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Abstract
Digital governance has increasingly become a central component of public administration reforms as governments adopt information and communication technologies (ICTs) to improve administrative efficiency, transparency, and citizen access to public services. In many developing countries, however, public service delivery continues to face challenges such as bureaucratic delays, limited institutional capacity, and inadequate infrastructure. This study examined the influence of digital governance on the efficiency of public service delivery in local governments. The study adopted a mixed-methods research design that combined quantitative and qualitative approaches. Quantitative data were collected through structured questionnaires administered to respondents including local government officials, ICT officers, and citizens who utilize local government services. Qualitative data were obtained through key informant interviews and document review. Quantitative data were analyzed using descriptive statistics, while qualitative data were analyzed using thematic analysis. The findings indicate that several digital governance practices have been adopted within local governments, including electronic document management systems, online tax payment systems, digital land records, and online service portals. These systems were found to contribute to improved service delivery by reducing service processing time, enhancing transparency in administrative procedures, and improving citizen satisfaction with government services. However, the study also identified several barriers affecting digital governance implementation, including limited ICT infrastructure, poor internet connectivity, insufficient digital skills among staff, and financial constraints. The study recommends strengthening ICT infrastructure in local government institutions, enhancing digital skills among public sector staff through continuous capacity-building programs, expanding digital service platforms for citizens, and developing comprehensive digital governance policies to support sustainable digital transformation in public administration.
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1. Introduction
The growing penetration of digital technologies has significantly transformed governance systems across the world. Governments are increasingly adopting digital platforms and information systems to enhance administrative efficiency, improve transparency, and strengthen citizen engagement in governance processes (Shibambu, 2024). This transformation has given rise to the concept of digital governance, which broadly refers to the use of information and communication technologies (ICTs) to support public administration functions and improve interactions between governments and citizens. Digital governance is now widely regarded as a key driver of modernization in the public sector because it enables governments to streamline bureaucratic processes, improve information management systems, and deliver services more efficiently to the public (Djatmiko et al., 2025). Digital technologies such as online platforms, mobile applications, and integrated information systems have therefore become central tools in contemporary governance reforms.
Globally, the adoption of digital governance has accelerated as governments seek to respond to the increasing demand for efficient, transparent, and citizen-centered public services. Many countries have implemented digital government strategies that integrate ICT into administrative operations and service delivery systems (Mncwango & Mncwango, 2024). These initiatives often involve the use of e-government platforms to facilitate service access, automate administrative procedures, and enhance communication between government institutions and citizens. Evidence from cross-country studies suggests that digital governance initiatives contribute to improved institutional efficiency, enhanced accountability, and better service delivery outcomes (Sadat et al., 2025). Consequently, digital governance has become an important policy instrument for improving the effectiveness of public administration systems in both developed and developing countries (Mncwango & Mncwango, 2024).
Digital technologies have also reshaped the operational environment of public administration by enabling governments to adopt data-driven decision-making and digital service delivery mechanisms (Shibambu, 2024). Through the integration of digital tools into administrative processes, public institutions are able to improve record management, accelerate service processing, and reduce administrative costs (Otutu et al., 2023). Studies on digital transformation in public sector institutions show that the integration of ICT systems can significantly improve the efficiency and responsiveness of government services while simultaneously strengthening transparency in governance (Shibambu, 2024). In this context, digital governance is increasingly viewed as an essential component of modern public management reforms aimed at improving government performance and responsiveness to citizens’ needs (Shibambu, 2024).
Despite these global developments, many developing countries continue to face persistent challenges in the delivery of public services. Public sector institutions in many parts of Africa are often characterized by bureaucratic inefficiencies, limited institutional capacity, inadequate infrastructure, and financial constraints(Sadat et al., 2025). These challenges frequently result in delays in service provision, weak administrative accountability, and limited citizen access to essential public services. As a result, improving the efficiency of public service delivery remains a major governance priority across many developing countries. Recent studies have suggested that digital governance can provide innovative solutions to many of these challenges by enabling governments to automate administrative processes and enhance service accessibility (Mncwango & Mncwango, 2024). However, the effectiveness of digital governance initiatives depends largely on the institutional capacity of governments to implement and sustain digital transformation programs.
Local governments play a central role in public service delivery because they are responsible for implementing national policies and providing essential services directly to citizens. These services often include infrastructure management, waste management, licensing, civil registration, and community development programs (Otutu et al., 2023). In many developing countries, local governments serve as the primary interface between citizens and the state. Consequently, the efficiency of local government institutions has a direct impact on the quality of public service delivery experienced by citizens (Yang et al., 2024). In Uganda, for example, decentralization reforms have placed significant responsibility on local governments to deliver essential public services and promote local development initiatives (Sadat et al., 2025). However, many local governments continue to face administrative and operational challenges that limit their ability to provide timely and efficient services (Yang et al., 2024).
In response to these challenges, digital transformation has increasingly been promoted as a strategy for strengthening governance capacity at the local government level (Yang et al., 2024). The integration of digital technologies into local government administration can improve service delivery processes by reducing bureaucratic delays, enhancing transparency, and increasing accessibility of public services. Digital governance systems enable citizens to access services online, submit applications electronically, and receive timely feedback from public institutions (Kraus et al., 2022). Empirical studies conducted in African municipalities have demonstrated that digital technologies can enhance service delivery by improving communication between citizens and government institutions while also strengthening accountability mechanisms (Mohale, 2024). However, the adoption of digital governance within local government institutions in many developing countries remains uneven due to infrastructural limitations, digital literacy challenges, and institutional resistance to technological change (Mohale, 2024).
Although existing literature acknowledges the potential benefits of digital governance in improving public administration, there remains limited empirical research focusing specifically on the relationship between digital governance and service delivery efficiency at the local government level in developing countries (Djatmiko et al., 2025). Many studies have concentrated on national-level digital government initiatives, with comparatively less attention given to governance dynamics at sub-national levels where service delivery actually occurs (Otutu et al., 2023). This gap in the literature is particularly significant in the context of African countries, where decentralization policies have expanded the responsibilities of local governments in public service delivery.
Against this background, this study examines the relationship between digital governance and the efficiency of public service delivery in developing countries, with particular focus on local government institutions. The study seeks to contribute to the growing body of knowledge on digital governance by providing empirical insights into how digital technologies influence administrative efficiency and service delivery outcomes at the local government level. By incorporating perspectives from both international and African scholarship, the study contributes to the ongoing discourse on digital governance and public administration reforms in developing countries.

Problem Statement
Despite the growing adoption of digital governance globally, significant gaps remain in understanding its effectiveness at the local government level in developing countries. Existing studies have largely focused on national digital transformation initiatives, with limited attention to sub-national institutions where public services are directly delivered (Mergel et al., 2019). In many developing countries, including Uganda, local governments continue to experience inefficiencies such as bureaucratic delays, weak institutional capacity, and limited technological infrastructure despite decentralization reforms (Lambright, 2011; Smoke, 2015). Although digital governance is widely recognized as a tool for improving service delivery, empirical evidence on its actual impact on efficiency, transparency, and citizen satisfaction at the local level remains limited and inconclusive (Janowski, 2015; Richard, 2017). Furthermore, few studies adopt mixed-method approaches to examine both measurable outcomes and institutional experiences. This study therefore addresses this gap by investigating the relationship between digital governance and public service delivery efficiency in local governments.
Purpose of the Study
The purpose of this study was to examine the influence of digital governance on the efficiency of public service delivery in local governments in developing countries, with particular focus on selected local governments in Uganda.
Specific Objectives of the Study
i. To examine the extent of adoption of digital governance practices in local governments.
ii. To assess the influence of digital governance on the efficiency of public service delivery in local governments.
iii. To identify the challenges affecting the implementation of digital governance in local governments.
2. Literature Review
2.1 Digital Governance
Digital governance has become an important concept in contemporary public administration as governments increasingly integrate digital technologies into governance processes and service delivery systems (Janowski, 2015). Digital governance refers to the use of information and communication technologies (ICTs) to support government operations, improve transparency, enhance citizen participation, and deliver public services more efficiently (Janowski, 2015; Mergel et al., 2019). The integration of digital technologies into governance structures allows governments to redesign administrative procedures, strengthen institutional coordination, and improve interactions between public institutions and citizens (Mergel et al., 2019). As governments adopt digital platforms for administrative processes, the concept of digital governance has evolved into a key component of modern public sector reform programs aimed at improving government efficiency and accountability (Bertot et al., 2010).
Digital governance is closely related to the concept of e-government, which focuses on the application of ICT tools to deliver government services electronically (Bertot et al., 2010). E-government initiatives enable governments to provide public services through online platforms, thereby reducing bureaucratic processes and improving service accessibility for citizens and businesses (Richard, 2017). While e-government primarily focuses on digitizing government services and administrative systems, digital governance encompasses a broader governance perspective that includes digital participation, open data initiatives, and collaborative governance mechanisms (Janowski, 2015). These developments reflect the growing recognition that digital technologies can transform governance systems by improving information flow, enhancing administrative responsiveness, and strengthening accountability in public administration (Yang et al., 2024).
In many developing countries, digital governance initiatives have been promoted as part of broader governance and public administration reforms aimed at improving public service delivery. Governments have increasingly adopted national ICT policies and e-government strategies designed to expand digital infrastructure and strengthen the use of digital technologies within public institutions (Bwalya & Stephen, 2014). Evidence from developing countries suggests that digital governance can contribute to improved public administration performance by facilitating more efficient information management systems and enabling governments to provide services more effectively to citizens (Evans, 2019). However, the effectiveness of digital governance initiatives often depends on the availability of technological infrastructure, institutional capacity, and supportive policy frameworks within the public sector.
2.2 Public Service Delivery in Local Governments
Public service delivery refers to the provision of essential goods and services by government institutions to citizens in order to promote social welfare and economic development. These services commonly include education, healthcare, infrastructure development, sanitation, water supply, and administrative services such as licensing and registration (Robert & Janet, 2000). Effective public service delivery is widely recognized as one of the most important responsibilities of government institutions because it directly affects the quality of life of citizens and shapes public perceptions of government performance (Robert & Janet, 2000; Smoke, 2015).
Local governments play a central role in public service delivery because they operate at the level closest to citizens and communities. Decentralization reforms implemented in many developing countries have transferred significant administrative and fiscal responsibilities from central governments to local authorities in order to improve service delivery efficiency and responsiveness to local needs (Smoke, 2015). Through decentralization, local governments are expected to provide services that reflect the priorities of local communities while promoting citizen participation in governance processes (Smoke, 2015). These reforms have therefore positioned local governments as critical actors in national development and public administration systems.
In Uganda, decentralization policies have significantly expanded the role of local governments in public service delivery (Lambright, 2011). Local governments are responsible for delivering a wide range of services including primary education, healthcare services, and local infrastructure development. These responsibilities make local governments the primary interface between citizens and the state, meaning that their administrative capacity and efficiency directly influence the quality of public service delivery experienced by citizens (Lambright, 2011). However, studies on decentralization in developing countries indicate that many local governments face significant constraints including limited financial resources, weak institutional capacity, and inadequate administrative systems that limit their ability to provide services effectively (Smoke, 2015).
2.3 Digital Governance and Service Delivery Efficiency
Digital governance has been widely associated with improvements in the efficiency and effectiveness of public service delivery (Mergel et al., 2019). Digital technologies allow governments to automate administrative procedures, streamline bureaucratic processes, and improve coordination among public institutions (Robert & Janet, 2000). The use of digital platforms enables citizens to access government services online, thereby reducing the time and cost associated with traditional service delivery mechanisms (Mergel et al., 2019). These technologies can significantly improve government responsiveness and service accessibility by allowing citizens to interact with government institutions remotely (Lambright, 2011).
Another important contribution of digital governance to service delivery efficiency is the promotion of transparency and accountability in government operations (Bertot et al., 2010). Digital technologies enable governments to publish information about budgets, policies, and administrative procedures through online platforms, thereby increasing public access to government information and strengthening oversight mechanisms (Bertot et al., 2010). Research has shown that digital technologies can reduce corruption and improve accountability in public administration by making government processes more transparent and accessible to citizens (Bertot et al., 2010).
Digital governance systems also improve the speed and reliability of service delivery by simplifying administrative processes and enabling electronic submission of applications and documentation (Mohale, 2024). Online systems for tax payments, business registration, and land administration have significantly reduced administrative delays and improved the efficiency of government services in many countries (Richard, 2017). In developing countries, the adoption of digital government platforms has been associated with improvements in public sector management and administrative performance, particularly in sectors where digital technologies enable governments to automate service delivery processes (Evans, 2019).
2.4 Barriers to Digital Governance in Developing Countries
Despite the potential benefits of digital governance, many developing countries face significant challenges in implementing digital transformation initiatives within government institutions (Tassabehji et al., 2016). One of the most common barriers is the limited availability of ICT infrastructure, including unreliable internet connectivity, inadequate broadband coverage, and insufficient technological equipment within public institutions (Richard, 2017). Without adequate digital infrastructure, governments may struggle to implement digital service delivery platforms and maintain reliable digital systems (Janowski, 2015).
Institutional capacity constraints also represent a major challenge for digital governance implementation. Effective digital transformation requires public sector institutions to possess adequate technical expertise, management capacity, and organizational readiness to adopt digital technologies. However, many government institutions in developing countries lack the necessary technical skills and institutional frameworks required to manage complex digital systems and digital governance platforms (Mergel et al., 2019).
Another important barrier to digital governance adoption relates to digital literacy among citizens (Janowski, 2015). In many developing countries, large segments of the population have limited access to digital technologies and lack the digital skills necessary to interact with online government services. This digital divide can limit citizen participation in digital governance initiatives and reduce the effectiveness of digital public services (Evans, 2019).
Financial constraints further complicate digital governance implementation in developing countries (Das, 2024). Digital transformation programs often require significant investments in ICT infrastructure, system development, and capacity building for public sector staff (Das, 2024). However, many governments in developing countries operate under tight fiscal constraints, making it difficult to allocate sufficient resources for large-scale digital transformation initiatives (Bwalya & Stephen, 2014).
3. Materials and Methods
This section describes the methodological procedures used to investigate the relationship between digital governance and the efficiency of public service delivery in local governments. It outlines the research design, study area, study population and sampling procedures, data collection methods, data analysis techniques, and ethical considerations adopted in conducting the study.
3.1 Research Design
The study adopted a mixed-methods research design, combining quantitative and qualitative approaches to provide a comprehensive understanding of how digital governance influences public service delivery in local governments (Palinkas et al., 2015). Mixed-methods research allows the researcher to integrate quantitative data, which provides measurable evidence of relationships between variables, with qualitative data that explains contextual factors influencing those relationships (Creswell & Vicki, 2017). The combination of these approaches enhances the robustness of findings by allowing triangulation of data sources and analytical perspectives.
The quantitative component of the study involved the use of structured questionnaires administered to respondents in selected local governments (Yin, 2017). Quantitative methods are useful for examining patterns and relationships between variables across larger populations and for generating statistically reliable evidence (Bryman, 2016). Through survey questionnaires, the study collected data on the extent of digital governance adoption and its perceived impact on service delivery efficiency.
The qualitative component involved key informant interviews with selected local government officials and ICT officers who possess specialized knowledge of digital governance implementation within local government institutions. Qualitative interviews enable researchers to obtain detailed insights into institutional processes, governance practices, and contextual factors influencing policy implementation (Yin, 2017). The integration of qualitative and quantitative data therefore enabled the study to capture both measurable trends and deeper institutional explanations regarding digital governance and service delivery.
3.2 Study Area
The study was conducted in selected local government authorities in Uganda, where decentralization reforms have given local governments’ significant responsibility for delivering public services to citizens. Uganda adopted a decentralized governance system in the 1990s with the objective of improving service delivery efficiency and promoting citizen participation in governance processes (Lambright, 2011). Under this system, local governments are responsible for providing key services including education, healthcare, infrastructure development, and administrative services at the community level.
In recent years, the Government of Uganda has also promoted the adoption of digital technologies within public sector institutions as part of broader public administration reforms (Lambright, 2011). Initiatives such as e-government platforms, digital tax systems, and electronic public administration systems have been introduced to improve government efficiency and service delivery (Bwalya & Stephen, 2014). However, the level of digital governance adoption varies across local government institutions due to differences in technological infrastructure, administrative capacity, and resource availability (Mncwango & Mncwango, 2024). These variations make local governments an appropriate context for examining the relationship between digital governance and service delivery efficiency.
3.3 Study Population and Sample
The study population consisted of individuals who are directly involved in the provision, management, or utilization of public services within local government institutions. The population therefore included local government officials, ICT officers, and citizens who utilize public services provided by local governments.
Local government officials were included because they are responsible for implementing government policies and managing public service delivery systems. ICT officers were included because they play a central role in the development and management of digital governance systems within local government institutions. Citizens or service users were also included in the study because they represent the primary beneficiaries of public service delivery and are therefore able to provide insights into the effectiveness and accessibility of digital government services.
The study used a sample drawn from these population groups in order to obtain representative data on digital governance practices and service delivery outcomes. Sampling is a common research procedure used to obtain information from a subset of a population when it is not feasible to collect data from all individuals in the population (Etikan, 2017). By selecting respondents from different stakeholder groups, the study ensured that multiple perspectives on digital governance and service delivery were captured.
3.4 Sampling Techniques
The study employed a combination of purposive sampling and simple random sampling techniques to select respondents. Purposive sampling was used to identify key informants such as ICT officers and senior local government officials who possess specialized knowledge about digital governance systems and administrative processes within local governments. Purposive sampling is widely used in qualitative research when the researcher intends to obtain detailed information from individuals with relevant expertise or experience (Palinkas et al., 2015).
Simple random sampling was used to select respondents for the questionnaire survey among local government staff and citizens using public services. Random sampling ensures that each member of the population has an equal probability of being selected, thereby reducing sampling bias and improving the representativeness of the sample (Bryman, 2016). The combination of purposive and random sampling techniques therefore allowed the study to obtain both expert insights and generalizable quantitative data.
3.5 Data Collection Methods
The study employed multiple data collection methods in order to obtain comprehensive information on digital governance and public service delivery. The use of multiple methods enhances the credibility and validity of research findings by enabling triangulation of data sources (Creswell & Vicki, 2017).
Questionnaire Survey
A structured questionnaire was administered to selected respondents to collect quantitative data on the adoption of digital governance systems and their influence on service delivery efficiency. Questionnaires are commonly used in public administration research because they allow researchers to collect standardized information from large numbers of respondents in a systematic manner (Bryman, 2016). The questionnaire included both closed-ended and Likert-scale questions designed to measure perceptions regarding digital governance practices and service delivery performance.
Key Informant Interviews
Semi-structured interviews were conducted with selected local government officials and ICT officers. Key informant interviews are widely used in governance research to obtain in-depth information about institutional processes, administrative practices, and policy implementation challenges (Yin, 2018). The interviews provided qualitative insights into how digital governance systems are implemented within local government institutions and how they influence service delivery outcomes.
Document Review
The study also reviewed relevant policy documents, government reports, and administrative records related to digital governance initiatives within local governments. Document analysis is an important method in public administration research because it provides contextual information about policies, institutional structures, and governance frameworks (Bowen, 2009). These documents helped to complement data obtained through surveys and interviews.
3.6 Data Analysis
Quantitative data collected through questionnaires were analyzed using descriptive statistical techniques, including frequencies, percentages, and mean scores. Descriptive statistics allow researchers to summarize numerical data and identify patterns or trends within the dataset (Field, 2018). These techniques were used to analyze respondents’ perceptions regarding the impact of digital governance on service delivery efficiency.
Qualitative data obtained from interviews and document analysis were analyzed using thematic analysis. Thematic analysis involves identifying patterns or themes within qualitative data in order to interpret participants’ experiences and perspectives (Braun & Clarke, 2006). Interview responses were coded and categorized into themes related to digital governance implementation, service delivery efficiency, and institutional challenges within local governments.
3.7 Ethical Considerations
Ethical principles were observed throughout the research process in order to protect the rights and confidentiality of participants. Participation in the study was voluntary, and respondents were informed about the purpose of the research before data collection began. Informed consent was obtained from all participants prior to their involvement in the study.
Confidentiality and anonymity were also maintained during the research process. Personal identifiers were removed from the dataset to ensure that individual respondents could not be identified. In addition, the data collected were used solely for academic research purposes and were stored securely to prevent unauthorized access.
Observing ethical research practices is essential in social science research because it protects participants from harm and ensures the integrity of the research process (Israel, 2015).
4. Results
This section presents the findings of the study regarding the influence of digital governance on the efficiency of public service delivery in local governments. The results are presented according to the study objectives and are based on both quantitative data obtained through questionnaire surveys and qualitative data obtained through key informant interviews and document review. Quantitative results are presented using descriptive statistics including frequencies, percentages, and mean scores, while qualitative findings are presented thematically based on patterns identified during thematic analysis.
4.1 Digital Governance Practices in Local Governments
The first objective of the study was to examine the extent to which digital governance practices have been adopted in local governments. Respondents were asked to indicate whether their local governments had implemented specific digital governance systems related to service delivery.
Table 1: Digital Governance Systems Implemented in Local Governments
	Digital Governance System
	Frequency (n=120)
	Percentage (%)

	Online tax payment systems
	78
	65.0

	Digital land records management
	64
	53.3

	Online service portals for applications
	71
	59.2

	Electronic document management systems
	83
	69.2

	Mobile communication platforms for citizens
	68
	56.7


Source: Primary Data, 2026

The findings presented in Table 1 indicate that several digital governance systems have been introduced within local government institutions. The most commonly reported digital governance system was the electronic document management system, which was reported by 69.2% of respondents. This system allows government institutions to manage administrative records digitally and improve information sharing across departments.
Online tax payment systems were reported by 65% of respondents, indicating that many local governments have adopted digital systems to facilitate revenue collection. These systems allow citizens to pay taxes electronically, reducing the need for physical visits to government offices.
Online service portals were also reported by 59.2% of respondents. These portals enable citizens to submit service requests, applications, and documentation electronically. Digital land records management systems were reported by 53.3% of respondents, suggesting that some local governments have begun digitizing land administration processes.
Qualitative Findings
Qualitative data obtained from key informant interviews provided additional insights into digital governance practices within local governments. Several respondents indicated that digital systems have been introduced to improve administrative coordination and reduce paperwork in government offices.
One ICT officer explained:
“Before the introduction of electronic document systems, many records were kept manually and retrieving them could take several days. With digital systems, records can now be accessed quickly, which has improved the speed of administrative processes.”
Another local government official noted that digital communication platforms such as mobile messaging and online portals have improved communication between citizens and government offices. These findings suggest that digital governance initiatives have begun to transform administrative processes within local government institutions.
4.2 Digital Governance and Efficiency of Public Service Delivery
The second objective of the study was to examine how digital governance influences the efficiency of public service delivery. Respondents were asked to indicate their level of agreement with statements regarding the impact of digital governance on service delivery efficiency using a five-point Likert scale.
Table 2: Perceived Impact of Digital Governance on Service Delivery Efficiency
	Statement
	Mean Score
	Interpretation

	Digital systems have reduced service processing time
	4.12
	Agree

	Digital governance improves transparency in service delivery
	4.08
	Agree

	Digital systems reduce opportunities for corruption
	3.89
	Agree

	Digital governance improves citizen satisfaction
	4.01
	Agree


Source: Primary Data, 2026
The results presented in Table 2 indicate that respondents generally perceived digital governance to have a positive impact on the efficiency of public service delivery. The statement that digital systems reduce service processing time recorded the highest mean score (4.12), suggesting that respondents widely believe that digital governance initiatives have accelerated service delivery processes.
Respondents also indicated that digital governance improves transparency in service delivery, with a mean score of 4.08. These findings suggest that digital systems have improved the visibility of administrative processes and increased public access to information about government services.
The statement that digital governance improves citizen satisfaction also received a high mean score (4.01). This indicates that respondents believe digital service delivery systems have improved citizens’ experiences when interacting with government institutions.
These findings are consistent with previous studies which indicate that digital governance systems improve administrative efficiency by reducing bureaucratic procedures and increasing access to government services through online platforms (Mergel et al., 2019).
Qualitative Findings
Qualitative findings further supported the quantitative results regarding the positive impact of digital governance on service delivery efficiency. Many interview participants indicated that digital governance systems have reduced administrative delays and improved service accessibility for citizens.
One local government official stated:
“Previously, citizens had to visit offices multiple times to follow up on service requests. With the introduction of online systems, some services can now be processed electronically, which saves time for both citizens and government staff.”
Another respondent explained that digital systems have increased transparency by making government information more accessible to citizens:
“Digital platforms allow citizens to track the status of their applications. This has reduced complaints about delays and improved trust in local government services.”
These findings suggest that digital governance initiatives contribute to improved service delivery outcomes by enhancing administrative efficiency, transparency, and citizen satisfaction.
4.3 Barriers to Digital Governance Implementation
Although digital governance initiatives have improved service delivery efficiency in several areas, respondents also identified a number of challenges affecting the implementation of digital governance within local governments.


Table 3: Barriers to Digital Governance Implementation
	Barrier
	Frequency
	Percentage (%)

	Limited ICT infrastructure
	72
	60.0

	Poor internet connectivity
	67
	55.8

	Lack of digital skills among staff
	59
	49.2

	Financial constraints
	75
	62.5


Source: Primary Data, 2026
The findings presented in Table 3 indicate that financial constraints were identified as the most significant barrier to digital governance implementation, reported by 62.5% of respondents. Implementing digital governance systems often requires significant investments in infrastructure, software development, and staff training, which may be difficult for local governments with limited budgets.
Limited ICT infrastructure was reported by 60% of respondents as another major challenge. Many local governments lack adequate computer equipment, digital platforms, and reliable technological infrastructure required to support digital governance initiatives.
Poor internet connectivity was reported by 55.8% of respondents, indicating that unreliable internet services can limit the effectiveness of digital governance systems. In addition, 49.2% of respondents reported that limited digital skills among staff members represent a challenge for implementing digital governance programs.
These findings reflect broader challenges associated with digital transformation in public sector institutions in developing countries, where limited infrastructure and institutional capacity often constrain digital governance implementation (Heeks, 2018).
Qualitative Findings
Qualitative findings from interviews further highlighted the institutional and infrastructural barriers affecting digital governance implementation. Several respondents indicated that inadequate funding limits the ability of local governments to expand digital governance systems.
One ICT officer explained:
“Many local governments do not have sufficient budgets to invest in modern ICT systems. This makes it difficult to maintain digital infrastructure and upgrade existing systems.”
Another respondent noted that limited digital skills among government staff members create challenges for the effective use of digital platforms:
“Some staff members are not familiar with digital systems, which slows down the adoption of new technologies.”
These findings suggest that while digital governance initiatives have the potential to improve public service delivery efficiency, their effectiveness depends on the availability of adequate infrastructure, financial resources, and technical capacity within local government institutions.

5. Discussions
The findings of this study provide important insights into the role of digital governance in improving the efficiency of public service delivery in local governments. The discussion interprets the quantitative and qualitative findings and relates them to existing scholarship on digital governance and public administration reforms.
5.1 Digital Governance Practices in Local Governments
The findings indicate that several digital governance practices have been adopted in local governments, including electronic document management systems, online tax payment systems, digital land records, and online service portals. These systems appear to have improved administrative coordination and record management within local government institutions. The adoption of digital governance technologies within local governments reflects broader global trends in public administration where governments are increasingly using digital platforms to modernize governance processes and improve service delivery.
These findings are consistent with earlier research which shows that digital governance systems facilitate more efficient management of administrative records and improve institutional coordination within government agencies. Studies on digital government transformation indicate that digital platforms enable public institutions to streamline bureaucratic processes and improve internal communication across departments (Mergel et al., 2019). The qualitative findings of this study further support this perspective, as respondents indicated that electronic document management systems have improved access to administrative records and reduced delays associated with manual record retrieval.
In the context of developing countries, the adoption of digital governance systems within local government institutions is particularly important because these institutions are responsible for delivering essential services directly to citizens. By digitizing administrative processes such as tax payments and service applications, local governments can improve the accessibility and efficiency of public services while reducing the administrative burden on both citizens and government officials.

5.2 Digital Governance and Efficiency of Public Service Delivery
The findings also show that digital governance contributes significantly to improving the efficiency of public service delivery. Respondents reported that digital systems have reduced service processing time, improved transparency in administrative procedures, and increased citizen satisfaction with government services. These results suggest that digital governance initiatives are helping local governments overcome some of the bureaucratic inefficiencies traditionally associated with public sector service delivery.
These findings align with previous studies which demonstrate that digital governance initiatives improve service delivery efficiency by simplifying administrative processes and enabling citizens to access government services online. Digital platforms allow citizens to submit service requests electronically, reducing the need for repeated visits to government offices and minimizing delays associated with manual administrative procedures. Research on digital transformation in government institutions also suggests that digital technologies improve government responsiveness by enabling faster communication between public institutions and citizens (Janowski, 2015).
Furthermore, the findings indicate that digital governance improves transparency in public administration by making government information more accessible to citizens. Increased transparency is widely recognized as an important mechanism for strengthening accountability in governance systems. Studies on e-government initiatives have shown that digital platforms can reduce opportunities for corruption by increasing public access to government information and enabling citizens to monitor government activities more effectively (Robert & Janet, 2000).
The improvement in citizen satisfaction reported by respondents further highlights the potential of digital governance to transform public service delivery. When government services are delivered more efficiently and transparently, citizens are more likely to trust public institutions and engage more actively in governance processes.
5.3 Barriers to Digital Governance Implementation
Despite the positive impacts of digital governance on service delivery efficiency, the findings of this study also reveal several barriers affecting the implementation of digital governance within local governments. The most significant challenges identified include financial constraints, limited ICT infrastructure, poor internet connectivity, and limited digital skills among government staff.
These findings are consistent with existing literature which identifies infrastructural and institutional constraints as major barriers to digital governance adoption in developing countries. Many local government institutions lack the financial resources required to invest in modern ICT systems and maintain digital infrastructure. As a result, digital governance initiatives may be implemented unevenly across different regions depending on the availability of resources and technological capacity (Richard, 2017).
Limited digital skills among government employees also represent an important barrier to digital governance implementation. Successful digital transformation requires public sector staff to possess the technical competencies necessary to manage digital platforms and support digital service delivery systems. However, studies on public sector digitalization in developing countries indicate that insufficient technical capacity often limits the effectiveness of digital governance initiatives (Evans, 2019).
These findings highlight the need for comprehensive governance reforms that address both technological infrastructure and institutional capacity challenges. Without adequate investment in digital infrastructure and staff training, the potential benefits of digital governance for improving public service delivery may not be fully realized.
6. Conclusions and Recommendations
6.1 Conclusions
This study examined the relationship between digital governance and the efficiency of public service delivery in local governments. The findings indicate that digital governance practices are increasingly being adopted within local government institutions and are contributing to improvements in administrative efficiency and service delivery outcomes.
The results show that digital governance systems such as electronic document management systems, online tax payment platforms, digital land records, and online service portals are being implemented in several local government institutions. These systems have improved administrative coordination, facilitated faster processing of government services, and enhanced communication between government institutions and citizens.
The study also found that digital governance contributes to improved service delivery efficiency by reducing service processing time, increasing transparency in administrative procedures, and improving citizen satisfaction with government services. These findings suggest that digital technologies can play an important role in modernizing public administration and improving governance outcomes in developing countries.
However, the study also identified several barriers affecting the implementation of digital governance initiatives within local governments. These challenges include limited ICT infrastructure, poor internet connectivity, insufficient digital skills among government staff, and financial constraints that limit the ability of local governments to invest in digital technologies.
Overall, the findings indicate that while digital governance has significant potential to improve public service delivery efficiency, its success depends largely on the availability of adequate infrastructure, institutional capacity, and supportive policy frameworks.

6.2 Recommendations
Based on the findings of the study, several policy recommendations are proposed to strengthen digital governance and improve public service delivery in local governments.
Strengthening ICT Infrastructure
Governments should prioritize investment in ICT infrastructure within local government institutions in order to support the effective implementation of digital governance initiatives. This includes expanding internet connectivity, providing modern computer systems, and developing reliable digital platforms that enable government institutions to deliver services electronically.
Capacity Building for Local Government Staff
Local government employees should receive continuous training in digital skills and ICT management in order to improve their ability to implement and manage digital governance systems. Capacity building programs should focus on developing technical competencies among public sector staff and strengthening their ability to use digital platforms effectively in service delivery processes.
Expanding Digital Platforms for Citizen Services
Governments should expand digital service delivery platforms that enable citizens to access government services online. Digital platforms such as online service portals, mobile applications, and electronic payment systems can significantly improve service accessibility and reduce administrative delays.
Strengthening Digital Governance Policies
Governments should develop comprehensive digital governance policies that provide clear guidelines for the implementation and management of digital technologies within public sector institutions. These policies should address issues related to digital infrastructure development, cybersecurity, data management, and institutional coordination in order to ensure the sustainability of digital governance initiatives.
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