including hiring, training,
and performance management.

Training and Improvement Directorate: This directorate is responsible
for providing training and development opportunities for postal service
employees.

Strategy, Organization, and Management Control Directorate: This
directorate is responsible for setting the postal service's strategic direction,
ensuring organizational effectiveness, and monitoring performance.
Postal Structures and Buildings: This directorate is responsible for
managing the postal service's buildings and other physical infrastructure.
Central Inspection Directorate: This directorate is responsible for
inspecting and monitoring postal service operations to ensure compliance
with regulations and best practices.

Internal Audit and Control Directorate: This directorate is responsible
for conducting internal audits and ensuring that the postal service's
operations comply with regulations and policies.

Communications Directorate: This directorate is responsible for
managing the postal service's internal and external communications.
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- Standards and Quality Directorate: This directorate is responsible for
ensuring that the postal service's products and services meet high standards
of quality.

- Postal Stamps Directorate: This directorate is responsible for designing
and issuing postage stamps.

Second, at the regional level these are organizational units of Algeria's postal
service. They include:

- Regional Inspectorates (13): responsible for inspecting and monitoring
postal services within their respective regions.

- Regional Financial Centers (08): responsible for financial management
and accounting at the regional level.

- Regional Accounting Centers (08): responsible for monitoring and
auditing postal operations at the regional level.

Finally, At the local level, post offices are geographically placed under the
authority of a "Wilaya Postal Unit Directorate". Only the Algiers province, due
to its status as the capital of the country, has three directorates distributed across
three regions: East, Center, and West. There are 50 directorates for the Postal
Unit Wilayas.

Subsection Two: Establishment of Algeria Post
1- The Historical Development of the Algeria Post Institution

The Ministry responsible for the Algerian postal service has undergone
several name changes, starting with the acronym PTT which stands for the first
three letters of the words "poste, télégraphe, téléphone" in French. This was
followed by the name PT, which stands for the first two letters of the words
"poste" and "transport." Eventually, the ministry's name was changed to MPTIC,
which stands for the Ministry of Post and Information and Communication
Technologies, and finally to MPTTN, which stands for the Ministry of Postal
Services, Wireline and Wireless Communications, and Digital Technologies.

It was necessary for the Ministry to restructure its services and modernize its
new financial services, as well as expand its postal network, while balancing the
task of providing universal service with its economic role. After a long period in
which administrative management dominated these two economic sectors, the
restructuring of the postal and wireline and wireless communications sector
began in 1999.

This restructuring was embodied in the General Rules for Postal and Wireline
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and Wireless Communications Law No. 2000-03 in 2000.

This law led to the creation of two public institutions, Algeria Post and Algeria
Telecom, to revitalize these important sectors and achieve economic efficiency
and commercial requirements in order to provide a competitive, quality service
that contributes to the construction of the national economy.

With the incredible progress made by modern technologies in our time, and
with the economic growth, especially with the demographic growth experienced
by Algeria, the concept of "quiet little work" has changed significantly.

2- Creation of Algeria Post

The Algeria Post Institution is a public entity with an industrial and
commercial character, known as "Algérie Poste" was established by Executive
Decree 43/02 on January 14, 2002, following the reforms initiated by the
supervisory ministry.

However, the real start of the institution's activities was in 2003, when it
merged administrative public duties with industrial and commercial public
services, while preserving its fundamental role centered on postal services,
parcels, and financial postal services.

The Algeria Post Institution was placed under the supervision of the Ministry
of Postal Services, Wireline and Wireless Communications, and Digital
Technologies. It enjoys legal personality and financial independence and is
subject to public law rules in its activities with the state, while being considered
a commercial entity in its dealings with others.

Subsection Three: Tasks of Algeria Post

Algeria Post was established to carry out the national policy for the
development of postal services and postal financial services. This includes the
management of postal services, the renewal and development of structures under
its responsibility, and the implementation of measures in place for each
profession.

One of the key objectives of Algeria Post is to become the leader in the
distribution of postal and home services. To achieve this, the institution has an
efficient and extensive national network, which is constantly updated to ensure
the digital transformation of its structures. This includes the use of modern
information and communication technologies to enhance the quality of its
services, reduce costs, and improve operational efficiency.

Another important objective of Algeria Post is to become the reference
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institution in terms of financial inclusion of citizens. This means ensuring that
all citizens have access to basic financial services, regardless of their location or
socio-economic status. To achieve this, Algeria Post offers a wide range of
financial services, including savings accounts, remittances, and bill payments,
among others.

Finally, Algeria Post is also focused on becoming the most effective element
regarding large mail/parcel shipments by accelerating their digital
transformation and aligning its physical and digital networks. This will allow the
institution to better meet the needs of its customers and improve its
competitiveness in the market.

Algeria Post is committed to achieving its strategic objectives and fulfilling
its mandate as a public industrial and commercial institution. By continuously
improving several tasks such as:

- The Postal Network is being intensified, developed, and digitized.

Since its early establishment, the "Algerian Post" has put in place a permanent
mechanism to intensify and digitize its network, recognizing the importance of
its services and their impact on both social and economic fronts. The aim is to
cater to the neighborhood service requirements of all members of society, thus
dedicating its efforts to promoting citizenship.

The focus is on establishing neighborhood post offices in densely populated
urban areas and remote and disadvantaged rural regions, in order to keep pace
with the state's large-scale workshops. The postal services are not only present in
all residential areas but also within university centers, military barracks, and
major transportation hubs such as airports, bus stations, train stations, etc.

The relentless effort to intensify the Postal Network has resulted in the Algeria
Post virtually representing 32.9% of the African postal network, according to the
latest report by the Universal Postal Union on the postal economic prospects
published in 2018.

- Mobile post offices

This refers to a significant step taken by the postal service to recruit heavy-
duty vehicles that are fully equipped and capable of traveling to the most
isolated areas of the country, in order to provide quality services to citizens near
their place of residence.

These mobile post offices will be able to carry out all financial and postal
operations requested by customers, just like any other post office located in the
public square, thanks to their connection to the internet. This is a tremendous
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initiative that will greatly benefit people living in remote areas and provide them
with the same level of postal services that people in urban areas enjoy.

- Information access at the level of post offices

In order to improve the quality of services provided and modernize the
institution, "Algerian Post" has digitized all post offices, creating a
comprehensive information system that allows every user with an active account
to carry out any operation they want at any point throughout the country.

This has made postal financial services available throughout the entire national
territory, ensuring equal opportunities for advancement and prosperity among
citizens. These services are offered under the same conditions and pricing to all
citizens across the national territory. Algerian Post has a national mission to
provide public services to citizens, ensuring their sustainability in a competitive
environment.

Through this digitization process, Algerian Post has made it easier for citizens to
access postal services and carry out their transactions securely and quickly. This
initiative has greatly contributed to enhancing the quality of postal services and
meeting the needs of citizens, while keeping pace with the rapid technological
developments and innovations in the field of postal services.

- Reconnecting Post Offices to the Communication and Information
Network

As part of its efforts to modernize and improve the quality of its services,
Algeria Post has completed the digitization of all its post offices, by improving
the network infrastructure and enhancing the flow of internet connectivity across
all post offices.

This massive project was achieved in close collaboration with its partner,
"Algérie Télécom," by restructuring and updating the information network
infrastructure to provide a structure that can manage both the current and future
services, while ensuring better quality services. With this new system in place,
Algeria Post will be able to offer better and more efficient services to its
customers across the country.

- Development of financial services

As part of its efforts to modernize and expand its network, Algeria Post has
acquired a new secure and standards-compliant payment platform that includes a
range of electronic services. Foremost among these is the electronic payment
service, which is a priority measure for public authorities seeking to promote the
use of electronic payment methods in Algeria, improve financial inclusion, and
benefit the national economy.
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This move aims to promote the widespread use of multi-channel electronic
payment methods, including the combined use of various self-service machines
such as bank ATMs and electronic payment terminals (TPE), as well as online
payment and payment through mobile phone applications.

As part of the public policies aimed at promoting financial inclusion and
upgrading the digital economy, Algeria Post has proven its effectiveness as a key
player in the financial sector, using its position to promote electronic payment,
and to bring a non-material character to financial transactions and payment
tools.

- GAB Automated Banking Network

In an effort to alleviate the burden on post offices and facilitate financial
transactions, Algeria Post has enhanced its network of automated banking
machines "GAB" by acquiring a new generation of machines that include new
functions, such as account-to-account transfers, mobile phone top-up, cheque
book requests, changes to the cash card status, and changes to mobile phone
numbers.

While the number of electronic cards distributed in 1999 did not exceed
100,000, a total of 100 automated teller machines (ATMs) for cash withdrawals
only, were in use. Since 2017, Algeria Post has recorded the following:

More than 5.7 million payment cards (EDAHABIA) with continuous
production to cover all of Algeria Post's customers in 2019.

1,375 GAB banking ATMs providing multiple services. These GAB
banking ATMs recorded more than 66 million transactions in 2018, and
the same GAB network is currently being reinforced by the acquisition
of hundreds of new machines.

- Remote Services (Online)

As part of the modernization of its postal and postal financial services, and in
order to improve the quality of its activities for the benefit of citizens, "Algiers
Post" has also launched on a mechanism to modernize its activities.

One of the key initiatives is the launch of the "BaridiMob" application, which
allows users to perform all the functions enabled by the " EDAHABIA " debit
card, including money transactions, checking account balances, topping up
mobile phone accounts, and paying bills for gas, electricity, internet, and phone
services, without the need to physically visit post offices.

Another important service provided by Algeria post is the ability to pay bills
through the commercial internet gateway for economic operators and businesses
included in the company's financial platform. This service covers a range of
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providers, including fixed and mobile phone operators, SONALGAZ (the
national gas and electricity company), insurance companies, and Algerian
airlines, among others.

- Modernization and improvement of postal and parcel services

As the primary profession and main activity of Algerian Post, postal and
parcel services also involve modernization projects for postal services and
improving service quality by:

Adapting the national plan for postal and parcel delivery, which connects all
national territories.

Enhancing delivery and distribution methods. Upgrading postal deposit and
distribution centers (CDD) and sorting centers (CTR).

Generalizing the recommended postal monitoring system for national and
international systems, monitoring them, determining their location, and
exchanging information between institutions using this system.

These efforts are part of the overall strategy of Algerian Post to modernize and
improve its services, making them more efficient, convenient, and accessible to
citizens

- Algeria Post branch is a public economic institution / a shareholding
company providing express mail services, Algeria Post Champion.

The first branch that emerged from the Algeria Postal Group is located in the
Bir Touta complex, under the name "Algeria Post Urgent Mail Service
Company," which is a public economic entity or a company with shares. The
express mail service, commonly known as "urgent mail," was established in
Algeria in 2011 as a public economic branch under Algeria Post, called "Algeria
Post Champion" Since then, this service has been distributing urgent mail for
businesses, professionals, and government agencies, ensuring a distribution rate
that competes with its multinational counterparts, such as Federal Express
(Fedex) and DHL.

Despite the delayed entry of "Algeria Post Champion" into the global market
compared to other countries, the efforts made by the company have allowed it to
acquire 70 seats in 2017 and 33 more in 2018 in the world ranking of the
Universal Postal Union. In 2018, the company's exceptional performance was
recognized when it received a new award from the Universal Postal Union for

its excellent relationship with customers, making the "urgent mail" service
ranked first in North Africa and 63rd globally.
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International cooperation and external relations of "Algeria Post"

During the year 2018, Algerian Post doubled its activities and efforts globally,
whether in the bilateral or multi-party aspects, allowing it to gain experience in
best practices and successful experiences to improve the offers and services
provided to its customers and keep pace with international standards in the
postal field. In this context, Algerian Post attends many international events,
including:

The Universal Postal Union: Algerian Post actively participated in all the
works of the Universal Postal Union.

The African Postal Union: The 37th session of the African Postal Union's
board of directors was held in Algeria, according to the memorandum of
agreement signed on January 18, 2018. This session allowed for a very
effective Algerian participation, where Algerian Post proposed the
establishment of a smart African postal institution based on information
and communication technologies, which will allow African countries to
improve their postal activities significantly on all levels, develop their
postal networks, and diversify their services.

The Mediterranean Postal Union: During the extraordinary general
assembly of the Mediterranean Postal Union (UPMED), which met in
Madrid, Spain on November 26, 2018, the 16 member countries
unanimously voted for Algerian Post's accession to this regional
organization. The Mediterranean Postal Union is composed of postal
operators appointed by the two regional postal organizations: the European
and Arab ones. This rich constellation of appointed postal operators, on
both sides of the Mediterranean, allows the Algerian postal operator to
engage in a real technical dialogue for the exchange of different
experiences in the postal field and benefit from the best successful postal
practices and models.

Arab Cooperation (Joint Committees): with regard to Arab cooperation,
"Algeria Post" is an active member on several occasions ("Organization
and comprehensive mail service" of the Permanent Arab Postal Committee
(CAPP); Arab Printing Exhibition organized in Egypt and Morocco).

Not to mention, the size of the enterprise of an industrial and commercial
nature "Algeria Post" is of interest to a large number of global postal offices that
see a special interest in concluding bilateral agreements and exchanges.
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Section Two: Introduction to E-Services provided by Algeria Post

Algeria Post offers a variety of services for both individuals and businesses.
Some of the services they offer include services for the general public, services
for professionals and businesses, here are some of the main E-services typically
offered by Algeria Post

Subsection One: Financial Services of Algeria Poste

One of the primary financial services provided by Algeria Poste is banking.
Algeria Poste operates as a postal bank, offering essential banking services such
as the following services: (Algérie Poste, 2023)

1- Opening and utilizing a current postal account, also known as CCP:

Any individual or organization, regardless of their nationality, who resides in
Algeria is permitted to open a current postal account, as long as they meet the
legal and regulatory requirements. The process involves visiting a post office
branch within the applicant's administrative district and submitting necessary
documents, including a completed application form, proof of identity, and a
document indicating the residential address. Additionally, it is now possible to
open a current postal account online through the Algeria Post website at
https://ccpnet.poste.dz.

2- Hawaltak :

"Hawaltak" is a new service offered by Algeria Post that

allows for instant and secure money transfers through electronic money orders.
Customers need to fill out a form, provide their ID, and the cash amount to send
a transfer. Recipients can withdraw the transferred amount using a secret
number and transfer code received via text message. The minimum transfer
amount is 1,000 DZD, and the maximum is 200,000 DZD. If the recipient
doesn't withdraw the money

within 30 days, the sender can request a refund at a post office. Refunds are
issued immediately, except for claims made after 24 months.

3- BaridiPay :

It is a new mobile payment method that offers ease of use and high security.
This service is based on QR code (Quick Response) technology. This type of
payment method does not require any physical contact, such as a gold card or
cash. Instead, it involves a scanning process through the "Baridimob"
application, which generates a quick response code (QR code) for the merchant
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or generates it as part of the financial transaction. This QR code enables
customers to securely and instantly transfer funds from their account to the
merchant’s account.

4- BaridiMob :

Baridimob is a mobile application offered by Algeria Post that enables you to
access cash and financial services conveniently. It enhances time efficiency and
enables effective management of postal accounts and financial transactions at
any preferred time and location. The key features of Baridimob include:

- Access to current postal account CCP

- Management of EDAHABIA Card.

- Transfer of funds between accounts.

- Information on nearby ATM:s.

- Information on the nearest post office.

- Reactivation of a frozen card upon customer request.

- Obtaining a mini statement of the last ten transactions made with

EDAHABIA Card.
- Saving transfer transactions as templates for future use.

The homepage of Baridimob is organized with icons that include the following:
- Current Postal Account: This practical feature allows you to:

v" Display the balance of your current postal account.

v" Check the status of your current postal account.

v View transactions made with the EDAHABIA Card on your
account.

- Cards: This practical feature enables you to view:

v The balance of your current postal account.

v" The status of your EDAHABIA Card.

v" Transactions made with the EDAHABIA Card

v" Capping of amounts on your card.

v" Freezing and reactivation of the card upon customer request.

- Transfer: This feature provides:

v' Perform money transfer operations from your account to other
individuals' accounts. The recipient must have an EDAHABIA Card to receive
the transfer.

v" The total amount of transfers should not exceed the daily limit
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specified in the card's capping of amounts.

v’ Each transfer transaction is subject to a variable fee based on the
specified amount.

v" No transfer can be made without your authorization

In conclusion, Algeria Poste offers a range of financial services in order to
cover the needs of individuals and businesses.

Subsection Two: Monetary services of Algeria poste

Algeria Post offers a number of monetary services for both individuals and

businesses, here are some of the main monetary E-services typically offered by
Algeria Post: (Algérie Poste, 2023)

1- EDAHABIA Card:

It is a payment card provided by Algeria Post that allows users to perform
various financial transactions and access banking services. It is a gold card that
can be used at all postal offices, ATMs connected to the Algerian Post network,
commercial bank branches, online shopping websites, and through the
"BaridiMob" application. EDAHABIA Card offers the following services:

- Cash Withdrawal: Users can withdraw cash from their postal current
account at any postal office or ATM without the need for additional
identification documents.

- Account Balance Inquiry: Users can check their postal current account
balance at any postal office or ATM without requiring identity verification
or completing any forms.

- Funds Transfer: Users can transfer money from their postal account to
another postal current account securely and conveniently.

- Printing the Postal Identity Receipt (RIP): Users can obtain a printed
receipt of their postal identity.

- Request for a Checkbook: Users can apply for a checkbook to facilitate
their financial transactions

- Mobile Recharge: Users can recharge their mobile phone credit for all
major mobile operators in Algeria, including Mobilis, Djezzy, and
Ooredoo.

- Phone Number Change: Users can update or change their registered
mobile phone number.
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- Electronic Payment: Users can make payments for purchases, bill
payments, flight and hotel reservations, and other transactions using
electronic payment terminals (TPE) available at commercial
establishments.

- Card Recharge and Activation through "BaridiMob" App: Users can
recharge their EDAHABIA Card and activate it using the "BaridiMob"
application.

- Geolocation of Postal ATMs: Users can locate the nearest postal ATMs
across the national territory of Algeria.

- Advertisement Viewing: Users can access promotional offers and
advertisements.

The EDAHABIA Card can also be used for online shopping on the Algerian
Post's e-commerce platform "BaridiNet" It allows users to recharge their mobile
phone credit, pay for internet subscriptions, book flight tickets, subscribe to Post
Mobile services, and pay bills for utilities like Sonelgaz, Sial, internet services,
and mobile operators.

For convenience and faster access to postal banking services, users can use the
EDAHABIA Card with the electronic payment terminals (TPE) available at
postal offices.

To benefit from these services, users need to visit a postal office with their
EDAHABIA Card to perform secure and quick cash withdrawal and account
balance inquiry.

The EDAHABIA Card offers a daily withdrawal limit of up to 50,000 Algerian
dinars without the need for additional identification documents, standardized
form 1SFP, or postal check models.

Subsection Three: Postal services of Algeria poste

Algeria Post offers its customers a wide range of postal services, catering to
their diverse needs. These services provide various aspects of mail handling,
delivery, and logistics such as: (Algérie Poste, 2023)

1- Electronic Telegram Service (Li-@-2 »):

It is a postal service that replaces the traditional method of sending telegrams
through telegram printers or telephone with electronic communication over the
internet, known as <li-(@-2 » involves the electronic delivery of customer mail
from one postal institution to another and its physical distribution to the
recipient All postal institutions connected to the digital network participate in
the following "<li(@-8 »" services:
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- Urgent Telegram: Provides expedited delivery of telegrams.

- Multiple Telegram: Allows sending a telegram to multiple recipients
simultaneously.

- Paid-Reply Telegram: Enables the recipient to send a reply telegram at
the sender's expense.

- Acknowledgment of Receipt: Provides confirmation of telegram delivery.

- Deposit Receipt: Acknowledges the deposit of the original telegram at the
counter.

- Request for Original Telegram Delivery from the Counter: Allows the
sender to request the original telegram from the counter.

- Cancellation Before Transmission (Written Request): Allows the
sender to cancel the telegram before transmission.

- Cancellation Before Distribution by the Receiving Office (Written
Request): Allows the sender to cancel the telegram before distribution by
the receiving office.

- Copy of Telegram: Provides a copy of the telegram.

- Hand Delivery: Offers the option of delivering the telegram directly to the
recipient.

- Sending an Authenticated Copy by Mail: Allows sending a certified
copy of the telegram by postal mail.

2- Express mail service (EMS) :

The express mail service is a premium postal service with a unique feature that
focuses on handling the delivery of documents and goods (delivery and
distribution at the place of residence).

The express mail service institution serves as the sole operator responsible for
collection and distribution according to an urgent pattern, covering all forty-
eight (48) states, providing the following privileges:

- Distribution within less than 24 hours at the level of 20 states.

- Extended delivery timeframes ranging from 36 to 96 hours for other
destinations within Algeria, including distant cities and villages, without
any additional costs.

- A single pricing structure from the 48 states to destinations worldwide.

The express mail service meets the specific processing needs of
correspondences, documents, or goods sent by customers, while offering several
advantages, including:
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- Speed, reliability, and security, along with electronic tracking of your
shipments.

- Providing a personalized express mail service tailored to each customer's
requirements, equipped with a tracking system and reliable feedback (IPS
Track and Trace for international parcels).

- A widespread and well-connected network of express mail service, both
domestically and internationally, supported by robust logistics.

- Daily national and international connections.

- Preferential rates for the express mail service, including deferred payment
for the service fee (after the arrival of the shipment), ensuring prompt
delivery within standard timeframes, and free collection of shipments from
the designated location.

With these features and advantages, the express mail service offers efficient and
reliable delivery solutions for customers, ensuring speed, security, and
convenience.
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Section Three: An Applied Study on the Role of E-Management in
Improving the Quality of Services in Algeria Post

this study seeks to contribute to the existing body of knowledge on
E-management in Algeria post, emphasizing its role in enhancing service quality
and addressing challenges faced by Algeria Post, specifically within the
Khenchela Province Branch.

Subsection One: The Questionnaire

In order to present an applied study on the role of E-management in
improving the quality of services at Algeria Post branch in the Khenchela
Province, we aim to understand the impact of these E-management practices on
enhancing the quality of services provided by Algeria Post in general,
specifically within the Khenchela Province branch. To achieve this, we
conducted a survey targeting a sample of customers of Algeria Post in the
Khenchela Province branch to gather their opinions on the impact of
E-management on the quality of services provided by the organization

1- Presenting the questionnaire

The questionnaire is considered one of the tools that can be used to collect
personal information, such as perceptions and responses of beneficiaries towards
reputation, specific services, or advertising messages.

When collecting information, various methods are employed, such as
personal interviews, mail correspondence, electronic devices, and so on.
However, in order to increase effectiveness and reach a larger number of
customers quickly, we have adopted the electronic questionnaire. The
questionnaire tools were carefully prepared, including the list of questions to be
asked. The researcher should ensure that the selected questions align with the
specific problem of the study and help obtain information of suitable quality for
the targeted investigation area. This includes ensuring the provision of required
evidence and handling participants' responses confidentially.

- Designing the questionnaire:

Based on the framework of previous studies related to the subject, including
the assistance of the supervisor and some specialized university professors in
public administration, we have constructed a questionnaire and organized the
questions and statements according to five main axes:

v" The first axis contains demographic questions, such as gender, age,
educational level, occupation, and state (region) of residence. These
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questions help provide context for the survey results and understand
the different segments of respondents.

v" The second axis focuses on EDAHABIA Card services. It asks
about the usage of EDAHABIA Card, the ease and speed of the
registration process, reasonable fees, services utilized, overall
quality rating, recommendations to friends and family, and
suggestions for improvement.

v" The third axis addresses the usage of BaridiMob services. It asks
about the usage of the app, the ease and speed of the registration
process, reasonable fees, responsiveness of the application, services
utilized, satisfaction with the delivery and receipt of money, overall
quality rating, recommendations to others, and suggestions for
improvement.

v" The fourth axis evaluates general satisfaction with the electronic
services provided by Algerian Post. It asks about the responsiveness
of services, ease of access, availability of customer support,
effectiveness in meeting personal and business needs, ease of
understanding the services, system reliability, and data security.

v" The fifth axis assesses participant’s perceptions and experiences
regarding the impact of electronic services on various aspects of the
services provided by Algeria Post Office. It captures opinions on
deadlines, waiting time, service availability, efficiency, personal
satisfaction, and potential areas for improvement.

- Objectives of the study:

The goal of this study is to gather feedback and opinions from customers
regarding the electronic services provided by Algeria Post Office and their
impact on various aspects of the postal service. By collecting responses to
statements and open-ended questions, the survey aims to assess customer
satisfaction, identify areas of improvement, and measure the effectiveness of
electronic services in enhancing the quality of services offered by the postal
institution. The survey results can be used to inform decision-making, strategic
planning, and potential improvements to the electronic services and overall
customer experience provided by Algeria Post Office.
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- Study sample:

The survey questionnaire was distributed electronically among a sample of
customers. The distribution process was personally supervised, and assistance
from colleagues was sought in the distribution process.

The questionnaire for customers was distributed randomly. The distribution
process covered a specific period from March 2023 to April 2023, ensuring a
sufficient number of questionnaires distributed and retrieved for analysis.

Subsection Two: Presentation and Analysis of the Questionnaire Results

This methodology will rely on data analysis to extract insights and draw
quantitative and qualitative conclusions. By effectively interpreting the results, it
will provide valuable information about the study variables.

1- Personal data analysis
- Distribution of the sample by gender:

Table number (04): Illustrates the distribution of the sample by gender.

Variables Frequency Percent
Male 37 46.2 %
Female 43 53.8%
Total 80 100 %

Frame number (01): Diagram showing sample distribution by gender

= Male

= Female

Source: Prepared by the student using SPSS

Table (01) and frame (01) provide an overview of the distribution of the sample
by gender. It shows that out of the total sample of 80 individuals, 46.2% were
male and 53.8% were female. The table presents the frequency and percentage
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for each gender category, making it easy to understand the gender distribution of
the sample.

- Distribution of the sample by age:
Table (05): illustrates the distribution of the sample by age

Variables | Frequency | Percent
18to0 24 43 53,8 %
251029 16 20,0 %
30to 34 9 11,3 %
351049 12 15,0 %

Total 80 100

Frame (02): Diagram showing sample distribution by age

" 18 to 24 11,30%

= 25to0 29
= 30to 24 53,80%
35to 49

20,00%

Source: Prepared by the student

Table (02) and frame (02) indicate that there are 43 individuals in the age
group of 18 to 24, which accounts for 53.8% of the total sample. Similarly, there
are 16 individuals in the age group of 25 to 29, which accounts for 20% of the
total sample. The age group of 30 to 34 has 9 individuals, which accounts for
11.3% of the total sample, and the age group of 35 to 49 has 12 individuals,
which accounts for 15% of the total sample. The total sample size is 80
individuals.
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- Distribution of the sample based on education level:

Table (06): illustrates the distribution of the sample by education level

Variables Frequency | Percent
High School 5 6.3 %
University 59 73.8%
Postgraduate-PhD 13 16.3 %
Others 3 3.8%
Total 80 100 %

Frame (03): Diagram showing sample distribution by education level

3,80% 6,30%

= High school
= University
= postgraduate-PhD

Others

73,80%

Source: Prepared by the student

Table (03) and frame (03) shows the distribution of a sample by education
level. The sample consists of 80 individuals. According to the table, 5
individuals (6.3%) have a high education, 59 individuals (73.8%) have a
University education, 13 individuals (16.3%) have a Postgraduate-PhD
education, and 3 individuals (3.8%) fall into the others category. The total
number of individuals in the sample is 80, which corresponds to 100% of the
sampl
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- Distribution of the sample based on occupation:

Table (07): illustrates the distribution of the sample by

Variables Frequency | Percent
Public sector employee 18 22.5 %
Private sector employee 11 13.8 %

Freelancer 10 12.5 %

Student 34 42.5 %
Unemployed 7 8.7%
Total 80 100 %

Frame (04): Diagram showing sample distribution by occupation

8,70%

22,50%

m Public sector employee
= Private sector employee
Freelancer

Student

13,80%
= Unemployed 42,50% ’

12,50%

Source: Prepared by the student

Table (04) and frame (04) illustrate the distribution of a sample by occupation.
The sample consists of 80 individuals. According to the table, 18 individuals
(22.5%) are public sector employees, 11 individuals (13.8%) are Private sector
employees, 10 individuals (12.5%) are Freelancers, 34 individuals (42.5%) are
Students, and 7 individuals (8.7%) are Unemployed. The total number of
individuals in the sample is 80, which corresponds to 100% of the sample
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- Distribution of the sample based on Wilaya-State:
Frame (05): Diagram showing sample distribution by Wilaya-State

1% | 1%L | 194
1%

® Oum Bouaghi 2%

= Batna

= Bejaia
Biskra

= Blida

= Tamanrasset

m Tlemcen

= Tizi Ouzou

= Alger

= Setif

® Guelma

= Constantine

= Mostaganem 1%

M'sila 2% 2%

19% L[ 1%
19% | 1% 0 [ 1%

Source: Prepared by the student

Frame (05) Is a diagram displaying the frequency and percentage of clients
from different wilayas (states) in Algeria. The chart shows the number and
percentage of clients from each wilaya, as well as the cumulative percentage of
clients up to that point. The total number of clients is 80.

2- EDAHABIA Card Service of the Algerian Post Institution

In this context, we evaluate the customer's overall perception of EDAHABIA
card service through the analysis of survey results.

- The use of EDAHABIA card:
Table (08) the frequency and percentage of EDAHABIA card users

Second Axis Statements
(EDAHABIA Card Service of the Measure Yes No Total
Algeria Post)

Do you use EDAHABIA card of Frequency 72
Algeria post? Percentage | 90% | 10% | 100%
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Frame (06) a diagram shows the distribution of EDAHABIA card users in the
sample

10%

= Yes

= No

90%

Source: Prepared by the student

Table (05) and frame (06) presents the frequency and percentage of responses
related to the use of the EDAHABIA card. Out of the total 80 respondents, 72
indicated that they use the card, accounting for 90% of the total. The remaining
8 respondents reported not using the card, representing 10% of the total.

This highlights the prevalence of EDAHABIA card usage among the surveyed
individuals. The majority, 90%, of the respondents confirmed that they use the
card, indicating a significant level of adoption. On the other hand, 10% of the
respondents reported not using the card.

This information suggests that the EDAHABIA card has gained popularity or
acceptance among the surveyed group, with a majority of respondents opting for
its usage.

- Client’s response analysis of: The registration phase and fees and
assessment

To conduct a more comprehensive analysis of EDAHABIA card’s customer
opinion we present specific data and feedbacks from Algeria post clients
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Table (09) means and standard deviations of client’s responses on the

components of the First Axis Statements (EDAHABA Card Service of the

Algeria Post)
[0}
& g
Second Axis Statements g 3 g I Y Ef’ - c E 'S %
i %) + - © + +
(EDAHABIA Card Service 8 1; &0 = = > |5 g 2215 Result
of the Algeria Post) s & = z < s g3 L
o 3) & 9
o (e
b7l
>
g
3 4 13 13 17 25 72
(0]
The registration phase .
was easy and fast o 3.64 | 128 |72.8| Agree
8o %
% 559 18.1 18.1 23.6 34.7 100%
s % % % %
o
B‘
The fees for applying and % 2 7 17 18 28 72
using EDAHABIA Card are s
reasonable and 3.88 112 | 77| Agree
appropriate in exchange % %
for the provided services = 0 o | 23.6 | 25.0 | 389
2 [28%|97% ) T | | T |100%
o

Source: Prepared by the student using SPSS

Based on the measurements provided on table (06) it can be inferred that:

v there is a strong level of agreement among the respondents regarding the

statement "The registration phase was easy and fast." A significant
proportion of the participants, specifically 72.8%, expressed agreement
with this statement. Additionally, the standard deviation of 1.28 indicates
that the responses are relatively close to the mean value of 3.64,
suggesting a consistent pattern of agreement among the participants.

In other words, the majority of the participants found the registration
process to be effortless and efficient, as indicated by the high percentage
of agreement.

Overall, the majority of respondents had a positive experience during the
registration phase of the service. This suggests that the registration
process was efficient and user-friendly for a significant number of users.

The data indicates that 77.6% of the respondents agreed that the fees for
applying and using the EDAHABIA Card are reasonable and appropriate
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in exchange for the provided services. This signifies a significant level of
agreement among the participants. The standard deviation of 1.12
suggests that the responses regarding the fees had relatively low
variability and were closely clustered around the mean value of 3.88. This
indicates a consistent opinion among the participants regarding the
reasonableness of the fees.

Overall, the majority of participants found the fees for applying and using
the EDAHABIA Card to be reasonable and appropriate. The data suggests

a relatively high level of consensus among the respondents, as a
significant proportion of them agreed or strongly agreed with the

statement.

- the sample overall opinion on the quality of EDAHABIA card services

Table (10) Shows the sample overall opinion on the quality of EDAHABIA card

services
Second Axis Statements o T = = -§ _ c S5 |we
> - = —
(EDAHABIACardService | 2 | 2| ® = S | @ |8 8 | 388 |5 Result
. v e @ 3] & > |° s cs |8 esu
of the Algeria Post) s 2 z 9 25 |2
>
2
S 1] 7 | 16 | 31| 17 |72
How do you assess the o
quality of services 75.6
. 3.78 | 0.967 . Good
provided by EDAHABIA % 0
card in general? % 299 | 431 | 236
“E o o . . .
o

Source: Prepared by the student using SPSS

Table (07) indicates that 75.6% of the respondents assessed the quality of

services provided by the EDAHABIA Card as "Good." This suggests a

significant level of satisfaction among the participants. The standard deviation of

0.967 indicates that the responses regarding the quality of services had low
variability and were closely clustered around the mean value of 3.78. This

suggests a consistent perception among the participants regarding the overall

quality of services provided by the EDAHABIA Card.

Overall, the majority of participants evaluated the quality of services provided
by the EDAHABIA Card as "Good." This suggests a positive perception of the

services among the respondents.
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- Client’s perception on recommending EDAHABIA card services to
others

Table (11) Survey perception on recommending EDAHABIA card to others

Second Axis Statements

(EDAHABIA Card Service of the Measure Yes No Total
Algeria Post)
Do you recommend using Frequency 70 2 72

EDAHABIA card for friends and
family? Percentage | 97.2% | 2.8% | 100%

Source: Prepared by the student using SPSS

Frame (07): A diagram shows the percentage of users who would recommend
EDAHABIA card to others

2,80%

m Yes

No

97,20%

Source: Prepared by the student using SPSS

Table (08) and Frame (07) reveal that a significant majority of respondents
hold a positive opinion regarding the EDAHABIA card service. An
overwhelming percentage of 97.2% of the participants expressed their
recommendation to use the service for their friends and family. This high
recommendation rate indicates a notable level of satisfaction among customers
of the Algeria Post.

These results suggest that the EDAHABIA card service has been successful in
meeting the needs and expectations of its users. The fact that such a large
proportion of respondents would recommend the service to their close contacts
reflects a high level of trust and confidence in its quality and benefits.

The relative satisfaction observed among customers of the Algeria Post
indicates that the EDAHABIA card service has effectively fulfilled its intended
purpose, providing valuable and reliable services to its users.
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3- Third axis: BaridiMob service of Algeria post
- The use of BaridiMob:
Table (12) Survey results of BaridiMob users

Third Axis Statements

(EDAHABIA Card Service of the Measure Yes No Total
Algeria Post)
Are you currently using Frequency 61 11 72

BaridiMob service of Algeria
Post? Percentage | 84.7 % | 15.3% | 100%

Source: Prepared by the student using SPSS

Frame (08) A diagram shows percentage of respondents who use BaridiMob

15,30%

m Yes

= No

84,70%

Source: Prepared by the student using SPSS

Table (09) and frame (08) provide survey results of BaridiMob users. The total
number of respondents or evaluations collected for this survey is 72. Out of the
72 respondents, 11 (15.3%) answered "No" when asked if they are currently
using the BaridiMob service of the Algeria Post. The majority of respondents, 61
(84.7%), answered "Yes" when asked if they are currently using the BaridiMob
service of the Algeria Post.

It can be inferred that the BaridiMob service has a relatively high adoption rate
among the surveyed users.
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- Registration phase, fees and responsiveness analysis

Table (13) shows sample’s perception on Registration, fees and
responsiveness of BaridiMob service

o o
Third Axis Statements g ?gﬂ g Ic ° % _ c -g 5 %
(BaridiMob Service of the 2 S| @ E =y > |2 3 § § = Result
. @ =
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for BaridiMob service was 3.75 | 1.20 75% Agree
easy and fast &
Y £ 499 131 | 180 | 295 | 345 100%
S TP % % % %
&
>
g
The fees paid for the 3 6 6 12 17 20 61
BaridiMob service are £
reasonable and 3.64 | 1.30 7 8% Agree
appropriate for the & 9 o
service provide ?, 98%| 9.8% 19.7 | 279 | 32.8 [100%
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o
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- , S | 7| 16 | 12 | 10| 16 | ®
BaridiMob app is @
responsive and has a user-
2 1. N [
friendly and smooth ) 3.20 38 64 % eutra
interface £ 11.5| 26.2 | 19.7 16.4 | 26.2 | 100
[J]
g % % % % % %
o

Source: Prepared by the student using SPSS

Based on the provided data from Table (10), the analysis can be expanded as

follows:

v’ Registration Process: 75% of the respondents agreed that the registration
process for the BaridiMob service was easy and fast.
The standard deviation of 1.20 suggests that the responses regarding the
registration process had relatively low variability and were closely
clustered around the mean value of 3.75.
Overall, the data suggests that a large majority of respondents had a
positive perception of the registration process for the BaridiMob service,
with a relatively small proportion expressing neutral or negative views.
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This indicates that the registration process was generally considered easy
and fast by the respondents

Fees for BaridiMob Service: 72.8% of the respondents agreed that the fees
paid for the BaridiMob service are reasonable and appropriate for the
service provided.

The standard deviation of 1.30 indicates that the responses regarding the
fees had relatively low variability and were closely clustered around the
mean value of 3.64.

Overall, the data suggests that a large majority of respondents perceived
the fees for the BaridiMob service as reasonable and appropriate. The
relatively low variability in the responses indicates a level of consensus
among the participants regarding the fees.

Responsiveness and User-Friendliness: 64% of the respondents expressed
a neutral opinion about the responsiveness and user-friendliness of the
BaridiMob app, indicating a lack of strong agreement or disagreement.
The standard deviation of 1.38 suggests that the responses regarding the
app's responsiveness and interface had relatively higher variability
compared to the other statements.

Overall, the data suggests that there is no clear consensus among the
respondents regarding the responsiveness and user-friendliness of the
BaridiMob app. The higher variability in the responses indicates a lack of
strong agreement or disagreement, highlighting the mixed perceptions and
experiences of the participants in this aspect of the service.

Overall assessment on the quality of BaridiMob service

Table (14) sample’s assessment on the overall quality of BaridiMob service

. . " -5 _ © T c v
Thlrc':l 'AXIS StaterTments < g 5 © - S - = 59 g
(BaridiMob Service of @ - @ 5 = o | o] T ® | €
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e vl quly
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= [ [ 0 : :
g 6.3% 10% | 29% % % |100%
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Source: Prepared by the student using SPSS
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Based on the provided data from Table (11), the analysis of the third axis
statements (BaridiMob Service of the Algeria Post) can be expanded as follows:

The data shows that 67% of the respondents expressed a neutral opinion
regarding the overall quality of the BaridiMob service provided by the Algeria
Post. This indicates that a significant portion of the participants neither strongly
praised nor criticized the quality of the service.

The standard deviation of 1.13 suggests that the responses regarding the overall
quality had relatively low variability and were closely clustered around the mean
value of 3.35. This implies a consistent neutral perception among the
participants.

Overall, the majority of participants expressed a neutral opinion regarding the
overall quality of the BaridiMob service provided by the Algeria Post. This
suggests that they neither strongly praised nor criticized the service.

- Activities used with BaridiMob service by survey respondents:

Frame (9) shows the respondents responses on what services they use
BaridiMob for

Transferring money 58,80%

Checking the current postal account. 70%

Online shopping. 27,50%

Topping up mobile and internet credit. 61,30%

Electronic bill payment. 42,50%

0,00% 10,00% 20,00% 30,00% 40,00% 50,00% 60,00% 70,00% 80,00%

Source: Prepared by the student using SPSS

The provided bar chart represents the percentages of respondents engaging in
various electronic activities:

v" Electronic bill payment: This activity has a participation rate of 42.50%.
This indicates that a significant portion of the respondents use electronic
methods to pay their bills.
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v Topping up mobile and internet credit: This activity has the highest
participation rate among the listed options, with 61.30% of the respondents
engaging in it. This suggests that a majority of the respondents prefer to
top up their mobile and internet credit electronically.

v' Online shopping: Approximately 27.50% of the respondents reported
engaging in online shopping. While this percentage is lower compared to
the other activities, it still represents a considerable portion of the
respondents who utilize electronic platforms for their shopping needs.

v’ Checking the current postal account: This activity has a high participation
rate of 70%. This indicates that a significant majority of the respondents
prefer to check their postal account balance electronically.

v’ Transferring money: Approximately 58.80% of the respondents reported
engaging in electronic money transfers. This suggests that a majority of the
respondents utilize electronic methods for transferring money.

Overall, the data indicates that BaridiMob is widely used for various
electronic activities. The high participation rates for these activities imply that
BaridiMob is a popular and preferred choice among respondents for managing
their electronic transactions and services. It showcases the effectiveness,
reliability, and convenience of BaridiMob as a digital solution provided by the
Algeria Post.

- BaridiMob money transfer time, client’s perspective:

Frame (10) shows the respondent’s experience with money transfer timely

4,90%

) 26,20%
= Immediatly

In 24h 49,90%
In 48h

In72h

23,00%

Source: Prepared by the student using SPSS

The provided pie chart in frame (10) represents the distribution of response
percentages regarding the typical duration of money transfers when using the
BaridiMob service:
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v Immediately: The largest segment of the pie chart, accounting for 49.90%,
indicates that nearly half of the respondents reported that money transfers
using BaridiMob are typically processed immediately. This suggests that
the BaridiMob service offers real-time or near-instantaneous transfer
capabilities.

v" In 24 hours: Approximately 23.00% of the respondents stated that money
transfers using BaridiMob typically take up to 24 hours to complete. This
suggests that there is a subset of transactions that require additional
processing time, but are still relatively quick.

v" In 48 hours: The segment representing money transfers completed within
48 hours accounts for 26.20%. This indicates that a significant proportion
of transfers using BaridiMob may take a bit longer to process, potentially
due to specific circumstances or external factors.

v" In 72 hours: The smallest segment of the pie chart, at 4.90%, represents
money transfers that typically take up to 72 hours to complete. This
suggests that while a minority of transfers may require a longer
processing time, they still make up a relatively small portion of overall
transactions.

Overall, the pie chart indicates that a substantial portion of money transfers
using the BaridiMob service are processed immediately, reflecting the efficiency
and speed of the platform. Additionally, a significant number of transfers are
completed within 24 or 48 hours, indicating that most transactions are processed
relatively quickly. The data implies that BaridiMob offers a reliable and efficient
means of transferring money, with the majority of transactions being completed
in a timely manner.

- The percentage of recommendations of BaridiMob to others:

Frame (11) Shows the percentage of respondents who recommend BaridiMob to
others

4,77%

= Yes

= No

95,23%

Source: Prepared by the student using SPSS
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Frame (11) represents the distribution of responses regarding whether
respondents would recommend using BaridiMob to their friends and family:

v" Yes: The largest segment of the pie chart, accounting for 95.23%,
indicates that the vast majority of respondents would recommend
using BaridiMob to their friends and family. This suggests a high
level of satisfaction and confidence in the service among the
respondents.

v No: The smaller segment of the pie chart, representing 4.77%,
indicates that a minority of respondents would not recommend using
BaridiMob to their friends and family. This suggests a small
percentage of respondents who may have had negative experiences
or reservations about the service.

Overall, the pie chart reveals that an overwhelming majority of respondents
would highly recommend it to their friends and family. The high percentage of
"Yes" responses demonstrates a strong level of satisfaction and confidence in the
service's reliability, convenience, and effectiveness. This indicates that
BaridiMob has earned a positive reputation among the respondents

4- Fourth axis: The electronic services of Algeria post

Table (15) provides survey results of fourth axis statements

[
5 g
. ©
Fourth Axis Statements (The g ® & w @ | = 5 5 o
. . . > 5 = 5 ] © © @ ° Bl S
electronic services of Algeria P > & 5 5 > |8 o T 85 Result
] = 0 (7] ‘© — s >
Post) s o 3 = < b b= S 9 O
S o @ Te
2 = e
=
(%]
>
o
T
?‘,‘ 3 19 23 16 11 72
g

The electronic services of

sufficiently fast response

Algeria Post have a

4.2% | 26.4% | 31.9% | 22.2% | 15.3% | 100%

Percentage

You can easily obtain

cust

electronic services, available

20 14 18 11 9 7

Frequency

omer support for these

52.4%
25.0 | 15.3 | 12.5 |100%
% % %

24/7
27.8%| 19.4%

Percentage

95

3.18 | 1.11 63.6% Neutral

2.62% | 1.36 Neutral




Chapter III: A Practical Examination

of the Role of E-Management in Enhancing Service Quality at the Algeria Post

o
o
S 5 11 22 27 7 7
(9]
There is ease of access to the -
electronic services of Algeria o 3.28 | 1.06 | g5.6 % | Neutral
Post g 153 | 306 | 37.5
c . . .
g 59% % % % 9.7% |100%
o
c
s 20 | 14 18 11 9 72
()
The electronic services of Algeria &
Post are effective in meeting your 265 | 1.36 | 53% | Neutral
personal and commercial needs % 100%
S |27.8%| 19.4% | 25.0% | 15.3% | 12.5% 0
2
2
o
s 24 | 16 10 13 9 72
(9]
You are facing difficulty in -
understanding how to use the N 2.54 | 1.43 | 50.8% | Disagree
electronic services of Algeria Post g’
é 33.3%| 22.2% | 13.9% | 18.1% | 12.5% | 1009
&
>
§
> 3 5 10 19 35 7
The electronic services of Algeria £z
Post are secure to use and
provide the necessary privacy for g el 113 | 81.6% Agree
your personal information 2
Q 0, 0, 0, () 0,
£ 4.2% | 6.9% | 13.9% | 26.4% | 48.6% | 100%
a

Source: Prepared the student using SPSS

Based on the provided data from Table (12), the analysis of the fourth axis

statements (the electronic services of Algeria Post) can be expanded as follows:

v" The electronic services of Algeria Post have a sufficiently fast response:
The majority of respondents (63.6%) expressed a neutral opinion

regarding the speed of response provided by the electronic services of
Algeria Post. The standard deviation of 1.11 suggests relatively low

variability in the responses, indicating that there is a consensus among the
respondents regarding the neutral perception. The mean of 3.18 indicates
an average rating that leans towards neutral, implying that respondents
neither strongly agree nor disagree with the statement about the speed of
response.

Overall, the data suggests that respondents have a neutral stance towards
the speed of response provided by the electronic services of Algeria Post.
This indicates that there is no strong consensus or agreement regarding
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the speed of response. It is worth considering that respondents may have
varying expectations or experiences with the electronic services, leading
to a diverse range of perceptions.

v" You can easily obtain customer support for these electronic services 24/7:
The majority of respondents (52.4%) expressed a neutral opinion
regarding the ease of obtaining 24/7 customer support for the electronic
services provided by Algeria Post. The standard deviation of 1.36 suggests
a moderate level of variability in the responses, indicating that there may
be some diversity in the perceptions of respondents regarding the ease of
accessing customer support. The mean of 2.62 indicates an average rating
that leans towards neutral, suggesting that respondents neither strongly
agree nor disagree with the statement about the ease of obtaining
customer support.

Overall, this indicates that there is no strong agreement among
respondents regarding the ease of accessing support.

v' There is ease of access to the electronic services of Algeria Post: The
majority of respondents (65.6%) expressed a neutral opinion regarding the
ease of access to the electronic services of Algeria Post. The standard
deviation of 1.06 suggests relatively low variability in the responses,
indicating a level of agreement among the respondents regarding the
neutral perception. The mean of 3.28 indicates an average rating that leans
towards neutral, suggesting that respondents neither strongly agree nor
disagree with the statement about the ease of access to the electronic
services. Overall, the data suggests that respondents have a neutral stance
regarding the ease of access to the electronic services of Algeria Post.
This indicates that there is no strong consensus or agreement among
respondents about the ease of accessing the services.

v" The electronic services of Algeria Post are effective in meeting your
personal and commercial needs: Approximately 53% of the respondents
expressed a neutral opinion regarding the effectiveness of the electronic
services provided by Algeria Post in meeting their personal and
commercial needs. The standard deviation of 1.36 indicates a moderate
level of variability in the responses, suggesting that there is some
disagreement or variance among the respondents regarding their
perception of effectiveness. The mean of 2.65 indicates an average rating
that leans towards neutrality, implying that respondents neither strongly
agree nor disagree with the statement.

Overall, the data suggests that respondents have a relatively neutral stance
regarding the effectiveness of the electronic services of Algeria Post in
meeting their personal and commercial needs. This indicates that there is
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no strong consensus or agreement among respondents regarding the
effectiveness of these services.

v" You are facing difficulty in understanding how to use the electronic
services of Algeria Post: The standard deviation of 1.43 suggests a
moderate level of variability in the responses, indicating that there is some
disagreement or variance among the respondents regarding their level of
difficulty in understanding the electronic services. The mean value of 2.54
indicates an average rating that leans towards disagreement, suggesting
that respondents, on average, disagreed with the statement.

Overall, the data suggests that a significant portion of the respondents do
not perceive difficulties in understanding how to use the electronic
services of Algeria Post. However, it is important to note that there is still
a substantial proportion of respondents who may be facing challenges.

v" The electronic services of Algeria Post are secure to use and provide the
necessary privacy for your personal information: a significant majority of
respondents, 81.6%, agreed with the statement. This suggests a high level
of trust and confidence in the security and privacy measures implemented
by Algeria Post in their electronic services. The relatively low standard
deviation of 1.13 suggests a moderate degree of agreement among the
respondents, with limited variability in their responses. The mean value of
4.08 reflects a strong average rating, indicating a high level of agreement
with the statement.

Overall, the data suggests that the respondents have a positive perception
of the security and privacy aspects of the electronic services provided by
Algeria Post. This is an encouraging finding as it indicates that the
organization has been successful in establishing a sense of trust and
confidence among its users regarding the protection of their personal
information.
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- Fifth axis: The role of electronic services (BaridiMob - EDAHABIA
Card) in improving the overall quality of services provided by Algeria
Post

Table (16) shows respondents perception on the fifth axis statements
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Source: Prepared the student using SPSS
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Based on the data provided in table (13) the analysis of the fifth axis
statements (The role of electronic services BaridiMob - EDAHABIA Card in
improving the overall quality of services provided by Algeria Post) can be
expanded as follows:

v’ The electronic services have contributed to avoiding the constraints of
official deadlines for Algeria Post's operations: The data presented
suggests that a majority of respondents, 81.2%, agreed with the statement.
This indicates that the electronic services, specifically BaridiMob and
EDAHABIA Card, have played a role in improving the overall quality of
services provided by Algeria Post by helping to overcome operational
constraints related to official deadlines.

The standard deviation of 1.11 indicates a relatively low variability in the
responses, suggesting a general agreement among the respondents
regarding the positive impact of electronic services in addressing
operational constraints. The mean value of 4.06 reflects a high average
rating, indicating a strong agreement with the statement.

Overall, the data suggests that the respondents perceive electronic services,
namely BaridiMob and EDAHABIA Card, as playing a positive role in
improving the overall quality of services provided by Algeria Post. By
helping to overcome operational constraints related to official deadlines,
these electronic services contribute to enhancing efficiency and customer
satisfaction.

v The electronic services have helped reduce your time spent in long lines:
The data provided indicates that a significant majority of respondents,
87.2%, strongly agreed with the statement. This suggests that the
electronic services, such as BaridiMob and EDAHABIA Card, have played
a substantial role in minimizing the time customers spend waiting in long
queues.

The low standard deviation of 1.01 indicates a relatively low variability in
the responses, suggesting a high level of agreement among the respondents
regarding the positive impact of electronic services in reducing wait times.
The mean value of 4.36 reflects a high average rating, indicating a strong
level of agreement with the statement.

Overall, the data suggests that respondents perceive the electronic services
provided by BaridiMob and EDAHABIA Card as significantly reducing
the time spent waiting in long lines. This indicates that these services have
successfully addressed a common customer pain point and improved the
overall customer experience.
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v" The electronic services provide most of the services offered by traditional
post offices, such as cash withdrawal, bill payment, accessing postal
accounts, and obtaining transaction statements: The majority of
respondents (88%) strongly agreed that the electronic services, such as
BaridiMob and EDAHABIA Card, provide most of the services offered by
traditional post offices. This indicates that these electronic services are
perceived as comprehensive alternatives that effectively replicate the
services provided by physical post offices. The low standard deviation and
high mean values suggest a high level of agreement among the
respondents. The low standard deviation of 0.86 suggests a relatively low
variability in the responses, indicating a high level of agreement among
the respondents regarding the electronic services' ability to provide a
variety of services. The mean value of 4.40 reflects a high average rating,
indicating a strong level of agreement with the statement.

Overall, the data suggests that respondents perceive the electronic services
provided by BaridiMob and EDAHABIA Card include most of the
services traditionally offered by post offices. This indicates that these
electronic services are seen as comprehensive alternatives that effectively
replicate the services provided by physical post offices.

v’ Using one of the electronic services of Algeria Post requires less time and
effort to complete a task compared to traditional post offices: The data
reveals that 89.4% of the respondents strongly agreed that using one of the
electronic services of Algeria Post requires less time and effort to complete
a task compared to traditional post offices. This high percentage indicates
a strong consensus among the participants regarding the efficiency and
convenience of the electronic services.

The low standard deviation of 0.78 suggests a relatively low variability in
the responses, indicating a high level of agreement among the respondents.
The mean score of 4.47 further supports this interpretation, as it indicates a
strong positive perception of the time and effort saved when using
electronic services.
the data demonstrates that the majority of respondents perceive the
electronic services of Algeria Post as time-saving and efficient compared
to traditional post offices. This finding highlights the value and
convenience that these electronic services provide to customers, indicating
their effectiveness in streamlining tasks and enhancing customer
satisfaction.

v" These electronic services have a positive impact on your personal
satisfaction with the services of Algeria Post: The data reveals that 86.6%
of the respondents strongly agreed that the electronic services of Algeria
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Post have a positive impact on their personal satisfaction with the
services. This high percentage indicates a strong consensus among the
participants regarding the positive influence of electronic services on their
overall satisfaction.

The low standard deviation of 0.91 suggests a relatively low variability in
the responses, indicating a high level of agreement among the
respondents. The mean score of 4.33 further supports this interpretation,
as it indicates a strong positive perception of the impact of electronic
services on personal satisfaction.

In summary, the data demonstrates that the majority of respondents
believe that the electronic services of Algeria Post have a positive impact
on their personal satisfaction with the services. This finding highlights the
significance of electronic services in enhancing customer satisfaction and
suggests that these services are meeting the expectations and needs of
customers, leading to a positive overall experience.

- Customer’s opinion on the impact of the electronic services on the
overall quality of services provided by Algeria post:

Frame (12) shows the respondents opinion on if the electronic services
contributed in the overall quality of services provided by Algeria post

15,30%

4,20%
m Yes \

= No

Maybe

80,60%

Source: Prepared by the student using SPSS

Frame (13) suggests that the majority of respondents, comprising 80.6% of
the total, answered "Yes," indicating that they believe the electronic services
have indeed made a positive contribution to the overall quality of services. This
suggests a high level of satisfaction and appreciation for the electronic services
offered by Algeria Post.

A small proportion of respondents, accounting for 4.2% of the total, answered

102



Chapter III: A Practical Examination
of the Role of E-Management in Enhancing Service Quality at the Algeria Post

"No," indicating that they do not perceive the electronic services to have
contributed significantly to the overall quality of services. This suggests a level
of dissatisfaction or skepticism regarding the impact of electronic services.

A moderate percentage of respondents, amounting to 15.3% of the total,
answered "Maybe," indicating uncertainty or a neutral stance on the matter.
These respondents may require further evaluation or information to form a
definitive opinion on the contribution of electronic services to the overall quality
of services.

Overall, the pie chart indicates that the majority of respondents perceive a
positive impact of the electronic services on the overall quality of services
provided by Algeria Post.

- The role of E-management in improving the quality of public services
in Algeria post:

Based on the analysis of the various statements and results, the following
conclusions can be drawn to support the study objective of examining the role of
e-management in improving the quality of public services:

v" The majority of participants evaluated the quality of services provided by
the EDAHABIA Card as "Good," indicating a positive perception of the
services among the respondents.

v" The results suggest that the EDAHABIA card service has successfully met
the needs and expectations of its users. A large proportion of respondents
expressed satisfaction and would recommend the service to others,
reflecting a high level of trust and confidence in its quality and benefits.

v" The majority of participants found the fees for the BaridiMob service to
be reasonable and appropriate, demonstrating a level of consensus among
the respondents.

v" The registration process for the BaridiMob service was efficient and
user-friendly for a majority of respondents.

v" The BaridiMob service has a relatively high adoption rate among the
surveyed users, indicating its popularity and effectiveness in managing
electronic transactions and services.

v" The data suggests a lack of consensus among respondents regarding the
responsiveness and user-friendliness of the BaridiMob app. The varied
responses highlight mixed perceptions and experiences in this aspect of
the service.
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v" The majority of participants expressed a neutral opinion regarding the
overall quality of the BaridiMob service, neither strongly praising nor
criticizing it.

v" A substantial portion of money transfers using the BaridiMob service are
processed immediately, reflecting its efficiency and speed. Most
transactions are completed within 24 or 48 hours, indicating timely
processing.

v" The overwhelming majority of respondents would highly recommend the
BaridiMob service to their friends and family, indicating a strong level of
satisfaction and confidence in its reliability and convenience.

v Respondents had a neutral stance regarding the speed of response
provided by the electronic services of Algeria Post, indicating a lack of
consensus or agreement.

v" Respondents had a relatively neutral stance regarding the ease of access to
the electronic services of Algeria Post, suggesting no strong consensus or
agreement.

v" Respondents had a relatively neutral stance regarding the effectiveness of
the electronic services in meeting their personal and commercial needs,
indicating no strong consensus or agreement

v' A significant portion of respondents did not perceive difficulties in
understanding how to use the electronic services, but there were still some
facing challenges.

v" The majority of respondents perceived the electronic services to be secure
and privacy-protective, indicating a high level of trust in the
organization's handling of personal information.

v" The electronic services, particularly BaridiMob and EDAHABIA Card,
were perceived to play a positive role in improving the overall quality of
services provided by Algeria Post by overcoming operational constraints
related to official deadlines.

v Respondents perceived the electronic services to significantly reduce the
time spent waiting in long lines, indicating an improvement in the overall
customer experience.

v" The electronic services were perceived to include most of the services
traditionally offered by post offices, providing a comprehensive
alternative.
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- Results:

Through the analysis and interpretation of tables and graphical
representations we employed simplified explanations. As a result, the findings
provide compelling evidence to support these hypotheses:

1-

The data shows that through the implementation of E-management,
administrative processes at Algeria Post have been automated,
reducing manual tasks and minimizing the potential for errors. This
automation has led to increased efficiency, streamlined workflows, and
improved overall operational effectiveness. By eliminating redundant
paperwork and simplifying procedures, E-management has helped
overcome bureaucratic obstacles and has significantly contributed to
enhancing the efficiency of administrative processes.

The analysis also reveals that E-management enables customers
through self-service platforms (EDAHABIA card and BaridiMob) to
conveniently access information, submit applications, and utilize
various services. This self-service approach eliminates the need for
customers to visit physical post office branches for routine tasks,
saving them time and effort. By providing online platforms and digital
channels, E-management offers a more responsive and convenient user
experience, empowering customers to independently manage their
postal needs. The data clearly demonstrates that customers appreciate
the convenience and accessibility provided through E-management.
Additionally, the findings indicate that leveraging E-management tools
and platforms has resulted in the efficient delivery of public services at
Algeria Post. Through digital solutions and online systems, public
services are now provided in a timelier manner, reducing waiting times
for customers. The data suggests that the implementation of
E-management has optimized service delivery processes, enabling
faster transactions and quicker response times to customer requests. As
a result, overall customer satisfaction has improved, as customers
experience reduced delays and enhanced service quality.

In summary, the data suggests that the electronic services provided by Algeria
Post have been successful in improving the overall quality of public services.
The services have demonstrated efficiency, reasonable fees, positive user
experiences, and customer satisfaction. While there may be some variations in
perceptions, overall, the electronic services have met the needs of users,
provided convenience, and gained trust and confidence.
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Subsection Three: E-Management influence the Quality of Public Services

E-management can improve the quality of public services by addressing and
achieving various service quality dimensions:

Reliability: E-management systems can enhance reliability by ensuring
consistent and accurate service delivery. Minimize human errors and
reduce service disruptions. Timely notifications and updates can be
provided to users, ensuring reliable service provision.

Responsiveness: E-management enables prompt response to user
inquiries, requests, and complaints. Online platforms, chatbots, and
customer support systems can be utilized to address user needs quickly and
efficiently, improving the responsiveness of public services.

Assurance: E-management systems can enhance assurance by
implementing security measures and privacy protection protocols. Users
can have confidence in the safety and confidentiality of their personal
information when interacting with online services. Clear communication
and transparency regarding service processes and procedures can also
provide assurance to users.

Empathy: E-management can incorporate user feedback mechanisms to
understand user preferences, concerns, and expectations. By gathering and
analyzing user data, service providers can tailor services to meet user
needs and preferences, demonstrating empathy towards their concerns.
Tangibles: E-management can improve the tangible aspects of public
services by offering user-friendly and visually appealing interfaces.
Easy-to-navigate websites, intuitive mobile applications, and visually
appealing online platforms contribute to a positive user experience and
enhance the tangibility of the services.

Effectiveness: E-management can improve the effectiveness of public
services by streamlining processes, reducing bureaucratic hurdles, and
optimizing resource allocation. Automation and digitization enable
efficient service delivery, minimizing delays and ensuring that services are
provided in a timely manner.

Price: E-management can contribute to price-related aspects of public
services by reducing administrative costs and enabling cost-effective
service delivery. By digitizing processes, eliminating manual paperwork,
and optimizing resource utilization, e-management can help reduce
overhead costs, leading to potential cost savings that can be passed on to
users through affordable service pricing.

Availability: E-management can enhance the availability of public
services by providing 24/7 access to online platforms and services. Users
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can conveniently access services at their preferred time and location,
reducing dependency on traditional office hours. This accessibility
improves user convenience and satisfaction.

By focusing on these service quality dimensions, E-management can bring
about improvements in the overall quality of public services. Automation,
digitization, and the utilization of technology enable efficient service delivery,
enhanced user experiences, and increased user satisfaction. Additionally, the
collection and analysis of user data can provide valuable insights for service
providers to continuously improve and tailor their offerings to meet user
expectations.
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Chapter conclusion

While there may be variations in perceptions, overall, the electronic services
provided by Algeria Post have met the needs of users, provided convenience,
and gained trust and confidence. The services have demonstrated efficiency,
reasonable fees, positive user experiences, and customer satisfaction.

Moreover, E-management can contribute to improving the quality of public
services by addressing additional service quality dimensions such as
effectiveness, security, price, and availability. By streamlining processes,
reducing administrative costs, implementing security measures, and ensuring
24/7 access to online platforms, E-management enhances the effectiveness,
security, affordability, and availability of public services.

In conclusion, the role of E-management in improving the quality of public
services is evident. Through automation, digitization, and the utilization of
technology, E-management enables efficient service delivery, enhanced user
experiences, and increased user satisfaction. By focusing on various service
quality dimensions and continuously improving service offerings.
E-management plays a crucial role in transforming and elevating the quality of
public services.
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The implementation of E-management systems in public service
organizations has proven to be highly beneficial, as it positively impacts the
quality of services provided. By leveraging technology, these systems streamline
processes, reduce costs, and enhance communication channels between service
providers and users. The advantages of E-management systems are numerous
and diverse, resulting in increased efficiency, reduced waiting times, and
improved accuracy and speed of service delivery, ultimately leading to enhanced
customer satisfaction.

Our study of the Algeria Post is a clear example of the positive impact that
E-management can have on public services. By implementing E-management
systems in their postal and financial services, the Algeria Post was able to
improve the quality of their services and meet the needs of their customers more
effectively. The use of technology allowed for faster and more accurate
transactions, reduced waiting times, and improved communication between
service providers and service users.

To further improve their services using E-management, the Algeria Post can
consider the following recommendations:

1- Enhance infrastructure: The Algeria Post should invest in IT
infrastructure to support the implementation of E-management systems.
This includes reliable hardware, secure networks, and sufficient storage
capacity to handle the increased digital workload.

2- Provide comprehensive training: Proper training is essential for
employees to effectively utilize E-management systems. The Algeria Post
should conduct comprehensive training programs to ensure that staff
members are well-versed in using the systems and can take full advantage
of their capabilities.

3- Strengthen data security measures: As E-management systems involve
handling sensitive customer data, it is crucial for the Algeria Post to
prioritize data security. Implementing strong encryption protocols, regular
security audits, and strict access controls will help safeguard customer
information and build trust in the organization.

4- Improve user interfaces: The user interfaces of E-management systems
should be intuitive and user-friendly. The Algeria Post should prioritize the
design and functionality of their digital platforms to ensure a seamless user
experience and encourage greater adoption of e-services.

5- Expand service offerings: The Algeria Post can leverage E-management
systems to expand their service offerings. This could include introducing
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additional digital services such as online parcel tracking, electronic
document services, and integrated logistics solutions, to meet the evolving
needs of customers.

6- Foster partnerships: Collaborating with other government agencies,
private enterprises, and technology providers can enhance the capabilities
and reach of E-management systems. Partnerships can enable the Algeria
Post to leverage expertise, resources, and innovative solutions to further
improve their services.

7- Continuously gather customer feedback: Feedback from customers is
invaluable in identifying areas for improvement. The Algeria Post should
actively seek and analyze customer feedback to address any concerns,
refine their e-management systems, and tailor services to better meet
customer expectations.

By implementing these recommendations, the Algeria Post can further
enhance their services using E-management systems. This will result in
improved efficiency, customer satisfaction, and overall service quality,
positioning them as a leader in the digital transformation of public services in
Algeria.



References

Agus, A., Barker, S., & Kandampully, J. (2007). An exploratory study of service quality in the Malaysian public
service sector. International Journal of Quality & Reliability Management , Vol 24, Num 2, 177-190.

Algérie Poste. (2023, 05 02). PRESENTATION DE L’ « E.P.I.C ALGERIE POSTE ». Retrieved from www.poste.dz:
https://www.poste.dz/page/presentation

Algérie Poste. (2023, 05 02). SERVICES FINANCIERS (CCP). Récupéré sur www.poste.dz:
https://www.poste.dz/services/professional

Algérie Poste. (2023, 05 02). SERVICES MONETIQUES (EDAHABIA). Retrieved from www.post.dz:
https://www.poste.dz/services/particular

Algérie Poste. (2023, 05 02). SERVICES POSTAUX. Retrieved from www.post.dz:
https://www.poste.dz/customer

Al-lbrahim, A. (2014). what is the defintion of quality services based on Quality Management and Its Role in
Improving Service Quality in Public Sector . Journal of Business and Management Sciences, Vol 2, No 6,
123-147.

Almutairi, N. (2014). The Impact of Organizational Culture on the Adoption of E-managementAlmutairi, N. (
2014). The Impact of Organizational Culture on the Adoption of E-management "Evidence from Public
Authority for Applied Education and Training (PAAET) in Kuwait. International Journal of Business and
Management Vol. 9, No. 9, 57-74.

AlOglah, R. M. (2021). Application of E-Management and its Obstacles from Perspectives of Faculty Members at
Imam Abdulrahman bin Faisal University. Journal of Educational and Social Research Vol 11 No 3, 252-
262.

Alqudah, M. A,, & Muradkhanli, L. (2021). Electronic Management and Its Role in Developing the Performance
of E-government in Jordan. Electronic Research Journal of Engineering, Computer and Applied Sciences,
Vol 3, 65-82.

AL-Sowayegh, G. A. (2012). Cultural Drivers and Barriers to the Adoption of E-government in the Kingdom of
Saudi Arabia. A Thesis submitted to the University of Manchester for the degree of Doctor of
Philosophy In the Faculty of Humanities.

Ancarani, A. (2005). Towards quality e-service in the public sector: The evolution of web sites in the local public
service sector. Journal of Service Theory and Practice, Vol 15 ,Num 1, 6-23.

Blaskovics, B. (2018). Aspects of digital project management . Dynamic Relationships Management Journal Vol
7, No 2, 25-37.

Brown, T. L. (2010). The Evolution of Public Sector Strategy. Public Administration Review,Vol 70, $S212-5214.

Christensen, T., & Laegreid, P. (2007). The Whole-of-Government Approach to Public Sector Reform. Public
Administration Review, Vol 67, N 6, 1059-1066.

Christenson, J. A., & Sachs, C. E. (1980). The Impact of Government Size and Number of Administrative Units on
the Quality of Public Services. . Administrative Science Quarterly, Vol 25, Num 1, 89-101.

Christopher, H., & Lodge, M. C. (2006). The Politics of Public Service Bargains: Reward, Competency, Loyalty -
and Blame. Oxford University Press.

COCHRAN, C. R. (2004). INTRODUCTION: QUALITY IMPROVEMENT IN PUBLIC SECTOR HEALTHCARE
ORGANIZATIONS. Journal of Health and Human Services Administration, Vol. 27, No. 1 , 5-11.

112



Gildenhuys, J. (2004). Public Services. In Philosophy of Public Administration — A Holistic Approach: An
introduction for undergraduate students. Stellenbosch: African Sun Media.

Huthaifa Abdelkarim Ali Ellatif, S. A. (2013). E-Management: Configuration, Functions and role in Improving
Performance of Arab. International Journal of Computer Applications Vol 80, 33-40.

Iryna Prikhno, V. K. (2021). The Use of Information Technology in Financial Management. SHS Web of
Conferences Vol 100, 1-11.

Kang, G.-D., & James, J. (2004). Service quality dimensions: an examination of Gronroos’s service quality model.
Managing Service Quality: An International Journal, Vol. 14, No 4, 266-277.

Light, P. C. (1999). The New Public Service. Washington, D.C: Brookings Institution Press.

Liu Yao, A. B. (2011). E-management development and deployment strategy for future organization. African
Journal of Business Management Vol 5, No 16, 6657-6667.

M. Alshehri, S. D. (2011). Implementation of e-Government:Advantages and Challenges Vol 9, No 3.
International Journal of Electronic Business, 255-270.

Maisel, L. S., & Berry, J. M. (2012). The Oxford Handbook of American Political Parties and Interest Groups
(Oxford Handbooks). Oxford University Press.

Malkawi, N. M.-a., Alraja, M. N., & Hamadneh, A. a. (2013). E-Management and its effect on the Added Value:
filed study in The Royal Jordanian Airlines. Interdisciplinary Journal of Research in Business Vol 3, No 3,
1-7.

O’Brien, J. A. (2011). Management information systems 10th edition. New York: McGraw-Hill Higher Education.

OATES, W. E. (2005). Toward A Second-Generation Theory ofFiscal Federalism. International Tax and Public
Finance, Vol 12, Num 4, 349-373.

Prabha Ramseook-Munhurrun, S. D.-B. (2010). Service quality in the public service. International Journal of
Management and Marketing Research Vol 3, Num 1, 37-50.

Rami Osama Al-Ali, A. A. (2020). The role of information and communication technology in the developing
human resource management A case study of faculty and staff affairs at the Najran. Finance and
Business Economics Review Vol 04, No 03, 25-38.

Rhee, S.-K., & Rha, J.-Y. (2009). Public service quality and customer satisfaction: Exploring the attributes of
service quality in the public sector. The Service Industries Journal , Vol 29, Num 11, 1491-1512.

Riany, K. G. (2021). Influence of E-Government Strategies on Public Service Delivery of State Agencies in Kenya:
The Moderating Effect of Strategy Execution. European Journal of Business Management and
Research, Vol 6, Num 2, 39-43.

Santos, J. (2003). E-service quality: a model of virtual service quality dimensions. Managing Service Quality: An
International Journal, Vol 13, No 3, 233-246.

Sector, T. F. (2006). GOVERNMENT / PUBLIC SECTOR / PRIVATE SECTOR DELINEATION ISSUES. Frankfurt: Fourth
meeting of the Advisory Expert Group on National Accounts.

Sherif Barrad, R. V. (2020). The Impact of e-Supply Chain Management Systems on Procurement Operations
and Cost Reduction in the Electronics Manufacturing Services Industry. Journal of Media Management
and Entrepreneurship. Vol 2, No 1, 1-27.

Spicker, P. (2009). The nature of a public service. International Journal of Public Administration, Vol 32, Num 11,
970-991.

113



Teicher, J. H. (2002). E-government: a new route to public service quality Managing Service Quality, Vol 12,
Num 6. Journal of Service Theory and Practice, 384-393.

TESU, M. D. (2012). DEVELOPING E-GOVERNMENT FOR BETTER PUBLIC SERVICES WITHIN EUROPEAN UNION.
Theoretical and Empirical Researches in Urban Management, Vol 7, No 2, 79-88.

the Council of Europe. (n.d.). 12 Principles of Good Governance. Retrieved from www.coe.int:
https://www.coe.int/en/web/good-governance/12-principles

The United Nations development . (2016). Post-disaster needs assessment on governance: A guide. Retrieved
from www.undp.org:
https://www.undp.org/sites/g/files/zskgke326/files/publications/PDNA_Governance_FINAL.pdf

The World Bank . (2010, 07 01). Governance and development (English). Retrieved from The world Bank:
https://documents.worldbank.org/en/publication/documents-
reports/documentdetail/604951468739447676/governance-and-development

Vilkaité-Vaitoné, N., & Povilaitiene, K. (2022). E-Management as a Game Changer in Local Public
Administration. Economies, Vol 10, Num 8, 01-16.

Walsh, K. (2007). Quality and public services. Public Administration, Vol 69, Num 4, 503-514.

Yarimoglu, E. K. (2017). A Review on Dimensions of Service Quality Models. Journal of Marketing Management,
Vol 2, No 2, 79-93.

Lol gl lai Ay (g gl Amaln (B 2 5 JSIY) 510 (ke (5 5isa L(2013) sl Jran Ul (gibime A33 ) pile
:220-199 «2 230 ¢ Alne e yill o slel] 8 o ) Y1 Anall o )Y 5

.28-14 ¢03 21e 13 2no cduliail lu/ o ¢ 0 Ly (a3 3 LeialSal 5 40 5KV 5 )11 (2019) Jlsk A ¢« e o Gl

Dl pall 5 )Jol g Laiill Ana ~ (223 A sSa Ay jat - ASA A5 yKIY) AagSall s 8 G geall Zaddll 8258 (2015) L5 Uilalaa
452-436 «3 22el o1 alaal) oy uiall

sl s Sl & panll A : ean 63 ) peaiall | Gl g 4o Ll G daig 43V 5,00V (2009) LatE 2ana aal

33 2l 358N 2006 ) 20 A il sell 1427 o ms 21 (A 7 3e 06-06 25 0515 (2006 , 0 20) Aaall gun sl o 53
- 15 230 4530 5a) 4y ) sendl Apens )

A ) Sl y Sl pall YT S g it L il y S ¥laall - s ) 5,031 (2005) G Gike s
3 59 ad) Al 13l sl 35 s il el sl 3 i SIY) 501 (2016) D 5S35

2:\“\;1\ LM}A\ ada :L.u‘JJ -:\:1)3\);.“ :\.uu.u}d\ ‘_g :g.:})aﬁ\}“ BJ\JY\ é_.}.\l:; é\} (2022) Ll gy gl ¢ e ai)\a.b ‘JSJ).J rd\.u};
.25-12 ¢ olaidy) cilu) jall g leid dsa - Jaon (39 O3 (pdall 2ene

Aadie dn gyl al CaVlail dasns e Alla Al 5 = Ay 0 el il sal) 8 Qi) Allad 5 i 5 SV 500Y)L(2017) 000 Jlen
3 ad daala JLai¥) 5 o slall 08 ;55 el Alai¥) aghall Glase & N ghall ol i€ Balgds Jail

el il Ll L5 el yaThe a8 S (pa e i 3ad) 8 alall (3 pall s IV 50 ks (2018) )l AaSa
(Sl g dene Aaals Aladl) | g pSTY) alef]

Aondall Sle sabaall ) s 1 i el Laled) (58 ) gl Al 5 ) 5hi (1984) Uad dana dlea
sy il s el s iolee g SV 5 L (2009) AUS Lilaas 5 A
A gl S la s s AW | (s oY) LLEY ¢ 5 oY) arkaiil)) daledl 5 oY) unsl (2007) s padd) S

Lo i) dealall 5 )10¥] 5 Jlac 5 plad] (58 pal] Dy pBai o AUN QLS 6 plia Lus) p3 65 0¥ (G 5ildl] (50l (1979) s stakal) dena (laddis
ol Sl Hla i alall

114



uaadl e bl g 1 3al 3 clalatly o AiSiel] il cailly daseaill (2005) .o sbasal e clin
ASL 5 5 a2 1053 9 e Lo ol sleall i (2008) tind) ) eyl eV ¢l mal ) e
Y all Jla s Gl e g g pdiel) g s oll Gl 6 sl 3 )] <l L (2006) s e

Aol Sle sabaall g gaa 1 A3l (s Y aLL) Y el ) s Y G sildll (2000) (W s Dlas

5 lao cila gleall o slel &y pucaall dlnall | ) 3all Ay yad A genll Laddl) ZOaY J22eS A5 ySY) de Sall (2018) . siban gl alle
.262-217 2 2xc

ol OSAl AWl | g bV silél fealia ((1979) s stelall Glaples dena
_:&LL}H\_’ @J}l‘\_’ )mu BM\ ‘)\.3 :L.JJJS” (Olas 3:\.\_9‘).&3‘)” BJ‘J}” (2009) .\A;\ DIV WIRVEY

e saladll 520 2 32 STEEYL Sl ysn seiall s 5 i il 8l 5 el (38 sall G pdii (1973) el i (35 ) e
Agnalal

Loosilly il gua s SN 7L cdinad ClalasY g LSS ClalaY) G e senll il (2015) (Olede (3 e

alao cLolaBy/) cila) jall GEYS - ) 3l &y AN Fal ja- A gendl el 53 52 Jandly Lei8le 5 A 5 IV 5y [(2017) 3 20
.273-259 «2 22ell o2

LoLaBBY) o plell 6 o) ) ISl S0l il datia dn g ol = 0 3l Al - e leia¥) dpeiill 3 deana 53l 33 ,(2007) .5 sliams (omi 50
Al daals i)l | soliaill Lubii s d

-87 ¢l dao Mol ailaill ilisss sy (5 10Y) Jaall ool 8 4335y 5 oY) daabise (2011) i 8 2ana ¢ pualill de uiga
.100

ol il aaall Sla 8 el 04 b s Y sl S s sl (2010) S el
A BN SN la s eama AN ad 5 ,0Y (uki 4ul€el (2011) .Sl Guaal) 3o 35 Ls

(s 120N e el Cailda ) dal sy A s SV A8 el 55 13Y1(2009) Lpn s

115



List of Appendices



JUill ailgh alisi

Cuplisll dred
ol y818 chpuls
rlizolill g

3.5 anan el A5 g KNI el B2 ga Jga i
Al

S 22 Az GG A A

VR FSPORONS SPTEN J| DR { PO SRE JUTDUOS. DYDY (I JEUNOREG JU5- WE DA 2 PR3 1 SPTICHG g B B
i a5 5 Ly s Lt Lol 5 s L B 5 (e (G AR oK a3 Al ] S

b el a8 850 o oS len s o550 o SR U S R
S 3455 DA e T (3 AN s o AWy iy ALY 5618 K (30 g2 8

amine.boukhiar.10@gmail.com Switch account [
£% Not shared

* Indicates required question

il *

ol *

O w2418
QO u.2925
QO 134030
O 1249035
O 2500

ol s o ifiale - Lle ol o

Other:

117



Sl a Al A 3 E3hd) daai

€ Al s gal Ll d8L) o3t Ja *
OF=
O

Loy il dpn @l 2 s el dlee S H

Ll gblga e O O O O O Ll 3

Lol LIl il Eondl by 0 s T 0 A5 ol il oy

Lol 58l pa b O O O O O Lol 38 5

118



Thoa il E5 ) pst) 2 Lpleetd S ilessll ale *

D ¥ Cima
|:| el gl Cleal e g3yl
D Al (M s g e e Jiset) (i
D il sl 5 b a2l
D oy Al pia i o Y e ]l
;

O . oty ol 58 ma

D Other:

¢ alo JE5: Agon ) AELd) bn 358 A ilerall Sasm i LR *

Calilall; eSSl don ) A8l plas Tl e o *

() =
oF
O Other:

Q8 A el At g SIVE Ciland) B0 g J s ol

FIN

amine.boukhiar. 10@gmail.com Switch account &

E§ Mot shared

* Indicates required question

el 4 s daiyel i ga 5 2 dati - BARIDIMOB

T Al m o dabal FITEL) PRTRERTL W JARTL P
Tl n kel cpe ot e lians pan B0 Ta s

O”;
O

IS | PN PETTS- RTINS Iy PR | - LR
g e pBli g s pians el Sl 20lS

P S SV o
Lpa "_a.-'u-‘_-‘la!\-=l Sl Blne pe s pBend  LGe AR0 i o Sl ¥

Ll 38 g0y O O O @) O Lalal i g

119



N R N T L T T T TP,
,.aﬂ_u.&l‘;_d.._h...}d’_l.}._d_‘,a__l_x 2t Ay g L ge (2 50 gl

) TN I DS P PO A | e PR | e *
e g plaadid A gl Al Cleasd) a e

D J’;.Ijju"t_:J I "jl:,__iju
D EEpy (PPN cPY (RN

D o el
[ soted o ol i

(O o i sm wom B s g3 im0 s s

D Other:

e Gy 8 g1 il 23U Rass COIE i *

(O ws
() w=le2d

42l 48

O
() =72
@)

Other:

PR e Bt . - N g
Talilaly pBoadtlicee gu pded moafiga ®

() &=
ok

120

L 58 50

lim Sa



A5 8 e pal A3 g AR Cileadd) Saga 6 Jasall L

‘:-15‘. Lag fny s glaal il _H_I Jadl e de _ml Ay N Cileaall *

Ll 58l a2 O O O O O Lalad 58 g

BiSENUEVRTE WAL PRSP gy (LR PRERLIY PRSI L PPIRRE ISP

Lot 58l gn pt O O O O O Lalad g8l a

FER g O O O 0O 0O |uwaesx

el Aol S ) Al 8 A8 A SR by faen e Cilana ¥
2l g 4 aliial Al 15 ST e

Ll 58l a2 O O O O O Lala 5 g

Al g Ry g ) 305 J8TY Cilanall sl wic Ll (33

Lelat 58 3a _pio O O O O O il 38 g

SRR JE DRI E P UE PR I RIS LE RIS BN JNPTERNTA TP (JEEPE

Labed gl O O O O O et 38 e

121



S5m0 3 el g sl 33l e S S sl Sl

L 0 c O O O O PR

aleolall e dall 3 uli . ee sadl B S cdena ) Cianl ¥
ilaglall pdploll Sy onsall B30 SN daash eaalis

Ldd sl ye b O O O @), O Lalad 58 ga

sl b sl ema ) By ol OEata g A sl ol Sa g RN Zlanall 24 ¥
YN ER P DI, SR A UF I L -1
1 2 3 4 5
L g0 o O O O PR
Al ol 1€ e el il dg SRl el aad Glastid s Bage QLY (B 2pe g iy g at

Lo g e O O O O O Laldl g8l 5

Al g Teae e o a4, R Cilassl gl o S olia %

L 80 o O O 0O 0O was.

LTV JEVRTE- NI PR W RIS DY P\ (JLEPREY | EPENNER SR £ P4y (JLE PECEL LIV RUPTE SR E TR

O =
oF
Olm.'_;

122



2 .l ) 9:41

Virement

Localisation Parameétres

Déconnexion

123



Client's gender

Freque | Perce Valid Cumulativ
ncy nt Percent | e Percent
vali - Male 33| 54,1 54,1 54,1
d
Fema
28 45,9 45,9 100,0
le
Total 61| 100,0 100,0
Client's education level
Cumula
Frequ | Perc | Valid tive
ency | ent | Percent| Percent
Val high school 5 8,2 8,2 8,2
id  University 43| 705| 70,5 787
postgraduate -
11| 18,0 18,0 96,7
Master's, PhD
Others 2| 33 3,3 100,0
Total 100,
61 100,0
0
Client's occupation
Valid | Cumula
Frequ | Perc | Percen tive
ency | ent t Percent
Va public sector
15| 24,6 24.6 24,6
lid employee
private sector
8| 131 13,1 37,7
employee
freelancer 9| 14,8 14,8 52,5
student 23| 37,7 37,7 90,2
unemployed 6 9,8 9,8 100,0
Total 100,
61 0 100,0
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Client's age
Freque | Perce Valid Cumulativ
ncy nt Percent | e Percent
Vali 18 to
31 50,8 50,8 50,8
d 24
25to
12 19,7 19,7 70,5
29
30 to
8 13,1 13,1 83,6
34
35to
10 16,4 16,4 100,0
49
Total 61| 100,0 100,0




Client's Wilaya-State

Cumulative
Frequency Percent Valid Percent Percent

Valid Oum El Bouaghi 2 3,3 3,3 3,3
Batna 4 6,6 6,6 9,8
Bejaia 1 1,6 1,6 11,5
Biskra 3 4,9 4,9 16,4
Blida 10 16,4 16,4 32,8
Tamanrasset 1 1,6 1,6 34,4
Tlemcen 1 1,6 1,6 36,1
Alger 5 8,2 8,2 44,3
Sétif 1 1,6 1,6 45,9
Constantine 2 3,3 3,3 49,2
Mascara 1 1,6 1,6 50,8
izi 2 3,3 3,3 54,1
El Tarf 1 1,6 1,6 55,7
Khenchela 23 37,7 37,7 93,4
Souk Ahras 1 1,6 1,6 95,1
Ain Defla 1 1,6 1,6 96,7
Ghardaia 1 1,6 1,6 98,4
Relizane 1 1,6 1,6 100,0
Total 61 100,0 100,0

Do use EDAHABIA card of Algeria Post?
Cumulative
Frequency Percent Valid Percent Percent
Valid yes 72 90,0 91,1 91,1
no 7 8,8 8,9 100,0
Total 79 98,8 100,0
Missing  System 1 1,3
Total 80 100,0
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The registration phase was easy and fast

Cumulative
JFrequency Percent Valid Percent Percent

Valid Strongly disagree 4 5,0 5,6 5,6
Disagree 13 16,3 18,1 23,6
Neutral 13 16,3 18,1 41,7
Agree 17 21,3 23,6 65,3
Toattaly agree 25 31,3 34,7 100,0
Total 72 90,0 100,0

Missing  System 8 10,0

Total 80 100,0

The fees for applying and using EDAHABIA Card are reasonable and appropriate in

exchange for the provided services.
Cumulative
Frequency Percent Valid Percent Percent
Valid Strongly disagree 2 2,5 2,8 2,8
Disagree 7 8,8 9,7 12,5
Neutral 17 21,3 23,6 36,1
Agree 18 22,5 25,0 61,1
Tottaly agree 28 35,0 38,9 100,0
Total 72 90,0 100,0
Missing System 8 10,0
Total 80 100,0
Cash Withdrawal
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 67 83,8 93,1 93,1
No 5 6,3 6,9 100,0
Total 72 90,0 100,0
Missing  System 8 10,0
Total 80 100,0
Checking the current postal account CCP
Cumulative
Frequency Percent Valid Percent Percent
Valid  Yes 46 75,4 75,4 75,4
No 15 24,6 24,6 100,0
Total 61 100,0 100,0
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Transferring funds from a postal account to another account

Cumulative
Frequency Percent Valid Percent Percent
Valid  Yes 31 50,8 50,8 50,8
No 30 49,2 49,2 100,0
Total 61 100,0 100,0
Electronic bill payment
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 29 47,5 48,3 48,3
No 31 50,8 51,7 100,0
Total 60 98,4 100,0
Missing System 1 1,6
Total 61 100,0
Online shopping or payment of purchases
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 14 23,0 23,0 23,0
No 47 77,0 77,0 100,0
Total 61 100,0 100,0
Booking airline tickets, hotels, etc.
Cumulative
Frequency Percent Valid Percent Percent
Valid  Yes 3 4,9 4,9 4,9
No 58 95,1 95,1 100,0
Total 61 100,0 100,0
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How do you assess the quality of services provided by EDAHABIA Card in

general?
Cumulative
Frequency Percent Valid Percent Percent
Valid Very bad 1 1,3 1,4 1,4
Bad 7 8,8 9,7 11,1
Neutral 16 20,0 22,2 33,3
Good 31 38,8 43,1 76,4
Very good 17 21,3 23,6 100,0
Total 72 90,0 100,0
Missing  System 8 10,0
Total 80 100,0
Do you recommend using EDAHABIA Card for friends and family?
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 70 87,5 97,2 97,2
No 2 2,5 2,8 100,0
Total 72 90,0 100,0
Missing System 8 10,0
Total 80 100,0

Have you used

or are you currently using

BaridiMob of Algeria Post?

Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 61 76,3 84,7 84,7
No 11 13,8 15,3 100,0
Total 72 90,0 100,0
Missing  System 8 10,0
Total 80 100,0
The registration process for BaridiMob service was easy and fast.
Cumulative
Frequency Percent Valid Percent Percent
Valid Strongly disagree 7 8,8 9,7 9,7
Disagree 9 11,3 12,5 22,2
Neutral 16 20,0 22,2 444
Agree 19 23,8 26,4 70,8
Tottaly agree 21 26,3 29,2 100,0
Total 72 90,0 100,0
Missing  System 8 10,0
Total 80 100,0
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The registration process for BaridiMob service was easy and fast.

Cumulative
Frequency Percent Valid Percent Percent

Valid Strongly disagree 7 8,8 9,7 9,7
Disagree 9 11,3 12,5 22,2
Neutral 16 20,0 22,2 44 .4
Agree 19 23,8 26,4 70,8
Tottaly agree 21 26,3 29,2 100,0
Total 72 90,0 100,0

Missing  System 8 10,0

Total 80 100,0

The fees paid for the BaridiMob service are reasonable and appropriate for the service

provided.
Cumulative
Frequency Percent Valid Percent Percent

Valid Strongly disagree 9 11,3 12,5 12,5
Disagree 9 11,3 12,5 25,0
Neutral 16 20,0 22,2 47,2
Agree 17 21,3 23,6 70,8
Tottaly agree 21 26,3 29,2 100,0
Total 72 90,0 100,0

Missing System 8 10,0

Total 80 100,0

BaridiMob app is responsive and has a user-friendly and smooth interface.
Cumulative
Frequency Percent Valid Percent Percent

Valid Strongly disagree 11 13,8 15,3 15,3
Disagree 18 22,5 25,0 40,3
Neutral 16 20,0 22,2 62,5
Agree 11 13,8 15,3 77,8
Tottaly agree 16 20,0 22,2 100,0
Total 72 90,0 100,0

Missing System 8 10,0

Total 80 100,0
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Electronic bill payment.

Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 32 40,0 44 .4 44 .4
No 40 50,0 55,6 100,0
Total 72 90,0 100,0
Missing System 8 10,0
Total 80 100,0
Topping up mobile and internet credit.
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 43 53,8 59,7 59,7
No 29 36,3 40,3 100,0
Total 72 90,0 100,0
Missing System 8 10,0
Total 80 100,0
Online shopping.
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 15 18,8 20,8 20,8
No 57 71,3 79,2 100,0
Total 72 90,0 100,0
Missing System 8 10,0
Total 80 100,0
Checking the current postal account.
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 54 67,5 75,0 75,0
No 18 22,5 25,0 100,0
Total 72 90,0 100,0
Missing  System 8 10,0
Total 80 100,0
Topping up mobile and internet credit.
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 43 53,8 59,7 59,7
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No 29 36,3 40,3 100,0
Total 72 90,0 100,0
Missing System 8 10,0
Total 80 100,0
Online shopping.
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 15 18,8 20,8 20,8
No 57 71,3 79,2 100,0
Total 72 90,0 100,0
Missing System 8 10,0
Total 80 100,0
Checking the current postal account.
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 54 67,5 75,0 75,0
No 18 22,5 25,0 100,0
Total 72 90,0 100,0
Missing System 8 10,0
Total 80 100,0

Transferring money from one current postal account to another.

Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 46 57,5 63,9 63,9
No 26 32,5 36,1 100,0
Total 72 90,0 100,0
Missing  System 8 10,0
Total 80 100,0
Was the money receiving and delivery service timely?
Cumulative
Frequency Percent Valid Percent Percent
Valid Immedietly 32 40,0 45,7 45,7
In 24h 15 18,8 21,4 67,1
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In 48h 19 23,8 94,3
In 72h 3 3,8 98,6
22 1,3 100,0
Total 70 87,5 100,0
Missing System 10 12,5
Total 80 100,0
What is your opinion on the overall quality of the BaridiMob service?
Cumulative
Frequency Percent Valid Percent Percent
Valid Very bad 5 6,3 6,9
Bad 9 11,3 12,5 19,4
Neutral 24 30,0 33,3 52,8
Good 23 28,8 31,9 84,7
Very good 11 13,8 15,3 100,0
Total 72 90,0 100,0
Missing  System 8 10,0
Total 80 100,0
Topping up mobile and internet credit.
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 43 53,8 59,7 59,7
No 29 36,3 40,3 100,0
Total 72 90,0 100,0
Missing  System 8 10,0
Total 80 100,0
Online shopping.
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 15 18,8 20,8 20,8
No 57 71,3 79,2 100,0
Total 72 90,0 100,0
Missing System 8 10,0
Total 80 100,0

Checking the current postal account.
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Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 54 67,5 75,0 75,0
No 18 22,5 25,0 100,0
Total 72 90,0 100,0
Missing System 8 10,0
Total 80 100,0
Transferring money from one current postal account to another.
Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 46 57,5 63,9 63,9
No 26 32,5 36,1 100,0
Total 72 90,0 100,0
Missing  System 8 10,0
Total 80 100,0
Was the money receiving and delivery service timely?
Cumulative
Frequency Percent Valid Percent Percent
Valid Immedietly 32 40,0 45,7 45,7
In 24h 15 18,8 21,4 67,1
In 48h 19 23,8 27,1 94,3
In 72h 3 3,8 43 98,6
22 1 1,3 1,4 100,0
Total 70 87,5 100,0
Missing System 10 12,5
Total 80 100,0

What is your opinion on the overall quality of the BaridiMob service?

Cumulative
Frequency Percent Valid Percent Percent
Valid Very bad 5 6,3 6,9 6,9
Bad 9 11,3 12,5 194
Neutral 24 30,0 33,3 52,8
Good 23 28,8 31,9 84,7
Very good 11 13,8 15,3 100,0
Total 72 90,0 100,0
Missing System 8 10,0
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Total

80

100,0

Would you recommend the Bridi Mobe service for friends and family?

Cumulative
Frequency Percent Valid Percent Percent
Valid Yes 67 83,8 93,1 93,1
No 5 6,3 6,9 100,0
Total 72 90,0 100,0
Missing System 8 10,0
Total 80 100,0
Do you have any suggestions or comments to improve BaridiMob services?
Cumulative
Frequency Percent Valid Percent Percent
Valid 77 96,3 96,3 96,3
Immediate in postal
operations, especially 1 1,3 1,3 97,5
money transfers
Making it free without any
fees. 1 1,3 1,3 98,8
Sometimes the delivery time
may be prolonged or the
sending and recharging 1 1,3 1,3 100,0
services may be temporarily
suspended
Total 80 100,0 100,0
The electronic services of Algeria Post have a sufficiently fast response.
Cumulative
Frequency Percent Valid Percent Percent
Valid Strongly disagree 3 3,8 4,2 4,2
Disagree 19 23,8 26,4 30,6
Neutral 23 28,8 31,9 62,5
Agree 16 20,0 22,2 84,7
Tottaly agree 1 13,8 15,3 100,0
Total 72 90,0 100,0
Missing System 8 10,0
Total 80 100,0

You can easily obtain customer support for these electronic services, available 24/7.
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Cumulative

Frequency Percent Valid Percent Percent

Valid Strongly disagree 20 25,0 27,8 27,8
Disagree 14 17,5 19,4 47,2
Neutral 18 22,5 25,0 72,2
Agree 11 13,8 15,3 87,5
Tottaly agree 9 11,3 12,5 100,0
Total 72 90,0 100,0

Missing System 8 10,0

Total 80 100,0

There is ease of access to the electronic services of Algeria Post.
Cumulative
Frequency Percent Valid Percent Percent

Valid Sreongly disagree 5 6,3 6,9 6,9
Disagree 11 13,8 15,3 22,2
Neutral 22 27,5 30,6 52,8
Agree 27 33,8 37,5 90,3
Tottaly agree 7 8,8 9,7 100,0
Total 72 90,0 100,0

Missing  System 8 10,0

Total 80 100,0

The electronic services of Algeria Post are effective in meeting your personal and

commercial needs.

Cumulative
Frequency Percent Valid Percent Percent

Valid Sreongly disagree 20 25,0 27,8 27,8
Disagree 14 17,5 19,4 47,2
Neutral 18 22,5 25,0 72,2
Agree 11 13,8 15,3 87,5
Tottaly agree 9 1,3 12,5 100,0
Total 72 90,0 100,0

Missing System 8 10,0

Total 80 100,0

You are facing difficulty in understanding how to use the electronic services of Algeria
Post.
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Cumulative

Frequency Percent Valid Percent Percent

Valid Sreongly disagree 24 30,0 33,3 33,3
Disagree 16 20,0 22,2 55,6
Neutral 10 12,5 13,9 69,4
Agree 13 16,3 18,1 87,5
Tottaly agree 9 1,3 12,5 100,0
Total 72 90,0 100,0

Missing System 8 10,0

Total 80 100,0

You can easily obtain customer support for these electronic services, available 24/7.

Cumulative
Frequency Percent Valid Percent Percent

Valid Strongly disagree 20 25,0 27,8 27,8
Disagree 14 17,5 19,4 47,2
Neutral 18 22,5 25,0 72,2
Agree 11 13,8 15,3 87,5
Tottaly agree 9 11,3 12,5 100,0
Total 72 90,0 100,0

Missing  System 8 10,0

Total 80 100,0

There is ease of access to the electronic services of Algeria Post.
Cumulative
Frequency Percent Valid Percent Percent

Valid Sreongly disagree 5 6,3 6,9 6,9
Disagree 11 13,8 15,3 22,2
Neutral 22 27,5 30,6 52,8
Agree 27 33,8 37,5 90,3
Tottaly agree 7 8,8 9,7 100,0
Total 72 90,0 100,0

Missing  System 8 10,0

Total 80 100,0

The electronic services of Algeria Post are effective in meeting your personal and

commercial needs.

Frequency

Percent

Valid Percent

Cumulative

Percent

Valid

Sreongly disagree

20

25,0
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Missing
Total

Disagree
Neutral
Agree
Tottaly agree

Total
System

14
18
11

72

80

17,5
22,5
13,8
11,3
90,0
10,0
100,0

19,4
25,0
15,3
12,5
100,0

47,2
72,2
87,5
100,0

You are facing difficulty in understanding how to use the electronic services of Algeria

Post.
Cumulative
Frequency Percent Valid Percent Percent
Valid Sreongly disagree 24 30,0 33,3 33,3
Disagree 16 20,0 22,2 55,6
Neutral 10 12,5 13,9 69,4
Agree 13 16,3 18,1 87,5
Tottaly agree 9 11,3 12,5 100,0
Total 72 90,0 100,0
Missing  System 8 10,0
Total 80 100,0

You are experiencing system downtime or failure when using the electronic services

provided by Algeria Post.

Cumulative
Frequency Percent Valid Percent Percent

Valid Sreongly disagree 9 11,3 12,5 12,5
Disagree 15 18,8 20,8 33,3
Neutral 15 18,8 20,8 54,2
Agree 23 28,8 31,9 86,1
Tottaly agree 10 12,5 13,9 100,0
Total 72 90,0 100,0

Missing System 8 10,0

Total 80 100,0

The electronic services of Algeria Post are secure to use and provide the necessary

privacy for your personal information

Frequency

Percent

Valid Percent

Cumulative

Percent
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Valid

Missing
Total

Sreongly disagree
Disagree

Neutral

Agree

Tottaly agree

Total
System

10
19
35
72

80

3.8
6,3
12,5
23,8
43,8
90,0
10,0
100,0

4,2
6,9
13,9
26,4
48,6
100,0

What are your suggestions for improving the quality of these services to contribute to your

personal satisfaction?

Frequency

Percent

Valid Percent

Cumulative

Percent

Valid

Achieving customer
satisfaction is closely related
to the level of quality
provided by Algerian Post
Changing the interface to
make it more efficient, fixing
system downtime issues,
and adding a more effective
security firewall
Encouraging employees to
treat customers well,
respond to calls, and meet

their needs.

Personally, | am satisfied
with the electronic services. |
have no issue with
withdrawals or payments.
These services contribute to
speeding up the process in a
very short time.

Using a more secure system
when withdrawing from the

ATM
Total

75

80

93,8

1,3

1,3

1,3

1,3

1,3

100,0

93,8

1,3

1,3

1,3

1,3

1,3

100,0

93,8

95,0

96,3

97,5

98,8

100,0

The electronic services have contributed to avoiding the constraints of official deadlines

for Algeria Post's operations.
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Cumulative
Frequency Percent Valid Percent Percent

Valid Sreongly disagree 2 2,5 2,8 2,8
Disagree 5 6,3 6,9 9,7
Neutral 15 18,8 20,8 30,6
Agree 15 18,8 20,8 51,4
Tottaly agree 35 43,8 48,6 100,0
Total 72 90,0 100,0

Missing System 8 10,0

Total 80 100,0

The electronic services have helped reduce your time spent in long lines.
Cumulative
Frequency Percent Valid Percent Percent

Valid Sreongly disagree 2 2,5 2,8 2,8
Disagree 4 5,0 5,6 8,3
Neutral 4 5,0 5,6 13,9
Agree 18 22,5 25,0 38,9
Tottaly agree 44 55,0 61,1 100,0
Total 72 90,0 100,0

Missing  System 8 10,0

Total 80 100,0

The electronic services provide most of the services offered by traditional post

offices, such as cash withdrawal, bill payment, accessing postal accounts, and

obtaining transaction statements.

Cumulative
Frequency Percent Valid Percent Percent

Valid Disagree 2 2,5 2,8 2,8
Neutral 12 15,0 16,7 19,4
Agree 13 16,3 18,1 37,5
Tottaly agree 45 56,3 62,5 100,0
Total 72 90,0 100,0

Missing System 8 10,0

Total 80 100,0

These electronic services have a positive impact on your personal satisfaction with the

services of Algeria Post.
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Cumulative
Frequency Percent Valid Percent Percent

Valid Sreongly disagree 1 1,3 1,4 1,4
Disagree 2 2,5 2,8 4,2
Neutral 10 12,5 13,9 18,1
Agree 18 22,5 25,0 43,1
Tottaly agree 41 51,3 56,9 100,0
Total 72 90,0 100,0

Missing System 8 10,0

Total 80 100,0

In your opinion as a customer, how can the quality of services provided by Algeria Post be

improved?
Cumulative
Frequency Percent Valid Percent Percent

Valid 77 96,3 96,3 96,3

Cancel papers, write

requests and replace them

with services and electronic 1 1,3 1,3 97,5

requests in order to facilitate

citizens

Efficient and fast service

delivery to avoid long lines ! 13 13 988

Ensure innovative solutions

to improve the quality of

services provided. Conduct 1 1,3 1,3 100,0

training courses for staff to

develop quality.

Total 80 100,0 100,0

“““““““““““““ athayes.com e e e o o ok ok ook ok ok o e e ek ok oo oo ok

This estimate of omega is based on the approximate and closed-form solution

to the computation of loadings described in Hancock, G. R., and An, J. (2020).

A closed-form alternative for estimating omega reliability under unidimensiconality.
' Measurement: Interdisciplinary Research and Perspectives.

yReliability:
: Cmega
: , 899
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Statistics

The fees for
applying and
using How do you
EDAHABIA assess the
Card are quality of
reasonable and services
appropriate in provided by
The registration exchange for EDAHABIA
phase was easy | the provided Card in
and fast services. general?
N Valid 72 72 72
Missing 8 8 8
Mean 3,64 3,88 3,78
Std. Deviation 1,282 1,125 ,967
Statistics
The fees for
applying and
using How do you The fees paid
EDAHABIA assess the for the
Card are quality of The BaridiMob BaridiMob app | What is your
reasonable and services registration service are is responsive | opinion on the
The appropriate in provided by process for reasonable and and has a overall quality
registration exchange for EDAHABIA BaridiMob appropriate for | user-friendly of the
phase was the provided Card in service was the service and smooth BaridiMob
easy and fast services. general? easy and fast. provided. interface. service?
N Valid 72 72 72 72 72 72 72
Missing 8 8 8 8 8 8 8
Mean 3,64 3,88 3,78 3,53 3,44 3,04 3,36
Std. Deviation 1,282 1,125 ,967 1,300 1,362 1,388 1,104
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Statistics

The
The You are electronic
You can electronic experiencing | services of
easily obtain services of You are system Algeria Post
customer Algeria Post facing downtime or | are secure to
The electronic support for are effective difficulty in failure when use and
services of these There is ease | in meeting understandin using the provide the
Algeria Post electronic of access to | your personal | g how to use electronic necessary
have a services, the electronic and the electronic services privacy for
sufficiently fast available services of commercial services of provided by | your personal
response. 24/7. Algeria Post. needs. Algeria Post. | Algeria Post. | information
N Valid 72 72 72 72 72 72 72
Missi
8 8 8 8 8 8 8
ng
Mean 3,18 2,65 3,28 2,65 2,54 3,14 4,08
Std.
Deviation 1,117 1,365 1,064 1,365 1,433 1,259 1,135
Statistics
The electronic
services provide
most of the
services offered
by traditional Using one of the
The electronic post offices, electronic
services have such as cash services of These electronic
contributed to withdrawal, bill Algeria Post services have a
avoiding the payment, requires less positive impact
constraints of The electronic | accessing postal | time and effort on your
official services have accounts, and to complete a personal
deadlines for helped reduce obtaining task compared | satisfaction with
Algeria Post's | your time spent transaction to traditional the services of
operations. in long lines. statements. post offices. Algeria Post.
N Valid 72 72 72 72 72
Missing 8 8 8 8 8
Mean 4,06 4,36 4,40 4.47 4,33
Std. Deviation 1,112 1,011 ,867 ,787 ,919
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