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ABSTRACT

The purpose of this paper is to compare and evaluate the validity of Information systems (IS) success
models such as Delone and McLean’s (1992), Seddon’s (1997), and DeLone and McLean’s (2003) IS
success models for an e-government application called the Online Public Grievance Redressal System
(OPGRS) in context of India. The paper also provides an integrated model of IS success based on the
comparison of the three well-known IS success models. All the existing models of IS success are not
considered in their original shapes as this research is not using the variables such as use, individual
impact, organizational impact from DeLone and McLean (1992) IS success model, use and net benefits
Jfrom DeLone and McLean (2003) 1S success model, and other measures of net benefits of IS use including
net benefits to individuals, organizations, and society, and expectations about the net benefits of future
IS use from Seddon’s (1997) IS success model. The proposed model contains the additional constructs
relevant to e-government research including complexity, trust, and facilitating conditions and found that
the model performs quite satisfactorily as far as the success of the OPGRS system is concerned. The paper
also discusses its limitations, provides implications for theory and practice, and proposed future lines of
research which will allow the researchers, practitioners, and government to leverage the full potential
of the OPGRS system to curb and eradicate corruption and to build a transparent and sanitized society.
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INTRODUCTION

Electronic government (also known as e-gov-
ernment) is the use of information technology
to enable and advance the effectiveness, with
which government services are made available
to citizens, employees, businesses, and agencies
(Carter & Belanger, 2005; McLure, 2001). Many
governments have improved the infrastructure
and services provided to their citizens (Kim et
al., 2007). The introduction of e-government
projects is amove undertaken by the governments
to become more service oriented by focusing on
the implementation and diffusion of the prevalent
digital services through single-window access for
citizens (Anthopoulos et al., 2007). Although, e-
government provides clear advantages for govern-
ments themselves, businesses, and professionals,
this is citizens who actually obtain the widest
range of benefits (Jaeger, 2003). Systems that are
developed for societal uses, such as e-government
websites provide a varied range of innovative
services to citizens. These services can be as
simple as providing information on a website to
acomplex systeminvolving transactional services
such as filing of taxes (Hu et al., 2009).

The underlying concept of e-government has
drawn attention of researchers for developing
theoretical models in an effort to gain a better
understanding of this effort (Floropoulos et al.,
2010). Information systems (IS) success models
developed by DeLLone and McLean (1992, 2003)
and Seddon (1997) are some of such most widely
used models for measuring the success of any
information system in question. As governments
develop various e-government systems to deliver
their services, thereis aneed for assessment efforts
for them that could examine their effectiveness
(Wang & Liao, 2008). Such estimation efforts can
allow the government agencies to decide if they
are capable of performing as per the expectation
of citizens and are capable of doing assigned work
(Gupta & Jana, 2003). The OPGRS system is one
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such e-government system which is primarily
meant for addressing the grievances, issues, and
problems of citizen’s everyday life and gets them
resolved online by the high-level government of-
ficials designated for it. It provides a huge benefit
to the people by solving their problems without
much hassle.

Grievance redress mechanism is a part and
parcel of the machinery of any administration.
No administration can claim to be answerable,
responsive, and user-friendly unless it has es-
tablished a proficient and effectual grievance
redress mechanism. In fact, the grievance redress
mechanism of a firm is an estimate to examine its
efficiency and effectiveness as it provides signifi-
cant feedback on the working of the administra-
tion. The grievances from public are accepted at
various points in the Government of India. There
are mainly two designated agencies in the central
government handling these grievances namely
Department of Administrative Reforms and Public
Grievances (under Ministry of Personnel, Public
Grievances and Pensions) and Directorate of Pub-
lic Grievances (under Cabinet Secretariat). The
public grievance redress mechanism functions in
India on a decentralized basis. An officer of the
level of Joint Secretary is designated as Director
of Grievances of the Ministry, Department, or
Organization.

The majorreasons of grievances are mainly due
to the socio-economic reasons such as prevalent
corruption in the ministries, government orga-
nizations, and bureaucratic systems, which are
ubiquitous in the current society. The people feel
themselves helpless against it and are bound to
tolerate it in their day-to-day lives. But, the fac-
tors such as lack of awareness and lack of relevant
information about whom to complain make this
process even more tedious. Looking at this aspect,
the online public grievance redressal system has
been designed and developed to take care of all such
problems of the people without stepping into the
offices of ministries and government organizations
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