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The roles of the public servants seem to change towards increased service attitudes influenced by degree of IT 
Maturity and towards increased degree of problem solving influenced by increased degree of freedom in action. 
The quality of communication seems to be mainly influenced by the degree of equity between the partners. 
However, for amateur users increased IT maturity could increase the quality of the communication between the 
servant and the client. By increased focus on roles and customer needs managers are able to lay a foundation for 
increased relationship quality and by that increase customer loyalty. Based on three Norwegian case studies the 
paper is explorative in nature.
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