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ABSTRACT 

Purpose: This study explores the implementation of digital governance in 
Lagos, Nigeria, focusing on its impact on public service delivery, 
accountability, and citizen participation. As Nigeria’s economic hub and 
Africa’s largest megacity, Lagos provides a unique context for assessing the 
opportunities and challenges of digital governance in complex urban 
settings.  

Subjects and Methods: A mixed-methods approach was used. 
Quantitative data were collected from 420 residents through structured 
surveys assessing accessibility, satisfaction, efficiency, and trust in services 
such as online tax systems, e-health, and land registration. Qualitative 
insights were obtained from 15 interviews with policymakers, ICT experts, 
and service providers, along with two focus group discussions with 
community representatives. 

Results: Findings reveal that digital governance improves efficiency, 
reduces bureaucracy, and enhances transparency. Citizens expressed 
greater satisfaction with online services, though challenges persist, 
including low digital literacy, weak infrastructure, limited internet access, 
and institutional resistance. Marginalized communities remain 
underserved, reflecting a digital divide. 

Conclusions: Digital governance in Lagos holds transformative potential 
but requires improved infrastructure, digital education, and institutional 
commitment to achieve inclusive and equitable access. 

 

INTRODUCTION 

The 21st century has witnessed a rapid expansion in the application of digital technologies across 
governance systems worldwide (Alfarizi & Heryadi, 2024). Governments at all levels are 
increasingly recognizing the transformative potential of digital governance to improve service 
delivery, strengthen accountability, and foster inclusive participation (Das, 2024). In both 
developed and developing contexts, digital tools are reshaping the relationship between citizens 
and the state. 

Nigeria, Africa’s most populous nation, faces persistent challenges in governance, particularly in 
ensuring equitable, transparent, and efficient delivery of public services. According to Akuche & 
Akindoyin (2024), bureaucratic bottlenecks, corruption, inadequate infrastructure, and limited 
access to information have historically undermined citizens’ trust in government institutions. 
These obstacles are especially pressing in Lagos, the country’s commercial and population hub, 
where rapid urbanization places immense pressure on public services. 

Lagos, with over 20 million residents, presents a unique case for studying the implementation of 
digital governance. As one of Africa’s largest cities, Lagos is a center of economic opportunity but 
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also a space where inequality, congestion, and service delivery deficits are highly visible. The 
government has therefore prioritized leveraging digital platforms to address inefficiencies and 
improve citizen engagement in governance processes (Falco & Kleinhans, 2018; Janssen & 
Estevez, 2013). 

Digital governance in this context refers to the use of information and communication 
technologies (ICTs), including mobile applications, e-government portals, and data-driven 
platforms, to modernize bureaucratic functions and enhance service provision (Benkhadra, 
2022). In Lagos, initiatives such as online tax systems, digital land registration, e-health services, 
and electronic complaint platforms have been introduced to streamline interactions between the 
state and the public. 

Dawes (2008) and Dunleavy et al. (2006) said that, the rationale for adopting digital governance 
lies in its potential to reduce the administrative complexities that often discourage citizens from 
accessing services. Traditional paper-based systems, characterized by long queues and delays, are 
gradually being replaced by digital platforms that promise efficiency and transparency. Citizens 
can now pay taxes, apply for permits, or report issues without physical contact, thus reducing 
opportunities for rent-seeking practices. 

From a theoretical perspective, digital governance aligns with the principles of New Public 
Management (NPM) and good governance, which emphasize efficiency, accountability, and 
responsiveness. Poudel (2024) and Androutsopoulou et al. (2024) said that, these frameworks 
underscore the need for governments to adopt private-sector models of service delivery, where 
digital tools enable real-time monitoring and citizen feedback. 

However, implementing digital governance in Lagos also highlights structural challenges. Issues 
such as poor digital literacy, unequal access to the internet, inadequate infrastructure, and 
institutional resistance can limit the effectiveness of reforms (Omweri, 2024; West, 2015; Rao et 
al., 1999). For many marginalized communities, particularly those in informal settlements, digital 
platforms remain inaccessible, risking the deepening of social inequalities. 

Moreover, while digital platforms can improve access to services, their effectiveness depends on 
the reliability of government institutions behind them. A poorly managed digital system may 
replicate offline inefficiencies or even worsen citizen frustration. Ensuring sustainability 
therefore requires not only technical innovation but also organizational change and capacity-
building among public officials. 

Another critical factor in the Lagos case is political will. The successful implementation of digital 
governance often hinges on leadership commitment to reform and a willingness to embrace 
transparency (Medel-Ramírez et al., 2023). In Lagos, government initiatives like the Smart City 
project reflect growing recognition of the role technology can play in shaping urban governance 
and service delivery. 

The experiences of Lagos also offer important lessons for other Nigerian states and African cities 
facing similar governance challenges. By examining successes and setbacks in Lagos, 
policymakers can better understand how digital governance can be scaled, adapted, and 
institutionalized within diverse socio-political contexts. 

This study therefore seeks to explore the implementation of digital governance in Lagos, Nigeria, 
with a focus on its impact on public service delivery. By analyzing the outcomes of digital 
initiatives, the study will evaluate whether digital tools have enhanced efficiency, transparency, 
and citizen satisfaction, while also identifying the barriers that continue to hinder progress. This 
introduction sets the stage for a critical assessment of how digital governance is reshaping urban 
governance in Africa’s largest city. 

LITERATURE REVIEW 

Digital governance has emerged as a critical innovation in contemporary public administration, 
emphasizing the integration of information and communication technologies (ICTs) into 
government processes to enhance transparency, efficiency, and accountability. Scholars such as 
Luna-Reyes & Gil-Garcia (2014) argue that digital governance represents not only a technological 
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shift but also an institutional transformation that redefines citizen–state interactions. In many 
global contexts, e-government platforms and digital service delivery systems have demonstrated 
the capacity to reduce bureaucratic delays, minimize corruption, and foster citizen participation. 

In Africa, digital governance is gaining traction as governments seek to overcome longstanding 
governance deficits. Studies by Bhuiyan (2011) highlight that-African states are increasingly 
investing in ICT infrastructure to modernize administrative systems and provide more accessible 
services. However, the effectiveness of these initiatives is often constrained by infrastructural 
deficits, weak regulatory frameworks, and digital divides (Khasseh & Jatoi, 2022; Mutula, 2008). 
Countries such as Rwanda, Kenya, and South Africa have recorded significant progress in e-
government adoption, yet challenges of inclusivity and sustainability remain pressing concerns 
across the continent. 

Studies by Auwalu & Bello (2023) note that, urban governance in Lagos has increasingly 
integrated digital solutions to address the pressures of rapid urbanization and the growing 
demand for efficient public services. These measures aim to streamline administrative processes, 
reduce opportunities for rent-seeking, and foster greater citizen engagement (Makamo & 
Ngwamba, 2024). Nonetheless, scholars caution that without adequate infrastructural 
investment and inclusive policies, digital governance risks deepening existing inequalities by 
privileging digitally literate and connected populations (Colding et al., 2024) 

The theoretical foundations of digital governance in Lagos align with global discourses on New 
Public Management (NPM) and good governance, which emphasize efficiency, accountability, 
and responsiveness. However, as emphasized by Cordella & Bonina (2012), the success of digital 
governance depends not only on technological adoption but also on institutional capacity, 
political will, and cultural acceptance. This literature review underscores that while Lagos has 
made notable strides in adopting digital governance for service delivery, challenges of 
sustainability, inclusivity, and institutional adaptation persist. These debates provide the 
analytical framework for assessing the outcomes and limitations of digital governance initiatives 
in Lagos, Nigeria. 

METHODOLOGY 

The most appropriate method for this research is a mixed-methods approach, which integrates 
both quantitative and qualitative strategies. The quantitative component involves the use of 
structured questionnaires administered to Lagos residents who actively use digital governance 
platforms, such as online tax systems, licensing applications, and e-health services. This enables 
the measurement of user satisfaction, accessibility, efficiency, and trust in digital governance. The 
qualitative component includes in-depth interviews with policymakers, ICT experts, and frontline 
service providers, as well as focus group discussions with citizens. These qualitative insights help 
uncover the underlying social, cultural, and infrastructural challenges influencing the success of 
digital governance. A mixed-methods approach is essential for capturing both measurable 
outcomes and contextual perspectives, thereby providing a comprehensive understanding of how 
digital governance affects public service delivery. 

Data Analysis Technique 

For the quantitative data, descriptive statistics such as percentages, means, and standard 
deviations will be used to summarize user satisfaction, accessibility levels, and efficiency ratings. 
Additionally, inferential statistical techniques such as regression analysis or chi-square tests can 
be employed to examine the relationship between demographic factors (e.g., age, education, 
income) and the adoption of digital governance services. This will help identify key predictors of 
usage and satisfaction. For the qualitative data, thematic analysis will be applied to interview 
transcripts and focus group discussions. This involves coding the data, identifying recurring 
patterns, and categorizing them into themes such as "infrastructure challenges," "trust in 
government," or "digital literacy gaps." The integration of both data types during analysis ensures 
triangulation, strengthening the validity of the findings and providing a nuanced understanding 
of digital governance implementation in Lagos. 

RESULTS AND DISCUSSION 



91 |  
Asian Digital Governance Problems 

https://pppii.org/index.php/ADGP 

 

The implementation of digital governance in Lagos reflects both progress and challenges in 
modernizing public administration. The results presented here are based on surveys conducted 
with 420 respondents (public service users and government employees) across five 
administrative zones of Lagos, combined with analysis of secondary data from government 
records. The focus is on demographics, access to digital services, perceived efficiency, 
transparency, satisfaction levels, and barriers to implementation. 

Table 1. Demographic Profile of Respondents (N = 420) 

Category Frequency Percentage (%) 
Gender: Male 180 42.9 

Gender: Female 240 57.1 
Age 18–25 100 23.8 
Age 26–40 175 41.7 
Age 41–60 110 26.2 
Age > 60 35 8.3 

Occupation: Student 95 22.6 
Occupation: Employee 180 42.9 

Occupation: Entrepreneur 85 20.2 
Occupation: Unemployed/Other 60 14.3 

The demographic profile of the respondents provides important context for interpreting the 
results of the study on digital governance in Lagos. The data show that the largest proportion of 
participants (41.7%) are aged between 26 and 40 years, indicating that the study primarily reflects 
the views of Lagos’s youthful and economically active population. This age group is typically more 
digitally literate, tech-oriented, and engaged with online public services, making them critical 
users of digital governance systems such as e-tax platforms, online health services, and electronic 
land registration. Their active involvement in both professional and entrepreneurial sectors 
positions them as key beneficiaries of efficient and transparent digital services. Furthermore, the 
data reveal that female respondents make up 57.1% of the total sample, slightly outnumbering 
male participants.  

This finding suggests that women in Lagos are increasingly utilizing digital channels to access 
government services, possibly due to their roles in managing households, small businesses, or 
administrative responsibilities that require regular interaction with public institutions. The 
diversity of the sample, encompassing students, private-sector employees, civil servants, and 
entrepreneurs, ensures that the study captures a broad spectrum of experiences and perspectives. 
This variation strengthens the reliability of the findings by representing multiple social and 
economic backgrounds, each with distinct patterns of engagement, challenges, and satisfaction 
levels in using digital governance platforms. Overall, the demographic composition underscores 
the growing inclusivity of digital governance in Lagos while highlighting areas where targeted 
interventions can further enhance access and participation among different population groups. 

Table 2. Access to Digital Government Services 

Type of Digital Service Frequent Use (%) Occasional Use (%) Rare/None (%) 
Online Tax Payment (LIRS) 55.0 30.0 15.0 
Land/Property Registration 45.0 35.0 20.0 
Digital Complaint Platforms 40.0 38.0 22.0 

Online Licensing/Permits 50.0 32.0 18.0 
E-Health Services 35.0 40.0 25.0 

The data on the utilization of digital governance services in Lagos reveal important insights into 
patterns of adoption and citizen engagement across different service areas. The findings indicate 
that online tax payment services are the most frequently used, with 55% of respondents reporting 
regular use. This high level of adoption underscores the success of Lagos State’s revenue-focused 
digital initiatives, which aim to streamline tax administration, reduce evasion, and enhance 
government transparency. The popularity of this service reflects both policy emphasis and public 
recognition of its efficiency compared to traditional, paper-based systems. Similarly, licensing 
and permit applications record a substantial usage rate of 50%, suggesting that residents 
increasingly prefer online channels for processing vehicle licenses, business permits, and related 



92 |  
Asian Digital Governance Problems 

https://pppii.org/index.php/ADGP 

 

documentation. This shift demonstrates growing trust in digital governance and a gradual 
reduction in bureaucratic bottlenecks that once characterized such transactions. 

In contrast, land and property registration services show only moderate use, reflecting persistent 
bureaucratic hurdles and technical limitations. Despite digitization efforts, challenges such as 
data inconsistencies, slow processing times, and limited public awareness hinder widespread 
adoption. Notably, e-health platforms exhibit the lowest level of frequent use (35%), highlighting 
the continued dominance of conventional healthcare delivery methods. Many citizens still rely on 
physical consultations due to limited digital infrastructure in health facilities, low public 
awareness of e-health benefits, and concerns about data privacy and service reliability. Overall, 
the data reveal that while digital governance is gaining traction in key administrative areas like 
taxation and licensing, its adoption remains uneven across sectors. To achieve comprehensive 
digital transformation, Lagos must strengthen technical capacity, improve public awareness, and 
address institutional barriers that limit the effectiveness of services such as land registration and 
e-health. 

Table 3. Perceived Efficiency of Digital Governance 

Indicator 
Strong Improvement 

(%) 
Moderate 

(%) 
Weak/None 

(%) 
Speed of Service Delivery 65.0 25.0 10.0 

Reduction in Bureaucratic Delays 58.0 28.0 14.0 
Transparency in Processes 55.0 30.0 15.0 
Cost Reduction for Citizens 40.0 35.0 25.0 

Accessibility (anytime/anywhere) 60.0 28.0 12.0 

The data reveal that respondents generally perceive notable progress in the performance and 
accessibility of public services through digital governance initiatives in Lagos, though several 
limitations remain. A majority of respondents (65%) acknowledge that service delivery speed has 
significantly improved as a result of digitalization. This finding underscores the impact of 
automated processes, online submissions, and reduced human mediation, which together have 
minimized bureaucratic delays that previously characterized public service transactions. Faster 
response times in areas such as tax filing, license renewals, and complaints processing 
demonstrate tangible efficiency gains from digital platforms. Similarly, 60% of respondents 
report improved accessibility to public services, emphasizing the growing convenience of 
engaging with government platforms remotely. This reflects the success of online portals and 
mobile-based applications in enabling citizens to complete transactions without physical visits to 
government offices an especially crucial development in a densely populated city like Lagos, 
where traffic congestion and long queues often hinder access to services. However, accessibility 
improvements remain uneven, with challenges persisting for residents in informal settlements or 
areas with poor internet coverage. 

In contrast, only 40% of respondents perceive substantial cost reduction benefits, suggesting that 
digital transformation has not yet translated into lower overall transaction costs. While digital 
platforms have reduced administrative expenses and travel costs, new barriers such as high 
internet data costs, mobile service charges, and occasional platform fees continue to limit 
affordability, especially for low-income users. Regarding transparency, 55% of respondents agree 
that digital platforms have enhanced openness and accountability, indicating a growing level of 
public trust in electronic systems. Nonetheless, this moderate figure reveals that corruption 
loopholes and procedural opacity persist in certain sectors, often linked to manual intervention 
points or lack of real-time data integration. Overall, the findings suggest that while digital 
governance in Lagos has successfully improved efficiency, accessibility, and public trust, the 
benefits remain unevenly distributed due to economic and infrastructural barriers. Continuous 
policy efforts are therefore required to reduce digital costs, enhance transparency mechanisms, 
and ensure equitable access across all social groups. 
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Figure 1. Citizen Satisfaction with Digital Services 

The data on citizen satisfaction provide a comprehensive view of public perceptions regarding 
Lagos’s digital governance performance. A significant majority 69.1% of respondents report being 
satisfied or very satisfied with the digital transformation of public services. This high satisfaction 
rate reflects the positive impact of online systems on service efficiency, transparency, and 
accessibility. Respondents particularly commend the faster processing times, reduced 
bureaucracy, and improved ease of use associated with platforms such as e-tax payment, online 
licensing, and electronic complaints submission. The results indicate that most Lagos residents 
recognize the tangible benefits of digital governance in simplifying interactions with government 
agencies and enhancing accountability. However, a notable 13% of respondents express 
dissatisfaction, underscoring the persistence of technical and structural challenges within digital 
platforms. The most frequently cited issues include poor user interface design, which complicates 
navigation for less tech-savvy users; system downtime or slow response times, often linked to 
unreliable internet connectivity; and low levels of digital literacy, particularly among older 
citizens and residents in marginalized communities.  

These challenges hinder the inclusivity and overall effectiveness of digital initiatives, preventing 
full public engagement. Meanwhile, 17.9% of respondents indicate a neutral stance, neither 
satisfied nor dissatisfied. This group likely represents individuals who acknowledge 
improvements but remain cautious or unconvinced about the long-term reliability and 
inclusiveness of digital governance. Their ambivalence suggests that while digital services have 
gained traction, some citizens continue to prefer traditional, face-to-face interactions due to 
familiarity, trust concerns, or perceived risks associated with online systems. In summary, the 
satisfaction data highlight that while Lagos’s digital governance has achieved considerable public 
approval, further efforts are needed to enhance user experience, expand digital literacy programs, 
and improve system stability. Addressing these gaps will be crucial for building sustained citizen 
confidence and ensuring that the benefits of digital transformation reach all segments of the 
population. 
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Figure 2. Challenges in Digital Governance Implementation 

The data identifying the main obstacles to digital governance implementation in Lagos reveal a 
combination of technological, social, and psychological barriers that continue to constrain the 
effectiveness and inclusiveness of e-governance initiatives. The most frequently cited challenge is 
poor internet connectivity, reported by 55% of respondents. This finding underscores a persistent 
infrastructural weakness that limits the accessibility and reliability of online public services. 
Despite Lagos’s status as Nigeria’s economic and technological hub, many areas especially 
informal settlements and suburban zones still experience unstable network coverage and high 
internet costs. These limitations result in frequent disruptions, slow loading times, and 
incomplete transactions, discouraging consistent use of digital platforms. Reliable internet access 
remains a prerequisite for equitable digital participation, and its absence perpetuates service 
disparities among socioeconomic groups. Closely following this, technical system issues are 
reported by 50% of respondents, reflecting operational inefficiencies within digital platforms 
themselves. These issues include frequent downtime, software glitches, weak integration between 
government databases, and inadequate maintenance of online portals. Such problems undermine 
user confidence and diminish the perceived reliability of digital services. They also highlight the 
need for stronger ICT infrastructure management, routine system upgrades, and improved 
coordination among agencies responsible for e-governance operations. 

The data also show that digital illiteracy affects 48% of respondents, signaling a significant social 
and educational barrier to full digital inclusion. Many older adults, low-income citizens, and 
individuals with limited formal education struggle to navigate online systems or interpret digital 
instructions. This digital skills gap not only restricts access to essential services but also reinforces 
existing inequalities, leaving marginalized populations dependent on intermediaries or 
traditional service methods. Lastly, trust deficits remain a major concern for 42% of respondents, 
indicating ongoing skepticism toward digital governance platforms. Fears of fraud, identity theft, 
and data misuse discourage some citizens from fully adopting online systems. This finding points 
to a need for stronger cybersecurity measures, transparent data protection policies, and public 
awareness campaigns to build confidence in digital interactions with government institutions. In 
summary, the findings emphasize that while Lagos has made substantial progress in digital 
governance, its success is constrained by infrastructure gaps, technical weaknesses, limited 
digital literacy, and low public trust. Addressing these issues holistically through investment in 
broadband infrastructure, user-friendly systems, digital education, and robust data security 
frameworks will be essential to achieving sustainable and inclusive digital transformation. 
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Figure 3. Impact on Governance Outcomes 

The data on the perceived outcomes of digital governance in Lagos provide a clear picture of its 
achievements and persisting limitations across different dimensions of public administration. 
The findings indicate that revenue generation (70%) is the area where digital governance has 
produced the strongest impact, reflecting the state’s effective use of technology to streamline tax 
collection, automate payments, and reduce leakages in public finance. Online tax systems and e-
payment platforms have enhanced compliance, transparency, and efficiency, thereby 
strengthening Lagos’s fiscal capacity. This success underscores the government’s strategic 
emphasis on financial digitization as a core driver of economic sustainability and accountability. 
The data further show that reduction in corruption (50%) and improvement in international 
reputation (55%) represent areas of moderate but meaningful progress. The partial success in 
reducing corruption suggests that digital platforms—such as e-procurement systems and online 
licensing have limited opportunities for bribery and manipulation by minimizing face-to-face 
interactions. However, residual loopholes persist, especially in sectors where manual verification 
or hybrid systems are still used.   

Meanwhile, Lagos’s growing international reputation reflects recognition of its digital 
transformation agenda, which aligns with global urban modernization and smart city trends. This 
progress enhances investor confidence and positions Lagos as a regional leader in e-governance 
innovation. On the other hand, citizen participation (45%) and service delivery equity (40%) 
remain areas of comparatively weak performance. The relatively low figures suggest that while 
digital governance has improved administrative efficiency, it has not yet achieved inclusive 
engagement or equitable service access. Many citizens, particularly those in informal settlements 
or with limited digital literacy, remain excluded from online platforms. This exclusion limits the 
representativeness of citizen feedback and perpetuates social disparities in access to essential 
public services. Overall, the data reveal that digital governance in Lagos has achieved substantial 
progress in financial management and institutional transparency, but still faces challenges in 
broadening participation, ensuring inclusivity, and bridging the digital divide. Future policy 
efforts should therefore focus on expanding digital literacy programs, improving infrastructural 
access, and designing participatory digital platforms that empower citizens from all 
socioeconomic backgrounds to engage meaningfully in governance processes. 

Discussion 

Demographic Influences on Digital Governance Use 

The demographic findings reveal that younger-citizens, especially those aged 26–40, are the most 
active users of digital governance platforms. This aligns with studies that emphasize the role of 
younger, tech-savvy populations in driving digital adoption in urban centers. The higher 
participation of women suggests an encouraging trend toward inclusivity, though it also 
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underscores the need for gender-sensitive digital policies (Pawluczuk & Gamundani, 2021; Pant, 
2024). The relatively low usage among older populations points to the persistence of a digital 
divide that requires targeted literacy campaigns and support programs. 

Accessibility and Efficiency of Digital Services 

The analysis of access patterns shows that online tax payment and licensing platforms have 
achieved notable adoption, while e-health and land registration lag behind. This unevenness 
demonstrates that citizens prioritize services with direct financial or regulatory implications, 
while those requiring trust and complex transactions are slower to gain traction. Consistent with 
the findings of Reddick et al. (2020), the efficiency gains particularly in speed and accessibility 
highlight the transformative potential of digital governance, but cost-related barriers such as 
internet charges must be addressed to achieve broader equity. 

Citizen Satisfaction and Trust in Government Platforms 

Satisfaction levels, with nearly 70% of respondents expressing approval, indicate a generally 
positive reception of digital governance in Lagos. However, the 13% dissatisfaction rate reflects 
ongoing frustrations with downtime, user interface issues, and lack of inclusivity. This is 
consistent with prior work by Adeyemi, who notes that citizen trust is built not merely on access 
but on consistent, reliable, and user-friendly platforms. The mixed responses also suggest that 
while digital governance can strengthen the government citizen relationship, it must be 
accompanied by deliberate trust-building mechanisms such as secure data protection and 
transparent communication strategies. 

Challenges in Implementation 

The barriers identified particularly poor internet connectivity, technical failures, and digital 
illiteracy reflect systemic challenges faced by many African cities adopting e-governance (UNDP, 
2021). Lagos, as Nigeria’s commercial hub, is uniquely positioned to overcome these barriers by 
leveraging private-sector partnerships and expanding broadband access. The persistence of trust 
deficits indicates that citizens are not fully convinced of the integrity of online systems, which 
could undermine long-term adoption. Therefore, addressing infrastructure and transparency 
challenges is critical for ensuring sustainable digital governance outcomes. 

Governance Outcomes and Policy Implications 

Perhaps the most significant finding is the strong impact of digital governance on revenue 
generation, confirming the state’s strategic use of technology for fiscal efficiency. However, 
weaker outcomes in citizen participation and service delivery equity suggest that Lagos’s digital 
reforms are more economically driven than socially inclusive. This imbalance aligns with critiques 
that digital governance in developing countries often prioritizes state revenue over citizen 
empowerment (Sharma et al., 2022). To balance this, future policies must emphasize 
participatory platforms, expand inclusivity, and ensure that marginalized groups benefit from the 
digital transition. 

CONCLUSION 

The research concludes that the implementation of digital governance in Lagos has significantly 
improved public service delivery, particularly in areas such as tax payment and licensing, leading 
to greater efficiency and increased revenue generation for the government. However, the findings 
also reveal persistent challenges, including unequal access across age groups, limited adoption of 
certain services like e-health, infrastructural barriers such as poor internet connectivity, and 
lingering trust deficits among citizens. While overall satisfaction levels are high, with a majority 
of residents acknowledging the benefits of digital platforms, inclusivity and reliability remain key 
issues. Therefore, the success of digital governance in Lagos depends not only on expanding 
technological infrastructure but also on strengthening citizen trust, ensuring equitable access, and 
designing policies that prioritize both efficiency and inclusivity in public service delivery. 
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