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more in the long term when they set up the E-Tazkera system with these factors already factored 

in.   
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APPENDIX 1: QUESTIONNAIRE 

RESEARCH PROJECT 

E-GOVERNMENT SERVICES IMPLEMENTATION BARRIERS in 

AFGHANISTAN: HIGH AVAILABILITY of E-TAZKERA SYSTEMS in 

AFGHANISTAN 

 

ELECTRONIC ENGINEERING MASTER STUDY PROGRAM 

DEPARTMENT OF ELECTRONIC ENGINEERING AND INFORMATION 

TECHNOLOGY 

FACULTY OF ENGINEERING 

UNIVERSITY GADJAH MADA 

AUGUST 2022 

Please take the time to answer the following questions so that we can properly operate 

the system. Evaluate the system with as much precision as you can. The information you 

provide in this activity is being collected purely for academic study and will not be used 

for any other reason. This information will always be kept private. 

 

 

“Hi, I am Azhar Amin. I am a Master researcher on Indonesia's Universitas Gadjah Mada. 

This 15-minutes survey is for E-government services implementation barriers in 

Afghanistan: high availability of E-Tazkera systems in Afghanistan. It aims to assess your 

experience with the high availability of E-Tazkera systems in Afghanistan. The result will 
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be used as an evaluation tool for the E-Tazkera system. 

 

 

 

 

SECTION 1. Failure Characteristics 

1. Why do you think there should be e-Services by the Government of 
Afghanistan to the citizens? 

………………………………………………………………………………

……………………………………………………………………………… 

2. The Government of Afghanistan provides how Many e-Service(s)? Please 

write down their names. 

………………………………………………………………………………

……………………………………………………………………………… 

3. Are there barriers to implementing Governmental e-Services in 

Afghanistan? Please write down those barriers. 

………………………………………………………………………………

……………………………………………………………………………… 

4. Has the E-Tazkera System failed in the last year? 

……………………………………………………………………………… 

………………………………………………………………………………

5. What was the measured availability of this system over the past year (over 

a hundred %)? 

………………………………………………………………………………
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………………………………………………………………………………

6.What was the longest downtime of the E-Tazkera system in the last two 

years? 

………………………………………………………………………………

………………………………………………………………………………

7. What is the most common cause of failure of the E-Tazkera system? 

………………………………………………………………………………

………………………………………………………………………………

……………………………… 

8. Does the E-Tazkera system vendor actively support the system?  

………………………………………………………………………………

………………………………………………………………………………

……………………………… 

9. What should the Board (Owners) do to improve the E-Tazkera system 

availability? 

………………………………………………………………………………

………………………………………………………………………………

10. What do you propose to achieve the highest possible availability (over 

99.99%) for the E-Tazkera system? 

 

SECTION 2: Measurement of E-Tazkera Systems Qualities 

That Influence High Availability 

In this section, please tick [√] the current E-Tazkera system high availability being 
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assessed. (1 Represents the Best Level, and 5 Represents the Worst Level) 

Perspective 

1- System Information Aspects 

Availability of documentation for the E-Tazkera system. 

 

Quality of technical support from the vendor of the E-Tazkera system. 

 

Effectiveness of training provided by the service provider or vender. 

 

Online documentation, forums, and customer service. 

 

Strict security rules, policies and privacy laws. 

 

Citizens’ participation in governmental decision-making process. 

 

2- Technology Aspects 

Control of the Software changes. 

 

The complexity of the Software Configuration 

 

The complexity of Server and Network Hardware 
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Frequency of software configuration and program changes 

 

Frequency of hardware configuration changes 

 

Frequency of Power systems failure 

 

Frequency of failure of Local Area Network Links 

 

Frequency of failure of Wide Area Network Links 

 

Quality of WAN expert support available 

 

Problems caused by software configurations 

 

The frequency of failure of the software 

 

3-  Management Processes Aspects 

Appropriateness of system operation procedures 

 

Completeness and documentation of the processes 
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The process is easier for citizens /government to use the E-Tazkera system. 

 

Maintenance Schedules in Place for Hardware 

 

Maintenance Schedules in Place for Software 

 

Effectiveness of Systems Monitoring Reports 

 

Re-engineering the administrative process and procedure 

 

4-  Objectives & Values Aspects 

The commitment of senior management to the E-Tazkera system's availability 

 

Financial Investment for E-Tazkera system availability 

 

Investment in high-quality E-Tazkera system staff 

 

Communication about the importance of the E-Tazkera system to business 

 

Effective leadership support and commitment to senior officials 
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The common goals and objectives of the E-Tazkera system 

 

5-  Staffing & Skills Aspects 

Knowledge of the technology environment 

 

Experience with OS, Applications, and Infrastructure 

 

Business process knowledge 

 

Change management capabilities 

 

Data analytics and troubleshooting experience 

 

Certification levels of the administrators 

 

Vendor-driven training for the E-Tazkera system 

 

Level of expertise of administrators 

 

Level of technical education for the administrator 
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Level of Administrators’ Skills 

 

Frequency of Configuration Errors causing Failure 

 

The severity of Configuration Errors causing Failures 

 

6-  Management Aspects 

E-Tazkera system structure  

 

Enforcing regular E-Tazkera system health reporting 

 

Management Controls of Changes to Operating 

 

Active Service Level Agreements with vendors 

 

Availability management for E-Tazkera system standards 

 

Dependence on External Experts 

 

Management Control for E-Tazkera System Backup and recovery  
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7-  Other Aspects 

Quality of IT Infrastructure 

 

Environment setup for the system 

 

Users’ expectations of the E-Tazkera system 

 

Availability of Finances for E-Tazkera System Maintenance and Vendor 

Support 

 

Internal IT audit and control 
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APPENDIX 2: Respons  
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