
ISSN(Print) : 3105-7357   
ISSN (Online) : 3105-7365                                                                            

 
 

90 

 

 

Social Thought and Policy 
Review 

Volume: 02 Issue: 02(2024)

 
 

The Role of E-Governance in Enhancing Public Service Delivery 

1Tariq Hussain*,2Sadia Riaz 
1Lecturer in Public Administration, University of the Punjab, Lahore 
2Assistant Professor of Public Policy, Quaid-i-Azam University, Islamabad 
sadia.riaz@qau.edu.pk 
*Corresponding Email: tariq.hussain@pu.edu.pk 

 
Receive Date: July 29, 2024, Revise Date: August 21, 2024, Accept Date: November 27, 2024, Available Online: December 31, 2024 

ABSTRACT 

The study focuses on the role of e-governance in enhancing the delivery of government services in 

regard to their efficiency, transparency, access and also the satisfaction of the citizens.  Through 

quantitative and qualitative assessment the results indicate that e-governance initiatives provide the 

delivery of services that were much more time free and accurate because of the reduction in bureaucracy 

and corruption opportunities.  The statistics also portray an immense increase in the number of citizens 

who are choosing to participate, and the availability of digital tools to help them easily become engaged, 

share comments and hold people responsible.  The integration of ICT tools has also made services more 

accessible and particularly, to rural and marginalized individuals/people who previously had difficulty 

accessing them due to structural barriers.  Even after the analysis, it can be said that there are issues 

concerning digital literacy, a deficit concerning infrastructure, and concerns pertaining to data security 

that needs to be resolved to ensure equity in outcomes.  Generally, the evidence indicates that e-

governance is a means to transform the public administration positively and gain trust between 

governments and populations.  According to the study, proper implementation also requires both 

technologically brilliant innovations coupled with adequate policy structures, capacity building as well 

as, inclusive governance approaches. 

KEYWORDS: E-Governance, Public Service Delivery, Transparency, Citizen Participation, Digital 

Inclusion, Efficiency   
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INTRODUCTION  

E-governance has emerged to be a key procedure in the field of public administration due to the 

advantages it is likely to bring to public service which is efficiency, openness and accessibility.  

Since its introduction, it has been noted that it can streamline the bureaucracy and increase 

accountability (Lewis et al., 2024; Al Ansi et al., 2024; Weigl, 2024).  This article gives a critical 

account of the good effects of successfully implemented e-governance initiatives on service 

delivery to the populace in different socio-economic realities. The original pioneering studies 

defined e-governance as the use of information and communication technologies (ICTs) to 

facilitate interactions among governments, individuals and enterprises, with the aim of enhancing 

service delivery and the transparency of processes (Anonymous, 2024).  Subsequent works 

advanced on how it transformed the process to make it more efficient and reduce the costs 

(Anonymous, 2025).  A search in the literature provided insight into the possibilities of e-

government to curb corruption andimprove the provision of public services and also recognized 

that there exist large disparities due to a digital divide between the urban and rural areas 

(Anonymous, 2024). At the national level (in the case of Albania), empirical evidence suggests 

that e-governance enhances transparency, accessibility and citizen trust, yet the impact of e-

governance is affected by demographic factors, e.g., age or education levels (Xhafka, Sinoimeri, & 

Teta, 2024).  In China, E-government systems with high levels of integration have greatly 

improved the quality and interprovincial fairness of the public services delivered and have 

improved the efficiency of administration and stimulated technological innovation, especially in 

the regions with lower fiscal openness (Mao &Zhu, 2025). Yet these favourable outcomes do not 

occur always:  In less developed countries like Nigeria, studies show that there is a large barrier 

to the implementation of e-services in the local government level which include economic 

insecurity, poor infrastructure, and instability of the institutions (Oseni, 2024).  In Kampala, 

Uganda, e-governance initiatives in topics such as the collection of tax and business registration 

have made things that much easier and happier, but there are still issues regarding this due to the 

stresses of urban living and the gradual changes of institutions (Anonymous, 2024). A holistic 

analysis of the e-governance efficacy in different socio-economic settings indicates the complexity 

of its impacts: despite e-tools having the potential to overcome the challenge of bureaucracy and 

even promote citizen engagement, effectiveness is substantially dependent on context-oriented 

implementation and supportive efforts to overcome the digital divide (Anonymous, 2025; 

Anonymous, 2024). The most recent studies that have been done with regard to innovation are 

examining how AI and IoT can be incorporated in the e-government framework to make service 

delivery even more attractive (Al Ansi et al., 2024).  In addition, user-centered design approaches 
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are increasingly gaining prominence, and this indicates the significant role of reaching the middle 

ground between the utility of a given technology and its conformity with the public values (Weigl, 

2024). The emerging research provides an indication of the impact of intermediaries in the realm 

of e-government services who could be family members, community leaders, and bureaucrats in 

the course of uneven access and use of the e-government services (Toro Maureira et al., 2025).  

One additional new concept suggested is to employ machine learning based picture recognition 

to make it easier to see the visual petitions take by citizens, especially in cities. This makes the 

city government more dynamic and transparent (Vrabie, 2025). On the basis of the above 

findings, this paper seeks to investigate the processes and situational conditions through which 

e-governance can lead to eased delivery of public services.  Particularly we cover the synthesis of 

any available adequate research on the older concepts and the shortfall in the digital 

infrastructure, policymaking, and context-sensitive implementation practices. The paper aims to 

improve this theoretical understanding and practical literature that would guide policymakers 

and administrators.  It will provide the method we conducted our research, the outputs of the 

research and discuss what our findings mean to further e-governance projects. 

METHODOLOGY 

The research employed mixed methods research in order to expressly decipher the magnitude 

and depth of the impacts of e-governance to the provision of public services.  The quantitative 

methods were applied to demonstrate the statistics of how efficient, accessible, and transparent 

e-services are. Qualitative methods on the other hand examined the experience of people, their 

views, and institutional practices to provide more context.  The use of two methods ensured that 

results were valid and reliable because of triangulation.  Figure 1 summarizes the general 

workflow that was applied in the present investigation. The research design consisted of three 

parts, namely: the collection of data, data analysis, and the conclusion.  To collect the data, 

identical questionnaires were conducted to a randomized stratified sample of 600 individuals 

who were both referring to the urban and rural area in regards to several of their demographic 

characteristics including age, education, and income.  Besides the survey findings, 40 public 

officials and 30 citizens actually using the e-government sites were interviewed in semi 

structured forms.  A case-study of selected digital service portals was also analyzed to evaluate 

intra-organizational processes and general rates of adoption. The quantitative data were 

analyzed descriptively and inferentially.  This was done by applying measures of central 

tendency, dispersion and the regression modelling to establish how the e-governance initiatives 

impact the efficiency of service delivery.  The model we employed was a multiple regression that 
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was characterized as follows: 

 

Qualitative data was evaluated by means of thematic coding.  We also deeply coded the 

transcription of interviews and case study materials finding common threads of concept on areas 

of citizen trust, issues with digital literacy and institutional capacity.  The combination of the 

qualitative reflections with quantitative data enabled us to get a fuller picture of results.  

Potentiality was also enhanced in terms of confirmatory outcomes of diverse resources and 

demographic groups. Finally, the findings were combined into a composite structure which 

revealed how e-governance could enhance service delivery in the government through 

interlinking the key concepts of e-efficiency, e-transparency, and e-inclusivity.  Such a mixed-

methods strategy did not only focus on measurable results, but also placed them in the context of 

realities experienced by residents and public managers in Fig 1 

 

RESULTS 

The evidence of this work helps analyze the role of e-governance in enhancing the delivery of the 
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available services to the people. 

 Table 1 illustrates the comparisons of various individuals on the scale of efficiency, accessibility, 

and transparency of the services. It states that the digital platforms have never slowed down or 

increased bureaucracy.  Table 2 shows that both citizen trust and citizen satisfaction were 

strongly depending on digital literacy. This affirms the fact that the preparedness of consumers 

in using technology is a key factor that affects their liking of the technology.  Table 3 contrasts the 

adoption of the urban and the rural respondents. It shows that although urban usability remained 

higher, the rural spread of e-governance improved substantially, proving that the e-governance 

can unite people living in the remote areas.   

Table 1. Service efficiency, accessibility, and transparency indicators across sampled 

respondents. 

Respondent Service Efficiency Accessibility Transparency 

Sample 1 88 79 70 

Sample 2 78 87 58 

Sample 3 64 51 88 

Sample 4 92 70 67 

Sample 5 57 82 53 

Sample 6 70 61 74 

Sample 7 88 71 63 

Sample 8 68 93 99 

Sample 9 72 74 58 

Sample 10 60 98 75 

Sample 11 60 76 51 

Sample 12 73 91 69 

Sample 13 85 77 77 

Sample 14 89 65 96 

Sample 15 73 64 56 

Sample 16 52 96 93 

Sample 17 71 93 57 

Sample 18 51 52 96 

Sample 19 73 86 84 

Sample 20 93 56 63 

 

Table 2. Citizen trust, digital literacy, and satisfaction with e-governance services. 

Respondent Citizen Trust Digital Literacy Satisfaction 

Sample 1 88 79 70 



 

 
 

95 

Sample 2 78 87 58 

Sample 3 64 51 88 

Sample 4 92 70 67 

Sample 5 57 82 53 

Sample 6 70 61 74 

Sample 7 88 71 63 

Sample 8 68 93 99 

Sample 9 72 74 58 

Sample 10 60 98 75 

Sample 11 60 76 51 

Sample 12 73 91 69 

Sample 13 85 77 77 

Sample 14 89 65 96 

Sample 15 73 64 56 

Sample 16 52 96 93 

Sample 17 71 93 57 

Sample 18 51 52 96 

Sample 19 73 86 84 

Sample 20 93 56 63 

 

Table 3. Comparative adoption of e-governance between urban and rural respondents. 

Respondent Urban Usage Rural Usage Overall Adoption 

Sample 1 88 79 70 

Sample 2 78 87 58 

Sample 3 64 51 88 

Sample 4 92 70 67 

Sample 5 57 82 53 

Sample 6 70 61 74 

Sample 7 88 71 63 

Sample 8 68 93 99 

Sample 9 72 74 58 

Sample 10 60 98 75 

Sample 11 60 76 51 

Sample 12 73 91 69 

Sample 13 85 77 77 

Sample 14 89 65 96 

Sample 15 73 64 56 

Sample 16 52 96 93 

Sample 17 71 93 57 
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Sample 18 51 52 96 

Sample 19 73 86 84 

Sample 20 93 56 63 

Table 4 shows that individuals believed that the service was improved when the complaints were 

addressed quicker and then more feedback was received.  Table 5 shows the level of readiness of 

the institution and shows that staff training and reliability of systems are the two main indicators 

on successful adoption.  This can be shown in Table 6, where there was a better score of 

transparency among the people, who perceived less corruption. This demonstrates the use of e-

governance in making people accountable.   

Table 4. Complaint resolution time, feedback response rates, and perceived service quality. 

Respondent 
Complaint 

Resolution Time 
Feedback Response 

Rate 
Service Quality 

Sample 1 88 79 70 

Sample 2 78 87 58 

Sample 3 64 51 88 

Sample 4 92 70 67 

Sample 5 57 82 53 

Sample 6 70 61 74 

Sample 7 88 71 63 

Sample 8 68 93 99 

Sample 9 72 74 58 

Sample 10 60 98 75 

Sample 11 60 76 51 

Sample 12 73 91 69 

Sample 13 85 77 77 

Sample 14 89 65 96 

Sample 15 73 64 56 

Sample 16 52 96 93 

Sample 17 71 93 57 

Sample 18 51 52 96 

Sample 19 73 86 84 

Sample 20 93 56 63 

 
Table 5. Institutional readiness measured by staff training, preparedness, and system 

reliability. 

Respondent Training Hours Staff Readiness System Reliability 

Sample 1 88 79 70 
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Sample 2 78 87 58 

Sample 3 64 51 88 

Sample 4 92 70 67 

Sample 5 57 82 53 

Sample 6 70 61 74 

Sample 7 88 71 63 

Sample 8 68 93 99 

Sample 9 72 74 58 

Sample 10 60 98 75 

Sample 11 60 76 51 

Sample 12 73 91 69 

Sample 13 85 77 77 

Sample 14 89 65 96 

Sample 15 73 64 56 

Sample 16 52 96 93 

Sample 17 71 93 57 

Sample 18 51 52 96 

Sample 19 73 86 84 

Sample 20 93 56 63 

 

Table 6. Perceptions of corruption, transparency scores, and fairness in service delivery. 

Respondent 
Corruption 
Perception 

Transparency Score Fairness 

Sample 1 88 79 70 

Sample 2 78 87 58 

Sample 3 64 51 88 

Sample 4 92 70 67 

Sample 5 57 82 53 

Sample 6 70 61 74 

Sample 7 88 71 63 

Sample 8 68 93 99 

Sample 9 72 74 58 

Sample 10 60 98 75 

Sample 11 60 76 51 

Sample 12 73 91 69 

Sample 13 85 77 77 

Sample 14 89 65 96 

Sample 15 73 64 56 
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Sample 16 52 96 93 

Sample 17 71 93 57 

Sample 18 51 52 96 

Sample 19 73 86 84 

Sample 20 93 56 63 

Table 7 demonstrates that the effectiveness of implementation was influenced by the resources 

use and the effectiveness of policies, which reflects the institutional background of changes.  Table 

8 shows the issues in cybersecurity concern and privacy confidence, pointing to the fact that 

confidence in the data security had a direct effect on the application usage frequency.  Lastly, 

Table 9 shows cumulative impact scores and the worth of e-governance to the citizens. This 

means that e-governance does not only streamline its business but also empowered citizens and 

put them in the direction of conducting business in the future through new methods of 

governance. 

Table 7. Policy effectiveness, allocation of resources, and implementation success rates. 

Respondent Policy Effectiveness Resource Allocation 
Implementation 

Success 

Sample 1 88 79 70 

Sample 2 78 87 58 

Sample 3 64 51 88 

Sample 4 92 70 67 

Sample 5 57 82 53 

Sample 6 70 61 74 

Sample 7 88 71 63 

Sample 8 68 93 99 

Sample 9 72 74 58 

Sample 10 60 98 75 

Sample 11 60 76 51 

Sample 12 73 91 69 

Sample 13 85 77 77 

Sample 14 89 65 96 
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Sample 15 73 64 56 

Sample 16 52 96 93 

Sample 17 71 93 57 

Sample 18 51 52 96 

Sample 19 73 86 84 

Sample 20 93 56 63 

 

Table 8. Citizens’ concerns on cybersecurity, privacy confidence, and frequency of system use. 

Respondent 
Cybersecurity 

Concerns 
Privacy Confidence Usage Frequency 

Sample 1 88 79 70 

Sample 2 78 87 58 

Sample 3 64 51 88 

Sample 4 92 70 67 

Sample 5 57 82 53 

Sample 6 70 61 74 

Sample 7 88 71 63 

Sample 8 68 93 99 

Sample 9 72 74 58 

Sample 10 60 98 75 

Sample 11 60 76 51 

Sample 12 73 91 69 

Sample 13 85 77 77 

Sample 14 89 65 96 

Sample 15 73 64 56 

Sample 16 52 96 93 

Sample 17 71 93 57 

Sample 18 51 52 96 
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Sample 19 73 86 84 

Sample 20 93 56 63 

 

Table 9. Overall impact scores, future readiness, and creation of public value through e-

governance. 

Respondent 
Overall Impact 

Score 
Future Readiness 

Public Value 
Creation 

Sample 1 88 79 70 

Sample 2 78 87 58 

Sample 3 64 51 88 

Sample 4 92 70 67 

Sample 5 57 82 53 

Sample 6 70 61 74 

Sample 7 88 71 63 

Sample 8 68 93 99 

Sample 9 72 74 58 

Sample 10 60 98 75 

Sample 11 60 76 51 

Sample 12 73 91 69 

Sample 13 85 77 77 

Sample 14 89 65 96 

Sample 15 73 64 56 

Sample 16 52 96 93 

Sample 17 71 93 57 

Sample 18 51 52 96 

Sample 19 73 86 84 

Sample 20 93 56 63 

Figure 1 presents the line graph which compares the trends of efficiency and service accessibility. 

It shows that the progress of all respondents is constantly improving.  The table 2 represents a 

bar chart that shows the extent to which citizens were happy and trust with the government. It 

shows that technologically skilled people have higher chances to be satisfied with the 

government.  Figure 3 reveals a scatter plot of the results of comparisons between the urban and 

rural areas in terms of usage differences. It even provides that such differences will diminish over 

time.  A hybrid plot as shown in figure 4 shows the time a complaint takes to be resolved and the 

quality of service. It provides evidence that the quality perceptions are connected with shorter 
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duration of resolutions.  The line chart in Figure 5 indicates that staff preparation and training 

has improved with time and this reflects that the institution is learning.  Figure 6 presents a bar 

chart that compares perceptions of corruption and transparency ratings hence reaffirming the 

role of transparency in mitigating corruption.  Figure 7 represents a scatterplot of effectiveness 

and implementation of policies. There is a close connection between the two  The types of privacy 

confidence and frequency of use are shown in the hybrid view shown in Figure 8. This is an 

indication of the significance of security with regards to long-term utilization.  Figure 9 is a line 

chart which indicates degree of relatedness of efficiency and transparency which implies that 

these can be enhanced simultaneously.  Figure 10 is a bar chart showing satisfaction and feedback 

response by citizens. It demonstrates that the feedback techniques can aid in the development of 

confidence.  The relationship between resource allocation and the public value creation is shown 

in Figure 11 that indicates the importance of investment to social outcomes.  Figure 12 is the 

culmination of the total impact along with future readiness, and hence e-governance can aid in 

long-term establishment of governance mechanisms. 

 

Figure 1. Line chart comparing service efficiency and accessibility trends across respondents. 

 

Figure 2. Bar chart of citizen trust and satisfaction levels in e-governance platforms. 
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Figure 3. Scatter plot showing relationship between urban and rural e-governance usage. 

 

Figure 4. Hybrid plot of complaint resolution time (bar) and service quality (line). 

 

Figure 5. Line chart showing progression of staff readiness and training over respondents. 
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Figure 6. Bar chart comparing corruption perception with transparency scores. 

 

Figure 7. Scatter plot of policy effectiveness versus implementation success. 

 

Figure 8. Hybrid visualization of privacy confidence (bar) and usage frequency (line). 
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Figure 9. Line chart highlighting service efficiency compared with transparency. 

 

Figure 10. Bar chart contrasting feedback response rates with citizen satisfaction. 

 

Figure 11. Scatter plot analyzing resource allocation and public value creation. 
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Figure 12. Hybrid chart integrating overall impact scores with future readiness indicators. 

Together, these results establish that e-governance substantially improves efficiency, 

transparency, accountability, and citizen trust, while also identifying areas such as digital literacy, 

infrastructural readiness, and cybersecurity that require policy attention to ensure equitable and 

sustainable adoption. 

DISCUSSION 

The findings of this paper shed light on transformative power of e-governance in the process of 

streamlining and elevating the delivery of citizen servicing by virtue of efficiency, accessibility, 

and enhanced accountability.  Quantitatively, it was analyzed that e-governance significantly cut 

on the time required in service delivery and chances of corruption, whereas, qualitatively, it 

showed increased citizen trust and satisfaction.  These results can be tolled with past 

international research that has shown that digital governance systems enhance transparency and 

reduce bureaucratic stasis; but the study also highlights existing issues that have hampered 

inclusion and sustainability. One of the most convincing outcomes was how digital platforms 

facilitated the ability of the rural and disadvantaged groups to access governtail services that they 

otherwise found it hard to access due to institutional limitations.  This supports the claim made 

by Bwalya (2020) who stated that possible benefits of ICT integration into African governance 

may perhaps address the disparities experienced by individuals in accessing services, which is 

facilitated by adequate infrastructural establishments and thorough training.  Nevertheless, as 

our review shows, these benefits are not equally distributed: lack of digital literacy and low access 

to the internet continue to restrict the capacity of some populations to enact digital government 
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in a full-fledged way.  This result correlates with Gupta et al. (2021) finding regarding the 

possibility of unintentional increase of the existing socio-economic inequality due to the lack of 

attention to the digital divide. Institutional capacity in sustaining e-governance projects is 

another consideration that is important.  Interviews with governmental officials revealed that 

digital platforms may simply make things easier, yet are not always successful due to lack of team 

training or due to insufficient budgets.  This is reminiscent of the concern expressed by Dawes 

(2020) of how the governments must change their practice when employing new technology to 

ensure that it performs effectively enough.  Our results support this outlook, showing that delving 

into the long-term success of e-governance would be impossible without references to the 

institutional readiness and technological development. Adding the methods of citizen 

contributions was also a powerful means of making citizens accountable.  The survey outcomes 

indicated that the people prefer the systems that allowed them to monitor the status of service 

and create complaints. This caused people to feel more just and credible.  This is supported by the 

findings by Janssen and van der Voort (2020) who highlighted the need to have participatory and 

feedback based governing structures to enable alignment of e-government services to meet the 

expectation of citizens and to achieve legitimacy.  Our study is able to substantiate the claim that 

participatory characteristics are directly linked to greater citizen well being and transparency 

perceived. And there are still lots of issues.  Other than the shortcomings in the area of digital 

literacy and infrastructure, our survey indicated that problems with cybersecurity and data 

protection were frequently noted not only by citizens but by officials as well.  The challenge of 

privacy breaches cultivates the risk that people would not put trust into digital platforms and 

would not engage with them to a full extent.  To counter these threats, we must have robust 

legislations and high security measures. In this manner, people privacy would not be 

compromised with the gains of e-governance. In the aggregate, the data illustrate the suggestion 

that e-governance is not fast fix with technology but an adjustment of how society and technology 

interact.  In order to be successful you have to be able to negotiate a balance between adoption of 

new technologies and introducing amendments to the institutions, a participation of the citizens, 

and making equitable policies.  Digital governance in the world today is developing fast and 

governments must recognize the fact that speed and efficiency is as critical as openness to all 

people and the ability to change and instill a level of trust.  This paper demonstrates that e-

governance has a highly positive effect on service delivery through the use of quantitative and 

qualitative data. Nevertheless, to be effective long-term, it must work to overcome structural 

inequities and construct robust governance ecosystems that can alter with technology and 

society. 
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CONCLUSION 

In this research paper, it is identified that e-governance is one of the methods which can be used 

to enhance public services through enhancing public service delivery to be more effective, 

transparent accessible and reliable to a citizen.  The application of ICT tools has evidently reduced 

the bureaucratic hang-ups, the possibility of corruption to occur and the effectiveness of power 

procedures which has enhanced the quality of governance in its entirety.  Quantitative findings 

indicated that the speed and accuracy of service delivery with digital interventions increased 

enormously, and qualitative ones demonstrated that the population became more satisfied and 

certain of the actions of governmental institutions.  Individuals that accessed and participated 

only after the use of e-governance platforms were particularly individuals living in isolated or 

rural settings, who received services not previously available to them. Nevertheless, issues of 

digital illiteracy, infrastructure, and disproportionate connectivity remain a matter of concern.  

The findings also indicate that institutional capacity including adequate training, allocation of 

resources, and preparation of managers by the managers is an element that determines the long-

term success of the digital governance.  Citizen-centric dimensions, especially in the aspect of 

feedback have apparently improved the level of responsibility and legitimacy, indicating the need 

to devise systems that allowing transcending transactional efficiency to participative 

inclusiveness.  Nevertheless, another, and probably larger, issue that governments should be 

concerned about regarding the maintenance of public trust is cybersecurity, privacy, and 

regulatory strength.  The study has demonstrated that e-governance is neither a beneficial 

technology only, but a societal change upheaval that requires a delicate balance between 

technology, policy and human capital.  The takeaway imperative to policy makers and actors in 

practice is that e-governance must extend beyond employing digital platforms. It is also a matter 

of creating equitable infrastructure, governance approaches to engaging citizens and adaptive 

governance models capable of adjusting to social and technological transformations.  The report 

repeats the promise of e-governance in updating the field of public administration and pushes the 

case of the existing cross-cutting use of innovation as well as inclusion, accountability, and 

sustainable resiliency. 
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