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INTRODUCTION

ABSTRACT

Purpose: This study examines the performance of e-government
implementation across selected cities in developing countries by analyzing
service availability, usability, information quality, transparency, citizen
engagement, and institutional capacity.

Subjects and Methods: The research employed a qualitative comparative
case study approach involving municipal governments implementing
digital governance initiatives during 2025. Data were collected through
document analysis, municipal platform observation, and semi-structured
interviews with government officials, IT administrators, public service
officers, and civil society representatives. Thematic analysis and cross-case
comparison were used to interpret the findings.

Results: The findings indicate that metropolitan cities demonstrated
stronger digital service integration, better platform usability, and higher
transparency levels than smaller urban administrations. However,
infrastructural limitations, fragmented administrative coordination,
uneven digital literacy, and limited institutional capacity continued to affect
service effectiveness and citizen participation. Digital engagement
remained largely transactional rather than participatory.

Conclusions: Effective e-government development requires technological
modernization, institutional reform, integrated governance systems, and
sustained efforts to strengthen digital inclusion, transparency, and
participatory governance practices.

Over the past two decades, e government has become a central feature of public sector reform
agendas across the world (Kawabata & Camargo, 2022; Sadik-Zada et al., 2024; Chung et al.,
2022). Governments increasingly rely on digital technologies to improve administrative
efficiency, expand access to public services, and enhance transparency in governance processes.
While early discussions of e government largely emphasized technological modernization,
contemporary scholarship has shifted toward understanding its broader implications for
governance quality, citizen participation, and institutional accountability (Rhamadhani & Edeh,
2024; Omweri, 2024; Muthuswamy, 2024).

This shift reflects a growing recognition that digital transformation in the public sector is not
merely a technical endeavor, but a complex socio institutional process shaped by context,
capacity, and governance values. In developing countries, the adoption of e government has
gained particular prominence as urbanization accelerates and demands for efficient public service
delivery intensify (Inakefe et al., 2024; Nguar, 2022; Lubis et al., 2024). Cities play a critical role
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in this transformation, as they function as the primary interface between government and
citizens.

Municipal governments are increasingly expected to deliver services digitally while
simultaneously addressing persistent challenges such as limited resources, administrative
fragmentation, and digital inequality. As a result, cities in developing countries provide a unique
and important setting for examining how e government performs in practice and how its
outcomes vary across local contexts (Medaglia et al., 2024; Das, 2024; Bokhari & Myeong, 2022).

Despite the growing body of literature on a government, much of the existing research remains
focused on national level assessments or single case studies (Chen et al., 2024; Haug et al., 2024).
Large scale indices such as the United Nations E Government Development Index offer valuable
comparative insights, yet they often obscure important variations at the subnational level. Local
governments differ significantly in their institutional capacity, political commitment, and socio-
economic environment, all of which influence how e government initiatives are designed and
implemented. Consequently, an exclusive focus on national performance risks overlooking the
realities of e government delivery where citizens most directly experience public services (Roy,
2017).

Recent studies have begun to call for more fine-grained analyses that capture local dynamics and
governance outcomes. Scholars argue that understanding e government performance requires
moving beyond measures of technological availability to include dimensions such as usability,
transparency, information quality, and citizen engagement (Sheoran & Vij, 2022). This
perspective aligns with broader debates in public administration and digital governance, which
emphasize that the value of digital government lies not only in efficiency gains but also in its
capacity to support openness, participation, and trust in public institutions.

Within this evolving scholarly conversation, comparative studies across cities in developing
countries remain limited. Existing research often examines individual cities in isolation or
compares countries without accounting for intra national variation. As a result, there is
insufficient empirical evidence on how different urban contexts shape e government performance
and which dimensions of digital governance tend to advance or lag at the local level. Papamichail
et al. (2023) said that, addressing this gap is essential for both theoretical development and policy
design, particularly in regions where cities face similar structural constraints but exhibit
divergent implementation outcomes.

Against this backdrop, the present study examines e government performance through a
comparative analysis of selected cities in developing countries. By focusing on multiple
dimensions of performance, including service availability, usability, information quality,
transparency, and citizen engagement, the study seeks to provide a more holistic understanding
of how e government functions at the municipal level. Through systematic comparison, the
research aims to identify patterns of convergence and divergence across cities and to highlight
the governance implications of these patterns.

By situating local e government performance within a comparative framework, this study
contributes to ongoing debates on digital governance in developing contexts. It offers empirical
insights that complement national level assessments and enrich understanding of how digital
initiatives intersect with local institutional realities. Ultimately, the study seeks to inform both
academic discourse and policy-oriented discussions on how e government can move beyond basic
digitization toward more inclusive, transparent, and participatory models of urban governance.

METHODOLOGY
Research Design

This study employed a qualitative comparative research design to examine the performance of e-
government implementation across selected cities in developing countries. A qualitative
approach was considered appropriate because the study aimed to understand institutional
practices, governance dynamics, and contextual factors influencing digital public service delivery
rather than focusing solely on quantitative measurement. Qualitative research enables
researchers to interpret social and administrative phenomena through in-depth exploration of
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experiences, meanings, and governance processes. The comparative orientation of the study also
allowed the researcher to identify patterns of similarity and difference in e-government
performance among urban administrations operating within different socio-political and
institutional environments. The study adopted a multiple case study strategy because e-
government implementation is closely associated with local governance structures,
administrative readiness, technological infrastructure, and citizen interaction patterns. Multiple
case studies provide opportunities to analyze governance phenomena in real-life settings while
facilitating cross-case comparison and contextual interpretation. This design supports a
comprehensive understanding of how municipalities in developing countries implement digital
governance initiatives and respond to challenges such as digital inequality, institutional
fragmentation, and limited administrative capacity.

Research Context and Site Selection

The research focused on selected cities in developing countries that had actively implemented
digital governance programs and online public service systems. The cities were selected
purposively based on several considerations, including the availability of municipal digital
platforms, the existence of e-government policies, accessibility of public information, and
variations in socio-economic conditions. These criteria were important to ensure that the selected
cases represented different levels of e-government maturity and institutional capability. Cities
were chosen as the primary research context because municipal governments function as the
main interface between citizens and public administration. Urban governments increasingly rely
on digital technologies to improve efficiency, transparency, and service accessibility. At the same
time, cities in developing countries continue to face structural constraints related to
infrastructure disparities, digital literacy, and governance capacity. These conditions make urban
administrations important settings for analyzing the practical implementation of e-government
initiatives and their governance implications.

Research Framework

To provide a systematic overview of the research procedures employed in this study, the
methodological framework is presented in Table 1. The table summarizes the principal
components of the research design, including the qualitative approach, comparative case study
strategy, data collection techniques, sampling procedures, and validation methods. Presenting
the framework in tabular form helps clarify how the study was structured to investigate e-
government performance across selected cities in developing countries. In addition, the
framework demonstrates the alignment between the research objectives, sources of data, and
analytical strategies used throughout the study.

Table 1. Research Design and Methodological Framework

Research o
Description
Component
Research Approach Qualitative research

Research Design Comparative multiple case study

Research Focus E-government performance in developing countries
Research Sites Selected cities implementing digital governance initiatives
Data Sources Government documents,_mumgpal websites, policy reports,

Interviews

Government officials, IT administrators, public service officers, civil

Informants : :
society representatives
Sampling Technique Purposive sampling
LEi Col.lectlon Document analysis and semi-structured interviews
Techniques
IDeit Anglysm Thematic analysis and cross-case comparison

Technique

Validation Strategy Triangulation, member checking, peer debriefing, and audit trail
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Source: Developed by the researcher based on John W. Creswell (2018) and Robert K. Yin
(2018).

The study integrated multiple qualitative techniques to obtain comprehensive and credible data
regarding e-government performance across different urban contexts. The combination of
comparative case studies, document analysis, and interviews enabled the researcher to
investigate both institutional structures and governance practices in depth. The qualitative
comparative framework also facilitated cross-case interpretation, allowing the researcher to
identify similarities and differences in digital governance implementation among the selected
cities. Furthermore, the use of triangulation, member checking, peer debriefing, and audit trail
procedures strengthened the trustworthiness and dependability of the research findings. This
methodological structure ensured that the study not only explored technological dimensions of
e-government but also examined broader governance aspects such as transparency, institutional
readiness, and citizen engagement.

Data Collection Techniques

Data collection was conducted through document analysis and semi-structured interviews. These
methods were selected because they provide complementary forms of evidence regarding
institutional performance, governance processes, and public service practices. Document analysis
involved examining municipal websites, policy documents, strategic plans, public service reports,
and digital governance regulations related to e-government implementation. Government portals
and online service systems were also observed to assess the availability of digital services,
transparency mechanisms, accessibility of information, and citizen participation features.
Document analysis is widely applied in governance research because it allows researchers to
systematically evaluate institutional priorities, policy implementation, and administrative
practices. Semi-structured interviews were conducted with selected informants involved in digital
governance implementation. The interview method enabled flexibility in exploring participants’
experiences and perceptions while maintaining consistency across research cases. Interview
questions focused on institutional readiness, challenges in implementing digital services,
technological adaptation, transparency practices, and citizen engagement mechanisms. The
interviews also explored how local governments responded to barriers such as limited
infrastructure, resource constraints, and public digital literacy. The use of multiple data collection
techniques strengthened the depth of analysis and enabled triangulation between documentary
evidence and participant perspectives. This approach enhanced the credibility and
comprehensiveness of the research findings.

Informants and Sampling Technique

The study employed purposive sampling to select participants who possessed direct knowledge
and experience related to e-government implementation. Purposive sampling is commonly used
in qualitative research because it prioritizes the relevance and richness of information rather than
statistical representation. Informants were selected based on their institutional involvement in
planning, managing, or evaluating digital governance initiatives. The selected participants
included municipal government officials, information technology administrators, public service
officers, and experts in digital governance. In addition, representatives from civil society
organizations and community groups were included to provide external perspectives regarding
service accessibility, transparency, and public participation in digital governance systems. The
inclusion of diverse stakeholder groups enabled the study to capture multiple viewpoints
concerning the effectiveness and limitations of municipal e-government initiatives. The number
of informants was determined using data saturation principles, meaning interviews continued
until no significant new themes emerged from the collected data. This approach ensured adequate
depth and analytical relevance while maintaining the quality of qualitative interpretation.

Analytical Dimensions of E-Government Performance

To examine e-government performance comprehensively, this study adopted several analytical
dimensions derived from digital governance and public administration literature. These
dimensions were used as the primary framework for evaluating how municipal governments
implement digital services and governance practices within different urban contexts. The
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indicators were designed to capture not only the technical aspects of e-government systems but
also broader governance dimensions such as transparency, citizen participation, and institutional
readiness. Table 2 presents the analytical indicators and corresponding data sources used in
assessing e-government performance across the selected cities.

Table 2. Indicators of E-Government Performance Analysis

Dimension Analytical Indicators Data Source
Service Accessibility and completeness of Government websites and
Availability online services policy documents
- Ease of navigation, interface clarity, Platform observation and
Usability ? . .
responsiveness interviews
Information Accuracy, completeness, and timeliness | Municipal portals and official
Quality of information publications
T Availability of reports, budget Government documents and
ransparency . . g
disclosure, policy openness websites
Citizen Online participation channels and Interviews and digital
Engagement feedback systems platform analysis
Institutional Administrative readiness and Interviews and institutional
Capacity technological resources reports

Source: Adapted from Sheoran and Vij (2022), Roy (2017), and Medaglia et al. (2024).

The assessment of e-government performance in this study employed a multidimensional
analytical framework adapted from contemporary digital governance literature. The framework
enabled the researcher to evaluate e-government implementation beyond the mere availability of
technological infrastructure and online services. Instead, the analysis incorporated broader
governance indicators, including transparency, citizen engagement, information quality, and
institutional capacity. These dimensions are important because successful e-government
implementation depends not only on digital accessibility but also on the ability of public
institutions to provide accountable, participatory, and user-oriented services. The indicators
presented in Table 2 therefore served as the principal analytical guide during document analysis,
interview interpretation, and cross-case comparison throughout the study.

Data Analysis Technique

The collected data were analyzed using thematic analysis. This analytical method was chosen
because it enables researchers to identify, organize, and interpret recurring patterns within
qualitative data systematically. Thematic analysis is particularly suitable for governance research
because it allows flexible interpretation of institutional experiences while maintaining analytical
rigor. The analysis process consisted of several stages. First, interview transcripts and
documentary materials were reviewed repeatedly to achieve data familiarization. Second, open
coding was conducted to identify important concepts, statements, and patterns related to e-
government implementation and governance performance. Third, codes with similar meanings
were grouped into broader thematic categories such as service efficiency, transparency,
institutional readiness, citizen participation, and implementation barriers. Following thematic
categorization, cross-case comparison was conducted to identify similarities and differences
among cities. This comparative analysis enabled the researcher to examine how local governance
structures and contextual conditions shaped digital governance outcomes. The findings were
subsequently interpreted using relevant theories and literature on e-government and public
administration.

Validity and Reliability

Several strategies were employed to ensure the trustworthiness and credibility of the research
findings. First, data triangulation was conducted by comparing information obtained from
interviews, official documents, and observations of municipal digital platforms. Triangulation
strengthens qualitative validity because it allows findings to be verified through multiple sources
of evidence. Second, member checking was applied during and after interviews by confirming
participant responses and clarifying interpretations to minimize misunderstanding. Third, peer
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debriefing was conducted through discussions with researchers familiar with qualitative
governance studies to evaluate analytical consistency and thematic interpretation. The study also
maintained an audit trail-documenting data collection procedures, coding processes, analytical
decisions, and interpretation stages. Maintaining detailed documentation supports
methodological transparency and enhances research dependability. In addition, reflexivity was
applied throughout the research process to ensure that interpretations remained grounded in
empirical evidence rather than subjective assumptions. Through these procedures, the study
sought to produce rigorous and credible findings regarding e-government performance in
developing urban contexts.

RESULTS AND DISCUSSION

This section presents the findings of the study regarding the implementation and performance of
e-government systems across selected cities in developing countries during 2025. The analysis
focuses on several dimensions identified in the methodological framework, including service
availability, usability, information quality, transparency, citizen engagement, and institutional
capacity. The findings are presented systematically to illustrate similarities and differences
among municipal digital governance practices. The section also integrates interview data,
documentary analysis, and observations of municipal digital platforms to provide a
comprehensive understanding of how e-government initiatives operate within different urban
governance contexts.

Service Availability and Digital Accessibility

One of the most visible findings of the study concerns the increasing availability of online public
services across the selected cities. Municipal governments in 2025 demonstrated significant
efforts to digitize administrative procedures, particularly population administration, licensing
services, tax payments, and complaint management systems. Most cities provided integrated
digital portals that enabled citizens to access multiple public services through centralized
platforms. The depth and consistency of service integration varied considerably between cities.

The findings indicate that larger municipalities with stronger technological infrastructure
generally demonstrated higher levels of digital accessibility and service completeness. In contrast,
medium-sized cities still faced challenges related to unstable systems, limited interoperability,
and incomplete online services. Several municipal platforms continued to require partial offline
verification procedures, reducing overall administrative efficiency.

Table 3. Availability of E-Government Services Across Selected Cities

City Category Main Digital Services Available Major Challenges

s e Chfies Licensing, tax services, populapon System overload during

administration, online complaints peak hours
Medium-Sized Cities Basic afimlnlstrgtlve services and Incqmplete service

information portals integration

. Limited online registration and Weak infrastructure and

Emerging Urban Areas . . . TR
information services digital literacy

Source: Interview Data and Municipal Digital Platform Observations, 2025.

Metropolitan cities tended to provide more integrated digital services than smaller urban
administrations. Nevertheless, infrastructural limitations and unequal digital readiness
remained persistent challenges affecting service accessibility.

This condition was emphasized by Participant 3, an information technology administrator from
one of the municipal governments:

“Actually, the system is already much better than before because citizens can process
permits and population documents online. But sometimes the server gets overloaded,
especially during the beginning of the month when too many users log in at the same
time. People still come to the office because they worry the online system might fail.
We’re trying to improve the infrastructure, but budget limitations make the process
slower than expected.” (Participant 3, IT Administrator, Interview, March 2025).
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The findings suggest that digital accessibility is no longer limited to technological availability
alone. Instead, service continuity, platform reliability, and public confidence have become equally
important indicators of e-government performance. These findings align with arguments
proposed by Sheoran and Vij (2022), who emphasize that accessibility and service usability
significantly influence the effectiveness of digital governance systems.

This condition was also reinforced by Participant 8, a municipal public service coordinator, who
explained that the expansion of digital services had significantly improved administrative
efficiency, although technical barriers still frequently emerged during implementation:

“Compared to previous years, online services are definitely helping citizens save time
because they don’t need to queue for simple administrative processes anymore. But in
practice, there are still many complaints about login failures and delayed verification
systems. Sometimes citizens upload documents correctly, but the system doesn’t
immediately process them. When that happens, they usually come directly to the office
because they feel more secure talking to staff face-to-face rather than waiting for the
online response.” (Participant 8, Public Service Coordinator, Interview, April 2025).

A similar perspective was expressed by Participant 12, a representative from a community
organization, who emphasized that digital accessibility remains strongly influenced by public
digital literacy and infrastructure inequality between urban areas:

“The online services are useful, especially for younger people who are already familiar
with digital applications. But for older residents or people living in areas with unstable
internet connections, the system can still feel complicated. Some citizens don'’t fully
understand how to upload documents or track applications online. In smaller districts,
people often depend on local officers or internet cafés just to access government
platforms. So even though the services are already digital, accessibility is still uneven in
practice.” (Participant 12, Community Organization Representative, Interview, May
2025).

The additional interview findings demonstrate that improvements in digital public services have
not entirely eliminated administrative and infrastructural barriers. Although municipal
governments successfully expanded online service availability during 2025, challenges related to
server reliability, verification speed, digital literacy, and unequal internet access continued to
influence the effectiveness of e-government implementation across cities. These findings indicate
that sustainable digital governance requires not only technological modernization but also
continuous institutional adaptation, infrastructure development, and citizen-oriented support
systems.

Usability and Information Quality

The study also found significant differences in platform usability and information quality among
cities. Municipal websites in larger cities generally provided clearer navigation systems,
responsive interfaces, and regularly updated information. Citizens were able to access service
requirements, policy documents, and administrative guidelines more efficiently through
integrated portals.

Several smaller municipalities continued to experience limitations in interface design and
information management. Some websites contained outdated announcements, incomplete
administrative instructions, and broken navigation links, creating confusion among users.
Observational data indicated that citizens frequently relied on social media or direct office visits
to confirm administrative procedures because official information platforms were not always
updated consistently.

Table 4. Evaluation of Municipal Platform Usability and Information Quality

Evaluation Aspect | Observed Findings
Navigation Clarity | Better in metropolitan cities
Mobile Accessibility | Available but inconsistent in smaller cities

Information Updates Frequently updated in advanced cities
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User Interface Responsiveness | Moderate improvement across all cities
Public Understanding of Procedures |  Still dependent on offline clarification

Source: Digital Platform Observations and Interview Analysis, 2025.

Platform usability improved significantly in cities with stronger institutional and technological
support. Nevertheless, uneven information management practices continued to affect public trust
and service efficiency.

A public service officer explained this issue during the interview process:

“Sometimes the problem isn’t the system itself, but the information inside the website.
Citizens often complain because the requirements listed online are different from what
they hear from staff at the office. We've tried updating the information regularly, but
coordination between departments still takes time. People usually contact us through
WhatsApp first because they want confirmation before submitting documents online.”
(Participant 7, Public Service Officer, Interview, April 2025).

The findings indicate that information quality plays a central role in shaping public perceptions
of digital governance effectiveness. Inconsistent updates and fragmented communication
mechanisms reduce the practical value of online services even when digital platforms are
technically available.

This issue was further highlighted by Participant 9, an administrative staff member responsible
for managing municipal information systems:

“A lot of citizens think the website is confusing because the menus are different between
departments. Some pages are easy to understand, but others still use technical language
that ordinary people don'’t really understand. We also noticed that many users access
the platform through mobile phones, but some features don’t work properly on smaller
screens. That’s why people often prefer asking questions through social media rather
than reading the website directly.” (Participant 9, Administrative Staff Member,
Interview, May 2025).

Participant 13, a citizen service user from one of the medium-sized cities, also described how
inconsistent information updates affected public trust toward online services:

“I tried using the online platform for document registration, but the instructions on the
website were incomplete. After uploading everything, I was told there were additional
requirements that weren’t mentioned online. It made the process longer because I had
to come directly to the office anyway. Sometimes people feel frustrated because they
expect the online system to make things easier, but instead they still need clarification
from staff.” (Participant 13, Citizen Service User, Interview, May 2025).

Another perspective was expressed by Participant 15, an information systems officer working in
municipal digital services:

“We’re constantly trying to improve the interface and update the information, but
coordination between government departments remains one of the biggest challenges.
Some agencies update their data quickly, while others take several days before changes
appear on the website. This creates inconsistency across the platform. Citizens usually
blame the system as a whole, even though the delays sometimes come from internal
administrative processes rather than technical problems.” (Participant 15, Information
Systems Officer, Interview, June 2025).

Participant 18, a representative from a local digital literacy community, emphasized that usability
problems were closely related to differences in citizens’ digital capabilities:

“For younger users, the platform is relatively easy to use because theyre already
familiar with online applications. But older citizens still struggle with navigation,
account verification, and uploading digital documents. Many residents don’t really
understand the terms used in government websites, so they depend on family members
or local officers for assistance. In smaller cities, usability isn’t only about technology, but
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also about whether the public feels confident using the system independently.”
(Participant 18, Digital Literacy Community Representative, Interview, July 2025).

The additional interview findings reinforce the argument that platform usability and information
quality remain central determinants of e-government effectiveness. Although municipal
governments have improved digital interfaces and online accessibility during 2025,
inconsistencies in information management, interdepartmental coordination, and public digital
literacy continue to reduce the practical efficiency of digital governance systems. These findings
indicate that improving e-government performance requires not only technological upgrades but
also organizational coordination, user-centered communication strategies, and continuous public
education regarding digital service utilization.

Transparency and Institutional Accountability

Transparency emerged as one of the most uneven dimensions of e-government performance
among the selected cities. Several municipalities demonstrated substantial progress in publishing
public reports, procurement information, budget allocations, and development programs
through official portals. Open information practices were more visible in cities with stronger
institutional commitment toward governance reform and digital accountability.

Some municipalities continued to display limited transparency mechanisms. Financial reports
and public policy documents were either incomplete or difficult to access through municipal
websites. Citizens often perceived digital platforms as administrative tools rather than
participatory governance mechanisms.

Table 5. Transparency Indicators in Municipal E-Government Systems

Transparency Dimension Findings
Budget Publication Available in most metropolitan cities
Public Procurement Information Partially accessible
Development Program Reports Inconsistently updated
Complaint Transparency Varies significantly across cities
Policy Accessibility Better in cities with integrated portals

Source: Municipal Document Analysis and Website Observation, 2025.

Transparency practices varied according to institutional commitment and administrative
capability. Municipalities with integrated governance systems were generally more consistent in
providing accessible public information.

A representative from a civil society organization highlighted this issue:

“The city government already uploads some public documents online, but honestly, it’s
still hard for ordinary people to understand the information. Sometimes the reports are
incomplete, and not all departments publish the same type of data. We appreciate the
progress, but transparency should mean that people can actually access and understand
the information easily, not just see files uploaded on the website.”
(Participant 11, Civil Society Representative, Interview, May 2025).

The findings demonstrate that transparency in digital governance requires not only the
publication of information but also meaningful accessibility and interpretability for citizens.
These results reinforce arguments from digital governance literature emphasizing that
transparency mechanisms must support accountability and public trust rather than functioning
merely as symbolic administrative practices.

This issue was also emphasized by Participant 16, a municipal planning officer, who explained
that transparency initiatives often encounter institutional coordination problems between
government departments:

“The city government already has regulations requiring departments to upload reports
and budget information regularly, but implementation is still inconsistent. Some
agencies are very active in updating their data, while others only upload documents at
the end of the reporting period. Citizens usually expect all information to be available
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instantly, but internally we still face administrative delays and verification procedures
before the data can be published online.” (Participant 16, Municipal Planning Officer,
Interview, June 2025).

A similar perspective was expressed by Participant 19, a local journalist who frequently monitors
municipal digital governance practices:

“Access to public information has improved compared to previous years because more
government documents are now available online. But transparency isn't only about
uploading files to a website. Sometimes the documents are difficult to search for, the data
formats are inconsistent, or the reports are too technical for ordinary citizens to
understand. People want information that is accessible and easy to interpret, especially
regarding public spending and development projects.” (Participant 19, Local Journalist,
Interview, July 2025).

The additional interview findings indicate that institutional accountability in digital governance
remains strongly influenced by administrative consistency, interdepartmental coordination, and
the accessibility of public information. Although municipalities increasingly adopted online
transparency mechanisms during 2025, differences in reporting practices and information
presentation continued to shape public perceptions of accountability and trust. These findings
suggest that effective digital transparency requires not only technological systems but also
institutional commitment to maintaining accurate, understandable, and regularly updated public
information.

Citizen Engagement and Public Participation

Citizen engagement through digital platforms showed moderate improvement across the selected
cities during 2025. Most municipalities introduced complaint systems, feedback channels, and
online communication services to facilitate interaction between governments and citizens. Social
media integration also became increasingly important in supporting public communication and
service responsiveness.

Despite these developments, participation levels remained relatively uneven. Citizens primarily
used digital platforms for administrative purposes rather than participatory governance
activities. Public consultation forums and digital deliberation mechanisms were still limited in
many municipalities.

Table 6. Forms of Digital Citizen Engagement

Engagement Mechanism Level of Implementation
Online Complaint Systems Widely implemented
Public Feedback Platforms Moderately active

Digital Public Consultations Limited

Social Media Interaction Highly active
Community Participation Forums Uneven across cities

Source: Interview Analysis and Municipal Platform Observations, 2025.

Table 6 demonstrates that digital engagement was largely dominated by complaint management
and information dissemination rather than collaborative governance participation.

This condition was explained by Participant 14, a community organization representative:

“Most people use the digital system only when they need documents or want to report
complaints. Very few citizens actually participate in online discussions about public
policies. The government already provides some channels, but public awareness is still
low. Many residents feel that online participation won't really influence government
decisions, so they prefer direct communication with local officials.” (Participant 14,
Community Organization Representative, Interview, June 2025).

The findings suggest that technological platforms alone cannot automatically create participatory
governance cultures. Institutional trust, digital literacy, and public awareness remain important
determinants influencing citizen engagement in digital governance systems.
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This condition was further reinforced by Participant 17, a municipal communication officer, who
explained that citizens were generally more active in submitting complaints than participating in
policy discussions through digital platforms:

“People respond very quickly when there’s a problem with public services, especially
through social media or complaint applications. But when the government opens online
forums for policy discussions or development planning, participation is usually much
lower. Citizens tend to see digital platforms mainly as service tools rather than spaces
for long-term public engagement. We're still trying to encourage more participation, but
building that culture takes time.” (Participant 17, Municipal Communication Officer,
Interview, July 2025).

Another perspective was expressed by Participant 21, a youth community representative involved
in digital civic campaigns:

“Young people actually use government social media platforms quite often, but mostly
to check announcements or respond to trending issues. Very few residents join formal
online consultations because they think the discussions are too bureaucratic or
complicated. Sometimes citizens also feel unsure whether their opinions will really affect
policy decisions. So even though the digital channels already exist, public participation
still depends a lot on trust and how interactive the government is in responding to
citizens.” (Participant 21, Youth Community Representative, Interview, August 2025).

The additional interview findings indicate that citizen engagement in digital governance during
2025 remained largely transactional rather than collaborative. Although municipalities
successfully expanded online communication channels and complaint mechanisms, public
participation in policy deliberation and governance decision-making continued to face limitations
related to institutional trust, public awareness, and perceptions of governmental responsiveness.
These findings suggest that strengthening participatory digital governance requires not only
technological infrastructure but also more inclusive communication strategies, responsive
institutional behavior, and sustained civic engagement initiatives.

Institutional Capacity and Implementation Challenges

Institutional capacity emerged as a critical factor influencing the effectiveness of e-government
implementation across cities. Municipal governments with stronger administrative coordination,
technological investment, and leadership commitment demonstrated better performance in
service delivery and digital governance integration.

Several common implementation barriers were identified across the research sites. These
included limited technological infrastructure, budget constraints, uneven staff competencies, and
low digital literacy among citizens. Administrative fragmentation between government
departments also affected the integration of digital services and information systems.

Table 7. Major Challenges in E-Government Implementation in 2025

Challenge Category Main Issues Identified
Infrastructure Weak internet connectivity and server limitations
Human Resources Uneven digital competencies among staff
Budget Constraints Limited funding for technological upgrades
Administrative Coordination | Fragmented interdepartmental communication
Public Digital Literacy Unequal citizen capacity to access online services

Source: Thematic Analysis of Interviews and Municipal Reports, 2025.

E-government implementation remains strongly influenced by institutional and socio-economic
conditions. The persistence of structural barriers demonstrates that digital governance
transformation requires long-term organizational adaptation rather than short-term
technological adoption.

A senior municipal official stated:
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“Digital transformation sounds simple in policy documents, but implementation is much
more complicated in practice. Every department has different systems, budgets, and
priorities. We also have to think about citizens who still struggle with internet access or
digital skills. So even though we want fully online services, we still need hybrid systems
because not everyone is ready to move completely into digital administration yet.”
(Participant 5, Municipal Government Official, Interview, July 2025).

The findings indicate that e-government performance in developing cities during 2025 was
characterized by gradual progress accompanied by persistent structural inequalities. Municipal
governments increasingly recognized the importance of digital governance for improving service
delivery and transparency. Nevertheless, differences in institutional capacity, technological
readiness, and citizen participation continued to shape uneven implementation outcomes across
urban contexts.

This issue was further emphasized by Participant 20, an information technology officer
responsible for municipal digital infrastructure maintenance:

“One of the biggest challenges is that not all departments use the same digital system.
Some agencies already have integrated platforms, but others still manage data
manually or use older software that cannot connect properly with newer applications.
This makes coordination slower because staff often need to transfer data manually
between departments. Technically, we want everything integrated, but upgrading all
systems at the same time requires a very large  budget.”
(Participant 20, Information Technology Officer, Interview, August 2025).

A similar concern was expressed by Participant 22, a human resource administrator working
within the municipal government:

“Digital services are growing very quickly, but staff adaptation doesn’t always happen
at the same pace. Younger employees usually learn new systems faster, while some
senior staff still prefer conventional administrative procedures. The government
already provides training programs, but the level of digital competency is still uneven
between departments. In practice, this affects service consistency because not all
employees are equally confident using digital platforms.” (Participant 22, Human
Resource Administrator, Interview, August 2025).

Participant 24, a municipal finance officer, highlighted how budget limitations continued to affect
technological development and system maintenance:

“Many people think digital transformation only requires building an application, but
maintaining the system is actually much more expensive in the long term. Servers need
upgrades, cybersecurity systems must be improved, and technical support teams require
continuous training. Some cities can allocate enough resources for these needs, but
smaller municipalities still depend on limited annual budgets. As a result, system
improvements  often  happen gradually instead of comprehensively.”
(Participant 24, Municipal Finance Officer, Interview, September 2025).

Another perspective was provided by Participant 26, a local community facilitator involved in
digital literacy assistance programs:

“There are still many residents who feel uncomfortable using online government services
independently, especially older citizens and people living in areas with weak internet
connectivity. Even when the platform works properly, some users are afraid of making
mistakes during registration or document uploads. That’s why community assistance
programs are still very important. Digital governance can’t succeed if citizens don't feel
confident accessing the services themselves.” (Participant 26, Community Digital Literacy
Facilitator, Interview, September 2025).

The additional interview findings reinforce the argument that institutional capacity remains a
central determinant of e-government effectiveness across developing cities during 2025. The
implementation of digital governance systems continues to face interconnected challenges
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involving infrastructure limitations, uneven staff competencies, financial constraints, fragmented
administrative coordination, and disparities in public digital literacy. These findings demonstrate
that successful digital transformation requires sustained institutional commitment, long-term
investment strategies, interdepartmental integration, and continuous public capacity-building
initiatives rather than isolated technological modernization efforts alone.

Discussion
Digital Service Expansion and Unequal E-Government Accessibility

The findings demonstrate that municipalities in developing countries have made significant
progress in expanding digital public services during 2025. The increasing availability of
integrated online platforms indicates that local governments increasingly recognize e-
government as an essential instrument for improving administrative efficiency, service
accessibility, and responsiveness to citizen needs. Services related to population administration,
licensing, taxation, and complaint management became the primary focus of digital
transformation efforts because these services directly affect daily interactions between
governments and citizens (Chen et al., 2021; Sulistya et al., 2019; Datta et al., 2020). These
findings support Roy (2017), who argues that digital government development is closely
associated with efforts to modernize public service delivery and reduce bureaucratic inefficiency.

The study also reveals substantial disparities in service accessibility between metropolitan and
smaller urban administrations. Cities with stronger technological infrastructure and institutional
investment demonstrated more comprehensive digital integration and greater service reliability.
In contrast, medium-sized and emerging urban areas continued to experience unstable systems,
fragmented digital platforms, and incomplete service interoperability. These differences suggest
that technological modernization remains unevenly distributed across urban governance systems
in developing contexts.

The persistence of partial offline verification procedures further illustrates that digital
transformation has not entirely replaced conventional administrative practices (Baiyere et al.,
2020; Mergel et al., 2019; Faro et al., 2022; Wahyudi et al., 2025). Municipal governments
continued to rely on hybrid systems because institutional readiness and public digital literacy
remained inconsistent. Interview findings showed that citizens frequently returned to face-to-
face administrative interactions when online systems experienced technical disruptions or
verification delays. This pattern indicates that public trust in digital governance systems remains
conditional upon service reliability and institutional responsiveness.

The findings align with Sheoran and Vij (2022), who emphasize that e-government effectiveness
depends not only on technological availability but also on accessibility, usability, and public
confidence in digital services. Digital accessibility therefore should be interpreted as a
multidimensional concept involving infrastructure quality, system continuity, citizen
competencies, and institutional support mechanisms (Omweri, 2024; Alves et al., 2025; Xu et al.,
2024). The experiences described by participants also reinforce Omweri’s (2024) argument that
digital inequality continues to shape governance outcomes in developing countries, particularly
among populations with limited technological literacy and weak internet connectivity.

The study further demonstrates that digital transformation requires long-term institutional
adaptation rather than isolated technological adoption. Municipal governments with stronger
administrative coordination and sustained investment strategies were more capable of
maintaining integrated service systems and responding to operational challenges. Cities with
limited institutional capacity, however, struggled to ensure consistent platform performance and
equal public access. These findings suggest that sustainable e-government implementation
depends on the interaction between technological modernization, administrative coordination,
and citizen-oriented support systems.

Information Quality, Transparency, and Institutional Accountability

The findings indicate that usability and information quality significantly influence public
perceptions of e-government effectiveness (Zubir & Abdul, 2024; Mensah & Mwakapesa, 2025).
Municipal platforms with clear navigation systems, responsive interfaces, and regularly updated
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information were generally associated with higher levels of public accessibility and administrative
efficiency. In larger cities, integrated digital portals enabled citizens to obtain service
requirements, procedural guidelines, and policy information more efficiently. This demonstrates
that information management has become an increasingly important dimension of digital
governance performance.

At the same time, the study identifies persistent weaknesses in information consistency and
institutional coordination. Several municipalities continued to display outdated announcements,
incomplete administrative instructions, and fragmented communication practices. Citizens
frequently relied on social media or direct interaction with public officers to verify information
because official websites were not always synchronized across departments. This condition
reduced public confidence in online services and weakened the practical effectiveness of digital
governance systems.

The findings support Medaglia et al. (2024), who argue that digital governance effectiveness
depends not only on technological infrastructure but also on institutional capability to manage
information transparently and consistently. Information quality therefore becomes a governance
issue rather than merely a technical matter. Inconsistent updates and fragmented
interdepartmental coordination indicate that many municipalities still face structural barriers in
integrating administrative communication systems.

Transparency also emerged as one of the most uneven dimensions of e-government
implementation (Sabani, 2021; Cifuentes-Faura, 2022; Tejedo-Romero & Araujo, 2020).
Municipalities with stronger governance reform commitments were more likely to publish budget
reports, procurement information, and development programs through accessible digital
platforms. Several cities continued to provide incomplete or difficult-to-understand public
information. Citizens often perceived transparency initiatives as symbolic administrative
practices rather than mechanisms that genuinely supported accountability and participation.

The interview findings reinforce the argument that transparency requires meaningful
accessibility and interpretability of information. Publishing public documents online does not
automatically create accountability if citizens cannot understand or navigate the information
effectively. This finding corresponds with Rhamadhani and Edeh (2024), who emphasize that
digital governance should strengthen institutional openness and citizen trust through accessible
communication practices rather than merely expanding technological systems. The study also
demonstrates that institutional accountability is strongly influenced by administrative
consistency and interdepartmental coordination. Municipalities with fragmented reporting
systems experienced greater difficulty maintaining transparent and regularly updated public
information.

These findings indicate that information quality and transparency are closely interconnected
dimensions within digital governance systems. Weak information management practices reduce
public trust and create perceptions of administrative inefficiency, while inconsistent transparency
mechanisms limit opportunities for institutional accountability. Improving digital governance
performance therefore requires organizational coordination, integrated communication systems,
and citizen-centered approaches to public information dissemination.

Citizen Participation and Institutional Capacity in Digital Governance

The study demonstrates that citizen engagement in municipal digital governance remained
largely transactional during 2025. Most municipalities successfully implemented complaint
systems, online feedback channels, and social media communication platforms. Citizens actively
used these systems to report administrative problems, request information, and monitor service
delivery. However, participation in broader governance processes such as policy consultations
and public deliberation remained relatively limited.

This finding suggests that digital participation in developing urban contexts is still primarily
oriented toward service interaction rather than collaborative governance. Citizens tended to
perceive digital platforms as administrative tools rather than spaces for political engagement or
policy influence. Interview participants frequently expressed uncertainty regarding whether
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public opinions submitted through digital platforms would meaningfully affect government
decisions. This indicates that institutional trust remains a critical factor influencing participatory
behavior within digital governance systems.

The findings support arguments proposed by Rhamadhani and Edeh (2024), who explain that
citizen participation in digital governance depends heavily on institutional responsiveness and
public confidence in government accountability. The availability of technological platforms alone
cannot automatically generate participatory governance cultures. Municipal governments must
also demonstrate responsiveness, transparency, and consistent engagement practices to
encourage meaningful citizen involvement (Waddington et al., 2019; Prakosos, 2025; Panday &
Chowdhury, 2020).

Institutional capacity also emerged as one of the most decisive factors shaping e-government
performance across cities. Municipalities with stronger leadership commitment, administrative
integration, and technological investment demonstrated more effective service delivery and
digital governance coordination. Conversely, cities with fragmented administrative systems and
limited financial resources faced greater difficulties integrating digital platforms and maintaining
service continuity.

The findings reveal several interconnected implementation barriers, including infrastructure
limitations, uneven staff competencies, budget constraints, and disparities in public digital
literacy. Administrative fragmentation between departments frequently reduced interoperability
between digital systems, while inconsistent staff competencies affected service consistency and
platform management. Financial limitations also constrained system maintenance, cybersecurity
improvements, and technological upgrades, particularly in smaller municipalities.

These findings correspond with Chung et al. (2022) and Das (2024), who argue that successful
digital governance transformation requires organizational integration, institutional leadership,
and sustainable resource allocation. E-government implementation should therefore be
understood as a long-term governance transformation process rather than a short-term
technological project. Institutional readiness, administrative adaptability, and public capacity-
building initiatives are essential components supporting sustainable digital governance
development.

The study demonstrates that e-government performance in developing cities during 2025
reflected gradual progress accompanied by persistent structural inequalities. Municipal
governments increasingly adopted digital governance strategies to improve public service
delivery and institutional transparency. Differences in institutional capacity, technological
readiness, administrative coordination, and citizen participation nevertheless continued to
produce uneven governance outcomes across urban contexts. These findings indicate that the
future effectiveness of e-government initiatives will depend on the ability of municipalities to
integrate technological modernization with organizational reform, inclusive participation
strategies, and long-term institutional development.

CONCLUSION

E-government implementation across selected cities in developing countries during 2025
experienced gradual progress in digital public service delivery, transparency, and citizen interaction,
although significant disparities remained between municipalities. Metropolitan cities generally
showed stronger performance in service integration, platform wusability, and information
accessibility due to better technological infrastructure and institutional capacity. Smaller and
medium-sized urban administrations continued to face challenges related to limited infrastructure,
fragmented administrative coordination, uneven staff competencies, budget constraints, and low
public digital literacy. The study also found that digital governance practices were still predominantly
transactional, with citizens using online platforms mainly for administrative services and complaint
reporting rather than active policy participation. Transparency mechanisms improved through the
publication of public information and digital reporting systems, yet inconsistencies in information
quality and accessibility continued to affect public trust and accountability. These findings indicate
that effective e-government development requires not only technological modernization but also
long-term institutional reform, integrated governance systems, citizen-centered communication
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strategies, and sustained efforts to strengthen digital inclusion and participatory governance
practices across urban contexts.
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