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Abstract
Satisfaction of taxpayers in E-filling of tax to a greater extent is a mental phenomenon. This
research study was conducted to identify the factors affecting the satisfaction of tax payers.
The criterion variable is taxpayer's satisfaction whereas perceived ease of use, perceived
usefulness, computer self-efficacy, trust, information quality and website quality are
considered as predictor variables. The simple random sampling method was used and 50
Government owned entities were selected as respondents into this study. A structured
questionnaire was utilized to collect the data. This study adopted, DeLone and McLean
information success model to measure taxpayer's satisfaction on E-filling service together
with the technology acceptance model to develop the conceptual framework. The outcome
revealed that the proposed model explains 88.5% of the variation (𝑟 2 ) of the endogenous
variable. The regression analysis discovered that website quality and perceived usefulness
have significant relationship with satisfaction of taxpayers (p< 0.05). However, the other four
constructs of the conceptual framework namely perceived ease of use, trust, computer selfefficacy and information quality had not shown a significant relationship with satisfaction of
taxpayers. The results of the analysis evident that users had not realized the benefits of the
Revenue Administration Management Information System (RAMIS). Therefore, the outcomes
of the study lead the reader to recommend that it is necessary to carefully review on present
E-filling RAMIS system in order to capture the attention of relevant stakeholders.
Key words: Taxpayers’ satisfaction, E-filling, Perceived usefulness, Website quality, RAMIS

Introduction
E-filling of tax refers to successful filling of tax returns through the internet. Under
e-governance policy of the Government of Sri Lanka, the concept of E-filling of tax returns
through the internet was introduced in year 2014. New technologies are emerging rapidly with
improved speed in all the fields. Internet has changed the present scenario of working by
reducing the manual work. In this context, the Inland Revenue Department (IRD) has
expedited the provisions to be followed, which can be filled and the procedure to file tax
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returns for the benefit of tax payers as well as the Government. But with new technologies
many challenges have emerged and among other thing, lacking the awareness of perceived
ease of use is a major challenge. When analyzing the Government revenue, during year 2018
the total tax revenue contributed by the IRD to the Government revenue was Rs. 900,348
million and it was 46.89% of the total Government Revenue and 6.23% of the Gross Domestic
Production (GDP) of the year (Inland Revenue Department, 2019). Due to the need to link the
fiscal objective and the budget framework, the Government came up with the Fiscal
Management Reform Program (FMRP) with the approval of the Asian Development Bank
(ADB), initiated the concept of e- Governance and it laid the way to development of the efiling of tax returns. The concept e- filing is the process of filling the tax documents through
internet with the help of software or by registering through the income tax website. Therefore,
Government introduced the Revenue Administration and Management Information System
(RAMIS) and this was introduced with the aim of supporting the IRD in simplifying the tax
administration and tax compliance procedures. RAMIS is also envisioned to support in
increasing the revenue collection and tax compliance by enabling IRD to reach out to
taxpayers in more efficient way. The project officially started in 2014 and the software
developer was NCSI Solutions (Pvt) Ltd. in Singapore and the project had two Phases. The
Phase 1 of the project was introduced in March, 2016, and initially on a voluntary usage basis
for corporate tax payers of income tax assessment. But still, it was not made mandatory for
all the tax payers to E-file their income tax returns.
The total cost of the project has been funded by the term loan granted by the ADB
approximately around Rs. 9 billion. The cost incurred by the Government on this project since
2014 to 2018 is as follows;
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Figure 1: RAMIS Expenditure
Source: Performance Report of IRD (2019)
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Before introducing the RAMIS, the taxpayers had to file the tax returns manually
based on the return of income and the statement of assets and liabilities posted to every tax
payer by the IRD. Every tax payer has to adhere to the statutory dead line as per the section
93 of the Inland Revenue Act, No. 24 of 2017. That is every tax payer shall file with the
Commissioner General not later than eight months since the end of the assessment every year.
For example, for the year of assessment 2018/2019 the income tax return shall be filed with
the IRD on or before 30 November 2019. Further, if any taxpayer was not able to submit the
tax return, penalty as per section 178 will be imposed by the IRD. Hence, there were many
difficulties faced by the taxpayer in the manual system, some of the common complaints were,
time consuming and cumbersome process and necessary to be present physically, have to
stand in queue in the last date of the return filing and normally end with the closure of office
working hours, no confirmation of return filed was arithmetically correct and time consuming
to record data and expedite refunds (Geetha & Sekara, 2012). There are many advantages that
can be enjoyed by the tax payers as well as the officials of the IRD in having an online tax
filling system. Such as, accessibility is allowed 24*7*365, conveniences, certainty of delivery
and quick confirmation, fast refunds, tax payer privacy and security are assured, can use online
tax preparation software and eliminate error notices caused by data entry errors.
The income tax department is responsible for all activities related to the taxation
process. The income tax department is governed by Department of Inland Revenue under the
Ministry of Finance, Government of Sri Lanka. The income tax department of Sri Lanka
launched the electronic tax filing system of income tax returns because at the moment 12.5%
of GDP in the country is generated through income tax revenue (IRD,2019). E-taxation
scheme was one of the major mile stones introduced under the streamline Government tax
mechanism in the year 2016, introduced with a view to improving the return filing system
(IRD, 2019). The general aim of E-taxation is to replace cumbersome manual, bureaucratic
service systems with collaborative, efficient, process-driven and secure online delivery. The
department preferred the system of E-filing because that would make the process of filing of
Income Tax Returns easier for tax payers as well as reduce the time required for data entry at
their end on receipt of the income tax returns. Enabling the filing of income tax returns over
the internet was the most feasible answer to the department’s needs and tax payers, the
department had to create an environment in which the user would feel secure about filing his
income tax returns online. E-filing helped furnishing tax returns through authorized
representative who can obtain the registration as Authorized Representatives. Response time
for processing the income tax returns as well as claiming refund dropped considerably.
Duplication of efforts were eliminated by these intermediaries and most of all in the online
procedure the tax payers do not have to be actually present for filing their returns. The RAMIS
is introduced by the IRD commencing from the year 2016 by computerizing the IR system.
The process of tax administration with RAMIS is mainly consisted with tax payer
registration, submission of returns, issuing of assessments, making payments, expediting
refunds, submission of appeals, collection administration, issuing clearance certificates and
issuing direction.
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Research Problem
E- filing is the process of filling tax documents through internet with the help of
readymade software or by registering clients through the income tax website. The pilot project
initiated in July 2014 was named as RAMIS. The Phase I of the project of e-filing of income
tax was introduced in September, 2016 and the Phase II in October 2016 by the Department
of Inland Revenue of Sri Lanka. Initially corporate tax payers were expected to participate
voluntarily. But still, it was not made mandatory for all tax payers to E-file their income tax
returns. There had been three years since the introduction of the online income tax filling and
there has been slow voluntary tendency towards filling the income tax return virtually.
However, many issues still prevail with tax payers, those have been monitored in this online
tax filling system, through the complaints made to the call center of the RAMIS.
Observations and informal discussion revealed a certain level of dissatisfaction over
the present online tax filing system by the tax payers. Some of the common complaints and
observed lapses in online income tax filling system were, Website not user friendly, having
many links and icons confusing the users, the order in which the process to be carried out, not
knowing the changes made to IRD website, having system errors in peak times, difficulties in
uploading scan images and not trusting whether the tasks was completed or not were stated.
So, this research study was conducted to identify which factors affect the satisfaction of tax
payers by applying online tax filling in the contest of Government owned enterprises in Sri
Lanka. The problem is Government of Sri Lanka has spent approximately Rs. 5 billion
initialing RAMIS system and this has been further increased to Rs. 9 billion, however, the
online E-filling has not been accepted by the users as expected. Therefore, objectives of this
study include to assessment the satisfaction level of tax payers to identifying significant
factors of the current E-filling, which in turn influences tax payers’ satisfaction. Further, it has
been observed that, the return of implementation of RAMIS has not so far been completed
and system acceptance has been very slow. However, the outcomes of this study will bring
benefits to tax payers, officers of IRD and the Government of Sri Lanka.

Literature Review and Hypotheses Development
The concept of E-return filing is new to Sri Lanka and gradually gaining the
familiarity among the users. When reviewing the literature, it was found that, scholars have
used following theories in predicting the E-filling and user satisfaction. The commonly used
theories are Theory of Reasoned Actioned (TRA), Theory of Planned Behavior (TPB),
Technology Acceptance Model (TAM) and DeLone and McLean IS Success Model. In
determining what constitute the tax payer’s satisfaction of using E-filling system introduced
by the Inland Revenue Department of Sri Lanka, it is important to understand how scholars
have defined satisfaction. The satisfaction has been defined by many authors in relation to
different disciplines, such as customer satisfaction in marketing, employee satisfaction in
human resources and user satisfaction in relation to information systems etc. According to the
Kotler (2000), satisfaction is the person’s feeling of pleasure and dissatisfaction with if the
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performance falls short of expectation and if it matches the expectation then the client was
satisfied. Similarly, expectation – confirmation theory says that consumer’s intention to
repurchase a product or continue service use is determined primarily by their satisfaction with
prior use of that product or service (Bhattacherjee, 2001).

Perceived ease of use and taxpayer satisfaction
Perceived ease of use is an internal belief an individual hold about the mental effort
involved in using a system (Davis, 1989). The importance is that any improvements in
perceived ease of use may contribute to improved performance. Wang (2003) found that
perceived ease of use is a stronger predictor of people's intention are to E-filing than perceived
usefulness. A number of studies also found that perceived ease of use has positive influence
on intention to use a system (Fagan et al., 2008; Hsu et al., 2009; Ramayah et al., 2005).
Adamson and Shine (2003) conducted a study in the context of bank treasury transactions, a
mandatory situation similar to income E-filing, and found that perceived ease of use had
strong positive influence on end user satisfaction. Also, Ojha et al. (2009) focused only on
perceived ease of use as a factor affecting intentions to the E-filing among young Indian
professionals. These results suggest the following hypothesis:
H1:

There is a significant relationship between perceived ease of use and satisfaction
in E-filling of tax returns and user (tax payer) satisfaction.

Perceived usefulness and taxpayer satisfaction
Perceived usefulness is referred to job related productivity, performance, and
effectiveness (Davis, 1989). According to Mathwick et al. (2001) perceived usefulness is the
extent to which a particular system boosts one's job performance. Several researchers have
found its direct effect on intentions to use (Davis, 1989 ; Taylor & Todd, 1995). According to
Fu et al. (2006) and Suki and Ramayah (2010), perceived usefulness is the most important
predictor of behavioral intention. Further, Ambali (2009) examined the user's perceptual
retention on the Income tax E-filing system in Malaysia and found that perceived usefulness
is the most influential and potential contributing factor of user satisfaction. Past studies on
online shopping, web-based training, E-banking, E-commerce and E-Government service like
E-tax filing system proved that perceived usefulness has direct impact on adoption of new
technology. Also, Azmi et al. (2010) explained about the taxpayer’s response in accepting the
E-filing system. The E-filing system is an important E-Government service in Malaysia. The
study proposed a model consisting of three constructs, which was perceived usefulness,
perceived ease of use and perceived risk. With regard to citizen's satisfaction towards using
E-filing system, researcher proposes to test the following hypothesis:
H2:

There is a significant relationship between perceive usefulness and satisfaction
in E-filling of tax returns and user (tax payer) satisfaction.
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Computer self- efficacy and taxpayer satisfaction
Computer self-efficacy is defined as an individual's perception of his or her own ability
to use Computer in the accomplishment of a task rather than reflecting simple component
skill' (Compeau & Higgins, 1995). According to Bandura (1986), self-efficacy is defined as
the belief that one has about the capability to perform a particular task. Computer self-efficacy
can be operationalized at both the general computing behavior level and at the specific
computer application level (Marakas et al., 1998). Hill et al. (1987) reported that computer
self-efficacy influences an individual's expectation and decision to use computers. It plays an
important role in shaping an individual's feeling and behavior (Compeau & Higgins, 1995).
Individuals with high computer self-efficacy used computers more frequently, derived more
enjoyment from their use, and experienced less computer anxiety. In the context of EGovernment, Wangpipatwong et al., (2005) confirmed that the adoption of E-Government
websites depends on the computer self -efficacy of citizens. Another study conducted by Lim
(2001) on web-based distance education showed that computer self-efficacy significantly
contributed to consumer satisfaction. Based on the literature the following hypothesis is
proposed:
H3:

Computer self-efficacy significantly influences tax payer’s satisfaction in Efilling of tax returns and user (tax payer) satisfaction.

Trust and taxpayer satisfaction
Internet has provided greater convenience for tax payers to file taxes and make use of the
online services. However, several individuals prefer to file their returns manually. According
to Belanger et al., (2008), the basic issue is related to privacy and security. There is a feeling
among the people that the facilities in electronic tools are not adequately secured (Ambali,
2009). There is personal sensitivity on individual data when a taxpayer files the information
(Iqbal & Bagga, 2010). According to Valacich and Schneider (2012), the taxpayers should be
assured of system security and information security. The system security protects
unauthorized access and use and information security ensures that their personal information
will not be viewed, stored or manipulated during transit or storage by inappropriate parties in
a manner consistent with their confident expectations. Lim et al., (2012) argued that
Governmental institutions should possess capability-based trust derived from the citizens'
belief that they possess the ability to fulfill their needs and provide satisfactory services to
them. Trust therefore plays an important role in accepting e-filing system. Based on it the
following hypothesis is proposed:
H4:

Trust significantly influences tax payer’s satisfaction in E-filling of tax returns
and user (tax payer) satisfaction.
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Information quality and taxpayer satisfaction
Information quality is referred to the degree to which users are provided with quality
information regarding their needs. It also represents the users' perception of the output quality
generated by an information system and it includes such issues as the relevance, timeliness
and accuracy (Aladwani & Palvia, 2002; Stockdale & Borovicka, 2006). Information
preciseness, timeliness and sufficiency were found to be key indicators of information quality
in Government e-services (Saha et al., 2012). A study conducted by Venkatesh et al., (2016)
showed that the intention to use E-Government services is higher when there is better
information quality. Based on the studies the following hypotheses are proposed:
H5:

Information qualities significantly influences the satisfaction of tax payers in Efilling of tax returns and user (tax payer) satisfaction.

Website quality and taxpayer satisfaction
Website quality means quality of the service provided by the e-filing site in terms of
responsiveness and web assistance (Li et al., 2002). A study conducted by Saha et al., (2012)
indicated that when the service provided by the site is fast enough for a citizen to complete
the transaction in a reasonable time, he or she considers it as a quality website. Ilhaamie (2010)
highlighted that service quality is an important dimension of organizational performance in
the public sector. According to Connolly et al., (2010) efficiency and ease of completion are
the dimensions of website service quality that influenced e-taxpayer's perception of value and
convenience and intention to use and recommend the website to their peers. A good quality
website enables the citizens to spend less time to receive the service without waiting in a
queue. Based on the study the following hypotheses are proposed
H6:

Website quality significantly influences the satisfaction of tax payers in E-filling
of tax returns and user (tax payer) satisfaction.

Satisfaction of using E-filling system
Expectation confirmation theory holds that consumer's intention to repurchase a
product or continue service use is determined primarily by their satisfaction with prior use of
that product or service (Bhattacherjee, 2001). Satisfaction is the consumer's fulfillment
response. It is a judgment that a product or service feature, or the product or service itself,
provided a pleasurable level of consumption-related fulfillment, including levels of under or
over fulfillment (Oliver 1997). According to DeLone and McLean (1992) a user is satisfied
when he or she is happy at the outcome of using the information products or services. For Hu
et al., (2009) user satisfaction is the degree to which an individual is satisfied with his or her
overall use of the system under evaluation. In this study tax payer’s satisfaction is
operationalized as a measure of satisfaction with the e-filing system. According to Lim et al.,
(2012) it is important for the Government to listen to taxpayers' opinions in order to improve
the e-filing system.
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Research Methodology
A sample of fifty (50) Government companies out of 144 were selected as a simple
random sample. All these companies are supposed to pay income tax through the RAMIS
system. An online survey was launched adopting standard questionnaire and it was
administered through google form to collect data. Response rate was 34.72% of the total
population. Key informed respondents from Government companies were utilized to fill the
online questionnaire.

Data Analysis and Findings
Data and Sample
Data was mainly analyzed through descriptive and inferential statistics. validity tests
were done through discriminant and convergent validity and average variance extraction
(AVE) and AVE Squared were calculated accordingly. Then Cronbach’s alpha and composite
reliability were calculated for the reliability analysis. Following is the summarized
demographic profile of the respondents.

Measurement of Variables
The data was analyzed with correlation and regression analysis. The six dimension
were positively correlated with tax payers’ satisfaction. However, hypothesis was tested using
regression analysis from which the statistically significant relationships were identified.

Data Analysis and Presentation
Analysis of Demographic Characteristics of the Respondents
Table 1: Profile of the sample
Demographic Factors
Age

Gender
Marital Status
Ethnicity

18-25
26-35
36-45
46-55
over 55
Male
Female
Married
Single
Sinhala
Tamil
Muslim

45

Frequency

Percentage %

None
18
23
9
None
26
24
45
05
46
3
1

0
36
46
18
0
52
48
90
10
92
6
2
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Educational Level

O/L
A/L
Diploma
Degree
Post Graduate
Lecturer
Executive

None
None
3
28
19
1
12

0
0
6
56
38
2
24

Accountant/ Manager
Finance Manager
Finance Director and Above
0-5 years
5 -10 years
10-15 years

18
18
1
15
18
14

36
36
2
30
36
28

15-20 years
over 20 years

1
2

2
4

Designation

Work Experience

Source: Author constructed
The largest proportion of the respondents represent came under in the age category
of 36-45. This indicates that tax returns are handled by fairly matured staff in the Government
owned enterprises. Hence, potential tax matters handling capacities of these staff seem to be
higher than the rest of age category since this group is matured. Also, sample consists of 52%
of male respondents and 48% female and among them 90% are married and only 10%
unmarried respondents. The most of the staff responsible for tax matters in Government
enterprises rest with in the staff who has at least a Degree qualification and it represent 56%
of the respondents. Further, majority of the respondents are Accountant and Finance Mangers
both having 36% and tax matters have been handled by Executives in 24% of entities and only
4% was handled by Finance Director and above positions. When we analysis the sample
further, 36% respondents have 5-10 years’ experience. The balance 30% have less than 5
years’ experience, 28% have 11-15 years’ experience, 2% have 16-20 years’ experience and
balance 4% have more than 20 years of experience.
All constructed had convergent validity values above 0.50, thus the convergent
validity of the variables was confirmed. Then discriminant validity test was performed as it
explains the degree of the differences among the constructs in the model. As, the square root
of AVE closer or greater than correlation values between latent variables, it is concluded that
the constructs had satisfactory discriminant validity. Composite Reliability (CR) values were
used to evaluate the internal consistency of the constructs. All the constructs had CR values
above threshold of 0.7. Further, the Cronbach alpha of the research study was tested and the
Cronbach's alpha (α) of all the independent variables and dependent variable is greater than
0.837. As such, the internal consistency reliability of the measures used in this study could be
considered to be acceptable.
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Table 2: Validity and Reliability Tests
Variable
Website Quality
Trust
Perceived Ease of
Use
Perceived
Usefulness
Information
Quality
Computer SelfEfficacy

AVE

AVE)

CR

0.576
0.558
0.542

0.758
0.747
0.735

0.841
0.861
0.756

0.908
0.711
0.809

Cronbach’s
Alpha
0.913
0.904
0.880

0.506

0.711

0.832

0.701

0.903

0.580

0.762

0.754

0.682

0.837

0.676

0.822

0.877

0.809

0.853

Correlation

Source: Author constructed

Regression Analysis
Table 3: Results of Coefficients of Multiple Regressions

Model

(Consta
nt)
PEU
PE
CSE
TR
IQ
WQ
Source: Field Survey

Coefficients a
Unstandardized Coefficients

B

Std. Error

.188

.233

.158
.144
.119
.071
-.059
.539

.093
.071
.095
.079
.090
.083

Standardized
Coefficients

T

Sig.

.806

.425

1.706
2.031
1.258
.903
-.651
6.455

.095
.048
.215
.371
.519
.000

Beta

.161
.150
.120
.073
-.053
.592

According to the Table 3, Website Quality and Perceived Usefulness are significant.
Website Quality is the most significant at 0.01 levels. Perceived Ease of Use, Computer selfefficacy, Trust and information quality variables are not significant in this study.
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Table 4: Model Summary
R

R Square

Adjusted R Square

Std. Error of the
Estimate

.941

a

.885

.869

.205

a. Predictors: (Constant), WQ, PE, TR, IQ, PEU, CSE
b. Dependent Variable: TPS
Source: Field Survey
The R value of above table provides overall correlation between predictor variables
and outcome variables. The R Squared value in this case is 0.885. This indicates that the
exogenous variables in the research model account for 89% variance in the endogenous
variable (Tax Payer Satisfaction).

Hypothesis Testing
In this research the researcher developed six (06) Hypotheses. The results of the hypothesis
and corresponding decisions are stated in the following table 5.

Table 5: Interpreting results of Hypotheses
H

Hypothesis

H1

There is a significant relationship between perceive ease of use and
satisfaction in E-filling of tax returns and user (tax payer)
satisfaction.
There is a significant relationship between perceive usefulness and

H2
H3
H4

Accept/Reject

satisfaction in E-filling of tax returns and user (tax payer)
satisfaction.
Computer self-efficacy significantly influence tax payer’s
satisfaction in E-filling of tax returns and user (tax payer)
satisfaction.
Trust significantly influence tax payer’s satisfaction in E-filling of
tax returns and user (tax payer) satisfaction.

Rejected
Accepted
Rejected
Rejected

H5

Information qualities significantly influence the satisfaction of tax
payers in E-filling of tax returns and user (tax payer) satisfaction.

Rejected

H6

Website quality significantly influence the satisfaction of tax payers
in E-filling of tax returns and user (tax payer) satisfaction.

Accepted

Source: Author Constructed
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Discussion of Findings
The objectives of this study were to assess the satisfaction level of tax payers and
significant factors that influences the current E-filling, as these obviously influence tax
payers’ satisfaction. Researcher explored the factors that effect on taxpayer’s satisfaction to
use the E-filing system and found that the higher the quality of the website higher the
taxpayer’s satisfaction. Further, perceive usefulness also demonstrates significance impact on
taxpayer’s satisfaction. Both of these have positive relationships motivate to understand the
importance of online tax payment system. However, the pre-assumption was invalidated by
the outcome of regression analysis with four variables. Based on the above findings it could
be concluded that, Perceived Ease of Use, Self- efficacy, Trust, and Information Quality had
not significantly influenced on determining Taxpayer Satisfaction in online tax filling system.
The results presented here are not similar to what others have found previously in similar
studies.

Conclusion
Despite the fact that four variables are insignificant further examination of indicators
and each of these constructs will pave the way to improve the present RAMIS system. Still,
reader should further check this insignificant result with caution. Because correlation may
exist between Trust and Perceived Usefulness and Information Quality with tax payers’
satisfaction. Titah and Barki (2009) stated that the most significant factor affecting EGovernment service is trust. Further as per Zeithaml et al. (1985, p. 41) found that the “Eservice users sometimes did not know how to use the system or to find the information”. Saha
et al. (2012, p. 300) found that the “accuracy of information, timeliness and completeness
were the main criteria for the quality of information and positively related with the Taxpayer
Satisfaction”.

Implication for Management
Internet has changed the present scenario of work by reducing the workload handled
manually. It promotes the business and Government in E-filling by satisfying taxpayers.
Despite many benefits associated with E-filing, tax authorities face some major challenges
towards the implementation of E-filling system, the crucial one is satisfaction of the taxpayers.
This study might be fruitful for service providers in order to establish the technology-related
Customer Relationship Management (CRM) to resolve the customers’ queries and grievances.
In this context, Inland Revenue Department (IRD) should focus on improving the quality of
the website since according to the finding of this study the main factor affecting the taxpayer
satisfaction is the quality of the website. Hence, if the quality of the website did not meet the
requirement of the taxpayer, it must discourage the usage of the online filing of tax returns.
Further, it is recommended to upgrade and install the system software, compulsory of IT help
desk and technical manpower to address and resolve day to day problem of the taxpayers.
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Government/IRD should allocate the budget annually for taxpayer's education and ICT
training in E-filling, tax-awareness campaign and other services so that taxpayers could
participate in this collaboration program.

Further Research
The findings of this study cannot be generalized extensively as the scope of the study
is limited to one category of the corporate tax payers in Sri Lanka. A larger and more
representative sample from all categories of tax payers may give boarder representation of
taxpayers in Sri Lanka covering many districts. If the study has been done covering the
districts apart from the Colombo the participants could have shed more light on the findings.
Also, future research could compare third party assisted E-filing of taxes with Government Efiling facility to find out the reasons why citizens choose one mode over the other. It is
suggested that the model may be tested in the context of other Government department such
as Sri Lanka Railways to book tickets and to get information, Sri Lanka Telecom to report
breakdowns and lodge complaints, Department of Examination to obtain results and
certificates etc. The application of this model in mobile platform (M-Governance) may also
be investigated in future studies.
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