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  Abstract 

The study examined the “effect of e-government on service delivery a case of Huduma center one stop shop 

Nakuru County”. The specific objectives of the study were to; establish the effect of E-citizen portal on 

service delivery, the effect of E-business portal on service delivery, the effect of E-visa portal on service 

delivery and the combined effect of E-citizen, E-business and E-visa portals on service delivery. The study 

adopted a descriptive research design. A sample of 384 respondents was selected using systematic random 

sampling. Regression analysis was used to test for hypotheses and correlation analysis used to show the 

relationship between independent and dependent variable. The study showed that there is a positive 

significant effect between E-citizen portal and service delivery, there is a positive significant effect between 

E-business portal and service delivery, a positive significant effect between E–visa portal and service 

delivery and a positive significant effect between the joint combined effect of e-government models i.e. E-

visa, E-business and E-visa. The study therefore concluded that E-government models positively affects 

service delivery, the study recommends that the government needs to invest in E-government technology to 

a great extent. 

  

Keywords: E- Government, E- Business, E-Citizen, E-Visa, Government To Government ,Service Delivery, 

Huduma Center, Government To Business, Government To Citizen.  

 

 

Introduction 

 

The government of Kenya introduced centralized service provision under the name “the Huduma Kenya 

initiative”. The aim was to improve service delivery by amalgamating all the government agencies under 

one center of service delivery..  E-government is the use of information and communication technologies in 

the public sector to improve its operations and delivery of services (Kumar and Best 2006) 

 

Under the Huduma service Delivery initiative, there are subcategories of E-government. The first is 

Government to Citizen. Majority of government services come under this application, towards providing 

citizens and others with comprehensive electronic resources to respond to individuals‟ routine concerns and 

government transactions. Government and citizens will continuously communicate when implementing e-

government, thus supporting accountability, democracy and improvements to public services. In applying 
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the idea of G2C, customers have instant and convenient access to government information and services 

from everywhere anytime, via the use of multiple channels. In addition to making certain transactions, such 

as certifications, paying governmental fees, and applying for benefits, the ability of G2C initiatives to 

overcome possible time and geographic barriers may connect citizens who may not otherwise come into 

contact with one another and may in turn facilitate and increase citizen participation in government (Seifert, 

2003). 

 

Secondly, there is Government to business (G2B), G2B can bring significant efficiencies to both 

governments and businesses. G2B includes various services exchanged between government and the 

business sectors, such as distribution of policies, memos, rules and regulations. Business services offered 

include obtaining current business information, new regulations, downloading application forms, lodging 

taxes , renewing licenses, registering businesses, obtaining permits, and many others. 

 

Thirdly, there is Government-to-government (G2G) this refers to the online communications between 

government organizations, departments and agencies based on a super-government database. The efficiency 

and efficacy of processes are enhanced by the use of online communication and cooperation which allows 

for the sharing of databases and resources and the fusion of skills and capabilities. The vital aim of G2G 

development is to enhance and improve inter-government organizational processes by streamlining 

cooperation and coordination as well as,   to automate and streamline intergovernmental business processes 

such as regulatory compliance (Gregory, 2007). 

 

Each of the Huduma centers provides different types of services ranging from the business registration 

processes to driving license renewals, duplicate identity cards and seasonal parking tickets. As a one-stop-

shop, each Huduma Kenya Service Center allows any person requiring a certain public service to access it 

quickly in an efficient and courteous environment. The transformation in public service delivery by 

Huduma Kenya has been truly phenomenal. It is now providing many citizens in the country with various 

essential services and information at the one-stop-shop centers through integrated technology platforms.  

 

The portal was launched in 2014 by the ICT Authority of Kenya and gives citizens access to essential 

services without having to visit a government office. Kenya citizens can create an account using their ID 

card number, and the form is populated using data from the Integrated Population Registration Service. 

This is information collected when one applies for government-issued documents, such access to essential 

services without having to visit a government office access to essential services without having to visit a 

government office. Kenya citizens can create an account using their ID card number, and the form is 

populated using data from the Integrated Population Registration Service. This is information collected 

when one applies for government-issued documents, such as the national ID card and the Kenya Revenue 

Authority PIN certificate or criminal clearance certificate/good conduct. Once registered, one can use the 

portal to access key services. 

 

Literature Review 
 

E-government refers to the use on information technologies (such as Wide Area Networks, the internet and 

mobile computing) by government agencies that have the ability to transform relations with citizens, 

businesses, and other arms of government. These technologies can serve a variety of different ends; better 

delivery of government services to citizens, improved interactions with business and industry, citizen 

empowerment through access to information or more efficient government management. The resulting 

benefits can be less corruption, increased transparency, greater convenience, revenue growth and or cost 

reductions (World Bank, 2015). Private sector consists of private enterprises including personal sector 

(households) and corporate sector companies, public sector is suggested as part of an economy that consists 

of state owned corporation/ institutions including nationalized industries and services provided by local 

authorities. The advantage of private sector organizations over the public sector organizations include better 

level of service delivery, more information about various aspects of customer service, better management, 
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market testing and reward performance. This section reviews related literature on the topic e–government 

and service delivery, the objectives have been reviewed and explained in detail from its applicability. 

 

E-government 

 

World Bank (2008) defined e-government as the use of information and communication technology (ICT) 

to improve the business processes and service delivery of government departments and other government 

owned entities, implementation of e-government initiatives has been reported as a leading benefit as 

business processes change, increased internal efficiency, improved levels of information sharing and 

interoperation, greater levels of innovations and competitiveness, social inclusion, greater transparency and 

accountability and greater proximity to citizens. However e-government diffusion and realization of the 

potential benefits from e-government have faced serious challenges due to complexity of technology 

involved and citizen‟s diverse background that affect their adoption of e-government in various aspects. 

 

E-government on the internet could handle all the government scenarios (Brynard, 2002): government-to-

citizen (G2C), government-to-business (G2B), and government-to-government (G2G). In other cases, these 

three scenarios are called primary delivery models of e-governance (Kitaw, 2006). Kitaw derives a direct 

association of those models with improvement in efficiency, better accessibility of public services and 

better processes for democratic governance.  

 

The G2C model represents all activities that the government may send or direct to citizens. In this model, 

citizens are just receivers and the government remains as the sender. Government websites and portals are 

good example of the G2C model for example the Kenyan scenario where we have E-citizen Portal, as in 

many cases provide information directly to the public or information with public interest. The G2G model 

represents activities done within the government as an institution in connection with its agencies. These 

activities may be internal memo, e-mails, security information and other internal orders and activities, the 

Kenyan scenario is E-visa application and processing. The G2B model represents business activities that 

the government and its agencies may be conducting. A good example is governmental procurements, 

tenders, projects, taxes, banking and payable services. This model comprises business activities in 

government and it helps citizens and private companies who are interested in offering their services directly 

to the government and its agencies for example business name registration and license renewal. (Muraya 

2015). Consequently, ICT is found to enhance and speed up the adoption of E-government, in the sense of 

utilizing technology to save time and effort through collaborating, cooperating with government agencies 

because the ICT lies behind the success of E-government adoption. Also, ICT infrastructure should be the 

main concern for E-government. Based on the IBM report on ICT Infrastructure (2001), it can be noticed 

that the ICT infrastructure for an E-government involves technologies - with network readiness at the 

beginning including application servers, hardware resources, software, operating systems, and the Internet, 

websites, and data centers.  

 

United Nations survey 2014 showed that India has performed poorly in its adoption. The government of 

India has allocated resources for the National E-governance but there are problems which have led to e-

government adoption. Which include administrative problems, technological challenges, infrastructure 

problems, lack of trust in online services, security concerns and the digital divide. Apart from these there 

are other social problems such as language barriers, low IT literacy, low user friendliness of government 

websites, lack of citizen awareness and inability to access internet (K.P. Gupta et al 2016) 

 

This ICT infrastructure holds up the performance, data transformation, and storage that are necessary for 

the E-government services. Hence, ICT infrastructure should be prepared before E-government services can 

be available consistently and effectively. Also, the Internet allows accessing government information and 

services from anywhere and anytime (Schneider and Perry, 2000). Moreover, the server plays a significant 

role in e-government that requires a powerful and high specification computer that can execute and host 

applications that enable connection to serve request through sending the response. These servers enhance 

communication across government network and information transmission by providing high-speed access 
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to government data and services within and between organizations as online transactions and procurement 

services (Ebrahim and Irani, 2014) 

 

Service delivery 

 

The delivery of service in government departments has been and continues to draw attention from the 

external and internal environment. Service delivery is affected by various factors such as remuneration of 

its workforce, training, promotional procedures, and culture of the systems and among other factors 

(Budhiraja, 2005). However it is important to note that Service delivery in government ministries is highly 

depended on information-technology and the skills and knowledge of the employees who work in those 

ministries. Despite the existence of these ministries, the service deliveries they offer are questionable. 

Budhiraja (2005) notes that there is lack of transparency, efficiency, and unsecure delivery of services. The 

availability of I.C.T and skilled workforce with good capacity for learning is essential for e-government, 

along with other factors like leadership, regulatory frameworks, financial resources, organizational 

conditions, and Information and Technology infrastructure (Lau, 2003). They span: Leadership, 

Technology Management, Information Management, Performance Assessment, Project Management and 

Information Technology.  These skills are targeted at both specific categories of government employees 

like managers, IT specialists as well as public officers in general. Settles (2005) notes that the process of 

implementing e-government solutions requires new managerial and technical skills to plan, evaluate, 

manage, finance and integrate information systems as part of government operations.  According to 

Adegboyega, Tomasz, Elsa and Irshad (2007), Information Technology (IT) skills are technical skills 

necessary to implement e-government in order to facilitate smooth service delivery through improved 

information management. These may include basic IT literacy for all employees, and technical skills for IT 

specialists to design and implement technical elements: hardware, software and communication of e-

government initiatives.  Specific IT-skills may include: Strategy and Planning, System Development, 

System Implementation and Maintenance, and Service and User Support.  

 

E-government and Service Delivery 

 

West (2004) clarifies that for e-government service delivery to be effective, we look at the number and type 

of online services offered. Features are defined as services only if the entire transaction can occur online. If 

a citizen has to print out a form and then mail it back to the  

 

36agency to obtain the service, we do not count that as a service that can be fully executed online (ibid). 

Searchable databases count as services only if they involve accessing information that results in a specific 

government service response. Of all the websites examined around the world, however, 21 percent offer 

services that are fully executable online, which is up from 16 percent in 2003 and 12 percent in 2002. Of 

this group, 11 percent offer one service, four percent have two services and six percent have three or more 

services. Seventy-nine percent have no online services. On the other side, Norris and Curtice (2006) argue 

that the internet also serves as an aid to good governance and transparency. Effective service delivery is one 

among the key issues in aspects of good governance. There are positive governance impacts from the 

internet which can be used to link e-government, citizens and the government. This relationship can be 

traced out on issues related to service delivery: like the method of requesting services, citizens making 

suggestions and effective information about services from governmental institutions. A good analysis about 

the impact of e-government in service delivery is that by Brynard (2002) described in Kuye, Thornhill & 

Fourie (2002). In this work, Brynard argues that “for the government institution itself: an e-government 

framework creates a huge potential for improving the quality of service, stimulating trade and industry and 

cutting costs internally. The work of employees of the institution is made more interesting because 

employees‟ electronic work stations draw together the different information that they need. The people and 

organizations with which the government institution deals will benefit directly from improved knowledge, 

product and service offerings. 
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Most studies that have been done have on the effect of E-government on service delivery in the public 

service, have not focused on the one stop shop Huduma center. Most of them have focused their studies 

onthe ministries and government agencies. The Huduma Kenya programme was a master stroke projectby 

the Kenya government and therefore its force to wreck on with, few studies have been done on its 

performance one been in Mombasa few have done in Nakuru County. Furthermore the degree of service 

delivery needs to be investigated. 

 

Theoretical Framework 
 

This study anchored on two theories:  the theory of planned behavior and the Technology acceptance 

model. Theory of Planned Behavior posits that an individual behavior is driven by behavioral intentions 

where behavioral intentions are a function of an individual attitude towards the behavior, the subjective 

norms surrounding the performance of the behavior of that individual, and the individual‟s perception of 

the ease with which the behavior can be performed (behavioral control) Attitude toward the behavior is 

defined as the individual's positive or negative feelings about performing a behavior on activity. It is 

determined through an assessment of one's beliefs regarding the consequences arising from a behavior and 

an evaluation of the desirability of these consequences. Formally, overall attitude can be assessed as the 

sum of the individual consequences desirability assessments for all expected consequences of the behavior. 

Subjective norm is defined as an individual's perception of whether people important to the individual think 

the behavior should be performed. The contribution of the opinion of any given referent is weighted by the 

motivation that an individual has to comply with the wishes of that referent. Hence, overall subjective norm 

can be expressed as the sum of the individual perception motivation assessments for all relevant referents. 

Behavioral control is defined as one's perception of the difficulty of performing a behavior. Theory of 

Planned Behavior views the control that people have over their behavior as lying on a continuum from 

behaviors that are easily performed to those requiring considerable effort, resources, etc. Although Ajzen 

has suggested that the link between behavior and behavioral control outlined in the model should be 

between behavior and actual behavioral control rather than perceived behavioral control, the difficulty of 

assessing actual control has led to the use of perceived control as a proxy. The relevance of this theory is 

that when an Information system is introduced into an organization, users react differently and the users 

form different attitudes towards the new system. Therefore this theory assist the researcher to be able to 

understand user‟s applicability to an information system. The technology acceptance model is an 

information systems theory that shows how users come to accept and adapt to a new Technology. The 

model proposes that when users are presented with a new technology, a number of factors come into play 

on how and when they will use it, notably, Perceived usefulness as defined by Fred Davis as the degree to 

which a person believes that using a particular system would enhance his or her performance.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2.1: Technology Acceptance Model 
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https://en.wikipedia.org/wiki/Information_systems
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Perceived ease of use is the degree to which a person believes that using a particular system would be free 

from effort. New technologies such as personal computers are complex and an element of uncertainty exists 

in the minds of decision makers with respect to the successful adoption of them, people form attitudes and 

intentions toward trying to learn to use the new technology prior to initiating efforts directed at using. 

Attitudes towards usage and intentions to use may be ill-formed or lacking in conviction or else may occur 

only after preliminary strivings to learn to use the technology evolve. Thus, actual usage may not be a 

direct or immediate consequence of such attitudes and intentions. (Warshaw 1999). This theory is relevant 

to the study since it explains why users of an information come to accept it functionality within an 

organization.  

 

Conceptual Framework 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Dependent Variable 

Service Delivery 

Independent Variable 

E-Government 

 

Service E-CITIZEN 

 National Transport and 

Safety 

 Directorate of Criminal 

Investigations 

 Office of the Attorney 

General 

 Ministry of Lands and 

physical Planning, 

 Kenya Revenue Authority 

 Higher Education Loans 

board  

 

E-BUSINESS 

 Business Name 

 Registration services 

 License Renewal and 

application 

E-VISA 
 Application of Kenyan Visa 

 Visa Processing 

 Cost 

 Time 

 Reliability 

 Dependability 

 Flexibility 

 Quality 

 Good Governance 

 Transparency 

 Accountability 

 

Moderating Variable 

https://en.wikipedia.org/wiki/Technology_acceptance_model#CITEREFBagozziDavisWarshaw1992
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The  conceptual framework shows  the E-citizen portal is a login where a user creates an account where the 

users of the services inputs details and is able to access the government services that are available online. E-

citizen is a form of Government to Citizen Model of E-government where the government is able to 

communicate with its citizens and perform business transactions on an online platform E-citizen creates a 

platform where the government can interact with its citizens on an online platform. The conceptual 

framework shows there is a relationship between E-citizen and service delivery, the degree of service 

delivery need to be investigated.  

 

E-citizen has an effect on service delivery. E-business in another component of e-government categorized 

under government to business model (G2B), e-business allows businesses to apply and renew their 

businesses licenses online, it creates an online platform where a business can interact with its government 

and exchange information online its degree of effect on service delivery need to be investigated, e-business 

portal usage has an effect on service delivery. E-visa allows visa application and processing, E-visa has an 

effect on service delivery its degree needs to be investigated. There are factors that have an effect on the 

independent and dependent variable, these are the moderating variables. Good governance, Accountability 

and transparency have an effect on service delivery.  

 

As much as E-citizen, E-business and E-visa have an effect on service delivery, there are other factors that 

influence the total effect of the independent variable. The conceptual framework will be used to test the 

research hypotheses on whether e-business model had an effect on service delivery, the determinants of 

service performance or the measures of performance; cost, quality of services, reliability, and flexibility, 

time and dependability and convenience will used to determine the level of service delivery.. Some services 

offered at Huduma center like NHIF and NSSF services are not included in the online portal e-citizen, these 

could some up the recommendation part to include all the government services under the distinctive portals, 

i.e. those that provide social services under one portal, and business related services under one portal. 

 

Statement of the Problem 
 

Huduma Kenya is a program by the Government of Kenya that aims to transform Public service Delivery 

by providing citizens access to various public services and information through a one stop shop approach. 

Tenders and vacancies in the public service are accessible through the Huduma center/Kenya platform 

thereby helping eradicate graft in the tendering and hiring process. Public participation is encouraged as 

users can directly post comments and complaints regarding government services (this promotes 

democracy). Satisfying customer‟s needs is very important as it requires understanding and improving 

operational processes. Identifying problems quickly, establishing valid and reliable service performance 

measures and measuring customer satisfaction. This means service delivery is a continuous process aimed 

at delivering user focused services. Has it moved Kenya among top players in the global economy, e-

government is not only a tool that enhances delivery of public service but also has the potential to reform 

the way policies are formulated and implemented in terms of efficiency, accountability, transparency and 

citizen‟s participation (GOK, 2013).  

 

According to Njuru (2011), no evidence that any of the Kenyan e-governments objectives, enhancing 

delivery of public services, improving information flow to citizens, promoting productivity among public 

servants and encouraging citizens participation has been achieved. (It should be noted that this was before 

the government rolled out the Huduma Program).the big question on how Huduma Kenya Program has 

revolutionized flow of operations within the government. Has it improved the quality of service delivery, 

what are the tools? Has it improved convenience, has it increased the time get access to a service, has it 

reduced the cost to get access to a service, are government services now reliable and flexible to access than 

before. As such the Huduma Kenya Program promise increased service delivery... Thus this study sought to 

establish the effect of E-government on service delivery to the public. The Huduma center at Nakuru 

County was used as the case study. And therefore the degree service delivery need to be investigated. 
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Specific Objectives 

 
i. To determine the effect of E-citizen on service delivery through the Huduma Centre in Nakuru 

county 

ii. To establish the effect of E-business on service delivery through the Huduma Centre in Nakuru 

county 

iii. To determine the effect of E-visa on service delivery through the Huduma Centre in Nakuru county 

iv. To establish the combined effect of E-citizen, E-business and E-visa on service delivery through the 

Huduma center in Nakuru county 

 

Hypotheses 

 

Ho1: There is no significant effect between E-citizen portal and service delivery to the public through the 

Huduma center in Nakuru County 

Ho2: There is no significant effect between E-business portal and service delivery to the public through the 

Huduma center in Nakuru County 

Ho3: There is no significant effect between E-visa portal and service delivery to the public through the 

Huduma center in Nakuru County 

Ho4: There is no significant effect between E-citizen, E-business and E-visa portal and service delivery to 

the public through the Huduma center in Nakuru County. 

 

Materials and Methods  
 

Research Design 

 

This study adopted a descriptive research design because it provides an accurate portrayal of the 

characteristics, for example behavior, opinions, abilities, beliefs, and knowledge of a particular individual, 

situation or group. The design also allows investigating possible relationships between variables. The 

design was chosen because other similar studies on customer service have successfully used in the past 

(Masinde, 1986, and Mwendwa, 1987). Cross - sectional data were collected. 

 

Population of Study 

 

The target population comprised of all the Huduma centers around the country, where results were 

generalized about the population, and a sample of one Huduma center in Nakuru was chosen where the 

researcher used systematic sampling to pick the sample, the respondents included citizens coming in out of 

the Huduma center. 

 

Sample Size and Sampling Procedure the sample size of the population was determined by Naissuma and 

Dankit formula. This is because each customer in the population had an equal and independent chance of 

being selected. This population included women and men... The total population was estimated to be 

approximately of 1.6 million people. A Formula to determine the sample was applied. Where n is the 

desired sample size, the degree of variability of the population is not known. Assumption on the maximum 

variability was made, which is equal to 30% (p =0.3) and taking 0.04 variance. Therefore, the calculation 

for required sample size was determined as follows Naissuma and Dankit 2008. 

 

n = NC² 

C² + N −1 e² 

Coefficient of Variation. (CV) = 30% 

Standard Error = 0.04 

1,600,000 *   (0.32) / (30%2) + (1,600,000-1) * (0.042) 

= 384 respondents 
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Instrumentation 

 
Primary data was collected using a questionnaire. The questionnaire comprised of closed ended questions. 

The closed ended questions provided more structured responses to facilitate tangible recommendations. The 

questionnaires were carefully designed and tested with a few members of population together with the 

supervisor for further improvements. This was done in order to enhance its validity and accuracy of data to 

be collected for the study. The questionnaire was prepared on a five point Likert scales ranging from 

strongly agree to strongly disagree. This included measuring the respondent‟s level of agreement with each 

statement which helped in interpretation on how e-government strategy has affected service delivery in 

Government ministries 

 

Data collection  

 

Data was collected using questionnaires that were administered by the center and customer care managers 

at the Huduma Center Nakuru County. The customer care managers gave the respondents the 

questionnaires at the time they were receiving services at the Huduma center. Before proceeding to the 

field, letters of introduction were obtained from Egerton University and the National Commission for 

Science Technology and Innovation (NACOSTI) to allow the researcher to collect data. The participants 

were assured that any data collected was kept confidential and was to be used strictly for academic 

purposes only. 

 

Validity and Reliability 

 

Validity refers to the extent to which an instrument measures what it‟s supposed to measure; data need not 

only to be reliable but also true and accurate. The content of validity of the data collection instruments was 

determined through discussing the stated questions in the interview guide with the customer care managers 

and the lecturers in charge of supervision for the pilot. Validity was determined by use of content validity 

index (C.V.I). C.V.I of between 0.7 and 1 show the instruments to be valid for the study (Orodho, 2003). 

For this research content validity index was found to be 0.9. Which is a good indicator that the research 

instruments are valid. 

 

Reliability refers to the consistence, stability, or dependability of the data. Whenever an investigator 

measures a variable, he or she wants to be sure that the measurement provides dependable and consistent 

results (Cooper & Schindler, 2003). A reliable Measurement is one that if repeated a second time gives the 

same results as it did the first time. If the results are different, then the measurement is unreliable (Mugenda 

& Mugenda, 2003). To measure the reliability of the data collection instruments an internal consistency 

technique using Cronbach's alpha was applied to the gathered data (Mugenda & Mugenda, 2003). 

Cronbach's alpha is a coefficient of reliability that gives an unbiased estimate of data generalizability and 

an alpha coefficient of 0.70 or higher indicates that the gathered data is reliable as it has a relatively high 

internal consistency and can be generalized to reflect opinions of all respondents in the target population 

(Zinbarg, 2005). Test for reliability was found to be 0.8 this indicated that the data had a higher rate of 

internal consistency and could be generalized to reflect opinions of all respondents in the target population. 

 

Data Analysis and Presentation 

 

The completed questionnaires were edited for completeness and consistency Data was analyzed by the use 

of descriptive statistics using SPSS and presented through percentages, means, standard deviations, and 

frequencies. The relationship between the variables was explained using correlation and regression 

analysis. The data will was split down into different aspects of e-government and service delivery. The data 

collected was analyzed and presented using bar charts, graphs and pie charts. 

Regression model is as follows: Y= β0 + β1X1 + β2X2 + β3X3 + e  
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Where: 

 

Y= service delivery 

β0=constant term 

X1= E-citizen 

X2=E-business 

X3=E-visa 

ẹ = Error 

 

The data will be analyzed using the statistical package for social sciences (SPSS) version 20. 

 

Results and Discussions 
 

Demographic statistics  

 

The study targeted the Huduma Centre at Nakuru County. The study also target 384 respondents. The 

respondents in this study were citizens/customers who visit the Huduma center to access government 

services. It also presents descriptive analyses results of the study variables. The demographic information 

of the respondents is shown in Table 1. 

 

Table 1 Descriptive Results on Demographic Information 

Aspect    frequency              Percent 

Gender of respondents                                       Male 167                        56 

                                                                           Female 133                        44 

                                                                          Total 300                        100 

Education Qualifications of the respondents     Certificate 70                          24 

                                                                            Diploma 75                          25 

                                                                            Bachelor 101 34 

                                                                            Masters 26 9 

                                                                            PhD 12 4 

                                                                           Others 12 4 

                                                                           Total 300 100 

Age of the respondents                                      less than 18            16                               5 

                                          18 to 24               15                                 9 

                                         25 to 30               106                             35 

                                                                             31 to 40               77                              26 

                                         41 to 50               27                              9 

                                                                            Over 5029             10 

                                                                                   Total              300                        100 

 

The study targeted 384 respondents/customers who visited the Huduma center Nakuru County during the 

month of January. Responses were obtained from 300 respondents. Representing a response rate of 

78.125%, the respondents in this study were customers visiting the Huduma center. It also presents 

descriptive analyses results of the study variables. With respect to age of the respondents, the male were 56 

% of the percentage while the female were 44% of the total sample size of those who responded to the 

questions. With respect to age of the questionnaire's respondents, the categories ranked according to the 

following order respectively: less than 18 with a percentage of 5.3%, 18 to 24 with a percentage of 15%, 25 

to 30 with a percentage of 35.3%, 31 to 40 with a percentage of 25.7 %, 41 to 50 with a percentage of 9%, 

over 50 with a percentage of 9.7%. With respect to education level of the respondents, those who had a 

certificate had a percentage of 24%, those who had a diploma had a percentage of 25%, a bachelor‟s degree 

were 34%, a master‟s degree were 9%, a PhD were 4.1% while those who indicated others were 4% of the 

total sample size meaning that a bigger population were those who have a bachelor‟s degree. 
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E-citizen portal  

 
The study sought to describe E-citizen usage at the Huduma center. Respondents were asked to indicate the 

extent to which they agreed that the statements on the items of dimensions of E-citizen usage described 

their E-government in response to the objective. Each item had a 5-point Likert-type scale, ranging from 

strongly disagree (1) to strongly agree (5). To measure the distribution of the responses to the statements, 

mean and standard deviation were used. The results are presented in Table 2 

 

Table 2 Mean and Standard Deviation for Measures of E-citizen usage 

 N Minimum Maximum Mean Std. Deviation 

E-citizen has reduced the 

cost of service delivery 
300 1.00 5.00 3.8567 1.23878 

E-citizen has reduced the 

time to provide a service 
300 1.00 5.00 3.8933 1.27831 

E-citizen has created 

flexibility of service 
299 1.00 5.00 3.8328 1.26337 

E-citizen has created 

reliability of services 
300 1.00 5.00 3.8000 1.18237 

E-citizen has resulted in 

dependability of services 
300 1.00 5.00 3.8233 1.24524 

E-citizen has improved the 

quality of services 
300 1.00 5.00 4.2700 1.16976 

Valid N (list wise) 299     

 

As shown in Table 2, the mean scores for E-citizen portal usage was 3.9127 and the standard deviation was 

1.22964. The highest mean score suggests that the respondents were satisfied with the statement “E-citizen 

has improved the quality of services” (M=4.2700, SD=1.16976), “E-citizen has reduced the time to provide 

a service” (M=3.8933, SD=1.1.27831), “E-citizen has reduced the cost of service delivery” (M=3.8567, 

SD=1.23878) ,“E-citizen has created flexibility of service” (M=3.8328, SD=1.26337), “E-citizen has 

resulted in dependability of services” (M=3.8233, SD= 1.24524) and  “E-citizen has created reliability of 

services” (M=3.8000, SD = 1.18237). 

 

The results show that there was no variability in respondents‟ response. The results generally indicate that 

the respondents agreed with the statements regarding E-citizen portal usage. These results were interpreted 

to mean that E-citizen portal usage has greatly improved service delivery to a great extent through the 

Huduma center 

 

E-business portal  

 

The study sought to describe E-business portal at the Huduma center. Respondents were asked to indicate 

the extent to which they agreed that the statements on the items of dimensions of E-citizen usage described 

their E-government in response to the objective. Each item had a 5-point Likert-type scale, ranging from 

strongly disagree (1) to strongly agree (5). To measure the distribution of the responses to the statements, 

mean and standard deviation were used. The results are presented in Table 3. 

 

As shown in Table 3, the mean scores for E-business portal usage was 3.9900 and the standard deviation 

was 1.18358. The highest mean score suggests that the respondents were satisfied with the statement “E-

business has improved the quality of services” (M=4.0933, SD=1.15863), “E-business has reduced the time 

to provide a service” (M=4.0433, SD=1.1.24900), “E-business has reduced the cost of service delivery” 

(M=3.9667, SD=1.20710) ,“E-business has created flexibility of service” (M=4.0068, SD=1.17914), “E-

business has resulted in dependability of services” (M=3.9400, SD= 1.17231) and  “E-business has created 

reliability of services” (M=3.8900, SD = 1.13528). 
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Table 3 Mean and Standard Deviation for Measures of E-citizen usage 

 N Minimum Maximum Mean Std. Deviation 

e-business has reduced the 

cost of providing a service 
300 1.00 5.00 3.9667 1.20710 

e-business has reduced the 

time of providing a service 
300 1.00 5.00 4.0433 1.24900 

e-business has created 

flexibility to provide a 

service 

300 1.00 5.00 4.0068 1.17914 

e-business has improved the 

reliability of providing a 

service 

300 1.00 5.00 3.8900 1.13528 

e-business has improved the 

dependability of providing a 

service 

300 1.00 5.00 3.9400 1.17231 

e-business has improved the 

quality to provide a service 
300 1.00 5.00 4.0933 1.15863 

Valid N (list wise) 300     

 

The results show that there was no variability in respondents‟ response. The results generally indicate that 

the respondents agreed with the statements regarding E-business portal usage. These results were 

interpreted to mean that E-business portal usage has greatly improved service delivery to a great extent 

through the Huduma center. 

 

E-visa portal  

 

The study sought to describe E-visa usage at the Huduma center. Respondents were asked to indicate the 

extent to which they agreed that the statements on the items of dimensions of E-visa usage described their 

E-government in response to the objective. Each item had a 5-point Likert-type scale, ranging from strongly 

disagree (1) to strongly agree (5). To measure the distribution of the responses to the statements, mean and 

standard deviation were used. The results are presented in Table 4. 

 

Table 4 Mean and Standard Deviation for Measures of E-citizen usage 

 N Minimum Maximum Mean Std. Deviation 

E-visa portal has reduced 

the cost of providing a 

service 

300 1.00 5.00 4.0033 1.16956 

E-visa portal has reduced 

the time to provide services 
300 1.00 5.00 4.0867 1.22645 

E-visa has led to flexible 

services 
292 1.00 5.00 4.0514 1.15504 

E-visa has led to reliable 

services 
300 1.00 5.00 3.9000 1.10789 

E-visa has led to dependable  

services 
300 1.00 5.00 3.9600 1.14430 

Evisa has led to quality 

services 
300 1.00 5.00 4.1467 1.13554 

Valid N (list wise) 300     

 

As shown in Table 4, the mean scores for E-visa portal usage was 4.0247 and the standard deviation was 

1.15583. The highest mean score suggests that the respondents were satisfied with the statement “E-visa 

has improved the quality of services” (M=4.1467, SD=1.13554), “E-visa has reduced the time to provide a 
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service” (M=4.0867, SD=1.1.22645), “E-visa has led to flexible services” (M=4.0514, SD=1.15504) ,“E-

visa reduced the time to provide a  service” (M=4.0033, SD=1.16956), “E-visa has resulted in 

dependability of services” (M=3.9600, SD= 1.14430) and  “E-visa has led to reliable services” (M=3.9000, 

SD = 1.14430). 

 

The results show that there was no variability in respondents‟ response. The results generally indicate that 

the respondents agreed with the statements regarding E-visa portal usage. These results were interpreted to 

mean that E-visa portal usage has greatly improved service delivery to a great extent through the Huduma 

center 

 

Service delivery 

 

The study sought to describe service delivery at the Huduma center. The results are presented in Table 5.  

 

Table 5 Mean and Standard Deviation for Measures of service delivery 

 N Minimum Maximum Mean Std. Deviation 

The cost of providing 

services has improved 

significantly 

300 1.00 5.00 3.9067 1.20115 

The time taken to provide 

services has improved 

significantly 

300 1.00 5.00 3.9767 1.25753 

There has been Flexibility 

in provision of services 
300 1.00 5.00 4.0680 1.08769 

Service delivery in the 

public service is now 

dependable (Dependability 

300 1.00 5.00 4.0033 1.01986 

Services are now reliable in 

the public service 
300 1.00 5.00 4.0667 1.07676 

Quality services are now 

offered in the public service 
300 1.00 5.00 4.4433 .86947 

Valid N (list wise) 300     

 

As shown in the table number the mean score of service delivery is M=4.07745 and SD=1.08441. The 

highest mean score suggest that the respondents strongly agreed that service delivery in the public service 

has significantly improved after introduction of the Huduma center. Quality services are now offered in the 

public service after introduction of a one stop shop Huduma center. M= 4.4433 and SD = 0.86947. Others 

like Reliability of services had a mean of 4.0667 and SD of 1.07676, Dependability of services had an 

M=4.0033 and SD = 01986. Flexibility of service delivery M=4.0860 and SD = 1.08769, Time taken for 

service delivery M=3.9767 and SD = 1.25733. The cost of service delivery 3.9067 and SD = 1.20115. 

 

Relationship between E-government Models and Service delivery 

 

The study sought to establish relationship of E-government models and service delivery. Data was analyzed 

using Pearson‟s Product Moment correlation and the results are presented in Table 4.6.  The results in Table 

6 showed that there is a significant positive correlation between E-citizen portal and service delivery (r= 

0.712, p< 0.01) and these means there is a positive relationship between the variables. 
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The study sought to establish the effect of E-business portal on service delivery.  The results in table 4.6 

showed that there is a significant positive correlation between E-business portal and service delivery (r 

=0.476, p< 0.01).  

 

The study sought to establish the effect of E-visa portal on service delivery. The results are presented in the 

table above. The results in the table 4.6 showed that there is a significant positive correlation between E-

visa portal and service delivery (r = 0.783, p < 0.01).  

 

Hypotheses testing  

 

This section discusses the results of hypotheses testing in relation to the research hypotheses. The study 

sought to establish how the variables of the study; E-citizen, E-business, E-visa and service delivery were 

related (Hypotheses H01 to H04).data was analyzed by use of regression analysis, the data obtained was 

used to test for hypothesis. 

 

E-government joint models was hypothesized to have an effect on service delivery .The regression analysis 

was used to test for the hypotheses whose results are provided in the subsequent section. . 

 

Ho1: There is no significant effect between E-citizen portal usage and service delivery to the public 

through the Huduma center in Nakuru County 

 

Regression table for E-citizen portal usage and service delivery 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .862
a
 .743 .742 .39020 

Table 6 Correlation Matrix for Models of e-government i.e. E-citizen, E-business and E-visa and 

Service Delivery 

 e-citizen e-business e-visa service 

delivery 

e-citizen 

Pearson 

Correlation 
1 .362

**
 .736

**
 .712

**
 

Sig. (2-tailed)  .000 .000 .000 

N 292 292 292 292 

e-business 

Pearson 

Correlation 
.362

**
 1 .376

**
 .476

**
 

Sig. (2-tailed) .000  .000 .000 

N 292 300 300 300 

e-visa 

Pearson 

Correlation 
.736

**
 .376

**
 1 .783

**
 

Sig. (2-tailed) .000 .000  .000 

N 292 300 300 300 

service 

delivery 

Pearson 

Correlation 
.712

**
 .476

**
 .783

**
 1 

Sig. (2-tailed) .000 .000 .000  

N 292 300 300 300 

**. Correlation is significant at the 0.01level (2-tailed). 
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ANOVA
a
 

Model Sum of 

Squares 

df Mean Square F Sig. 

1 

Regression 131.114 1 131.114 861.128 .000
b
 

Residual 45.373 298 .152   

Total 176.487 299    

Coefficients 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. 

Erro

r 

Beta 

1 
(Constant) 1.475 .092  16.106 .000 

E-Citizen .665 .023 .862 29.345 .000 

 

The Model showed that R Square is 0.743, which shows that 74.3% of the variation in service delivery is 

explained by E-citizen, therefore the null hypothesis that there is no significant effect between E-citizen 

portal usage and service delivery is rejected, and this means that there is a significant effect between E-

citizen portal usage and service delivery. A lot of the variation in service delivery is explained by E-citizen 

portal usage. The ANOVA results showed that the model was significant (F = 861.128). This indicated that 

E-citizen has a positive significant effect on service delivery. 

 

Ho2: There is no significant effect between E-business portal usage and service delivery to the public 

through the Huduma center in Nakuru County 

 

 

ANOVA 

 

Coefficient 

 

The Model showed that R Square is 0.015, which shows that 1.5% of the variation in service delivery is 

explained by E-citizen, therefore the null hypothesis that there is no significant effect between E-citizen 

portal usage and service delivery is rejected, and this means that there is a significant effect between E-

citizen portal usage and service delivery. Not much of the variation in service delivery is explained by E-

E-business and service delivery 

Model R R Square Adjusted R Square Std. Error of the 

Estimate 

1 .121
a
 .015 .011 .76393 

Model Sum of Squares df Mean Square F Sig. 

1 

Regression 2.579 1 2.579 4.420 .036
b
 

Residual 173.908 298 .584   

Total 176.487 299    

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 
(Constant) 4.438 .177  25.137 .000 

E-Business -.090 .043 -.121 -2.102 .036 
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citizen portal usage as only 1.5% is only explained. The ANOVA results showed that the model was 

significant (F = 4.420). This indicated that E-citizen has a positive significant effect on service delivery. 

 

Ho3: There is no significant effect between E-visa portal usage and service delivery to the public through 

the Huduma center in Nakuru County. 

 

 

 

 

The Model showed that R Square is 0.006, which shows that 0.6% of the variation in service delivery is 

explained by E-citizen, therefore the null hypothesis that there is no significant effect between E-citizen 

portal usage and service delivery is rejected, and this means that there is a significant effect between E-

citizen portal usage and service delivery. Not much of the variation in service delivery is explained by E-

citizen portal usage as only 0.6% is explained. The ANOVA results showed that the model was significant 

(F = 1.920). This indicated that E-citizen has a positive significant effect on service delivery. 

 

Ho4: There is no significant effect between E-citizen, E-business and E-visa portal usage and service 

delivery to the public through the Huduma center in Nakuru County.  

 

Regression model for Effect of E-government (Joint Effect of e-citizen, e-business and E-visa) on service 

delivery through the Huduma Center Nakuru County 

 

ANOVA
a
 

Model Sum of 

Squares 

df Mean Square F Sig. 

1 

Regression 132.061 3 44.020 293.296 .000
b
 

Residual 44.426 296 .150   

Total 176.487 299    

 

Regression analysis for E-visa portal usage 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .080
a
 .006 .003 .76710 

ANOVA
a
 

Model Sum of 

Squares 

df Mean 

Square 

F Sig. 

1 

Regression 1.130 1 1.130 1.920 .167
b
 

Residual 175.358 298 .588   

Total 176.487 299    

Coefficients 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 
(Constant) 3.830 .185  20.747 .000 

E-Visa .062 .045 .080 1.385 .167 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .865
a
 .748 .746 .38741 
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Coefficients 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) 1.222 .166  7.369 .000 

E-Visa .056 .023 .073 2.508 .013 

E-Citizen .666 .023 .862 29.264 .000 

E-Business .006 .022 .008 .270 .788 

 

The Model showed that R Square is 0.748, which shows that 74.8% of the variation in service delivery is 

explained by the joint effect of E-citizen, E-business, and E-visa portal usage, therefore the null hypothesis 

that there is no significant effect between E-citizen, E-business and E-visa portal usage and service 

delivery is rejected, and this means that there is a significant effect between E-citizen-business and E-visa 

portal usage and service delivery. A lot of the variation in service delivery is explained by E-citizen portal 

usage. The ANOVA results showed that the model was significant (F = 293.296). This indicated that E-

citizen has a positive significant effect on service delivery. 

 

The unstandardized coefficients showed that the effect of E-citizen portal usage on service delivery is 

positive and significant (β = 0.073, t=2.508), the effect of E-business portal usage on service delivery is 

positive and significant (β =0.862, t = 29.264).the effect of E-visa portal usage on service delivery is 

positive and significant (β =0.008, t = 0.270).  

 

The full regression model in Table 4.10can also be interpreted to show how dimensions of E-government 

affect service delivery. All the three variables: E-citizen, E-business and E-visa had significant results.  

Therefore, the equation for the regression model can be given by:  

Y= 1.01159+0.073X1+0.862X2+0.0088X3 

 

Conclusions  
 

The first objective was to find out the effect of E-citizen portal on service delivery at the Huduma Centre 

Nakuru County. The findings reveal a positive and significant relationship between E-citizen and service 

delivery. Thus hypothesis H01 which predicted that E-citizen portal usage has no significant effect on 

service delivery was rejected.   On the degree to which users of the system agreed to whether they strongly 

disagreed or agreed that actually e-citizen has improved service delivery, a higher percentage said that they 

agreed that in fact usage or introduction of e-citizen through e-government has improved service delivery 

through its measures time, cost, flexibility, reliability, dependability and quality. 

 

The second objective of the study was to determine the effect of business on service delivery in the public 

sector/service where the one at Nakuru Was used as the case study. The findings revealed a positive 

significant relationship between e-business and service delivery. Therefore hypothesis H02 which predicted 

that e-business has no significant effect on service delivery was rejected. On the degree to which users of 

the system agreed to whether they strongly disagreed or agreed that actually e-business has improved 

service delivery, a higher percentage said that they agreed that in fact usage or introduction of e-business 

through e-government has improved service delivery through its measures time, cost, flexibility, reliability, 

dependability and quality 

 

The third objective of the study was to determine the effect of E-visa on service delivery. The findings 

revealed a positive significant effect between Evisa and service delivery. Hence hypothesis H03 which 

predicted that E-visa has no significant effect on service delivery was rejected. On the degree to which 

users of the system agreed to whether they strongly disagreed or agreed that actually e-visa has improved 

service delivery, a higher percentage said that they agreed that in fact usage or introduction of e-visa 
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through e-government has improved service delivery through its measures time, cost, flexibility, reliability, 

dependability and quality 

 

The fourth objective of the study was to determine the joint effect of E-citizen, e-visa, and e-business (E-

government) usage, the corresponding hypothesis was tested using multiple regression analysis. The 

regression results showed that the joint effect of e-government explained a greater variance in service 

delivery than individual variables alone. Therefore hypothesis H04 which predicted that E-citizen, E-visa 

and e-business jointly have no significant effect on service delivery was rejected. The findings further 

revealed E-government had the greatest effect service delivery 

 

Conclusions 
 

The results of the study revealed that the government has embraced the use of Ict to streamline its 

operations order to achieve efficiency and effectiveness in service delivery. The findings of the study lead 

to the following conclusions: E-citizen portal has an effect on service delivery through the Huduma centers 

across the country. E-citizen portal is positively related to service delivery through the Huduma center one 

stop shop. The finding confirms that E-citizen platform is crucial in liking the government to the public 

through the integrated technology platform E-government and therefore crucial in enhancing service 

delivery. Hence, the more investment in similar technology interface will bring closer services to the people 

like access to important government services like processing of a police abstract.  

 

Results of the study also revealed that there is a link between E-business and service delivery. Services like 

business name registration previously could take time and cost a lot of money for one to get these services; 

hence, E-business portal actually improves delivery of such services to the public. Further, the results of the 

study also revealed that E-business services affects service delivery. The finding confirms that E-business is 

crucial in enhancing service delivery and hence more investment should be made on the technology to 

boost service delivery and achieve an organizations objectives.  

 

 Finally, the results show that the joint effect of E-business, e-visa and e-citizen is greater than the effect of 

individual variables alone. This shows that combining these component of E-government achieves a greater 

effect on service delivery than implementing individual variables one at a time. Thus in the long run, this 

creates a high operational performance for and yields higher service delivery in the public service 

 

Recommendations for Management Policy and Practice 
 

This study has implications to management policy and practice. First, the study confirmed a positive 

relationship between E-government and service delivery. This implies that E-government usage and 

implementation is essential for effective and efficient service delivery. Thus to bring services close to the 

public and reduce operational cost. Thus to create a conducive service delivery environment the 

government needs to invest in E-government and technologies. A user friendly interface needs to be 

improved on the one of the dimensions on e-government in order to be facilitative, the staff should be 

motivated on those who are hardworking, all government services to be downscaled to Huduma center to 

avoid travelling a lot especially for immigration services. The staff/attendants to be increased at the 

Huduma centers to increase efficiency and effectiveness this will ease congestion or expand on the number 

of Huduma centers across the country, educate citizens on how use and create logins in the portal. 

 

Lastly, the results show that the joint effect of E-government models has a greater effect on service delivery 

than the effect of individual variables this implies to improve operational performance and service delivery, 

E-government models need to be integrated and work together to achieve synergy  

 

 

 



 

 

 

 

 

ISSN 2309-0081                        Kamanu & Auka (2019) 

  
278 

I 

 

  www.irss.academyirmbr.com                                                                                    June 2019                                                                                     

 International Review of Social Sciences                                                        Vol. 7 Issue.6 
 

 

R 
S  
S  

References   

 

Adams, D. A; Nelson, R. R.; Todd, P. A. (1992), "Perceived usefulness, ease of use, and   Usage of 

information technology: A replication", MIS Quarterly, 16: 227–247. 

Adegboyega,O.Tomasz. J., Elsa. E., and Irshad, K. K. (2007), Human Capacity Development for e-

Government. UNU-IIST Report No. 36 

Al Nagi, E., & Hamdan, M. (2009). Computerization and e-Government implementation in Jordan: 

Challenges, obstacles and successes. Government Information Quarterly. 

Bagozzi, R. P. (2007). The legacy of the technology acceptance model and a proposal for a Paradigm shift. 

Journal of the association for information systems, 8(4). 

Budhiraja, R. (2005), Role of Standards and Architecture for e-Governance Projects: The Eighth National 

Conference on e-governance, Bhubaneswar. 

Budd, R. J. (1987), "Response bias and the theory of reasoned action", Social Cognition 

Brynard, P. A (2002) E-government in Kuye, J. O., Thornhill, C., Fourie, D., 

Bwalya, K. J., & Mutula, S. (2016). A conceptual framework for e-government development In resource-

constrained countries: The case of Zambia. Information Development. 

Chuttur, M.Y. (2009). Overview of the Technology Acceptance Model: Origins, Developments and Future 

Directions, Indiana University, USA, Sprouts: Working Papers on  Information Systems. 

Christian Grönroos, (2001) "The perceived service quality concept – a mistake” Managing Service Quality: 

An International Journal, Vol. 11 Issue: 3, pp.150-152.  

D. Nicoya, (2005). "Factors affecting the success implementation of ICT projects in Government," The 

Electronic Journal of e-Government, vol. Volume 3, no. Issue 4. 

Darma, N.A., &Ali, M. (2007-2011).An assessment of public sector service delivery in Nigeria a case study 

of federal capital territory area councils. International Journal of development and sustainability ISSN: 

2168-8662. 

Eagly, A. H., & Chaiken, S. (1993).The psychology of attitudes. Fort Worth: Harcourt Brace Jovanovich 

College Publishers. 

Ebrahim, Z., & Irani, Z. (2005). E-government adoption: architecture and barriers. Business Process 

management journal, 11(5), 589-611. 

Fang, Z. (2002) E-Government in Digital Era: Concept, Practice, and Development. International Journal of 

the Computer, the Internet and Management, 10, 1-22. 

Gregory, G. (2007) E-government. Encyclopedia of political Communications. Los Angeles 

Hassan, A.M. Mike. & Guyo, W. (2017, June).Effect of integrated service approach on Service delivery at 

Huduma center in the public service of Kenya. European journal of Jiwan. 

Kumar, R., & Best, M. L. (2006), Impact and sustainability of e-government services in Developing 

countries: Lessons learned from Tamilnadu, India. The Information Society, Vol. 22, No. 1, 1-12. 

Kagasi, V. Sangoro, O. Roman, A. & Oirere, D. (2016, October). Influence of Huduma center Innovation 

strategies on government service delivery performance in Kenya a case of Kakamega County. 

Kiprop, J.F. Bitange, R.N. & Robert, K.K.  (2017, June).  The relationship between customers Arrival 

practices and customer satisfaction in the Huduma Centre in NakuruCounty. International Journal of 

Economics, finance and Management  sciences. 

Kitaw Y (2006). E-government in Africa; Prospects. Challenges and practices http:// 

people.itu/Kitaw/egov/paper/E-government-in0Africa.pdf 

Layne, K., & Lee, J. (2001). Developing fully functional E-government: A four stage model. Government 

information quarterly, 18(2), 122-136. 

Lau, E., (2003), Challenges for e-Government development, 5th global forum reinventing government, 

Mexico City, 5th November 2003, OECD e-Government project. 

Mugenda, O. &Mugenda AG (2003). Research methods: Quantitative and Qualitative Approaches. Nairobi: 

ACTS. 

Muraya, B. M. (2015). Factors affecting successful adoption of E-government in Kenya's Public sector. 

Mugabe M. K. (2013). Effects of e-government strategy on service delivery in the Government ministries 

in Kenya. 

http://portal.acm.org/citation.cfm?id=119641.119631
http://portal.acm.org/citation.cfm?id=119641.119631
http://sprouts.aisnet.org/9-37
http://sprouts.aisnet.org/9-37
https://www.emeraldinsight.com/author/Gr%C3%B6nroos%2C+Christian


 

 

 

 

 

ISSN 2309-0081                        Kamanu & Auka (2019) 

  
279 

I 

 

  www.irss.academyirmbr.com                                                                                    June 2019                                                                                     

 International Review of Social Sciences                                                        Vol. 7 Issue.6 
 

 

R 
S  
S  

Moon JY, Yang S.2003. "The Internet as an Agent of Political Change: The case of "Rohsamo" in the 

South Korean Presidential Campaign of 2002" Twenty-Fourth International Conference on Information 

Systems. 

Mokaya, J. (2015, may 28).University of Nairobi unsung hero in Huduma Kenya Success. 

Ndou, V. (2004) E-Government for Developing Countries: Opportunities and Challenges. Electronic 

Journal on Information Systems in Developing Countries, 18, 1-24 

Norris P and Curtice J. 2006. ‗If you build a Political Web Site, Will They Come? The `Internet and 

Political Activism in Britain„. International Journal of Electronic ` Government Research, 2(2): 1-21.  

Njuru, J. W. (2011), Implications of E-Government on Public Policy and Challenges of Adopting 

Technology: The case of Kenya. Journal of Global Affairs and Public Policy. International Journal of 

Computer Applications Technology and Research Volume 4– Issue 12. 

Olu o. 2008. The relationship between service quality and customer satisfaction in the Telecommunication 

industry, Evidence from Nigeria. Broad research in Accounting and Distribution ISSN 2067-8177, 

volume 1 issue, 2010. 

Prabha, R. Soolakshna, D. Perunjodi, N. (2010). Service quality in the public service. International Journal 

of Management and marketing research. Volume 3. Number 1. 

Pascual Patricia J. 2003. E-Government. Asia-Pacific e-Primers Series. United Nations  Development 

Programme -Asia-Pacific Development Information Programme 

Reffat, R. M. (2006). Develops a Successful e-government. Key Center of design computing and cognition, 

University of Sydney, NSW, 2006 Australia. 

Reijswoud, V. (2008), E-Governance in the Developing World in Action, Journal of Community 

informatics, 4 (2). 

Reffat, R. M. (2006), develops a Successful e-government. Key Center of design computing and cognition, 

University of Sydney, NSW, 2006 Australia. Business and social science, Vol 6. No 03, June 2017, 

P.P.01-12 ISSN: 2235-767. 

Kerry Brown, Neal Ryan, Rachel Parker, (2000) "New modes of service delivery in the Public sector – 

Commercializing government services", International Journal of Public Sector Management, Vol. 13 

Issue: 3, pp.206-221, https://doi.org/10.1108/09513550010345955. 

Muhammad R. A.K. & Salmah, K. (1999). E-Government: Reinventing service delivery. Published in 

Reengineering the Public Service:  Leadership and Change in an Electronic Age, 1999. (Edited by 

Muhammad Rais, A.K.), MAMPU, Prime Minister‟s Department, Putrajaya, Malaysia.  

Mohsin, A. & Raha, O. (2007).  Implementation of electronic government in Malaysia: The Status and 

potential for better service to the public.  Public Sector ICT Management Review, 1 (1), 2- 10.  

Maniam, K. & Halimah, A. (2008). ICT to enhance administrative performance:  A case study from 

Malaysia.  International Journal of Business & Management (IJBM), 3(5), 78-84.  

 Seifert, W.F. & Chung. J. (2014). Using e-government to reinforce government citizen  Relationship, 

comparing reform in the United States and china. 

Schneider, G. P. & Perry, J. T. (2000). "Electronic Commerce." Cambridge, MA, Course  Technology.  

Settles, A., (2005), what skills are needed in an e-world: e-Government skills and training programs for the 

public sector. Practicing e-Government: a global perspective. Edited by Mehdi Khosrow-pour. OECD 

e-Government project 

Werner, J. J., & Stange, K. C. (2014). Praxis-based research networks: an emerging paradigm for research 

that is rigorous, relevant, and inclusive. The Journal of the American Board of Family Medicine, 27(6), 

730-735. 

West, D.M.2004. 'E-Government and the transformation of service delivery and citizen attitudes'. Public 

Administration Review 64 (1), 15–27.  

WI. (2016). Determinants of effective service delivery in the public sector a case of the Huduma center 

programme in Mombasa county Kenya 

Wisniewski, M. & Donnelly. (1996), measuring service quality in the public sector: the Potential for 

SERVIQUAL” total quality management, Vol. & (4), p. 357-365. 

 

https://www.emeraldinsight.com/author/Brown%2C+Kerry
https://www.emeraldinsight.com/author/Ryan%2C+Neal
https://www.emeraldinsight.com/author/Parker%2C+Rachel
https://doi.org/10.1108/09513550010345955

