48 oad/

5w it dane daals — Ll wslell dlae

Cladil) asddi allii s gj Laig ci<Iy) 518y Gudai 90

Lo sapaedl /f
§Suy daala

Abstract :

This study aims to investigate the
contribution of applying e-
management in improving the
system of service delivery, through
providing the requirements (physical,
human, financial, legal, and
administrative) and adopting e-
management methods. The
theoretical analytical approach was
used to identify the degree of ICT
use and the necessity of customer
participation in service delivery
which contributed in the emergence
of an improved, integrated and new
service delivery systems that
provides in its turn new services
(self-service, digital services). The
findings of the study show that new
services emerge as a result of
applying e-administration such as
self-service, digital services, and the
level of ICT use in firms has a
significant impact on the level of
manufacturing service.

Keywords: e-management, service
delivery system, information and
communication technology
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