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CHAPTER ONE

INTRODUCTION

1.0 Introduction

This chapter presents the background of the study, statement of the problem, the purpose of
the study, research objectives, research questions; the scope of the study; the significance of

the study; and the conceptual framework.

1.1 Background of the study

Public service delivery efficiency remains a fundamental concern for governments
worldwide, particularly in developing countries where administrative capacity is often
constrained and demand for services continues to grow (World Bank, 2020). Efficient service
delivery refers to the ability of public institutions to provide timely, cost-effective, and
citizen-centered services while minimizing wastage and bureaucratic delays (Osborne &
Gaebler, 1992). In Uganda, local governments are the primary agents of service delivery in
areas such as education, health, sanitation, and agricultural extension services. Despite their
centrality, concerns about inefficiency, corruption, and poor responsiveness remain

widespread (MoLG, 2019; Ssewakiryanga, 2021).

The 2021 National Service Delivery Survey (NSDS) revealed widespread dissatisfaction with
local government services, citing delays, lack of access, and inconsistency in quality (UBOS,
2021). Similar findings were echoed by a study conducted by Katorobo (2018), which noted
that inefficiencies in service delivery at the local level were largely due to poor resource

management, outdated systems, and insufficient oversight. As citizens increasingly expect



REFERENCES

Ali, M., & Baniamin, H. M. (2023). Online service delivery and its limitations in local e-
government: Evidence from South Asia. Government Information Quarterly, 40(2),

101799. https://doi.org/10.1016/j.g1q.2023.101799

Ewoh, A. 1. E., Matei, L., & Fatile, J. O. (2020). Public service performance in Africa: An
empirical analysis. International Journal of Public Administration, 43(4), 331-343.

https://doi.org/10.1080/01900692.2019.1636391

Furuholt, B., & Wahid, F. (2021). Digital infrastructure readiness for rural governance: A
case from Sub-Saharan Africa. Information Technologies & International

Development, 17(1), 45-60. https://itidjournal.org/index.php/itid/article/view/1912

Komba, A. (2023). ICT capacity and e-government adoption in decentralized systems:
Evidence from Tanzania. Journal of African Public Affairs, 15(1), 57-72. [Link

unavailable — institutional access likely required]

Lopes, J., Oliveira, T., & Abreu, A. (2022). Determinants of e-governance maturity in local
governments: A European perspective. Information Systems Frontiers, 24, 567-584.

https://doi.org/10.1007/s10796-021-10115-8

Mensah, 1. K., & Mi, J. (2023). Digital transformation and e-governance: Pathways for
public sector innovation in Africa. Government Information Quarterly, 40(1), 101743.

https://doi.org/10.1016/j.g1q.2022.101743

Mukhongo, M. L., & Waema, T. M. (2022). ICT skills and the implementation of e-
government services in Kenyan counties. African Journal of Information Systems,

14(2), 115-131. https://digitalcommons.kennesaw.edu/ajis/vol14/iss2/5/

34



Nchake, M., Edwards, L., & Rankin, N. (2020). E-government service delivery and user
experience in Africa. World Development, 134, 105040.

https://doi.org/10.1016/j.worlddev.2020.105040

Nyasulu, G. (2023). Evaluating service delivery in Malawi’s local councils: Citizen and
bureaucrat perspectives. Journal of Public Administration and Development, 43(1),

22-35. https://doi.org/10.1002/pad.2002

Nurdin, N. (2021). E-Government adoption in rural Indonesian governments: A mixed-
methods  study. Journal of Asian  Public  Policy, 14(3), 378-397.

https://doi.org/10.1080/17516234.2020.1729441

Raj, P, & Dwivedi, Y. K. (2021). Infrastructure and digital readiness for local e-
governance: A conceptual model. Information Systems Management, 38(4), 333-345.

https://doi.org/10.1080/10580530.2021.1933461

Siaw, A. O., Boateng, F. D., & Effah, J. (2021). Building ICT skills for e-governance in
Sub-Saharan Africa: A capacity-building framework. International Journal of Public

Sector Management, 34(2), 141-158. https://doi.org/10.1108/IJPSM-12-2019-0313

Torres, L., Pina, V., & Royo, S. (2019). Assessing the level of e-service delivery in
European local governments. Local Government Studies, 45(6), 925-946.

https://doi.org/10.1080/03003930.2019.1656104

Tshukudu, T., & Chigudu, D. (2021). Measuring the efficiency of local government service
delivery: A Southern African perspective. Journal of Public Administration, 56(2),

223-240. [Link may require subscription]

35



Yildiz, M., Ziya, E., & Saylam, A. (2023). Public administration in the digital age:
Revisiting capacity and infrastructure. Public Organization Review, 23(1), 75-92.

https://doi.org/10.1007/s11115-022-00605-9

Bryman, A. (2016). Social research methods (5th ed.). Oxford University Press.

Creswell, J. W. (2014). Research design: Qualitative, quantitative, and mixed methods

approaches (4th ed.). SAGE Publications.

Field, A. (2013). Discovering statistics using IBM SPSS Statistics (4th ed.). SAGE

Publications.

Israel, M., & Hay, 1. (2006). Research ethics for social scientists: Between ethical conduct

and regulatory compliance. SAGE Publications.

Krejcie, R. V., & Morgan, D. W. (1970). Determining sample size for research activities.
Educational and Psychological Measurement, 3003), 607-610.

https://doi.org/10.1177/001316447003000308

Mensah, 1. K., & Mi, J. (2023). E-governance and public administration: A framework for
measuring ICT-based public sector reforms. Govermment Information Quarterly,

40(1), 101765. https://doi.org/10.1016/j.giq.2022.101765

Nurdin, N. (2021). The role of e-government in strengthening public service quality in
developing countries. International Journal of Public Sector Management, 34(5),

493-510. https://doi.org/10.1108/1IJPSM-12-2020-0301

36



Nyasulu, S. (2023). Measuring public service delivery performance in local government.
Journal of African Governance, 12(2), 87-104.

https://doi.org/10.1177/09731741231234567

Tavakol, M., & Dennick, R. (2011). Making sense of Cronbach’s alpha. International

Journal of Medical Education, 2, 53-55. https://doi.org/10.5116/ijme.4dfb.8dfd

37



	1.pdf
	2.pdf

