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Abstract

The study dealt with the impact of electronic management on the quality of government
services (tangibility). The study aimed at studying the impact of electronic management on
the quality of governmental services (tangibility) and identifying the impact of electronic
management and infrastructures as one of tangibility dimension in the quality of government
services. The study adopted descriptive and analytical methods to describe and analyze the
study dimensions, where the size of the study sample was (670) respondents with (624)
responses. Percentages, frequencies and inferential method were used to test hypotheses and
for data analysis. The study arrived at results which include: the existence of a statistically
significant relationship between electronic management and tangibility as one of dimension
of the quality of governmental services; there exists a statistically significant relationship
between electronic management and infrastructures as one of tangibility dimensions of the
quality of government services; there exists a statistically significant relationship between
electronic management and (introductory guide and the general look) as one of tangibility
dimension of the quality of government services. The study presented several
recommendations. These were: Government corporations should concern with tangibility as
it represents an indicator of measuring the quality of government services; government
corporations should provide infrastructures to raise the level of the quality of the provided
service; also government corporations must provide a comprehensive introductory guide,
hard and soft copies, that contributes in acquainting customers with types of services offered
and how to benefit from them.

Key Words: electronic management, service quality, tangibility, governmental corporations,
Khartoum state.
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