
VOLUME NO. 1 (2011), ISSUE NO. 10 (DECEMBER)  ISSN 2231-1009 

  
 

IIINNNTTTEEERRRNNNAAATTTIIIOOONNNAAALLL   JJJOOOUUURRRNNNAAALLL   OOOFFF   RRREEESSSEEEAAARRRCCCHHH   IIINNN   CCCOOOMMMPPPUUUTTTEEERRR   AAAPPPPPPLLLIIICCCAAATTTIIIOOONNN   AAANNNDDD   MMMAAANNNAAAGGGEEEMMMEEENNNTTT   

A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

Indexed & Listed at: Ulrich's Periodicals Directory ©, ProQuest, U.S.A., Index Copernicus Publishers Panel, Poland, Open J-Gage, India,  
EBSCO Publishing, U.S.A. as well as in Cabell’s Directories of Publishing Opportunities, U.S.A. 

Circulated all over the world & Google has verified that scholars of more than Hundred & Eighteen countries/territories are visiting our journal on regular basis. 

Ground Floor, Building No. 1041-C-1, Devi Bhawan Bazar, JAGADHRI – 135 003, Yamunanagar, Haryana, INDIA 

www.ijrcm.org.in 

CCCCONTENTSONTENTSONTENTSONTENTS    

Sr. No. TITLE & NAME OF THE AUTHOR (S) Page No. 

1. FEASIBILITY STUDY OF E-SERVICING ON IRANIAN MUNICIPALITIES (G2C): A CASE STUDY OF AHWAZ MUNCIPALITY 

DR. MEHRDAD ALIPOUR & SHAHIN KOLIVAND AVARZAMANI 
1 

2. ANALYSIS OF MOBILE AGENT BASED E-SUPPLY CHAIN MANAGEMENT SYSTEM USING QUEUING THEORY: A COMPARATIVE STUDY 

BETWEEN M/M/1 AND M/D/1 MODELS 

DR. RIKTESH SRIVASTAVA 

7 

3. PREPARING PRE-SERVICE TEACHERS TO INTEGRATE EDUCATIONAL TECHNOLOGY IN THE COLLEGES OF EDUCATION CURRICULUM IN 

THE CENTRAL REGION OF GHANA 

ABREH MIGHT KOJO 

18 

4. THE RELATIONSHIP BETWEEN THE INFORMAL AND FORMAL FINANCIAL SECTOR IN NIGERIA: A CASE STUDY OF SELECTED GROUPS 

IN LAGOS METROPOLIS 

ABIOLA BABAJIDE 

24 

5. AN APPRAISAL OF SERVICE QUALITY MANAGEMENT IN MANAGEMENT EDUCATION INSTITUTIONS: A FACTOR ANALYSIS 

DR. BHANWAR SINGH RAJPUROHIT, DR. RAJ KUMAR SHARMA & GOPAL SINGH LATWAL 
33 

6. AN EFFECTIVE TOOL FOR BETTER SOFTWARE PRODUCT 

DR. V.S.P. SRIVASTAV & PIYUSH PRAKASH 
44 

7. HUMAN RESOURCE MANAGEMENT ISSUES FOR IMPROVING THE QUALITY OF CARE IN HEALTH SECTOR: AN EMPIRICAL STUDY 

SAJI MON M.R, N.MUTHUKRISHNAN & DR. D.S. CHAUBEY 
49 

8. THE EFFECT OF E-MARKETING AND ITS ENVIRONMENT ON THE MARKETING PERFORMANCE OF MEDIUM AND LARGE FINANCIAL 

SERVICE ENTERPRISES IN ETHIOPIA 

TEMESGEN BELAYNEH ZERIHUN & DR. V. SHEKHAR 

57 

9. ERGONOMICS RELATED CHANGES ON TRADITIONAL BANKS IN KERALA CONSEQUENT ON CHANGES IN TECHNOLOGY AND ITS 

IMPACT ON EMPLOYEES 

DR. P. M. FEROSE 

66 

10. MODERN FACES OF FINANCIAL CRIMES IN ELECTRONIC BANKING SYSTEM 

VIKAS SHARMA 
70 

11. QUALITY OF SERVICE (QOS) BASED SCHEDULING ENVIRONMENT MODEL IN WIMAX NETWORK WITH OPNET MODELER 

ARUN KUMAR, DR. A K GARG & ASHISH CHOPRA 
73 

12. A DECENTRALIZED INDEXING AND PROBING SPATIAL DATA IN P2P SYSTEM 

T. MAHESHWARI & M. RAVINDER 
78 

13. CONVERGENCE TO IFRS - AN INDIAN PERSPECTIVE 

CA SHOBANA SWAMYNATHAN & DR. SINDHU 
81 

14. COMPARING EFFICIENCY AND PRODUCTIVITY OF THE INDIAN AUTOMOBILE FIRMS – A MALMQUIST –META FRONTIER APPROACH 

DR. A. VIJAYAKUMAR 
86 

15. EMERGING TRENDS IN KNOWLEDGE MANAGEMENT IN BANKING SECTOR 

DR. DEEPIKA JINDAL & VIVEK BHAMBRI 
93 

16. A STUDY ON CONSUMER ACCEPTANCE OF M-BANKING IN TIRUCHIRAPPALLI CITY 

S .MOHAMED ILIYAS 
97 

17. TECHNICAL ANALYSIS AS SHORT TERM TRADING STRATEGY IN THE   INDIAN STOCK MARKET- AN EMPIRICAL EVIDENCE IN THE 

PUBLIC SECTOR BANKS 

S. VASANTHA 

102 

18. SOFTWARE DEFECTS IDENTIFICATION, PREVENTIONS AND AMPLIFICATION IN SDLC PHASES 

BHOJRAJ HANUMANT BARHATE 
114 

19. A STUDY ON TIME MANAGEMENT IN EMERGENCY DEPARTMENT THROUGH NETWORK ANALYSIS IN A CORPORATE HOSPITAL 

DR. L. KALYAN VISWANATH REDDY & HENA CHOWKSI 
118 

20. MAINTAINING CENTRALIZED BANK INFORMATION FOR GETTING QUICK ACCESS OF INFORMATION OF ALL OTHER ACCOUNTS 

USING DENORMALIZATION OF DATABASE CONCEPT OF COMPUTER 

AMIT NIVARGIKAR & PRIYANKA JOSHI 

124 

21. DIGITAL OPPORTUNITIES IN NORTH INDIA: A STUDY ON DIGITAL OPPORTUNITY PARAMETERS AMONG NORTH INDIAN STATES 

DEEP MALA SIHINT 
126 

22. BUSINESS ETHICS & GOVERNANCE 

ARIF SULTAN, FATI SHAFAAT & NEETU SINGH 
131 

23. EMPLOYEES’ PERCEPTION ON TRAINING AND DEVELOPMENT (A STUDY WITH REFERENCE TO EASTERN POWER DISTRIBUTION OF 

AP LIMITED) 

DR. M. RAMESH 

134 

24. AN OPTIMAL BROKER-BASED ARCHITECTURE FOR TRANSACTIONAL AND QUALITY DRIVEN WEB SERVICES COMPOSITION 

KAVYA JOHNY 
140 

25. WEB USAGE MINING: A BOON FOR WEB DESIGNERS 

RITIKA ARORA 
148 

 REQUEST FOR FEEDBACK 151 



 VOLUME NO. 1 (2011), ISSUE NO. 10 (DECEMBER)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

ii

CHIEF PATRONCHIEF PATRONCHIEF PATRONCHIEF PATRON 
PROF. K. K. AGGARWAL 

Chancellor, Lingaya’s University, Delhi 

Founder Vice-Chancellor, Guru Gobind Singh Indraprastha University, Delhi 

Ex. Pro Vice-Chancellor, Guru Jambheshwar University, Hisar 

    
PATRONPATRONPATRONPATRON    

SH. RAM BHAJAN AGGARWAL 

Ex. State Minister for Home & Tourism, Government of Haryana 

Vice-President, Dadri Education Society, Charkhi Dadri 

President, Chinar Syntex Ltd. (Textile Mills), Bhiwani 

    
COCOCOCO----ORDINATORORDINATORORDINATORORDINATOR 

MOHITA 

Faculty, Yamuna Institute of Engineering & Technology, Village Gadholi, P. O. Gadhola, Yamunanagar 

    
ADVISORSADVISORSADVISORSADVISORS 

DR. PRIYA RANJAN TRIVEDI 

Chancellor, The Global Open University, Nagaland 

PROF. M. S. SENAM RAJU 

Director A. C. D., School of Management Studies, I.G.N.O.U., New Delhi 

PROF. S. L. MAHANDRU 

Principal (Retd.), Maharaja Agrasen College, Jagadhri 

    
EDITOREDITOREDITOREDITOR 

PROF. R. K. SHARMA 

Professor, Bharti Vidyapeeth University Institute of Management & Research, New Delhi 

    
COCOCOCO----EDITOREDITOREDITOREDITOR 

MOHITA 

Faculty, Yamuna Institute of Engineering & Technology, Village Gadholi, P. O. Gadhola, Yamunanagar 

    
EDITORIAL ADVISORY BOARDEDITORIAL ADVISORY BOARDEDITORIAL ADVISORY BOARDEDITORIAL ADVISORY BOARD    

DR. RAJESH MODI 

Faculty, Yanbu Industrial College, Kingdom of Saudi Arabia 

PROF. PARVEEN KUMAR 

Director, M.C.A., Meerut Institute of Engineering & Technology, Meerut, U. P. 

PROF. H. R. SHARMA 

Director, Chhatarpati Shivaji Institute of Technology, Durg, C.G. 

PROF. MANOHAR LAL 

Director & Chairman, School of Information & Computer Sciences, I.G.N.O.U., New Delhi 

PROF. ANIL K. SAINI 

Chairperson (CRC), Guru Gobind Singh I. P. University, Delhi 

PROF. R. K. CHOUDHARY 

Director, Asia Pacific Institute of Information Technology, Panipat 

DR. ASHWANI KUSH 

Head, Computer Science, University College, Kurukshetra University, Kurukshetra 



 VOLUME NO. 1 (2011), ISSUE NO. 10 (DECEMBER)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

iii

DR. BHARAT BHUSHAN 

Head, Department of Computer Science & Applications, Guru Nanak Khalsa College, Yamunanagar 

DR. VIJAYPAL SINGH DHAKA 

Head, Department of Computer Applications, Institute of Management Studies, Noida, U.P. 

DR. SAMBHAVNA 

Faculty, I.I.T.M., Delhi 

DR. MOHINDER CHAND 

Associate Professor, Kurukshetra University, Kurukshetra 

DR. MOHENDER KUMAR GUPTA 

Associate Professor, P. J. L. N. Government College, Faridabad 

DR. SAMBHAV GARG 

Faculty, M. M. Institute of Management, Maharishi Markandeshwar University, Mullana 

DR. SHIVAKUMAR DEENE 

Asst. Professor, Government F. G. College Chitguppa, Bidar, Karnataka 

DR. BHAVET 

Faculty, M. M. Institute of Management, Maharishi Markandeshwar University, Mullana 

    
ASSOCIATE EDITORSASSOCIATE EDITORSASSOCIATE EDITORSASSOCIATE EDITORS 

PROF. ABHAY BANSAL 

Head, Department of Information Technology, Amity School of Engineering & Technology, Amity University, Noida 

PROF. NAWAB ALI KHAN 

Department of Commerce, Aligarh Muslim University, Aligarh, U.P. 

DR. ASHOK KUMAR 

Head, Department of Electronics, D. A. V. College (Lahore), Ambala City 

ASHISH CHOPRA 

Sr. Lecturer, Doon Valley Institute of Engineering & Technology, Karnal 

SAKET BHARDWAJ 

Lecturer, Haryana Engineering College, Jagadhri 

    
TECHNICAL ADVISORSTECHNICAL ADVISORSTECHNICAL ADVISORSTECHNICAL ADVISORS    

AMITA 

Faculty, Government M. S., Mohali 

MOHITA 

Faculty, Yamuna Institute of Engineering & Technology, Village Gadholi, P. O. Gadhola, Yamunanagar 

    
FINANCIAL ADVISORSFINANCIAL ADVISORSFINANCIAL ADVISORSFINANCIAL ADVISORS    

DICKIN GOYAL 

Advocate & Tax Adviser, Panchkula 

NEENA 

Investment Consultant, Chambaghat, Solan, Himachal Pradesh 

    
LEGAL ADVISORSLEGAL ADVISORSLEGAL ADVISORSLEGAL ADVISORS    

JITENDER S. CHAHAL 

Advocate, Punjab & Haryana High Court, Chandigarh U.T. 

CHANDER BHUSHAN SHARMA 

Advocate & Consultant, District Courts, Yamunanagar at Jagadhri 

 
SUPERINTENDENTSUPERINTENDENTSUPERINTENDENTSUPERINTENDENT    

SURENDER KUMAR POONIA 



 VOLUME NO. 1 (2011), ISSUE NO. 10 (DECEMBER)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

iv

CALL FOR MANUSCRIPTSCALL FOR MANUSCRIPTSCALL FOR MANUSCRIPTSCALL FOR MANUSCRIPTS    
We invite unpublished novel, original, empirical and high quality research work pertaining to recent developments & practices in the area of 

Computer, Business, Finance, Marketing, Human Resource Management, General Management, Banking, Insurance, Corporate Governance 

and emerging paradigms in allied subjects like Accounting Education; Accounting Information Systems; Accounting Theory & Practice; Auditing; 

Behavioral Accounting; Behavioral Economics; Corporate Finance; Cost Accounting; Econometrics; Economic Development; Economic History; 

Financial Institutions & Markets; Financial Services; Fiscal Policy; Government & Non Profit Accounting; Industrial Organization; International 

Economics & Trade; International Finance; Macro Economics; Micro Economics; Monetary Policy; Portfolio & Security Analysis; Public Policy 

Economics; Real Estate; Regional Economics; Tax Accounting; Advertising & Promotion Management; Business Education; Business Information 

Systems (MIS); Business Law, Public Responsibility & Ethics; Communication; Direct Marketing; E-Commerce; Global Business; Health Care 

Administration; Labor Relations & Human Resource Management; Marketing Research; Marketing Theory & Applications; Non-Profit 

Organizations; Office Administration/Management; Operations Research/Statistics; Organizational Behavior & Theory; Organizational 

Development; Production/Operations; Public Administration; Purchasing/Materials Management; Retailing; Sales/Selling; Services; Small 

Business Entrepreneurship; Strategic Management Policy; Technology/Innovation; Tourism, Hospitality & Leisure; Transportation/Physical 

Distribution; Algorithms; Artificial Intelligence; Compilers & Translation; Computer Aided Design (CAD); Computer Aided Manufacturing; 

Computer Graphics; Computer Organization & Architecture; Database Structures & Systems; Digital Logic; Discrete Structures; Internet; 

Management Information Systems; Modeling & Simulation; Multimedia; Neural Systems/Neural Networks; Numerical Analysis/Scientific 

Computing; Object Oriented Programming; Operating Systems; Programming Languages; Robotics; Symbolic & Formal Logic and Web Design. 

The above mentioned tracks are only indicative, and not exhaustive. 

Anybody can submit the soft copy of his/her manuscript anytime in M.S. Word format after preparing the same as per our submission 

guidelines duly available on our website under the heading guidelines for submission, at the email addresses: 1 or info@ijrcm.org.in. 

GUIDELINES FOR SUBMISSION OF MANUSCRIPTGUIDELINES FOR SUBMISSION OF MANUSCRIPTGUIDELINES FOR SUBMISSION OF MANUSCRIPTGUIDELINES FOR SUBMISSION OF MANUSCRIPT    

1. COVERING LETTER FOR SUBMISSION: 

DATED: _____________ 

THE EDITOR 

IJRCM 

 

Subject: SUBMISSION OF MANUSCRIPT IN THE AREA OF                                                                                                                .                             

(e.g. Computer/IT/Engineering/Finance/Marketing/HRM/General Management/other, please specify). 

 

DEAR SIR/MADAM 
 

Please find my submission of manuscript titled ‘___________________________________________’ for possible publication in your journals. 

I hereby affirm that the contents of this manuscript are original. Furthermore, it has neither been published elsewhere in any language fully or partly, nor is it 

under review for publication anywhere. 

I affirm that all author (s) have seen and agreed to the submitted version of the manuscript and their inclusion of name (s) as co-author (s). 

Also, if my/our manuscript is accepted, I/We agree to comply with the formalities as given on the website of journal & you are free to publish our contribution 

in any of your journals. 

 

NAME OF CORRESPONDING AUTHOR: 

Designation: 

Affiliation with full address, contact numbers & Pin Code: 

Residential address with Pin Code: 

Mobile Number (s): 

Landline Number (s):  

E-mail Address: 

Alternate E-mail Address: 

2. MANUSCRIPT TITLE: The title of the paper should be in a 12 point Calibri Font. It should be bold typed, centered and fully capitalised. 

3. AUTHOR NAME (S) & AFFILIATIONS: The author (s) full name, designation, affiliation (s), address, mobile/landline numbers, and email/alternate email 

address should be in italic & 11-point Calibri Font. It must be centered underneath the title. 

4. ABSTRACT: Abstract should be in fully italicized text, not exceeding 250 words. The abstract must be informative and explain the background, aims, methods, 

results & conclusion in a single para. Abbreviations must be mentioned in full. 

5. KEYWORDS: Abstract must be followed by list of keywords, subject to the maximum of five. These should be arranged in alphabetic order separated by 

commas and full stops at the end. 



 VOLUME NO. 1 (2011), ISSUE NO. 10 (DECEMBER)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

v

6. MANUSCRIPT: Manuscript must be in BRITISH ENGLISH prepared on a standard A4 size PORTRAIT SETTING PAPER. It must be prepared on a single space and 

single column with 1” margin set for top, bottom, left and right. It should be typed in 8 point Calibri Font with page numbers at the bottom and centre of the 

every page. It should be free from grammatical, spelling and punctuation errors and must be thoroughly edited. 

7. HEADINGS: All the headings should be in a 10 point Calibri Font. These must be bold-faced, aligned left and fully capitalised. Leave a blank line before each 

heading. 

8. SUB-HEADINGS: All the sub-headings should be in a 8 point Calibri Font. These must be bold-faced, aligned left and fully capitalised.  

9. MAIN TEXT: The main text should follow the following sequence: 

 INTRODUCTION 

 REVIEW OF LITERATURE 

 NEED/IMPORTANCE OF THE STUDY 

 STATEMENT OF THE PROBLEM 

 OBJECTIVES 

 HYPOTHESES 

 RESEARCH METHODOLOGY 

 RESULTS & DISCUSSION 

 FINDINGS 

 RECOMMENDATIONS/SUGGESTIONS   

 CONCLUSIONS 

 SCOPE FOR FURTHER RESEARCH 

 ACKNOWLEDGMENTS 

 REFERENCES 

 APPENDIX/ANNEXURE 

 It should be in a 8 point Calibri Font, single spaced and justified. The manuscript should preferably not exceed 5000 words. 

10. FIGURES &TABLES: These should be simple, centered, separately numbered & self explained, and titles must be above the table/figure. Sources of data should 

be mentioned below the table/figure. It should be ensured that the tables/figures are referred to from the main text. 

11. EQUATIONS: These should be consecutively numbered in parentheses, horizontally centered with equation number placed at the right. 

12. REFERENCES: The list of all references should be alphabetically arranged. The author (s) should mention only the actually utilised references in the preparation 

of manuscript and they are supposed to follow Harvard Style of Referencing. The author (s) are supposed to follow the references as per following: 

• All works cited in the text (including sources for tables and figures) should be listed alphabetically.  

• Use (ed.) for one editor, and (ed.s) for multiple editors.  

• When listing two or more works by one author, use --- (20xx), such as after Kohl (1997), use --- (2001), etc, in chronologically ascending order. 

• Indicate (opening and closing) page numbers for articles in journals and for chapters in books.  

• The title of books and journals should be in italics. Double quotation marks are used for titles of journal articles, book chapters, dissertations, reports, working 

papers, unpublished material, etc. 

• For titles in a language other than English, provide an English translation in parentheses.  

• The location of endnotes within the text should be indicated by superscript numbers. 

 

PLEASE USE THE FOLLOWING FOR STYLE AND PUNCTUATION IN REFERENCES: 

BOOKS 

• Bowersox, Donald J., Closs, David J., (1996), "Logistical Management." Tata McGraw, Hill, New Delhi.  

• Hunker, H.L. and A.J. Wright (1963), "Factors of Industrial Location in Ohio," Ohio State University.  

CONTRIBUTIONS TO BOOKS  

• Sharma T., Kwatra, G. (2008) Effectiveness of Social Advertising: A Study of Selected Campaigns, Corporate Social Responsibility, Edited by David Crowther & 

Nicholas Capaldi, Ashgate Research Companion to Corporate Social Responsibility, Chapter 15, pp 287-303. 

JOURNAL AND OTHER ARTICLES  

• Schemenner, R.W., Huber, J.C. and Cook, R.L. (1987), "Geographic Differences and the Location of New Manufacturing Facilities," Journal of Urban Economics, 

Vol. 21, No. 1, pp. 83-104. 

CONFERENCE PAPERS  

• Garg Sambhav (2011): "Business Ethics" Paper presented at the Annual International Conference for the All India Management Association, New Delhi, India, 

19–22 June. 

UNPUBLISHED DISSERTATIONS AND THESES  

• Kumar S. (2011): "Customer Value: A Comparative Study of Rural and Urban Customers," Thesis, Kurukshetra University, Kurukshetra. 

ONLINE RESOURCES  

• Always indicate the date that the source was accessed, as online resources are frequently updated or removed.  

WEBSITE  

• Garg, Bhavet (2011): Towards a New Natural Gas Policy, Political Weekly, Viewed on December 17, 2011 http://epw.in/user/viewabstract.jsp 



 VOLUME NO. 1 (2011), ISSUE NO. 10 (DECEMBER)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

1

FEASIBILITY STUDY OF E-SERVICING ON IRANIAN MUNICIPALITIES (G2C): A CASE STUDY OF AHWAZ 

MUNCIPALITY 

 

DR. MEHRDAD ALIPOUR 

VISITING PROFESSOR, INTERNATIONAL UNIVERSITY OF CHABAHAR 

SCIENTIFIC BOARD MEMBER 

MANAGEMENT DEPARTMENT, ZANJAN BRANCH 

ISLAMIC AZAD UNIVERSITY 

ZANJAN, IRAN 

 

SHAHIN KOLIVAND AVARZAMANI 

FINANCIAL MANAGER 

AHWAZ MUNICIPALITY 

IRAN 

 

ABSTRACT 
Since the late 1990s, governments at all levels have launched electronic government projects aimed at providing electronic information and services to citizens 

and businesses. The objective of this study is to study the feasible and usage of public e-services to citizens in Ahwaz municipality .E-business has enabled the 

development of e-services and thus establishes a new service for citizens is needed and necessary. Thus, the purpose of the feasibility study is that Ahvaz 

Municipality can establish electronic service for its citizens. Data were collected from managers, experts and employees of Ahwaz municipality about e-service. 

The method of conducting the research is descriptive and for gathering data we used questionnaire. The results obtained from the data analysis show that all the 

relations are meaningful at the %5 of deviation using  single sample T-test were confirmed in spectrum of the greatest possibility respectively in five operational, 

temporal, legal, Financial and economical, and technical variables and all hypothesizes are accepted. Also, using freedman test, the ideal position of variables in 

the given municipality from the managers' perspectives is as follows:1) Operational 2) temporal 3) legal 4) Financial and economical 5) technical. 

 

KEYWORDS 
E-Government, E-municipality, E-Services, E-city, Information technology (IT), E-citizen. 

 

INTRODUCTION 
he necessity of saving time and expenses and also the inefficient handy service practices have motivated the city to mechanize the services, up to the 

point that the citizens won’t see the necessity to attend the city in person and receive their documents automatically through their personal computers 

(The Ahwaz City Study Centre). The different urban services combine various existing system channels together, though improving the customer relation 

management and citizen’s satisfaction, expense reduction and creating more revenue for the municipalities. Thus the establishment of the e-services is one of 

the key elements and a necessity, but considering the fact that the risk is a component of each project, so it must be managed to be minimized. By utilization of 

the feasibility study, we can reduce the risk of the establishment of electronic services (Hoffer, Jeffrey & Valacich, 2002, P.133). If the necessity of life in today 

cities are the focus of services and interaction of using new methods of interaction, utilizing the electronic services for innovation, development and improving 

the quality of municipal services have many advantages that in this case municipals as the main centers of municipal services can develop the dimensions of 

services in the frame of presenting electronic municipal services and use its advantages.(Bannister,2007,P184) 

 

REVIEW OF LITERATURE       

In today`s world, by stepping toward industrialization, face to face and direct relations cannot solve our problems anymore. In today`s cities we are facing with 

increasing of population and the increase of urban traffic. Also, previous bureaucratic methods can be proper method in investigating citizens` paper work. 

Therefore, important organizations such as municipals are considered as the heart of city. They should avoid previous methods and enter electronic and virtual 

world.( Reddick, C. G,2005,P45)In the world in which the activities are done faster and safe and there is no need for population density in physical world, for 

decreasing many urban problems such as pollution and traffic, the municipal`s activities should be done through internet network and electronic database. 

These measures are one of steps toward e-government.( Chen,ET,2006, P98) 

AUTOMATION 

The results of implementation of electronic municipal, is replacing computer systems instead of human element and some sections of municipal through 

automation arearithmetic operations, preparing reports, etc. This system can be replaced to some sections of municipals in some 

cases.(Elahi,shaban,2002,P171) 

GENERAL AND PROFESSIONAL TRAINING OF USERS 

General training of computer along with professional trainings through mechanized systems and workflow and explaining new tasks to the municipal users are 

among the purposes of this project. (Lu, J.2001, P85) 

INFORMATION AND COMMUNICATION ASSESSMENT LIFE CYCLE 

In following cycle, the updating the comprehensive information and communication project with the landscape of major goals has been presented. In this cycle 

with considering the landscape of realization of electronic municipal for the section of information and technology, the main landscapes are specified and then 

strategies, plans and programs are determined.(Heiner,2007,P12) 
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FIGURE 1: THE PERSPECTIVE FOR MUNICIPAL ICT 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

WHY MOVE TOWARDS AN ELECTRONIC MUNICIPALITY? 
Significant reasons are needed in order to progress from the current status towards the new one, since these reasons will be the charter and perspective of our 

work. One of the most important reasons for moving towards e-municipality is the ever-increasing needs and requirements of businesses and citizens. In recent 

years, there’s been an enormous flow of people into big cities and this has increased the need for municipality. .( Hanifi, M,2005,P35) 

 Therefore, providing services with desirable quality has become so much difficult, and thus, with respect to the growth of municipality services and the 

establishment of the ICT infrastructures, having e-municipality to provide services in short time and high quality will be a great success for the municipality. 

Another reason is the improvement of the government and the increase of its services to citizens, and finally, economic growth is a reason for establishing e-

municipality.  (Reddick, C, 2005, P56) 

 

THE ADVANTAGES OF MUNICIPALITY E-ELECTRONIC 
• Providing innovation background in presenting services 

• Increasing the diversity and expansion of the domain of services to citizens 

• Improving the quality of services and facility in processes 

• Increasing the speed, accuracy and availability of citizen to the information of advertisement in any time and place 

• Decreasing the problems of metropolises 

• Decreasing the commuting and traffics and inappropriate advertisement on the urban environment(Van Brakel,2009,P71) 

 

E-SERVICES 
E-services is focusing on the needs of citizens and firms and its purpose is creating interaction between them and governmental organization and their staff in 

easy, friendly, clear, cheap and effective conditions. This means that people are able to provide and supply their required services through e-government and 

they can be reached to their request through internet and other mechanized methods .This solution is providing the increasing demands of citizens in services 

that can provide interaction and unity of different common systems through utilizing of advanced internal and external facilities (ICT).(Chaudhury,A,2002,P36) 

In fact, its general concept in form of urban e-services include the great domain of all governmental organization regarding different needs of citizens in different 

business, official, educational, cultural and recreational , tourism, etc. this concept is presented and investigated in  relation to e-government and e-cities and 

virtual cities.( Centeno C,2006,P61) 

 

CHARACTERISTIC OF E-SERVICES 

• Giving services information (forms, processes, cost) 

• Presenting interactional services with the capability of follow-up 

• Conducting electronic inquiries 

• Presenting combinational services 

• Immediate monitoring of services 

• Giving information through SMS regarding the price of services(Kessler,2003,P35) 

 

The perspective for municipal ICT 

1. Development of the ICT accomplishments 

in the entire municipal system 

 production and development of the 

system and providing online services by 

Electronic 
municipality 

Major goals 

1. Mechanization of the municipal services (#9) 

2. Establishing and developing a data center and 

network (#13) 

3. Promoting the internet sites and establishing portal 

(#17) 

4. Establishing a committee in the form of assistance, 

management and FAVA organization (#1) 

5. …. 

The evaluation plan of ICT 

1. Evaluation of the electronic preparedness 

2. Evaluation of the FAVA performance 

Strategy, plan and program 

Evaluation indexes 

1- Municipal organizational preparedness 

2- Preparedness of the infrastructure 

3- Preparedness of the systems and services 

1. Implementation of the strategies 

2. Efficacy of the strategies 

3. … 

Updating 

ICTMp 

Analysis of the strategies 
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QUALITY 
The quality of the electronic services (e-services) has been defined as a seven-dimension phenomenon which is included in two scales: the high quality of the 

main electronic service scale and recovery scale.(Nissanof,D,2006,P84) 

 

SIX PHASE PROCESS FOR DESIGNING AN E-SERVICE 
 

FIGURE 2: PROCESS FOR DESIGNING AN E-SERVICE 

 

 
1- STAKEHOLDER INTERVIEWS AND WORKSHOPS 

The purpose is to identify needs and expectations for the e-service from the perspective of key influencers to the process. The interviews and workshops are also 

used to provide input to the communications strategy and e-services design requirements. An added benefit of this step is achieving buy-in to the process from 

key stakeholders.( Hanifi, M,2005,P35) 

2- REQUIREMENTS VALIDATION 

At the onset of development, it is critical to validate the design requirements for the e-service from the end users' perspective. The requirements can be in the 

form of a concept description and feature list, storyboards, or a prototype site. We will often test the requirements in focus groups to ensure they meet users' 

needs and expectations from the e-service, and often, new or different requirements are uncovered in talking to users. This preliminary step saves programming 

time and money by preventing the development team from wasting resources on unnecessary functionality. It also helps set priorities by identifying which 

requirements are "core," that is, necessary to have in place at the time of launch for the e-service to be viable.(Elahi,A,2006,P58) In addition to validating the 

requirements, the research also gathers users' initial perceptions of the e-service to aid in communications strategy development. This is important since there 

are often a number of barriers to adoption of a new e-service. In many cases, new e-services are replacing a traditional process that many users are quite 

comfortable in using, and understanding the benefits of the new            e-service helps in communications and change management strategy planning.(Ibid,P36) 

3- PILOT TESTING 

Once the requirements are validated, the product development team designs a pilot of the e-service functionality for testing. Users are invited to review the 

pilot and provide feedback on the functionality through follow-up focus groups or depth interviews. This gives users a chance to see the execution of their 

requirements for the e-service and comment on how well it meets their needs and expectations. The look and feel, navigation, and content are included in the 

evaluation of the pilot. Users are able to experience the pilot on their own computers to mimic a real situation, which helps them provide feedback on how the 

system will affect their lives and current processes. As with the previous phases, this feedback can be helpful in communications efforts as well as 

design.(Grembergen,2001,P29) 

4- USABILITY TESTING 

From the feedback collected in the pilot testing, the product development team refines its plans and completes the build-out of the e-service. The full 

functionality undergoes final testing with users in the form of usability testing. The purpose of this stage is to make refinements that ensure maximum efficiency 

of use. Testing may identify minor changes, such as labeling, instructions, and navigational tools, to major issues in organization or positioning that can make or 

break the service.(Helbig,N,2009,P45) 

The most common form of usability testing we utilize for clients consists of one-on-one interviews with users completing specific tasks using the new e-service. 

This is often followed by a group discussion with participants to uncover more strategic issues. After one or more rounds of revisions to the design and 

functionality, the e-service is ready for launch. 

5- COMMUNICATIONS AND CHANGE MANAGEMENT 

The availability of a new e-service and its benefits need to be communicated to key stakeholders and end-users through a comprehensive communications and 

change management plan. A new e-service requires users and stakeholders to embrace a new way of achieving a goal or doing business, which may be difficult if 

current processes work adequately. Therefore, the project team must work to change the mindsets of users and stakeholders to achieve adoption of the e-

service. If they fail to do this, the e-service may never reach the critical mass that makes it worthwhile to visit the online storefront. 

Through previous steps in designing an e-service, much information is gathered on users' perceptions and potential benefits to them. This information can be 

directly incorporated in the communications and change management strategy. To assist in developing and refining this effort, a communications tracking 

survey is useful to measure program success over time. The research helps the communications team set goals and address themes helpful in the 

communications and change management process.(Nile,J,2001,P71) 

6- SATISFACTION TRACKING 

The final phase in implementing an e-service is to monitor user satisfaction over time. The purpose is to troubleshoot problems and identify areas for 

improvement. One of the more common approaches we use is to capture users' experiences with the new e-service at the time of their visit to the site, 

collecting data through an intercept web survey. Areas to cover include reliability, perceived functionality, navigational ease, security and clarity of information 

.After an e-service is launched, management should monitor market perceptions and satisfaction over time, continually incorporating feedback into marketing 

and development efforts. Taking the time to complete these six phases when designing an e-service helps ensure that users and key stakeholders free 

themselves of their current processes and embrace a new way of doing business.( Reddick, C,2004,P56) 

 

FIGURE 3: SATISFACTION TRACKING 
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E-CITY 

E-city is the city in which the affairs of citizens and presenting governmental and private organizations and generally speaking giving services to the citizens is 

done full-time and with high quality and safety. In these services the real and physical components such as paper and physical environment are replaced with 

virtual and subtle components and this replacement is done through utilizing information technology and its applications. .( Ghaderi  Kamran,2000,P65) 

Among the advantages of implementing e-city is reducing the cost of commuting, increasing the investment as result of world communication, saving in 

consumption of limited fuels, facility in doing economic affairs due to 24 hour services, etc. .(Seybold.P,2001,71) 

E-CITIZEN 

These citizens have particular knowledge and skills that help them in receiving electronic services, so one may define e-citizen as a person who has the ability 

and capability of fulfilling the daily duties of a citizen with all citizenship duties using electronic tools. In sum, an electronic citizen is a citizen who is able and 

enough skilled to use electronic services of the governments at a desirable level.( Nath, V,2005,P41) 

ELECTRONIC GOVERNMENT (E-GOVERNMENT) 

In a general definition, an electronic government can practically involve the beds and applications of ICT used by public sector in order to provide services to 

citizens (G2C, business (G2B) other governmental agents (G2G) and government employees (G2E). conventionally the interaction of citizens and or merchants 

occurs with a governmental agent and a governmental organization. By presence of ICT, the approaching the service centers to clients will be possible. Citizens 

can receive governmental information and services in a kiosk or separated internet room located at a governmental organization or near it through a laptop or 

personal computer (PC) from their home or workplace. It should be mentioned that e-government is not merely a huge information project but it is a multiple-

part cultural organizational program based on the technology and transformer of [the shape] of business. However; the IT as well is a vital component of such a 

transformation and plays a fundamental role in it. in the recent few years, the number of evaluation and ranking models of the e- government have been 

increased. These models try to estimates the position of each country in attempt for reaching or achieving e-government. In a survey by the United Nations 

concerning the model, the countries of the world have been categorized based on the three criteria: IT infrastructures, internet presence and human asset. This 

model does not include cultural and legal infrastructures. In addition , the rate of using e-government by citizens has been neglected.( K. Layne. and J. 

Lee,2005,P124)s E-government is service-providing and information-providing for public by government using electronic tools. In other words, e- government 

utilizes the ICT to promote the government's efficacy by means of better access to information and making government more answerable before public 

[people].(Sarpoulaki.M., Eslami,2010,P36) 

E-GOVERNMENT MODELS 

Following the several research conducted on the developing trend of E-government and on the effect of electronic services in governmental organizations 

especially municipalities in the various parts of the world, some models have been introduces as follows: (K. Layne. and J. Lee, 2005, P165) 

 

TABLE 1: E-GOVERNMENT MODEL 

Model's name Stages of implementation 

LAYNE.LEE 1- Cataloguing   2- transaction  3- vertical merging  4- horizontal merging   

United Nation's model  1- Emergence  2- promotion  3- interaction  4- transaction  5- unity 

Kartz group 1- Advent  2- transaction  3- interaction  4- transfer 

Dell oTTE Research 1- Distribution and spread  2- two-way administrative transactions  3- multi-purpose portals  4- central portal privatization  

5- public services' clustering  6- the unity of interaction and transfer [of the cluster] 

 

THE ADVANTAGES OF E-GOVERNMENT 

1- Financial sector(Sharifi.H,2004,P32) 

- Increased participation and collaboration with private sector 

- Quick low-cost and certain provisions using electronic provisions or preparations 

- Paving the ways for the electronic trade 

2- Citizens 

- Promoting the quality of governmental services  

- Improving the condition of citizens due to the proper distribution of governmental services 

- Increased variety in services 

- Providing direct and immediate services for citizens 

3- Government 

- Reduced costs 

- Reduced administrative violation and corruption 

- Increased power of  answerability 

- Increased public participation 

- Strengthening of the democratic pillars 

 

THE VARIOUS ASPECTS OF THE ELECTRONIC TRADE IN GOVERNMENTAL SECTOR 

E-government and electronic service is the very electronic trade which has been useful in the public sector. E-government includes the exchange of costs, goods, 

services and information which is done via electronic media. In this regard, some functions can be mentioned including information giving, service providing 

improvement, financial discipline and clarification of political affairs. These definitions have often directed the e-government's functions in providing the 

electronic services and do not indicate even technical and telecommunicative infrastructures.( Chen, ET.,2003,P94)  

 

TABLE 2: THE VARIOUS ASPECTS OF THE ELECTRONIC TRADE IN GOVERNMENTAL SECTOR 

 G B C 

G Information transmission Receiving information 

Monitoring and evaluation 

Delivering the information of instructions and regulations 

B Providing services 

Providing information 

Transactions between economical agencies Preparation and provision 

C Payment of the bills Awareness of the price 

Awareness of the services 

Shopping markets 

1- Government to business model: in which the government provide the certain needs of the commercial society through internet, which include registration 

of the companies to the provision of electronic preparations, in which the government purchase the goods and services consumed required online from 

the commercial agencies. The services provided assist the development of the commercial agencies especially small and medium agencies through G2B 

exchanges.(www.mit.gov.in) 

2- G2G model: these services are provided at two levels: local or national level and international level. G2G is the exchanges between local or central 

governments or in the form of exchanges between two governments of a country and the government of the other country which is an instrument for 

international and diplomatic relations.(Alipour.M,Kovaroee,2010,P240) 
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3- G2C  model: or government to citizen model: consists of transmission of information to the public, providing citizenship basic services like extending the 

certificate, filling the tax form and also assisting citizens concerning such services as instruction, treatment, library etc. this model is briefly called citizen 

model. This model is made available for citizens for establishing communication between governmental institutions and true individuals who consist the 

countries' citizens using this model of urban services online and electronically. The worth mentioning point is that all models one part of which is 

government and or governmental institutions are in the form of non-profit activities and most of these services have no income-making aspect and most 

cases governmental subsides are seen. Nevertheless, due to the fact that one of its parts is commercial institution or has a commercial nature, in the end it 

is consumer of the goods or services or information. This model is considered as a subcategory of the electronic business.(Farahmand.A,2008,P65)   

4- G2E model: it has been designed to provide information for public sector staffs using internet or private network so that they could access human 

resources like personnel perquisites, retirement, latest news and the other applicative staff information and ultimately instruction and development of the 

human resources are presented to the staffs.(Castells.M,2003,P105) 

5-        B2B model: the major part of the electronic trade or business are purchases which are not done by consuming undertaking but the producers buy the 

brokering or intermediating goods from the other producers. In brief, using the B2B between two set of producers, one can increase the quality and speed 

as well as reducing the costs.(www.ebusiness.edu) 

6- B2C model: in this method, companies are trying to sell their products to the final consumers through internet. Of course, in this model, the reliance of the 

buyers and their payments are through internet which have no need to extensive detail and physical observation, some affairs like travel services, book 

selling, music, sending a gift etc.( van Brakel,2009,p145) 

 

METHODOLOGY 

The method of this study is of type surveying- descriptive and is an applicable research (Delavar,2007,P.89).There was used library and field method for 

collecting the information. 

For data collection there was used books, papers, thesis, and domestic and foreign magazines as well as designing a proper questionnaire based on the spectrum 

of Likert. Population for this study includes superior managements, and sales and marketing experts as well as exports and after-sales services. Sampling method 

is of simple accidental type and size of sample was calculated according to the given size of population, i.e. 200 people from managers and obtained about 170 

using following formula: 

 
The variables of this study defined as below: 

Dependent variable: electronic services in municipality 

Independent variable: Toles model whose factors are under investigation 

Toles factors under investigation are as follows: 

(Technical, economical, legal, chronological, operational) 

In order for analyzing the information there was used descriptive statistics: central indices (mean and mode) and distribution indices (variance and standard 

deviation). 

There was used inferential statistics (i.e. single sample t tests, and Freedman test) for determining the priority and importance of any test hypothesis. 

The data analysis, as a stage of scientific method is fundamental in any study by which all researching activities are controlled to achieve related result. 

Single sample t test for testing the hypothesis related to independent variables obtained by following table1: 

 

TABLE 3: THE STATISTICAL ANALYSIS AND TEST OF HYPOTHESES 

                                                                                                                                   Hypothesis 

Test 

Sample 

No. 

Sample 

mean 

SD T test 

value 

d.f P-

value 

Result 

Hypothesis I: It is theoretically possible for electronic service to be established at 

Ahvaz municipality network 

170 3,4422 0.5058 11.398 169 0.00 Accepted 

Hypothesis II: It is economically and financially possible for electronic service to be 

established at Ahvaz municipality network 

170 3,8980 0.4725 24.780 169 0.00 Accepted 

Hypothesis III: It is legally possible for electronic service to be established at Ahvaz 

municipality network 

170 4,1055 0.4528 31.842 169 0.00 Accepted 

Hypothesis IV: It is temporally possible for electronic service to be established at 

Ahvaz municipality network 

170 4,2662 0.4284 38.535 169 0.00 Accepted 

Hypothesis V: It is operationally possible for electronic service to be established at 

Ahvaz municipality network 

170 4,2853 0.4405 38.046 169 0.00 Accepted 

Because practical mean of all hypothesis is greater than theoretical mean of Likert spectrum (3), therefore, in 5% error level with p-value=0, all hypothesizes are 

accepted. 

In order for prioritizing and determining the importance of any hypothesis, there was used Freedman test .As indicated, in the 5% significant level, it is accepted/ 

rejected the hypothesis with the same rank. Therefore, five variables may not possess the same importance. Following table indicates the rank of variables in 

table 2 

TABLE 4: TEST RESULT SUMMERY TO PRIORITIZE RESEARCH THEORIES 

Test Result P-value Freedom degree test statistic value Sample value 

rejecting Hypothesis of Zero 0.000 5 320.304 170 

 

TABLE 5: INDICATING GRADES OF FIVE VARIABLES OF RESEARCH IN MEASURING POSSIBILITY OF APPLICABILITY 

Variable titles Mean of grades 

Technical 1.95 

Financial and economical 3.48 

Legal 3.99 

Temporal 4.56 

Operational 4.66 

Prioritization of research variables from the viewpoints of respondents based on Freidman test is as following: 

1- Operational 

2- temporal 

3- legal 

4- Financial and economical 

5- technical 
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CONCLUSION 
Every advanced technology creates new opportunities and threats for organizations. Changes in technology impose changes in the commercial laws of 

corporations and transform the social and organizational systems .According to studies, the need for change in traditional methods in municipality is essential. 

Electronic municipality provides the possibility of rendering information using information technology and relying on the Internet, faster with higher speed and 

quality and decreases the costs. Advantages like quick access to information, coordination between different organizations, promotion of tourism, possibility of 

creating more centralized management and more control and supervision and as a result, reduced corruption and time, money, energy and paper saving as well 

as the possibility of providing municipal services to citizens at any time and any place, is the indication of the importance and necessity of creating an electronic 

municipality that its necessity is to create a required cultural space for acceptance of electronic municipality for social and economic development and 

employment of specialists and efficient forces .The results of chapter V confirm the research hypotheses which examined from directors and employees point of 

views .Also Friedman test is ranking favorable conditions for each variable as follow: operational, temporal, legal, economic, financial and technical ranking that 

in this study, in implementation of electronic rendering systems of civil services, municipality has the most favorable and unfavorable situation in operational 

and technical variables respectively. 

It is explicit that the most unfavorable situation in the municipality, according to acquired ranking, can be improved easily by attraction of human resources’ 

practical participation as well as call for private sector investment and take necessary actions toward implementation of civil services electronic rendering 

systems. 

In the permanent interpretation of the electronic services' systems following the advanced world, today the satellite networks for the most poor people at the 

far distant place of the earth that in addition to its wideness and extension due to the prevalence of citizens and rural people of its networks are visible and are 

welcomed and required by them, it is necessary that in a perfect vital form for country, exert their attempt for creating the electronic infrastructures and 

subsystems in order to providing urban and rural electronic services.  

But particularly, the priority of the variables in this study indicate that, in spite of the necessity for implementation of the electronic services systems, it is 

necessary that the Ahwaz municipality attempts to bringing about these sorts of systems with the help and support of the government and private sector at the 

earliest convenience.  

Operationally, the condition is completely prepared for implementation and delay is in no way justifiable.       

• Moreover, of legal view, the condition is fully ready for implementation of the systems for providing electronic urban services and not only there is no 

restraint but also the additional condition on the diagnosis and encouraging have an emphasis state as well. 

• The economical and financial complicated condition is associated in such a way that merely lower than 50% of the participants evaluated the possibility of 

the implementation of the urban electronic providing services' systems using financial resources of Ahwas to be favorable. It is recommended that the 

necessary cooperation be made by municipality in the execution of electronic services' intelligent systems of the economical and financial power of the 

private section including Ahwazi citizens or outside Ahwaz by summoning the capital absorption and in economical view as well, the capital participation or 

cooperation absorption is one of the serious and approved needs of the government especially with regard to the economical jihad (campaign) year. 

• Is related to the technical field in the feasibility assessment in this research that like the obtained results, namely more than 70% of the subjects evaluated 

the municipality power for bringing about the electronic systems to be poor technically, it is completely true and this weakness can be removed and 

promoted by absorbing the cooperation and participation of the private sector of the government especially the private sector. 
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