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ABSTRACT

The paper examined the effects of e-administration on the service delivery of local governments in
rural areas of Nigeria. E-applications are gradually being integrated into governance globally,
including Nigeria. However, implementing efforts varies across the three tiers; federal, state, and
local levels. Because of its closeness, local government is supposed to be delivering essential public
services to the grassroots, but many of them are still underperforming largely due to challenges. Due
to complaint among the citizens on local government service delivery, there is a need to evaluate the
e-integration in the service delivery at the rural level where most local governments are located.
Therefore, the paper investigated the degree of integration of e-administration and the effects it has
on the four categories of local government service delivery, in the rural areas. The population is
employees of three local governments in rural regions of Oyo State, while the sample is 208
respondents, selected through random sampling. The instrument is structured questionnaire in
Likert format. The paper used both descriptive and statistical tools in analysing the data. The results
of the mean scores and T-test of the hypotheses indicated that there is no positive influence of e-
administration on Government-To-Business service; that the effects of e-administration on
Government-To-Citizens service is highly insignificant; that no positive significant effect on
Government-To-Employee service; and that there is positive effect on Government-To-Government
service. However, implementing the capacity building, stakeholder engagement, and investment in
infrastructure can strengthen the impact of e-administration at the rural level.
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1. INTRODUCTION

E-administration, a subdomain of e-government, refers to the internal application of information and
communication technologies (ICT) by public institutions to optimise administrative workflows,
improve operational efficiency, and enhance institutional transparency (UNESCAP, 2007). When
strategically deployed, e-administration has the potential to reduce bureaucratic inefficiencies and
foster more responsive, accountable governance structures (Heeks, 2002; Ndou, 2004).
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Globally, the digitisation of public administration has garnered substantial scholarly and policy
interest, particularly regarding its capacity to strengthen public service delivery in rural and
underserved regions. This interest is underpinned by the understanding that effective service
delivery remains a fundamental mandate of local governments, especially in contexts where
infrastructural deficits and administrative capacity limitations hinder equitable access to essential
services. Notable examples include Estonia and India, where digital platforms have expanded access
to public services in geographically marginalised communities (Misuraca et al., 2020). Similarly,
Kenya’'s Huduma Centres illustrate an integrated approach to narrowing rural-urban disparities
through centralised e-service delivery; however, challenges such as limited infrastructure and low
levels of digital literacy continue to impede widespread adoption in rural areas (Munyua & Stilwell,
2013; UN, 2022).

In Nigeria, local governments, recognised constitutionally as the governance tier closest to the
populace, play a pivotal role in grassroots development (Olasupo & Fayomi, 2012). Despite this, the
implementation of e-administration remains predominantly confined to the federal and state levels,
with minimal penetration into rural local government areas (LGAs). Empirical studies highlight that
many LGAs lack the necessary technological infrastructure, financial resources, and human capital
required for the effective deployment and sustainability of ICT-driven reforms (Ayo, 2014; Ogbonna &
Iheriohanma, 2015).

This digital divide further entrenches inefficiencies in the delivery of critical public services,
particularly in sectors such as healthcare, sanitation, and civil registration. Additional barriers,
including institutional resistance, policy discontinuities, and limited ICT literacy among staff and
citizens, continue to hinder the adoption of e-administration in rural contexts (Okwueze, 2020).
Nonetheless, localised and often externally supported initiatives, typically facilitated by donor
agencies or non-governmental organisations, underscore the transformative potential of context-
specific digital interventions. These initiatives suggest that, with appropriate institutional support and
capacity-building, e-administration can serve as a viable mechanism for enhancing service delivery
and governance outcomes at the local level.

For example, targeted capacity-building initiatives and sustained stakeholder engagement have
contributed to improvements in revenue collection and administrative record-keeping in select rural
local government areas (LGAs) (Aina & Ojo, 2017). Despite these encouraging developments, there
remains a notable lack of systematic evaluation regarding the impact of e-administration on service
delivery within rural Nigeria. The existing body of literature tends to focus on broader e-government
frameworks or urban-based implementations, thereby leaving rural LGAs comparatively under-
researched.

Accordingly, this study is guided by the following research questions: (1) To what extent is e-
administration being adopted by rural local governments in Nigeria? (2) How does this adoption
affect the four core categories of service delivery? (3) What are the key challenges confronting rural
LGAs in the adoption and implementation of e-administration? This study seeks to fill the identified
research gap by analysing the adoption of e-administration tools in rural LGAs and evaluating their
implications for service delivery effectiveness.
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The remainder of this paper is structured as follows: a conceptual clarification of key terms, the
theoretical framework guiding the study, the research methodology, presentation and analysis of
findings, discussion of implications and recommendations, and the conclusion.

2. CONCEPTUAL EXPLANATION

Local government constitutes a decentralised tier of governance that is legally mandated to manage
public affairs within a defined geographic locality. It plays a critical role in the delivery of essential
services, the promotion of grassroots participation, and the facilitation of local development
(Adeyemo, 2020). As public administrative units operating at the subnational level, local
governments are responsible for managing public resources, implementing development initiatives,
and addressing the specific needs of their constituencies (OECD, 2022a). Recognised as the level of
government closest to the people, local governments are uniquely positioned to promote citizen
engagement, respond to localised challenges, and ensure the equitable provision of public services
(World Bank, 2021a). This proximity enables them to identify and address context-specific
development priorities more effectively, particularly in rural settings where central interventions may
be less responsive (Faguet, 2015).

Similarly, rural areas are typically defined as geographic regions located outside of urban centres,
characterised by low population density, limited infrastructure, and economies largely reliant on
agriculture, natural resources, or primary production sectors (World Bank, 2021b). According to the
United Nations (2023), rural areas are settlements with fewer than 5,000 inhabitants, often
experiencing constrained access to essential services, public infrastructure, and economic
opportunities when compared to urban areas. From a demographic perspective, the OECD (2022b)
defines rural areas as territories with sparse populations and considerable distance from urban
centres, often dependent on agriculture, forestry, or mining, and facing unique and persistent
development challenges.

Effective service delivery by local governments is essential for fostering local and rural development,
as it ensures timely and equitable access to basic services such as education, healthcare, water,
and sanitation (World Bank, 2021a). Given their proximity to the population, local governments are
uniquely positioned to identify specific community needs and implement tailored, context-
appropriate solutions (OECD, 2022a). Their capacity to deliver services effectively has a direct
bearing on poverty alleviation, citizen well-being, and the promotion of inclusive and sustainable
development (Adeyemo, 2020).

Effective public service delivery encompasses a set of interrelated components that collectively
contribute to the enhancement of citizens’ welfare. Key features include accessibility, service quality,
efficiency, accountability, and citizen participation. Accessibility refers to the extent to which public
services are available and reachable by all segments of the population, particularly marginalised and
underserved groups. It ensures that individuals, regardless of geographic location, socioeconomic
status, or demographic characteristics, can obtain the services they require. However, various
barriers such as geographic isolation, high service costs, and inadequate infrastructure continue to
impede equitable access in many rural and remote areas (Htwe et al., 2024).
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In parallel, service quality is a fundamental determinant of public satisfaction and is closely linked to
the overall effectiveness of service delivery. High-quality services are those that meet established
standards and respond effectively to the needs and expectations of the populace. In critical sectors
such as healthcare, education, and sanitation, service quality significantly influences public health
outcomes, economic productivity, and overall quality of life. Conversely, poor-quality services, often
stemming from mismanagement, insufficient funding, or resource constraints, can lead to citizen
dissatisfaction and erode trust in government institutions (Eman & Enas, 2024).

Public service delivery, in its operational sense, entails the efficient and effective utilisation of
available resources to maximise benefits for citizens. Efficiency in this context refers to minimising
waste, optimising processes, and ensuring the timely provision of essential services. Effective service
delivery systems often leverage technology, implement streamlined administrative procedures, and
apply sound resource management practices to enhance output and responsiveness (Temba, 2025).
In rural areas, where service delivery challenges are often more pronounced, efficiency is particularly
critical. Constraints such as inadequate staffing, limited infrastructure, and logistical difficulties
frequently hinder effective service provision. However, local governments are institutionally
positioned to identify and address these localised challenges more effectively due to their proximity
to the communities they serve. By responding to the specific needs of rural populations with context-
sensitive approaches, local governments can significantly enhance the efficiency and impact of
public service delivery.

Accountability is a fundamental principle in public service delivery, ensuring that service providers
are answerable to citizens for their decisions, actions, and use of public resources. It encompasses
transparency in governance processes, including financial management, administrative decisions,
and performance outcomes. Public service systems that embed accountability mechanisms help to
foster public trust and ensure responsible use of resources. Instruments such as oversight
committees, independent audits, and regular performance evaluations are critical for monitoring
public officials and institutions. Nonetheless, corruption, lack of oversight, and the abuse of power
remain significant impediments to accountability in public service delivery, particularly in developing
contexts (Ariyo-Edu et al., 2023).

Citizen participation is equally essential, involving the active engagement of individuals and
communities in the planning, implementation, and evaluation of public services. It positions citizens
not merely as recipients but as key stakeholders in governance. In decentralised governance
systems, local governments are particularly well-placed to facilitate participatory decision-making
processes that reflect the priorities and preferences of local populations. Citizen involvement
enhances the legitimacy of government actions, promotes service responsiveness, and fosters a
sense of ownership, thereby encouraging compliance with policies and greater civic engagement
(Jiménez-Caldera et al., 2024).

However, public service delivery at the rural level is fraught with unique challenges, such as limited
infrastructure, resource constraints, and administrative inefficiencies, which e-administration seeks
to address. The concept of e-administration (or e-government) has evolved over time, and there
remains no universally accepted definition (Halchin, 2004). The terms e-administration, e-
government, and electronic government are often used interchangeably in the literature.
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Broadly, e-administration refers to the application of Information and Communication Technology
(ICT) to enhance the efficiency, productivity, and effectiveness of administrative processes by
digitising traditional paper-based systems. It represents a modern, service-oriented approach to
governance, facilitating real-time communication, improved information exchange, and greater
accessibility between governments and their constituents, be they citizens, businesses, or
institutions such as schools (Abdullah & Usman, 2023).

E-administration refers to the application of information and communication technologies (ICTs)
within public administration to improve internal processes, enhance operational efficiency, and
promote transparency in governmental functions (UNESCO, 2021). It encompasses the digital
transformation of internal government operations aimed at streamlining workflows, reducing
bureaucratic bottlenecks, and supporting evidence-based decision-making (OECD, 2022c). According
to Heeks and Andrews (2020), e-administration involves the use of digital technologies to automate
and optimise administrative procedures in the public sector, thereby increasing productivity and
improving service delivery outcomes.

Oladapo et al. (2023) conceptualise e-administration as a form of electronic governance, defined as
the integration of ICT into public sector operations to enhance efficiency and governance quality. This
approach is increasingly recognised as a viable strategy for delivering public services more
effectively. The rapid advancement of ICT has significantly reshaped public administration by
overcoming traditional constraints such as geographic distance and time delays, thereby enabling
faster, more accessible, and more accountable management of public affairs.

Similarly, Obiefuna (2025) defines e-administration as the strategic integration of ICTs into the core
functions of public institutions to improve efficiency, transparency, decision-making, and service
delivery. Within the broader agenda of public sector reform, e-administration serves as a catalyst for
organisational restructuring and operational flexibility. It addresses longstanding inefficiencies in
traditional service delivery mechanisms while strengthening the relationship between government
institutions and citizens. Expanding on this, Saltry and Belkadi (2019) argue that e-administration
transforms the interactions between public institutions and key stakeholders, including citizens,
businesses, and public employees, by enhancing service quality, facilitating access to legal and
administrative processes, empowering citizens through improved access to information, and
fostering more effective and participatory governance.

Mohammed and Drew (2013) identify four principal categories of e-governance that collectively
structure digital interactions within the public sector: Government-to-Citizen (G2C), Government-to-
Business (G2B), Government-to-Government (G2G), and Government-to-Employee (G2E). G2C
focuses on enhancing service delivery and promoting transparency by enabling citizens to access
government services and information online. G2B aims to streamline government interactions with
the private sector, facilitating processes such as licensing, taxation, and procurement through digital
means. G2G supports inter-agency coordination and data sharing, thereby improving administrative
efficiency and coherence across governmental units. G2E, meanwhile, strengthens internal
administrative functions by digitising services such as payroll, employee training, and internal
communications.

53



-ocial Informatics

Vol 11, No 2, June, 2025 Series

Reflecting on this, Otubu (2009), relate e-governance as the application of information and
communication technology (ICT) tools in governance processes with the aim of enhancing efficiency,
transparency, accountability, and user-friendliness across Government-to-Citizen (G2C), Government-
to-Business (G2B), Government-to-Employee (G2E), and Government-to-Government (G2G)
interactions. Together, these categories constitute a comprehensive e-governance framework
designed to improve accountability, reduce bureaucratic inefficiencies, and foster inclusive and
citizen-centered development (OECD, 2022d; World Bank, 2021c). By leveraging these digital
channels, governments aim to achieve critical governance outcomes, including increased service
efficiency, improved service reliability, and enhanced quality in public service delivery (Akinola,
2017).

Moreover, technological advancement has increasingly contributed to the enhancement of public
service delivery. The integration of digital platforms into administrative functions has facilitated the
streamlining of bureaucratic processes, improved communication between government agencies
and the public, and enabled more transparent, timely, and efficient service provision. For instance,
digital tools can be employed to monitor service performance, enable problem reporting, and expand
citizen access to essential services. Such innovations represent critical steps toward modernising
public administration and improving governance outcomes at all levels.

2.1 Evolution of E-administration in Nigeria

In the early 2000s, the Nigerian federal government initiated a comprehensive digital transformation
programme aimed at enhancing public service delivery by promoting transparency, efficiency, and
effectiveness. This shift toward e-government was catalysed by the broader ICT revolution that
commenced around 2001, with the objective of migrating government services online to improve
accountability and streamline administrative processes. E-government was positioned as a
foundational element of Nigeria’'s Vision 20:2020, envisaged to elevate public sector efficiency,
stimulate productivity, support economic growth, and bolster national competitiveness (Abdulkareem
& Ishola, 2016). Consequently, the government formulated and adopted a national ICT policy within
the same year, marking a pivotal step toward embedding technology within the nation’s development
framework.

To operationalise these ambitions, two key institutions were established. In 2003, the National
Information Technology Development Agency (NITDA) was created under the Ministry of
Communication Technology (previously the Ministry of Science and Technology) to spearhead the
implementation of e-government initiatives. Subsequently, in March 2004, the National e-
Government Strategy Limited (NeGST), a private-sector entity, was formed to serve as a strategic
platform driving Nigeria’s digital governance agenda (Fatile, 2012). NeGST functions as a tripartite
joint venture comprising three primary stakeholders: the government; represented by NITDA, with a
5% equity stake; private and financial investors holding 15%; and technology partners possessing
the majority share of 80%. NITDA and NeGST collaborate through a Public-Private Partnership (PPP)
model, with NITDA operating under the legal mandate of the NITDA Act of 2007 to champion and
coordinate Nigeria’s digital governance efforts (Akinola, 2017).
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Subsequent strategic frameworks have significantly shaped Nigeria’s digital agenda. These include
the ICT for Development (ICT4D) plan formulated by NITDA in 2008, the Nigeria e-Government
Master Plan, which was approved in 2018 and launched in 2019, and the National Digital Economy
Policy and Strategy (NDEPS 2020-2030), introduced in 2019 to support broader digital
transformation objectives. Complementary infrastructure initiatives, such as the first and second
National Broadband Plans (2013-2018 and 2020-2025, respectively), have aimed to expand
internet connectivity, a critical enabler of effective e-administration (Adebisi, 2023).

During the early phases of implementation, institutional adoption was limited. By the mid-2000s,
approximately 64% of state governments maintained official websites; however, the level of
interaction was predominantly informational or at an emerging stage, with only a few agencies
achieving transactional functionality. Notably, no government entities had attained a fully integrated
e-government infrastructure in line with the United Nations Department of Economic and Social
Affairs (UN-DESA) maturity model (Mohammed et al., 2022).

In recent years, federal initiatives have accelerated digital engagement. The Federal Ministry of
Communications, Innovation, and Digital Economy (FMCIDE) have introduced several key platforms
and programmes, including the Government Service Portal (services.gov.ng), the Government
Contact Centre, the Open Data Portal, and the Electronic Document Management System (EDMS).
These efforts, alongside a comprehensive e-government capacity-building programme, are designed
to enhance accessibility, transparency, service quality, and stakeholder engagement across
Ministries, Departments, and Agencies (MDAs) (FMCIDE, 2023).

2.2 Theoretical Framework

2.2.1 Technology Acceptance Model (TAM)

The Technology Acceptance Model (TAM), originally developed by Davis (1989), offers a well-
established theoretical framework for examining the adoption and utilisation of e-administration
systems within local government settings, particularly in rural areas of Nigeria. TAM posits that two
key perceptual variables; Perceived Usefulness (PU) and Perceived Ease of Use (PEQOU), significantly
influence an individual's intention to adopt and consistently use new technologies. Within the context
of local government service delivery, these constructs are especially relevant for assessing both
administrative personnel and citizen engagement with e-administration tools.

TAM is particularly appropriate for investigating e-administration adoption in rural Nigerian local
governments for several reasons. Although awareness of digital tools may exist among local
government staff, actual adoption and sustained usage remain limited. The model provides a
structured lens to explore underlying reasons for user resistance by focusing on their perceptions of
a system’s utility and usability factors that are often shaped by broader challenges such as limited
digital literacy and infrastructural constraints. Moreover, TAM offers empirically validated
measurement items for assessing PU and PEOU, which can be effectively adapted to the local
government context to support the development of a rigorous, context-sensitive quantitative survey
instrument.
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A key strength of the Technology Acceptance Model (TAM) lies in its contextual flexibility. The model
has been successfully adapted to public sector environments and developing country contexts,
including rural settings. Its capacity to integrate external variables, such as infrastructure availability,
training opportunities, and managerial support, makes it particularly well-suited for analysing the
unique challenges facing rural local governments in Nigeria. This adaptability allows the model to
reflect the multifaceted realities of e-administration adoption in such contexts. Furthermore, TAM
enhances policy relevance by identifying the perceptual factors, specifically Perceived Usefulness
(PU) and Perceived Ease of Use (PEOU), that influence technology acceptance. Insights derived from
TAM-based studies can inform targeted policy interventions, such as user training programmes,
investments in ICT infrastructure, or improvements in system design. These interventions can, in
turn, address specific barriers to adoption and optimise the implementation of e-administration
tools.

Empirical evidence supports the applicability of TAM to rural governance in Nigeria. Studies indicate
that in local governments where investments have been made in capacity building and ICT
infrastructure, adoption rates and user satisfaction with e-administration tools have significantly
improved, aligning with the model’s core assumptions (Oseni, 2024; Sule & Ishaq, 2024). Enhancing
digital competence and ensuring system reliability have been shown to positively influence both PU
and PEOU, ultimately contributing to improved service delivery outcomes. Given its predictive
strength, conceptual clarity, and adaptability, TAM provides a theoretically robust and practically
relevant framework for a survey-based investigation of e-administration and service delivery in rural
Nigerian local governments. Nevertheless, the model requires careful contextual adaptation to
account for the socio-economic and infrastructural conditions that shape technology acceptance in
rural governance settings.

Table 1: Table illustrating theoretical framework-TAM key constructs.

Steps | Constructs Interpretation

1 Perceived Usefulness | Does the technology improve service delivery

2 Perceived Ease of Use | Is the technology simple enough for local government staff and
rural users

3 Perceived Ease of Use | Are officials motivated to use it

4 Actual System Use Are e-tools being effectively used in rural governance

5 Application Use TAM to assess how well e-administration tools are accepted
and implemented by local government actors, and what factors
affect adoption in rural Nigeria

Source: Adapted from Davis (1989)
3. METHODOLOGY

The paper adopts survey method, Oke Ogun (rural area) region in Oyo State as study area,
employees of 3 local governments (Saki West, Saki East and Atisbo) as the study population, and
208 respondents as sample, selected through random sampling. The staff population is 1,400
(source: administration departments), and according to Kriecjcie and Morgan (1971) sampling table,
with 91% confidence and 5% margin of error, the sample is 291 ( 71.5%) respondents. The research
instrument is structured questionnaire, in Likert format, used to collect primary data.
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Some volunteer staff assisted in administering the questionnaire and collection of data. The study
used reviewed literatures and previous related questionnaires for validation and Cronbach Alpha
coefficient for reliability with each section ranges between 0.76 - 0.82 respectively. The instrument
has 5 sections, while each of four sections measures a category of e-administration service delivery;
a. Government to Business, b. Government to Citizen, ¢. Government to Employee, and d.
Government to Government (according to Mohammed and Drew (2013), the 5t section measures
availability and accessibility of e- facilities. The statistical tools for the analysis are both descriptive-
using mean to determine the acceptability of the parameters, and inferential-using T-test to
determine the 4 hypotheses.

4. RESULT AND DISCUSSION

4.1 Results

4.1.1 Hypotheses Testing

Section A: Government-to-Business (G2B)

Hypothesis 1: E-administration impact on local government G2B service delivery

A one-sample t-test was performed to analyse the significance of the effect of e-administration on
local government G2B service delivery. The analysis tests the calculated sample mean against a

neutral midpoint of 2.0, which represents a neutral stance on a 3-point Likert scale.

Table 2: This table presents the results of the One-Sample T-test performed on the combined

dataset.
Metric Value
Total Responses (n) 208
Calculated Mean Score (X) 1.89
Hypothesized Mean () 2.0 (Neutral)
T-statistic -0.3843
P-value 0.7378

Source: Field report, 2025

Interpretation: the purpose of the t-test was to determine if the combined mean score of 1.89 is
statistically different from the neutral value of 2.0. With a significance level (alpha) set at 0.05, our
calculated p-value of 0.7378 is significantly higher.  Conclusion: since the p-value (0.7378) is
greater than our significance level (0.05), we fail to reject the null hypothesis. This means that
although the sample mean (1.89) is slightly below the neutral point, there is no statistically
significant evidence in this data to conclude that e-administration has an effect - either positive or
negative - on the quality of local government service delivery. The observed difference from the
neutral score is likely due to random chance.
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Section B: Government to Citizens (G2C)

Hypothesis 2: E-administration impact on local government G2C service delivery

This analysis uses a one-sample t-test to determine if the implementation of e-administration has a
statistically significant effect on local government G2C service delivery. The test compares the
combined mean satisfaction score from all respondents against a neutral value of 2.0 (on a scale
where 1=Disagree, 2=Neutral, 3=Agree).

Table 3: Test results of combined data

Metric Value

Total Responses (n) 208
Calculated Mean Score (X) 1.91
Hypothesised Mean (u) 2.0 (Neutral)
T-statistic -2.2534
P-value 0.0246

Source: Field report, 2025

Conclusion: the p-value (0.0246) is less than the significance level (0.05), so we reject the null
hypothesis. There is a statistically significant difference between the observed mean service delivery
score and the neutral value of 2.

Section C: Government-to- Employees (G2E)

Hypothesis 3: E-administration impact on local government G2E service delivery.

The one-sample t-test was conducted to determine if the mean sentiment of employees regarding e-

administration is significantly different from a neutral value of 2.0.

Table4: Test results of combined data

Metric Value

Total Responses (n) 208
Calculated Mean Score (X) 1.81
Hypothesised Mean (u) 2.0 (Neutral)
T-statistic -4.9735
P-value 0.0000

Source: Field report, 2025

Conclusion: The result is statistically significant (p < 0.05). We reject the null hypothesis. The
employees' overall sentiment (Mean=1.82) is significantly different from a neutral sentiment of 2.0.

58




-ocial Informatics

Vol 11, No 2, June, 2025 Series

Section D: Government-to-Government (G2G)

Hypothesis 4: E-administration impact on local government G2G service delivery.

The one-sample t-test was conducted to determine if the mean sentiment regarding the effect of e-
administration on government relations is significantly different from a neutral value of 2.0.

Table 5: Test results of combined data

Metric Value

Total Responses (n) 208
Calculated Mean Score (X) 2.22
Hypothesised Mean (u) 2.0 (Neutral)
T-statistic 5.8244
P-value 0.0000

Source: Field report, 2025

Conclusion: the result is statistically significant (p < 0.05). We reject the null hypothesis. The overall
sentiment (Mean=2.22) regarding e-administration's effect on government relations is significantly
different from a neutral sentiment of 2.0.

4.2, Discussion

The findings underscore the interaction between TAM’s PU and PEOU, and the four categories of
public service delivery in the Nigerian rural local governments. The parameters for G2B are;
distribution of policy memoranda, rules and regulations, e-procurement, and e-market place, with
mean scores of 1.5, 2.44, and 1.73 respectively, and combined mean of 1.89, which falls below the
neutral mean of 2.0. Also, G2C parameters are; proper communication, accessible website, fast
transaction, with the mean scores- 1.97, 1.96, and 1.82 respectively, and the combined mean of
1.91, which also falls below neutral mean score of 2.0. On G2E, the parameters are: training and
development, access to information/benefit, and access to policy and regulations, with the mean
score 1.56, 2.36, and 1.53 respectively, and the combined mean score of 1.81, which falls below
neutral mean score of 2.0.

The parameters for G2G include; communication between local governments; local governments to
other tiers inter departmental communications, with the mean score of 2.51, 2.61, and 1.53
respectively, with combined mean score of 2.22, which is above neutral mean score of 2.0.
Correlating the mean scores with the results of t-test of hypotheses, we can conclude that there is no
positive influence of e-administration on G2B service; that the effects of e-administration on
Government2C service is highly insignificant; that no positive significant effect on G2E service; and
that there is positive effect on G2G service. Further findings show that the digital tools available to
all the employees are mobile phone (100 %) and laptop (48 %). Platforms are whatsApp (86%) and
email (69%). There is no any official regulation to integrate e-administration use, and no ICT unit to
manage the application. There is higher adoption rate among the senior employees and G2G inter-
governmental-relations. The access is facilitated with the availability of e-facilities and platforms at
both the state and federal levels. For instance none of the LGs have its own website, rather,
operates on that of state government, which aids information and communication.
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Empirical studies conducted across Nigeria consistently indicate that e-administration is gradually
transforming local government service delivery, although its impact varies across different service
categories; G2C, G2B, G2E, and G2G, particularly in rural regions. Wilson and Anoruo (2022)
examined the relationship between e-governance and socio-economic development in Imo State,
Nigeria, over the period from 2015 to 2021. Their study sought to evaluate both the effects of e-
governance on development and the challenges hindering its effectiveness. The findings
demonstrated that e-governance positively contributed to socio-economic development by enabling
faster and more efficient communication between government and citizens, enhancing transparency
and accountability, facilitating the implementation of fiscal policies, improving access to government
information and policies, and advancing service delivery. Nonetheless, the study also identified
several obstacles restricting the success of e-governance initiatives, including bureaucratic
inefficiencies, unreliable electricity supply, a technological divide between urban and rural areas,
insufficient numbers of trained ICT personnel, and resistance among government officials to
adopting and mastering new technologies.

Temba (2025) investigated the role of e-governance in improving service delivery efficiency and
transparency in decision-making within local governments, with a focus on the Kinondoni and
Ubungo municipalities in Tanzania. The results indicated that e-governance significantly enhanced
service delivery and transparency, primarily by reducing dependence on paper-based systems,
accelerating administrative procedures, and minimising human error. Statistically significant
regression coefficients of 0.762 for efficiency and 0.735 for transparency (p < .001), compared to
baseline constants of 1.173 and 1.249 prior to e-governance implementation, underscore these
improvements. Additionally, respondents reported increased citizen engagement and greater
accessibility to government operations through digital platforms. The study concluded that e-
governance plays a critical role in fostering more efficient public service delivery and promoting
transparent governance at the local government level.

Regarding Government-to-Citizen (G2C) interactions, a survey conducted by Anietie (2024) in Akwa
Ibom State revealed that over 68% of respondents agreed that digital platforms, such as online birth
registration and tax payment systems, have enhanced service accessibility. Nevertheless, challenges
including low awareness and limited access to information and communication technologies (ICT) in
rural areas continue to impede citizen adoption. Oseni (2024) carried out an online survey of
government officials, supplemented by field interviews and document analysis, to identify barriers to
e-governance adoption within local contexts. The study highlighted key obstacles such as unstable
electricity supply, limited digjtal literacy, and inadequate infrastructure, all of which constrain the
effectiveness of G2C, Government-to-Business (G2B), Government-to-Employee (G2E), and
Government-to-Government (G2G) interactions.

In the context of G2B, a survey by Nwosu, Obalum, and Ananti (2024) found that 72% of local
entrepreneurs regarded digital platforms, including business registration portals, as beneficial in
reducing bureaucratic hurdles. However, slow response times and unreliable internet connectivity
were frequently reported sources of frustration. The authors recommended the establishment of
targeted business support hubs in rural Local Government Areas (LGAs) to facilitate greater digital
adoption among small and medium-sized enterprises (SMESs).
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Similarly, a G2E-focused study by Dahiru et al. (2022), which surveyed over 300 public employees,
found that 77% believed that e-administration tools, such as e-payroll and staff record management
systems, increased efficiency and accountability. The National Youth Service Corps’ (NYSC) e-
relocation and clearance systems were cited as successful examples. Nonetheless, the study
identified persistent challenges, including inadequate staff training and limited digital infrastructure,
particularly within rural councils. Findings pertaining to Governmentto-Government (G2G)
interactions reveal that intergovernmental collaboration is markedly enhanced by the deployment of
ICT, particularly in functions such as budget tracking and data sharing. Oseni (2024) notes that Local
Government Areas (LGAs) integrated with state-level data systems exhibit improved coordination in
planning activities. Nevertheless, inconsistencies in ICT maturity across regions pose challenges to
the uniformity of these improvements (Omolara, 2016).

Suleiman, Mukaila, and Sanusi (2024) detail e-governance initiatives implemented in Lagos State.
They include, Electronic Tax Clearance and Treasury Management Systems, which have contributed
to Improved Operational Efficiency and Enhanced Revenue Collection. Nonetheless, these
advancements are frequently hindered by inconsistent electricity supply. Supporting this, a
guantitative study conducted by Aniete, (2024) in Akwa Ibom State, involving approximately 388
participants, established a statistically significant positive relationship between e-governance
initiatives and effective public service delivery. The study emphasizes that enhanced ICT literacy,
stable power supply, and in-house technology development constitute essential factors for the
successful implementation of e-governance.

Dahiru, Yusuf, and Yerima (2022) investigated the roles of stakeholders in e-governance through a
stratified sampling survey of e-service users and federal officials. Their findings indicate that
effective stakeholder collaboration, coupled with a robust ICT infrastructure, serves as a strong
predictor of successful service delivery. Similarly, another survey involving over 300 respondents,
including staff of the National Youth Service Corps (NYSC), demonstrated that e-administration
significantly enhances job performance and accelerates the achievement of organisational
objectives, particularly by improving citizen engagement and strengthening internal processes. To
elevate service standards, national initiatives such as SERVICOM and the Universal Service Provision
Fund (USPF) have been implemented to improve public sector responsiveness and increase ICT
accessibility in rural areas. SERVICOM prioritises transparency and citizen responsiveness in public
service delivery (Adenubi, 2025), while the USPF focuses on addressing the digital infrastructure
deficit in underserved communities by promoting affordable access to ICT (Goni, 2025).

Governments are progressively utilising Information and Communication Technologies (ICT) to deliver
services more conveniently to citizens, with a particular emphasis on rural populations. Rural ICT
initiatives seek to bring services provided by central agencies, such as district administrations,
cooperative unions, and government departments, directly to village communities. By offering
enhanced and cost-effective connectivity and processing solutions, these initiatives help bridge the
divide between government and citizens. Numerous Government-to-Citizen (G2C) e-government pilot
projects have adopted ICT to extend service reach, broaden access, reduce processing costs,
enhance transparency, and shorten service delivery times (Rao, 2004).
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Trends indicate that the adoption of e-governance systems in developing countries remains
considerably lower than in developed nations. Finding from the survey of Aderogba, (2025) on e-
platforms for security in rural areas reveals that various platforms are available for individual
adoption; however, the choice of platform is significantly influenced by factors such as operational
flexibility, cost of adoption, infrastructure availability, accessibility, and relevance to the intended
purpose. Research suggests that only approximately 35% of local authorities in developing regions
have implemented e-governance as a mechanism to enhance service delivery to citizens. Several
impediments restrict broader adoption, including limited access to critical communication
technologies, a shortage of skilled personnel, exacerbated by persistent brain drain since the early
21st century, and substantial financial constraints. Consequently, many local governments in
developing countries face significant challenges in effectively embracing and deploying e-governance
systems (Matimati & Rajah, 2015).

E-administration within rural local governments, particularly in developing countries, contends with a
complex combination of structural, socio-economic, and institutional challenges. Multiple case
studies from Africa and Asia underscore that low internet penetration, unreliable electricity supply,
and inadequate telecommunication infrastructure severely constrain rural connectivity, while urban
areas often report internet access rates exceeding 70%, rural regions may experience rates as low
as 20 to 35% (Omweri, 2024). Digital literacy in rural communities also lags substantially, with fewer
than 20% of residents proficient in navigating e-government platforms, compared to 50 to 60% in
urban centres. Moreover, institutional readiness and human resource capacity further exacerbate
the issue: many local government offices suffer from a lack of trained personnel and entrenched
administrative resistance, resulting in e-platforms that remain underutilised or inactive despite their
availability (Omweri, 2024).

The findings underscore the illustrative value of the study’s theoretical framework. The Technology
Acceptance Model (TAM), originally developed by Davis (1989), is widely employed to evaluate users’
acceptance of new technologies by focusing on Perceived Usefulness and Perceived Ease of Use.
Within the realm of public administration, TAM has been utilised to analyse the behavioural
intentions of both government employees and citizens regarding e-governance platforms (Venkatesh
& Davis, 2000). Several studies conducted in Nigeria affirm the model’s applicability, highlighting
that user perceptions and organisational readiness are pivotal factors influencing ICT adoption
(Afolayan & Adeyeye, 2021).

Despite the aforementioned challenges, there are notable instances of success. For example,
localised ICT interventions, often supported by donor agencies or non-governmental organisations,
have enhanced record-keeping and revenue collection in selected rural Local Government Areas
(LGAs). These cases demonstrate the efficacy of context-specific digital solutions combined with
targeted training and active stakeholder engagement (Aina & Ojo, 2017). Effective public service
delivery is essential for enabling governments to fulfill their core responsibilities of promoting social
welfare, alleviating poverty, and advancing inclusive development. The quality and efficiency of these
services play a pivotal role in shaping citizens' satisfaction and trust in governmental institutions."
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5. IMPLICATIONS AND RECOMMENDATIONS

5.1 Implications
For scalable G2C/B/E/G service delivery in rural local settings, strategic initiatives and government
policy must prioritise the following;:
1. There is challenge of enabling infrastructure, which worsen the ease of using e facilities,
hence, the need for policy to address it.
2. There is necessity for policy to address insufficient and skilled ICT professionals, in the rural
areas to address capacity gap.
3. The investment and provision of facilities is heavily government dependent hence, there is
need for inclusive policy on Stakeholder collaboration.

5.2 Recommendations
The following are recommended to stimulate the Perceived Usefulness and Perceived Ease of Using
the e-administrative strategy:
i Localisation of technology to enhance affordability.
ii. Encouraging infrastructure investment to facilitate access to digital facilities at the rural
areas.
iii. Providing both formal and on-the-job training on digital skills for both public officials and rural
citizens.
iv. Strengthening interagency coordination and community engagement.
V. Encouraging domestically tailored solutions to ensure usability and sustainability.
Vi. Improving electricity and internet access availability

6. CONCLUSION

The paper examined the adoption and impact of e-administration on service delivery of the local
governments in rural areas of Nigeria. Empirical evidence underscores that while technological
initiatives and institutional frameworks afford improved administrative efficiency, revenue
transparency, and intergovernmental collaboration, the effectiveness of G2C/B/E/G deployments in
rural local contexts remains limited by infrastructural, literacy, and awareness deficits. Strategic
investment in rural ICT infrastructure, capacity building for officials and citizens, and public
awareness campaigns is essential to scale e-administration across all service domains effectively.
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