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Parliament’s Information Systems (IS) User Satisfaction 
Factors to Enhance its Democratic Functions 
Kevin Thompson and Corrie Uys 
Cape Peninsula of Technology, Cape Town 
kevin.gordonsbay@gmail.com 
UysC@cput.ac.za 
 
Abstract: User satisfaction is a distinguishing factor of a successful information system in an organisation. 
Institutions such as parliament, with particular focus on South African (SA) parliament, and its vision to be a 
responsive and people oriented institution, have the same need to appropriate information systems that offer user 
satisfaction. The use of information systems (IS) in parliament promises to enhance democratic parliamentary 
institutions, strengthen transparency and accountability in government. For example parliament can utilise IS to 
its advantage in order to be more responsive to the needs and aspirations of the people of South Africa.  SA 
Parliament has adopted a number of IS initiatives, including parliament’s content management system (PCMS) 
aimed at supporting effectiveness of the institutional processes, as well as to facilitate parliament’s oversight 
functions. However, various studies suggest that institutions rather react to technology necessitated by contextual 
influence which the technology is situated in. In other words, the contemporary information and communication 
technologies (ICT), through organizational IS, is still not used effectively to support various parliamentary 
processes. The early evidence in this study suggests that IS user satisfaction factors can contribute to IS 
success.   This paper reports a study in progress aimed at identifying the factors that influences user satisfaction 
in parliament’s information system.  The main premise of the study is that parliament’s information systems in 
general, and the PCMS, in particular, can assist in achieving the parliament’s democratic objectives (political 
oversight, in particular), if used effectively. In this context, user satisfaction with information systems appears to 
be one of the key success factors. This paper concludes by suggesting the list of factors contributing to users’ 
satisfaction and the possible way to deal with these factors as success elements for SA parliament’s information 
systems.   
 
Keywords: Parliament, parliamentary oversight, ICT, parliament’s content management system (PCMS), user 
satisfaction 

1. Introduction 
In 1994 South Africans voted for a new democratic society, which meant parliament had to play a 
central role in the implementation of laws to shape this new democratic order. Legislatures perform 
basically three functions to varying degrees: making legislation, oversight and representation 
(Johnson et al 1999; the Inter-Parliamentary Union democracy report, 2005). The Oversight report 
(2008) defines oversight broadly as “the informal and formal, watchful, strategic and structured 
scrutiny exercised by legislatures in respect of the implementation of laws, the application of the 
budget, the strict observance of statutes and the Constitution”. This includes “overseeing the effective 
management of Government Departments by each Member of Cabinet” relating to service delivery 
and the achievement of a better quality of life for all. 
 
The main focus of this paper is the role that IS, in particular parliament’s content management system 
(PCMS), can play in the oversight functions of the South African parliament. Leaning (2005), in his 
seminal article proposed that technology and ICT can be seen as being modal, meaning “something 
that may be used in a particular way in one society but different in another. However, the 
transformative role of ICT is indispensable to assist with the governance challenges in the public 
sector of developing nations (Nagy 2008). Furthermore, despite the hierarchical nature of the 
command systems, human issues or users feature prominently in the implementation and success of 
information systems (Marais and Kruger, 2007). Van Kralingen et al., contend that the adoption of ICT 
involves major changes that impact on organizations. According to Brassard (2005) there are a 
number of ways in which ICT’s can help transform parliament. These include: expecting a timely 
response, acceptable levels of online (Internet) information, having reasonable access to information 
generated through parliamentary processes, and acceptable levels of public participation with elected 
officials and policy processes. ICT’s that are applied  in parliament can facilitate good governance by 
enhancing democratic and parliamentary institutions, strengthening transparency and accountability, 
improving government activities, improving delivery of government services, and fortifying human 
rights practices and processes (Gairola, et .al, 2004). PCMS is more than system implementation; it 
represents an organizational shift in document and information practices (Parliament of South Africa 
PCMS implementation, 2007). 
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Parliament of South Africa has identified three initiatives where ICT can be used to facilitate 
parliament’s oversight functions (Dingani, 2007). These are (i) unified communications, (ii) video 
conferencing systems; (iii) content management system. The benefits realized in using ICT in 
oversight purposes include: taking parliament to the people, generally known as the people’s 
assembly; mobile access to voice, fax, and data services for members and staff; direct collaboration 
and communication with all stakeholders; parliamentary democracy offices; automation of oversight 
support processes; verification of service delivery goals (ibid). Matjila (2006) believes that successful 
implementation of a content management solution is achieved when organisations have a clear 
understanding of their objectives and challenges. Ultimately, the success of any day-to-day 
operations of a system depends on the level of user involvement and user adoption.   
 
This research study aims to establish how parliament’s content management system enhances user 
satisfaction in order for the institution to sustain its oversight obligations. 

1.1 Parliament’s rationale for adopting PCMS 
Section 195 (1) (g) of the Constitution demands acts of transparency and the timely delivery of 
information to the public. Institutions such as parliament are constantly hard pressed to enhance 
service delivery, and are increasingly remodeling their document and records management systems 
to effectively manage their performance targets (Matjila, 2006). The rationale for implementing PCMS 
was to improve information management by delivering speedy access to information, records and 
document, and to move away from manual systems that are time consuming, costly and prone to 
human error (Parliament South Africa 2006). 
 
The adoption of content management system in South African parliament was to “serve as a central 
electronic document management repository with facilities for storing, managing and accessing all 
documents produced by parliament or submitted to parliament. It will also have a tracking and 
monitoring tool that would allow members to track progress on legislative work” (Doidge).PCMS aims 
to provide an efficient and effective administration by providing an automated workflow of core 
institutional processes, which include oversight, legislation, questions and portfolio committees. The 
benefits of the PCMS for parliament are expected to improve meaningful public participation as well 
as to save cost and time, and deliver efficiency to the daily operations within parliament. According to 
a statement (Makamba, 2007) “The system is the dawn of a new era in Parliament in which a 
technological solution will be used to maximize the efficiency and effectiveness of Parliament’s core 
business”.   
 
Parliament implemented the first phase of its Parliament’s Content Management System (PCMS) in 
2007. This phase was to create a central repository system of information hosted by parliament. The 
second phase was completed in 2008 which entailed the implementation of automated workflows of 
parliament’s core business. These are the automated workflows of the legislative, the committees and 
questions processes (South African Parliament’s strategic plan, 2008) 

1.2 Problem statement 
Despite the implementation of PCMS and user training provided, PCMS does not achieve optimal 
interaction from the user. This corresponds with the assertion made by Nicolaou (2004,cited in 
Gantley,2007) that once a system has been implemented, or gone live, there is a general lack of 
interest to do follow up reviews to assess the processes and experiences of users  in appropriating 
the system. The low usage of systems like PCMS produces unreliability in the ability of parliament’s 
systems and processes to effectively perform oversight functions and development of improved public 
participation models (South African Parliaments strategic plan 2008). 

1.3 Initial factors affecting low usage 
In a parliamentary report discussing the implementation progress of the PCMS several factors were 
identified for the generally low usage (PCMS implementation review, 2007). These include: 
 The slow upgrading of staff PCs to handle the system meant that PCMS training and PCMS 

deployment could not be achieved within certain timeframes  
 The slow uptake of staff to interact with the new system opting to do things the old way 
 Importation of documents to PCMS is a time consuming process 
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 There is a shortfall in system support services to assist staff   

1.4 Approach to the study 
According to Day (2007) there has been very little research done on the determinants of user 
satisfaction in modern web-based system since work done by Doll & Torkzadeh (1998). In this respect 
user satisfaction research in CMS is an unknown area. Research studies have shown that user 
satisfaction corresponds favourably with IT usage.  Ming-Chi Lee (2010) citing from studies done in 
the marketing sector (Bearden & Teel, 1983; Oliver, 1993; Szymanski & Henard, 2001) confirm that a 
user’s satisfaction with IT will in all likelihood increase the user’s intention to continue using the IT. 
User satisfaction has also been related to computer use, by researches such as Harrison and Rainer 
(cited in Bergersen, 2004) who confirmed the validity of the following hypotheses: 
 There is a close positive correlation between user satisfaction and a positive attitude toward 

computer use. 
 A significant negative correlation exists between user satisfaction and negative attitudes toward 

computer use. 
 There is a significant negative correlation between user satisfaction and lack of understanding 

computers 
Research has also shown that a high correlation exists between judgments or perceptions of self-
efficacy and performance levels (Igbaria and Iivari, 1995; Gist, 1987; Agarwal et al, 2000; Ceaparu et 
al., 2004). 
 
This study proceeds from the assumption that user satisfaction, as surrogate for acceptance or 
adoption of PCMS, is a principal factor for success if parliament’s vision of institutional efficiency and 
effectiveness and oversight of executive actions was to be realized. It is the assumption of this study 
that user satisfaction is best explained by articulating the user’s own affective notions when 
interacting with IS.This study investigates whether objectives of PCMS have been adequately 
achieved. It is an enquiry about capturing and explaining the actual feelings of users about interacting 
with PCMS. The researcher believes that over and above all the training, support, system 
functionalities, management and institutional pressures impacting users, the state of mind of a user is 
a relevant factor in measuring IS success. In this respect the researcher makes use of interpretative 
phenomenological analysis to explain how a user’s state of mind becomes responsive to IS usage.  
The following sections in this paper proceeds with a summary of the main points selected from 
various literature sources describing user satisfaction in general, and user satisfaction factors 
particularly relevant to content managements systems according Day (2007). The paper ends with a 
discussion on the method of analysis that will be used to correlate the respondents IS experience with 
earlier assertions already made about factors linked to low usage of PCMS.   

2. Literature overview 
The ensuing discussion provides an overview of the literature study conducted in this research study. 

2.1 Overview of content management systems (CMS) 
 
Content management according to Bradley (2002) is defined as “sharing of vital organisation 
information”, whereas content management systems are defined by AIIM (2002) as “an application 
permitting the creation, collection, management, publishing and modification of website content” (cited 
by Vitari et al 2006:784). The singular purpose of a CMS must be simple and deliver content with the 
least amount of hassle (Boiko, 2002). This is generally known as a systems usability which is defined 
by ISO 9241-11 as: “the extent to which, a product can be used by specified users to achieve 
specified goals with effectiveness, efficiency and satisfaction in a specified manner: 
 Effectiveness means the accuracy and completeness with which users can achieve specified 

goals; 
 Efficiency refers to the resources able to achieve the accuracy and completeness goals; and 
 Satisfaction is the affective experiences and acceptability of the system to user attitudes. 
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The growing interest in content management systems is that where they originally had focused on the 
development of web interfaces, today they are looked upon as tools able to manage and qualify the 
whole information system of an organization or a network of organizations (Guercio, 2002). Fiedler 
and Thalhelm (February, 2010) divide a CMS into three main sub-systems:  
 Content object extraction system for the extraction, purging and integrating content into the CMS; 
 Content object storage and retrieval system, which supports the efficient storage and retrieval of 

the content within the CMS; 
 Content object delivery system, which support the variable execution of content to users 

depending on their needs, context and environment.  
According to Stephens (2008), content management systems have undergone a number of changes 
over the years since Vignette’s Storyserver in 1996. By 2007 there existed three types of CMS: 
software editing, online editing and hybrid systems. By 2008 and beyond, content management 
systems have become so advanced that users are able to manage and manipulate all forms of 
content (ibid).  
 
Content management literature has identified certain key constructs to enhance the usability of CMS. 
Altun et al. (2009) have highlighted these features from the literature in Table 1: 
 

Features/Dimensions Related Literature 
Simplicity Kowalski (2002); Bevan (2001); Shneiderman & Plaisant (2004) 
Familiarity  Kowalski (2002); Nielsen (1994); IST (2006); Weiss (1994) 
Consistency Kowalski (2002); Shneiderman & Plaisant (2004); IST(2006); Pierotti 

(2004)  
Visual feedback Kowalski (2002); Shneiderman & Plaisant (2004) 
Responsiveness Kowalski (2002); Weiss (1994); Pierotti (2004) 
Fault tolerance Kowalski (2002); Bevan (2001); Shneiderman & Plaisant (2004) 
Scalability Kowalski (2002); Bevan (2001); IST (2006); Pierotti (2004) 

Table 1: Adapted from Altun et al. (2009) 
Burlaca (2004) asserts that the success of a CMS will be determined by the extent it is (i) accepted by 
content authors, designers, managers and administrators, and (ii) it offers user satisfaction. According 
to Lingaard et al (2003) studies on Human Computer Interaction has traditionally focused more on 
usability elements such as effectiveness and efficiency, with very little interest in satisfaction. 
However, digital data continues to push information technology more into utilization of multiple media 
and richer graphical interface to satisfy the user (Altun et al., 2009).  
 
Pullman et al. (2008) mention that the reasons why content management systems fail, are roll out 
costs of CMS to an organization, but more significantly the systems based approach that side step the 
content needs of the user. Eschenfelder (2004) asserts that the manner in which content is presented 
on a website (writing style, use of bullets, short paragraphs, etc.) has an impact on user satisfaction 
and use of information. Zhang et al (2006) state that the design of IT must have built-in perceived 
affective qualities (PAQ) with pleasant and interesting attributes that enhance perceived usefulness, 
ease of use and fun of use. Pickard and Wexelblat (2002) suggest two fundamental approaches to 
systems design: firstly, that a system will be incomplete and inferior if it ignores the emotional 
components of human life, secondly, a system that has the capacity to properly integrate social and 
emotional interaction is based on science.  
 
This concept of user satisfaction appears as a very important factor for a successful use of 
information systems in general and CMS in particular (Day 2007). 

2.2 User satisfaction factors in CMS 
The two user satisfaction instruments most widely used are the End-user Computing Support (EUCS) 
instrument designed by (Doll et al., 1994) and the User Information Satisfaction UIS instrument 
designed by (Ives et al., 1983).  According to Klara (2003) user information satisfaction (UIS) refers to 
the extent to which users perceive that the IS available to them meets their information requirements. 
User satisfaction is embodied in user attitude (McGuire, 1969; Ajzen, 1988; Melone, 1990), and Doll 
and Torkzadeh (1988) describes user attitudes within his definition on end-user computing 
satisfaction as “the affective attitude toward a specific computer application by someone who interacts 
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with the application directly” (cited in Myulle et al., 2004). The end user definition advanced by several 
authors (Hachathron and Keen, 1981; Carr, 1987; Doll and Torkzadeh, 1988) describe it as “the 
direct, hands-on use of computers by anyone in the organisation with problems for which computer-
based solutions are appropriate” (Moore et.al., 2007). In their attempt to understand the variables 
impacting ICT end user satisfaction Mahmood  et al (2000), cited in Ferguson (2005), came up with 
three main categories: perceived benefits and convenience; user background and involvement; and 
organization attitude and support. Hussein et al.(2007) found that the higher the satisfaction towards 
the individual components of a system: system friendliness, accuracy, content and format of the 
output of the system-the higher the overall satisfaction towards the system. Bailey and Pearson 
(1983) identified 38 factors affecting computer user satisfaction which was narrowed down to five core 
constructs or factors by Doll and Torkzadeh,1988). Moore et.al., (2007) describe three reasons why 
user satisfaction remain, according DeLone and McLean (1992), the most widely used single 
measure of IS success: 
 The first is the high degree of face validity.  
 The second is the reliable instruments that have been developed to measure user satisfaction.  
 Third, whereas other measures (i.e. system quality, information quality use, use, individual 

impact, and organizational impact) are weak, user satisfaction remains the best assessment of 
systems success. 

According to Day (2007), Doll & Torkzadeh (1998) was the first prominent attempt at developing a 12-
item model to analyse user satisfaction. This model (Doll & Torkzadeh,1998) has been used by many 
as a standard instrument to measure user satisfaction.  However, Day (2007) mentions that there has 
been very little research done on the determinants of user satisfaction in modern web-based system 
since the work of Doll & Torkzadeh (1998). In this respect user satisfaction research in CMS is an 
unknown area. Day (2007) builds on the model proposed by Doll & Torkzadeh (1998) in adapting 
certain features of the original model and adding further factors that are especially relevant to CMS 
research.  
 
The model proposed by Doll & Torkzadeh (1998) contained five factors: content, accuracy, format, 
ease of use and timeliness. Of these factors format, ease of use and timeliness were deemed 
appropriate for CMS design. Day (2007) went further and redefined these factors to make them more 
applicable to CMS design: 
 Format was redefined as (i) format and language,  
 Timeliness was divided into (ii) efficiency and (iii) speed; and (iv) ease of use made up the four 

factors relevant for CMS research. 
Day (2007), has built upon Doll & Torkzadeh’s model, and proposed that CMS design must include 
four additional affective factors- funology (enjoyment), motivation and job satisfaction, aesthetics and 
learnability and documentation.  These factors are described below in measuring user satisfaction of 
CMS: 
 Funology is moving away from focusing on pure usability to include a wider set of elements such 

as fun, enjoyment, aesthetics and the overall experience of use according to Blythe et al, (2004) 
and cited in Day (2007).  

 Motivation & job satisfaction impacts on productivity and users who are satisfied with a system 
feel motivated to use that system. As such CMSs must make any task, irrespective of its 
repetitiveness, as pleasant and motivational as possible (Day 2007).  

 Aesthetics/usability effect refers to the relation people have with designs where it is perceived that 
designs that are more aesthetically sensitive are easier to use than those less-aesthetically 
designed. Tractinsky et al. (2000) underline this view that there is a potential relationship between 
aesthetics and usability. The authors (ibid) cited a study by Kurosu and Kashimura who found that 
users in Japan judged as remarkably high a relationship between an interface’s aesthetics and its 
usability.   

 Learnability & documentation must be structured in a manner that empowers users to help or 
teach themselves. Good quality user documentation will enhance user satisfaction in the system. 
For instance Terry (2002) asserts that content management systems are now allowing individuals 
within the corporation to post information without any technical skill at all. Weitzman et al., (2002) 
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reinforce the view that proper training and hands on experience is essential to get users to modify 
their past practices and become motivated and committed to appropriating new systems.  

However, Day’s (2007) findings reveal that users identified as the top four factors those in Doll & 
Torkzadeh’s (1988) original model, while the affective factors have been placed in a lower order of 
importance. In other words what the rankings signify is that especially in a business environment the 
factors that most offer user satisfaction are those normally associated with a system’s usability rather 
than a satisfying system. Studies done by Hartmann et al (2008) confirm the salience of aesthetic 
factors, but when more serious usage scenarios are required, factors such as content and usability 
have higher values than aesthetics. Day (2007) also asserts that in bivariate and partial correlation 
analysis between the lower and top set of factors the affective factors did correlate positively with the 
top four   

3. Current status of research in progress 

3.1 Interpretative Phenomenological Analysis (IPA) 
This paper contains information that is largely still research in progress. As this is a qualitative study, 
the researcher used interpretative phenomenological analysis (Smith, 2009) to analyze the data 
collected in this study. Interpretative phenomenological analysis (IPA) is interested in doing a detailed 
examination of a person’s lived experience. The researcher believes IPA is suited for this study, since 
the study is exploratory and did not aim to provide individuals with conventional user satisfaction 
constructs from which to choose in order to answer a set of questions. IPA questions should always 
be asked in a manner that is open and expansive. The study wanted to establish how creating themes 
from analyzing the data matches with constructs or factors that are well known in research studies on 
user satisfaction. IPA is useful in this respect as it analyzes data by constructing content themes that 
emanate from a user’s perceived experience in using information systems.  

3.2 Case study 
This study used the case study method. An exploratory case study is recommended when a 
phenomenon is being investigated (Eschenfelder, 2004). An exploratory approach identifies 
constructs or themes, generate theoretical tools and propose hypotheses for further research 
(Eschenfelder, 2004). With IPA the approach referred to as ideographic case study (Smith et al 2009). 
This method is useful when a small number of candidates are interviewed and it enables the 
researcher either write up a single case or explore themes shared between different cases (Fade, 
2004). Welman & Kruger (1999) suggest that there exist a number of methods to collect data for case 
studies. These include among others: documentation –which include written material such as 
memorandums, newspaper clipping, formal reports; archival records; interviews; direct observation; 
physical artefacts. Since this is a study in progress, a detailed study is still under way to analyse 
parliamentary documents on the implement success of PCMS. Parliamentary papers do mention that 
the vision of PCMS is to free up staff staff from labour intensive work, and create value where they will 
able to use information in ways that generate organisatonal intelligence (PCMS implementation 
review 2007).However, evidence does suggest that there are still a number of challenges that hinder 
effective transition to the envisioned value added work environment. For example there is a lack of 
skilled people to fully exploit PCMS functions; the availability of Super Users to provide support 
function is in short supply, the appointment of an in-house programmer to develop and support future 
readiness of the systems has been a difficult task (PCMS implementation review 2007). This study will 
establish whether these challenges have been met since this paper was released in 2007.  

3.3 Case study questions 
The researcher has interviewed five candidates, capturing data on a digital audio recorder. The 
selection of interviewees was done by obtaining permission from the Secretary of parliament who 
provided a list of people to interview. IPA is best performed using a small number of cases. It has 
been found that a reasonable sample size ranges from between three and six (Smith et al, 2009). The 
length of a detailed interview is believed to be between forty five minutes to an hour. The interviews 
for this study varied in time but most lasted for forty minutes 
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3.4 Preliminary data capturing experience 
IPA suggests that prepared or set questions are not usually used, since it is best to explore the 
respondent’s own perceptions of what is important with respect to the exploration of the phenomenon 
in question (Fade, 2004). In this respect the researcher tired to use questions only to initiate the 
conversation. The commencement of the interview started off asking the interview a few warm up 
questions such as to describe the user’s first experience in using a computer. Other questions such 
as  how has the lessons earned from this initial experience help in using newer technologies, as well 
as explain the experience in using PCMS and if this meets the user’s expectations.  
 
What the researcher picked up was the level of honesty about the feelings expressed about various 
aspects related to work place lived experiences. Some interviewees were quite open about 
frustrations they experienced with colleagues, management, training sessions, systems inadequacies, 
staff’s passive learning concerns, as well as, among many other issues, in-house deployment policies.  
 
The data has first been captured on audio tape. The next step was to have it transcribed. The final 
step is to make a detailed study of the transcript and create themes, compare each case study for 
comparative themes, interpret and discuss the findings in relation to interpretations from the literature 
study.  
 
What the study hopes to achieve is an open and critical appreciation of PCMS capacity or limitations 
to engage users to effectively utilize the system.  

4. Conclusion and recommendation 
This study aims to recommend, based upon initial discussions and responses from the interviewees, 
that an IS oversight steering committee must be established. This will be in line with suggestions 
made by Hussain and Hussain (1992). They suggest technology must be subject to certain measures 
of checks and balances if it is to be successful in meeting the strategic objectives of an organization.  
Oversight of technology, as a measure, has a critical function to promote IT success in the 
organization. The oversight over technology requires that an organization establishes a steering 
committee to supervise the operations of the IS department. This study moved from the assumption 
that an oversight committee, such as a steering committee suggested by Hussain and Hussain 
(1992), would be an appropriate fit within the framework of the PCMS, especially in an oversight role 
with regards to user satisfaction of the content management system in parliament.  The rationale for 
such a committee stemmed from a perceived weakness in understanding how the PCMS, as a 
technological solution, could add to the oversight responsibility of parliament, without the presence of 
a steering committee of computing to ensure optimum user value from PCMS.   

References 
Agarwal, R. et al. (2000) Research report: “The evolving relationship between general and specific computer self-

efficacy-an empirical assessment”, Information Systems Research (Vol.11) No.4 pp 418-430 
http://isr.journal.informs.org/cgi/content/abstract/11/4/418 

Altun, A. Yurdugul, H., & Gulbahar Y. (2009) “Investigation usability constructs in a content management 
system”, Education and Science, Vol.34, No. 152 [available at http://uvt.ulakbim.gov.tr/uvt/index.php] 

Bergersen, B.M.(2004) “User Satisfaction and Influencing Issues”, Network and System Administration Research 
Surveys (1), pp.5-26   (http://www.iu.hio.no/~frodes/rm/)  

Boiko, B. (2002) “Understanding Content Management”, [Available at 
www.metatorial.com,http://metatorial.com/downloads/Boiko_Wp_UnderstandingContentManage
ment.pdf] 

Brassard, D. 2005. “How can information technology transform the way parliament works?”,  Ottowa: 
Parliamentary Information and Research Service - Library of Parliamentarians of Canada 
[http://www.parl.gc.ca/information/library/PRBpubs/prb0028-e.htm]. 

Burlaca, O. (2004). ''NeoSite: A Simple Content Management System'', Computer Science Journal of Moldova, 
vol. 12, no.1(34), pp. 107-126. 

Ceaparu, I. et al. (2004) “Determining causes and severity of end-user frustration” International journal of Human-
Computer Interaction (Vol.17) pp. 333-356 

Day, N. (2007) Achieving User Satisfaction in Content Management Systems [Available at 
http://www.njday.com/files/achieving-user-satisfaction-in-content-management-systems.pdf] 

DeLone, W.H. and McLean, E. R. (1992). Information System Success: the quest for dependent variable; 
Information Systems Research, 3(1):60-95 

Doll, W.I. and Torkzadeh, G. (1988). The measurement of end-user computing satisfaction. MIS Quarterly, June: 
259-274 

136

http://isr.journal.informs.org/cgi/content/abstract/11/4/418
http://www.iu.hio.no/%7Efrodes/rm/
http://www.metatorial.com/
http://metatorial.com/downloads/Boiko_Wp_UnderstandingContentManagement.pdf
http://metatorial.com/downloads/Boiko_Wp_UnderstandingContentManagement.pdf


 
Kevin Thompson and Corrie Uys 

Eschenfelder, K. R. (2004), “Behind the Web site: An inside look at the production of Web-based textual 
government information”, Government Information Quarterly 21, pp. 337–358  

Fade, S. (2004) “Using interpretative phenomenological analysis for public health nutrition and dietetic research: 
a practical guide” Proceedings of the Nutrition Society (Vol.63) pp. 647-653 

Ferguson, S. Hider, P. & Kelly, T. (2005) “Information systems evaluation and the search for success: lessons for 
LIS research” [Available at  
http://alianet.alia.org.au/publishing/alj/54.3/full.text/ferguson.hilder.kelly.html] 

Fiedler, G. & Thalheim, B. “Towards linguistic foundations of content management?” [Available at 
http://www.is.informatik.uni-kiel.de/~thalheim/ContentManagement.pdf] 

Gairola, B. K.,Chandra, M.,  Mall, P., Chacko, J. G., Phet, S., Loh, H. (2004) “Information and Communications 
Technology for Development” Sourcebook for Parliamentarian, United Nations Development Programme - 
Asia Pacific Development Information Programme (UNDP-APDIP) [Available at 
http://www.apdip.net/publications/ict4d/ict4dparliament.pdf] 

Gantley, C. (2007) “Enhancing end-user satisfaction in the post-implementation phase of ISD: an exploratory 
study of a large multinational company” (Unpublished MA thesis Waterford Institute of technology, Ireland) 

Gist, M. E. (1987) “Self-efficacy: implications for organizational behaviour and human resource management” 
The Academy of Management Review (Vol. 12) No. 3 pp. 472-485: www.jstor.org/stable/258514 
Accesses: 25/02/2010 

Guercio, M. (2002) “Records classification and content management: old functions and new requirements in the 
legislations and standards for electronic record-keeping systems”, Proceedings of the DLM-Forum 2002 
@ccess and preservation of electronic information: best practices and solutions, Barcelona 6-8 May 2002, 
pp 432-442 

Hartmann, J., Sutcliffe, A. G., & De Angeli, A. (2008) “Towards a theory of user judgement of aesthetics and user 
interface quality” Proceedings: CHI-08, Florence. New York: ACMPress  

Hay, W. A. What Is Democracy? Liberal Institutions and Stability in Changing Societies 
http://www.fpri.org/orbis/5001/hay.institutionsstabilitychangingsocieties.pdf 

Igbaria, M and Livari, J. (1995) “The effects of self-efficacy on computer usage” OMEGA International journal of 
Management Science (Vol. 23) no. 6 pp. 587-605 

Johnson, K. J. & Nakamura, R. T. (1999) Concept Paper on Legislatures and Good Governance 
http://www.undp.org/governance/docs/Parl-Pub-ConceptPaper.htm 

Leaning, M. (2005) “The modal nature of ICT: challenging the historical interpretation of the social understanding 
and appropriation of ICT”, Proceedings at the CIRN conference, Cape Town 

Lindgaard, G. & Dudek, C. (2003) “What is this evasive beast we call user satisfaction?” Interacting with 
Computers 15, pp.429–452 [Available at www.elsevier.com/locate/intcom] 

Mahmood, M. A., Burn, J. M., Gemoets, L. A., & Jacquez, C. (2000) “Variables affecting information technology 
end-user satisfaction: A meta-analysis of the empirical literature”. International Journal of Human- Computer 
Studies, 52(4), 751-771. [Available online at http://www.idealibrary.com] 

Matjila, L. (2006) “Electronic document and records management”, SDR (Vol.5) No. 2 pp 117-199  
Makamba (2007) “Delivering a new era with parliament’s content management system”, Parliament’s 2007 

reflections pp. 10 [Available at http://www.parliament.gov.za/content/Reflections_Final_12pg] 
Marais, W. J. & Kruger, C. J. (2007) “Implementation of an information system within a bureaucratic environment: 

an understanding of the human issues.” [Available at  
www.up.ac.za/dspace/bitstream/2263/1815/1/Marais_Implementation%282005%29.pdf] 

Ming-Chi Lee (2010) “Explaining and predicting users’ continuance intention toward e-learning: an extension of 
the expectation-confirmation model”, Computers & Education (Vol. 54) pp 506-516 

Moore, R., Jackson, M.J. and Wilkes, R. B (2007) “End-user computing strategy: an examination of its impact on 
end-user satisfaction”, Academy of strategic management journal (Vol. 6) pp. 69-89 

Muylle et al. (2004) “The conceptualization and empirical validation of web site user satisfaction”, Information & 
Management (Vol.41) pp543-560  

Nagy K. H. (2008) “e-Government in Developing Countries :: Moving from Window Dressing to Real 
Transformation” [Available at http://www.egovonline.net/articles/article-details.asp?Title=e-Government-
in-Developing Countries&ArticalID=1666&Type=EXPERT%20CORNER] 

Parliament (2008), “Strategic plan of parliament”, [Available at 
http://www.parliament.gov.za/live/content.php?Category_ID=69] 

Picard, R.W., Wexelblat, A., 2002. “Future interfaces: social and emotional”. Proceedings of the ACM CHI’02, 
Minneapolis, MI, pp. 698–699 

Pullman, G. & Baotong. G. (2008) “Rationalizing and rhetoricizing content management”, Technical 
Communication Quarterly, 17(1), 1-9, Taylor & Francis Group,. [Available at 
http://mysite.pratt.edu/~gchoi58/classes/cms/pullman.pdf 

Smith, J. A. et al. (2009) Interpretative Phenomenological Analysis: theory, method and research. Sage 
Publishers, UK 

South African Parliament (2007) Future of PCMS implementation (Revised) 
http://pcms.parliament.gov.za/cyberdocs/Libraries/Default_Library/Common/frameset.asp?init

page=/cyberdocs/Libraries/Default_Library/Common/viewdocact.asp%3Flib%3DPCMS_GE
NERAL%26doc%3D222693 

137

http://alianet.alia.org.au/publishing/alj/54.3/full.text/ferguson.hilder.kelly.html
http://www.is.informatik.uni-kiel.de/%7Ethalheim/ContentManagement.pdf
http://www.apdip.net/publications/ict4d/ict4dparliament.pdf
http://www.jstor.org/stable/258514
http://www.fpri.org/orbis/5001/hay.institutionsstabilitychangingsocieties.pdf
http://www.undp.org/governance/docs/Parl-Pub-ConceptPaper.htm
http://www.elsevier.com/locate/intcom
http://www.idealibrary.com/
http://www.parliament.gov.za/content/Reflections_Final_12pg
http://mysite.pratt.edu/%7Egchoi58/classes/cms/pullman.pdf
http://pcms.parliament.gov.za/cyberdocs/Libraries/Default_Library/Common/frameset.asp?initpage=/cyberdocs/Libraries/Default_Library/Common/viewdocact.asp%3Flib%3DPCMS_GENERAL%26doc%3D222693
http://pcms.parliament.gov.za/cyberdocs/Libraries/Default_Library/Common/frameset.asp?initpage=/cyberdocs/Libraries/Default_Library/Common/viewdocact.asp%3Flib%3DPCMS_GENERAL%26doc%3D222693
http://pcms.parliament.gov.za/cyberdocs/Libraries/Default_Library/Common/frameset.asp?initpage=/cyberdocs/Libraries/Default_Library/Common/viewdocact.asp%3Flib%3DPCMS_GENERAL%26doc%3D222693


   
Kevin Thompson and Corrie Uys 

 
Stephens, R. A. (2008) “Content Management Systems - The History and the Future”. [Available at 

http://ezinearticles.com/?Content-Management-Systems---The-History-and-the-
Future&id=1665607] 

Technology and government, (Economist Special report, February 14th 2008), [Available at 
http://www.economist.com/specialreports/displayStory.cfm?story_id=10638002] 

Tractinsky, N., Katz, A.S. & Ikar, D. (2000) “What is beautiful is usable”, Interacting with Computers 13, pp.127-
145 [Available at www.elsevier.com/locate/intcom] 

United Nations Development Programme - Asia Pacific Development Information Programme (UNDP-APDIP) 
(2004) [Available at http://www.apdip.net/publications/ict4d/ict4dparliament.pdf 

Van Kralingen, R., Kolkman, P., Voermans, W and Matthijssen. L.”The impact of Electronic Subways on 
Government Decision-making Processes” Center for Law, Public Administration and Informatization; Tilburg 
University, the Netherlands; [Available at http://www.pascalkolkman.com/Documents/florence.htm] 

Vitari, C., Ravarini. A. & Rodham, F. (2006) “An analysis framework for the evaluation of content management 
systems” Communications of the Association for Inofrmation systems (Vol. 18) pp. 782-804 

Weitzman, L.,Dean, S.E., Meliksetian, D., Gupta, K., Zhou, N., Wu, J., (2002) “Transforming the content 
management process at ibm.com, Conference on Human factors in computing systems”, Case studies of 
the CHI2002|AIGA experience design FORUM Minneapolis, Minnesota, April 20 - 21 

Zviran Moshe & Erlich Zippy (2003) “Measuring IS user satisfaction: review and implications” Communications of 
the Association or Information Systems (Vol. 12) p 81-103 [Available at 
http://aisel.aisnet.org/cgi/viewcontent.cgi?article=3170&context=cais] 

Zhang, P., Li, N., & Sun, H. (2006) Affective quality and cognitive absorption: Extending technology acceptance 
research. In: Proceedings of the Hawaii International Conference on System Sciences (HICSS). HI: Big 
Island 

 
 
 
 
 
 
 
 
 
 
 
 
 

138

http://ezinearticles.com/?Content-Management-Systems---The-History-and-the-Future&id=1665607
http://ezinearticles.com/?Content-Management-Systems---The-History-and-the-Future&id=1665607
http://www.economist.com/specialreports/displayStory.cfm?story_id=10638002
http://www.elsevier.com/locate/intcom
http://www.apdip.net/publications/ict4d/ict4dparliament.pdf

	ICEG 2010
	Contents page
	Preface
	Biographies of Conferences Chairs 
	Biographies of Authors
	Al-Kaabi
	1. Introduction
	2. Benefit of critical success factors
	3. Critical success factors of e-Government
	4. Research method
	5. Identifying the cSf's of e-government programs in Bahrain
	5.1 IT standards
	5.2 Vision and strategy
	5.3 Information sharing
	5.4 Change in management
	5.5 Marketing and awareness
	5.6 Process mapping
	5.7 Business Process Reengineering (BPR)
	5.8 Leadership 
	5.9 Capacity building
	5.10 Identifying requirements

	6. Conclusion 
	References

	Ayo et al
	1. Introduction
	2. The Objectives of the Research
	2.1 Overview of related work

	3. Description of the End-To-End e-Election System
	3.1 Security/Encryption

	4. System design and implementation
	5. Conclusion
	References

	Fonou-Huisman
	1. Introduction 
	2. Literature review on e-government maturity model
	3. Ontology modeling 
	3.1 Definition and role of ontology
	3.2 Kinds of ontologies 
	3.3 Practice of ontology in e-government

	4. A Stepwise ontology-based methodology framework
	5. Discussion 
	6. Conclusion 
	References

	Jahankhani et al
	1. Introduction
	2. Research methodology 
	3. Evaluation 
	3.1 General characteristics axis 
	3.2 e-Content axis
	3.3 e-Services axis
	3.4 e-Participation axis

	4. Result 
	5. Conclusion
	References

	Jalonen-Juntunen
	1. Introduction
	2. Aim and research design
	3. Complexity in a welfare system
	4. A framework for innovation management in welfare services 
	4.1 Creating trust 
	4.2 Increasing communication responsiveness
	4.3 Utilising connectivity and interdependencies
	4.4 Pursuing diversity

	5. Conclusions
	References

	Kaisara-Pather
	1. Introduction
	2. Literature review
	2.1 The nature of ethics
	2.2 Ethics in e-commerce
	2.3 Problems in adopting e-commerce frameworks

	3. Ethical issues for the e-government sector
	3.1 Privacy
	3.2 e-Inclusion and Accessibility
	3.3 Property
	3.4 Accuracy
	3.5 Trust

	4. Ethics in South Africa’s public sector
	5. Directions for e-government planners
	6. Enforcing the code of ethics
	7. Conclusions
	References

	Kollmann-Kayser
	1. Introduction
	2. Conceptual framework
	2.1 Previous research
	2.2 IS acceptance research
	2.3 Political participation research

	3. Research model and results
	3.1 Model development
	3.2 Data collection
	3.3 Descriptive statistics
	3.4 Reliability and factor loadings
	3.5 Results

	4. Discussion and conclusion
	References

	Mitrovic
	1. Introduction
	1.1 A problem
	1.2 Early findings
	1.3 Approach to the study

	2. The main findings
	2.1 Service gaps
	2.2 Origins of the gaps – the issue of adequacy
	2.3 Unpacking Servicing Adequacy: the issue of service duplication 

	3. Possible solution for the service duplication: Servicing Participation
	3.1 Invited Participation
	3.2 Advocated participation
	3.3 Achieving Servicing Participation

	4. Conclusion 
	4.1 Comparison with the contemporary literature
	4.2 Summary

	References

	Ngwenya et al
	1. Introduction
	2. Insights from the literature and conceptual framework
	3. Research methodology
	4. Analysis of data
	4.1 Identification of two legitimacy perceptions of openness in eGovernment

	5. Discussion
	6. Conclusion
	References    

	Pilemalm et al
	1. Introduction
	1.1 Objectives

	2. Background
	3. Methods
	3.1 Document review
	3.2 Interviews
	3.3 Metrics

	4. Results
	4.1 Document study 
	4.2 Interviews
	4.2.1 General information security work 
	4.2.2 Management of information security work
	4.2.3 Operative information security work
	4.2.4 Problems and consequences
	4.2.5 Information security needs
	4.2.6 Information security communication structures
	4.2.7 Assessing information security
	4.2.8 Concepts and terminology

	4.3 Comparative analysis
	4.4 Metrics

	5. Discussion
	5.1 e-Government services, public trust and metrics

	References
	Acknowledgements

	Salazar
	1. Introduction
	2. Literature review
	2.1 Information system (IS) success models 
	2.2 ICT Literacy
	2.3 Organizational e-Readiness

	3. Research methodology
	3.1 The problem
	3.2 Conceptual framework
	3.3 Research process 

	4. Findings and discussion
	4.1 Extent of ICT Literacy Among the MSU-IIT  Academic Community
	4.2 Level of e-Readiness of MSU-IIT
	4.3 Success of the e-SMS Implementation 
	4.4 ICT Literacy and Organizational e-Readiness 
	4.5 ICT Literacy and e-SMS Success
	4.6 Organizational e-Readiness and e-SMS Success

	5. Conclusions and recommendations
	6. Conclusions
	7. Recommendations
	References

	Shareef et al
	1. Introduction
	2. Background
	3. Maldives
	3.1 National development
	3.2 Information and communication technology
	3.3 ICT policy framework

	4. State and performance
	4.1 Development
	4.2 Performance
	4.3 Impact

	5. Analysis
	5.1 Strengths
	5.2 Weaknesses 
	5.3 Opportunities
	5.4 Challenges

	6. Recommendations and next steps
	7. Conclusions
	References

	Stoica-llas
	1. Introduction
	2. Methodology and data
	3. e-Government in Romania: a brief overview
	4. An educated citizenry
	5. An adequate infrastructure
	6. Real political commitment
	7. e-Services for citizens
	8. Membership in international organizations
	9. Suggestions for future researches
	References

	Stylios-Christodoulakis
	1. Introduction
	2. Inclusive European Information Society
	2.1 Ensuring access to and promoting use of Internet
	2.2 Providing high quality public services
	2.3 Ensuring a better quality of life

	3. Development of ICT policies
	4. Access to and use of Internet in 2009
	5. High quality public services in 2009
	6. Better quality of life in 2009
	7. Perspectives
	8. Conclusion
	References

	Thompson-Uys
	1. Introduction
	1.1 Parliament’s rationale for adopting PCMS
	1.2 Problem statement
	1.3 Initial factors affecting low usage
	1.4 Approach to the study

	2. Literature overview
	2.1 Overview of content management systems (CMS)
	2.2 User satisfaction factors in CMS

	3. Current status of research in progress
	3.1 Interpretative Phenomenological Analysis (IPA)
	3.2 Case study
	3.3 Case study questions
	3.4 Preliminary data capturing experience

	4. Conclusion and recommendation
	References

	Van Wamelen
	1. Backgrounds and objective  
	2. A normative framework 
	3. An initial analysis 
	4. Conclusions and recommendations for further research 
	References

	Vu
	1. Introduction 
	2. e-Government and public value creation
	2.1 Towards a measurement framework 
	2.2 e-Government and Value Creation: A Simple Model 

	3. Potential e-Government applications for enhancing government effectiveness
	3.1 Enhancing the quality of information
	3.2 Strengthening the quality of government policy, initiatives, and decisions
	3.3 Encouraging productive behavior 

	4. Conclusion
	References

	Xakaza-Kumalo
	1. Introduction 
	2. Background
	3. Aim and objective of the study
	4. Values
	5. The concept Transformation
	6. Blackboard Leaning Management System (LMS)
	7. Research methodology 
	8. Findings
	8.1 Demographics
	8.2 Interviews
	8.3 Blackboard Learning Management System (LMS)
	8.3.1 Discussions tool


	9. Discussion
	10. Conclusion
	References

	Yucel-Baykal
	1.  Introduction
	2. Homomorphism of Public Key Algorithms: RSA, ElGamal and Paillier 
	3. Multiplicative homomorphic tallying by associating a prime number with each candidate 
	4. Randomization of RSA for homomorphic tallying
	4.1 Why do padding bits not work for homomorphic tallying?
	4.2 Our randomization proposals
	4.2.1 Randomization with the whole set of primes as in ThreeBallot
	4.2.2 Randomization with a single prime
	4.2.3 Randomization with any subset of the whole set of primes


	5. Conclusions 
	References

	Almahroqi-Khan
	1. Introduction
	2. Literature review 
	2.1 e-Government Services: Definitions and Modes
	2.2 Factors Influencing Citizen’s Decision Making In Adopting e-Government Services
	2.2.1 Personal and Situational Factors
	2.2.2 Technological Factors 
	2.2.3 Comparative Discussion on the Previously Discussed Adoption Models
	2.2.4 Transactional factors


	3. Framework development
	4. Research methodology
	5. Conclusion and limitations
	References

	Bwalya et al
	1. Introduction
	2. Background
	3. Empirical Study
	4. Conclusion
	References

	Chvalkovska et al
	1. Introduction
	1.1 Public procurement and transparency
	1.2 Electronic public procurement systems

	2. Transparency Index
	2.1 Data harvesting
	2.2 TI components
	We will now one-by-one define all 10 components of TI.
	2.2.1 Winner concentration
	2.2.2 Data correctness
	2.2.3 Savings
	2.2.4 E-mail responses
	2.2.5 PP purchases share
	2.2.6 PP procedure
	2.2.7 PP Deadline
	2.2.8 Successful objection to OPC
	2.2.9 Supplier rating
	2.2.10 PP rules violation

	2.3 Future areas of research interest 

	3. Conclusions
	References

	Kang-Dugdale
	1. Introduction
	2. Political participation and the impact of ICTs 
	3. Political participation in e-Democracy definition
	4. Research methods 
	5. Analysis of research cases
	5.1 GetUp! 
	5.2 The 2008 candlelight protest against US beef imports in South Korea

	6. Comparative analysis
	7. Conclusion
	References

	Bagui-Bytheway
	1. Introduction and background to the research problem
	2. Research design
	3. Delineation of the research
	4. Contribution of the research
	5. Discussion and last words
	References

	Shivute-Lukwesa
	1. Introduction and background
	2. Components of the Health care system
	2.1 The Public and private sector 

	3. The model 
	3.1 Problem statement
	3.2 Proposed objectives
	3.3 Research question
	3.4 Sub-questions

	4. Methodology
	5. Acknowledgements
	6. Conclusion
	References

	Maina
	1. Introduction
	2. e-Governance in an African Context:
	3. Potential as a catalyst for political unrest
	4. Mitigating the risk
	5. The Challenges of Regulating and Protecting Privacy 
	6. Conclusion:
	References




