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Abstract

Ease of use as well as comprehensiveness associated with a general public agency’s internet site as well as having the capacity along the
individual to finalize work on the web are considered the attributes that compose an efficient internet website. Individual limitations to
internet based services comprise personal computer knowledge as well as preference for an additional methods of communication.
Nonetheless, the pace related to social development as well as end user acceptance related to cost-efficient wireless equipment’s have
proven within the speedy usage of latest technologies. For that reason the progressively speedy take-up related to online services supplies a
considerable prospect regarding the private and non-private sectors to shift their services as well as products via the internet. Several public
organizations are making their internet websites just like extensions from their classic services. This study, consequently, investigates the
essentials in addition to quality related to online public services, electronic government (e-government), as well as residents’ endorsement
related to online information as well as services as effective as well as dependable. Consumers ought to be as fully satisfied along with their

online experiences completing an activity as they would usually be considering visiting an office

Keywords: e-government, services, evaluation, technology, acceptance, model, theory, framework information

1. Introduction

Developments in information and communication
technology (ICT) has ushered a new era. Communication
methodologies between Governments and various
shareholders, including citizens, businesses and various
agencies have significantly impacted and influenced the
implementation of e-government processes after the late
90s. Consequently, the public sector has invested heavily in
developing various information technologies to ensure
more effective communication channels with the various
stakeholders [1, 2]. Government functions and processes
are gradually evolving from laborious paper based
processes to online functions which contribute to efficiency
and effectiveness, ensuring greater satisfaction within the
general population and businesses that have to deal
regularly with the Government machinery [3]. E-
government services are minimally affected by aspects and
limitations of time and distance, and enable stakeholders to
retrieve required information regarding policies and
associated regulations towards enabling them to efficiently
fulfil day-to-day functions. Besides, e-government
initiatives also contribute to greater transparency, making
government functionaries more accountable for their
actions [4].

Nevertheless, there are certain challenges associated
with successfully implementing e-government functions,
including the availability and development of adequate
infrastructure, ensuring aspects of privacy and security and

working upon aspects of efficient services [5, 6]. Emerging
trends in how e-government functions are executed relate to
aspects of the changing behaviour of citizens and their
expectations from the service since the processes perceives
the minimal involvement of humans. Besides, it is a
difficult process to correctly perceive how individuals
would react to the induction of new processes and
technologies [5].

It is therefore important to thoroughly evaluate the
multiple parameters towards fully comprehending the
expectations of citizens with regard to e-government
processes. Nevertheless, there is still much input required
to fully understand the multiple dimensions associated with
the issue and how the general public perceives the same,
which  would ensure the continued success and
sustainability of any initiatives undertaken in this regard [6,
7, 5].

Internet based electronic services (e-services) have been
widely utilized worldwide to rationalize operating costs of
various processes instituted, towards enhancing the degree
and extent of services provided to the general public and
the private sector. The widespread acceptance of new
amenities normally delivered is a function of the service
level, and should there be major shortcomings observed in
this regard there is every possibility of the processes
instituted to be considered a failure [8, 9]. The quality of
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services provided would determine the extent of qualitative
advantage accrued by the system, and would be measured
and reflected to the degree to which it contributes towards
enhancing productivity and improving relationships
amongst multiple stakeholders. Strategically, this would
contribute towards enhanced levels of customer satisfaction
and trust within users [8]. Therefore, it is very important for
governments and allied agencies to ensure that it is easy for
the users to utilize the system implemented [10]. In this
regard, [11] conclude the majority of e-government
services instituted were initiated without proper feasibility
studies, something which is seemingly seconded by the
likes of earlier conclusions made by [12] etc.

Reviews of the available literature and an evaluation of

the existing quality of e-services delivered indicate that
multiple dimensions need to be considered towards
successfully evaluating e-service quality levels. On the
downside, researchers are not necessarily all on the same
plane regarding the aspects to be considered in this regard,
and there is seemingly little consensus associated [13, 14].
One reason contributing to such diversity in perspectives
amongst the various researchers could be attributed to the
inadequacy of the conceptual framework presented in this
regard [8, 15, 16]. Besides, various researchers evaluating
e-service quality standards could have periodically omitted
multiple aspects which are important to the design of an
effective web portal [9, 13].
While various researchers have all focused on the primary
aspects associated with e-service quality [17], standardizing
the various aspects globally is a major challenge in
consideration of the changing dynamics of the entire
industry and its associated paradigms [15]. An initial
assessment of the extent of e-services provided within the
Federal Republic of Nigeria, conducted by [18], a
technology research corporation, concluded that in
consideration of the fact that the standards of online
services delivered differed amongst various countries, the
corresponding plans towards developing the same also
differed which made it harder to design a standardized
system for all countries involved.

e-

govemme
nt service
in Nigeria
E-
government

service

Figure 1.1. Perspectives of the Problem

Rotchanakitumnuai [13] had earlier researched which is
an upcoming developing economy, this treatise has focused
on various other countries. While there seems to have been
an exponential increase in the extent and prevalence of
Internet services within the country as a whole, the same is
not necessarily reflected in the range of e-government
services offered [19, 11] is also of the perspective that
service usage is generally a function of the extent to which
online services can resolve the end-users requirements.

To summarize the issue, the challenge can be evaluated
from multiple perspectives, reflected in Figure 1 and in
Table 1 Broadly, the issue perhaps primarily relates to how
related initiatives are implemented. Subsequently, quality
issues are identified, with a focusing on service standards
of e-government initiatives within Nigeria, specifically.

The egovrtd2020 consortium recommended a thorough
review of the existing ICT processes, comparing the
processes prevalent with those already in operation in
comparable European countries [12, 20, 21, 22]. Such a
comparison would enable a better perspective on the
desires and expectations of the end users and was of the
perspective that aspects related to socio-cognizant
parameters, which are both secure and constitute an
expansive range are of specific importance in considering
models for most developing economies.

Table 1. The Problem by Literature
E-government adoption References

Studies on the Adoption of E- Research References
government

There are major shortcomings
in the studies made with regard
to e-government systems,
especially within developing
economies.

[6,28, 7,28, 5, 30]

Working on electronic services | [5]
offered by -government is not a
priority within emerging
economies.

Studies on the electronic Research References

services offered by government

Electronic government systems
are rolled out without due
consideration of aspects of
quality and implementation.

[12, 11, 12]

Sustained shortcomings are [15]
observed in researching e-
government parameters within
developing economies.

Widespread differences in [15]
perceptions of e-government
processes conclude in minimal
consensus on the standards to
be maintained.

Nigeria e-government service References

Very few users are capable to [19]
access and benefit initiatives
from electronic government
services.

Some of the associated models and hypothesis presented
in this regard has tried examining and lining up the various
innovations accrued in this regard. These studies have
summarized and highlighted the various challenges faced
by users in accessing multiple e-government and online
administrative systems. Thus, the Unified Theory of
Acceptance and Use of Technology (UTAUT) relates to a
hypothesis incorporating some 8 prevailing technology
acceptance models [34]. On a related note, [35] used the
UTAUT model towards concluding and presenting relevant
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recreation analysis which evaluates the impact of e-
government initiatives, and the exact system which should
be worked upon by individual governments.

Some of the associated models and hypothesis presented
in this regard has tried examining and lining up the various
innovations accrued in this regard. These studies have
summarized and highlighted the various challenges faced
by users in accessing multiple e-government and online
administrative systems. Thus, the Unified Theory of
Acceptance and Use of Technology (UTAUT) relates to a
hypothesis incorporating some 8 prevailing technology
acceptance models . On a related note, [34] used the
UTAUT model towards concluding and presenting relevant
recreation analysis which evaluates the impact of e-
government initiatives, and the exact system which should
be worked upon by individual governments. Nevertheless,
implementing e-government processes entail multiple
challenges at times which are periodically highlighted by
various governmental agencies. These include aspects
related to the supporting infrastructure, issues of privacy
and security, and the availability of premium services (5,
23]. There are not many experimental studies conducted
with regard to e-government processes within Asia. Yuen-
Luk (2008) has correspondingly highlighted this aspect.

A United Nations survey on e-government initiatives
conducted in 2010 has highlighted five countries who have
successfully implementing e-government undertakings. The
Republic of Korea was therefore considered the front-
runner in this regard, with a score of 0.8785, followed by
the United States having a score of 0.8510 in the UN’s
index. The two countries were followed by Canada with an
index of 0.8448, the United Kingdom with a score of
0.8147 and the Netherlands trailing at 0.8097. The average
score on the global scale was concluded to be 0.4406, while
Europe averaged at 0.6227. The Americas had an average
score of 0.4790 and Asia recorded a score of 0.4424 which
was the closest to the global average mentioned.

Although there are multiple studies undertaken on the
subject throughout the world at any given time, it is
nevertheless observed that the same could not be said if
specifically focused on the developing economies. In this
regard, the current study evaluates the prevalence of e-
government functions in the West African nations, with a
focus on the Federal Republic of Nigeria. The associated e-
governance model used and the perspectives of the users in
delivering services would be evaluated in detail in the
course of the study undertaken.

2. Related Studies

Gronlund [39] are of the perspective that electronic
government services are closely interrelated with e-
government functions, online and digital government
protocols. E-government processes could therefore be
considered in consideration of social, political, technical
and economic aspects which has contributed to researchers
and scholars not agreeing to uniformly defining e-
government processes. Instead, [5] is of the perspective that
e-government processes are not necessarily limited to

processes related to simply convert traditional government
processes to the electronic form. Instead, it also has
financial, social and technological implications contributing
to rationalize the processes currently executed.

Nevertheless, the technical parameters associated with e-
government processes are perhaps amongst the challenging
aspects in this regard. [31, 32, 33] are of the perspective
that recent initiatives trying to synchronize and standardize
IT based services associated with e-government functions
within the government sector is a positive initiative. Feng
(2002) is of the perspective that the majority of researchers
consider e-government processes to be closely interlinked
with electronic commerce initiatives. [5] is of the
perspective that indeed there is a commercial aspect to
government  functions executed. Nevertheless, an
associated misconception often attributed to e-government
processes relates to the technical aspects undertaken,
without due consideration of the implementation stages
involved [38] is of the perspective that the major aspect to
be considered in successfully concluding e-government
initiative relates to how the processes designed are
ultimately implemented.

E-government processes could therefore be instituted at
multiple levels of government, be that at the council level,
at the legal or the organizational level. However, wherever
implemented, it should contribute to efficiency and
effectiveness of the functions conducted. In this regard, the
relevant models include Government-to-Citizen, which is
also stated as Government-to-Employees (G2e),
Government-to-Business (G2b), Government-to-Customer
(G2¢) and Government-to-Government (G2g). Most
governments have adopted some form of e-government
processes in their systems. Service quality is judged by the
users in consideration of the quality of services they come
across in trying to use the systems [29]. Therefore, if the
users have greater expectations from the systems installed
in comparison to what is actually delivered, the system
would be perceived not to have met expectations [14].

The egovrtd 2020 consortium recommended a thorough
review of the existing ICT processes, comparing the
processes prevalent with those already in operation in
comparable European countries [35]. Such a comparison
would enable a better perspective on the desires and
expectations of the end users. [37] was of the perspective
that aspects related to socio-cognizant parameters, which
are both secure and constitute an expansive range are of
specific importance in considering models for most
developing economies. Also these studies have summarized
and highlighted the various challenges faced by users in
accessing e-government systems. Thus, the Unified Theory
of Acceptance and Use of Technology (UTAUT) relates to
a hypothesis incorporating some 8 prevailing technology
acceptance models [34]. On a related note, [35] used the
UTAUT model towards concluding and presenting relevant
recreation analysis which evaluates the impact of e-
government initiatives, and the exact system which should
be worked upon by individual governments.

The aspects related to the supporting infrastructure,
issues of privacy and security, and the availability of
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premium services [5, 23]. There are not many experimental
studies conducted with regard to e-government processes
within  Asia. Yuen-Luk (2008) has correspondingly
highlighted this aspect. A United Nations survey on e-
government initiatives conducted in 2010 has highlighted
five countries who have successfully implementing e-
government undertakings. The Republic of Korea was
therefore considered the front-runner in this regard, with a
score of 0.8785, followed by the United States having a
score of 0.8510 in the UN’s index. The two countries were
followed by Canada with an index of 0.8448, the United
Kingdom with a score of 0.8147 and the Netherlands
trailing at 0.8097. The average score on the global scale
was concluded to be 0.4406, while Europe averaged at
0.6227. The Americas had an average score of 0.4790 and
Asia recorded a score of 0.4424 which was the closest to
the global average mentioned.

Since that majority of the similar studies focused on
developed countries, the current study evaluates the
prevalence of e-government functions in the West African
nations, with a focus on the Federal Republic of Nigeria.
The associated e-governance model used and the
perspectives of the users in delivering services would be
evaluated in detail in the course of the study undertaken.

3. Methodology

This treatise is primarily concerned with evaluating the
importance of e-government initiatives within the
government and the general population. The study intends
gaining an understanding of the multiple dimensions
associated with how e-governments function, summarizing
the experiences of the end-users of the systems
implemented with regard to such diverse functions
including disseminating information, providing multiple
services or placing relevant enquiries. A description of the
user’s experiences would form the basis of further
improvements in the systems towards fulfilling end-user
expectations. In implementing online services, it is
generally intended that a major portion of the agency’s
functions would henceforth be web based and accessible
from anywhere.  Besides summarizing the end-user
expectations, the treatise details how the various
government agencies responded to the feedback received
periodically.The same would direct e-service managers on
their shortcomings and guide them on how to improve
delivery standards. The treatise therefore intends
contributing towards enhancing public awareness of the
various e-government portals, with a focus on African
economies.

Although research on e-government functions have
concluded much, the recommendations are seldom adopted.
Kumar, Mukerji et al. (2007) have observed this to be a
global phenomenon, even though enhancements in this
regard could contribute towards greater acceptance and use
of the processes implemented [24]. Indeed, there are
seemingly severe shortcomings in the review of quality
standards related to e-government processes. Considering
the importance of service standards and efficiencies in

information technology, the majority of government
ministries have their individual web portals [25, 26].
Building upon the same, the implementation of e-
government processes helps in the development and
efficiency of the various departments, although the current
standards in this regard leaves much to be desired [27],
with significant opportunities for major improvements of
the prevailing standards.

4. Conclusion

Numerous of researchers have explained various
challenges in effectively implementing e-government
systems related to how government functions are executed
in relation to the functions of various stakeholders in
alignment with literature related to IT, various technology
adoption models, the diffusion of innovation theories and
practices, and the course of action undertaken [5]. On the
other hand, a few studies have also been conducted,
considering how e-government services function, and
evaluates the associated e-service quality perspective[13],
with the current initiative focused on quality standards.
Considering that e-government systems fulfill the needs of
users, the current initiative tries focusing on how e-
government services benefit ordinary citizens. The current
study is more concerned with web based systems and how
they disseminate information amongst end-users and
associated stakeholders. Considering e-services in this
context, and its industrial dependency, the current study
solely focuses on the standards maintained within the
Federal Republic of Nigeria.

The paper explains the theories and associated aspects
contributing to the research, the problems, aims,
significance contribution, and the overall scope of the
current initiative. Considering the lack of attention to this
field of research in the West African countries, this paper
dig in down to embrace the same techniques used in other
part of the world. Hopping to come up with the good end
result considering all the challenges.
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