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Abstract. This study examines the impact of improved situational factors, actor
capabilities, and flexible process workflows on the public value of E-trade li-
censes in Bangladesh. The research aims to identify how these factors contrib-
ute to enhancing transparency, efficiency, and user satisfaction within the digi-
tal licensing system. Given the increasing role of e-governance in facilitating
business operations, understanding these influences is crucial for enhancing
policy and driving economic growth. This study builds upon the Situation-
Actor-Process (SAP) and Learning-Action-Performance (LAP) frameworks,
which have been applied in public administration research to assess governance
efficiency. Previous studies have explored public value creation in digital ser-
vices, but have not specifically examined the licensing process in Bangladesh’s
SME sector. This research extends existing knowledge by focusing on the digi-
tal governance landscape of a developing economy. A structured survey was
conducted with 121 business owners who had obtained E-trade licenses. The
questionnaire was pilot-tested, and data collection employed simple random
sampling. Smart-PLS was used for structural equation modeling (SEM) to ana-
lyze relationships between variables, ensuring robustness through sensitivity
and subgroup analyses. The findings indicate that improved situational factors,
higher actor capabilities, and flexible workflows significantly enhance public
value. The model demonstrates a strong explanatory power for public value,
confirming the importance of these constructs in digital governance. The study
highlights the need for targeted training for licensing officials, streamlined digi-
tal processes, and improved support for SMEs. These insights are valuable for
policymakers and researchers aiming to enhance e-governance efficiency.

Keywords: E-trade license, Public value, Digital governance, E-government
services, Digital Development.

1 Introduction

1.1  Overview of Al and Its Relevance to Bangladesh

In the modern era, the adoption of digital technologies has revolutionized the way
businesses operate, interact with one another, and engage with customers globally. E-
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governance has become the most efficient and effective tool for governments to make
citizens' lives more convenient. As an emerging developing country, Bangladesh is
striving to achieve the standards necessary to cope with global transformation. With
the vision of Digital Bangladesh in 2009, Bangladesh has successfully launched
several projects, including the National ID card project, the Digital Land Management
System, and the E-government Procurement System, among others. Implementing the
E-Trade License system is one of them. The projects get implemented; however, the
convenience of the end users must be measured. E-trade licenses offer several benefits
compared to traditional trade licenses, particularly in the context of conducting
commerce in the digital realm. Several e-government projects are being implemented
worldwide. Various studies took place to evaluate the public value of several services.
The public value of e-government projects was measured in the Indian context.
Although only the public value of the Passport Seva Project and the Driving License
Project was measured in that study. Moreover, the public value of e-governance in
Morocco from the perspective of private professionals has also been measured [1].

However, the in-depth analysis has not yet been done to measure the public value
of any particular e-governance project in Bangladesh. Based on the information
above, this research was conducted to provide an in-depth analysis of the public value
of e-trade licenses. The purpose of this study is to measure the public value of e-trade
licenses conceptualized variables based on the Situation-Actor-Process (SAP) and
Learning-Action-Performance (LAP) Framework. Existing studies have not
adequately explored the relationship between the capability levels of actors involved
in the E-trade licensing process and the public value generated from these licenses.
While previous studies have acknowledged that actor capabilities significantly
influence organizational performance[2], there is a lack of specific research focusing
on how these capabilities affect the public value derived from E-trade licenses in
Bangladesh's SME sector. The LAP framework emphasizes learning and action as
vital components for improving performance; however, it does not adequately address
how varying levels of actor capabilities, such as knowledge, skills, and experience,
impact the effectiveness of E-trade licensing processes. Furthermore, existing
research often generalizes actor capabilities without considering the unique challenges
faced by SMEs, which may require different skill sets compared to larger firms.

This gap necessitates further investigation into how enhancing actor capabilities
can lead to improved public value outcomes in E-trade licensing, particularly for
SMEs that are crucial for economic growth in Bangladesh. The existing E-trade
licensing process in Bangladesh exhibits a significant lack of flexibility, resulting in a
rigid workflow that fails to accommodate the diverse needs of small and medium-
sized enterprises (SMEs). This rigidity is problematic as it limits SMEs' ability to
effectively leverage E-trade licenses, ultimately hindering their potential to enhance
public value. The licensing process, governed by the City Corporation Taxation Rules
and Municipal Taxation Rules, necessitates a series of bureaucratic steps that can be
cumbersome and time-consuming for entrepreneurs. For instance, applicants must
navigate through multiple layers of documentation and verification, which can vary
significantly depending on the local government authority involved. This
inconsistency often leads to confusion and delays, particularly for SMEs that may not
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have the resources or expertise to manage complex licensing requirements. Moreover,
the current digitalization efforts in the E-trade licensing system have not fully
addressed these challenges. While online applications are available, the underlying
processes remain largely unchanged, perpetuating inefficiencies. The lack of
adaptability in the licensing workflow means that SMEs, which often operate under
unique constraints compared to larger corporations, struggle to meet regulatory
requirements in a timely manner. This situation not only affects their operational
capabilities but also diminishes their trust in the regulatory framework. Consequently,
the inflexible nature of the E-trade licensing process stifles innovation and growth
among SMEs, which are vital for economic development in Bangladesh. To foster a
more conducive environment for these businesses, it is essential to re-evaluate and
redesign the licensing workflow to incorporate flexibility that accommodates varying
business needs and enhances public value. Addressing this issue will require a
comprehensive approach that considers stakeholder feedback and integrates best
practices from successful licensing frameworks globally. Within the scope of this
study, the research gap was filled by providing an answer to the following research
question.

RQ: To what extent do improved situations, capability levels of actors, and flexible

process workflows impact the public value of E-trade licenses in Bangladesh?

2 Literature Review and Hypothesis Development

2.1 Public Value

Public Value consists of three significant variables: Quality Service Delivery (QSD),
Competence of Public Organizations (CPO), and Achievement of Socially Required
Outcomes (ASRO) [3]. Even though the notion of public value is adopted from the
theory of Moore [4]Several research projects highlight the importance of public value
in grasping citizens' perceptions towards e-governance activities. In other words,
attaining public value in e-government refers to the systems' capacity to enhance
citizen services, government efficiency, and societal ideals like inclusion, democracy,
transparency, and participation [5].

Factors affecting public value must also be considered to raise the degree of public
value. [3] conceptualized an improved situation (IS), the capacity level of actors (IS),
and a flexible process workflow (FPW) as factors influencing the public value of e-
governance projects. The SAP-LAP framework [6] serves as the foundation for the
conceived variables. The conceptual framework is illustrated in Figure 1. This
framework posits that there are three fundamental components in every management
context: a "situation" that needs to be managed, an "actor" or group of actors
responsible for handling the situation, and a "process" or collection of processes that
respond to and reproduce the problem. These factors collectively help shape a user's
or stakeholder's perception of an e-governance activity after they have completed the
task. In a time when Bangladesh, a least developed country, is struggling to sustain
and flourish the e-governance activities, understanding the public sentiment is crucial.
When e-government initiatives fail, there is a greater opposition to subsequent e-
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government initiatives, as e-government is no longer perceived as a reliable means of
modernizing public services [5].

2.2 Improved Situation and Public Value

Improved situational factors, such as enhanced service delivery and increased
transparency in government processes, have been shown to correlate positively with
public value creation [7]. For instance, a study by [8] emphasizes that digital
government initiatives improve transparency and efficiency, which directly contribute
to heightened citizen engagement and trust in public services. This engagement is
crucial for fostering a robust public value framework in E-trade licensing.

Additionally, the work of [9] highlights that effective public management systems,
characterized by high-quality service delivery and responsiveness, are essential for
generating public value. This aligns with the SAP framework, where the situation sets
the context for actor interactions and process efficiencies. Furthermore, studies
indicate that when situational factors are optimized, such as through ICT integration,
there is a marked increase in user satisfaction and service accessibility, further
reinforcing the public value derived from E-trade licenses [2]. Thus, the interplay of
improved situations within these frameworks is fundamental to understanding their
impact on public value in the context of E-trade licenses for SMEs in Bangladesh.
Numerous researchers have unequivocally supported the idea that these enhanced
circumstances have a favorable effect on public value [10]. Therefore, the following
is hypothesized:

H1: An improved situation has a significant positive relationship with the Public

Value of an E-Trade License.

2.3  Capability Level Factors and Public Value

A robust ICT and digital infrastructure alone is insufficient for fostering active civic
engagement in urban governance; a well-defined local governance structure, policy
awareness, and an understanding of socio-economic variables and citizen needs are
also essential. [11] Studies indicate that the capabilities of actors involved in the E-
trade licensing process, such as knowledge, skills, and experience, are crucial for
enhancing public value outcomes. For instance, [12] emphasizes that dynamic
capabilities, which encompass the ability to sense opportunities and respond
effectively, are crucial for creating public value across various sectors. This aligns
with the SAP framework, where the capability levels of actors directly influence their
effectiveness in navigating processes and adapting to situational demands. Moreover,
research by [13] highlights that improved actor capabilities lead to better service
delivery and increased efficiency in public sector operations, which are critical
components of public value creation. The LAP framework further supports this by
illustrating how learning and action taken by capable actors can enhance performance
outcomes in E-trade licensing. For example, studies have shown that when actors
possess higher capabilities, they are more adept at engaging with SMEs and
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facilitating smoother licensing processes, ultimately resulting in greater public trust
and satisfaction. Therefore, we propose the following hypothesis:
H2: The CLA has a significant positive relationship with the Public Value of the E-
trade License.

2.4 Flexible Process Workflow and Public Value

Prior research has highlighted that overly complicated bureaucratic control poses
challenges to people’s participation in governance, thus complicating the process
workflow and affecting public value. [7] Flexible Process workflows enhance
efficiency by streamlining approval processes, which is critical for improving service
delivery in E-trade licensing. A flexible process workflow in innovative city
initiatives enhances public value by improving organizational efficiency, fostering
adaptability in governance, and enabling seamless collaboration among stakeholders,
ultimately leading to more responsive and citizen-centric urban development. [14].
Moreover, research indicates that flexible workflows foster transparency and
accountability in licensing procedures. By providing clear guidelines and automating
routine tasks, organizations can minimize errors and enhance compliance with
regulatory requirements. This is essential in building trust among SMEs seeking E-
trade licenses, as they are more likely to engage with a system that is perceived as fair
and efficient. Flexible workflows enable iterative improvements based on stakeholder
feedback, ensuring that the licensing process evolves to meet the needs of SMEs
effectively. Consequently, these frameworks collectively underscore the importance
of flexible process workflows in maximizing public value in E-trade licensing. Thus,
the following is hypothesized:

H3: FPW has a significant positive relationship with the Public Value of E-trade

License.

Improved Situation

Capability Levelof | H2 ——— Public Value of E-trade License Project
actors i(‘ LA)

Flexible Process
Workflow (FPW)

Fig. 1. Conceptual framework

3 Methodology

3.1 Research Instrument

A deductive approach was employed to achieve the research objectives, utilizing a
structured questionnaire as the primary data collection instrument. This tool was
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meticulously designed to capture the perceptions and opinions of stakeholders
regarding the e-trade licensing process in Bangladesh. The questionnaire was divided
into multiple sections, each targeting distinct aspects of the project's functionality and
accessibility.

The first section focused on assessing the quality of information provided,
examining attributes such as accuracy, relevance, and simplicity. The second section
evaluated the user-friendliness of the application process, including ease of form
submission and payment. The third section addressed the availability of facilities and
accessibility, particularly for diverse demographic groups. The fourth section focused
on the efficiency of service delivery, examining factors such as the frequency of
required visits and the involvement of intermediaries.

Additionally, the questionnaire incorporated specific performance metrics related
to process optimization, such as minimizing redundant tasks, expediting service
delivery, and broadening the reach of public organizations. It also examined
transparency and visibility in the provision of organizational information, including
policies, structures, and contact details. This comprehensive instrument provided
valuable insights into the effectiveness, efficiency, and accessibility of the e-trade
licensing process. Its systematic structure facilitated the collection and interpretation
of data, enabling informed decision-making and offering actionable recommendations
for improving public value outcomes.

3.2 Sampling Method and Size Determination

We employed a stratified random sampling technique to ensure representative inclu-
sion of businesses across different sectors, sizes, and geographical regions in Bangla-
desh. The sampling frame consisted of the companies that had completed the e-trade
licensing process within the previous 12 months, obtained from official government
records [15]. We targeted a sample of 200 businesses, resulting in 121 usable re-
sponses (60.5% effective response rate) after removing incomplete submissions.
Business owners were initially contacted via email with an official invitation that
explained the research purpose, confidentiality provisions, and the voluntary nature of
participation. Follow-up phone calls were made to non-respondents after two weeks
to improve response rates. The questionnaire was administered through multiple
channels to accommodate participant preferences:

e Web-based survey platform (65% of responses)
e Email attachments (23% responses)
e In-person collection at business premises (12% of responses)

The data quality was ensured to ensure the integrity of the findings. Screening
questions verified that respondents had personally experienced the complete e-trade
licensing process. Attention check items were embedded throughout the questionnaire
to identify careless responding. Response time monitoring helped identify potentially
rushed or thoughtless completions. Data cleaning procedures included checking for
straight-lining, inconsistent responses, and outlier detection.



E-Trade Potential in Bangladesh: Factors that Elevate Public ... 23

3.3  Selection of the PLS-SEM Technique

The research model included both formative and reflective constructs, which PLS-
SEM handles effectively. The sample size (n = 121), although adequate for the mod-
el's complexity, benefited from the efficiency of PLS-SEM with smaller samples
compared to covariance-based SEM. Our research objectives were primarily predic-
tive rather than confirmatory, aligning with the strengths of PLS-SEM.

4 Findings

4.1  Outer Loadings

The outer loading in the model, representing the strength and reliability of the connec-
tions between latent constructs and their observable indicators, reveals robust rela-
tionships across various dimensions. Table 1 shows that all indicators in the study
exhibit outer loading values above 0.6 for all the constructs of FPW, IS, and CLA, as
well as the variables of Public Value, which include ASRO, CPO, and QSD, indicat-
ing strong associations with their respective latent constructs. This suggests that the
observed variables effectively measure the underlying constructs.

4.2  Structural Equation Model (SEM)

Figure 2 represents a structural equation model analyzing the relationships between
three constructs: FPW, CLA, and IS, and their impact on the central construct, Public
Value. The model examines how the latent variables FPW, CLA, and IS contribute to
the creation or perception of public value. Each latent construct (FPW, CLA, IS) is
defined by a set of observed variables or indicators (e.g., FPW1-FPW5, CLAl-
CLAG6, IS1-IS7). The numerical values adjacent to the arrows connecting these
indicators to their latent constructs represent factor loadings, indicating the strength of
the relationship. For example, CLA1 has a factor loading of 0.890 with CLA,
suggesting a strong relationship. The central relationships in the model are
represented by the path coefficients between constructs (e.g., CLA — Public Value =
0.445). These coefficients indicate the relative influence of each construct on Public
Value. CLA exerts the most substantial direct effect (0.445), followed by FPW
(0.259) and IS (0.239). The overall R-squared value of 0.797 for Public Value reflects
the proportion of variance explained by the three constructs. This suggests the model
effectively explains nearly 80% of the variability in Public Value, emphasizing the
importance of these factors.
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Table 1. Outer Loadings

Constructs CLA FPW 1S Public Value
ASRO10 0.757
ASROI11 0.758
ASRO12 0.759
ASRO2 0.768
ASRO3 0.861
ASRO4 0.822
ASRO5 0.827
ASRO6 0.779
ASRO7 0.777
ASRO8 0.786
ASRO9 0.778
CLA1 0.890

CLA2 0.927

CLA3 0.895

CLA4 0.910

CLAS 0.915

CLAG6 0.891

CPOl1 0.752
CPO2 0.781
CPO3 0.715
CPO4 0.721
CPO5 0.721
CPO6 0.770
CPO7 0.797
CPOS8 0.740
CPO9 0.759
FPW1 0.839

FPW2 0.833

FPW3 0.803

FPW4 0.880

FPW5 0.829

IS1 0.749

1S4 0.849

1S5 0.840

1S6 0.870

1S7 0.832

QSD5 0.651
QSD8 0.689
QSD9 0.705
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Fig. 2. Structural Equation Model

4.3  Reliability Analysis

Before hypothesis testing, the reliability of the variables was evaluated and reported
in Table 2. Cronbach's alpha and composite reliability were calculated. Cronbach's
alpha was greater than 0.70 (o > 0.70) across all variables. This indicates that all of
the values are higher than the Cronbach's alpha acceptance score, indicating good
internal consistency between the items. The composite reliability test revealed that all
values are significantly higher than 0.70 (CR > 0.70), which is within the acceptable
range. As a result, great internal consistency is demonstrated throughout the items.

Table 2. Reliability Analysis

Constructs Cronbach’s Alpha Composite Composite Average Vari-
Reliability Reliability ance Extracted
(rho_a) (rtho ¢) (AVE)

CLA 0.956 0.956 0.964 0.818

FPW 0.893 0.897 0.921 0.701

IS 0.885 0.886 0.916 0.687

Public Value  0.967 0.579 0.579 0.579

4.4 Discriminant Analysis

A heterotrait-monotrait (HTMT) ratio matrix is utilized to assess discriminant validity
by displaying correlations among the various concepts under evaluation. Based on
Table 3, the correlation coefficient between CLA and FPW is 0.920, indicating a
strong positive linear relationship. This means that higher CLA values are typically
associated with higher FPW values, and vice versa. Similarly, the correlation
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coefficient between CLA and IS is 0.906, indicating a strong positive linear
relationship, where increases in CLA are associated with increases in IS, and vice
versa. Additionally, the correlation coefficient between CLA and Public Value is
0.898, indicating a strong positive linear relationship. This suggests that higher CLA
values correspond to higher Public Value scores, and vice versa. Lastly, the
correlation coefficient between FPW and IS is 0.913, indicating a strong positive
linear relationship between these two variables.

Table 3. Discriminant Analysis

Constructs CLA FPW IS
FPW 0.920

IS 0.906 0.913

Public Value 0.898 0.893 0.885

This indicates a significant positive linear relationship between FPW and IS,
suggesting that higher values of FPW are associated with higher values of IS, and vice
versa. The correlation coefficient between FPW and Public Value is strong, with a
value of 0.893. This suggests a significant positive linear relationship between FPW
and Public Value, indicating that higher values of FPW are associated with higher
values of Public Value, and vice versa. The correlation coefficient between IS and
Public Value is strong, with a value of 0.885. This indicates a significant positive
linear relationship between IS and Public Value, suggesting that higher values of IS
are associated with higher values of Public Value, and vice versa. Overall, the
correlation matrix illustrates strong positive linear relationships between all pairs of
variables (CLA, FPW, IS, and Public Value). These findings suggest that higher
values of one variable tend to be associated with higher values of the other variables,
indicating potential interdependencies or shared underlying factors among these
constructs.

4.5  Hypothesis Testing

The model consisted of 3 independent variables and one dependent variable. The
model explains a significant amount of variance between the dependent and inde-
pendent variables. The testing results are reported in Table 4. In total, three hypothe-
ses have been developed. Hypothesis H1 suggests that IS has a greater impact on
Public Value (PV) than other constructs. The p-value associated with H1 is 0.001
which is below the commonly used significance level of 0.05. Since the p-value is
less than 0.05, we reject the null hypothesis and conclude that there is sufficient evi-
dence to support H1. Therefore, the analysis supports the assertion that IS has a great-
er influence on Public Value compared to other constructs.

H2 proposes that CLA has a greater impact on Public Value (PV) than other
constructs. The p-value associated with H2 is 0.008, indicating a very low probability
of obtaining such results by chance. With a p-value less than 0.05, we reject the null
hypothesis and conclude that there is strong evidence to support H2. Thus, the
analysis affirms that CLA has a greater influence on Public Value compared to other
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constructs. H3 posits that FPW has a greater impact on Public Value (PV) than other
constructs. The p-value associated with H3 is 0.014 which is below the significance
level of 0.05. Given the p-value's significance, we reject the null hypothesis and
conclude that there is enough evidence to support H3. Hence, the analysis indicates
that FPW has a greater influence on Public Value compared to other constructs. The
study demonstrates that all three hypotheses (H1, H2, H3) are supported by the data,
suggesting that IS, CLA, and FPW have greater impacts on Public Value compared to
other constructs. These findings highlight the significance of Information Systems,
Citizen Leadership and Administration, and Financial Performance and Welfare in
shaping Public Value, emphasizing their crucial roles in public policy and decision-
making processes.

Table 4. Hypothesis Testing Result

Hypothesis Sample Mean STDEV T Statistics P Values Decision

H1 0.438 0.094 4.732 0.001 Supported
H2 0.263 0.098 2.643 0.008 Supported
H3 0.244 0.098 2.446 0.014 Supported

5 Empirical Contributions

This paper contributes empirically by exploring the interplay between situational
factors, actor capabilities, and process workflows on the public value derived from E-
trade licenses. Through the integration of the SAP and LAP frameworks, the study
presents a novel approach to understanding the interplay of situational contexts, actor
capabilities, and workflow flexibility in public value creation. The research makes a
significant contribution by focusing on the public value of E-trade licenses in
Bangladesh, a previously underexplored topic. It provides empirical evidence that
improved situational factors, enhanced actor competencies, and flexible workflows
collectively bolster public value.

Furthermore, the study identifies the rigidity of existing E-trade licensing
workflows as a barrier to small and medium-sized enterprises (SMEs), highlighting
the necessity for adaptive systems to cater to diverse business needs. The use of
Smart-PLS for analysis reinforces the methodological rigor, providing clear insights
into the significance of each variable. This empirical analysis informs policymakers
and stakeholders about critical areas for reform, emphasizing the potential for
improved governance practices to enhance economic outcomes for SMEs. Al and
blockchain technologies can significantly improve future studies based on the SAP
and LAP frameworks by providing advanced data analytics and secure transaction
mechanisms, thereby improving situational awareness, actor capabilities, and process
flexibility, ultimately leading to increased public value in e-governance initiatives.
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6 Conclusion

There are several obstacles that make determining the public value of E-trade licenses
a difficult process. This study reveals significant insights into how situational im-
provements, actor capabilities, and flexible workflows collectively enhance the per-
ceived value of these licenses. The findings underscore the importance of a holistic
approach to e-governance, particularly in a developing context where SMEs play a
crucial role in economic growth. Firstly, the research confirms that improved situa-
tional factors, such as enhanced service delivery and increased transparency, are posi-
tively correlated with public value. These improvements not only foster trust among
stakeholders but also encourage greater participation from SMEs, which is essential
for their growth and sustainability. The study demonstrates that when government
processes are streamlined and made more transparent, SMEs are more likely to en-
gage with the E-trade licensing system, thereby enhancing overall public value. Sec-
ondly, the capability levels of actors involved in the licensing process are critical. The
results indicate that higher competency among these actors leads to more efficient
licensing processes and better service delivery. This finding highlights the need for
targeted training and capacity-building initiatives to empower those responsible for
managing E-trade licenses. By investing in human capital, the government can im-
prove operational effectiveness and increase public trust in e-governance initiatives.
Lastly, the study emphasizes the necessity for flexible process workflows. Rigid bu-
reaucratic procedures hinder SMEs' ability to navigate the licensing landscape effi-
ciently. By redesigning workflows to accommodate diverse business needs and incor-
porating feedback mechanisms, the licensing process can become more adaptive and
responsive. This flexibility not only enhances efficiency but also promotes innovation
within the SME sector.
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