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INTRODUCTION 
The proliferation of electronic government (e-government) initiatives has transformed the paradigm of public service 

delivery, enabling governments to provide more efficient, transparent, and citizen-centric services (West, 2004). E-

government initiatives have been implemented worldwide to leverage information and communication technologies 

(ICTs) and improve public service delivery (UNDESA, 2020). The effectiveness of e-government initiatives in 

improving public service delivery is contingent upon various factors, including technological infrastructure, institutional 

capacity, and citizen engagement (Kumar et al., 2019). Developed countries have made significant investments in e-

government initiatives, with many achieving high levels of maturity (OECD, 2020). For instance, countries like Estonia, 

Denmark, and Australia have implemented advanced e-government systems, enabling citizens to access a wide range of 

public services online (Eesti, 2020). In contrast, developing countries face unique challenges in implementing e-

government initiatives, including limited infrastructure, lack of digital literacy, and inadequate funding (ITU, 2020). 

Despite these challenges, many developing countries have made significant progress in implementing e-government 

initiatives (UNDESA, 2020). For example, countries like Rwanda, Ghana, and Kenya have implemented innovative e-

government solutions, such as mobile-based services and online portals, to improve public service delivery (Rwanda 

Gov, 2020).  

 

The effectiveness of these initiatives in improving public service delivery remains a subject of debate, with some studies 

suggesting that e-government initiatives have improved the efficiency and transparency of public services (Al-Sharqi et 

al., 2020), while others have noted that challenges remain in terms of technological infrastructure and citizen engagement 
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(Kumar et al., 2019). The implementation of e-government initiatives has been influenced by various factors, including 

technological advancements, institutional capacity, and citizen demand (Reddick, 2012). Technological advancements 

have enabled governments to implement more efficient and effective e-government systems, while institutional capacity 

has played a crucial role in supporting the implementation of e-government initiatives (Kumar et al., 2019). Citizen 

demand has also driven the implementation of e-government initiatives, with citizens increasingly expecting to access 

public services online (West, 2004). The effectiveness of e-government initiatives in improving public service delivery 

has been evaluated using various frameworks, including the Technology Acceptance Model (TAM), the Institutional 

Theory, and the Citizen Engagement Theory (Davis, 1989; Scott, 2001; Reddick, 2012). These frameworks have helped 

to identify the factors that influence the effectiveness of e-government initiatives, including technological infrastructure, 

institutional capacity, and citizen engagement. The implementation of e-government initiatives has also been influenced 

by various international organizations, including the United Nations, the World Bank, and the European Union 

(UNDESA, 2020). These organizations have provided technical assistance, funding, and policy guidance to support the 

implementation of e-government initiatives in developing countries. 

 

Transparency metrics have been used to evaluate the impact of e-government initiatives on the openness and 

accountability of government operations (Reddick, 2012). Citizen satisfaction metrics have been used to evaluate the 

impact of e-government initiatives on citizen perceptions of public service quality (West, 2004). The evaluation of e-

government initiatives has also been influenced by various stakeholders, including government officials, citizens, and 

private sector representatives (Kumar et al., 2019). These stakeholders have played a crucial role in shaping the 

implementation and evaluation of e-government initiatives, and have helped to identify the factors that influence the 

effectiveness of these initiatives. 

 

The implementation of e-government initiatives has been influenced by various technological advancements, including 

the internet, mobile devices, and social media (ITU, 2020). The internet has enabled governments to provide online 

public services, while mobile devices have enabled citizens to access public services on-the-go (Kumar et al., 2019). 

Social media has enabled governments to engage with citizens and provide more transparent and accountable public 

services (Reddick, 2012). The implementation of e-government initiatives has also been influenced by various 

institutional factors, including laws, policies, and regulations (UNDESA, 2020). These institutional factors have played a 

crucial role in supporting the implementation of e-government initiatives, and have helped to ensure that these initiatives 

are aligned with national development goals and objectives. 

 

The effectiveness of e-government initiatives in improving public service delivery has been evaluated using various case 

studies, including those from developed and developing countries (Kumar et al., 2019). These case studies provide 

valuable insights into the factors that influence the effectiveness of e-government initiatives, including technological 

infrastructure, institutional capacity, and citizen engagement. The evaluation of e-government initiatives has also been 

influenced by various international benchmarks, including the United Nations E-Government Development Index 

(EGDI) and the World Bank's E-Government Capacity Index (UNDESA, 2020). These benchmarks have provided a 

framework for evaluating the effectiveness of e-government initiatives and identifying areas for improvement. 

 

Furthermore, the implementation of e-government initiatives has been influenced by various technological factors, 

including the availability of ICT infrastructure, the level of digital literacy, and the availability of online services (ITU, 

2020). These technological factors have played a crucial role in shaping the implementation and evaluation of e-

government initiatives, and have helped to identify the factors that influence the effectiveness of these initiatives. The 

evaluation of e-government initiatives has also been influenced by various methodological approaches, including 

quantitative, qualitative, and mixed-methods approaches (Kumar et al., 2019). These methodological approaches have 

provided a framework for evaluating the effectiveness of e-government initiatives and identifying areas for improvement. 

Moreover, the effectiveness of e-government initiatives has been influenced by various governance factors, including the 

level of transparency, accountability, and participation (UNDESA, 2020). These governance factors have played a crucial 

role in shaping the implementation and evaluation of e-government initiatives, and have helped to identify the factors that 

influence the effectiveness of these initiatives. 

 

The advent of electronic government (e-government) initiatives has transformed the way governments deliver public 

services, enhancing efficiency, transparency, and citizen engagement (Al-Sharqi et al., 2020). Assessing the effectiveness 

of e-government initiatives is crucial to understand their impact on public service delivery, particularly in developed and 

developing countries. Developed countries have made significant strides in implementing e-government initiatives, with 

many achieving high levels of maturity (OECD, 2020). For instance, countries like Estonia, Denmark, and Australia have 

implemented advanced e-government systems, enabling citizens to access a wide range of public services online (Eesti, 

2020). In contrast, developing countries face unique challenges in implementing e-government initiatives, including 

limited infrastructure, lack of digital literacy, and inadequate funding (ITU, 2020). Despite these challenges, many 

developing countries have made significant progress in implementing e-government initiatives (UNDESA, 2020). For 
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example, countries like Rwanda, Ghana, and Kenya have implemented innovative e-government solutions, such as 

mobile-based services and online portals, to improve public service delivery (Rwanda Gov, 2020). However, the 

effectiveness of these initiatives in improving public service delivery remains a subject of debate. 

 

STATEMENT OF PROBLEM  
The implementation of e-government initiatives has been widely adopted by governments worldwide as a means of 

improving public service delivery (West, 2004). However, the effectiveness of these initiatives in achieving their 

intended objectives remains a subject of debate (Kumar et al., 2019). One of the major challenges facing e-government 

initiatives is the lack of a clear understanding of what constitutes effective e-government (Reddick, 2012). This lack of 

understanding has led to the implementation of e-government initiatives that are not tailored to the specific needs of 

citizens, resulting in low adoption rates and limited impact on public service delivery (Al-Sharqi et al., 2020). 

 

Furthermore, the effectiveness of e-government initiatives is often hindered by technological challenges, including 

inadequate infrastructure, limited digital literacy, and insufficient funding (ITU, 2020). These technological challenges 

can limit the accessibility and usability of e-government services, making it difficult for citizens to access and utilize 

these services (Kumar et al., 2019). Additionally, the lack of standardization and interoperability between different e-

government systems can create barriers to the seamless delivery of public services, further limiting the effectiveness of e-

government initiatives (OECD, 2020). 

 

Another significant challenge facing e-government initiatives is the need to balance the benefits of e-government with the 

risks associated with its implementation (Kumar et al., 2019). For example, the use of e-government services can increase 

the risk of cyber attacks, data breaches, and other forms of cybercrime (Reddick, 2012). Moreover, the reliance on e-

government services can also create dependencies on technology, making it difficult for citizens to access public services 

in the event of technological failures or disruptions (Al-Sharqi et al., 2020). 

 

The effectiveness of e-government initiatives is also influenced by the level of citizen engagement and participation 

(West, 2004). Citizens who are actively engaged in the design and implementation of e-government initiatives are more 

likely to adopt and utilize these services, leading to improved public service delivery (Kumar et al., 2019). However, the 

lack of citizen engagement and participation can limit the effectiveness of e-government initiatives, as citizens may not 

be aware of the services available or may not have the necessary skills to access and utilize these services (Reddick, 

2012). 

 

Moreover, the effectiveness of e-government initiatives is often influenced by the level of institutional capacity and 

governance (UNDESA, 2020). Governments with strong institutional capacity and governance are better equipped to 

design and implement effective e-government initiatives, leading to improved public service delivery (Kumar et al., 

2019). However, the lack of institutional capacity and governance can limit the effectiveness of e-government initiatives, 

as governments may not have the necessary resources, skills, or expertise to design and implement these initiatives (Al-

Sharqi et al., 2020). The effectiveness of e-government initiatives is also influenced by the level of technological 

infrastructure and digital literacy (ITU, 2020). Governments with advanced technological infrastructure and high levels 

of digital literacy are better equipped to design and implement effective e-government initiatives, leading to improved 

public service delivery (Kumar et al., 2019). However, the lack of technological infrastructure and digital literacy can 

limit the effectiveness of e-government initiatives, as citizens may not have access to the necessary technology or may 

not have the necessary skills to access and utilize e-government services (Reddick, 2012). 

 

Furthermore, the effectiveness of e-government initiatives is often influenced by the level of private sector involvement 

and partnerships (OECD, 2020). Governments that partner with the private sector to design and implement e-government 

initiatives can leverage the expertise and resources of the private sector, leading to improved public service delivery 

(Kumar et al., 2019). However, the lack of private sector involvement and partnerships can limit the effectiveness of e-

government initiatives, as governments may not have access to the necessary resources or expertise (Al-Sharqi et al., 

2020). 

 

The effectiveness of e-government initiatives is also influenced by the level of transparency and accountability 

(UNDESA, 2020). Governments that prioritize transparency and accountability in the design and implementation of e-

government initiatives can build trust with citizens, leading to improved public service delivery (Kumar et al., 2019). 

However, the lack of transparency and accountability can limit the effectiveness of e-government initiatives, as citizens 

may not have confidence in the government's ability to deliver effective public services (Reddick, 2012). 

 

Moreover, the effectiveness of e-government initiatives is often influenced by the level of cultural and social factors 

(Kumar et al., 2019). Governments that take into account the cultural and social context in which e-government 

initiatives are implemented can design and implement initiatives that are more responsive to the needs of citizens, leading 
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to improved public service delivery (Al-Sharqi et al., 2020). However, lack of consideration for cultural and social 

factors can limit the effectiveness of e-government initiatives, as citizens may not be able to access or utilize e-

government services that are not tailored to their specific needs (Reddick, 2012). For instance, in some cultures, citizens 

may prefer to interact with government officials in person rather than through digital channels, highlighting the need for 

governments to consider the cultural and social context in which e-government initiatives are implemented (Kumar et al., 

2019). 

 

 

Furthermore, the effectiveness of e-government initiatives is often influenced by the level of data privacy and security 

(OECD, 2020). Governments that prioritize data privacy and security in the design and implementation of e-government 

initiatives can ensure that citizens' personal data is protected and that these initiatives are effective in improving public 

service delivery (Kumar et al., 2019). However, the lack of data privacy and security can limit the effectiveness of e-

government initiatives, as citizens may not trust the government to protect their personal data (Al-Sharqi et al., 2020). 

 

The effectiveness of e-government initiatives is also influenced by the level of citizen-centricity (UNDESA, 2020). 

Governments that design and implement e-government initiatives that are citizen-centric, meaning that they are designed 

to meet the needs and expectations of citizens, can ensure that these initiatives are effective in improving public service 

delivery (Kumar et al., 2019). However, the lack of citizen-centricity can limit the effectiveness of e-government 

initiatives, as citizens may not be able to access or utilize these services (Reddick, 2012). 

 

Moreover, the effectiveness of e-government initiatives is often influenced by the level of interoperability and 

standardization (OECD, 2020). Governments that prioritize interoperability and standardization in the design and 

implementation of e-government initiatives can ensure that these initiatives are effective in improving public service 

delivery (Kumar et al., 2019). However, the lack of interoperability and standardization can limit the effectiveness of e-

government initiatives, as citizens may not be able to access or utilize these services (Al-Sharqi et al., 2020). The 

effectiveness of e-government initiatives is also influenced by the level of digital divide (ITU, 2020). Governments that 

prioritize reducing the digital divide in the design and implementation of e-government initiatives can ensure that these 

initiatives are effective in improving public service delivery (Kumar et al., 2019). However, the lack of attention to the 

digital divide can limit the effectiveness of e-government initiatives, as citizens may not have access to the necessary 

technology or skills to access and utilize these services (Reddick, 2012). 

 

Furthermore, the effectiveness of e-government initiatives is often influenced by the level of transparency and 

accountability in the procurement process (UNDESA, 2020). Governments that prioritize transparency and accountability 

in the procurement process can ensure that e-government initiatives are effective in improving public service delivery 

(Kumar et al., 2019). However, the lack of transparency and accountability in the procurement process can limit the 

effectiveness of e-government initiatives, as citizens may not trust the government to manage public funds effectively 

(Al-Sharqi et al., 2020). 

 

Moreover, the effectiveness of e-government initiatives is often influenced by the level of digital literacy and skills 

among citizens (UNDESA, 2020). Governments that prioritize digital literacy and skills among citizens can ensure that e-

government initiatives are effective in improving public service delivery (Kumar et al., 2019). However, the lack of 

digital literacy and skills among citizens can limit the effectiveness of e-government initiatives, as citizens may not be 

able to access or utilize these services (Al-Sharqi et al., 2020). The effectiveness of e-government initiatives is also 

influenced by the level of government's commitment to open government and open data (OECD, 2020). 
 

RESEARCH QUESTIONS 
1. What are the key factors that influence the effectiveness of e-government initiatives in improving public service 

delivery in developed and developing countries? 

2. How do e-government initiatives in developed countries differ from those in developing countries in terms of 

their design, implementation, and impact on public service delivery? 

3. What lessons can be learned from the experiences of developed and developing countries in implementing e-

government initiatives to improve public service delivery? 
 

OBJECTIVES OF THE STUDY  
The broad objective of this study is to evaluate the impact of e-government initiatives on enhancing public service 

delivery through a comparative study. While the specific objectives are as follows: 

1. To assess the effectiveness of e-government initiatives in improving public service delivery in developed and 

developing countries. 

2. To compare and contrast the design, implementation, and impact of e-government initiatives in developed and 

developing countries. 
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3. To identify best practices and lessons learned from the experiences of developed and developing countries in 

implementing e-government initiatives to improve public service delivery. 
 

HYPOTHESES 
1. E-government initiatives in developed countries are more effective in improving public service delivery than 

those in developing countries.  

2. The design and implementation of e-government initiatives in developed countries are more citizen-centric and 

participatory than those in developing countries. 

3. Best practices and lessons learned from the experiences of developed and developing countries in implementing 

e-government initiatives improves public service delivery. 
 

LITERATURE REVIEW  

The Concept of E-government 
E-government (that is, electronic government) refers to the use of information and communication technologies (ICTs) 

by government agencies to provide public services, interact with citizens, and improve the efficiency and transparency of 

government operations. E-government involves the use of digital technologies, such as the internet, mobile devices, and 

social media, to deliver a wide range of public services E-government refers to the use of information and 

communication technologies (ICTs) by government agencies to provide public services, interact with citizens, and 

improve the efficiency and transparency of government operations (West, 2004). The concept of e-government has 

gained significant attention in recent years, as governments around the world have recognized the potential of ICTs to 

transform the way they deliver public services and interact with citizens (Kumar et al., 2019). One of the key benefits of 

e-government is its ability to improve the efficiency and effectiveness of government operations (Moon, 2002). By 

automating many routine tasks and providing citizens with online access to government services, e-government can help 

reduce the administrative burden on government agencies and improve the speed and quality of service delivery (Kumar 

et al., 2019). E-government can also help improve the transparency and accountability of government operations (Bertot 

et al., 2010). By providing citizens with online access to government information and services, e-government can help 

increase transparency and accountability, and reduce the risk of corruption and abuse of power (Kumar et al., 2019). 
 

In addition to its potential benefits, e-government also presents several challenges and risks (Heeks, 2006). One of the 

key challenges facing e-government is the need to ensure that online services are accessible and usable by all citizens, 

regardless of their level of digital literacy or access to technology (Kumar et al., 2019). Another challenge facing e-

government is the need to ensure the security and integrity of online services and data (Bertot et al., 2010). As 

governments increasingly rely on ICTs to deliver public services, they must also ensure that these systems are secure and 

resilient against cyber threats and other forms of disruption (Kumar et al., 2019). 
 

Despite these challenges, many governments around the world have made significant progress in implementing e-

government initiatives (West, 2004). For example, countries such as Estonia, Singapore, and South Korea have 

developed advanced e-government systems that provide citizens with online access to a wide range of public services 

(Kumar et al., 2019). 
 

In the United States, the federal government has also made significant progress in implementing e-government initiatives 

(Moon, 2002). For example, the US government has developed a range of online portals and services that provide 

citizens with access to government information and services, including (link unavailable) and the Federal Citizen 

Information Center (Kumar et al., 2019). E-government can also play an important role in promoting citizen engagement 

and participation in the democratic process (Bertot et al., 2010). By providing citizens with online access to government 

information and services, e-government can help increase transparency and accountability, and provide citizens with new 

opportunities to participate in the democratic process (Kumar et al., 2019). 
 

In addition to its potential benefits, e-government also raises several important questions and concerns (Heeks, 2006). 

For example, some critics have argued that e-government may exacerbate existing social and economic inequalities, by 

providing greater access to government services and information for those who are already well-connected and digitally 

literate (Kumar et al., 2019). Despite these concerns, many experts believe that e-government has the potential to play a 

major role in promoting democratic governance and improving the delivery of public services (West, 2004). By 

providing citizens with online access to government information and services, e-government can help increase 

transparency and accountability, and provide citizens with new opportunities to participate in the democratic process 

(Kumar et al., 2019). 
 

E-government can also help improve the efficiency and effectiveness of government operations by reducing the 

administrative burden on government agencies and improving the speed and quality of service delivery (Moon, 2002). By 

automating many routine tasks and providing citizens with online access to government services, e-government can help 

reduce the need for face-to-face interactions and improve the overall efficiency of government operations (Kumar et al., 
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2019). In addition to its potential benefits, e-government also presents several important challenges and risks (Heeks, 

2006). For example, the implementation of e-government initiatives requires significant investments in technology and 

infrastructure, and may also require changes to existing laws, policies, and business processes (Kumar et al., 2019). 
 

E-government can also play an important role in promoting economic development and improving the delivery of public 

services (Bertot et al., 2010). By providing businesses and citizens with online access to government information and 

services, e-government can help reduce the time and cost of doing business with government, and improve the overall 

efficiency of government operations (Kumar et al., 2019). In recent years, there has been a growing interest in the use of 

social media and other Web 2.0 technologies to support e-government initiatives (Kumar et al., 2019). Social media can 

provide a powerful tool for governments to engage with citizens, provide information and services, and solicit feedback 

and participation (Bertot et al.,2010). 
 

Comparative study of the effectiveness of E-government initiatives in developed and 

developing countries  
The effectiveness of e-government initiatives in developed and developing countries has been a topic of significant 

interest and research in recent years (Kumar et al., 2019). E-government initiatives refer to the use of information and 

communication technologies (ICTs) by government agencies to provide public services, interact with citizens, and 

improve the efficiency and transparency of government operations (West, 2004). Developed countries, such as the United 

States, Canada, and the United Kingdom, have been at the forefront of e-government initiatives, with many having 

implemented advanced e-government systems that provide citizens with online access to a wide range of public services 

(Kumar et al., 2019). 
 

In contrast, developing countries, such as India, Brazil, and South Africa, have faced significant challenges in 

implementing e-government initiatives, including limited technological infrastructure, inadequate digital literacy, and 

insufficient financial resources (Heeks, 2006). Despite these challenges, many developing countries have made 

significant progress in implementing e-government initiatives, with some having established advanced e-government 

systems that provide citizens with online access to a wide range of public services (Kumar et al., 2019). 
 

One of the key differences between developed and developing countries in terms of e-government initiatives are the level 

of technological infrastructure (Moon, 2002). Developed countries have well-established technological infrastructures, 

including high-speed internet connectivity, advanced computer systems, and robust cybersecurity measures (Kumar et al., 

2019). In contrast, developing countries often lack adequate technological infrastructure, including limited internet 

connectivity, outdated computer systems, and inadequate cybersecurity measures (Heeks, 2006). 
 

Another key difference between developed and developing countries in terms of e-government initiatives is the level of 

digital literacy (Bertot et al., 2010). Developed countries have high levels of digital literacy, with many citizens having 

the skills and knowledge necessary to effectively use digital technologies (Kumar et al., 2019). In contrast, developing 

countries often have low levels of digital literacy, with many citizens lacking the skills and knowledge necessary to 

effectively use digital technologies (Heeks, 2006). 
 

Despite these differences, both developed and developing countries have made significant progress in implementing e-

government initiatives (Kumar et al., 2019). For example, the United States has established a range of advanced e-

government systems, including the (link unavailable) portal, which provides citizens with online access to a wide range 

of public services (West, 2004). Similarly, India has established a range of e-government initiatives, including the Digital 

India program, which aims to provide citizens with online access to a wide range of public services (Kumar et al., 2019). 

The effectiveness of e-government initiatives in developed and developing countries has been the subject of significant 

research and evaluation (Moon, 2002). Studies have shown that e-government initiatives can have a range of benefits, 

including improved efficiency, transparency, and accountability (Kumar et al., 2019). For example, a study by the World 

Bank found that e-government initiatives in several developed countries resulted in significant improvements in 

efficiency, transparency, and accountability (World Bank, 2019). 
 

In contrast, studies have also shown that e-government initiatives in developing countries can face significant challenges, 

including limited technological infrastructure, inadequate digital literacy, and insufficient financial resources (Heeks, 

2006). For example, a study by the United Nations found that e-government initiatives in several developing countries 

faced significant challenges, including limited technological infrastructure and inadequate digital literacy (UN, 2019). 
 

THEORETICAL FRAMEWORK 
The theoretical framework that is best suited for assessing the effectiveness of e-government initiatives in improving 

public service delivery is the Technology Acceptance Model (TAM) (Davis, 1989). This model explains how users form 

attitudes and intentions towards using a technology, and how these attitudes and intentions influence actual usage 

behavior. In the context of e-government initiatives, TAM can be used to understand how citizens form attitudes and 
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intentions towards using e-government services, and how these attitudes and intentions influence their actual usage 

behavior. 
 

GAP IN LITERATURE 
Despite the growing body of research on e-government initiatives, there is a significant gap in the literature regarding the 

comparative analysis of the effectiveness of e-government initiatives in developed and developing countries. While there 

are numerous studies that have examined the effectiveness of e-government initiatives in individual countries or regions, 

few studies have attempted to compare the effectiveness of e-government initiatives across different country contexts. 

This gap in the literature is significant, as it limits our understanding of the factors that influence the effectiveness of e-

government initiatives in different country contexts. 
 

Another gap in the literature is the lack of studies that have examined the impact of e-government initiatives on public 

service delivery in developing countries. While there are numerous studies that have examined the impact of e-

government initiatives on public service delivery in developed countries, few studies have attempted to examine the 

impact of e-government initiatives on public service delivery in developing countries. This gap in the literature is 

significant, as it limits our understanding of the potential benefits and challenges of implementing e-government 

initiatives in developing countries. 
 

METHODS OF DATA COLLECTION 
The data for this study were collected from secondary sources from related literature on the subject matter. By this, we 

mean any written material (whether hand-written, typed or printed) that is already in existence, which was produced for 

other purpose than the benefit of the investigator. The secondary sources of data therefore include government 

publication/documents, both published and unpublished works such as text books, journals, periodicals, seminar and 

conference papers and internet.  
 

DISCUSSION 

HYPOTHESIS ONE  
E-government initiatives in developed countries are more effective in improving public service delivery than those 

in developing countries. 

The hypothesis that e-government initiatives in developed countries are more effective in improving public service 

delivery than those in developing countries due to differences in technological infrastructure, institutional capacity, and 

citizen engagement is a topic of significant interest and debate (Kumar et al., 2019). E-government initiatives implies the 

use of information and communication technologies (ICTs) by government agencies to provide public services, interact 

with citizens, and improve the efficiency and transparency of government operations (West, 2004). One of the key 

factors that contribute to the effectiveness of e-government initiatives is technological infrastructure (Moon, 2002). 

Developed countries have well-established technological infrastructures, including high-speed internet connectivity, 

advanced computer systems, and robust cyber-security measures (Kumar et al., 2019). In contrast, developing countries 

often lack adequate technological infrastructure, including limited internet connectivity, outdated computer systems, and 

inadequate cyber-security measures (Heeks, 2006). 
 

The difference in technological infrastructure between developed and developing countries has a significant impact on 

the effectiveness of e-government initiatives (Kumar et al., 2019). For example, a study by the World Bank found that e-

government initiatives in developed countries were more effective in improving public service delivery due to the 

availability of advanced technological infrastructure (World Bank, 2019). In contrast, the study found that e-government 

initiatives in developing countries were less effective due to the lack of adequate technological infrastructure. 
 

Another key factor that contributes to the effectiveness of e-government initiatives is institutional capacity (Moon, 2002). 

Developed countries have well-established institutions, including effective governance structures, transparent decision-

making processes, and a skilled and professional civil service (Kumar et al., 2019). In contrast, developing countries 

often lack adequate institutional capacity, including weak governance structures, opaque decision-making processes, and 

a lack of skilled and professional civil servants (Heeks, 2006). 
 

The difference in institutional capacity between developed and developing countries have a significant impact on the 

effectiveness of e-government initiatives (Kumar et al., 2019). For example, a study by the United Nations found that e-

government initiatives in developed countries were more effective in improving public service delivery due to the 

availability of strong institutional capacity (UN, 2019). In contrast, the study found that e-government initiatives in 

developing countries were less effective due to the lack of adequate institutional capacity. 

Citizen engagement is also a key factor that contributes to the effectiveness of e-government initiatives (Bertot et al., 

2010). Developed countries have high levels of citizen engagement, including a strong culture of participation, high 

levels of digital literacy, and a well-developed civil society (Kumar et al., 2019). In contrast, developing countries often 
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have lower levels of citizen engagement, including a weak culture of participation, low levels of digital literacy, and a 

underdeveloped civil society (Heeks, 2006). 
 

The difference in citizen engagement between developed and developing countries has a significant impact on the 

effectiveness of e-government initiatives (Kumar et al., 2019). For example, a study by the World Bank found that e-

government initiatives in developed countries were more effective in improving public service delivery due to high levels 

of citizen engagement (World Bank, 2019). In contrast, the study found that e-government initiatives in developing 

countries were less effective due to lower levels of citizen engagement. 
 

In addition to these factors, the effectiveness of e-government initiatives also depends on the availability of financial 

resources (Moon, 2002). Developed countries have significant financial resources, including large budgets and a well-

developed private sector (Kumar et al., 2019). In contrast, developing countries often have limited financial resources, 

including small budgets and a underdeveloped private sector (Heeks, 2006). The difference in financial resources 

between developed and developing countries have a significant impact on the effectiveness of e-government initiatives 

(Kumar et al., 2019). For example, a study by the United Nations found that e-government initiatives in developed 

countries were more effective in improving public service delivery due to the availability of significant financial 

resources (UN, 2019). In contrast, the study found that e-government initiatives in developing countries were less 

effective due to the lack of adequate financial resources. 
 

Furthermore, the effectiveness of e-government initiatives also depends on the availability of skilled and professional 

human resources (Bertot et al., 2010). Developed countries have a large pool of skilled and professional human 

resources, including IT specialists, project managers, and civil servants (Kumar et al., 2019). In contrast, developing 

countries often have a limited pool of skilled and professional human resources (Heeks, 2006). The difference in human 

resources between developed and developing countries have a significant impact on the effectiveness of e-government 

initiatives (Kumar et al., 2019). For example, a study by the World Bank found that e-government initiatives in 

developed countries were more effective in improving public service delivery due to the availability of skilled and 

professional human resources (World Bank, 2019). In contrast, the study found that e-government initiatives in 

developing countries were less effective due to the lack of skilled and professional human resources. The above 

discussion supports the first hypothesis which states that E-government initiatives in developed countries are more 

effective in improving public service delivery than those in developing countries. 
 

HYPOTHESIS TWO 
The design and implementation of e-government initiatives in developed countries are more citizen-centric and 

participatory than those in developing countries 

The hypothesis that the design and implementation of e-government initiatives in developed countries are more citizen-

centric and participatory than those in developing countries, leading to better public service delivery outcomes, is a topic 

of significant interest and debate (Kumar et al., 2019). E-government initiatives has to with the use of information and 

communication technologies (ICTs) by government agencies to provide public services, interact with citizens, and 

improve the efficiency and transparency of government operations (West, 2004). One of the key factors that contribute to 

the effectiveness of e-government initiatives is the level of citizen-centricity and participation (Bertot et al., 2010). 

Citizen-centricity refers to the extent to which e-government initiatives are designed and implemented with the needs and 

preferences of citizens in mind (Kumar et al., 2019). Participation refers to the extent to which citizens are involved in 

the design and implementation of e-government initiatives (Heeks, 2006). 
 

Developed countries have made significant progress in designing and implementing e-government initiatives that are 

citizen-centric and participatory (Kumar et al., 2019). For example, the United States has implemented a range of e-

government initiatives that are designed to provide citizens with easy access to government services and information 

(West, 2004). The UK has also implemented a range of e-government initiatives that are designed to provide citizens 

with personalized and interactive services (Bertot et al., 2010). 
 

In contrast, developing countries have faced significant challenges in designing and implementing e-government 

initiatives that are citizen-centric and participatory (Heeks, 2006). For example, many developing countries lack the 

technological infrastructure and institutional capacity to support the design and implementation of e-government 

initiatives (Kumar et al., 2019). Additionally, many developing countries have limited experience with citizen-centric and 

participatory approaches to governance (Bertot et al., 2010). 

 

Despite these challenges, some developing countries have made significant progress in designing and implementing e-

government initiatives that are citizen-centric and participatory (Kumar et al., 2019). For example, Estonia has 

implemented a range of e-government initiatives that are designed to provide citizens with easy access to government 

services and information (West, 2004). Singapore has also implemented a range of e-government initiatives that are 

designed to provide citizens with personalized and interactive services (Bertot et al., 2010). The design and 
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implementation of e-government initiatives that are citizen-centric and participatory can have a range of benefits, 

including improved public service delivery outcomes (Kumar et al., 2019). For example, a study by the World Bank 

found that e-government initiatives that are designed and implemented with the needs and preferences of citizens in mind 

are more likely to lead to improved public service delivery outcomes (World Bank, 2019). 
 

Another benefit of designing and implementing e-government initiatives that are citizen-centric and participatory is 

increased transparency and accountability (Bertot et al., 2010). For example, a study by the United Nations found that e-

government initiatives that provide citizens with easy access to government information and services can lead to 

increased transparency and accountability (UN, 2019). In addition to these benefits, designing and implementing e-

government initiatives that are citizen-centric and participatory can also lead to increased citizen engagement and 

participation (Heeks, 2006). For example, a study by the European Union found that e-government initiatives that 

provide citizens with opportunities to participate in the design and implementation of government services and policies 

can lead to increased citizen engagement and participation (EU, 2019). From the above discussion, we accept the second 

hypothesis which states that the design and implementation of e-government initiatives in developed countries are more 

citizen-centric and participatory than those in developing countries. 
 

HYPOTHESIS THREE 
Best practices and lessons learned from the experiences of developed and developing countries in implementing e-

government initiatives improves public service delivery. 

The implementation of e-government initiatives in developing countries can be a complex and challenging task, requiring 

significant investments of time, money, and resources (Heeks, 2006). However, developing countries can learn from the 

experiences of developed countries in implementing e-government initiatives, and the adoption of best practices and 

lessons learned can improve the effectiveness of e-government initiatives in developing countries (Kumar et al., 2019). 

One of the key areas where developing countries can learn from developed countries is in the design and implementation 

of e-government portals (West, 2004). Developed countries have invested heavily in the development of e-government 

portals, which provide citizens with a single point of access to government services and information (Bertot et al., 2010). 

Developing countries can learn from the experiences of developed countries in designing and implementing e-

government portals, and can adopt best practices such as the use of user-centered design and the provision of multilingual 

support (Kumar et al., 2019). 
 

Another area where developing countries can learn from developed countries is in the use of digital technologies to 

improve public service delivery (Heeks, 2006). Developed countries have made significant investments in digital 

technologies such as cloud computing, big data analytics, and the Internet of Things (IoT) to improve public service 

delivery (West, 2004). Developing countries can learn from the experiences of developed countries in using digital 

technologies to improve public service delivery, and can adopt best practices such as the use of cloud-based services and 

the development of data-driven decision-making systems (Kumar et al., 2019). 
 

In addition, developing countries can learn from the experiences of developed countries in implementing e-government 

initiatives that are secure and trustworthy (Heeks, 2006). Developed countries have invested heavily in the development 

of e-government initiatives that are secure and trustworthy, including the use of encryption and secure authentication 

protocols (West, 2004). Developing countries can learn from the experiences of developed countries in implementing e-

government initiatives that are secure and trustworthy, and can adopt best practices such as the use of secure data storage 

and the implementation of robust security protocols (Kumar et al., 2019). 
 

Furthermore, developing countries can learn from the experiences of developed countries in implementing e-government 

initiatives that are transparent and accountable (Bertot et al., 2010). Developed countries have invested heavily in the 

development of e-government initiatives that are transparent and accountable, including the use of open data and the 

implementation of transparency and accountability mechanisms (West, 2004). Developing countries can learn from the 

experiences of developed countries in implementing e-government initiatives that are citizen-centric and participatory, 

and can adopt best practices such as the use of social media and the implementation of participatory budgeting 

mechanisms (Kumar et al., 2019). 
 

In addition, developing countries can learn from the experiences of developed countries in implementing e-government 

initiatives that are sustainable and scalable (Bertot et al., 2010). Developed countries have invested heavily in the 

development of e-government initiatives that are sustainable and scalable, including the use of cloud-based services and 

the implementation of scalable infrastructure (West, 2004).  
 

Furthermore, developing countries can learn from the experiences of developed countries in implementing e-government 

initiatives that are inclusive and equitable (Heeks, 2006). Developed countries have invested heavily in the development 

of e-government initiatives that are inclusive and equitable, including the use of accessible technologies and the 

implementation of inclusive policies (West, 2004). 
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Moreover, Developing countries can learn from the experiences of developed countries in implementing e-government 

initiatives that are responsive to the needs of citizens, and can adopt best practices such as the use of citizen-centric 

design and the implementation of feedback mechanisms (Kumar et al., 2019). 
 

In addition, developing countries can learn from the experiences of developed countries in implementing e-government 

initiatives that are integrated with other government services and programs (Heeks, 2006). Developed countries have 

invested heavily in the development of e-government initiatives that are integrated with other government services and 

programs, including the use of interoperable systems and the implementation of integrated service delivery models 

(West, 2004). Furthermore, developing countries can learn from the experiences of developed countries in implementing 

e-government initiatives that are evaluated and monitored regularly (Bertot et al., 2010). Developed countries have 

invested heavily in the development of e-government initiatives that are evaluated and monitored regularly, including the 

use of performance metrics and the implementation of monitoring and evaluation frameworks (West, 2004). Developing 

countries can learn from the experiences of developed countries in implementing e-government initiatives that are 

evaluated and monitored regularly, and can adopt best practices such as the use of performance metrics and the 

implementation of monitoring and evaluation frameworks (Kumar et al., 2019). Developing countries can learn from the 

experiences of developed countries in implementing e-government initiatives that are supported by a strong institutional 

framework (Heeks, 2006). Developing countries can learn from the experiences of developed countries in implementing 

e-government initiatives that are supported by a strong institutional framework, and can adopt best practices such as the 

establishment of e-government agencies and the development of e-government policies and laws (Kumar et al., 2019). 

From the above analysis, we accept the third hypothesis which states that best practices and lessons learned from the 

experiences of developed and developing countries in implementing e-government initiatives improves public service 

delivery. 
 

FINDINGS 
From the above discussion, the study found out that:  

1. Developed countries have higher e-government maturity levels, with more advanced online services, higher levels of 

digital literacy, and greater citizen engagement 

2. E-government initiatives have been shown to improve public service delivery, increasing efficiency, transparency, 

and accountability. 

3. Developing countries face significant challenges in implementing e-government initiatives, including limited 

infrastructure, lack of digital literacy, and inadequate institutional capacity. 

4. Citizen-centric design is key to the success of e-government initiatives, with initiatives that are designed with citizen 

needs in mind more likely to be effective. 

5. Digital literacy is a major barrier to the adoption of e-government services, particularly in developing countries. 

6. E-government initiatives can improve transparency and accountability, by providing citizens with access to 

information and enabling them to track government performance. 

7. International cooperation and knowledge sharing are essential for developing countries to learn from the experiences 

of developed countries and to develop effective e-government initiatives. 
 

RECOMMENDATIONS 
In the light of the foregoing, the study recommends as follows: 

1. Developed countries should provide technical assistance and support to developing countries to help them develop 

effective e-government initiatives. 

2. Developing countries should invest in digital infrastructure, including high-speed internet connectivity and secure 

data storage systems. 

3. E-government initiatives should be designed with citizen needs in mind, with a focus on usability, accessibility, and 

transparency. 

4. Digital literacy programs should be implemented to help citizens develop the skills they need to access and use e-

government services. 

5. E-government initiatives should be regularly evaluated and monitored to ensure that they are meeting their intended 

goals and to identify areas for improvement. 

6. International cooperation and knowledge sharing should be encouraged to help developing countries learn from the 

experiences of developed countries and to develop effective e-government initiatives. 

7. E-government initiatives should be integrated with other government services to provide citizens with a seamless 

and efficient experience. 
 

CONCLUSION 
This study has assessed the effectiveness of e-government initiatives in improving public service delivery in developed 

and developing countries. The findings of this study suggest that e-government initiatives have been more effective in 

improving public service delivery in developed countries, where there is a strong institutional framework, high levels of 



Global J Res Bus Mng. 2025; 5(1), 85-95 

                  @ 2025 | PUBLISHED BY GJR PUBLICATION, INDIA                       
 

95 

digital literacy, and a well-developed technological infrastructure. In contrast, developing countries face significant 

challenges in implementing e-government initiatives, including limited infrastructure, lack of digital literacy, and 

inadequate institutional capacity. Overall, this study highlights the importance of e-government initiatives in improving 

public service delivery and promoting sustainable development. While there are significant challenges to be addressed, 

particularly in developing countries, the potential benefits of e-government initiatives are clear. By investing in digital 

infrastructure, developing digital literacy programs, and promoting international cooperation and knowledge sharing, 

governments can harness the potential of digital technologies to improve public service delivery and promote sustainable 

development. Ultimately, the success of e-government initiatives will depend on the ability of governments to adopt a 

comprehensive and inclusive approach to digital governance, one that prioritizes the needs of citizens and promotes 

sustainable development. 
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