Chapter One
Introduction
1.1 Background to the Study

Service delivery has become a major mean of ensuring that orgnanisations deliver
services commensurate with the expectation of the recipient or beneficiaries of such
services. The concept originated from the private sector but it is no ly
entrenched in the public where government and its agencies are now@held to
very strict standards to ensure that they deliver on their mandate ﬁ\people. In this
context, public service delivery is the way and means throu@wh public services

are delivered to the citizens by government at all 1 cluding local, state and

federal government'. ’bQ

Governments worldwide are established v@e primary objective of delivering

\®)

fundamental services to their respectiﬁ\jopulations. Scholars defines representative
ic

democracy as a political syster@h\'

tasks on their behalf that re unable to accomplish individually. Governments

individuals together elect a select few to do

worldwide have co@y sought efficient and effective methods of executing their

tasks to enélj\q'% optimal delivery of services to their populations. Numerous
e

reforms @

S hﬁQrb governmental activity is commonly referred to as the public sector, which

een implemented in the public sector in light of this observation. The

exhibits notable distinctions from the private sector. The public sector has undergone
a number of reforms aimed at enhancing its effectiveness and efficiency in the

provision of services to the populace?.

The reason for this is because before to the implementation of the reforms, the public

sector was faced with numerous obstacles that hindered its ability to effectively carry



out its tasks. The significance of the public sector in the development of any country
is of utmost importance. This is exemplified by the reference made by scholars who
describe the public sector as a resource utilised by African governments to achieve
developmental goals and objective’s. Similarly, others argue that the primary role of

the public sector is to deliver commodities and services to the general population®.

The effectiveness of service delivery is a factor in the standard of living on the pgople
and it is also a determinant of growth and development of societies. H@Qr, the
dependence on the public sector for the funding and provision of ‘ng&!ervices in

many developing nations has yielded unsatisfactory outcom@ convergence of

technical, financial, and structural challenges faced by ic Institutions has led to
inadequate cost recovery, dissatisfied citizens, ﬁnanc&unsustainable systems, and

inconsistent service provision. The current S% the public sector has created a

necessity for its reform in order to@ its effectiveness and efficiency in

performing its functions. . 3&

Despite Nigeria's signiﬁ.cant@&ential in terms of a large market (population) and
abundant natural a @han resources, the country's population paradoxically
continues to ex thgh levels of poverty®. The causes of this pervasive poverty
are com le{l.)} they have been attributed to the quality of public service delivery®.
Accordi o the World Bank's report in 2017, Nigeria was ranked 33rd on the
(%(;bnance Quality Index (GQI), indicating a relatively low position compared to
other countries globally. Public service delivery is a crucial determinant of

government quality, both inside Nigeria and throughout the globe.



Hence, it may be inferred that the low ranking on the governance quality index is, to
some extent or significantly, indicative of inadequate provision of public services.
Significant endeavours have been undertaken to enhance the provision of public
services in Nigeria. One notable recent project aimed at enhancing the delivery of
public/civil services is the Service Compact with All Nigerians (SERVICOM).
SERVICOM is an effort implemented by the Federal Government of Nigeria with the

aim of addressing the suggestions outlined in the research report on pu@rvlce

C

delivery in Nigeria. ’\
Several other factors have been identified as both the proxi and underlying

causes of inefficiency within the public service. These @es ncompass nepotism,
bureaucratic inefficiency, and inadequate oversigh@cedures. Several scholars,
have posited that the inefficiency observed in %%&ment systems might be attributed
to the form of governance. This particu\)@ogical perspective posited that when a
government is predominantly Qeg@ied rather than adhering to the federalist
principles outlined in the c%{cla}ion, the process of effectively monitoring and
overseeing operations &&es challenging, ultimately resulting in sub-optimal

service delivery’.

.
In Nigeria,@govemment assumes responsibility for various essential services,
includi ucation, health, agriculture, water and sanitation, power, housing and
M development, justice, and defence. This allocation of responsibilities is mostly
attributed to the government's control over substantial resources and the
comparatively underdeveloped private sector. Education holds a significant position
within the diverse range of public sector services. The significance of education as the
foundation of a society is widely acknowledged, and the importance of a well-

educated population is frequently emphasised as a key factor in the developmental



capacity of a nation-state such as Nigeria®. However, there is hardly any aspect of

government service delivery that have not received criticism for poor service delivery

Based on the report, it was seen that the provision of services to the Nigerian
population was severely lacking in various aspects®. This highlights the need for a
fundamental change in the approach to service delivery, which can be achieved
through various strategies such as comprehensive training programmes and e%ient
monitoring mechanisms. The implementation of electronic governance (e-@ance)
has also emerged as a significant strategy in numerous regions wo@ga/aiming to
enhance efficiency within governance systems. The term "ele governance" (e-
Governance) pertains to the utilisation of Infom@%d Communication
Technology (ICT) in the realm of public adminis@)n, and by extension, the

provision of public services'®. The utilisab@of Information Communication

Technology (ICT) is employed in the e)@ of governmental operations!!.

Experts posit that e-Governance é@asses the use of Information Communication
Technologies (ICTs) to fa@%‘[e the interchange of information between the
government and its ¢ nts including citizens, businesses, and different branches
of govemment s the judiciary, executive, and legislative. The adoption of E-
govemance@merous countries worldwide is based on its perceived capacity to
enhan% efficiency of public service delivery. The principal advantages of e-
(%t@mance are enhanced efficiency and the potential to mitigate corruption through

the implementation of automated processes.

According to a report by InfoDev and The Centre for Democracy and Technology, the
implementation of e-Governance holds promise in addressing income inequities
across countries and fostering tourism, among other national advantages. E-

governance is a multifaceted notion. Various components of e-Governance were



identified, namely e-Administration, e-Citizen, e-Society, and e-Applications. These
components encompass the improvement of government processes, the connection of
citizens, the establishment of external interactions, and the utilisation of government-
to-citizen, government-to-business, government-to-government, and government-to-

employees applications.

The term "e-Administration" encompasses the utilisation of electronic means t%w
out various government activities, including but not limited to accounting@eting,
internal communications, planning, and a range of administrative t&g& principal
objective of e-Administration is to guarantee optimal efficie he execution of
administrative procedures. The concept of e-people aims@otl ise the good aspects
of social interactions by facilitating connections am(@eople. This may entail the
establishment of electronic forums and VirtuaB%'nunities wherein individuals can
engage in discourse and deliberation@ng to current affairs. An exemplary
illustration of this phenomenon ca&obsewed in the context of internet phone-in
programmes dedicated to fac&c‘[a\g public discourse. The concept of the e-Society
pertains to the establi@t of the necessary capacities for facilitating smooth
external contacts bet different entities (institutions) inside a given society. On the

other hand,(thg\% plication entails the development of a digitalized application

procec@liminating the need for paper-based processes!?.

T\ﬁg/mtegration of these e-governance components is expected to significantly
influence the public's experience of public service delivery in countries such as
Nigeria. Their viewpoint focused on the many stages of growth of information
technology (IT) skills. To determine the level of e-government by a government
agency, experts have identified four stages of maturity. The possession of a fully

operational official website that offers information services regarding government



activities to the broader public is sometimes referred to as the initial stage of IT
capabilities. This stage is commonly perceived as a manifestation of unidirectional
communication, characterised by a conventional hierarchical information

dissemination process from the government to the broader public'3.

E-governance is considered to have reached stage two when it incorporates the
capability for two-way interactions. Two-way interactions are conceptualised%he
capacity to download forms, complete the forms, and upload them Q%ortal.
Additionally, these interactions involve making email inquiriequg.dacilitating
feedback mechanisms such as live chat. In this stage, citizens mmunicate with
the government and receive feedback within a reasonable@. his would save many
people, especially those in remote areas, trips to 6®men‘[ offices and also free

government employees from attending to munﬁ%latters.

Stage three of the e-government adoptiO@cess encompasses the implementation of
secure online payment capabilit or\various financial obligations, such as taxes,
levies, dues, and licence ren%&k payments. In this level, the government is able to

N

eliminate any amb%@hd bottlenecks created by unscrupulous employees who
ci

may seek to ex’t&

L]
agencies to@me seamless and more efficient. However, a modern government

ens. The stage also make revenue generation by government

agencyjisd democratic environment must strive to reach the final level of maturity.
T\Ws the fourth stage, known as the e-Democracy stage, encompasses the use of e-

voting capabilities, electronic consultations, and policy-making processes'*.

Another popular categorization is the five stages of e-governance development
globally recognised in the United Nations e-government global survey study, also
known as the UN global e-government Preparedness study, in 2004. The

aforementioned stages include emerging presence, improved presence, interactive



presence, transactional presence, and networked presence (alternatively referred to as
fully integrated presence). all these are variations of the stages that have been
previously discussed. According to the United Nations, stage one, also known as
emergence presence, denotes the initial phase during which a nation undertakes

obligations to actively participate in the realm of e-governance.

The United Nations characterises this particular stage as one in which online pwce
is constrained and typically lacks interactivity, being predominantly stat"@Qature.
At this juncture, the objective is to disseminate information to diV&Qdemmental
entities, government agencies, or parastatals' constituents th @a unidirectional
approach. Stage two is sometimes referred to as the "e@&resence" stage. At
this point, discernible alterations are observable, namely/in the realm of content and
its updating mechanisms. However, it is impo%%to note that currently, the flow of
information primarily follows a one-wa@%I from the government to its publics'®.
In contrast to the initial and subsecu@stages, a heightened degree of interactivity is
implemented alongside an e&fa\on of services. During the third stage, there is
usually a significant @ in the number of government parastatals that were
interconnected. | @ four, known as the transactional presence stage, there is
typically a (;.:Hést lished and reciprocal kind of interactivity between citizens and
the go@ent, or between the government and external entities. During the fifth
s%&ll government agencies, parastatals, and departments undergo complete

integration with the e-Governance system.

In term of e-governance models that can be adopted by government agencies, experts
have adapted the e-commerce models namely; government to government (G2G),
government to citizen (G2C), government to businesses (G2B), and government to

entities (G2E). Currently, few government agencies in Nigeria, particularly at the state



level have adopted any of these. In the developed world, paper documents mostly
serve as a secondary means of record-keeping, while electronic records are utilised in
real-time for completing government operations. The remarkable expansion of
information and communication technology (ICT) has emerged as the primary

catalyst for the widespread implementation of e-Governance on a global scale!®.

Indeed, it can be argued that the progress in the Information and Commu@on

Technology (ICT) industry has played a crucial role in enabling the implev@on of

e-Governance. This statement underscores the significance of’QSniation and
Communication Technology (ICT) as a vital component of el @ governance (e-
Governance). One such instance involves the transform %pact of a ubiquitous
information and communication technology (ICT) t@namely electronic mail (e-
mail), on the dynamics of inter-agency anb’iber-organizational communication
among government entities and affili lic institutions. The advent of this
technology has significantly trans.fg@i the efficiency of message dissemination, the
storage capacity for up to ﬁ@%ages for subsequent retrieval, and the ability to

quickly reach a vast @\ce of millions, occasionally without incurring any

expenses.

Nigeria ex@ the essential indicators that warrant the implementation of e-
Gove inside its public sector. The level of service delivery provided by public
awvil servants has been evaluated as falling short of anticipated standards'’,!8,!°.
Furthermore, corruption is not only widespread but also deeply ingrained within the
system?® . Additionally, the rate of internet penetration in the nation is experiencing
rapid growth?!. These indices, at first glance, indicate the need for new tools or
approaches that could enhance the delivery of public services. The recognition of the

capacity of Information and Communication Technology (ICT) and its subsequent



application in e-Governance to enhance citizen empowerment and enhance the
provision of public services in the contemporary digital era prompted the
development of the national Information Technology policy in 2001 under the
leadership of General Olusegun Obasanjo in the Federal Government of Nigeria??.
The policy outlines the strategic plan for attaining information and communication

technology (ICT) capabilities in the nation. \

Consequently, there has been a formal emphasis on e-Governance as QOd of
enhancing the provision of public services for approximately fifte ygi!, and it is
imperative to evaluate its effects on public service delivery in ntry. In order to
achieve this objective, the present study aims to evaldate, the effectiveness of e-

Governance and its impact on public service delive@ith a specific focus on the

government ministries in Oyo state, Nigeria. 6’6
1.2 Problem Statement @

In the context of developing cé%s@ like Nigeria, governmental entities exert
significant influence over Q%Snic resources, hence assuming a crucial role in the
provision of publi@c\sﬂ. The evaluation of service delivery by government
personnel is @ ;@can‘[ indicator of the well-being of the citizens in these nations.
The efft ti&;}s of public service delivery in Nigeria has been noted to be quite
beloQ ectation?*. Researchers have highlighted distinct disparities between the
ahl‘pated level of service delivery from public officials, as prescribed by official
guidelines, and the actual perception of the quality of service rendered. The
implication of this is negative for both the society as a whole and individual citizen. In
addition, poor service delivery can lead to loss of trust in government and its agencies

which does not bode well for the legitimacy of the government.



As a result, stakeholders, are usually interested in strategies capable of boosting
public service delivery. One of the emerging variables being researched as factors in
service delivery is the adoption of e-governance. However, there is a dearth of
specific studies focusing on state government such as Oyo state. In order to ascertain
the efficacy of public sector agencies in attaining government policy objectives, it is
essential to conduct an inquiry into the characteristics of e-governance and
delivery Oyo state. This study attempts to fill the gap in literature by ex

role of e-governance in service delivery of selected mlnlstnes ate The
significance of this study lies in the context of the Nigerian erv1ce where
there have been documented instances of substandard %ehvery, a deficient
service culture, instances of low employee engagem@ and cases of unfavourable

customer experiences, all of which have im e effective provision of public
p % p p

services within the country?. \Q(b

1.3 Aim and Objectives of the Stq@

The primary aim of this stu%(?c to examine the effect of e-Governance on public

services delivery H%@d government ministries in Oyo State, while the specific

objectives are to: &

i. dete ercelved level of service delivery of selected Ministries in Oyo State

il. d@me the level of e-governance adoption in selected Ministries in Oyo State

iil. ascertain the influence of e governance adoption on service delivery by selected

Ministries in Oyo State.

iv. identify challenges against e-governance adoption by government ministries in

Oyo State.
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1.4 Research Questions

The following questions will guide the study;

1. What is the perceived level of service delivery of selected ministries in Oyo State
2. What is the level of e-governance adoption in selected ministries in Oyo State

3. What are the challenges against e-governance adoption by government ministries in

1.5 Hypothesis ’\(/

The following hypothesis will be tested at 0.05 level of signif%@

Oyo State

Hol: There will be no significant influence of e %@we adoption on service

delivery by selected ministries in Oyo state Q
1.6 Significance of the Study (66

This study is significant because it s\he potential to benefit a diverse range of
.

stakeholders that include; go@ent officials, citizens, government employees,

businesses, NGOs, and chers in the field of public administration. Government

officials in Oyo S@?cluding members of the state executive, legislative, and

administrati s\sggﬁfhes, would benefit from understanding how e-governance

adoptim@fects service delivery. This information can help them make informed
c@ about implementing e-governance initiatives and improving public services.

The study will also be of relevance to government employees working within the
selected ministries in Oyo state as they can benefit from the study by learning how e-
governance tools and practices can enhance their work processes and improve the

services they provide to the public.
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The general public in Oyo State is also a significant beneficiary. When e-governance
is effectively implemented, it can lead to improved and more efficient public services,
making citizens' lives easier. Citizens can benefit from better access to government

services, reduced bureaucracy, and increased transparency.

The finding of the study can also be of use to academics and researchers especially in
the field of public administration. Scholars and researchers in the fields of _public
administration, governance, and information technology can use the stud@dings

to advance their own research and contribute to the broader body c&&%dge on e-

governance and service delivery. @

Others who can find the study useful include Technolo mpanies that provide e-
governance solutions and services. They may gai@s ts from the study to tailor
their offerings to the specific needs and chall@ faced by ministries in Oyo State.
This can lead to potential business unities. Similarly, NGOs focused on

government transparency, accour\‘@ and citizen engagement can use the study's

findings to advocate for be@\e-govemance practices and hold the government

accountable for servis@k ery.

1.7 Scope of.tg&ldy

The fOC%%e study is the role of e-governance adoption in improving service
deli@n government establishments. The dependent variable is public service

delivery which is measured by emergence presence, enhanced presence, interactive

Presence, transactional presence and, networked/integrated presence. The independent
variable is public service delivery measured by service culture, service quality,
employee engagement, and customer experience. the study focused on three ministries

namely; ministry of lands and housing, ministry of health and Oyo state Board of

12



Internal Revenue. These are selected because background check has shown that they
have adopted certain level of e-governance The population of the study will be drawn

from citizens and residents of Oyo state
1.8 Operational Definition of Terms

Public Service Delivery: In the context of government ministries in Oyo State,
Nigeria, public service delivery refers to the provision of government servici&ch
as healthcare, education, infrastructure, and administrative support, to t s and

businesses in the region. It encompasses the -efficiency, &Qsm ility, and

effectiveness of these services. @

E-Governance: E-governance in Oyo State refers se of electronic means,
particularly information and communication te logy (ICT), to improve the
efficiency, transparency, and accessibility,&ﬁwemment operations and service
delivery. It involves the digitalization (wemment processes and interactions with
citizens. E;\\o

Employee Engagement: “ ‘\yee engagement in government ministries involves
the level of commk@?motivation, and satisfaction of government employees in
their work. employees are more likely to be productive, innovative, and
aligned with“the organization's goals, which can positively impact public service
deli@

A\

Service Culture: Service culture in government ministries refers to the prevailing
attitudes, values, and behaviors among employees and leaders that prioritize the
delivery of quality services to citizens. A strong service culture fosters a customer-

centric approach and a commitment to continuous improvement.

13



Service Quality: Service quality in the context of government ministries relates to the
extent to which government services meet or exceed the expectations and needs of
citizens and businesses. It encompasses factors like efficiency, accuracy,

responsiveness, and accessibility of services.

E-Government Maturity Model: The e-government maturity model is a framework
used to assess and measure the level of advancement and effectiveness{ e-
governance initiatives within government organizations. It typically consi@tages
or levels that represent the progression from basic electronic w&f/to highly
integrated and citizen-centric e-governance systems. This mo ps governments

evaluate their e-governance capabilities and plan for imp efts.
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Chapter Two
Literature Review

This chapter examines existing literature regarding the subject of the current study.
The review of literature to examine works done by previous researchers will give the
researcher a clear direction on how to approach his research work so as to achieve
maximum result. The review will also enable the researcher to identify exi Q gaps
in literature and justify the need for the current study. The chapter is o@gd under
O
N
2.1 Conceptual Review Q

Q

The section brings together various perspectives @ the key concepts in the study.

the following subheadings;

The concepts are derived from the studm ables meaning that public service

delivery and e-governance will form @‘; of the conceptual review

N
2.1.1 Concept of Public Se@g(a\@elivery

N
The public service@iven country serves as the administrative apparatus by
which public,p&s are developed and executed. The purpose of public service is
accompli h&:}ough the transformation of government plans and programmes into
con%%goods and services that are made available for the consumption of the
ge\nfal public. This is why some scholars would define public service in terms of
actions carried out by government employees and institutions with the objective of
developing and executing governmental policies and programmes for the benefit of
the general public'. It is important to note that the term public service is frequently
used interchangeably with civil service, although it is essential to recognise that these
are distinct concepts, albeit with certain similarities.
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According to experts, the term "public service" typically encompasses a broader range
of activities compared to the civil service’. Public administration refers to the
comprehensive range of services that are systematically managed by governmental
authorities. This encompasses various entities such as ministries, departments, and
agencies of the central government, as well as their corresponding field

administrations, local government bodies, the military, other security forces, Khe

courts>. QQ

This perspective adopts a more comprehensive conceptual framew@%ﬁligns with
the constitutional definition of the aforementioned categosi emphasises the
differentiation between them. The term "Civil Servicrtains to the group of
permanent employees or career officers who are ass@ao aid the political executive
in the development and execution of govemr@(g programmes®*. Both entities, the
government and public administrationﬁ@ss a common characteristic in that they
function as apparatuses of g @e entrusted with the task of executing
governmental policies and f@ﬂmg the operational obligations inherent in public
administration’. It is c@ to emphasise that public service incorporates the civil
service, or in. c@ds, has a greater scope than the civil service. Public service
refers to the Qomprehensive range of services that are administered by the

gove .
Q

However, the focus of the aforementioned definition has been on public service as an
institutions or entity tasked with the discharge of various services to the public. The
service rendered is equally of particular interest to researchers. Public service refers to
the range of services, both direct and indirect, that are offered by a government to its

citizens or residents inside the confines of a particular nation’. The government is
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involved in the provision of public services by direct engagement in production,
distribution, and service activities, as well as indirectly through the financial support
of services provided to citizens by third parties. Governments exercise authority over
the resources of their constituents and are obligated to provide services that promote

the welfare of the populace, albeit to varied extents.®

The degree of government participation in the provision of services to the eral
population is frequently aligned with the prevailing economic fra SIn a
capitalist economic system, service delivery is mostly dominated by'the private sector,

whereas in a socialist economy, the government assumes a leadi e. In the context

of Nigeria, a mixed economy entails the significant p ion of services to the

general public by both the private sector and & government. In Nigeria, the
government plays a significant role as the prin@ rvice provider through the Public
Service. The term "Public Service" en@sses all governmental organisations that
operate as a component of the gb@ nt apparatus, with the purpose of providing

services that hold signiﬁcanc@(t?e general populace’.

In accordance with@mission of a Nigeria expert, public service delivery can be
seen as “the p@ of meeting the needs of citizens through prompt and efficient
procedurgs.” “The statement suggests that the ideal government's engagement with

citi ould be characterised by expeditious and effective processes, resulting in
Ny

the timely fulfilment of citizens' requirements. Consequently, citizens play a pivotal
role in the provision of public services’. The underlying suggestion in this statement is
that, similar to how the private sector prioritises the satisfaction of its customers, the

public sector should prioritise the welfare of the public and strive to improve the

performance of public services!?.
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The foundation of public institutions entails a fundamental responsibility to ensure the
provision of satisfactory service delivery. Effective service delivery has been
recognised as one of the primary functions of the public sector'!. According to
another, public service delivery is "the result of the intentions, decision of government
and government institutions, and the actions undertaken and decision made by people
employed by government institutions." It is "the delivery of public goods orxial
(education, health), economic (grants), or infrastructural (water, electrici@%ices

to those who require (or demand) them with as little stress as possib’1<

From the foregoing, public service delivery can be deﬁne%@ outcome of the
deliberate intentions and decisions made by government @s institutions, as well as
the actions conducted by individuals employed wi &ese institutions to meet the
need of the people and drive social and econ@ development. It encompasses the
provision of public goods and social se@ provision of educational and healthcare
services, as well as economic g infrastructure amenities such as water and

power for all citizens who rec@&or request them.

In accordance with‘@ﬁmenﬁoned ideas, another scholar examines public service
delivery by @ ising its fundamental characteristics, which include the concepts
of efﬁciw, itizen empowerment, and overall improvement!®. The importance of
tran ’thy and the need to hold public workers responsible is further supported by
an\otger scholar who presents a comprehensive list of seven fundamental purposes for

the delivery of public services!*. These objectives include:

Efficiency in service delivery necessitates minimising the duration required for both
the customer and the entity providing the service, while ensuring accuracy and

effectiveness. It can also be gauged through approach by which services are provided,
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with a focus on customer-centricity. This entails a participatory and trustworthy
approach that prioritises the customer's demands at its core. Furthermore, service
delivery should be responsive to the peculiar demand of each citizen. This is a crucial
aspect that necessitates the implementation of an intelligent method to effectively
manage fluctuations in fulfilling service levels and facilitate necessary adaptations

within the service delivery organisation!?, \

The perception of value is crucial for customers, since they must be ¢ n@e that
the service delivery mechanism is efficient in terms of cost. More&q, value should
be derived from the outcomes experienced by the customer,@gwn being solely
influenced by the internal procedures of the business. @tegration of the service
delivery system is essential. It is imperative to &) ent a policy that ensures

customers are not subjected to a "wrong door" @10.

The provision of numerous service @ery channels is essential to accommodate
]

customers' preferences and re @en s, allowing them to select from a variety of

options based on their ind&@él wants and circumstances. Another characteristic of

effective service de’%@@s the level of personalization of service. This is necessary

service t

in order to fﬁ@@t consumers' experiences are commensurate with the level of

ically receive from the private sector. In line with the importance
effe@sewice delivery to, not only individual, but global development, the interest

in public service delivery is also of universal interest.

As a result of globalisation the quality of public service delivery is increasingly
judged by its ability to provide essential services to its citizens. There are essentially
three types of public sector jobs: decision-making that safeguards state sovereignty

and the provision of services through the use of effective policy instruments. As a
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result, one of the primary justifications for the existence of any government is the
provision of services in an efficient and effective manner. In addition, as the public
sector takes on more and more responsibility for service delivery, the focus is
changing from deciding which services to provide to analysing whether or not they

have been effectively delivered!>.

Uneven access to resources and services has been a long-standing proble %he
public sector, especially in emerging nations where the economy is sti @n and
unstable'®. World Bank President Jim Yong Kim stated, "there is ad‘{ggl(need for a
science of delivery in development"!”. This was said at the Jgi ual World Bank
discussion held in Tokyo in 2002. This raises a solution e massive inefficiencies
and disparate service delivery that plagues emerg%&ntries. For instance, public

service delivery in Nigeria faces various chall@nd opportunities, which can vary

across different states and government &@es.

N

Studies have listed issues such of innovation, incentives, budgetary constraints,
and the inability to idenﬁ@%ens' needs as problems facing the public sector in the
delivery of public %%18,19. In developing countries, especially in Nigeria, the
situation is ¢ @g dire and difficult because of inadequate government services for
the poob s, the issue of inefficient, unequal, restricted, low-quality, and
inef@e public service delivery continues to be a hot topic despite the fact that it

has not been adequately addressed?,?!.

A dysfunctional public sector creates a huge chasm between the government and the
people, preventing the latter from realising the benefits of economic growth. The
interaction between citizens and governments is widened, and public trust is eroded,

as a direct result of this . Although numerous reforms have been implemented in the
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public sector to address this problem, their effects on improving service delivery to
the public have been limited for a variety of reasons, including but not limited to:
corruption, bureaucratic bottlenecks, politically motivated reforms, and a lack of

communication between policy actors and the public??.

Some scholars have delineate six key variables that contribute to the delivery of
quality services. These factors are convenience/accuracy, feedback/c aint
handling, management, efficiency, queue management, acces ', and
customisation. Security and privacy, as well as website design @g{ility, hold
equal significance?’. Similarly, another scholar came up @odel of service
delivery consisting of four primary components cruor the successful and
productive provision of services. These compo@s encompass service culture,
service quality, workforce engagement, and c{ub@r experience.

Service culture is widely recognise&é\gway of value generation for both the

.

organisation and the consur@ﬁe concept of culture is well recognised,
nevertheless, there exists q&ciency in comprehending contemporary conceptual
frameworks that pa@Qvaﬂous viewpoints on service?*. This example highlights
the necessi \ eveloping and nurturing the concept of service value and
transitioni zg('l‘gm a focus on products to a perspective grounded in service dominant
logi@% the context of public service deliver, experts argue that the cultivation of a

service culture is a fundamental approach for generating value within service

organisations, benefiting both the organisations themselves and their consumers.

Service culture in public service delivery refers to the prevailing attitudes, values,
behaviors, and organizational norms within government agencies and institutions that

prioritize the delivery of high-quality services to citizens and stakeholders. It
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encompasses the ethos and mindset that guide how public servants interact with the
public and each other. A service culture in public service delivery is essential for
building trust between government agencies and the public, improving the quality of
services, and ultimately, enhancing the well-being and satisfaction of citizens. It
requires a commitment from all levels of government and ongoing efforts to foster a

culture of service excellence. \

Service is exhibited in the public sector just as it is seen in the private starts
with a customer-centric approach. A service culture places the need&;(ences, and
satisfaction of citizens and service recipients at the center ion-making and
service design. Public servants view themselves as publi@ants, understanding that
their primary role is to serve the public effectivel@&fﬁciently. A strong service
culture also emphasizes the pursuit of excelleé service delivery. Public servants

take pride in their work and strive to prb@services of the highest quality. This may

involve setting and meeting seﬁ@andards and continuously seeking ways to
)

improve service delivery pro

° A
Another key indica@wice culture is communication and responsiveness. Public
servants in o %ons with a service culture prioritize effective communication and

responsi@e - They are proactive in addressing inquiries, concerns, and feedback

fro (Qens. Timely and clear communication is a hallmark of such a culture.

A service culture encourages public servants to take initiative and make decisions
that benefit service recipients. Empowered employees feel a sense of ownership over
their work and are more likely to find innovative solutions to challenges. Furthermore,

public servants in agencies with a service culture are expected to exhibit a high degree
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of professionalism in their interactions with citizens and colleagues. This includes

being knowledgeable, courteous, and respectful at all times?’.

A service culture promotes a commitment to ongoing learning and improvement.
Public servants are encouraged to acquire new skills, stay informed about best
practices, and adapt to changing needs and technologies. In addition, pule ice
delivery often involves collaboration among various departments ang ageficies. A
service culture fosters teamwork and collaboration to ensué%mless service
provision and the removal of silos. Public service 0rganin§$th a service culture

are adaptable and open to innovation. They embrace nologies and approaches

that can lead to more efficient and effective ser%/igb@iveryzg.

Currently, there exists insufficient evi (QO effectively capture the attention of
public administrators on the im ?Aice of service practise and culture?®. This
prompted a discourse whereiIQ‘&ﬁaars assert that modifications in the service process

necessitate comprel%@i endorsement from both staff and customers.

It is importa@ organisations, whether they are businesses or government
establisl‘%&d provide continual training to both consumers and staff. This training,
as s%%ted would enable people to comprehend and effectively implement the
i%ative service idea. In addition to the aforementioned training, it is also essential
to offer rewards for engaging in service-giving behaviours and for demonstrating and
delivering service excellence’’. According to experts, this phenomenon also facilitates
consumer involvement as co-creators of services. It promotes service transformation

by embracing novel service approaches and promoting a conducive service climate 3!,
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Additionally, establishing a robust connection with the customer base would
contribute to the enhancement of quality and service atmosphere. This improvement
can be achieved by fostering a service-oriented approach. Another aspect of service

delivery is customer experience

The concept of customer experience in public service delivery refers to the overall
perception and satisfaction that citizens and service users have when interacti ith
government agencies and receiving public services. It adopts princi @) the
private sector's customer-centric approach and applies them the “context of
government services. Customer experience in public servi iven by various
metrics such as citizen-centric focus. Customer experien public service delivery
places citizens and service users at the center c@@ce design and delivery. It

recognizes that government agencies exist to @the needs and preferences of the
public?. @

]
Customer experience is also d@y olistic perspective which means that public
service providers consider@ntire journey of citizens when accessing government

services, from the @@on‘tact to the resolution of their needs. It encompasses all

touch points,? @er online, in-person, or through other channels. Government
ugf

agencies@
e

ns@ that citizens can easily navigate the processes and systems without

therefore strive to make their services user-friendly and accessible,

unnecessary barriers.

In addition, personalization is a concept synonymous with the service industry. This
ideas in public service delivery means tailoring services to the specific needs and
circumstances of individual citizens. This can involve offering customized

information, options, and service pathways. Ultimately, positive customer experience
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includes efficient and timely service delivery. Citizens expect government agencies to

respond promptly to their requests and deliver services without undue delays*?.

Furthermore, in subsequent years, there is a plethora of literature acknowledging the
significance of customer experience as a means to generate value for both
organisations and their clientele. In this regard, numerous marketing professionals
have made significant contributions to the industry through their expe 's%nd

%ﬂyy‘.

practical experience. Several notable scholars have contributed to the ﬁe{/

Extraordinary experiences can be described as instances that @S& a heightened

perceptual and cognitive process, brought about by quO%u occurrences and

intense emotional involvement. Q

N\

Service quality is another critical factor in pu%@wice delivery. It must be pointed
out that was popularised by the privat@ researchers with the intent of helping
businesses gain a competitive edge st their competitors®. In this context, service
quality is a perception that is @&ﬁ?ﬁ by customers based on their experiences with the
service during a serv'cgé@ction. It is argued that service quality encompasses not
only the end res g a product or service, but also the various stages of its

manufactur‘ ar&%'el very. Consequently, the involvement of employees in the process

redesi@ their commitment plays a crucial role in the creation of tourism products
o}\egfces“.

Another scholar presents an additional research study on service quality, wherein the
author examines a model that compares consumer expectations of a service with their
prior experience of the service obtained. The aforementioned paradigm is referred to
as "total perceived service quality". The author highlights the importance of

understanding client preferences and evaluation criteria in determining service quality,
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which may be conceptualised through two aspects. The initial dimension pertains to
the technical quality, which encompasses the end result, deliverables, or the value
received by the consumer through the service. The other dimension relates to the
functional quality, which denotes the method or manner in which the service is
provided. Both aspects have an impact on the business image and the perception of
quality in diverse manners. According to the whole perceived service quality model,
the perceived quality of a service is influenced by the consumer's evalu@o%he
quality aspects they have experienced, which determines whether chperceived
quality is positive, neutral, or negative. The perceived quality on service and

the outcome of the evaluation procedure both have an im OMNjt*/.

Other scholars have further advanced the field bb&loping "The Gap Analysis
Model," which has gained significant recog@% as a prominent framework for
assessing service quality. This conc@{@%amework presents a comprehensive
perspective on the interconnecti een consumers and companies. The basic

concept of the model revolvéround the notion that service quality is contingent

upon the magnitud@entation of the five gaps that may be present within the
service delivery ’&e 8,

The ﬁrst@p ap 1) refers to the disparity that exists between the expectations of
cust@’g and the perceptions of management over what those expectations actually
are. The second gap (Gap 2) refers to the disparity between management's
understanding of consumer expectations and the service quality criteria set by the firm.
The third gap (Gap 3) refers to the disparity that exists between the specifications of
service quality and the actual delivery of the service. The fourth gap (Gap 4) focus on

the service delivery and external communication gap. This means that there may be a
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misunderstanding between service providers and customers due to ineffective
communication. Finally, Gap 5 refers to the perceived service quality gap, which is
the disparity between the expected service and the actual service received®®. The
initial four gaps are recognised as being contingent upon the manner in which service
is rendered. The transmission of services from the provider to the customer is

facilitated, with gap number five being associated with this process. \

The client, as a key stakeholder, is widely seen as the arbiter of servic . This
has been adopted by public sector in which citizens are treated as c&ners who must
be satisfied in order for the government to be seen as suc =In the context of
government services, the aspect of service quality and stency is of paramount
importance. Ensuring service quality and consiste@@oss government agencies is
essential for building trust with citizens an ncing the overall public service
experience. Citizens should have conﬁ%@at their interactions with government,
regardless of the specific ageﬂ@ office, will be characterized by fairness,
efficiency, and a commitmen@&lce?ivering high-quality services. This consistency not
only benefits citizen b@bo contributes to the effective functioning of government
and the achievesr{ %
.
N\

Citizens&) that when they interact with different government agencies or offices,

ts policy objectives.

they%rlﬁ)e treated fairly and equally. This means that regardless of their geographic
location, socio-economic background, or personal circumstances, citizens should
receive the same level of service quality and attention. In addition to this, government
agencies often deal with standardized procedures, such as permit applications, tax

filings, or benefit claims. Citizens should encounter consistent processes and
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requirements across agencies. Standardization minimizes confusion and simplifies

interactions.

Most importantly, citizens should have access to consistent and accurate information
regardless of which government agency or office they contact. This includes
information about their rights, responsibilities, and the services available to them.

Centralized information systems and knowledge management can aid in this %rd.

N

Government agencies should establish consistent feedback mechanisiﬂ/ allow
citizens to report their experiences and provide input on service quality. This feedback
helps identify areas of improvement and ensures that consi maintained over

e QQ

It has been stated that disparities in quality .c Qattributed to variations in the

quantity of a specific ingredient or attribut nt in the product or service. Due to

its complete objectivity, this pers %e neglects to consider the variations in
o \'&

assessments, requirements, and@na inclinations of individuals. This means that

the perception of quality-i$ j€ctive and can vary from person to person. User based

definitions prioriti@inions and preferences of individuals when determining

what is consid@\ be of high quality.

This h acknowledges that different users may have different criteria and
sh&ds for evaluating quality. Therefore, user based definitions emphasise the
importance of considering the perspectives and experiences of users in order to

determine the quality of a product, service, or experience.

The concept of reliability refers to the consistency and dependability of a
measurement or research instrument. This phenomenon is intricately linked to the

reliability and predictability of performance. This study aims to assess the company's
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adherence to service quality standards during the initial service provision and its

ability to fulfil its commitments.

The concept of responsiveness refers to the ability of a system or entity to promptly
and effectively react This aspect pertains to the degree of preparedness exhibited by
personnel in delivering service. This entails various variables, like promptly mailing a
transaction slip, promptly returning client calls, and providing prompt service.\The
concept of competence refers to an individual's ability to effectively perC/@ sk or
achieve a purpose. Competence is intricately linked to the kno%ige and skills
possessed by contact persons, operational support person individuals with

research capabilities, as these are essential for the success@elivery of the service.

The term "access" refers to the ability or pe 'pb%to enter, use, or retrieve This
aspect is associated with the concept of ap bility, which encompasses elements
such as convenient operating hours, e %accessible facility locations, quick waiting
times, and convenient telephon: ﬁ%ss. he concept of courtesy refers to the practise

of displaying polite and g%fderate behaviour towards others. This component

encompasses the 3@ of politeness, respect, consideration, and friendliness

exhibited by :c@employees, such as receptionists and telephone operators.

Com ion is the process of exchanging information, ideas, and thoughts
b%@%ﬁ individuals or groups through various medium. This pertains to the practise
of providing customers with updates in a comprehensible manner and actively
attending to their concerns. In order to accommodate foreign clients, the company

may need to implement some modifications.

The concept of credibility refers to the perceived trustworthiness and reliability of a

source of information. The factors encompassed in this context include
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trustworthiness, credibility, and honesty. The phrase "it means to" refers to the
concept or idea being discussed. The organisation prioritises the best interests of its
customers. Several factors can influence the credibility of a corporation, including its
name, reputation, personal traits, and the extent to which aggressive sales tactics are

intertwined with customer contacts.

Another key aspect of service delivery is staff engagement. Staff engagem Iso
known as employee engagement, is a concept that refers to the level ional
commitment, motivation, and dedication employees have towar&ir work, their
organization, and its goals. Highly engaged employees are e c about their job,
committed to their organization's success, and willin go the extra mile to
contribute to that success. Staff engagement is a cr@a@spect of effective workforce

management and organizational performance“ob{b

According to the literature, engage yees are more likely to take initiative, to
show loyalty to the organizat10 §~ork tirelessly to help it succeed. An engaged
worker is one that exhibit %ﬁsmsm, dedication, and concentration in their work*!.
Evidence suggests t@%se workers are more likely to take the initiative and put in

extra effort t less engaged or disengaged competitors.

Empl gagement and job engagement are two more phrases that are sometimes
1%&(terchangeably with "work engagement" in the present literature. Although
there are some distinctions between the concepts of job engagement and employee
engagement, the results show that researchers in this field often utilised the same
instrument to measure both concepts*?. The theoretical underpinnings of the work
engagement construct may be traced back to the job demands-resources (JD-R) model

which categorises jobs according to two main categories: job demands and job
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resources. According to JD-R, all employment, whether in the public or private sector,
have needs and resources. Stress may be brought on by several aspects of the
workplace, including but not limited to: role ambiguity, role conflict, role conflict,

role overload, and job instability*3.

When achieving the required demand and maintaining the predicted level of
performance requires a lot of considerable effort, it can be mentally and emotienally

draining for workers. Job resources, on the other hand, are those f an
Ip

employer's relationship with an employee that are designed to&i at person

succeed in their position. In order to accomplish work-rel s and encourage

individual growth, learning, and development, work lesources mitigate job-
cb

related demands and associated physiological and Q{ logical costs*. All of these
things will improve motivation in the workpl oth on an individual and a group

level. Since JD-R considers every facetsx\@pb from an efficiency standpoint, it has

been widely utilised to pinpoint t‘h& rs that contribute to employee dedication on
the job. A@\%

The concept of emplo ngagement at work is of utmost importance in the public
sector. Beca rnment agencies are often at the centre of responding to crises ,
boosting rg\éyee engagement and productivity is vital*. Literature on work
eng@%nt within the public sector is still limited, despite the fact that many studies
on work engagement have been published regarding its antecedents and the positive
outcomes it brings to organisations*®. As a result, there is still a lack of solid

understanding in this area. Despite the critical role that public sector performance

plays in driving economic growth, a review of databases like Scopus and Web of
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Science revealed a paucity of research on the factors that motivate public sector

employees.

Despite the importance of the topic, there has not been a systematic evaluation of
studies on employee involvement in the workplace. No current evaluations or meta-
analyses of work engagement have focused on the topic within the context of a given
industry*’. However, a schorlar suggest that employees' degrees of involvem, ay
differ according to demographic and occupational characteristics, ev h the
incentives that motivate them to be engaged are consistent acn&{organisations.
Therefore, businesses in the public and private sectors ali ld benefit from

identifying strategies to increase employee enthusiasm fo@r work*.

Public sector employees have stronger associat@etween work engagement and

other job-related attitudes than private se% orkers, according to a new meta-
analysis®. Therefore, there is an urge }ed to close these knowledge gaps if we are

o 5%1
to improve our understanding @s i¢ sector employee engagement. The field of
work engagement studies 1& benefit from a thorough evaluation of the elements

that affect involves@Ql the workplace. Researchers and practitioners need to

uncover adt:i\@'&Ob engagement antecedents in the workplace in order to get a
better un@rs

bis%e its reputation as the "giant of Africa" due to its large population and wealth

ding of employee engagement in government agencies.

of natural resources (as evidenced by a sizable GDP), Nigeria's public service delivery
falls far short of expectations®®. Thus, the government saw the need to venture into e-
government, which will focus on reorganising the administrative bureaucracy and
transform service delivery, as a result of the failed reforms carried out by the public

sector in the past, which have had little impact on the delivery of public services to
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the citizens and the global trend of ICT. The introduction of ICT into the private
sector has unleashed enormous potential, causing a sea change in how business is
conducted. South Africa Malaysia, South Korea and India are just a few examples of
developing countries that have found success with ICT in public service

delivery>!,32,3,

2.1.2 The Concept of e-governance \

e-governance, short for electronic governance, is a comprehensive@pt that
encompasses the use of information and communication tec ’&gies (ICTs) by
government agencies, public institutions, and public of@ to transform and
improve the delivery of government services, streapahi ministrative processes,
enhance public participation, and strengthen the «Qgral governance framework. It
represents the digitization and automation ernment functions and services to

make them more efficient, transparent, %\@ible, and citizen-centric.

)

e-governance is concerned w@aking government services more accessible to
citizens by utilising 1nf®t1on and communication technologies. To improve
government accour@ity and transparency, facilitate information sharing between

o o, . . . . . .
sectors, and@&}&at citizen participation, e-governance applications have become an

essential@l“.

I\bvy sections of the industrialised world now use e-governance as a crucial political
vehicle for assessing government effectiveness. Through bolstering the government's
role in service delivery, public administration, and encouraging active participatory
democracy, ICT use in governmental enterprises has been gaining momentum
internationally in recent years>. That is to say, governments all over the world have

set themselves the strategic goal of bolstering and simplifying the governing
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procedures for government, residents, and enterprises in order to increase the

efficiency with which public services are provided.

UNESCO defines e-governance as "the use of information and communication
technologies to improve the quality of public life by facilitating more effective and
accountable government." This includes reforms in leadership, policymaking,
education, information management, and service delivery. Therefore, the s and
type of e-governance require analysis of numerous metrics and 1@ o be
determined in any region of the world®. One of the few indﬁé used by the
international community to evaluate the state of e-governant@vidual countries
is the one mandated by the United Nations Departme@ Economics and Social
Affairs. The evaluation takes into account the efo{sQat UN member states have

made to provide and ensure access to e-govern@ewices.

M

The major goal of e-governance is t()ﬁ se citizens' engagement with the state and
improve the relationship bet((g;\\tﬁe government and the people through the

increased use of infom’n@,@ and communication technologies in government

operations. The U@tions’ e-government report states that e-governance is a

relatively ne @ot that developed at the turn of the 21st century.

In its tages, e-governance was a subset of public sector e-commerce that used
th\%lutionary e-business developing paradigm, in which the primary focus of e-
services was on providing a simple graphical user interface for end users without
requiring their participation. Since e-governance has received so much attention,
researchers have been analysing how they may best use it to improve government

services for the public®”’.
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The term "e-governance" has been variously defined by academics. E-governance is
the practise of using information and communication technologies to improve
government transparency, openness, and accountability. It is a method of politics in
which the public is made aware of government actions through the use of modern
forms of communication. From another definition, electronic-governance is seen as
the provision of government services and information to citizens through electronic
devices®?. The term “electronic governance" is a wide term that analyse anlns
access to the effects of technologies on the management of gove &r}s and the

1 speaking, the

ions, enhancing the

relationships between public officials and the general public.

goals of e-governance include boosting public sectorgsepe
delivery of public services, and facilitating more@ve citizen participation in

national decision-making. 6(6Q
&

A scholar argues that e-govemance@mpasses activities such as electronic
registration and participation; 'f%‘ ic taxation and mobilisation; electronic
education and service deliv §?ectronic feedback and debate; electronic policing

and public ﬁnancie%@hent analysis. Thus, the term "e-government" refers to a
b

collaborative efﬂs&y everal groups, including the public sector, the nonprofit sector,
and the }iri@ctor”.

Ano@rﬁcholar noted that good governance, characterised by equality, participation
in the democratic process, transparency, and accountability in the many sectors of a
nation's economy, is the primary goal of assuring the use of e-governance in the
operations of the state. The proliferation of computing devices, networks, and mobile
devices, as well as the emergence of novel software platforms, have all contributed to

the rise of e-governance as a distinct field of study and practise. As these tools
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became more commonplace, it became simpler for the government to share resources

and data with the rest of society>®.

ICT has been defined as the means through which society can be transformed digitally.
By leveraging information and communication technology to boost transparency,

ensure the provision of sufficient information to citizens, enhance the efficiency of

administrative processes, and guarantee the availability of public services, eleetronic

\J

easy access to government services.

As a result, the time-consuming and frustrating process of, €6nforming to bureaucratic

norms is avoided at all costs. There is a grow'n@ensus that e-governance is the
use of ICT by government and non-gove organisations to increase citizens'

\®)

engagement in policymaking. In otl@rds, e-governance is primarily concerned
with the management and admi tion of an organisation. This is supported by the

claims of experts who s@%t the primary goal of e-governance is the internal

application of info%& and internet technologies to the management of specific
resources wifh@rganisation, including money, people, things, and machines.

Electr overnance is the study of the state governments and the state's other
iﬁs{igfons' use of and interaction in the realm of information and communication
technology. Thus, e-governance is a method that investigates the workings of the

administrative relationships within an institution.

Incorporating electronic commerce into government operations to improve
productivity at all levels; Facilitating the free flow of data electronically between

democracies. Integrating e-governance into bilateral agreements leads to novel
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approaches in policymaking and administration. However, he believes that the size
and type of government in place have a significant impact on how effective the
government-to-government style of governance can be. Using e-governance in a
government-to-government paradigm is intended to help streamline and strengthen
the governance process for all stakeholders. It will hopefully also increase openness,

efficiency, and responsibility in government operations. \

The existing body of literature pertaining to e-governance rexc;@%rying
interpretations and extents of the notion. Some scholars have seex(%s a type of e-
commerce that primarily caters to government clients, neglec@ component of e-
democracy?’. Conversely, some scholars have perceived virtual reality platform
that serves as a medium for governance in a multi@&ional manner®, There are a

multitude of interpretations or interconnec%@mnotations associated with the

aforementioned topic. ®%

According to one definition, é&v’e ance can be defined as the increasingly
prevalent global trend of &%g information and communication technology (ICT)
as a progressive app%ﬁn the field of public administration®!. According to another
scholar, the @WART governance" refers to the utilisation of Information and
Communigatioh Technology (ICT) in governmental procedures with the aim of
achi%(g governance that is characterised by simplicity, morality, accountability,
responsiveness, and transparency®. E-governance (also known as e-Government) can
also be defined as the utilisation of information technology to facilitate the
unrestricted flow of information, thereby surpassing the limitations imposed by

traditional paper-based and physical systems. Its purpose is to leverage technology in
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order to improve the accessibility and provision of government services, ultimately

benefiting citizens, business partners, and employees®’.

Similarly, another set of experts define e-governance, or electronic governance, as the
utilisation of information and communication technology (ICT) to facilitate the
delivery of various government services. It facilitates the interchange of many forms
of communication while also ensuring the efficient transmission of various q&of

mous

transactions. Simultaneously, it facilitates the integration of disparat

systems and services between the government and its constituents, ds,well as between

the government and commercial entities®*. @

E-governance pertains to the use of information c Qation technology in the
provision of various public services®. This mo tl@ins to the use of the internet to
ensure the provision of various services in a%§er that is convenient, cost-effective,
and customer-centric. E-governance; }\\Qan academic context, encompasses the
X
utilisation of information tech{®yﬁ‘w improve the functioning of governmental
processes. The primary -obj@e of this initiative is to promote the attainment of
governance that i@:terised by moral integrity, simplicity, responsiveness,
accountabili ,@transparency“. A Nigerian scholar asserts that the use of e-

govemaﬁs es as a significant mechanism to guarantee the provision of public

SGW@IE& are both highly effective and efficient®’.

this is supported by another scholar who submitted that, E-government is an
institutional mechanism to spur efficiency, effectiveness and equity in the public
sector in order to attain improved public service delivery®. The use of ICT for service
delivery has gained considerable attention in both academic and professional writings

lately®®. Therefore, Nigeria adopted e-government with the establishment of National
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Information and Telecommunication Agency (NITDA) and the enactment of the

National Information Technology Policy’.

The implementation was made possible with ICT revolution which started in the early
2000s. The objective was to place government services online to enable efficiency,
effectiveness, transparency and accountability. Since its adoption, some government
services can now be assessed online such as the application for e-passport, pr oe&ng
of driver’s license, registration of National Examinations such as Joint @gn and
G

Matriculations Board examinations, filing of tax returns, registrdti or National

Identity Cards etc. @

A cursory examination of the comparative eval of e-administration, e-
government, and e-governance reveals that e-g&%ﬁance represents the stage of
electronic service delivery maturation f%%§ments and/or their agencies. The e-
government reflects a true virtual g0\§Xent in which essential governance activities

are conducted electronically. T @n&p

administration are concem@%fh implementing the necessary e-governance, whereas

rison also suggests that e-government and e-

e-governance encoq%% e-readiness, complete e-service delivery, and continuous

enhancemenf \{@g-sewice.

Schola;a@ve contrasted conventional government with electronic governance
(éGoy€rnment). it was observed that in traditional government, the public body stands
between citizens and information, whereas in e-Government, both the public body and
the citizen interact directly with the data system. This type of interaction requires a
dynamic system capable of facilitating co-generation of data, co-creation of
information, and co-sharing of information. Effective co-generation, co-creation, and

co-sharing capabilities are currently embedded in web 2.0 technology’!. Therefore, it
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can be inferred that comprehensive e-Government requires the web 2.0 infrastructure

at present.

Experts outlined three essential facets of e-government initiatives. These initiatives
were described as "improving government processes, connecting citizens, and
fostering interactions within civil society." It is believed that the enhancement of
government processes entails reducing process costs, managing process perfo ce,
establishing strategic government connections, and empowerin ment
architecture. This is preparatory work to lay the groundworl((&r cfficient e-
governance. However, other scholars have cautioned th ernment should
prioritise the enhancement of service delivery to citizens automation. This is due
to the fact that mere automation may not elimina‘w@&ng inefficiencies in service
delivery, necessitating a critical evaluation of &g infrastructure, framework, and

processes with the goal of eliminating ih@encies and achieving e-readiness’?

The linkage to citizen focuses @ government's relationship with the citizen. This
relationship may resemb,k -democracy (e.g., electronic voting, electronic
contributions to po@nulation electronic plebiscite) or e-commerce (customers
consuming g{% rvices). The objective is to establish two-way communication

between vernment and/or its borders and the citizen. This involves listening to

c@ order to improve public service.

According to Moon (2002), the G2G paradigm of e-governance can be broken down
into four main components. Among these are: - Formalising the interaction between

government departments in a way that is both secure and institutionalised

Distributing Public Services over a Digital Infrastructure
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Government to people (G2C) refers, to the government's ability to facilitate people'
access to information and services via digital channels. The G2C model allows
individuals to interact with their government in a variety of ways, including as
submitting requests for information, paying fines and taxes, and updating personal
information. The government can also assistance in disseminating information online,
making available fillable documents online, helping people look for work«and

educating the public on health and safety concerns. QQ

Scholars expanded on this idea, writing that the G2C model's @ge/aim is to
efficiently and effectively supply residents with a wide @Qf ICT services.
Technology used in the government-to-citizen concept i posed to strengthen ties
between the two groups’. But as others points oﬁgeveryone in the world has

access to computers or the internet, so th@emment-to-citizen model of e-
governance isn't fair for everyone. @

.
'Building interactions with and @\n the civil society' emphasises the G2G aspect of
e-governance. The objeoti%&o achieve seamless integrations among government
agencies, civil soci@anisaﬁons, and other institutions. It also encompasses a
broader sco X@{l as working more effectively with businesses, developing
communjties,"and fostering social cohesion/partnerships throughout the nation®’.

und@rgding the role of e-governance would requires a proper awareness of its

origins.

E-governance concept originated at the beginning of the 21st century, primarily as a
copy of ecommerce into the public sector. All intentions were directed towards the
presence of public services on the Internet. The term is used loosely to describe the

legacy of any type of use of information and communication technology within the

43



public sector. For those who view it as an extension of e-commerce to the government,
it refers to the government's use of the Internet to deliver information and services’.
The Department of Economic and Social Affairs of the United Nations defines e-
governance as the delivery of government information and services via the internet
and the world wide web”. E-governance is generally defined as the use of

information and communication technologies (ICT) to make govemmen&re

accessible, efficient, and accountable. QQ

E-governance is the use of information technologies (such as the I&{ﬂ%{the World
Wide Web, and mobile computing) by government agenci%gder to transform
their relationships with citizens, corporations, and other @ rnment agencies. These
technologies facilitate the delivery of govemm@ rvices to citizens, thereby
enhancing interactions with businesses and i&es and information access’®. e-
governance is thus defined as the use‘@wrgent information and communication
technologies to facilitate gove nt\and public administration processes. This

definition emphasises the us@‘ff%T to facilitate the government administration or

supervision’’. QQ\

According {% er definition, "e-governance refers to the use of information
technologigs government agencies that have the potential to transform relations
witl*%(éens, businesses, and other branches of government." Regarding the actual
application of these technologies, the following are some desired outcomes: improved
deliverance of government services to citizens, and enhanced security. Interactions
with businesses and industries, citizen empowerment through access to information,

and more efficient government management are examples of objectives that could be
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achieved through the use of technology. These activities may result in less corruption,

greater transparency, greater convenience, and revenue gains.
expansion and expense reductions.

According to yet another conceptualisation, e-governance is the delivery of
government information and services via information and communication
technologies, specifically the Internet. E-governance is the use of ICT to@m te
more effective and transparent government. Cost-effective goveQm/ , more

expedient government services, increased government access @%ﬂarmation, and

increased citizen accountability’®. S >

E-governance aims to enable the public to initiate a @Qt for a specific government
service without visiting a government ofﬁ%’b interacting with a government

employee directly. Through governné\&bsites, the service is provided. E-

governance entails the coordinati@n}\('f*T infrastructures and institutional

&

Reform, business processeg&%&service content directed towards the delivery of high-

quality, Value-adde@s to citizens and businesses. E-governance services range

from postini Kb%ently requested information on a website to supplying and

processig

prin@bjective of e-governance initiatives is to create citizen-centric services.

ific requests, such as the electronic payment of taxes or other fees. The

Delivering and customising information and services, connecting communities and
enterprises locally and internationally, and transforming us towards digital democracy.
E-governance provides convenient and adaptable access to public information and

services.
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There are numerous advantages of e-governance for the delivery of public services.
In addition to being one of the main players in the information society, it has played a
significant role in ensuring that Nigeria is an Information Technology (IT)-capable
country in Africa. Moreover, it has led to the creation of prosperity for various
Nigerians. In addition, it has aided in the eradication of destitution in Nigeria. Other
notable benefits include the creation of various employment opportunities for

Nigerians and the improvement of governance, health, and agriculture”. QQ

The objectives of e-Government differ significantly between gove@g'slworldwide.
The objectives of e-government are determined locally on the political
leadership of each government, which is proper. T@bjective is to reorient
governments to view citizens as customers of go&@n‘[ services and to enhance
day-to-day financial management and fiscal r@isms. Governments are adopting
various forms of e-Governance that: ad&@nels of interaction between governments,
businesses, and citizens; enhah capacity of government institutions to

communicate, collaborate, ar@kare information; and reduce the cost of government

operations. QQ\
Other than @?@sk more efficiently and effectively with one another; streamline

acquisiti%a procurement processes; reduce opportunities for corruption; and
enh@m capacity to capture revenue. Many of these e-Government programmes
are structural components of economic development and public sector reforms

intended to address human development issues in developing nations®’.

Governments are increasingly utilising websites to allow citizens to access
government information, submit and pay taxes, register vehicles, access vital records,

communicate with government officials, and participate in decision making. Through
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e-governance, governments are expected to increase efficiency and effectiveness in
public service delivery. In adopting e-governance, governments anticipate such
benefits as: Online data acquisition to cut costs associated with data entry and
automate error checking; reduce the cost of communicating with citizens; increased
data sharing within and between governments, non-governmental organisations,
international organisations, and private sector companies; reduce publicatixnd

distribution costs for the government through online publication 8'. QQ

In order to derive the maximum benefit from e-govemance%&ﬁn. Public
institutions must understand various levels and form of % ment available.
However, there are numerous e-governance components ded on the utilisation of
ICT to facilitate relationships between the governm &1 other key stakeholders. To
simplify matters, scholars have adapted the n@{gused in e-commerce to represent

e-governance. This includes relationsh@vﬂh citizens (G2C), businesses (G2B),

other governments (G2G), and ené@s (G2E).

Government-to-Citizen * &@%mance focuses on providing online access to
information for cit%QWhen governments take additional steps to provide online
services org @ound citizen requirements, this is referred to as citizen-centric e-
Govema@ overnment-to-Citizen (G2C) e-governance is a vital facet of the
bro%%e-governance landscape that places significant emphasis on making
government information and services readily accessible to citizens through online
channels. This approach not only empowers citizens by granting them convenient
access to government resources but also enhances government efficiency and

transparency. When governments take further steps to structure and deliver online
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services based on the specific needs, expectations, and preferences of citizens, this

approach is known as citizen-centric e-governance.

G2C e-governance primarily aims to make government information easily accessible
to the public via the internet. This encompasses a wide array of resources, from basic
information about government agencies and their functions to more detailed data on
policies, regulations, and public services. In addition to disseminating info ion,
G2C e-governance involves the use of digital communication cha e@ h as
government websites, email, and social media, to establish 6\direct line of
communication between government bodies and citizens. Thi tes the exchange

of queries, feedback, and concerns. Q

Q

One of the key aspects of G2C e-governance i pr&%ing comprehensive information
about available government services. Ci can access details about service

\®)

descriptions, eligibility criteria, app@n procedures, and required documents, all
from the comfort of their homif_gbworkplaces. G2C e-governance also extends to

online transactions that en{mgﬁtizens to interact with government agencies without

physical visits. Thi&@%es processes like tax filing, license applications, and permit

requests, wh:’c@?e completed electronically.

the spi @ inclusivity, G2C e-governance often incorporates accessibility features
sh& multilingual interfaces and features tailored for individuals with disabilities,
ensuring that a diverse range of citizens can benefit from online government services.
While G2C e-governance focuses on providing citizens with online access to
government information and services, citizen-centric e-governance takes it a step

further by tailoring those services to meet individual citizen needs and preferences.
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This approach not only enhances the overall citizen experience but also drives

efficiency, In transparency, and accountability in government operations.

Another model of e-governance is Government-to-Business (G2B) e-governance.
According to the Government to Business (G2B) model of e-governance, government
and enterprises engage in two-way communication and commerce online. This model
represents a strategic approach that harnesses Information and Commumieation
Technologies (ICT) to streamline and optimize government's engage @1 h the
private sector. Its primary objectives are to facilitate the procure ti(goods and
services from private enterprises and to coordinate V%Qransactions and
interactions between government entities and businesse@ prominent example of

G2B e-governance is the implementation of electropic churement or e-procurement

systems. 6(6
M

Government to business model" des h&; the online connection between different
‘NS
levels of government and the ictor of business. The only purpose of these
associations is to dissemi gbusiness advice and information pertaining to the
conduct of electron@ merce. The goal of the "government to business" (G2B)
model of e- 0@06 is to "enable an internet-based communication by electronic-
business%n e it easier for businesses to conduct transactions, and provide vital
info %n that will aid the growth of businesses. Government operations can be
simplified, streamlined, and less reliant on human interactions if they are conducted
entirely online. Thus, improving the process of governance in the society will result

from the electronic interconnection of various ministries, governments, departments,

corporations, and citizens®?.
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This approach becomes essential due to the sheer volume of transactions governments
conduct with the private sector, necessitating the development of more efficient and
cost-effective procurement procedures. G2B e-governance leverages digital
procurement platforms and portals as the focal point for government-business
interactions. These platforms serve as centralized hubs where businesses can access

information about government procurement opportunities, submit bids electror&ly,

and participate in procurement auctions. QQ

E-procurement systems introduce automation and standardizati&o government
procurement processes. This significantly reduces paperw nces efficiency,
minimizes errors, and shortens the procurement cycle. G@governance emphasizes
transparency in procurement procedures. It ensures &rourement opportunities are
accessible to a broad range of businesses @(Qat the selection process is fair,
accountable, and compliant with regum\{@. By reducing administrative overhead,
eliminating manual processes, arl & oting competition among suppliers, G2B e-

governance contributes to co@vmgs for both government agencies and businesses.

The adoption of g@nent to business e-governance model create numerous
opportunity fo@ ment and citizens alike.

One %éch opportunities is access to market research and intelligence: E-
pwgément systems often include tools for market research and intelligence,
providing government agencies with insights into market trends, pricing, and supplier
performance. To further expedite transactions, G2B e-governance often include
electronic payment mechanisms, allowing government agencies to pay suppliers

digitally, reducing delays associated with traditional paper-based payments.
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Most importantly in this era of anti-corruption fights, G2B model facilitating
compliance and reporting. The automation of the procurement system helps ensure
that procurement processes comply with legal and regulatory requirements. They also
generate comprehensive reports, improving transparency and accountability. As a
bonus, automated procurement systems facilitate sustained communication and
engagement with government suppliers. This includes notifications about upcoming
tenders, clarifications, and responses to queries. This ensures tr ency,

accountability, and as a consequence enhanced trust in public institt;tbQQJ

The focus of scholars on the role of G2B to ensure efficien ment procedures
is instructive especially among developing countries su@s Nigeria. Streamlined
procurement process results in cost savings for botl@&ments and businesses. This
is particularly vital when governments alloca&liﬁcan‘[ budgets for procurement.
In an atmosphere of mutual suspicion,@-ated procurement systems ensure that a
wide range of suppliers, includiﬂ'g’\SQ and medium-sized enterprises (SMEs), can

compete on a level playing ﬁ@&fostering competition and innovation.

This is also seen QQ?}/ to drastically reduced corrupt and shady practices in
government @s. Transparent and automated procurement reduces the risk of
corruptioh, afd enhances the integrity of government transactions. The efficient
proc@ent ensures that goods and services are procured promptly, enabling
government agencies to provide timely services to citizens. Government-to-Business
e-governance, with a focus on digital procurement and efficient procurement
processes, enhances transparency, competition, and accountability in government

transactions. By leveraging ICTs, governments can foster an environment that
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benefits both public entities and the private sector, ultimately contributing to

economic growth and development.

Government-to-Employee  e-governance focuses on relationships between
government employees in order to coordinate internal operations and enhance the
internal efficiency of business processes. Government-to-Employee (G2E) e-
governance is a specialized facet of electronic governance that centers on optimizing
interactions and communication within government organizations. @) imary
objectives are to facilitate coordination and collaboration aﬂ&g government
employees, thereby improving the efficiency and effective:%@ntemal business
processes. G2E e-governance recognizes that a wformed, engaged, and

interconnected workforce is essential for the succ@ functioning of government

agencies®. 6(6
(&

G2E e-governance often involves the,de ioyment of advanced communication and
Q)
collaboration tools. These {f%\ facilitate real-time communication among
government employees, € efficient information sharing, project collaboration,
and decision-maki@ny government agencies develop intranet platforms and
internal po 5\% rve as centralized hubs for employees. These platforms house
critical w@u es, policies, procedures, and news, fostering a unified and informed

woré&. These resources facilitate knowledge management in a globalised world in

which knowledge has become a vital resource.

Knowledge management systems are integral to G2E e-governance. They help
capture, organize, and disseminate institutional knowledge, making it readily
accessible to employees. This reduces redundancy and accelerates problem-solving.

G2E e-governance also includes digital training and development modules.
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Employees can access online courses, webinars, and resources to enhance their skills,

knowledge, and professional growth.

One of the prime examples of government to employee platform in Nigeria is the
Integrated Payroll and Personnel Information Systems (IPPIS)34. this is one of the
human resources management solutions driven by technology. E-governance systems
streamline various HR functions, including recruitment, onboarding, perf nce
appraisal, leave management, and benefits administration. Autom(i/@ uces

administrative burdens and minimizes errors. /\

In addition to human resource management, G2E e-go a odel also ensures
that important internal communications, including @s announcements, and
updates, reach all employees promptly throu @ channels, fostering a sense of
inclusion and awareness. The 1ntroduct10 PPIS in 2006 and the subsequent
implementation in 2007 with core o § S: to pay federal government employee on
time and accurately, to have rahzed payroll system that meets the needs of

federal government emplog&%nd helps government to plan and manage payroll

budget by ensurmg\@ control of personnel cost, have been riddled with lots of

1nc0ns1stenct @

Furthe , business process automation tools play a pivotal role in G2E e-
@(&ance by digitizing and optimizing internal workflows. This reduces manual
tasks, accelerates processes, and enhances overall operational efficiency. Promoting
employee engagement is a key aspect of G2E e-governance. Engaged employees are
more committed to their roles and contribute positively to organizational outcomes.
Digital platforms can facilitate feedback mechanisms, surveys, and recognition

programs.
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Government-to-Government focuses on the provision of intergovernmental services
to governments. This includes activities to coordinate national, state/provincial, and

municipal government stakeholders in humanitarian or crisis situations.

E-government does not spontaneously emerge or manifest itself. It evolves through a
series of stages over time. There is divergence in the literature regarding these stages,
with many authors using various nomenclatures or varying numbers of stages\and
levels of complexity. For instance, Howard identified three e-governa s. (1)
publish, (ii) interact, and (iii) transact are the stages. The 'publish smg% involves one-
way communication of government activities and dissemi of government
information via an online platform. The interact phase s citizens to have basic
electronic interactions with the government via ap &ns such as email and chat.

The transaction phase is considered a phase \@ the government's online services

are utilised?. @

Two studies regarded stage o@a one-way dissemination of information to the

general public via an onli& tform, typically a static website(s). The interaction

stage corresponds t@% two (interact) of the Howard model. At the 'interaction’

stage, the go t or its agencies have basic interactions with the public. The third
Ca

stage is 6

inte ns between the government and citizens, as well as e-commerce capabilities.

saction stage. The stage represents the capacity for online, two-way

The fourth stage is called "integration." The integration phase encompasses the
integration or seamless interactions between government agencies and parastatals, as

well as between government, private organisations, and the general public.

This shows that the stages of e-governance involve a one-way online communication

medium through which government information is disseminated to the public, a two-
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way interaction with an increased level of activities, and fully integrated systems that
create the appearance of a virtual government. Nevertheless, there are evident
deviations from this straightforward summary. Public Administration experts have
attempted to standardise the phases of global e-government development. The attempt
at harmonisation resulted in the adoption of five stages, including emergence presence,
enhanced presence, interactive presence, transactional presence, and networlior

highly integrated) presence®®. These stages are explained concisely below: QQ

As the term implies, during the emergence presence, the govemrﬂg\tes ablishes an
online presence with a website that may include connegtio ministries and

departments. The majority of information is inactive @here is minimal or no

interaction with citizens. Q

The government provides more informati public policy and governance and
makes it readily accessible to citizens; h&s are created to record information such as
newsletters, documents, report@s. overnments offer online services, such as
application forms that canQ wnloaded, and an interactive portal with services to
facilitate its use by t@% is being developed. There is now two-way communication
between 'citi @ government' in this location. It includes options for paying taxes,

requesting, id€fitification cards or passports, and other functions comparable to G2C

i% rtgls“.

This is the highest level of e-government implementation sophistication. It integrates
all facets of e-government service (G2G, G2C, and G2B). At this point, the
government uses technology to connect with and respond to the requirements of its
citizens. Because of its huge population, Nigeria is sometimes called "the giant of

Africa" in the worldwide system, but this has not been due to the country's
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advancements in IT. International perceptions of Nigeria's degree of development and
economic potentials have been inconsistent. The consistently low ranks it earns in
polls conducted by international organisations is one indication of this discrepancy.
Nigeria, like the rest of the world, is working towards a future in which e-governance
is the norm rather than the exception®. It has established a goal of improving its ICT

infrastructure to the point that it can be used as a conduit for the exchange &data

across different parts of society. QQ

Nigeria is often described as the fastest expanding mark&&frica for
telecommunications and ICT since the country has used a yari f approaches to
enhance its ICT sector. This has made experts to reco@nd that the government
should use e-governance across the board to imp%ege quality of public services
and facilitate communication between differe&ors%. In response, from 2011 to
2013, the government of Nigeria used y of digital methods, including mobile
apps and mobile portals, to aid in @to end poverty, advance gender equality and

social inclusion, and boost e@mc growth, environmental sustainability, and crisis

management®, QQ
Experts note :@veral nations are trying to implement a new governance strategy

that can social service models. This worldwide shift does not exclude Nigeria.
Thu %govemment has elevated its level of e-governance by increasing its use of
various scientific techniques to improve the technical skills of ICT in order to

anticipate citizens' wants and needs and detect anomalies in the purchase of public

goods across the economy?®’.

e-government services in Nigeria are distributed in a way that is fundamentally

different from the rest of the world, despite the many efforts made by the international
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community to encourage the expansion of ICT connectivity and to highlight the
significance of adopting e-governance for the purposes of service delivery. The
international system still assesses the country as having a low e-governance level,
despite the country's best efforts to improve its e-governance status and character®.
Nigeria's e-governance status is ranked 162nd out of 193 nations in the 2014 UN E-
Governance Survey Report. Nigeria was found in the survey to have an e-govo&me
development index of 0.2929, placing it in the lower middle-incom ge of
countries®®. Only by analysing the many factors used for determi;1<&1§ state and

type of e-governance in Nigeria can the reasons for the cou@ anking by the

international community be understood. Q

Among these metrics are the expansion of both t@@@gical and human resources.
According to a United Nations survey on e-go&we, the vast majority of Nigeria's
e-governance and online services are d@g via mobile apps®®. Nigeria's telecoms
and ICT sector has made great stri ﬁ%vards its goal of providing its population with
free and unrestricted access &16 internet. The number of mobile subscribers has
rocketed from 95 m%@)ll to 134.5 million as of September 2014, according to
data from the Min'&ry of Communication Technology. Tele-density rose from 68% in
2011 to 96‘@ same time period, while the number of people with mobile internet
conneetions went from 45,000,000 in 2011 to 73,800,000 as of September 2014. From

r&s@y 26.5% in September 2011 to about 52.5% in September 2014, internet

penetration more than doubled.

It was reported that, with more than 125 million users and a penetration rate of
approximately 75 percent, Nigeria's mobile market has steadily emerged as the largest

market on the African continent. According to statistics, the Nigerian market still has
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one of the continent's highest average revenues per user rates. The International
Telecommunications Union (ITU) put Nigeria as #87 out of 140 nations for home
internet penetration. The poll found that 7.8 percent of the population was online and
that the country was one of 61 that had a national broadband policy. The UN e-
governance study rated Nigeria's progress in providing access to government services

online and expanding its telecommunications infrastructure at 0.3071 and (&)5,

respectively®*. QQ

the country's digital divide was closed after the federal govemmentdg%bgﬁ{ted a rural
telephone initiative in 2006 to implement several measures t@ed the gap®’. The
initiative also promoted the idea that people no longer to buy a computer or
other internet equipment to obtain access to thbﬁnet, thanks to the rise in
popularity of smartphones like the BlackbébAndroid, and tablet computers.
Although there are many broadband seﬁ@roviders in Nigeria, including Main one,

CUOI, Sat3, and WACS cables; igh cost of internet access prevents it from

reaching many Nigerian hous S.

Human Development Qx-Dependent According to the United Nations' 2014 e-

governance S@Aﬁm’ Nigeria is one of the countries with low human development,
nd”

ranking &

cou e-governance. The Human Development Index for Nigeria is estimated in

out of 187 in Human development, an indicator of the state of the

the report to be 0.381, which is lower than the required minimum. According to the
UNDP research, a lack of inclusiveness in a country's economic growth trajectory is a
major contributor to the gap between economic growth and the welfare index. The
report, in keeping with the human development paradigm, adopted a people-centered

approach, focusing on inequalities both between and within nations in order to
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pinpoint their structural causes. That is to say, the demographic that is
disproportionately targeted and discriminated against because of their past

experiences.

According to a report by the UN Development Programme. Sub-Saharan Africa has
the highest human inequality coefficient, according to the organisation. Sub-Saharan
Africa is home to over 585 million people, or 72 percent of the contine otal
population, and nearly all of them are either now experiencing or at @ ulti-
dimensional poverty, which is characterised by severe deﬁcier& I economic
security, health care, and education. The investigations also that the people's
living standards have not improved since they are not aed a voice in the state's
political decision-making. Evidence suggested tha@@wa shared some of the same
traits as other countries with a poor human d@rgment index, as determined by an
examination of these nations. Accordin@geria ranked ninth on the UNDP's 2014

list of low human development C(ﬂ@ out of a total of 42 countries®.

Nigeria's e-governance is&@! still in its early stages, according to reports and

analyses of the thre@ry factors used to evaluate its current condition and nature.
Adeyemo (EO@gues that the Nigerian government is still making strides to
advance&o

The@; the Federal Executive Council (FEC) decided to create the National

rnance, despite the country's low standing in international rankings.

Information Technology Development Agency (NITDA) to acknowledge the private
sector's role in promoting the expansion of the information and communication

technology industry.

Another scholar added that the Nigerian government had taken note of the preceding

shifts in the international community and had therefore revised its national
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information technology policy and established an ICT development strategic action

plan committee to create a new ICT plan to advance e-governance in the country®S,

The National Information Technology Development Agency (NITDA) launched a
new programme it called Information and Communication Technology for
Development (ICT4D). The goal of the strategy was to use information and
communication technology (ICT) in government in order to carry the
government's vision 2020 development plan®®. With the help of ICT, Ni been
able to advance towards its millennium development goals, inﬁ{men‘[ NEPAD
Development programmes, and implement its Transformatio in recent years.
An effective governance framework designed to appro support and manage a
citizen-centered service delivery model is one of ghe primary components that the
United Nations e-government report sugge%’gn boost the development of e-
governance. Governments of all partic?@ countries should adopt an ICT policy
and e-government strategy to forﬁ@emmental bodies and inspire public servants

to take their jobs more seriou@&

The international s)%@ shifting, and as a result, many developing countries are
beginning to s@value of e-governance in their own administrative procedures. An
expert a@s at governments in developing countries have come to recognise the
man@rs in which e-governance can improve public services, and as a result, they
are increasingly implementing it in their administrative structures®. According to
another expert, e-governance has the potential to improve -efficiency, make
government more open about its role in society, increase accountability among public
office holders, streamline access to government services, make democracy more

people-focused, and reduce the cost of administrative procedures®.
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They claim the following must be implemented in order to reap the benefits they
foresee: The government's responsibility is to facilitate citizens' use of electronic
channels for communicating with the government. This will improve communication
between government agencies and the public. To combat corruption at all levels of

government, strong institutions need to be put in place.

Accountability among public office holders should be a top priority for the in
as well. No matter one's age, social standing, educational background, @
rule of law must always be upheld. Therefore, everyone should be@r ¢d the same
accessibility to resources when they are needed. To cut bac@ey, time, space,
and manpower, bureaucratic bottlenecks should be mini, information should be
shared between departments, and similar services s@ae integrated. A scholar said
that African countries have reached consens@ the importance of integrating e-
governance in its administrative operath@ a means of improving good governance
and bolstering democracy. Electm@vemance improves interactions between the
government and the pubhc bé&)wmg government agencies to better coordinate and
integrate their servic s@gh ICT®. e-governance has the potential to reduce the

Qlcal instability. If e-governance is handled correctly in Nigeria,

country's perpetua

it has the p@l to boost the country's culture, transparency, and accountability®!.

In @’an, the widespread use of computerised technologies in government
administration would significantly lessen the burden on the labour force. There have
been several setbacks in Nigeria's and other Sub-Saharan African countries' efforts to
implement an e-governance model into the political process. The expansion of self-
governance is hampered by a number of factors. Among these are: - The government's

reluctance to release relevant data to the public. As a result, unhelpful rules have been

61



enacted and government websites have been set up, but few details are available to the
public. The level of education in the areas of information and communication is quite
low. As a result, navigating government websites to gather information is a
challenging task requiring a high degree of access and manipulation. Because of the
low penetration rate, internet speeds can be poor, the cost of connecting to the internet
is high, and the availability of internet services is unevenly distributed. A fundamental
problem with e-governance is the lack of cooperation across different ment
departments. He claims that the system lacks interactivity because jndividual
ministries all have their own websites but are not linked to one er. Despite these
obstacles, the government is implementing a number 6& to encourage the

expansion of e-governance across the country®®, Q

2.2  Theoretical Framework b’b
(8)

This section discusses the theories that Q\QQ the current studies. The theories include

New Public Management (NPM@Q ervice Delivery Management Model and the

E-governance maturity rr.lodAé
\)

2.2.1 New Public I\Qgement (NPM)

New Publi(%ih%fa ement (NPM) is an approach to public administration and
goverrpg management that emerged in the late 20th century, primarily in Western
cb\r%'es. the concept of New Public Management (NPM) was introduced in 1982°2,
The concept embraces many new innovations such as managerialism, market-based
governance, enterprenualism, and reforms that are widely deem necessary to bring
about effectiveness and efficiency in the delivery of welfare, social and essential
services. It represents a shift away from traditional, bureaucratic models of public

administration towards more business-like and market-oriented principles. NPM
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advocates for greater efficiency, accountability, and responsiveness in the public

sector.

Some of the focus of the New Public Management (NPM) include decentralization,
market orientation, performance evaluation, customer focus, flexibility and innovation,

and results-based management among others®>.

New Public Management (NPM) encourages the decentralization of decisioQ&ng
authority from central government agencies to lower-level govemme@ , public
agencies, or even non-governmental organizations. This is d@t make public
services more responsive to local needs. The model also rc% the use of market
mechanisms and competition to improve the deliv ublic services. This can

include outsourcing services to private sect @ers, introducing user fees, or
implementing performance-based con‘[racting;B

O

Another dimension of the New Pu@ganagement (NPM) is the use of performance
metrics and indicators to ége the efficiency and effectiveness of public
organizations. This d t@%n approach is intended to improve decision-making and
accountability. T ﬁxplained through the idea of resource-based management.
NPM prom@ults-based approach, where public organizations are expected to
achiev, urable outcomes and demonstrate value for money. Budgets may be tied

tb\&formance, and organizations that do not meet their targets may face

consequences.

As a framework modelled on the private sector, New Public Management (NPM)
encourages public agencies to adopt a customer-oriented approach, treating citizens as
clients or customers. The aim is to provide services that are responsive to citizens'

needs and preferences. This means that practicing the New Public Management (NPM)
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means that public entities values flexibility and encourages public managers to be
innovative and entrepreneurial in finding solutions to public problems. This often

involves experimenting with different service delivery models.

The framework also promotes human resource management reforms. New Public
Management (NPM) often involves changes in the management of government
employees, such as introducing performance-based pay and hiring practices the
private sector. This is often done to reduce bureaucratic red tape a c@: line
administrative processes to make government more efficient. Mo&lportantly, the
framework supports the use of information technology. It is promoter of can
improve service delivery, increase transparency, and fate data-driven decision-

making.

According to scholars, New Public Manager!Y&\IPM) is seen as a politically neutral
movement that is concerned % proving efficiency, effectiveness and
\ frastructural development and social/welfare

accountability, especially in the

services. The advent Of'@%dlﬁed model intends to corroborate the concept of

NPM in order to at\@ient service delivery by MDAs%.

Out of the @ models that are being used for service delivery, governments of
emergi d developing economies are still searching for new ways of improving
pﬁkh%sector efficiency in order to address the issue of service delivery to the
yearning of the vast majority of the citizens. It was posited that the model of public
management will eventually change the way the public sector operates in term of
service delivery®. argued that public managers require new skills and knowledge to
be effective in delivering infrastructural development and social/welfare services.

Another scholar further lends credence by saying that managers had to develop new
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concepts, values, skills and new mindsets about public service. He went further by
saying that the managers need to develop their staff, and engage them in the change
processes in order to deliver efficient and effective social/welfare services to the
public®®.

It is important to note that while NPM has been influential in reshaping public
administration in many countries, it has also faced criticism. Some argue that it oyerly
emphasizes market principles at the expense of public values and equity Qng to

Q

privatization and the erosion of government's social role. d@ ly, the

implementation of NPM principles can vary widely from @t xt to another,

depending on local political, cultural, and economic factoQ

2.2.2 The PPR Maturity Model Q 3

An E-Government Maturity Framework is a ;8@4 or set of criteria used to assess and

evaluate the development and progress @overnmen‘[ initiatives within a country or
]

organization. It provides a structtgé*w to measure how well government agencies

are leveraging information Q%\pmmunication technologies (ICTs) to deliver services,

engage with citizer@nprove overall governance. Such frameworks are valuable

tools for gov;rg@s seeking to enhance their e-government capabilities.

The mat model of an e-government e-portal encompasses a series of progressive
s%g;ranging from rudimentary to sophisticated, which serve to ascertain the level
of maturity achieved by the e-government e-portal. The primary advantage of
employing maturity models is in their ability to provide a systematic framework for
evaluating and classifying e-government websites. Maturity models can also function
as a valuable tool to assist agencies in improving the quality of their e-government

portals. Scholars classified e-government maturity models into three distinct types®’:
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The governmental models refer to frameworks that have been devised by
governmental bodies, consultants, and scholars with the aim of assisting agencies in
assessing and enhancing their level of e-government maturity. One illustrative
instance is the e-Government Capacity Check" which comprises a collection of
diagnostic instruments employed to evaluate the proficiency of governmental

organisations in providing electronic services to the general public®®. \

The holistic approach models, which are specifically tailored for implg @ on in
public services development projects, serve as tools for agen&to assess the
potential success of e-government initiatives. One illu Qinstance is the
"Capacity Assessment Toolkit", a tool that evaluates th@ential viability of an e-

government initiative by scrutinising capacities acrﬁ\lg variables®.

O

The evolutionary e-government maturity %gs concentrate on the progressive

development of e-government throu \ series of sequential stages, such as the
]

transition from an immature ste@a mature state characterised by enhanced quality.

From an academic stand@, wo notable maturity models are the Layne and Lee

model and the And@ld Henriksen model. Both of these models have identified

five distinct tq%s%‘ e-government maturity. These can basically be described as the
g&

emergin%
t@ed stage.

, enhanced stage, interactive stage, transactional stage, and the

The Emerging Stage is characterized by basic online presence. In this stage,
government agencies create websites to provide information about services and
contact details. At this stage, there is limited online services. Only simple transactions

like tax filing or license renewals may be available online. This is the most common
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in Nigeria and it has started spreading across the country. Some organisations are

even moving to the enhanced stage.

The Enhanced Stage represents a significant improvement in the capabilities of e-
government. During this phase, online services are expanded to include a broader
range of government functions, making them accessible to citizens via digital
platforms. In addition, government websites include interactive elements as
forms, online payment options, and rudimentary interactivity, thereby i user
engagement. This phase also includes the initial implementation &ta integration,

allowing for some level of data sharing and collaborati@een government

QQ

The e-government landscape undergoes fu he;b lution as it advances to the

agencies”.

Interactive Stage. With the majority of g@ ment functions accessible online,
extensive online services become t Govemment websites offer interactive
features such as personalis (o\cco nts, feedback mechanisms, and online
conversation support in m%gé In addition, there has been a notable increase in data

sharing between gm@n‘[ agencies, resulting in more efficient operations and less

duplication'%% &

The trp&%on to the Transactional Stage represents a significant maturation of e-
gB(e%fnent. Here, all government services are accessible online, allowing citizens to
conduct nearly all government transactions electronically. With highly customised
services and even predictive recommendations, interactivity reaches its pinnacle. This
phase is distinguished by the seamless sharing of data between government agencies

to improve overall efficiency and service quality. In this advanced stage of e-
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government development, comprehensive security measures are implemented to

safeguard citizen data, reflecting the heightened security consciousness.

Entering the Transformed Stage marks the pinnacle of e-government development,
characterized by a seamless integration of services tailored to individual needs. These
services are highly personalized, adapting proactively to citizens' unique requirements.
In this stage, advanced analytics play a pivotal role, with extensive utilizatio ata
analytics and artificial intelligence for crafting policies and enhancing sg @c ality.
Furthermore, cybersecurity takes center stage with robust secu measures and
proactive practices that ensure the protection of sensitive d@gsystems. Citizen
engagement reaches new heights, with a strong er@is on high levels of

participation and active involvement in shaping dec&n;aking processes.

The Transformed Stage transcends n % borders through cross-border

collaboration, fostering intemationalﬁkperation in e-government initiatives. This
e

stage embodies the zenith of é}'

practices in personalizati{‘&ﬁalytics, security, citizen engagement, and global

collaboration for a @sfomative experience.
The specii‘c %@a and indicators employed to evaluate each stage can vary

dependi n the framework in use. Governments and international organizations,

ment evolution, bringing together the best

sh& the United Nations, often utilize these frameworks to gauge their progress in
the realm of e-government. This assessment aids in pinpointing areas requiring
enhancement and establishing strategic objectives. Through the measurement of e-
government maturity, governments can elevate their digital service offerings, augment

transparency, and foster more effective citizen engagement in today's digital era'®'.
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When characterizing different stages within a continuous process, terms like "mature"
and "immature" are frequently employed. These labels are assigned to their respective
subjects, for instance, to signify that e-government has not yet reached full
development. However, because both the term and its associated concept are

somewhat ambiguous, describing e-government as "immature" can create a

conceptual void. \

E-government encounters a multitude of organizational and technical ¢ 3 . The
concept's ontology is not clarified merely by incorporating the noti@f maturity. To
define the attributes of various levels of maturity, it beco sary to establish

qualitative and/or quantitative metrics. Q

Q

Maturity is a concept widely acknowledged i y@: fields, including information
systems (IS), where it is integrated 1nto like the Stages of Growth. When
evaluating an organization's IT mat e Stages of Growth model can serve as a
valuable visual aid. What d1st1n®es the strength of the Stages of Growth paradigm
is its comprehensive cons n of both IT and organizational aspects, in contrast
to the six-stage brem@ proposed by Galliers and Sutherland. An e-maturity model,
focusing o °§\§£}>sernment capabilities, is crafted based on this expansive

classiﬁcﬁl technology and organization.

ZX‘?gﬁvice Delivery Management Model

A researcher brought together four main elements for effective and efficient service
delivery which include service culture, quality of service, employee engagement and

12 Service culture is viewed as a mode of value creation for

customer experience
both the organisation and the consumer. Although the significance of service culture

is recognised, current conceptual models pertaining to diverse service perspectives are
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poorly understood. This demonstrates the need to construct and cultivate service value

13 Exoerts contends

and transition from a product-centric to a service-centric logic
that service culture is a fundamental mechanism for generating value for both service

organisations and their clients. Currently, there is insufficient evidence to bring the

supplier's attention to the need for service culture and practise.

Customer Experience: Holbrook and Hirschman introduced the concept of Cﬁk&er
Experience in the mid-1980s. Since then, consumer researchers have b their
perspective beyond the traditional approach, which viewed consurﬁ&ip(re{ominantly
as rational decision makers. Recently, the concept of ex has become an
essential component for comprehending consumer beurlo“. In addition, the
concept has served as a guidepost for numerous 'g@dcant marketing literatures.
Specifically, the book on the Experience Econ&yrovides an excellent overview of
how experience emerged as the fourth deghopic offering after commodities, products,
and services!®. In the years thﬁ\@iowed, numerous works acknowledged the
significance of experience Q&smeans of creating value for both companies and

customers. In this V@ber of marketing specialists have contributed to the field

in terms of expgge

.
N\

Service %aqﬂy businesses can gain a competitive edge by utilising technology to

imp@rbservice quality and assemble market demand. Many researchers have

developed a service perspective over the course of decades. This explains that the

concept of service quality should be approached from the customer's perspective

because customers may have various values, criteria for evaluation, and

circumstances3? 17,
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Service quality is an extrinsically perceived attribute based on the customer's
perception of the service during the service encounter. According to the research,
service quality is involved not only in the final product and service, but also in the
production and delivery process; therefore, employee participation in process redesign

and commitment are crucial for the production of final tourism products or services*’.

A scholar presents an additional research study on service quality that focu na
model that compares customer expectations of the service to their g @ ce of
previously received service. This model is known as the "total celved service
quality" paradigm!®®. The service quality is based on @ensmns as he
emphasises what customers are truly seeking and w ey evaluate. The first
dimension is technical quality, which refers to the & what is delivered, or what
the client receives from the service. The nex@rlon is functional quality, which
refers to the manner in which the servi& elivered. Both dimensions have diverse
effects on the corporate image ah@oerception of quality. According to the total
perceived service quahty n@l the perceived quality of a service is not only
influenced by the rs experiences with the quality dimensions used to
determine wheth he Quality is perceived as good, neutral, or poor. It is also affected

by the perc Ve uality of a particular service and the evaluation process's outcome.

Th@ of "employee engagement" has been a longstanding concept in the context
of public services. However, one of the earliest and most influential pieces of

practical literature on this topic was penned by Harter, Schmidt, and Hayes in 2002.

In their work, scholars drew upon data obtained from a meta-analysis encompassing
7,939 business units across various industries. They utilized a research framework

which later became an integral part of the Gallup Strengths movement and gained
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prominence through the publication of "First Break All the Rules" by Buckingham
and Coffman in 1999. Through this extensive dataset, the scholars became the first to
examine employee engagement at the business unit level. They discovered a positive
correlation between higher levels of employee engagement and successful outcomes

within public service organizations!®.

The conceptualization of employee engagement as "an individual's involve and
satisfaction with and enthusiasm for work" significantly tra our
understanding of engagement'®. This definition introduced the cn&e ement of an
individual's satisfaction level, adding a new dimension oncept. Prior to
Harter's work, employee engagement had been comm@erceived as something
under the exclusive control of senior leaders and o@geated as a binary variable—
an aspect organizations either possessed or la’cb@’b
N
.
By

el

Figure 2.2 Service Delivery Management Model

2.3 Review of Empirical studies

2.3.1 E-governance and Public Service Delivery
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Several studies have been conducted to determine the effect that e-government has on
public service delivery across the world. Estonia is a great example of how
technology has practices has changed the traditional approach to governance and the
delivery of services by the government, thanks to its increasing digitalization and
efficiency in digital service delivery''?. This finding has been replicated by

researchers all over the world. \

Researcher in India conceded that technological changes of the 20" and @%ﬂties,
the growth of computer technologies, digital technologies and td%mmunications
have changed the way the state conducts its functions ers governance.
Whether or not they have improved the welfare fun of the state, the way
governance is delivered has been altered. They the@&xamined the application of
electronic governance (e-governance) in Kam@vith the help of three case studies.
The study discussed the cases of landK s management in rural and urban areas
and initiatives in Bengaluru traﬁ'\ agement. The case studies indicate that e-
governance improves service@'\very and that there are points to be gleaned from the
successful implemen: t@cﬁ the same in Karnataka. Finally, we argue that while
there is necessity for Optimism regarding the application of technology in service-
.

delivery fu@s, the overall influence of e-governance on the economy may be

something=qualitatively different!!!.

Q
Fu\rtgermore, researcher also posited that having government services readily
available online is a key component of e-government, which is a subset of e-
commerce. A road map for effective, doorstep service delivery is provided by the
tools and processes employed in the E-Governance initiative. Use of and investment

in E-Government systems are now considered as critical to a country’s economic
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growth and development. The degree to which a nation has adopted E-Government is
an indicator of that nation’s level of development. In addition, the current
administration has complete faith in E-Government, as seen by the global reach of its
network. Open source solutions and cloud computing are being adopted as a result of
the growing demand for electronic governance and the exponential growth of data.
The study found that E-Governance has improved the efficiency and opennegs of

government operations by providing a comprehensive catalogue of E-@nance

initiatives and technological infrastructure!!2. ’\< )
Researchers however observed that early attempt at i e-government,

especially in developing countries have focused more (@ business aspect rather
than using technology to 74 ractices 74 democr@n rms and encouragement of
citizen participation. Despite the fact that a go@en‘[ website is an important venue
for citizens to participate in public\@s and decision-making processes, E-
government system design has bé?\\' actices 74 for allegedly 74ractices7474d the
needs of the service providerédlght of these theoretical considerations, researchers
propose that a gove m@}portal should promote democratic processes that include
not just the disse %n of information and the improvement of public services but
.
also deliber@an coproduction. The study explored the complex factors that make

gove websites effective.

Another scholar explored the obstacles that e-Government faces in underdeveloped
nations, with a particular focus on Iraq’s e-Government activities. The study was a
chronological and structural analysis of relevant literature and government actions
preceding, during, and following the implementation of the e-Iraqi initiatives in order

to identify impediments to efficient e-Government implementation in a developing
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country such as Iraq. The study’s findings revealed that the obstacles are political,
practices, and technical in character, and are tied to a lack of human capital and
security. The Iraqi e-Government projects were found to be hampered by a restricted
budget, a delayed decision-making process, bureaucracy, transparency and monitoring

gaps, and an inadequate legal framework!!3,

The researchers adopted a qualitative meta-analysis of four areas of lite e—
—to

information systems, business, public administration, and democrati @

develop an integrative model for evaluating a government websi gﬁ model is
called the Democratic E-governance Website Evaluati el. The study
contributes to the literature by broadening the focus of e-rnment website analysis
from acceptance to engagement, providing a holisti 94161 for public authorities to

enhance their websites to promote democratic&emance and thereby contributing

to more effective public outcomes'!4, @

Another researcher echoed the s@sen iment by pointing out that technology and the
administrative effectiveness&%ublic officials are crucial tools for establishing good
governance. Strong@%oe shows that good governance extensively influences
citizens’ be&\{{@soward government. The study empirically examines how good
govemaﬁp mote public trust with possibly mediating role of e-government. A
ﬁelt@%ey was conducted by distributing questionnaires to 1000 Pakistani
individuals. The response rate was 76.3%. Confirmatory factor analysis and structural
equation modelling were used to analyze the data. The results confirmed the casual
relationship between good governance and public trust. The results also reveal that e-
government plays a mediating role in the relationship between good governance and

public trust. The findings may be practically useful for both research and policy
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making, since it investigated the citizens’ perspective of good governance, public trust
and e-government'!®>, This indicates that e-government is effective in service delivery
when it improves or amplify good work from public official. It is also helpful if the

technology can eliminate issues such as corruption.

The role of e-governance in eliminating corruption is explored in a study. The study
examines the impact of information and communication technology ( and
corruption on carbon dioxide (CO2) emissions within the fram §{ the
Environmental Kuznets curve (EKC) hypothesis. The analysis 76factice panel data
encompassing 33 Asian countries over the period 2000 »=7The econometric
approach employed in this study addresses issues of -sectional dependency,
endogeneity, autocorrelation, and heterogeneity in %&1 The findings indicate that
ICT has a positive effect on CO2 emissio&d corruption also contributes to
environmental pollution. Moreover, ﬂ@s support the relevance of the EKC
hypothesis in relation to the sigi %e of ICT and corruption in Asian countries.
Additionally, this study sh@hght on the potential role of ICT in combating

corruption to addres e@mental challenges. The implementation of e-governance

could serve as an ef ctive mechanism for reducing corruption, thereby improving

env1ronme@ahty in the region!!®,

Sch%@’in the field of innovation have conducted research on the process of
adaptation and selection within socio-technical systems. They have proposed that in
order to facilitate successful transitions, innovations should accumulate as stable
designs. This principle also applies to E-Governance systems, which are subject to
similar dynamics. In line with this, researchers conducted a study to provide insights

on stable designs and transitions by examining the interoperations, specifically the
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interactions with rulesets, that occur during the development and deployment of E-
Governance systems. The interrelationships between organisations and the
coordination of their internal components can offer valuable insights on

interoperations.

In order to gain a comprehensive understanding of the phenomena under investigation,

it is imperative to carefully select a case study approach that allows i&he
wide

observation of these phenomena in relevant scenarios. In order to enc

range of analytical and heuristic scenarios, a multi-case study roach has been
chosen. The results indicate that a solution based on techno@onstrates solely
transactional efficacy and efficiency in service deliv In order to achieve a
successful transition, it is imperative to ensure the @&ess of designs. This entails
establishing interoperations that facilitate the @em of internal components inside

an organisation with the relationships\{@coevolution of other entities, including

Researchers have howew&gﬁed that e-government is not a silver bullet. Merely

society!!”.

adopting e-govema@ not automatically translate to effective service delivery. In
this line, In. 'a@rchers conducted a study to examine the reasons behind India’s
subpar e@iﬂn of e-Governance, despite notable advancements in the quality and
exte%rb e-Government services within the nation. The present study presents a
conceptual framework that is constructed around four hypotheses, which are further
examined through the use of the structural equation modelling methodology. The
collected results have led to appropriate modifications being made to the conceptual
model. The results of the study indicate that the relationship between “service quality”

and the “willingness to adopt e-Governance” in India is mediated by “English
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proficiency” and the “digital divide” in a sequential manner. What this means is that,
using technology developed in foreign language or that requires the use of foreign

language, may lessen the effect of e-governance.

The study's findings contribute to the existing body of literature on the quality and
uptake of e-Governance services by introducing a novel conceptual paradigm.
Nevertheless, doing a longitudinal or experimental study could potentially_yigld a
more comprehensive understanding of the given setting. The practical r. @1 ns of
the subject matter are significant and noteworthy. This study woul&qimarily attract
the attention of agencies engaged in the development a mentation of e-

Governance services. Moreover, the discoveries coulvaluable for “big data

companies” seeking direct entry to end-users in em&n;nations.

O

This study aims to offer guidance to E icymakers about the enhancement of
accessibility to e-Governance sewic@c individuals who are now excluded from

o

reaping the advantages of Su(i{‘% ices. The originality and value of a study or

research project are cruci pects that contribute to its This study is a novel
contribution to thex@Qg literature on the relationship between service quality and

the readiness® Q\% pt e-Governance by integrating both English competency and
e'ih

digital digside Thside a single conceptual model''s.

R\egfhers conducted a descriptive survey to investigate the impact of e-government
on university service delivery at the Federal University Ndufualike Ikwo in Ebonyi
State. Data were collected from 287 university teaching and non-teaching staff
members who were chosen using a proportional random sample technique. A
structured questionnaire was used to obtain data from respondents. The study data

was analysed using frequency counts, percentages, and Chi-square statistics. The
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study’s findings revealed that e-Governance had a significant favourable impact on
workers’ service delivery. As a result, the authors proposed that the current ICT
infrastructure, internet access, and reducing digital gap among staff be improved as a

panacea for the institution to continue to reap the benefits of e-Governance!".

In Pakistan, researchers explored the relationship between e-Governance and public

service delivery (PSD). The study specifically looked at how manual and e

PSD affected good governance, , and socioeconomic development s the
benefits and justification for e-Governance and policy choices eepemng e-
Governance in Pakistan. The research was a review of literature on e-

Governance in Pakistan and internationally, with an eis on Pakistani studies.
Item-by-item and discuss analyses were used to an%ege research. According to the
study, there is a favourable association betweﬁé{-éovemance and PSD. It advocated
for public-private partnerships (PPPs) i \@ provision, expanding ICT reach in local
communities, developing trust W?@’mens for support and legitimacy of the e

Governance project, and c@&tlng cybercrime as a sine qua non for enabling

effective e Governan S@e country!'?’.

In the same v©vestlgated the socio-cultural elements that influence Nigerians’
use of e- gfg ent services. Age, gender, and ethnic background were all explored
as ’gcultural variables. The research was conducted through a survey. A
questionnaire with 27 items was used to obtain data from 270 randomly selected
respondents. The questions were graded using a 5-point Likert scale. The study data
was analysed using frequency counts, percentages, and measures of central tendency.
The findings demonstrated a broad negative perception and disposition towards the e-

Governance effort. However, there were considerable differences in the inclination to
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use e-Government based on gender, age, and ethnic group. The study recommended
that the government attempt to understand the public’s attitude towards government

services and their willingness to adopt them in order to avoid mismatch and failure'?!.

Researchers investigate the strategic application of technology by governments to
establish accountability through design and policy, specifically in the context of
digital accountability. This pertains to websites or platforms that serve as for
citizens seeking government services. A multi-method approach has b @ loyed
to investigate the diverse constituent aspects that contribute to t s‘gfshment of
accountability in e-government processes or websites provi b services. The
Best Worst Method (BWM) is 80ractice to determine thtive weights of various
aspects within the selected context. The Valid&n of these methodologies is
conducted by qualitative methods such as T(@{Qterpretative Structural Modelling
(TISM) and the Matrix of Cross Imp ultiplications Applied to Classification
(TISM-MICMAC). The study ‘@that the principles guiding e-governance
platforms are transparency, é&rollability, responsibility, responsiveness, liability,

and security are pri\@ hen all of these are in place, it will ensure accountability

in governmen.t glc\t'%itie .

Researchers iff Iraq also explore the link between e-governance and service delivery.
The @rcher examines the impact of good e-governance practices and adoption on
pk(c administration within the Erbil district of Iraq. The primary objective of this
research is to examine the extent to which acts as a mediator in the relationship
between effective e-governance and public administration, specifically in the context
of promoting sustainable local development in the city of Erbil. The analysis

involved the examination of a sample including 409 employees from the Erbil
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municipality who took part in the survey. Partial Least Square Structural Equation

Modelling (PLS-SEM) was employed for the analysis, with the aid of WarPLS 7.0.

The study’s findings demonstrated a statistically significant association between the
implementation of e-governance practices and the concepts of practices and public
administration. Furthermore, it has been determined that practices exerts a substantial
impact on the field of public administration. The discovery of a statistigally
significant inverse correlation between e-governance and 81 ractices 8 @ 181n
implies that the implementation of e-governance in Erbil has a de&&e% effect on
the process. The discussion in this study is around the impli that arise from
devolving power and authority to subunits within Ira @e findings of the study
indicate that such a devolution would have a positiﬁgct on public administration
and contribute to the promotion of sustain@ocal development!?®.  Nigerian
researchers also indicates that e-gover\x\@ can only yield effective public service
delivery in the country when it is‘&‘\'&‘)anied by other factors. This study employed
a case study methodology t@%&amine the reasons behind the lack of significant
improvement in se i@delivery in Cross River State, Nigeria, despite the
introduction of *&mance and ICT in government service delivering. The
.
researchers @ned the influence of in-service training on the digital literacy of civil
ofﬁci% well as the subsequent effects on the implementation of e-governance and
se\(ye delivery. The finding reveals that there was a deficiency in the provision of in-
service training, which can be attributed, in part, to the cognitive inclination of public
officials who exhibited limited cooperation in facilitating the execution of the e-
governance reform. The study is consistent with established theories of institutional
and political change, which posit that digital transformation necessitates the

reorientation of the beliefs and behavioural standards held by members of the society.
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The study suggests that for e-governance to effectively improve service delivery, it is
crucial for public employees to embrace the reform and boost their digital literacy
skills through suitable in-service training'?*. Whereas this study focus on the lack of

management support for e-government training.

A related study pointed to the attitude of employees of public institutions. The
primary objective of the study was to evaluate the attitude and perception of-agtive
journalists towards e-governance in the South-South region of Nigericjl cally
focusing on the states of Cross River and Akwa Ibom. The undé{(ing theoretical
framework was based on the diffusion of innovation =/ The researchers
employed the descriptive survey method. The study’ ple consisted of 140
practising journalists, selected from a total popula'@g 702 individuals in the two
states. The questionnaire served as the primaq@ for data collection. The results of
the study indicated that a signiﬁcanortion of the participants exhibited a
negative disposition towards e- @nce. This was evident from their lack of
engagement in accessing &@mment information, participating in e-governance
processes, and reporti @overing e-governance activities. Interestingly, despite this
unfavourable attitude, the respondents still held a positive opinion of the innovation
.
and its func@g. ence, it is advised that journalists should regularly enhance their

under; g of this novel approach to governance and actively engage in

d?%\@minating information about it to the general public!?.

This research examined the significant impact of digitized tax systems on the
economic stability of rising economies, such as Nigeria, by addressing issues related
to fraud and other unethical practices in tax administration. The study relied on

secondary data obtained from tax agencies and online sources. The examination of
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relevant literature has brought to light the difficulties surrounding e-tax administration,
which encompass several factors such as cyber-attacks perpetrated by cyber criminals,
low levels of literacy, and the significant expenses associated with establishing e-
taxation infrastructures. The paper also highlights several advantages of implementing
an e-tax administration system in different jurisdictions. These include the restriction
of discretionary powers held by office holders and the reduction of opportunitigs for
bribery extraction. Additionally, the system enhances transaction transp with
revenue officials and enables auditing, thereby acting as a deterre&\}%iys corrupt

behaviours, among other benefits. Based on the ﬁ
a

recommendations have been proposed: firstly, the N'@%

e following
government should
establish an anti-cyber tax crime Act in order to @ess the inadequacy of the
punishments outlined in the Cybercrimes (P \@L Prohibition, etc.) Act 2015,
with the aim of deterring cybercrimes. , there is a need to expand broadband

N

internet access and electricity infrast@e to all areas identified by INEC and other
relevant groups and individu@oss the nation. Lastly, the establishment of a

specialized court to hancﬁ@-related offences and other related matters is advised!°.

\
Another set of r%&ers from Nigeria also investigated the influence of electronic
.
administrat@ service delivery in a Nigerian state. The research was anchored on
the pl of the Technology Diffusion Theory which advocated for a swifter and
Wresult oriented management method. The study revealed that most government
ministries have adopted and integrated e-administration into various areas of their
management which have also improved service delivery to some reasonable extent.
However, full benefits of this new management technique are not realized due to
some undermining factors essentially bordering on low level of technological

development in the country. The challenges include internet hiccups, power outage,
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poor maintenance culture, illiteracy, and integrity issues. The research therefore calls
for the intervention of government (via funding and logistic supports) at all levels to
assist tertiary institutions to fully adopt and integrate e-administration in all needed

areas of their management!'?’.

A similar study was conducted in Ebonyi state of Nigeria. The title of this research
study is "Electronic Governance and Service Delivery in Selected Min%in
Ebonyi State." The primary aim of this research is to assess the de @ hich
electronic governance enhances service delivery within the bureauératic structures of
Ebonyi State. The research in question is based on the Theo Innovation and
Diffusion developed by Everett Rogers in 1957. This aims to explicate the
ramifications of technology and the internet in %& domains of contemporary
society. The chosen research design is a desc@ survey design. The study found
that the implementation of electronic gb@nce confers significant advantages upon
individuals with access to power as also found that the implementation of
electronic governance into t@perations of ministries facilitates efficient service
provision within the @The implementation of electronic governance has been
found to reduce Qu

R

]
governance(. TI}S} is mostly due to its ability to facilitate comprehensive internal and

ption and promote accountability and transparency in

extemﬂ'b diting processes within government operations. The application of
ewonic government in bureaucratic systems also aids in the facilitation of strategy

development for project and programme execution within states.

The researchers suggested that the adoption of electronic governance by the
administration of Ebonyi State is recommended in order to provide a formalised

system for effective budget tracking inside the state. The adoption of electronic
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governance by the government in the state is recommended due to its potential to
enhance governance through increased accountability and transparency. Additionally,
it has the capability to identify and prevent instances of poor service delivery, reduce
unnecessary waste, and mitigate arbitrary and capricious behaviour within
bureaucracies. It is recommended that the government should recruit a diverse
workforce with expertise in electronic governance inside bureaucratic institutions.
This would ensure that government programmes and initiatives are Qﬁently

executed with high levels of effectiveness and efficiency!?%. QJ

N

In the same vein, researchers from Rivers state of Nigeria i te the impact of
electronic administration on service delivery in the state@ study was grounded in
the framework of the Technology Diffusion Theor@h promotes a more efficient
and outcome-focused approach to managem%%le study findings indicate that a
majority of organisations have embra\c\@and incorporated e-administration into
different aspects of their operatib@sulting in a notable enhancement in service
delivery. However, the com &advantages of this novel management style are not
fully realised as a res lt@several undermining elements mostly related to the limited
level of technolo gadvancement inside the nation. The obstacles encompass
N
several fa@such as intermittent internet connectivity, power disruptions,
inade maintenance practises, low levels of literacy, and concerns regarding
ihsg;lty. Hence, the study necessitates governmental engagement, encompassing
financial assistance and logistical support, across all tiers, to facilitate the

comprehensive implementation and incorporation of e-administration within tertiary

institutions, spanning all pertinent aspects of their administrative operations'%.
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Researchers also explored the impact of e-governance on public health services. The
study investigates the drivers of e-government service adoption in healthcare delivery
in federal health institutions. The study considers factors such as perceived usefulness
and perceived convenience of use, as well as their impact on the adoption of E-
Government Services in the delivery of healthcare services in Federal Health
Institutions. Using purposive sampling, the survey study methodology was used to
collect 400 samples from administrative personnel at the University %ar
Teaching Hospital in Calabar. The acquired data was analysed ‘using simple
regression analysis at a confidence level of 0.05. Perceived u & was found to
have a substantial influence on the adoption of E- Govern %wes in the delivery
of Healthcare services in Federal Health Institutions (@lue of 0.176a). Furthermore,
the results showed that perceived ease of e@ substantial influence on the
adoption of E- Governance Services in wery of Healthcare services in Federal

Health Institutions (R2 -value of.0 .\ased on this finding, the report advises,

among other things, that the,@ernment's efforts to improve this fundamental

infrastructure, both in teﬁ?@coverage and quality, be reinforced!'3’.

24 Conceptual Q ork
Indepenggbnable Dependent Variable

A\ J . . .
\/ E-governance Adoption Public Service Delivery

e Emerging Stage, e Service Culture,

e FEnhanced Stage’ e Service Quality

e Interactive Stage, e Employee Engagement

e Transactional Stage, o Citizen Experience
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Figure 2.2: Conceptual model of the impact of e-government on public service

deliver.

Source: Researcher’s Fieldwork
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2.5 Summary of Gap in Literature Reviewed

The literature on e-government and its impact on public service delivery is extensive
and provides valuable insights from various countries and contexts. The review of
literature has shown the key areas focused by previous studies. Numerous studies,
including those in Estonia and India, suggest that e-government initiatives have the
potential to significantly improve public service delivery. They enhance efficiéncy,
accessibility, and the overall quality of services. The advancement of Ql and
information technologies, including ICT and telecommunications, g%g@votal role

in reshaping government functions and service delivery metho 0

Research also highlights the influence of socio-cult rs such as age, gender,
and ethnicity on the adoption of e-government servi%& Understanding these factors is
essential for designing effective e ance strategies. Furthermore,
decentralization is seen as a critical elen@n ensuring that e-governance contributes
to effective public administratior.@’&o al development. Good governance principles,
such as transparency and a @\ablhty, are emphasized as guiding principles in e-
governance 1n1t1at%%ccountablhty is a significant factor in e-governance.
Transparent gu'&ntrollable e-government platforms contribute to trust among
citizens \rove accountability in government activities. The study has shown
$.

that @

techfitcal obstacles, often exacerbated by factors like budget constraints, bureaucracy,

allenges of e-governance adoption include political, organizational, and

and security concerns. These challenges vary by country and context.

However, areas that have not been covered in the examined studies include the long-
term impact of e-governance. Many studies focus on short-term effects. A research

gap exists in understanding the long-term impact of e-government initiatives on
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public service delivery and governance. Furthermore, while e-government is expected
to enhance citizen engagement, more research is needed to explore the depth and
effectiveness of citizen participation in decision-making processes. Comparative
analyses across different countries and regions could provide valuable insights into

the contextual factors influencing the success of e-government initiatives.

In addition, majority of the studies emphasize quantitative metrics. The means\that
there is a need for more qualitative research to understand the qualitati @ sions
of e-government, including user experiences and perceptions. eﬁ(actors not
prominent in the literature include security and privacy conc%gvell as strategies

to address them, is an important research area. Q

Overall, while the literature on e-government ar@ﬁc service delivery is rich and
diverse, there are several research gaps ti&d further exploration. These gaps
include understanding long-term im kexploring citizen participation, conducting

%itaﬁve dimensions, addressing security and

comparative analyses, delving {ﬁ;\\q'

privacy concerns, promotin&lusivity, and examining policy implications. Closing

these gaps will coa@% to a more comprehensive understanding of the role and

effectivenesib@vemmen‘[ in improving public service delivery and governance.
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Chapter Three

Methodology

This section aims at proving information on the technique and procedure for the
collection and analysis of the data used in this study. Also, it highlights the type of
data used in the research and their sources. The section further provides useful msight

on how the sample size was selected, where the researcher used as the @v a and

those that make up the simple size.

3.1 Research Design %0

The Research Design chosen in the study is a combi of the survey and oral

interview. In the survey, the Researcher does not the control of the independent

variables because they have already occurr@lt is possible for the Researcher to

have experimental and control groups @ppropriate Research Design would have
D

the oral interview, the research questions are

been an experiment and not a su;%gx\l

asked as open-ended questi

3.2 Population of t@}y

The popula‘((\ dy include citizen and residents of Oyo state who usually assess
m

rvices 8

se arious government ministries and agencies in Oyo state.
33 @le size and Sampling Technique

The sample size for this study is three hundred and eighty-four (384) residents of
Opyo state. This sample is determined using the Krejcke and Morgan sample size table
(Table 3.2). The table is a result of a systematic process of determine the appropriate

sample size for a particular population in survey studies. The respondents are selected
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using convenient sampling technique. This gave the researcher the opportunity to

include only those who are available and ready to participate, in the study.

1.9 Table 3.2: Table for determining sample size of a known population

N S N S N S N S N S

10 10 100 80 280 162 800 260 2800 338
15 14 110 86 290 165 850 265 3000 341
20 19 120 92 300 169 900 269 3500 346
25 24 130 97 320 175 950 274 4000 351
30 28 140 103 340 181 1000 278 4500 354
35 32 150 108 360 186 1100 285 5000 357
40 36 160 113 380 191 1200 291 6000 302
45 40 170 118 400 196 1300 297 7000 364
50 44 180 123 420 201 1400 302 8000 367
55 48 190 127 440 205 1500 306 9000 368
60 52 200 132 460 210 1600 310 10000 370
65 56 210 136 480 214 1700 313 15000 375
70 59 220 140 500 217 1800 317 20000 377
75 63 230 144 550 226 1900 320 30000 379
80 66 240 148 600 234 2000 322 40000 380
85 70 250 152 650 242 2200 327 50000 381
90 73 260 155 700 248 2400 331 75000 382
95 76 270 159 750 254 2600 335 100000 384

Source: Krejcie and Mexgan (1970)' Sample Size Determinant

3.4 Descriptiontofthe Research Instruments

The majgruinstrument for data collection will be a structured questionnaire. The first
sectighycomprises of demographic questions — relating to gender, education, length of
service, job status, ICT compliance and job category. The second section of the
questionnaire is the operational data which deals with the substantive issues of the
survey. This study utilized variety of methods (questions) that require a ‘Yes’ or ‘No,’

as well as ‘Strongly Agree’, ‘Agree’, ‘Undecided’ ‘Strongly Disagree’ a Disagree’ as
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invented by Rensis Likert, the US Sociologist, requested the respondents to indicate
the extent to which they agree or disagree with the statement.

The survey questionnaire contains two sections. The first section comprises of
demographic questions — relating to gender, education, length of service, job status,
ICT compliance and job category. The second section of the questionnaire is the
operational data which deals with the substantive issues of the survey. This study
utilized variety of methods (questions) that require a ‘Yes’ or ‘No,’ Qell as
‘Strongly Agree’, ‘Agree’, ‘Undecided’ ‘Strongly Disagree’ a Disagreg’ as invented
by Rensis Likert, the US Sociologist, requested the respondent d1cate the extent
to which they agree or disagree with the statement. Qé

3.5 Validity of the Research Instruments Q

In order to ascertain the validity of the ins‘w@a&s, it examined by the research
supervisor and other expert in the fiel b@c administration for clarity as well as
to ascertain if the items were relatg&the objective of the study. After scrutinizing
the instruments, they are expéé@\to offer useful suggestions that effected the final
copies of the instmmen@for field work.

3.6 Reliability of the.Research Instruments

Reliability tefers to the consistence, stability, or dependability of the data. The
measuring=instrument will only be reliable when being consistent overtime, credible
a%endable. In view of the above, the researcher ensured that the questions are
unambiguous, easy to understand, simple and clear. A pilot study will be conducted to
test the reliability and validity of the research. The result of the pilot survey will be

rated for the Cronbach alpha value of each section and the entire instrument.
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3.7 Methods of Data Analysis

The Statistical Package for Social Sciences (SPSS) will be used to analyse the data
collected. Representations like tables, bar charts, pie charts etc was used to ensure
easy and quick interpretation of data. Responses were also expressed in percentages.
Data from the 93 completed questionnaire was checked for consistency. The items in
the questionnaire were grouped based on the responses given by the respondewnd
coded for easy usage of the Statistical Package for Social Sciences (@ This
method was used because it is the best instrument to identify, con&,(dogcribe and
reach a conclusion. Regression analysis was employed to test QF esis. All tests of

hypotheses were at the conventional 5% level of signiﬁca@
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1.

Endnote

Krejcie and Morgan (1970)
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Chapter Four

Results and Discussion of Findings

This chapter dealt with data presentation, analysis and the interpretation of the results.
The first section shows the presentation of the descriptive analysis using tables
showing percentages and interpretations below the tables. Section two nts
inferential statistics and discussion of findings comes at the later end @ pter.
The Decision rule: 0.0.-1.49 = very low, 1.50-2.49 — low, 2.50 -3~ t'ﬁigh, 3.50-

4.00 = Very high. Hypotheses were tested at 0.05 level of si

4.1. Demographic Analysis Q

A total of three hundred and eighty-four (38 opies of questionnaire were
administered on various respondents across @ metropolis. However, two hundred

and sixty-six (266) copies were duly@ and returned by the respondents. The

usable questionnaire represeng é%(e ponse rate.

N

N
R

O

\/Q/
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Table 4.1: Demographic Data Analysis of Respondents

Demographics  Items Frequency Percent
Gender Male 118 45.6
Female 148 54.4
Total 266 100.0
Designation Junior Staff 86 323 \
Senior Staff 152 57.1 ,
Managerial Staff 28 10.5
Total 266 100.0
Length of Service -
5 years & below 129 48.5
6 — 10 years 69 259
11— 15 years; 34 12.8
16 — 20 years 20 7.5
21 years & above 14 53
Total 266 100.0
Highest Qualification
NCE/ND; WASC/SSEC/NECO 111 41.7
First Degree/HND 107 40.2
Postgraduate 48 18.0
Total 266 100.0
~—

Source:@d Survey Data (2023)

I{/@ provided demographic data analysis of respondents. Firstly, the analysis
focuses on gender distribution. Out of the total 266 respondents, there are 118 males
(45.6%) and 148 females (54.4%). This information is important for understanding
the gender representation within the sample, which can be critical when investigating
gender-specific trends, preferences, or disparities. It also helps in ensuring that the

sample is adequately diverse in terms of gender. Furthermore, the Table provides the
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breakdown of the respondents based on their job designations. The participants are
divided into three categories: Junior Staff (32.3%), Senior Staff (57.1%), and
Managerial Staff (10.5%). This categorization provides insights into the hierarchy and
roles within the surveyed population. It can be valuable for understanding how
different levels of employees might respond to various survey questions, addressing

the research's objectives more effectively. \

The length of service is another demographic factor examined in th The
analysis indicates that respondents' length of service varies. For i &448 5% of
respondents have been in their positions for 5 years or less, w % have a length
of service between 6 and 10 years. This information is §m understanding the
experience levels of the surveyed individuals and can@utal in tailoring the research

or survey questions to specific segments of the 6 ation.

Lastly, the highest qualification attam&@ e respondents is examined. The data
shows that 41.7% of the respori &%‘ave qualifications like NCE, ND, WASC,
SSCE, or NECO, 40.2% @c a First Degree or HND, and 18.0% possess
Postgraduate qualific t@Thm demographic data analysis serves as a foundation for
better understan ifig the characteristics and diversity of the surveyed population. By
segmenting'the spondents based on gender, job designation, length of service, and
educatd qualifications, researchers can make more informed interpretations of

tﬁ&ldings and develop more targeted strategies for their research objectives.
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4.2Research Questions

Research Question One: What is the perceived level of service delivery of selected

ministries in Oyo state

Table 4.2: Perceived Level of Service Delivery of Selected Ministries in Oyo state

Service Culture (SC) Strongly Agree  Disagree Strongly Mean

Agree Disagree

Civil servants perform their duties in a 188 72 6 3.68

manner capable of engendering public (70.7%) 27%)  (2.3%)

trust. \

Corrupt  practices and abuse of 154 103 Q 2 3.54

administrative processes have reduced (57.9%) (38.7%) (2.6@9 (.8%)

Civil servants are consistently at their 160 103 3.59

duty post until close of work. (60.2%) (38.7%@. %)

Civil servants exhibit courtesy in 106 % 29 3 3.27

delivering services. (39.8%) 1%) (10.9%) (1.1%)

Civil servants report to work on time. 5 6 13 91 4 2.85
(21.8% 2.5%) (34.2%) (1.5%)

Weighted Mean 6 3.01

Service Quality 6’6

Civil servants are dedicated to work and ’b 63 151 52 3.04

emphasize services quality. §Q23.7%) (56.8%) (19.5%)

The e-government applicatiqwe 63 145 58 3.02

convenient for customers use. \ (23.7%) (54.5%) (21.8%)

Civil servants seem ready to @cr?eople- 76 165 25 3.19

oriented service. . A (28.6%)  (62.0%) (9.4%)

Weighted Mean Q\ 3.1

Employee Engagenient

Government .0% offer services that 80 114 72 3.03

can be tailo(;l} ple specific. (30.1%) (42.9%) (27.1%)

There is a, rotihd the clock availability of 35 213 18 3.06

servic% overnment agencies. (13.2%) (80.1%) (6.8%)

It\ iS<Jeast to get  issues/complaints ]2 175 4 2 3.28

resolved. (31.2%) (66.6%) (1.5%) (.8%)

Ministry/parastal staffs have positive 88 164 12 2 3.27

attitude and are knowledgeable in their (33.1%) (61.7%) (4.5%) (.8%)

job.

Weighted Mean 3.16

Aggregate mean 3.09

Source: Field Survey Data (2023)
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Table 4.2 presented the results of the responses on the perceived level of service
delivery of selected ministries in Oyo state. The serviced delivery is measure with

service culture, service quality, and employee engagement.

In the context of service culture, the data reveals that 70.7% of the respondents
strongly agree that civil servants perform their duties in a manner that fosters public
trust, and an additional 27% agree with this statement. Similarly, the beliefy that
corrupt practices and administrative abuses have decreased garners @Q{antial
agreement, with 57.9% strongly agreeing and 38.7% agreeing. The;&hghlz)greement

percentages indicate a favourable perception of service cult hin the selected

ministries. Q

Furthermore, the table outlines perceptions related @Qtuality and courtesy among
civil servants. It illustrates that 60.2% stro gree and 38.7% agree that civil
servants consistently remain at their duts until the end of the workday. There is
also a strong inclination towards'@ and courtesy, with 39.8% strongly agreeing

and 48.1% agreeing that civil@&an‘ts exhibit courtesy in their service delivery.

However, the data %@ on the issue of civil servants reporting to work on time.
While 21.8%, @ly agree and 42.5% agree, a substantial 34.2% disagree. The

lower aandre of 2.85 for this statement suggests a less favourable perception

con@g punctuality.

Moving on to service quality, respondents view civil servants as dedicated to their
work and emphasizing service quality. This is apparent as 23.7% strongly agree, and
56.8% agree with this statement, resulting in a mean score of 3.04, reflecting a

positive perception.
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The convenience of e-government applications is also perceived positively, as 23.7%
strongly agree, and 54.5% agree. With a mean score of 3.02, this indicates that
respondents generally find e-government applications to be convenient for customer
use. Similarly, civil servants' readiness to provide people-oriented service is well-

received, with 28.6% strongly agreeing and 62.0% agreeing, resulting in a mean score
of 3.19, signifying a positive perception. \

In the aspect of employee engagement, the data suggests that government % offer
services that can be tailored to individual needs, with 30.1% stro@gyeeing and

42.9% agreeing, culminating in a mean score of 3.03. Furthe%@mere is a positive

perception of the round-the-clock availability of servi(@'n overnment agencies,

with 13.2% strongly agreeing and 80.1% agreeing, refléetéd in a mean score of 3.06.

The ease of issue resolution is well-regardec@%spondents, with 31.2% strongly
agreeing and 66.6% agreeing, resulting\\&nean score of 3.28. Lastly, the table
indicates a positive attitude and kﬁ\ﬁ% ge among ministry and parastatal staff, with

33.1% strongly agreeing and Q{:‘Q agreeing, yielding a mean score of 3.27.

The aggregate mea%@ these dimensions is 3.09, indicating an overall positive
perception of.s& delivery across the selected ministries in Oyo State. In sum, the
table pr icgs} comprehensive insight into respondents' perspectives regarding the
servj %

ality, culture, and employee engagement within the ministries, highlighting

a&of strength and areas that may require improvement in public service delivery.
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Research Question Two: What is the level of e-governance adoption in selected

ministries in Oyo state

Table 4.3: Level of E-Governance Adoption in Selected Ministries in Oyo State

Maturity Stage Ministries/Boards Websites

AAn)l Revenue

Lands & Housing Health !
C

Emerging Information Yes Yes’\\_/ Yes
Services E O
Enhanced Information Yes Yes Yes

Services Q D
Transactional Information Y;sb(b No Yes

Services

Connected Information E_@ No Yes Yes
X\
&
O

Services

A

Table 4.3 pé%}‘%e Level of E-Governance Adoption in Selected Ministries in Oyo
State %btry of Lands, Housing and Urban Development, Ministry of Health, and
t%&lrd of Internal Revenue) categorized according to the maturity stage of their
websites. This categorization aligns with the concept of the Website Maturity Model,
which assesses the evolution of websites in their ability to provide information and
services. In this case, the ministries/boards are evaluated based on their websites'

maturity stages.
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The first stage of website maturity is Emerging Information Services. In this category,
the Ministries of Lands, Housing and Urban Development, Health, and Board of
Internal Revenue all have websites that fall within this stage. This means that these
websites are in the early stages of development and offer basic information services.
They provide essential information to the public and likely serve as a starting point for
online engagement. These websites are essential for disseminating crucial 1nf0\K

related to the respective ministries' functions and services. QQ

The next stage, Enhanced Information Services, indicates that th&gewsues have

progressed beyond basic information provision. The Ministrie%@nds & Housing,

Health, and Internal Revenue all have websites in this s@ is signifies that they
not only offer basic information but also provide a@onal features and services,

possibly in the form of downloadable forms, @{@ information, and more detailed

descriptions of their services. This re@b a step toward more interactive and

informative online platforms. 5&

Moving up the maturity 1add®se reach the Transactional Information Services stage.
In this category, § trles of Lands & Housing and Internal Revenue have
websites that fal is stage, while the Health Ministry does not. Websites at this

stage typlca®ow users to perform transactions online, such as paying fees or taxes.

The e of transactional services indicates that these ministries are making
SM toward enabling citizens to interact with them more conveniently and
efficiently.

The highest level of website maturity in the table is Connected Information Services.
Here, the Ministry of Health is the only one that has a website classified as such.
Websites in this stage not only offer transactional services but are also interconnected
with other systems, possibly allowing for data exchange and integration with other
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government agencies and services. This indicates a more advanced level of E-

Governance adoption. (See the appendix for screen shot of the websites.

In summary, the table reflects the varying levels of E-Governance adoption across
these ministries in Oyo State, based on the maturity stage of their websites. The data
suggests that while all three ministries offer at least Emerging Information Services,
there is diversity in the extent to which they have progressed in providing en%ced,
transactional, and connected online services. The adoption of E-@%ance

principles and the maturity of websites in these ministries can signi@gdmpact the
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Research Question Three: What are the challenges against e-governance adoption by

government ministries in Oyo state

Table 4.4: Challenges Against E-Governance Adoption by Government

Ministries in Oyo State

challenges of E-governance Strongly Agree Strongly Mean
Agree Disagree Disagree

lack of digital literacy and awareness 64 160 39 \\ 3 3.07

among citizens (24.1%)  (60.2%) (14.7%@1 %)

Poor internet access 106 128 29 3 3.27
(39.8%)  (48.1%) (d0.9%)" (1.1%)

Incessant Power Failure 192 65 93 6 3 3.68
(72.2%) (24.4% :3%) (1.1%)

Low IT Skill Manpower ]2 5 4 2 3.28
(31.2%) &)) (1.5%) (.8%)

Infrastructural Deficit 8 164 12 2 3.27
(33.1@ (61.7%) (4.5%) (.8%)

Privacy and security issues 191 18 2 3.2

%)  (71.8%) (6.8%) (.8%)
Aggregate mean ® 3.28

Table 4.4 provides valuable i@i?v into the challenges that government ministries in

Oyo State face wh @p ing E-Governance initiatives. One of the significant
challenges identifi ﬁthe lack of digital literacy and awareness among citizens. It's
noteworthy@ % of respondents either strongly agree (24.1%) or agree (60.2%)
with t%b?}llenge. This suggests that there is a substantial consensus that citizens'
I»&digital literacy and awareness present a hurdle to effective E-Governance
adoption. Poor internet access is another notable obstacle. The data indicates that
87.9% of respondents strongly agree (39.8%) or agree (48.1%) with this challenge.

This highlights the importance of reliable and widespread internet connectivity for E-

Governance. Limited access to the internet can hinder citizens' ability to access
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online government services and information, emphasizing the need for infrastructure
development.

Incessant Power Failure is also a substantial challenge, with 96.6% of respondents
strongly agreeing (72.2%) or agreeing (24.4%). This challenge is particularly crucial,
as uninterrupted power supply is fundamental for the functioning of digital platforms
and government websites. Power failures can disrupt E-Governance services and
impact citizens' access to online resources. Another challenge is IOQQ Skill
Manpower, with 97.8% of respondents strongly agreeing (31.2%) or g&iyg (66.6%).

This indicates that the majority of respondents recognize @n y in IT skills
h

among government staff. Addressing this challenge th aining and capacity
building is crucial for ensuring that government emp@s have the necessary skills
to support E-Governance initiatives effectivel (bQ

The respondents also identified Infrastruct eficit as a challenge. The result show
that 94.8% of respondents either.str }agree (33.1%) or agree (61.7%) with this.
This underscores the signiﬁcam&@adequate infrastructure, including hardware and
software, to support E-G@ance projects. Finally, Privacy and security issues are
identified as a chalk@ he data indicates that 92.5% of respondents either strongly
agree (20.7% 5@6 (71.8%). Concerns related to privacy and security are common
in E-Go@ance initiatives, and addressing these issues is vital to build trust and
e\s/&a protection.

These challenges encompass a range of technical, infrastructural, and capacity-related
issues, underscoring the multifaceted nature of E-Governance implementation.

Addressing these challenges is pivotal for successful E-Governance adoption, as they

directly impact the efficiency, accessibility, and security of digital government
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services. The data highlights the need for comprehensive strategies to overcome these
barriers and advance E-Governance in Oyo State.

4.3 Hypothesis
The following hypothesis will be tested at 0.05 level of significance

Hol: There will be no significant influence of e governance adoption on service
delivery by selected ministries in Oyo state Q\
Table 4.5 Influence of e-government Adoption on Service Deliver( @elected

Ministries in Oyo State, Nigeria 6\
Model Summary. %
N

Model R R Square Adjusted @Jor of the
R Square stimate

1 5750 330 .3&(§\ 20103

[
a. Predictors: (Constant), E-govemmen@)n
ANOVA? (5\\'
Model Su ¢ 7 df Mean F Sig.
qu‘ Square
Regressmng \ 5.246 1 2.623  64.907 .000°
1 Residual 10.628 264 .040

TOO* 15.874 265

a.D @?:)r;t Variable: Service Delivery
N’/@dictors: (Constant), E-government Adoption
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Coefficients?

Model Unstandardized Standardized t Sig.
Coefficients Coefficients
B Std. Beta
Error
(Constant) 1.924 126 15.276 .000
) E-government
.000

226 .037 3
Adoption

47 .049
A

a. Dependent Variable: Service Delivery ’\b\/
O

In Table 4.5 examines the influence of E-Government ad 'ﬁsewice delivery by
selected ministries in Oyo State, Nigeria. The res Qwed that e-government
implementation has a significant influence ice delivery in the government
ministries. This is shown in the model\t@ e R? value is 0.330, indicating that
approximately 33% of the Variazlvse\i'kwice delivery in the selected government
ministries in Oyo state can be @ned by the independent variable, E-Government
Adoption. This value f@;en‘[s the goodness of fit of the regression model,
suggesting a mode@egree of influence of E-Government Adoption on service
delivery. A ',{s:, justed R? is 0.325, which is very close to the R? value. It takes
into accc@the number of predictors in the model and is often slightly lower than R
I\t/%rbcase, it suggests that the influence of e-Government adoption remains
consistent when considering the model's complexity.

In addition, the ANOVA table assesses the significance of the regression model. The
F-statistic is 64.907, and the associated p-value (Sig.) is 0.000, indicating that the

regression model is statistically significant. This means that E-Government Adoption

has a significant impact on service delivery.
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Furthermore, the coefficients table provides information about the relationship
between the E-Government Adoption and Service Delivery in the selected
government ministries. The unstandardized coefficient for E-Government Adoption is
0.226, and the standardized coefficient (Beta) is 0.347. These values indicate the
strength and direction of the relationship between E-Government Adoption and
Service Delivery. The positive Beta value suggests a positive influence Qof E-
Government Adoption on service delivery. Overall, the key values i %le
demonstrate that E-Government Adoption has a statistically si&i)cant and
moderately influential effect on service delivery by the sele tistries in Oyo
State, Nigeria. the null hypothesis stating that there will l@) ignificant influence of

e governance adoption on service delivery by sele ministries in Oyo state is

hereby rejected. b{bQ
O

4.4 Discussion of Findings

O
The first research question focusb@he perceived level of service delivery in the
selected government ministr@&?e study found a moderate high level of service
delivery in the selec c@histries and board. The finding that the study observed a
moderate to high\l&e of service delivery within the selected ministries and boards is
.

a positive @tion of the performance and effectiveness of these government
entitiesFhis observation is important as it suggests that these organizations are, to a
skq%ant extent, meeting the needs and expectations of the citizens they serve.

A moderate to high level of service delivery implies that these ministries and boards
are making substantial efforts to ensure that their services are efficient, accessible, and
responsive to the needs of the public. This is crucial in the context of public
administration as it demonstrates a commitment to providing quality services to the

citizens, which is one of the primary goals of government organizations.
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Several factors could contribute to this finding. It could be a result of effective
management, investment in infrastructure and technology, well-trained and skilled
personnel, and streamlined processes'. Moreover, these ministries and boards may
have implemented E-Governance initiatives and digital tools to enhance service
delivery, improving citizens' overall experience?. This finding also has broader
implications for public administration and governance. A high level of service
delivery can result in increased citizen satisfaction, trust in government j Qtions
and potentially even increased citizen engagement in the decision-m, rocesses”.

&mmumty and

It can contribute to the overall well-being and developmenté

region, making these findings a positive reflection on thf@u ies and boards' roles

within the government. Q

However, it is important to recognize that the i@ys room for improvement, and
ongoing efforts to enhance service deli l-§sould not be overlooked. Regular
assessments and feedback mecliagl'\'han help identify areas that may require
further development and reﬁn@ Nevertheless, the finding of a moderate to high
level of service delivery i encouraging sign of effective governance and public
administration with@%selected ministries and boards.

The second 's@)question focused on the level of e-government implementation in
the sele@ government ministries. The study found a high level of e-government
ka/ tation among the government ministries The finding that government
ministries exhibit a high level of e-government implementation is a significant and
positive trend in public administration. This suggests that these ministries have made

substantial progress in harnessing digital technologies to improve their services,

enhance efficiency, and increase transparency. The adoption of e-government
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practices aligns with a global pattern of governments worldwide turning to digital
solutions to modernize their operations and better serve citizens.

Numerous studies in the field of e-government support the observation made in this
study. For instance, a study noted that governments globally were increasingly
embracing e-government initiatives to enhance service delivery and streamline their
administrative processes. This finding underscores the fact that the transition ¢o e-
government is not confined to developed nations; it is a worldwide phen(@ﬁtnat

A comparative study, which focused on developing coscovered that

benefits both developed and developing countries®*.
ministries in these nations were actively implementingse-govwernment solutions to
enhance their services. This supports the idea that e@mment is not restricted by
geography or economic development but is a a@naﬁve tool that can be adopted
by governments regardless of their status’ cover, research by other scholars has
shown that e-government implsl@n positively impacts the efficiency and
effectiveness of public service {Qy\ry Government ministries play a pivotal role in
service provision, and tﬁ@ level of e-government implementation found in this

S

study indicates a fo improving and optimizing these services®.

It must be 't@t the high level of e-government implementation in government
ministrié@igns with a global trend towards digital transformation in the public sector.
I%&s progress towards better service delivery, efficiency, and transparency.
However, it is crucial to remain aware of potential obstacles and continuously work to
overcome them to ensure the sustained success of e-government initiatives in these
ministries.

The third research questions focused on the challenges that can hinder the

effectiveness of the e-government in the selected ministries. The study found some
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challenges. These challenges encompass a range of technical, infrastructural, and
capacity-related issues, underscoring the multifaceted nature of E-Governance
implementation. ~ The finding that the challenges faced in E-Governance
implementation encompass a range of technical, infrastructural, and capacity-related
issues underscores the multifaceted nature of the digital transformation process in the
public sector. This observation is in line with the complexity and intricacy ass&lated
with adopting E-Governance initiatives and reflects the various dimensio@ need
to be considered for successful implementation’.

Researchers have also identified various challenges relating to tementation of
e-government, especially in developing countries®. First,and feremost, the technical
challenges highlight the importance of having the@h‘t hardware and software
infrastructure in place. Technical issues could 4 V@compatibility problems, system
integration, and the need for regular “@ and maintenance. Without a robust
technical foundation, E-Govemar.lce Xes may encounter operational glitches and
inefficiencies, potentially affec@e quality of service delivery®.

The infrastructural cha es, as highlighted in the finding, are a critical
consideration. Adéﬁ@eQ infrastructure, including reliable internet access and
uninterrupt '@ supply, is fundamental for the smooth functioning of E-
Govern services. Poor internet access and frequent power failures can disrupt
@’gvemment operations, hampering citizens' access to online services and
information. in the same vein, capacity-related challenges, such as low IT skill
manpower, are a substantial concern. A workforce with limited IT skills can impede
the effective implementation of E-Governance initiatives. Privacy and security issues

are also integral components of the multifaceted nature of E-Governance
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implementation. Ensuring data privacy and security is essential for building trust and
safeguarding sensitive information.

The multifaceted nature of E-Governance implementation, as indicated by the diverse
set of challenges encompassing technical, infrastructural, and capacity-related issues,
emphasizes the comprehensive approach required for successful digital transformation
in the public sector. Addressing these challenges demands a combination of
technological investments, infrastructural development, capacity buildi % a
strong focus on cybersecurity. Overcoming these obstacles is crucij{&g 1zing the
full potential of e-Governance and delivering efficient, secu citizen-centric
government services. é

The test of the hypothesis showed that e-governance @ positive significant impact
on service delivery in the selected ministries. § ing that the implementation of

e-Government significantly influences @

ministries resonates with an extensiv, 5 of research in the field of e-Government.
]

of service delivery by the selected

This result underscores the tra@hative potential of digital technologies in public
administration and gove(’n@é. Several relevant studies have consistently highlighted
the positive impact\@%vernment on service delivery, reinforcing the significance
of this ﬁndi@

For ins@e, researchers emphasized that E-Government has the power to
f;{/(%rgtally transform service delivery and citizen attitudes. It argued that digital
initiatives can enhance public services by making them more accessible, efficient, and
citizen-centric. The finding in your study aligns with this idea by suggesting a
significant influence of e-Government on the level of service delivery'!,!2,

A study which focused on the Caribbean context, provided empirical evidence that e-

Government leads to improved service delivery, increased citizen satisfaction, and
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enhanced government efficiency. These outcomes are consistent with your study's
finding and highlight the global applicability of the influence of e-Government on
service delivery!.

Another study delved into the enablers and inhibitors of E-Government impact. It
concluded that, with effective implementation and the right supporting factors, e-
Government can positively influence service delivery by enhancing quality, redycing
costs, and increasing accessibility. The current study's findings reinforce t that,
when certain enablers are in place, E-Government can significant] sservice
delivery'®. Furthermore, a related study focused on local gove &nd found that
e-Government initiatives contribute to service delivery@%ments, streamlined
administrative processes, and enhanced citizen a to public services. This
evidence underscores the finding that e-Gov r\f@ has a substantial influence on
service delivery and highlights the impo 5&

tlS. \

Lastly, a study which speciﬁc&%kamined e-Government in developing countries,

digital transformation at all levels of

governmen

indicated that e-Govemﬂ-@positively affects service delivery, citizen engagement,
and administrative é@&:y, contributing to good governance. This study echoes the
notion that '@ment initiatives are not only about digitization but also about
improvi.@ervice delivery and enhancing the overall quality of governance!®.

I\s/@rQary, the finding that e-Government has a significant influence on service
delivery by selected ministries is supported by a body of research that underscores the
transformative and positive impact of digitalization in the public sector. Embracing e-
Government practices can lead to more efficient, accessible, and citizen-centric
service delivery, ultimately enhancing the quality of governance and citizen

satisfaction.
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Chapter Five
Conclusion
5.1 Summary of Findings

The findings of this study on the influence of E-government adoption on service
delivery by selected ministries in Oyo state, Nigeria can be summarized as follows;
1. the study found a moderate high level of service delivery in theQﬁ(&ed

ministries and board ( Q

2. the study found a high level of e-government implerb{tgs@n among the
government ministries %

3. These challenges encompass a range of I, infrastructural, and
capacity-related issues, underscoring the multifaceted nature of E-Governance
implementation. ,66

4. The study also found that t&giplementation of e-government has a

significant influence on tlé%tl f service delivery by the selected ministries.

5.2 Conclusi0$é
N\

The findings of t igdy shed light on the state of E-Governance implementation,
@ o
service deli ery\ the challenges encountered within selected ministries and boards
in Oyo . Notably, the study identified a moderate to high level of service delivery
\@ these government entities. This observation indicates a commendable
commitment to providing efficient, accessible, and responsive services to the citizens,
reflecting effective public administration. Additionally, the study revealed a high level
of E-Governance implementation among the government ministries, highlighting a

positive trend toward digital transformation in the public sector. This is consistent
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with the global shift toward adopting E-Governance initiatives to modernize
government operations and enhance service delivery.

The challenges identified in the study encompass technical, infrastructural, and
capacity-related issues, emphasizing the multifaceted nature of E-Governance
implementation. These challenges, including inadequate digital literacy, poor internet
access, power interruptions, low IT skill manpower, infrastructural deﬁcits*and

privacy and security concerns, underscore the complexities and baﬁiers@%ia ed

¢
S

The following recommendations are considered relevant @%dings of this study;

with the transition to digital governance.

5.3 Recommendations

1. Although the study reported a moderat high level of service
deliver,Continuous evaluation of servi%%ivery is still importan. Ministries
and boards should regularly &@%eir services, collect feedback from
citizens, and make improv.ﬁ@ as needed to enhance service quality.

2. Ministries and boardsé(a\ro state should invest in comprehensive training

and capacity-building® programs to enhance the IT skills of their personnel.

SUCQ%E

3. essing infrastructural challenges, such as poor internet access and power

Empowert@ff with the necessary digital competencies is essential for

overnance implementation.

\/%failures, should be a priority. Governments should invest in improving these
essential infrastructure components to ensure the uninterrupted operation of E-
Government services.

4. Promoting digital literacy and awareness among citizens is vital. Governments
should engage in awareness campaigns and education programs to familiarize

the public with digital services and how to access them.
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5.4 Contributions to Knowledge

This study has made several contributions to knowledge in form of conceptual,
empirical and theoretical contributions. Conceptually, this study contributes to a
deeper understanding of the multifaceted nature of E-Governance implementation by
highlighting the technical, infrastructural, and capacity-related challenges that
government ministries and boards face. This insight underscores the complerf
digital transformation and the need for a holistic approach to address these@nges.

Empirically, the study adds to the body of knowledge by providin@gﬂc findings

backed by primary data related to the level of service deliv E-Governance

implementation in the context of government ministri@d boards in Oyo State.
These empirical findings can serve as benchmarks a&ferences for future studies
and policy development. SOQ

Theoretically, the study aligns with \H\&lving theoretical frameworks of E-

Governance, emphasizing the m& nce of digital literacy, infrastructure, and
capacity development. It prov&‘?(actical insights into the real-world challenges and

opportunities associate sgE-Governance initiatives, contributing to the ongoing

theoretical discour. Qhe field.
5.5 Su@ons for Further Studies
gbkyequent studies can enhance the present studies by investigating the following
areas;
e The influence of E-Government Adoption on transparency and accountability
in government operations.
e Different governance models for E-Government projects, such as public-

private partnerships or collaborative approaches.
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e Effectiveness of capacity-building programs for government employees and

their impact on E-Government Adoption
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Appendix I

Questionnaire

SECTION A: Demographic

For each question, please tick (V) the box you consider most appropriate or that which
represent your situation. Please read through all the questions before attempting to
complete the questionnaire. Kindly complete the questionnaire without discu% it
with other members of your organization. All information supplied will r@ed as
strictly confidential. Information will be used only in aggregated fo&

1. Sex/Gender: (a) Male (b) Female §0

2. Designation: (a) 01-05 Junior Staff, (b) 06 -12 S Staff (c) 07-17 Senior
Managerial Q

3. Length of Service(a) 5 years & below; (b) éé%years; (c) 11 — 15 years; (d) 16 —
20 years ; (e) 21 years & above ®%

4. Education Qualification: (a) aduate; b) First Degree/HND(c) NCE/ND;
WASC/SSEC/NECO Q;\(')\

5. Job Category: (a) Ma@almdmin; (b) Technical; (c) Others

SECTION f: T\s@re of E-governance

'ﬂ@% no wrong or right answer to any of the question below.

Pls. place a tick (V) on the answer that represents your feelings or situation about each
question using five rating scaleStrongly Agree; (4) Agree; (3) DisagreE (2) Strongly

Disagree (1)

Service Culture (SC) Strongly | Agree | Disagree | Strongly

Mean
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Agree

Disagree

Civil servants perform their duties in a
manner capable of engendering public
trust.

Corrupt  practices and abuse of

administrative processes have reduced

Civil servants are consistently at their duty
post until close of work.

Civil exhibit in

delivering services.

servants courtesy

Civil servants report to work on time.

Service Quality

ﬁ

Civil servants are dedicated to work and
emphasize services quality.

The
convenient for customers use.

e-government  applications  are

C/
2

Civil servants seem ready to offer people-
oriented service.

Employee Engagement

Government offices offer services that

can be tailored to people specific.

>
R

There is a round the clock availabilit@v

services in government agencies.

It is east to get

.\
issues/co \ﬁ’ts
&

resolved.

Ministry/parastal ~ staffs @\ positive
attitude and are know& ble in their
job.

O
4
Website{@yﬁssessment Criteria.

Matyrity Stage Criteria Description
mergi Information about the office | Website contains basic information about the
In ation office (e.g. office location, public policy,
Services laws, regulations, types of government
services etc.)
Search Website allows a user to search contents
Link to other Website contains links to other
office/organizations facility | office/organization websites or social media
pages
Updating Website has been updated regularly
Contact Us Website has 'Contact Us' option
Enhanced Downloadable form Website allows a user to download relevant
Information forms
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Services Audio/Video Capability | Website can play audio or videos
Multilingual Website allows a user to choose different
languages
Feedback Website allows a user to send feedbacks to
office
Registration Website allows a user to register or sign up
Transactional Uploading forms Website allows a user to upload forms
Information
Services Financial transactions Website allows sending payments and fees
online
Applying for certificates or | Website allows pplication for
licenses certiﬁcates/licensei. Q
E-voting WEbsite allowg’a userto vote online
N
Connected Web comment form Website cogtains user comment forms
Information - - - -
Services Online consultations Wel?-nia}{ows a user to consult online
Citizens views & ite’ engage citizens through citizens'
democratic  participation | vi sections/forums and other methods of
in decision making N\ dlowing them to participate in decision
I making

(bv

lands and housing, ministry of health @Q o state board of internal revenue

Section C: Challenges of E-go %ﬁ Adoption
e
Use of E-governaanW Strongly | Agree; Strongly
“ (\\ Agree; Disagree | Disagree

Use of interagtive Website to pass and receive

infom} iQA

ture development

Invegn& in internet backbone and ICT
ilﬁa

,&aﬁf information technologies (Wide Area
» Networks, the Internet, and mobile

\glcomputing, etc.) in offices

Availability of knowledgeable, skilled and
ICT compliant staff

Availability of appropriate software for
internet connectivity and E-infrastructure

Appropriate ICT legal and government
support

Operational use of ICT in the internal
processes and  activities (memos/mail
distribution, employee salaries and
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| emoluments, staff training, etc.

Appendix 11

Screen grab of websites

E) De [ M Inv | @ inv | G ad |ms B [ @ (05| @ 10| ® Go | G pe | 1|9 | @G [ @on| &M OB x @ M|[@O0|@ P | 8 Re | & k| + 5 - X
< € @ heathoyostategov.ng Qa2 v @ » L O@ :
O YouTube B Maps M Gmai All Bookmarks

Go bock to State Website MDA List Opening Hours : Mon - Fri: 8.00 am. - 4.00 pm. info@oyostate goving

L
ﬂ OYO STATE Wwho We Are what We Do Resources News Tomotiya Q

who We Are .

Vision Mission Mandate

Latest From Us o
H P Type here to search IiE‘" =TI ¢ ) ~ w B 29°C Partysunny A 0) @ Bz ENG 01/11?.?;023 Lo

Quick Links Oyo state

Ministry of Health Government

Oyo State Health

Ministry of Health Building, Oyo State Government Secretariat

Insurance Agency

Opening Hours of the Ministry: Mon - Fri: 8.00 am. - 4.00 pm.

Oyo State Hospitals
Management Board

Oyo State College Of
Nursing And Midwifery

Nun Ctnta Callana NF

. = ~ N 1230
£ Type here to search it e v L | 3 ] u 2VC A@D@E gz W6 =3

Ministry of Health Home Page

Ministry of Health Quick Links Page
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@imieis (@@= 00 |s]sl@ (ol |c |0 (D5 (00D x 2 |s|@|@|s]+ vo- x

X @ lands.oyostate.goving carx «» 00 :

O vouTube BF Maps M Gmail All Bookmarks

WELCOME TO OYO STATE

MINISTRY OF LANDS, HOUSING,
AND URBAN DEVELOPMENT....

PORULAR SERVICES

o
H L Type here to search ¢

Ministry of Lands Housing and Urban Development Homepa

Wic ~am

(https://lands.oyostate.gov.ng/)

Bimelc/@e|l@e|=[p|ld|s|i|l@(0o|r|cloB|[9|®@|@|c|8 x o |2 |@ |||+ e X
G & paylands.oyostategovng e« @ » 00 :
O VouTube B Maps M Gma All Bookmarks
L
. OYO STATE Home: Help?

Pay Bills Online

About Payment Code
Enter Your Payment Code and Details Below to Begin

Payment Code The Payment Code represents your bill's invoice number and is

Enter Payment now displayed on all authentic bills from the Oyo State Ministry of

Lands, Housing and Urban Development.

First Name
It can represent a single item or a group of items that you are
paying for.

Last Name Using your Payment Code when making your payment

guarantees that we will be able to match your payment correctly.

Contact Email

Contact Phone Number

H iType here to search ﬂ_‘
Payment Page, Ministry of Lands and Housing (https://pay.lands.oyostate.gov.ng/)
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ABimidlc @@= 0(d |33 @ |0|r |6 |G [B|9 0|1 |6 |c x 6 |a ||| + o g X

< C | & piroyostategov.ng G\Gﬁ)OGUOE

B YouTube BP Maps M Gmail All Bookmarks

Open Hours : Mon - Fri: 8.00 am. - 4.00 pm. i ate.goving

Wy
‘ OYO STATE who we are v what we do Resources News Q

OYO STATE GOVERNMENT

Oyo State Internal Revenue Service

P Type here to search

Oyo Board of Internal Revenue services (http%r.ovostate. gov.ng/)

S\

amlelc|le|lel=|el@|s|s @0 |c|O0B|% @@ |c|s |2 x o |2 2|2+ =B K
C @ biroyostate.gov.ng/contact-us/ e v & » 0 o H
B vouTube ¥ Maps M Gmail All Bookmarks

Call Us Visit Us Here

Board of Internal Revenue,

Oyo State Government Secretariat,
Ibadan
H O Type here to search it E - @ 9 = -

Oyo Board of Internal Revenue services, contact page
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