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to improve service delivery and responsiveness to citizens, in the long run generating greater
public confidence in government (Gore, 1993; Markoff, 2000; Raney, 2000).

According to Brown University, e-government is a very good example of technology usage
in communication. Its ultimate goal is to provide citizens with services and, thus, it needs to be
well-designed, easy to navigate and accessible to a wide variety of users. Furthermore, Gil
Garcia & Martinez-Moyano (2007) suggest that e-government is neither a homogeneous nor a
static phenomenon. Recent empirical studies have identified two important dynamics in e
government evolution. First, e-government in general has evolved from its initial presence on
the internet (i.e. giving static information) to more transactional and integrated applications (Le.
downloadable forms/documents/payment etc). Secondly, at the aggregate level and as a general
trend, national governments have started adding technological and organizational sophistication
where state and local governments have to follow.

No matter what, e-government implementation enhances government service to facilitate the
public. It provides better transparency, saves a lot of waiting time and travelling time, thus, is
defmitely more cost effective.

Malaysian e-Government

The Malaysian government is trying its best to provide her citizens with the best possible
services. Malaysia has a total of 1,133 portals and websites consisting of 442 federal sites, 681
states, six (6) Electronic Government Telehealth Flagship Applications and four (4) other sites,
namely myGovernment (myGov), Portal Pusat Maklumat Rakyat (MR), Khazanah Nasional and
eKL. New categories tabulated in e-government portals/websites are the Statutory Bodies, Local
Authorities, District and Land Offices as well as Universities (MDeC, 2007). This is an addition
to the existing categories which are federal, ministry, state, FCC members as well as EG & TH
Flagship applications. Thus, with these many online systems and applications, the government is
gradually moving from paper-based to paperless service.

The transformation of such service from paper-based to electronic version has opened wide
the potential of e-government application (Welling & Wei, (2004) in Sidi & Nizam, 2007).
Hence, all the state governments in Malaysia have started to have their online presence and
developing the best that they could give to the public. However, designing a credible
government website needs efforts from many individuals and becomes a fairly complicated
matter.

This paper assesses the current state of Pahang online service delivery system and the level
of users' satisfaction towards the online services offered by the Pahang State Government.

Research Framework

Global e-Government Ranking

In assessing the e-government progress and standards, two major educational institutions have
been known to have the authority in such matter apart from other bodies. They are Brown
University and Waseda University.
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Table 2: Malaysia e-govemment ranking
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i. 1 Ministry of Housing and Local 83 5
Government

2. 2 myGovernment Portal 80 5
3. 2 Sarawak State 80 5
4. 3 Institute of Islamic Understanding 79 4

Malavsia (IKIM)
5. 3 Ministrv of Education 79 4
6. 4 Malaysian Administration 77 4

Modernisation and Management
Planning Unit (MAMPU)

7. 4 Penang State Secretarial 77 4
8. 4 Selangor State 77 4
9. 4 Subang Java Municipal Council 77 4
10. 5 Universiti Utara Malaysia (UUM) 77 4
Ii. 6 Ministry of Finance, Malaysia 75 4
12. 6 Merlimau Polytechnic 74 4
13. 7 Perbadanan Putraiaya 74 4
14. 7 City Hall of Kuala Lumpur 70 4
15. 7 Ministry of Domestic Trade and 70 4

Consumer Affairs
16. 7 Ministry ofHuman Resources 70 4
32. 13 Johor State 62 4
45. 13 Penang State 62 4
152. 20 Pahang State 55 3
132 19 Melaka State 56 3
18i. 22 Perak State 53 3
194. 23 Kedah State 51 3
393, 31 Sabah State 43 3
509. 36 Perlis State 38 2

Evaluation of Government PortallWebsites

In 2007, a total of 1,133 Malaysia Govemment portals and websites were assessed as opposed to
900 and 1,055 portals and websites in 2005 and 2006 respectively. By undertaking such
assessment, it is envisaged that:

Malaysia could sustain and/or improve her e-govemment Global Ranking
More online services can be offered to the public via the portal/website and enhancing

govemment service delivery, and
The initial objective of understanding the assessment to have the same "look and feel-portals and

websites could be achieved.

Looking at the Pahang State Govemment's ranking, the writers took the initiatives to assess the
current level of e-govemment satisfaction in Pahang, basically on her online service delivery
system.
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for providing better and improved online services. It is Pahang's vision to achieve service
excelJence, therefore, the government should be committeQ to transfonning the way in which the
public interacts with the government.

The Pahang State Government's website still has areas to improve. Thus, comments given
by good intention citizens should be taken into considerations. The current development of
ECER and the coming Oil, Gas and Maritime project which will be taking place in Pekan
absolutely demand better government services. e-government implementation will provide those
potential investors and job-seekers an easy access to infonnation and all the required services
without having to be present at those government offices. This will defmitely lead to more
efficient and effective management practices as it requires less effort and time for both
government and public. There will be no long waiting lines or queues at government offices
because people will access infonnation and services at their convenience either from home or
workplace. Consequently, this saves the government and the public time and money, probably
less traffic congestion, too.

The more online services provided by the government, the more beneficial it will be to the
overalJ development of the state, and this, in the end, will increase the knowledge and overalJ
human capital value of the people of Pahang Darul Makmur.
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