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ABSTRACT 

 

In this exploratory study the relationship between human resource training and organizational 

performance in a complex public organization of the Divisional Secretariat which is considered 

as ‗One Stop Shop‘ for many government services to the citizen in Sri Lanka was explored. 

 

Drawing from a wide range of theoretical literature and also based on my observations as an ex 

Divisional Secretary, the study was focused on the complexities involved in reconciling 

organizational performance and employee motivation/ satisfaction through training for improved 

e-service delivery at the local level. 

 

Using the theoretical insights of different theories and models related to the topic, the main 

findings of this study indicate that there are good potentials in human resource at the Divisional 

Secretariat to achieve e-Government objectives if it is suitably and adequately tapped and 

developed. Also, contrary to the existing literature on negative perception and attitude of 

political authorities and organizational managers as well as the staff at the public office regarding 

e-Service delivery, the research findings suggest that their attitude and readiness to embrace e-

service delivery and strategic training and capacity building would resolve the existing issues at 

the Divisional Secretariat. 

 

The recommendations/ suggestions made at the end of this research document are expected to be 

implemented by policy makers and organizational leaders to make the required shift of existing 

service delivery paradigm to expected e-Service delivery paradigm. 
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