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ABSTRACT 

With the rapid digitalization witnessed today, delivering public services through digital 

technologies is a crucial topic for governments worldwide. Integrating novel infrastructures and 

policies has enabled national and local governments to increase access to quality public services, 

including health services, land and business registration, education, and infrastructure services. 

The widespread use of technologies in the public realm has increased access to digital services 

and platforms for marginalized groups or those unfamiliar with digital services. This research 

focused on how digital transformation strategies such as e-government services, digital inclusion, 

digital empowerment, and digital security and resilience, which are the independent variables, 

influence service delivery, which is the dependent variable. The study focused on service 

delivery at county government levels, specifically Murang’a County, which is known for its 

remarkable efforts in integrating digital infrastructure to provide fundamental services. The study 

used the Technological Acceptance Model, Diffusions of Innovation Theory, and Theory of 

Change to inform the independent variables and the Resource-based View theory to support the 

dependent variable. The study employed a descriptive research approach to paint a vivid picture 

of the patterns and associations between the study’s variables. The unit of analysis comprised 

Murang’a County, focusing on staff and residents who were selected via a census approach. The 

study’s target population was 88 participants, who were chosen through purposive sampling. The 

respondents included staff from the County Executive Committee, ICT County Assembly 

Committee, ICT staff, departmental heads, employees within different departments, and residents 

of Murang’a County per ward. The sample size was obtained using Yamane’s Formula (1965).  

Data collection was done via physical and email questionnaires distributed by the researcher. It 

was then analyzed using descriptive and inferential statistics, represented through mean and 

percentages. A multiple linear regression model was also adopted in addition to SPSS software 

to determine the variables’ relation. The findings revealed that digital transformation strategies, 

e-government services, digital inclusion strategies, digital empowerment strategies, and digital 

security resilience measures jointly explain 60.8% of the variation in service delivery in 

Murang’a County Government (R² = 0.608, Adjusted R² = 0.589). The ANOVA findings showed 

that the model significantly explained the relationship between the independent variables and 

service delivery (F = 31.426, p = 0.000). Additionally, the findings showed that e-government 

services (β = 0.185, p = 0.033), digital empowerment strategies (β = 0.494, p = 0.000), and 

digital security resilience measures (β = 0.478, p = 0.000) were positively and significantly 

related to service delivery. However, digital inclusion strategies (β = 0.070, p = 0.472) were 

positively but not significantly related. The study concluded that e-government services, digital 

empowerment, and digital security and resilience positively and significantly impact service 

delivery in Murang’a County. However, digital inclusion also plays a role in service delivery, 

even though it is not as significant as e-government services, digital empowerment, and digital 

security resilience. Given the findings, the study recommends that the Murang’a County 

Government enhance digital security policies, invest in digital literacy programs, and improve e-

government service accessibility to optimize service delivery. 
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CHAPTER ONE 

 INTRODUCTION 

1.0 Introduction 

This section outlines the study’s background and highlights its gaps. It also outlines the research 

objectives and hypotheses that will be tested. Moreover, this chapter delineates the study's 

significance, scope, justification, limitations, delimitations, assumptions, and definition of key 

terms.  

1.1 Background to the Study 

County Government service delivery has become a central focus of devolved units in Kenya over 

the past few years (KIPPRA, 2023). According to the Kenyan Constitution, Article 232 (1) (c) and 

Section 7 (1) of the Values and Principles Act, 2015, County Governments in Kenya are mandated 

to provide prompt, impartial, effective, and equitable public services (Ministry of Public Service, 

Performance, and Delivery Management, 2017). The Constitution of Kenya (2010) paved the way 

for a transformative public service delivery via devolution, bringing service delivery closer to the 

public (KIPPRA, 2023). At the heart of this process lies 47 county governments expected to 

revolutionize service delivery and foster local development nationwide. Kamau (2022) defines 

service delivery as the process by which government officials provide and distribute services to 

citizens, business entities, and other key stakeholders (Riany, Were, & Kihara, 2019).  In a local 

county government, service delivery can be defined as the distribution of fundamental services 

such as water, health services, electricity, traffic controls, sewage disposal, refuse collection, 

maintenance, and streetlighting to the residents (Riany, 2021).  

High-quality service delivery is paramount for a government to function effectively and satisfy the 

diverse necessities of its residents, as denoted (Onyoni & Kavale, 2018; Riany, 2021; Riany, Were, 

& Kihara, 2019). Firstly, enhanced service delivery fosters social equity, improving the living 

standards of citizens (Onyoni & Kavale, 2018). Secondly, enhanced service delivery fosters 

economic growth and development (Shibambu & Ngoepe, 2024). Services like increased access 

to quality healthcare and education promote workforce productivity, whereas government services 

such as business licensing and good infrastructure promote business activities (Riany, 2021). 

Importantly, high-quality service delivery fosters government accountability and efficiency, 

ensuring proper resource allocation and reducing mismanagement and corruption cases (Onyoni 
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& Kavale, 2018).  

According to Kamau (2022), measuring the county government’s service delivery is key to 

assessing efficiency, effectiveness, and public satisfaction. One of the key performance indicators 

(KPIs) to track service delivery in counties includes accessibility, which entails the percentage or 

populations of citizens with access to fundamental services (Kamau, 2022). Other KPIs include 

public satisfaction, which denotes citizens’ contentment with the experiences of government 

services, and service delivery time, which describes the average time taken to deliver government 

services (Akida & Kandiri, 2024). An amalgamation of these indicators provides a comprehensive 

assessment of county government service delivery, ensuring the public receives timely, accessible, 

and satisfying services.  

Nkgapele (2024) asserted that digital technologies, including e-government strategies, have 

opened up new possibilities for fostering service delivery via online platforms, data-driven 

decision-making, and mobile applications. Gisemba and Iravo (2019) define digitalization as 

implementing digital technologies and innovations to improve existing processes. This includes 

enhancing service efficiency by automating workflows without altering processes (Akida & 

Kandiri, 2024). Riany (2021) further defines digital transformation strategies as comprehensive 

practices that entail rethinking and redesigning processes, interactions, and services to leverage 

the maximum potential of digital technologies and create novel ways of delivering services to the 

public. According to Kamau (2022), digital transformation strategies in governments are diverse 

as they encompass innovations with a focus on accessibility, inclusivity, and timeliness of public 

service delivery. This study concentrated on E-Government services, digital inclusion, digital 

empowerment, and digital security and resilience as the primary digital transformation strategies 

to enhance public service delivery within Murang’a County.  

Globally, European nations are primarily recognized for leveraging digital innovations to foster 

service delivery in education, manufacturing, transportation, and healthcare (Białczyk et al., 2024). 

According to a recent WHO report ranking countries with leading digital healthcare systems, 

Estonia has ranked as the first country to digitize 99% of public services, specifically healthcare 

services (World Health Organization, 2023). Almost 100% of the country’s population has a digital 

health record with digitized prescriptions and online consultation services with healthcare 

professionals, regardless of characteristics like income, socioeconomic status, and geographical 
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region (Shea, 2019). Regarding the delivery of education services, the United Kingdom was ranked 

among the best in digitizing education access and quality, registering 81.9% out of 100% in access 

to digitalized education programs to residents (Perrotta, 2018). This is primarily attributed to the 

government’s funding initiatives to doter digital infrastructure in learning institutions, ensuring 

access to quality education for individuals from different backgrounds (Perrotta, 2018).  

Asian nations have also embarked on rigorous adoption of digital transformation initiatives to 

provide services to residents in different sectors (Yu, Xue, & Mahendran, 2022). A recent report 

from the World Bank indicates that China is among the pioneering nations with digitalized services 

in the healthcare and manufacturing sectors, with exemplary digital innovations that aim to 

facilitate improved services to residents (World Bank, 2024). For instance, the country integrates 

high Artificial Intelligence innovations, electronic health records, and telemedicine services to 

detect diseases, store patient records, and provide remote consultations, especially to those in low-

income families (Nadhamuni et al., 2021; Yu, Xue, & Mahendran, 2022).  

India’s local regions have adopted significant digital innovations, facilitating improved healthcare 

service delivery (Dash, 2020). According to a recent World Health Organization (2023) report, the 

National Health Authority in India recently implemented the Ayushman Bharat Digital Mission 

strategy to establish a countrywide digital health ecosystem (Selvan & Vivek, 2023). The primary 

objective of this strategy is to centralize hospitals and remote clinic databases for increased access, 

offer every citizen a digital health ID to access medical services, and foster storage of digital 

records to improve treatment (Selvan & Vivek, 2023).  India also leverages digital infrastructure, 

such as the e-Sanjeevani initiative by the Ministry of Health and Family Welfare, to provide free 

telemedicine services to underserved and remote populations (Nadhamuni et al., 2021).  

Singapore ranks among the leading Asian countries with digitalized education systems and 

strategies to enhance educational delivery (Lee, Nozaki, & Umeda, 2018). The country has adopted 

digitized strategies such as the National Digital Literacy Programme that equips learners in 

secondary schools from remote areas with personal learning devices (Han, Wu, & Zheng, 2020). 

Singapore has also implemented over four ICT master plans to integrate infrastructure to deliver 

educational amenities in urban and remote regions to enhance learning experiences (Han, Wu, & 

Zheng, 2020).  

In Africa, South Africa is among the countries with a devolved government consisting of local and 
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provincial municipalities, both of which have actively pushed for digital transformation practices 

to enhance service delivery (Alao, 2019). In a report by Meyer and Gent (2016), the 

implementation of the National e-Government Strategy and Roadmap in 2017 in South Africa has 

steered digital solutions in the municipalities to form an inclusive digital society (Alao, 2019). The 

initiative fosters innovative use of ICT, including applications, websites, mobile devices, and other 

platforms to link the public with the local governments to foster efficient delivery of services 

(Jakoet-Salie, 2020). In another report, the country has also provided provincial initiatives like 

Western Cape Access programs, Open Data Portals, and Gauteng Broadband Networks, which 

have a common goal of bridging the digital divide, enabling vulnerable populations from remote 

areas to access efficient local government services (Alao, Chigona, & Lwoga, 2017; Jakoet-Salie, 

2020). However, despite these digital advancements in provincial and local municipalities, the 

South African government continues to face hurdles such as digital illiteracy from local citizens 

and civil servants, insufficient digital infrastructure, and limited access to individuals in remote 

regions (African Union, 2023).  

In West Africa, Nigeria also has a devolved government with a federal system consisting of 36 

states, whereby local governments mark the grassroots of service delivery to the citizens (Omoleke 

et al., 2023). Before the advent of digital technologies in Nigeria’s local governments, there was 

abysmal public service delivery marked by corruption, bureaucratic delays, and ineffectiveness 

(Magbadelo, 2020). However, this changed with the introduction of ICT infrastructure in local 

governments such as Ondo state, with initiatives like the Kaadi Igbe Ayo (KIA) project that 

captures citizens' information to promote access to various public services like healthcare and 

education (Ofoma, 2021). In Gombe state, the local government has the Gombe State Geographic 

Information System that facilitates a digitalized land administration method to streamline land 

ownership, registration, and acquisition processes (Okorie et al., 2024; Ogunyemi & Olamide, 

2021). Remarkably, Lagos state has been the leading state with exemplary digital transformation 

strategies that leverage technology to provide e-government services such as enhancing revenue 

collection, allowing public participation, and business registrations (Omoleke et al., 2023).  

In East Africa, nations like Uganda and Rwanda have embraced digital transformation innovations 

in local governments through various initiatives to improve services (African Union, 2023). 

Rwanda has made remarkable strides in optimizing digital innovations in local government service 

delivery. For instance, following the COVID-19 pandemic, the country launched a Home-Based 
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Care (HBC) health program in 2020 to increase access to healthcare services for citizens in remote 

areas (Babili et al., 2023). The program leverages digital advancements in healthcare technologies 

like telemedicine and telehealth to support and monitor patients, which has enhanced access to 

healthcare provisions and reduced medical expenses for local residents (World Health 

Organization, 2023). These cases reflect both Uganda’s and Rwanda’s dedication and commitment 

to leveraging digital innovations to foster public service delivery across different sectors despite 

the hurdles they constantly face, such as inadequate digital infrastructure, corruption, and 

bureaucratic inefficiencies (African Union, 2023).  

In a recent report by the Ministry of Health in the Government of Uganda (2023), local 

governments introduced the Health Information and Digital Health (HIDH) strategic plan to 

provide strategic direction and interventions for digitizing health information systems and 

management. The initiative integrates scalable technologies to promote health service delivery and 

establish sustainable value in the local government's healthcare systems, explicitly targeting 

Ugandans from vulnerable populations, predominantly low-income households (World Health 

Organization, 2023). Besides healthcare services, UNICEF introduced the U-Report program, 

which entails a mobile platform that enables community engagement, especially the youth, to 

provide feedback and perspectives on local public service delivery (Patrick, 2023). 

Locally, Kenya’s county governments have also embarked on integrating new technology 

advancements to increase public service delivery. A good example can be witnessed in Murang’a 

County, where the current Governor, Irungu Kang’ata, commenced a Health Management 

Information System (MIS) to enhance medical services at Murang’a Level Five Hospital in July 

2023 (Kinyanjui, 2025). This digital initiative is the first in level five hospitals nationwide to 

facilitate electronic patient registration and storage of medical records, enduring automation in 

delivering healthcare services (InfoTrak, 2025). On the other hand, Makueni County has also made 

considerable strides in bridging the digital divide by promoting youth-led digital services like the 

Makueni Technology and Innovation Hub, which aims at digital empowerment among young 

entrepreneurs, equipping them with digitization skills and knowledge, facilitating better service 

delivery and economic growth in the county (Wambua, 2016). Nevertheless, despite these efforts, 

most counties are grappling with barriers impeding the successful adoption of digital 

infrastructure, such as budget constraints, corruption, mismanagement of funds, digital illiteracy, 

and the widening digital divide (Oribi, 2020).  
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1.1.1 Service Delivery in County Governments in Kenya 

Kenya overwhelmingly ushered in the current constitution that advocates for the promise of 

devolution, which resulted in enhanced grassroots access to political power and natural resources 

(Kalava, 2016). Automatically, this increased the public’s expectations of high county government 

performance and service delivery. While most devolved units tend to appreciate this fact and strive 

to capitalize on the available resources to deliver services to the public, others have been stuck in 

the nascent phases of laying the groundwork and planning for delivery, ultimately resulting in poor 

or delayed service delivery (Kamau, 2022). Irrespective of this, what remains crucial is that the 

public feels the impact of devolution and requires constant service delivery, highlighting the need 

for county governments to fully decipher the needs of their residents and implement plans that are 

concomitant with their expectations (Kipkirui, 2020).  

The County Public Service is essential in actualizing the vision of devolution into real-life or 

tangible benefits to the public (Musiega et al., 2023). Devolved units are tasked with planning, 

coordinating, and implementing 14 devolved services, such as healthcare services, local tourism, 

agriculture, trade development, air pollution control, roads, transport, education, and county 

planning, among others (County Government, 2023). The counties’ dedication, commitment, and 

expertise in driving the agenda of service provision and inclusive growth improve the quality of 

life for all Kenyans (Kipkirui, 2020). Nonetheless, it has not been an easy journey, as many 

counties often experience complex issues. 

According to Kamau (2022), most counties encounter challenges like political manipulation, 

heightened corruption cases, lack of transparency and accountability, poor human resource 

policies, poor planning, poor evaluation practices, minimal citizen participation, and poor digital 

infrastructure. These factors are common causes of poor service delivery within the devolved units, 

limiting their performance and delivery of quality, timely, and accessible services to residents 

(Kalava, 2016; Kamau, 2022; Kipkirui, 2020). For instance, according to a recent report by the 

Ethics and Anti-Corruption Commission, the country’s average bribe doubled in the recent year, 

with over 13.2%, with counties such as Nairobi, Busia, and Kiambu in the lead (Ethics and Anti-

Corruption Commission, 2023). Another study revealed that over 80.5% of citizens across 

different counties cited that misappropriation of revenue by county government officials was a 

significant aspect affecting service delivery (Muchiri, 2023). In addition, inadequate resource 
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allocation and funding, especially within the health and education systems in counties, have 

increased in the past few years, impeding quality service delivery (Sifuna & Obonyo, 2019). 

Therefore, despite the rigorous efforts to enhance service delivery, many counties continue to 

grapple with significant challenges impeding quality, timeliness, and effective public services.  

1.1.2 Murang’a County Government 

County Governments in Kenya were formed under the 2010 Constitution to decentralize power, 

promote development, and improve service delivery across the six regional economic blocs (World 

Bank, 2023). Every county has its government officials charged with delivering devolved 

functions like health, transport, infrastructure, agriculture, and education, among others, 

customized to meet the diverse needs of the residents (Kinyanjui, 2025).  

Murang’a County is one of Kenya’s forty-seven devolved units within the Mt. Kenya and 

Aberdares Region Economic Bloc, bordering Kiambu, Nyeri, Kirinyaga, and Embu counties 

(Murang’a County Government, 2023). Murang’a consists of eight sub-counties, including 

Mathioya, Kangema, Kigumo, Murang’a South, Kiharu, Maragwa, Gatanga, and Kandara, further 

grouped into 35 wards for better service delivery (Murang’a County Government, 2023). The 

recent census shows that the county has a population of over 1,056,640 individuals, almost equally 

divided between males and females (Murang’a County Government, 2024). For decades, 

Murang’a County has fallen short of the high expectations bestowed upon the officials by the 

residents. Several audit reports and annual financial statements have criticized the country for poor 

service delivery, calling the leaders to assess and mitigate the root causes of this issue (Kinyanjui, 

2025; Mathenge, Shavulimo, & Kiama, 2018). 

Despite being ranked as the best-performing county in a recent report done by InfoTrack (2025), 

the county still has loopholes and issues impeding efficient service delivery. For instance, a recent 

report by KIPPRA (2024) pointed out the inadequacy of digital infrastructure due to limited access 

to reliable internet services, particularly in rural areas, resistance to adapt to new technologies, 

poor ICT infrastructure, and constant power outages slowing down automated service delivery. 

Similar to other countries, Murang’a struggled with heightened corruption cases and bureaucratic 

loopholes that led to the mismanagement of resources and complications of service delivery, 

limiting the accessibility of government services (Kinyanjui, 2025; Mathenge, Shavulimo, & 

Kiama, 2018). Such prevalent challenges continue to hinder quality, timely, and effective service 
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execution among residents in the region, accentuating the need for this study to identify how digital 

transformation strategies can be leveraged to mitigate such issues, enhancing better service 

delivery. 

1.2 Statement of the Problem 

Ideally, with the latest digital transformation initiatives, Murang’a County is anticipated to have 

efficient service delivery in diverse sectors (Kamau, 2022). Ideally, the county should contribute 

to the country’s GDP higher than the current contributions, targeting at least 5-7% of the country’s 

GDP (InfoTrak, 2025). However, data from the International Budget Partnership (2023) shows 

that Murang’a County contributes an average of 2.6% to Kenya’s GDP annually, currently at 

267,063 million Kenyan Shillings. In addition, a recent report by the County Revenue Allocation 

(CRA) showed that the county had an approved budget of Ksh. 9.8 billion, whereby sh. 1.5 billion 

was the revenue target (County Revenue Allocation, 2023). In the same report, CRA indicated that 

the county’s revenue amounted to sh 1.58 billion (County Revenue Allocation, 2023). According 

to Murang’a County Government (2023), these financial deviations resulted from the loss of 

revenue streams such as parking and business licenses attributed to service delivery hitches. 

In Kenya, a report by the International Budget Partnership (2023) indicates that Murang’a County 

continues to face various challenges impeding its service delivery despite being ranked the top 

most performing county in 2025. A recent Infotrak report shows that service delivery hitches or 

delays were caused by 56% of cases of insufficient ICT infrastructure, 32% of manual and outdated 

practices across the eight sub-counties, 78% of cases of corruption among government officials, 

and 7% interference from the National Government (Infotrak, 2025; Oribu, 2020). A report by the 

Ethics and Anti-Corruption Commission pointed out issues such as lack of accountability, 

mismanagement of resources, and corruption cases among Murang’a County’s government 

officials (Ethics and Anti-Corruption Commission, 2023). From another perspective, Murang’a 

County has limited network coverage and unreliable internet connectivity, with about 12.7% of 

the population (Murang’a County Government, 2023; Kippra, 2024). The county also experiences 

64% power outages, and only about 29% of the county’s residents are digitally literate (Wambugu, 

2016). These challenges interfere with the county’s public service delivery, resulting in delayed, 

inaccessible, and low-quality delivery of essential services like healthcare, education, and 

infrastructure (Oribu, 2020). 
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Despite the numerous studies exploring the role of digitalized transformation services on service 

delivery, studies such as Erii (2024), Sirite, Ongori, & Bosire (2017), and Zeng et al. (2022) 

explore this topic in other counties like Nairobi, Kiambu, and Taita Taveta, leaving out Murang’a 

County. This presents a geographical gap addressed in this project. In addition, studies by Onyoni 

and Kavale (2018) and Muchiri (2023) assessed different variables of digital transformation 

strategies and service delivery measures, including e-government services and citizens’ 

engagement and performance measures. This leaves contextual gaps that this study addressed by 

focusing on diverse variables associated with digital innovations and service delivery in local 

governance. In addition, even though some explore the role of digitization in enhancing counties’ 

services, they employ similar research methodologies, such as case studies and survey research 

design (Wambugu, 2016; Zeng et al., 2022). Therefore, this scholarly piece addressed 

geographical, contextual, methodological, and empirical gaps to determine how specific digital 

transformation strategies influence service delivery, focusing solely on Murang’a County. 

1.3. Purpose of the Study 

This study aimed to assess the role of digital transformation strategies on the service delivery of 

County Governments in Kenya, particularly concentrating on the Murang’a County Government.  

1.3.1 Objectives of the Study 

The following objectives informed the study: 

i. To assess the effects of E-government services on service delivery in Murang’a County, 

Kenya. 

ii. To determine the effects of digital inclusion strategies on service delivery of Murang’a 

County Government.  

iii. To analyze the influence of digital empowerment strategies on service delivery by the 

Murang’a County government.  

iv. To establish the influence of digital security and resilience measures on service delivery in 

Murang’a County Government.  

1.4 Research Hypotheses 

The following null hypotheses were tested: 

H01: E-government services have no significant influence on the service delivery of the Murang’a 
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County Government. 

H02: Digital inclusion has no significant influence on the service delivery of the Murang’a County 

Government. 

H03: Digital empowerment has no significant influence on the service delivery of the Murang’a 

County Government. 

H04: Digital security and resilience have no significant influence on the service delivery of the 

Murang’a County Government. 

1.5 Rationale of the Study 

The primary goal of this project was to determine the influence of digital transformation strategies 

on the service delivery of county governments, concentrating on Murang’a County. While many 

studies have covered the role of digital innovations and ICT infrastructures in the near past, 

especially following the emphasis on devolution, there remains a dearth of digital transformation 

initiatives with specific attention to counties within the Mt. Kenya and Aberdares Region 

Economic Block like Murang’a. Murang’a County is a key commercial and agricultural hub 

located within the Central region of Kenya (Murang’a County Government, 2024). It has a 

growing economy with substantial contributions from agribusiness and dairy farming, which 

propels the county to higher levels (Muchiri, 2023). Thus, this forms the justification for this study, 

given the contribution of digital transformation strategies in fostering service delivery by 

supporting these sectors through better resource allocation, enhanced efficiency, trade facilitation, 

and better licensing.   

Recently, county governments, including Murang’a County, have struggled to deliver efficient, 

timely, and quality services to the public, resulting in underperformance (Kamau, 2022; Muwonge 

et al., 2022). The recent reports by InfoTrak Research provide an overview of county governments' 

performance against a set of key performance indicators such as education, health, sanitation, 

agriculture, roads and transport, energy, water management, trade and tourism, housing and lands, 

as well as county planning and development (InfoTrak, 2025). Many counties continue lagging in 

delivering essential services, with most performing below 50%, indicating the need to assess how 

digital transformation strategies can contribute to better service delivery (Kenya National Bureau 

of Statistics, 2023). This is often due to limited ICT infrastructure, particularly in remote areas, 

bureaucratic inefficiencies, resistance to technology adoption, and the digital divide hindering the 
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implementation of digital transformation initiatives (Idzi & Gomes, 2022; Muwonge et al., 2022; 

Wadesango et al., 2018). Even though counties like Murang’a, Homabay, and Kakamega were 

among the leading counties providing health, agriculture, and education services, there is a paucity 

of empirical research showcasing the efforts made to digitize services (InfoTrak, 2025). Kinyanjui, 

2025). With this in mind, this research provided a perfect opportunity to assess what digital 

innovations are working and the challenges, and recommend evidence-based improvements that 

are needed to facilitate better digital transformation strategies to improve service delivery, 

specifically in Murang’a County. Moreover, Murang’a County is home to rural and urban 

populations, making it more suitable to understand how digital transformation strategies are being 

leveraged in diverse settings (Kipkirui, 2020). The findings may guide similar counties across 

Kenya in evaluating their digital transformation efforts, guaranteeing better service delivery. 

1.6 Significance of the Study 

Given that digital transformation strategies involve the implementation of different IT 

infrastructures, it implies the involvement of multiple stakeholders, including county government 

officials, local citizens, staff, policymakers, and so forth. Generally, this study is expected to 

enhance these stakeholders’ knowledge of current challenges in digital innovations and provide 

evidence-based recommendations they can employ to ensure better service delivery.  

The study’s outcomes may offer comprehensive information on the existing knowledge of 

digitalization in Kenya’s county governments. This additional knowledge may be instrumental to 

policymakers as it may share crucial information on existing gaps or challenges that hinder digital 

transformation strategies in service delivery. With this information, policymakers can develop and 

adopt practical policies to revolutionize digitalization practices within county governments that 

foster improved service delivery.  

This study may also help county government officials from Murang’a and other counties with 

similar digital infrastructure. The results will likely offer invaluable insights into how county 

government officials can foster effectiveness, accountability, and transparency in service 

execution, raising overall standards.  

The study may also benefit local residents of Murang’a by highlighting a comprehensive overview 

of the county’s provisions and how they can easily access and leverage them. This may ultimately 

improve service delivery, increasing the accessibility of pertinent products and services across 
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different populations. Besides, better service delivery in education, healthcare, water supply, and 

infrastructure sectors promote living standards for Murang’a citizens. Moreover, the findings may 

prompt greater public engagement and participation in digital infrastructures such as 

empowerment and inclusion programs.  

Lastly, scholars and academicians may also benefit from the findings as the study contributes to 

the limited knowledge of digital strategies' role in service execution. Since the study addressed 

particular research gaps, scholars can benefit from this as they can either perfect this study, conduct 

a study within this field, or identify and refine gaps within this study in future studies. Therefore, 

the exchange of studies and novel ideals is expected to push academic progress to greater heights, 

promoting a deeper understanding of leveraging digital strategies to improve service delivery.  

1.7 Scope of the Study 

The research explored the role of various digital transformation strategies on service delivery in 

county governments in Kenya, mainly concentrating on Murang’a County. Specifically, the study 

assessed variables like E-government services, digital inclusion, digital empowerment, and digital 

security and resilience, exploring how they influence service delivery within Murang’a County. 

These variables were anchored by common theories, including the Technological Acceptance 

Model, Theory of Change, and Diffusion Innovation, which inform the dependent constructs, and 

the resource-based view theory, which informs the dependent construct. A descriptive research 

approach was used, with data elicited from questionnaires as the data-gathering tool. The study's 

target population comprised 88 respondents from Murang’a County, including individuals from 

the county executive committee, ICT County Assembly Committee, ICT staff, departmental heads, 

employees within different departments, and residents of Murang’a County per ward. The study 

was done from January 2020 to June 2025, relying predominantly on questionnaires as the primary 

data source. This guaranteed ample data gathering, analysis, and interpretation time to make 

accurate and comprehensive inferences. 

1.8 Study Limitations 

The study is anticipated to encounter various challenges that may interfere with the depth and 

comprehensiveness of the findings. For instance, some county government officials are expected 

to hesitate to fill in the questionnaires, given the topic's sensitivity. Some may fear giving honest 

opinions and criticism for fear of the consequences, whereas others may politicize this exercise. 
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However, this challenge was countered by the presentation of an introductory letter showcasing 

the research's primary objectives from the respective university. Besides, one of the employees 

from the county helped distribute the research tools, which encouraged trust and motivated other 

employees to provide sincere answers.  Some respondents, such as local citizens, were also 

expected to have challenges reading and interpreting the questions accordingly. This would result 

in ambiguity and incompleteness of some questionnaires. To counter this issue, the researcher 

dedicated time to vividly interpret and explain some questions to those who reached out, 

guaranteeing the completeness of the research tools.  

During data collection, it was anticipated that the researcher would face unpredictable climatic 

issues given that most parts of Murang’a County are in remote areas, making it difficult to access. 

In addition, some respondents may show hesitancy for fear that the information could be used 

against them. However, the researcher handled this by guaranteeing discretion and that they would 

not disclose their names or personal details anywhere within the research tools. The researcher 

also anticipated the limitations of the unique political, cultural, and socio-economic features of 

Murang’a County, which may differ from other areas. To mitigate this challenge, the study adopted 

an inclusive approach, incorporating data from county governments with comparable cultural, 

political, and socioeconomic characteristics to generalize the results while still acknowledging the 

uniqueness of Murang’a County.  

1.9 Delimitation 

One of the primary delimiting aspects that may affect this study is that it was solely conducted in 

Murang’a, particularly among the county’s government officials and local citizens. This suggests 

that digital transformation factors that may influence service delivery in Murang’a may not be the 

same in other counties, making the findings harder to generalize.  

1.10 Assumptions of the Study 

The research was centered on multiple postulations. Firstly, it was presumed that the findings 

gathered in Murang’a County would be applicable and relevant to other areas outside this region. 

This could not be the case since counties nationwide have incorporated different digital 

transformation strategies that may not align with the ones in this study. Besides, the time of 

integration of ICT applications may differ between Murang’a and other parts of the country, 

making the study hard to generalize. The second assumption was that the survey may assume that 
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questionnaires, the primary data collection tool, may be the best data gathering instrument. 

However, the research overlooks the fact that this data collection instrument may have biased 

responses, negatively implicating the preciseness of the outcomes.  

 1.11 Operational Definition of Key Term 

Service Delivery:  This describes the process through which necessary services are 

made available and accessible to the citizens, which include 

essential services like education, water, healthcare, transportation, 

security, and sanitation (Latupeirissa et al., 2024). In this study, 

service delivery was measured by public satisfaction, quality, and 

accessibility of services.  

E-Government                       This pertains to using digital technologies within the public realm 

to foster effectiveness, accountability, and efficiency, transforming 

its overall actions in providing essential services to the public 

(Larsson & Teigland, 2019). 

ICT Infrastructure                This includes digital platforms such as hardware, strategies, 

software, and systems that integrate communication technologies 

when providing services to the public (Osborne et al., 2022).  

Public Satisfaction:              This is one of the metrics used to measure service delivery in this 

study. It expresses the level of approval and contentment the citizens 

have for the services provided by Murang’a County. 

Service Quality:  This refers to the standard of services Murang’a County provides, 

measured against public expectations and benchmarking from other 

county governments. 

Digital Inclusion                     This involves strategies to facilitate equitable, safe, and meaningful 

access to use, design, and leverage digital technologies and services 

to increase growth opportunities for everyone in different 

geographical locations (Sarwar et al., 2023). 

Digital Divide:  This entails the gap between those who benefit from information and 

communications technology and those who have no access or do not 
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benefit from it (Kitsios, Kamariotou, & Mavromatis, 2023). 

Digital empowerment:  This entails the use of digital technologies and innovations to give 

individuals and local communities access to tools, resources, and 

knowledge that help them attain their objectives and improve their 

quality of life (Mergel et al., 2018). 
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CHAPTER TWO 

 LITERATURE REVIEW 

2.0 Introduction 

This section describes the literature review, which consists of studies similar to the research topic. 

It reviews key theories informing the dependent and independent, showing their connections. This 

was followed by comprehensive empirical research on existing studies that elaborate on the study’s 

variables. This was employed to compare the findings, methodologies, and research gaps this study 

addressed. A critical review of the research gaps, a visual representation of the conceptual 

framework, and a chapter review will be included. 

2.1 Theoretical Review 

A theoretical analysis describes the main theories that elaborate and question a researcher’s 

understanding of the existing information on a given topic (Ugwu et al., 2024). It acts as a building 

block to explore theories related to the study’s variables, enabling researchers to apply them in 

real-life scenarios. This study was anchored by four key theories: the technology acceptance 

model, the overriding theory, the theory of change, and the diffusion of innovation to guide the 

independent variables. The resource-based view theory also informed the dependent variable.  

2.1.1 Technical Acceptance Model 

Fred Davis developed this theory in 1986, which refers to a system that shows how users come to 

accept and employ a particular technology (Adiyarta et al., 2018; Singh et al., 2020). Al-Emran, 

Mezhuyev, and Kamaludin (2018) state that TAM explores the behavioural intention, general 

impression, attitude, and factors influencing users during different stages to reach the end-point, 

which is the actual use of specific technology. As denoted by Granić and Marangunić (2019), the 

model postulates that when individuals are introduced to a novel technology, many factors affect 

their decision, shaping their perception of when and how they will use it. Granić and Marangunić 

(2019) mention the key factors influencing users’ decisions, including perceived benefits. Another 

study by Rahimi et al. (2018) defines usefulness as how an individual believes that employing a 

particular system would increase efficiency. Conversely, the perceived ease of use entails how 

individuals believe that a specific technological system would be free from effort, implying that if 

individuals perceive the technology system as complicated, they would have a negative attitude 



 

17 

 

towards it, resulting in resistance and delays in use (Singh et al., 2020).  

TAM is the overriding theory that informs all independent variables. The theory anchors e-

government services as a digital transformation strategy in county governments as it addresses the 

significant factors influencing or shaping citizens' and government officials’ adoption of the 

services (Granić & Marangunić, 2019). By leveraging one of the theory’s key characteristics, 

perceived usefulness, county governments can be able to decipher the best e-government services 

to implement and demonstrate the benefits and usefulness in contrast with the existing systems 

(Adiyarta et al., 2018). For instance, county governments should demonstrate how adopting 

electronic health records in healthcare and online portals for business or land registration fosters 

transparency, reduces bureaucracy, improves responsiveness, and minimizes delays common with 

manual programs (Granić & Marangunić, 2019); Singh et al., 2020). By employing TAM theory, 

county governments can develop accessible, efficient, citizen-centric digital transformation 

services that foster service delivery.  

The Technology Acceptance Model is also suitable for this study as it guides the variable of digital 

inclusion since the theory focuses on addressing people’s perspectives and attitudes that shape 

their decisions about adopting digital innovations (Scherer, Siddiq, & Tondeur, 2019). Fox and 

Connolly (2018) mention that digital inclusion guarantees that all citizens, including underserved 

and marginalized populations, have access to quality and equal services. The technological 

acceptance model fosters digital inclusion as it enables governments to tailor e-government 

services as well as other digital transformation platforms to meet the diverse needs of all 

demographics, including youths, senior citizens, low-income households, and various occupations 

(Al-Emran, Mezhuyev, & Kamaludin, 2018; Rahimi et al., 2018). With the notion of promoting 

perceived usefulness, the theory can be used to demonstrate how digital transformation services 

minimize in-person visits from those in remote areas, save time, reduce expenses, and improve 

transparency (Adiyarta et al., 2018). This increases public trust and encourages county 

governments to adopt new digital transformation services more efficiently. Additionally, through 

the notion of perceived benefits, the theory can be used to create user-friendly digital platforms 

that are multilingual, simple to use, and accessible to all individuals, irrespective of their literacy 

levels (Fox & Connolly, 2018). This enhances digital inclusion in providing fundamental services 

to all populations within a local government.  

The TAM theory also informs the variable of digital empowerment as the theory focuses on 
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understanding users’ perceptions and behaviors before implementing new technology. County 

governments can leverage this theory to enhance digital empowerment, especially among 

vulnerable and underused populations, by building positive perceptions and attitudes toward 

adoption (Scherer, Siddiq, & Tondeur, 2019). As suggested by Rahimi et al. (2018), county 

governments can educate the public on the benefits of incorporating new digital government 

services in awareness campaigns, which build the public’s trust, encouraging them to embrace the 

new systems promptly. The theory also advocates for digital literacy programs whereby county 

governments can train county staff and citizens on effectively using multiple digital platforms and 

services, fostering better service delivery (Al-Emran, Mezhuyev, & Kamaludin, 2018).  

The technological acceptance model also anchors the variable of digital security and resilience. 

According to Granić and Marangunić (2019), TAM’s key components are vital in determining the 

integration and adoption of digital resilience and cybersecurity measures as they influence how 

county government officials perceive and seamlessly integrate new digital security practices into 

existing systems and their operations (Rahimi et al., 2018). As suggested by Fox and Connolly 

(2018), effective implementation of the technological acceptance model can guide local 

governments to adopt user-friendly, user-friendly cybersecurity measures to reduce resistance to 

change and adopt new security protocols among government officials and residents. The theory 

can also be applied to foster a culture of cybersecurity awareness, especially among the staff, 

ensuring better protection of citizen data and increased service delivery (Al-Emran, Mezhuyev, & 

Kamaludin, 2018). The theory can also be adopted to establish collaboration and strategic 

partnerships with cybersecurity agencies within the national government to promote county-level 

digital security and resilience measures (Fox & Connolly, 2018). By applying the technological 

acceptance model, local governments can easily and promptly integrate novel digital 

transformation strategies to promote security measures that are easy to use and beneficial in service 

delivery.  

Despite its relatability and relevance in this study, the technology acceptance model has been 

widely criticized, leading to several attempts to redefine the theory and its applications. For 

instance, Fox and Connolly (2018) argue that TAM should not be categorized and defined as a 

theory as it has questionable heuristic characteristics and limited predictive and explanatory power, 

which are among the main features of a theory. Similarly, this stance is supported by Scherer, 

Siddiq, and Tondeur (2019), who suggest that TAM lacks practical value and triviality like other 
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theories, as it assumes that new technologies are better than existing ones, with no method to prove 

it. Nonetheless, TAM is pertinent in this study as it profoundly explains the four independent 

variables of the study and provides relatable insights that county governments can apply to 

implement new digital transformation strategies, consequently enhancing service delivery.  

2.1.2 Diffusion of Innovation Theory 

Everett Rogers developed this concept in 1962 and has been used when elaborating on innovations. 

According to Miller (2018), the theory seeks to elaborate on why, how, and at what rate novel 

ideas or technologies can be disseminated through a population. Miller (2018) describes the theory 

as a theory that outlines how novel technological advancements are spread out through cultures 

and societies from the introduction, development, and widespread adoption phases. The diffusion 

of theory thereby seeks to explore how different innovations are communicated and integrated into 

different parts of society and how quickly it is integrated to suit specific needs and preferences 

(Miller, 2018). The theory is majorly guided by five primary stages, which include awareness of 

the idea, interest from concerned stakeholders, evaluation, trial phases, and adoption (Amirrudin 

et al., 2021). These stages are adopted in various sectors to implement new ideas that resonate with 

the stakeholders and provide solutions to specific needs (Amirrudin et al., 2021).  

This theory relates to this research as it informs digital inclusion on the provision of efficient 

service delivery, particularly in county governments like Murang’a County. According to Dearing 

and Cox (2018), various groups integrate new ideas at different rates due to different perceptions 

and attitudes. The groups range from early innovators to late adopters (Dearing & Cox, 2018). 

This theory can be adopted to promote citizens' participation and inclusivity in government 

decision-making and service delivery by targeting and influencing early adopters (García-Avilés, 

2020). In this case, early adopters involve local government officials and community leaders who 

should be well-informed and trained on using and optimizing digital infrastructure to enhance 

service delivery (García-Avilés, 2020). This enables a broader and quicker reach to individuals 

who barely access or know the updated digital infrastructure systems within local governments 

(García-Avilés, 2020). 

 The theory also informs digital inclusion as it emphasizes reducing barriers that impede the 

adoption of new ideas through strategies like creating awareness and regular training for the right 

stakeholders (Dearing & Cox, 2018).  Among the significant hindrances to digital inclusion in 

most countries within the Kenyan government are digital illiteracy and the widening digital divide 
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(García-Avilés, 2020). This theory, therefore, underscores the role of providing training and 

increasing awareness, which might involve developing accessible and multilingual online 

platforms, subsidizing internet access, and increasing training opportunities for residents and 

government officials on leveraging digital infrastructure to enhance service delivery (Dearing & 

Cox, 2018).  

The theory also anchors the variable of e-government services to guarantee successful adoption, 

fostering better service delivery and citizen engagement. According to Miller (2018), the theory 

exemplifies how emerging technologies can be adopted and spread across societies. Thereby, using 

the five main guidelines of the theory, including complexity, trialability, observability, 

compatibility, and relative advantage, the theory may guide the prioritization of the e-government 

services to be adopted in local county governments (García-Avilés, 2020; Miller, 2018). The 

theory raises the questions of why, which, and how e-government services are better than 

conventional public delivery services, which ones fit with the existing systems and residents’ 

needs, how easy they are to use, and observable benefits in service delivery (García-Avilés, 2020). 

With this information, county government officials can have a vivid sense of direction on which 

government services to use and leverage and when to meet citizens’ needs and deliver exemplary 

service delivery (Dearing & Cox, 2018).  

2.1.3 Theory of Change (ToC) 

Proposed by Weiss in 1995, the theory provides an overview of why and how a desired intervention 

is anticipated and impacts in a specific context (Weiner, 2020). Reinholz and Andrews (2020) state 

that the theory explicitly details how a program, initiative, or intervention leads to specific impacts 

or outcomes. Henceforth, the theory outlines a structured strategy for planning, integrating, and 

monitoring changes within a system to attain long-term desirable outcomes (Weiner, 2020). In the 

context of national and local government, ToC has been imperative in enabling governments to 

design and adopt practical policies that result in sustainable and meaningful transformations in the 

delivery of essential services (Rosenau, 2018).  

Theory of Change is imperative in this study as it informs one of the independent variables, digital 

empowerment. As mentioned by Rosenau (2018), governments can apply ToC in implementing 

digital empowerment initiatives through systematically planning, adopting, and evaluating digital 

initiatives at every step, ensuring enhanced service delivery. Weiner (2020) outlines that the first 

step in using ToC entails clearly defining the existing problem and identifying the desired impacts. 
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When integrating digital empowerment strategies, county governments can first assess existing 

service delivery systems and their challenges, including inefficiency, corruption, and unreliable 

ICT infrastructure, evaluate their impacts, and identify desired impacts (Rosenau, 2018). For 

instance, when a government struggles with the slow processing of land or business permits due 

to dysfunctional ICT systems, the theory of change may guide the planning and adoption of a 

reliable digital permit issuance system to foster bureaucracy. After implementing the new digital 

empowerment strategies, the theory of change can also be used to evaluate and measure progress, 

ensuring each strategy addresses a specific need and contributes to desired outcomes, which is 

better public service delivery (Reinholz & Andrews, 2020). 

Theory of Change is also pertinent in this study as it informs the variable of digital security and 

resilience measures in enhancing public service delivery (Reinholz & Andrews, 2020). With the 

increase in cybersecurity risks like ransomware, system vulnerabilities, and data breaches, the 

theory can be used in various strategies to protect public services (Werner, 2020). Irungu (2019) 

recommends planning and implementing proactive and layered security measures in data 

protection, such as firewalls, intrusion detection technologies, and anti-malware solutions, and 

constantly evaluating their functionality in protecting government transactions and services. 

Besides, the theory of change can be used to endorse cybersecurity training and awareness among 

residents and government staff by outlining the current and desired outcomes of cybersecurity 

practices (Majchrzak, Markus, & Wareham, 2016). ToC can also be applied to develop structured, 

measurable, and transparent anti-corruption policies by defining the major corruption issues in 

county governments, assessing their impacts, and long-term goals (Majchrzak, Markus, & 

Wareham, 2016). With this information, government officials can identify key resources and 

stakeholders required to successfully implement digital security and resilience measures, such as 

anti-corruption commissions, whistleblower protection, investigation units, citizen reporting 

channels, and audit officers (Majchrzak, Markus, & Wareham, 2016).  

2.1.4 Resource-based View Theory (RBV) 

Edith Penrose presented the theory in 1959 to elaborate on service delivery using the available 

resources within an organization to enhance competitive advantage and improve overall 

performance (Gupta et al., 2018). The theory postulates that all entities aim to maintain a 

competitive advantage over their rivals, which can be achieved by delivering high-quality and 

unique consumer services (Vasudevan, 2021). Proponents of this theory provide an in-depth 
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understanding of which resources an institution should embrace to enhance its competitive edge 

over its rivals (Gupta et al., 2018; Zvarimwa & Zimuto, 2022). The Resource-based view theory 

sheds light on how private and public organizations can leverage available resources to maintain 

their competitive edge while still delivering exemplary services to the intended audience.  

In this research, RBV informs the dependent variable, the service delivery in Murang’a County. 

Resource-based view theory emphasizes using VRIN resources to promote service quality in key 

public sectors. According to Gupta et al. (2018), county governments can optimize resources such 

as digital technologies to revamp the agricultural sector with initiatives such as data analytics and 

mobile apps to provide marketing linkages and tips for farmers, provision of capabilities initiatives 

that foster training in modern farming methods, promotion of sustainable farming techniques 

(Zvarimwa & Zimuto, 2022). On the other hand, leveraging rare and valuable resources such as 

skilled personnel and innovations in the medical infrastructure within a county can result in 

enhanced healthcare services. For instance, leveraging digital infrastructure such as telemedicine 

or digital health systems can improve healthcare service delivery (Wang & Si, 2024). Conversely, 

optimizing human resources, such as recruiting and training healthcare professionals on new 

technologies, as well as conducting public health awareness programs, can be integral in delivering 

better healthcare services (Vasudevan, 2021). 

County Governments can also adopt the resource-based view theory to enhance the delivery of 

infrastructure services to residents. By optimizing available unique and rare resources such as 

financial resources, strategic partnerships, and human resource expertise, local county 

governments can deliver improved services in terms of better roads, housing, and water and 

sanitation (Vasudevan, 2021). Since the resource-based view theory aims at optimizing only the 

non-substitutable, rare, valuable, and imperfectly imitable resources, the theory informs the aspect 

of service delivery since optimizing VRIN resources results in a sustainable competitive edge and 

provides timely, quality, and accessible service delivery (Vasudevan, 2021). Therefore, the 

theory's underlying assumption is that an organization’s unique resources are highly valuable, rare, 

and hard to replicate by competitors, which enhances service delivery and consumer satisfaction.  
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Figure 1 

Theoretical Framework 

 

 

 

 

 

 

 

Source: Researcher (2025)  

2.2 Empirical Review 

2.2.1 E-Government Services and Service Delivery 

E-government entails using digital technologies and innovations to offer government services to 

businesses, citizens, and government agencies (Ronoh, 2021). The major objective of e-

government service is to bolster efficiency, transparency, and accessibility in public services, 

especially within county-level governments (Wahid et al., 2024). E-government services in Kenya 

vary in different sectors, including health services, digital land management platforms, business 

registrations, and digital revenue collection platforms (Ngetich & Migosi, 2023; Wambua, 2017). 

According to County Government (2023), county governments, including Murang’a and Nairobi, 

have adopted the Ardhisasa initiative, which is Kenya’s online land management system developed 

by the Ministry of Lands to oversee digital land transactions such as transfers, online payments, 

and title searches.  

A study by Wambua (2017) assessed the role of land data systems in the devolved units across 

Kenya. Using grounded theory, the study was conducted in 47 devolved units, whereby 325 

participants were chosen through convenience sampling. Information was gathered through 

surveys and interviews with the participants and later analyzed through descriptive and inferential 

statistics. According to the findings, e-government services involving land information 

management systems contributed towards land tenure security, access to credit, dispute resolution, 
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and real estate markets. The study recommends establishing land information management 

systems for effectively managing and storing land records, dispute resolution, and better 

integration of land information across counties. 

A recent study by Chitika and Yeom (2024) explores the influence of e-government in Nakuru and 

Machakos counties as a strategy for sustainable development and enhanced public services in 

Kenya’s devolved units. The research employed a case study method and content analysis to 

contrast insights into the two counties. Key documents like official government publications, 

academic articles, policy papers, and strategic plans from government websites and academic 

databases were used. The findings denoted that both counties were in the emergence phase, slowly 

heading towards a better service delivery stage of sustainability and maturity. According to the 

authors, this growth is primarily influenced by adopting new electronic technologies for 

transactional and interactive services to enable citizens to conduct activities like permit 

applications and bill payments online. Nonetheless, Machakos County showed higher ICT 

infrastructure and user engagement; however, it still faced issues like low digital literacy among 

the residents. The authors recommend formulating robust ICT policies that enhance county-level 

e-government services for better service delivery.  

Kurfalı et al. (2017) examined factors contributing to citizens’ decisions to employ e-government 

amenities in the Turkish Government. Using the Technological Acceptance Model, the research 

used a survey research technique. 529 respondents were selected from different regions of the 

nation via purposive sampling, and the answers were investigated using the Structural Equation 

Modeling method. According to the results, social effect, internet awareness, internet drivers, and 

performance expectancy positively impact the client’s perception of using government services. 

These findings are relevant to this study as they highlight the need to popularize and improve e-

government services by prioritizing the citizens’ needs and priorities when designing e-

government services.  

Mberi et al. (2017) investigated the influence of e-government and service delivery within Taita 

Taveta County in Kenya. Using key theories such as the theory of change, expectancy-

disconfirmation theory, efficiency theory, and diffusion of innovation theory, the research used a 

correlational technique to assess the effects of e-government in different sectors within the county. 

118 employees of Taita Taveta County were the target population, whereby the Yamane formula 
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was utilized to narrow down the sample size to 92 respondents. Using questionnaires in the form 

of Likert scales, the study retrieved relevant data, which was analyzed through Microsoft Excel, 

SPSS, correlation, and regression analysis. According to the results, electronic government, 

electronic business, electronic citizens, and employees significantly affect the county's service 

delivery. The study recommended that e-government services ought to be designed with the needs 

of the users or citizens in mind. Making it more user-friendly encourages citizens from different 

backgrounds and diverse characteristics to use and leverage e-government services. The study is 

significant in this research as it outlines strategies county governments can use to enhance citizens' 

e-government adoption, including providing online training programs to employees and holding 

awareness campaigns via various media platforms.  

Wairiuko, Nyonje, and Omulo (2018) investigated the role of information technology 

infrastructure and the integration of the e-government in providing better services in Kajiado 

County, Kenya. Using a pragmatic paradigm research philosophy and a descriptive survey design, 

the study used the Cochran formula to choose 335 participants from 2660 staff from various 

departments in the county. The data was retrieved via open and closed-ended questionnaires and 

an interview guide for qualitative data. Correlation analysis and regression model were employed 

to decipher inferential information and test the study’s hypotheses. The study revealed that ICT 

infrastructure substantially affected the integration of e-government ammenities in the Kajiado 

County Government. The authors recommend that county governments across Kenya should 

develop digital innovations and ICT policies to address challenges like lack of infrastructure, 

power disruptions, and slow networks. Additionally, the authors recommended that Kajiado 

County invest more in reliable internet and network services and choose service providers based 

on their ability to deliver reliable services and their infrastructure. The study contributes to this 

study as it stresses the role of effective ICT infrastructure in County Governments across Kenya 

to ensure better service delivery in different ministries.  

2.2.2 Digital Inclusion and Service Delivery 

As described by Maina and Otieno (2024), digital inclusion entails a strategy or process that 

ensures everyone in a community, especially those in remote areas or marginalized communities, 

can access and optimize digital technologies like other populations. Anguche et al. (2024) state 

that digital inclusion entails promoting internet access and digital literacy training to remote and 
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underserved populations, fostering equal opportunities. In Kenya’s devolved units, digital 

inclusion is paramount as it supports access to diverse e-government ammenities for all 

populations, enhancing efficiency and public service delivery (Wambua, 2016). For instance, e-

government programs in counties like Nairobi, Kiambu, and Taita Taveta have positively impacted 

efficient and effective service delivery with services such as e-business licensing and e-parking 

(Anguche et al., 2024). Despite these transformations, many county governments still struggle with 

the digital divide, given that digital transformation programs often exacerbate societal inequalities, 

leaving behind vulnerable populations with limited access to the initiatives or those who struggle 

to navigate digital technologies (Mberi et al., 2017). As a result, these challenges widen the digital 

divide in communities, significantly affecting public service execution in the devolved units in 

Kenya.   

Irungu (2019) assessed the success of e-participation systems in influencing citizens’ decision-

making in Murang’a County. With the advent of new technologies every day, the study assessed 

how social media and e-participation systems enhance e-participation levels in service delivery 

from the user's perspective. The research employed a quantitative technique and retrieved data 

from self-administered questionnaires from 656 residents across Murang’a County. The study's 

outcomes suggested that the county's e-participation system was successful despite users' prevalent 

daily challenges. According to the results, most residents had trouble accessing e-government 

services because of a lack of awareness and inadequate digital mastery skills. The study, therefore, 

recommends enhancing digital literacy and awareness programs to improve service accessibility 

and usage of government services in county governments.  

In a study by Ankrah and Abah (2020), the authors investigated the use and impacts of ICT centers 

for Digital Inclusion in Ghanaian local communities, focusing on municipal and regional 

governments. The authors' primary objective was to bridge the increasing digital divide gap and 

foster digital inclusion for all individuals, especially marginalized communities in Asawasi and 

Adukrom communities within the Kumasi Metropolis Region in Ghana. A target population of 

residents and managers in Asawasi and Adukrom community centers was recruited using the 

quantitative survey research method. The convenience sampling approach was used to sample 898 

residents from 47,261 population. The finding denoted that all respondents from the two centers 

knew about ICT centers through social media platforms and friends. Nonetheless, only 57% and 

20.9% of the population used ICT infrastructures for various reasons, including entertainment 
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purposes and the availability of e-government amenities. This was mainly attributed to inadequate 

computers, frequent power outages, and poor computer skills among the population. The study 

recommended further research to establish viable solutions and policies to overcome these issues.  

A study by Chohan and Hu (2022) explored the impacts of solidifying digital inclusion to facilitate 

e-government services through cohesive information technology training initiatives to increase 

digital capability. The quasi-experimental study used a pragmatic research philosophy to test the 

control group. The sample group encompassed 438 citizens selected through purposive sampling. 

The citizens or chosen trainees have little or no ICT skills and minimal experience with ICT 

infrastructure. Data was analyzed via statistical techniques like a t-test to regulate the mean 

difference between the control and treatment groups.  The findings revealed that e-government 

training initiatives significantly increased the self-efficacy of government workers and trainees 

when using e-government infrastructures. This reiterated the need for e-government ICT training 

initiatives for citizens and officials to improve digital literacy and lessen the digital divide. As a 

result, these programs would enrich citing potential and foster more equitable access to public 

services in underserved populations.  

A study by Mumporeze and Prieler (2017) explored how the gender digital gap affected Rwanda's 

governance and service delivery, mainly concentrating on socioeconomic factors that promote the 

digital divide. Despite the government's efforts to implement digital transformations in service 

delivery, access to and usage of ICT infrastructure are still problems in the country, especially 

among the youth and women in Rwanda. The study used a qualitative method and an in-depth 

survey as the data-gathering tool. Interviews from 654 residents, 64% women, were analyzed 

through a thematic analysis technique to determine patterns and trends. The outcomes revealed 

that a gender digital gap exists in Rwanda regardless of the government's initiatives to eradicate 

this issue. Among the main reasons for the carriers of digital inclusion among women were social, 

cultural, and economic factors like lack of self-confidence, self-worth, and digital literacy skills. 

Other factors, like gender roles, computer anxiety, and lack of ICT infrastructure, limit ICT access 

and usage, impeding the delivery of e-government services. The researcher concluded that 

Rwandan marginalized populations like women and youths need to be informed better on the use 

of ICT and new e-government strategies to foster better governance and delivery of essential 

services.   
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2.2.3 Digital Empowerment and Service Delivery 

Ronoh (2021) defines digital empowerment as the process of equipping citizens with digital skills, 

tools, and access to new technologies to help them participate or engage effectively in digital 

government and public service delivery. Ronoh (2021) further mentions that digital empowerment 

includes access to digital literacy programs, acquisition of digital skills and training programs, and 

access to government portals and websites. In Kenya, digital training programs have been 

increasing in local and national level governments. For instance, the recent Ajira Digital Program 

initiated by the Government of Kenya in counties like Nairobi, Mombasa, Kisumu, Murang’a, and 

Kakamega targeting youths to equip them with online and digital skills that will help them access 

fundamental public services and increase employment opportunities in societies (Onsomu et al., 

2022). Ultimately, this enables citizens from all walks of life to access and leverage technologies 

to improve livelihood and enhance public service delivery (Wahid et al., 2024).  

Kabwe et al. (2024) assessed the contribution of empowering society at the local level with digital 

transformation. Using a case study research design of Pemba Town Council in Zambia, the study 

explored how equipping citizens with digital tools enhances efficient and effective public service 

delivery at the local government levels. Guided by the Technological Acceptance model, the study 

used a convenience sampling method to recruit 537 participants from a sampling population of 

789. The study collected data via interviews and focus groups, which were analyzed using a 

regression model. The research uncovered that even though digitalization among the council was 

hampered by hurdles like the digital divide, infrastructure challenges, digital illiteracy, and 

inadequate human resources, the local council and residents showcased enthusiasm for digital 

empowerment programs. The study highlights citizens' need to engage and participate in 

digitalized platforms to enhance service delivery. This was suggested through awareness 

campaigns and digital literacy programs to train the council, government officials, and citizens on 

digital infrastructures.  

Another study by Lopes, Sargento, and Farto (2023) assessed the impacts of training workers in 

the public realm with digital skills to enhance service execution. Given that digital transformation 

within county governments can be an intricate process when government officials have inadequate 

skills, digital literacy training is essential for workers in the public field. According to the Human 

Capital theory, the study investigated which features influenced training prosperity in the county 

governments' digital fields. Data was retrieved from 573 employees via an online questionnaire 
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and analyzed statistical techniques. The findings uncovered that 28% of employees with higher 

levels of training and awareness in digital knowledge and skills delivered exceptional services. On 

the other hand, 72% of the employees lacked digital skills and training in the digital world in areas 

like cybersecurity, communication systems, and dataset management. The study recommends 

providing training programs for government officials and county government workers to 

familiarize themselves with digital transformation.  

Hien (2024) conducted a study investigating how digital empowerment in the public sector within 

the Vietnamese government fosters citizen satisfaction. With the global shift towards digitalizing 

government services, the study delves into assessing the public’s attitudes and usage of 

government services. Using a survey method, empirical research was explored on the relationship 

between public awareness of digitalized services, convenience and accessibility, digital service 

quality, and service quality and delivery. The findings stress the multi-dimensional aspect of digital 

transformation, citing the need to promote public engagement, trust, and awareness among 

residents. The study highlighted that although 48% of the local residents had reliable internet and 

network connections, only 14% were aware of digitalized e-government services and employed 

them. This underscored governments' need to enhance awareness and train citizens on accessing 

digital platforms to enhance service execution.  

2.2.4 Digital Security and Resilience, and Service Delivery 

With increasing attention to adopting digital solutions in Kenya's national and local governments, 

digital security and resilience measures are paramount for effective service delivery (Schneider, 

2025). Telo (2021) defines digital security as protecting digital networks, systems, and vital data 

from cyber threats like data breaches, phishing, or hacking. Meanwhile, digital resilience entails 

the government’s ability to withstand and recover from digital disruptions like cyberattacks or data 

failures (Costa et al., 2019).  In Kenya, the interplay between effective service delivery and 

cybersecurity threats is evident and has critical implications for county governments (Telo, 2021). 

Cybersecurity measures, policies, and anti-corruption measures prevent cyber disruptions, secure 

digital systems, and prevent unauthorized access to personal details on e-government platforms 

like iTax or eCitizen, ensuring efficient service execution (Costa et al., 2019; Telo, 2021).  

The increasing digital resilience in government operations has contributed to better service 

delivery, but simultaneously paved the way for critical cybersecurity issues (Telo, 2021). A study 

by Schneider (2025) explores the necessity of adopting robust cybersecurity measures in digital 
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government frameworks to mitigate emerging threats, foster public trust, and maintain exemplary 

service reliability in European countries. The study utilized a qualitative review of case studies 

from European countries like Estonia, the Netherlands, and Finland. The methodology involved 

examining government policies, technological innovations, and public-private partnerships 

promoting cybersecurity measures. The results revealed that successful digital governments and 

service delivery adopt cybersecurity strategies and advanced technologies, including blockchain 

and artificial intelligence, to encourage data protection. The study concluded that national and 

local government cybersecurity policies are foundational to their success and delivery of 

outstanding public services. The author recommended continuous investments, public awareness, 

and collaboration to establish resilient and secure digital ecosystems, ensuring service execution. 

However, Chisika and Yeom (2024) highlight that this digital transformation has been paralleled 

by a rise in cybersecurity threats, which are becoming frequent. 

Research by Ronoh (2022) investigated the challenges related to cybersecurity adoption in 

government administration that interfere with service delivery. The study focuses on issues 

governments encounter during their digitization efforts, specifically data protection, employee 

training, legal ramifications, and infrastructure vulnerabilities. The study uses case study research 

and a mixed methodology that reviews current literature, expert interviews, and case studies of 

recent cyberattacks in government systems in the United Kingdom. Discussions and interviews 

with cybersecurity experts provided qualitative insights. The study identifies significant risks, 

including insufficient encryption, human factors, corruption, ineffective response strategies, and 

inadequate staff understanding. The findings revealed that even though governments have 

embarked on digitization efforts in administration to deliver fundamental services, they are more 

susceptible to increasingly sophisticated cyberattacks with the increasing technologies. Therefore, 

the study recommended implementing layered security policies and frameworks, providing 

personal training programs, and conducting regular risk assessments to decrease vulnerabilities.  

Even though Kenya’s devolved units have developed a strategic framework to enhance efficient 

and effective services, given a huge gap that fails to acknowledge the influence of corruption in 

limiting service execution. In a study by Mwangi (2024), the author investigated the drivers of 

corruption of the Kiambu and Nairobi County Governments in Kenya, limiting service execution. 

The study used the institutional theory, standard theory, and policy network to assess the influence 

of information processing, bureaucratic procedures, and anti-corruption policies on public service 
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delivery. The study’s sample size was 126, consisting of staff in strategic functions in both counties 

and public members, including minorities, youth, the disabled, women, and political leaders. 

Convenience and purposive sampling guided the selection of 2 members of the public from 

different service delivery departments and 10 public officials who were interviewed. Data 

computation was scrutinized through thematic analysis. The results uncovered that bureaucratic 

procedures, organizational culture, and information processing were key drivers to corruption in 

county governments, affecting the quality and accessibility of public services. The research also 

denoted that a lack of public cognizance and anti-corruption measures in government frameworks 

contributed to corruption. The author recommended that counties implement anti-corruption 

measures and scorecards to overcome corruption hurdles, improving the accessibility and quality 

of public services.  

2.2.5 Service Delivery  

According to Huergo and Moreno (2023), service delivery in governments entails provision of 

essential services to citizens, including healthcare, water supply, infrastructure, public safety, 

waste management, among others. Digital transformation is key for devolved units to provide 

essential services to the residents. According to Kimutai and Aluvi (2018), some primary causes 

of poor service delivery in Kenya’s county governments include political manipulation, heightened 

corrupt cases, lack of transparency and accountability, poor evaluation practices, failure to manage 

change, and limited citizen participation. These challenges continue to persists causing delayed 

interfere access to quality services to all populations despite the government’s efforts to digitalize 

all government services (Kimutai & Aluvi, 2018).  

Ugwu et al. (2024) explored the impacts of digital governance in East African countries, assessing 

its diverse implications on public service execution. The study aimed to outline the countries’ 

initiatives at harnessing digital transformational platforms to streamline public service 

performance and administrative processes. The study used a case study research method exploring 

existing literature in three East African Countries: Kenya, Tanzania, and Uganda. Secondary data 

was obtained from 579 documents across different regions in the countries and analyzed via 

thematic coding. The results indicated that despite the successes of digital governance in public 

service performance, hurdles like the widening of the digital gap continue to exacerbate existing 

inequalities in service delivery among vulnerable and marginalized populations. Moreover, 

cybersecurity threats loom large, with the authors stressing the need to implement robust 
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frameworks to protect citizens' privacy and uphold ethical usage. The article provides insights in 

the potential of digital transformation strategies to revolutionize governance practices and public 

service delivery, enhancing citizen satisfaction.  

Latupeirissa et al. (2024) conducted a comprehensive review of digitization strategies in 

transforming public service execution in Indonesia's local governments. The survey employed a 

survey strategy to analyze case studies and literature evaluation of digital transformation initiatives 

in different nations, comparing them to Indonesia. The study employed a Scopus database search 

strategy to identify relevant literature on digitization in governments. Of 114 publications, 74 were 

chosen using a systematic approach, obtaining secondary data relevant to the study. The analysis 

used nations like Indonesia, China, Brazil, Russia, the United Kingdom, Switzerland, and Slovenia 

to explore digitalization initiatives in their public government sectors. The findings revealed that 

digital transformational initiatives improved citizen participation, efficiency, and responsibility in 

service execution. However, the study noted that the government faced prevalent challenges 

related to digitalization, including corruption and cyberattack threats interfering with service 

delivery.  

Maina and Otieno (2024) explored information security strategies to protect and safeguard e-

citizen amenities in Kenya, ensuring efficient and effective public service execution. The case 

study utilized a descriptive approach with 12,000 users from 51 Huduma Centres across Kenya 

and 10% of users from each center. A sample size of 966 participants was involved, obtaining 

datasets from questionnaires. The study was analyzed using qualitative and quantitative 

techniques, testing the hypotheses at a 5% significance level. The study denoted that most 

government officers lacked stable institutional policies, firewalls, management security reviews, 

inadequate staff training, and infrastructure security audits. Additionally, threats such as prevalent 

service disruptions, information leakage, and corruption cases continue to plague service delivery 

by slowing down access to and quality service delivery. Therefore, the authors recommend the 

adoption of effective and practical cybersecurity measures, including regular training, response 

measures, strategic reviews, and whistleblowing protection to counter cybersecurity and 

corruption challenges that hinder efficient service delivery.  

2.3 Critical Review and Research Gaps 

With the advent of technological innovations, digital transformations within governments have 

become a vital strategy to foster overall performance and increase access to quality service delivery 
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to the citizens. Various literature has explored the influence of several digital transformation 

strategies like ICT infrastructure, data-driven decision-making, and e-government services in 

promoting efficiency and citizen engagement. For instance, Chisika and Yeom (2024) and 

Wairiuko, Nyonje, and Omulo (2018) discuss the contribution of e-government services in 

promoting governance in national governments, highlighting how e-platforms like e-citizens in 

Kenya encourage better service delivery by promoting access and faster response. Nonetheless, 

this research predominantly focuses on national governments and government bodies like 

ministries, leaving a contextual gap in comprehending how local county governments can navigate 

e-government practices to provide diverse services like land and business registrations, e-health 

services, and digital revenue collections. Even though some studies explore e-government services 

at the county level, they focus on exploring Kenyan cities like Nairobi County and underexploring 

counties like Murang’a (Anguche, Kimani, & Ndururi, 2024).  

Other scholars, such as Ronoh (2021) and Wahid et al. (2024), stress the influence of digital 

empowerment strategies in enhancing service execution. They highlight the role of establishing 

online portals and government websites to promote citizen participation and engagement, resulting 

in citizens' satisfaction and timely delivery of services. However, the studies fail to address key 

challenges most county governments encounter that hinder digital empowerment initiatives, 

including the declining digital divide, digital illiteracy, and unskilled staff training among 

government officials and residents. Furthermore, studies by Irungu (2019) and Schneider (2025) 

explore the need to implement digital security and resilience measures as a key digital 

transformation initiative in governments worldwide, especially in developed countries. While this 

research provides valuable insights and a theoretical framework for digital security practices, there 

are minimal practical case studies on county governments in developing countries like Kenya, 

which face unique cybersecurity and corruption challenges, creating geographical and empirical 

gaps. 

2.4 Conceptual Framework 

A conceptual diagram is integral in providing a visual representation or roadmap to assess the 

research's complex phenomena (Nilsen, Gustafsson, & Blömeke, 2016). The image below depicts 

the link between this study's independent and dependent constructs.  
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Figure 2 

Conceptual Framework of the Study 

             Independent Variables                                                          Dependent Variable 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Researcher (2025) 

2.5 Chapter Summary 

This chapter showcases the theoretical review discussing key theories that are pertinent in the study 

either informing service delivery or the four approaches of digital transformation. The theories are 

presented in a theoretical framework to show how the dependent and independent variables 

correlate. This chapter also explores empirical literature that are pertinent to the variables which 

enables the identification of research gaps. The section finalizes with a vivid conceptual diagram 

that show the link between the study’s paradigms for better understanding.  

 

 

 

E-Government Services 

•Digital revenue collection platforms 

•Land Registration 

•Business Registration 

Digital Inclusion 

• Citizen inclusivity 

• Government websites 

• E-participation on online portals  

 

Digital Empowerment 

• Gender equality 

• Digital skills and training 

▪ Public-private partnerships 

 Digital security and resilience 

▪ Cybersecurity measures 

▪ Anti-corruption systems 

▪ Whistleblower protection 

 

          Service Delivery 

• Customer satisfaction 

• Accessibility of services 

• Citizen Engagement 
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CHAPTER THREE 

 RESEARCH METHODOLOGY 

3.0 Introduction  

This section outlines the study’s research approach, the main philosophy, and other key details, 

such as the target population, sampling method, sample size, and the unit of analysis and 

observation. The chapter outlines the data-gathering tools and analysis procedures that enable the 

researcher to make coherent inferences. The findings were later presented in tables. Lastly, this 

chapter points out various ethical considerations the researcher upheld throughout the study.  

3.1 Research Philosophy 

Using a positivist research philosophy, the study gained factual inferences through data collection 

materials. In essence, positivist research philosophy relies on quantifiable observations that stem 

from human experiences, perceptions, and opinions regarding a specific topic that prompt 

statistical analysis (Park et al., 2020). Park et al. (2020) assert that positivist philosophy is a 

research paradigm whereby the researcher is autonomous in the study, leaving no room for any 

bias or conflicts of interest. These reasons make positivist research suitable for this study since it 

allows for replicability and generalizability of the findings and reduces the possibility of researcher 

bias.  

3.2 Research Design 

This study utilized a descriptive research methodology to provide a precise and detailed image of 

the behaviors and characteristics of the target population. Creswell (2021) mentions that a 

descriptive research approach helps researchers comprehensively understand a particular issue by 

obtaining data without inferring cause-and-effect relationships. Therefore, the main objective of 

this research approach was to offer a precise and thorough picture of the phenomenon or population 

under study and explain the relationship, trends, and patterns within the gathered data (Telo, 2021).  

3.3 Target Population 

This study used a census sampling approach to retrieve data from a specific target population 

within Murang’a County. The study's target population comprised 88 respondents from Murang’a 

County, including employees and officials from the county executive committee, ICT County 

Assembly Committee, ICT staff, departmental heads, and employees within different departments 
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of Murang’a County. The study also included one resident within the 35 electoral wards in 

Murang’a County. According to Stratton (2021), selecting the right target population is key in a 

study as it is considered the master blueprint for deducing the sample size. The study, therefore, 

comprised 88 participants, including Murang’a county government officials, staff, and residents 

with different duties and responsibilities in service delivery.  

3.4 Sample Design 

3.4.1 Sample Size 

This study used a purposive sampling approach to retrieve data from the target population. Since 

data was collected via complete enumeration, the sample size was similar to the target population 

of 88 participants with different duties and responsibilities in the county government.  Creswell 

(2021) describes sample size as the technique of choosing the unit of analysis in research. The 

sampling technique was more suitable as it reduces the chances of bias, derives accurate and 

reliable results, and will likely increase confidence (Mujere, 2016). The table below breaks down 

the sample size used in this project. 

 

Table 1: Sample Size 

Categories Total Number of Participants  

County Executive Committee 1 

ICT County Assembly Committee 10 

County departmental heads  10 

ICT staff 10 

Employees  20 

Local residents  35 

TOTAL 88 
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Source: (Researcher, 2025) 

3.4.2 Sampling Technique 

The study employed a non-probability technique, purposive sampling, which entails choosing 

individuals with certain characteristics rather than choosing randomly.  As defined by Creswell 

(2021), the purposive sampling method refers to a sampling technique whereby units are chosen 

for their characteristics deemed crucial for the study. Purposive sampling was suitable for this 

study for various reasons. Firstly, the study targeted key informants or stakeholders in the county 

government, including ICT specialists, department heads, service providers, and users who often 

use digital innovations (Creswell, 2021). Secondly, purposive sampling ensured only individuals 

who are directly involved in planning or implementing digital transformation strategies or those 

benefiting from them are selected for meaningful responses (Nilsen, Gustafsson, & Blömeke, 

2016). Lastly, purposive sampling was more efficient and less time-consuming since the sample 

size was retrieved after conducting the pilot study, which involved 10% of the sample size.  

3.5. Data Collection Methods 

Stratton (2021) describes data collection as obtaining and analyzing accurate data from raw 

datasets and various sources to get answers to specific research problems, probabilities, and trends 

to evaluate outcomes. 

3.5.1 Data Collection Tools 

This research employed primary data collection methods, including obtaining data from sources 

directly or directly interacting with the participants (Mwangi, 2024). Specifically, the process used 

surveys or questionnaires to obtain data. This was apt to obtain first-hand information tailored to 

the research objectives.  

3.5.2 Administration of Data Collection Tools 

The study’s questionnaires were administered through a researcher-administered method, whereby 

questionnaire interviews took place in person, online, or via phone call between the respondents 

and the researchers.   
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3.6 Testing for Validity and Reliability 

3.6.1 Validity 

Validity tests the accuracy of a measure under study, which is crucial when establishing the 

research design and research methodologies (Creswell, 2021). Construct and content validity were 

used to decipher whether the data collection tool accurately represents what is being measured. 

The study employed Exploratory Factor Analysis to determine the underlying structure of 

variables, reducing it into smaller sets and examining their relationships. Specifically, the study 

used Kaiser-Meyer-Olkin and Bartlett’s Sphericity statistical values that test for the adequacy of 

each variable. Costa et al. (2019) state that the rule of thumb when using the KMO statistical 

method is that values above 0.80 are considered excellent for factor analysis. In contrast, in 

Bartlett’s Test of Sphericity, p-values less than the chosen significance level, like 0.05, suggest 

that the variables are correlated. Both methods are crucial in determining the existence of an 

adequate correlation between the study’s variables.  

3.6.2 Reliability 

Reliability in research entails measuring the consistency of a specific measuring tool at different 

points in time (Amirrudin, Nasution, & Supahar, 2021). This study's questionnaire was measured 

through Cronbach’s alpha to indicate whether the responses are consistent between the variables. 

The rule of thumb in interpreting the results was for scores with values greater than (α) value of 

0.7; the responses were considered to have a higher degree of internal consistency.  

3.7 Data Analysis Procedure 

Data analysis employs a logical thinking method to interpret data by determining recurring patterns 

and themes that are relatable to the study’s variables (Mwangi, 2024). Completed questionnaires 

went through data coding, modification, analysis, and tabulation, which was done using descriptive 

and inferential statistics. Quantitative data was scrutinized using SPSS software version 26. A 

multiple linear regression analysis was employed to describe the correlation between independent 

variables and the dependent variable in this study. Irungu (2019) states that a multiple linear 

regression predicts the value of a response or dependent variable according to two or more 

predictors or independent variables. The following formula was applied to connect the study’s 

constructs. 
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Y =β0 + β1X1 + β2X2 + β3X3+ β4X4 +є 

Where; 

Y = Service Delivery 

X1 = E-Government Services 

X2 = Digital Inclusion 

X3 = Digital Empowerment 

X4 = Digital Security and Resilience 

Є= Error Term 

3.8 Ethical Considerations 

Hasan et al. (2021) argue that to obtain, analyze, and publish the results ethically, the researcher 

must comply with professional standards and ethical conduct throughout the research study. In this 

regard, the researcher attained an authorization letter from the University for Approval. An 

authorization from the National Council for Research and Technology (NACOSTI) was also 

obtained before the study. The research procedures adhered to the confidentiality and anonymity 

of the responses and personal details of the participants. Participants were also fully informed of 

the objectives of the study before it began, to obtain a signed informed consent that was used for 

academic endeavors only. Throughout the research process, the researcher upheld other ethical 

conduct like transparency, respect for private and intellectual property rights, and impartiality.  
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CHAPTER FOUR 

 RESEARCH FINDINGS AND DISCUSSION 

4.1 Introduction  

This study aimed to assess the role of digital transformation strategies on the service delivery of 

County Governments in Murang’a County, Kenya. Specifically, this study sought to determine the 

influence of E-government services, digital inclusion strategies, digital empowerment strategies, 

and digital security and resilience on service delivery in Murang’a County, Kenya. This chapter 

presents the statistical methods used to scrutinize the obtained data and test for the null hypotheses. 

This chapter also covers the participants' response rate, demographic dynamics, and statistical 

methods like descriptive and inferential analysis.  

4.2 Response Rate 

The study determined the respondents' response rate for the research instrument. Sataloff and 

Vontela (2021) describe response rate as the exact number of participants who participated in the 

research and completed the data collection tools as required. This current study focused on 

assessing the role of digital transformational strategies in the service delivery of Murang’a County. 

The study targeted a total population of 88 respondents, including employees and officials from 

the county executive committee, the ICT County Assembly Committee, ICT staff, departmental 

heads, and employees across various departments within Murang’a County. Table 2 presents the 

participant rate for the study. 

Table 2: Response Rate 

Response Frequency Percentage 

Returned 86 97.7 

Unreturned 2 2.3 

Total  88 100.0 

 

The response rate outcome in the table above depicts that out of the 88 respondents targeted, 86 

successfully filled and returned the research tool, translating to a return rate of 97.7%. This 

participation rate is attributed to the effective administration and follow-up mechanisms employed 
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during data collection. Holtom et al. (2022) state that a 60% return rate is sufficient for statistical 

analysis. On the other hand, Barberio, Savarino, Black and Ford (2022) recommend an average 

return rate of about 50% as adequate for analysis and reporting. Therefore, the response rate 

achieved in this study of 97.7% depicts a good sample depiction, ensuring the findings' reliability 

and generalizability. 

4.3 Demographic Information on Respondents 

To assess the role of digital transformational strategies on the service delivery of County 

Governments in Murang’a County, the researcher collected information on respondents' 

demographic characteristics, which was presented in the first section of the questionnaire. This 

was necessary for analyzing the composition of the sample. Collecting this data was essential in 

determining the diversity of participants and assessing their ability to provide credible responses. 

Additionally, demographic information is necessary in assessing the respondents' backgrounds. 

According to Luvanda (2022), although demographic factors remain constant, they play an 

important role in explaining relationships between different study variables. The demographic 

aspects taken into account entailed sex, age, and education level. The demographic results are 

showcased in Table 3 below. 

Table 3: Demographic Characteristics 

Demographic 

Information 
Distribution Participants (f) Percentage (%) 

Gender 
Male 52 60.5 

Female 34 39.5 

Age Bracket 

20-29 Years 10 11.6 

30-39 Years 30 34.9 

40-49 Years 27 31.4 

50 Years and Above 19 22.1 

Level of Education 

Diploma 14 16.3 

Bachelor's Degree 44 51.2 

Master's Degree 21 24.4 

Doctorate 7 8.1 

 

 

The demographic characteristics outcome in the table above shows that most participants were 

male, comprising 60.5% (52 respondents), while female respondents accounted for 39.5% (34 
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respondents). This gender distribution suggests that more males are involved in implementing and 

managing digital transformation strategies within the Murang’a County Government compared to 

their female counterparts. While this may reflect broader trends in technology and governance 

sectors, it also shows a potential gap in gender inclusivity in digital transformation initiatives. 

Females in top positions occupy only 30% of leadership roles in the digital field in Kenya, 

attributing this to accumulated disadvantages throughout their educational journey. Similarly, the 

International Labour Organization (2024) highlighted a significant digital gender gap in Kenya, 

noting that challenges such as disadvantages in education opportunities, unreliable internet, and 

lower levels of digital literacy disproportionately affect women, hindering their full participation 

in the digital economy 

A breakdown of participants’ ages denoted that the largest portion was aged between 30-39 years, 

accounting for 34.9% (30 respondents), followed by those aged 40-49 years at 31.4% (27 

respondents). Respondents aged 50 years and above constituted 22.1% (19 respondents), while 

those in the 20-29 years category made up 11.6% (10 respondents). These findings suggest that 

the Murang’a County Government has a workforce primarily composed of middle-aged 

professionals who are likely to have accumulated a good level of experience in governance and 

digital transformation efforts. The lower percentage of respondents below 30 years indicates 

limited recruitment of younger employees, which is likely to influence the integration of emerging 

technological innovations. Age differences influence technology adoption decisions, with older 

workers being more affected by subjective norms and perceived behavioral control, which may 

impact their engagement with new technologies 

Regarding education levels, the results show that the largest proportion of the participants (51.2%, 

44 respondents) were holders of a bachelor’s degree, followed by 24.4% (21 respondents) with a 

master’s degree. Additionally, 16.3% (14 respondents) had attained a diploma, while 8.1% (7 

respondents) held a doctorate. These results indicate that the workforce within Murang’a County 

Government is well-educated, with most respondents possessing at least a university degree. This 

is an important factor for the study, as those with higher education qualifications have a deeper 

understanding of digital transformation strategies and their impact on service delivery. Having 

employees with master's and doctorate degrees suggests a workforce equipped with advanced 

knowledge and expertise, which may contribute to better problem-solving, informed decision-

making, and the effective integration of digital solutions in county governance. These findings 
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imply that a well-educated workforce contributes to the successful implementation and usage of 

effectiveness of digital initiatives in the public sector. Additionally, educational programs can 

address sluggish digitalization processes in the public realm, emphasizing the significance of 

education in driving digital transformation. 

4.4 Pilot Testing Results 

Pilot testing serves as a preliminary evaluation to refine research tools, ensuring their clarity, 

reliability, and effectiveness. Pilot testing helps identify and address potential issues before the 

full-scale data collection exercise, enhancing the overall study's reliability and validity. This study 

examines the relationship between digital transformational approaches and service delivery in 

Murang’a County in Kenya. A pilot study was done to ascertain the reliability and validity of 

research tools, using a rule of thumb of 10% as suggested by (Bujang, Omar, Foo & Hon, 2024). 

10% of the participants were equivalent to nine (9) respondents who were selected through a 

random sampling technique. The respondents who participated in the piloting did not form part of 

the main analysis. Pilot testing involved reliability testing, validity testing, and factor analysis.   

4.4.1 Reliability Test 

Reliability refers to the consistency of respondents’ responses across the items on a multiple-item 

measure (Ahmed, Olanipekun, Opoku & Sutrisna, 2022). This study conducted reliability testing, 

which was calculated using Cronbach‘s alpha formula, and results were generated with the aid of 

SPSS version 26.0. Reliability test results are presented in Table 4.  

Table 4: Reliability Analysis Results 

Variable  Number of Items α>0.7 Comment 

E-Government Services  5 0.883 Reliable 

Digital Inclusion Strategies  7 0.916 Reliable 

Digital Empowerment Strategies  6 0.836 Reliable 

Digital Security And Resilience Measures  6 0.787 Reliable 

Service Delivery  6 0.853 Reliable 
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The findings in Table 4 depict that Cronbach’s alpha for all the variables was above the acceptable 

threshold of 0.7, confirming the reliability of the questionnaire for data collection. The E-

government services variable had a Cronbach’s alpha of 0.883, digital inclusion strategies scored 

0.916, digital empowerment strategies recorded 0.836, digital security and resilience measures 

achieved 0.787, and service delivery had a score of 0.853. These results suggest that the items used 

to measure each variable demonstrated high internal consistency and reliability. In this study, 

digital inclusion strategies, e-government services, digital empowerment strategies, and service 

delivery demonstrated good reliability (>0.8), while digital security and resilience measures 

showed acceptable reliability (>0.7). These findings support the reliability of the data for further 

statistical analysis and ensure that the study’s conclusions are well-supported. The high reliability 

of the variables suggests that the research instrument effectively captured the intended constructs. 

4.4.2 Validity Test 

This study used both construct validity and content validity. Table 5 shows the construct validity 

results tested using KMO and the threshold was set at 0.5. 

Table 5: Validity Test Results 

Variable KMO P-Value 

E-Government Services  .837 .000 

Digital Inclusion Strategies  .889 .000 

Digital Empowerment Strategies  .861 .000 

Digital Security And Resilience 

Measures  
.721 .000 

Service Delivery  .863 .000 

 

The validity results in Table 5 show that the Kaiser-Meyer-Olkin (KMO) statistic for all the study 

variables, e-government services, digital inclusion strategies, digital empowerment strategies, 

digital security and resilience measures, and service delivery are above the recommended threshold 

of 0.5, indicating a high level of validity. Specifically, the KMO values ranged from 0.721 to 

0.889, with digital inclusion strategies recording the highest KMO value of 0.889, followed by 
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service delivery at 0.863, digital empowerment strategies at 0.861, e-government services at 0.837, 

and digital security and resilience measures at 0.721. These values confirm that the data collected 

is suitable for factor analysis and meets the sampling adequacy conditions. 

In addition to the KMO test, Bartlett’s Test of Sphericity was significant for all the study variables 

(p = .000, at p < .05). This indicates that the correlation matrices are not identity matrices, meaning 

there are sufficient inter-item correlations to justify factor analysis. The combination of high KMO 

values and significant Bartlett’s Test results proves strongly that the questionnaire sections 

effectively measure the intended constructs. The strong validity of the data ensures that the study’s 

conclusions are based on well-structured and reliable measurements, enhancing the credibility of 

subsequent analyses on the role of digital transformation strategies in service delivery within 

Murang’a County Government. 

4.5 Descriptive Analysis   

Descriptive analysis is a statistical method used to summarize, organize, and interpret data by 

presenting measures such as mean, median, standard deviation, and frequency distributions. It is 

necessary in analysis as it provides a clear understanding of data patterns, trends, and distributions, 

facilitating informed decision-making. This section presents the descriptive analysis results for 

each of the study variables, including E-government services, digital inclusion strategies, digital 

empowerment strategies, digital security and resilience measures, and service delivery.  

4.5.1 E-Government Services 

The study's first objective was to assess the effects of e-government services on service delivery 

in Murang’a County, Kenya. The respondents were asked to rate their agreement or otherwise on 

statements relating to E-government services. The descriptive statistics results are shown in Table 

6.  

Table 6: Descriptive Statistics on E-government Services 

Statement 

Strongly 

Disagree Disagree Neutral Agree 

Strongly 

Agree Mean 

Std. 

Dev. 

The county uses 

various e-government 

platforms, including 

websites, social media, 
5.80% 4.70% 15.10% 25.60% 48.80% 4.07 1.17 
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and online portals. 

E-government services 

are accessible on 

multiple devices, 

including mobile 

phones, computers, 

etc. 5.80% 9.30% 15.10% 20.90% 48.80% 3.98 1.25 

The county 

government promptly 

responds to complaints 

or technical challenges 

hindering service 

accessibility. 5.80% 3.50% 18.60% 17.40% 54.70% 4.12 1.18 

The county regularly 

updates its e-

government platforms 

to promote service 

delivery. 4.70% 15.10% 18.60% 20.90% 40.70% 3.78 1.26 

County government 

officials often engage 

the public to explain 

the benefits of e-

government services. 4.70% 8.10% 10.50% 22.10% 54.70% 4.14 1.18 

Overall Mean         4.018   

 

The results in Table 6 show that majority (74.4%) of respondents agreed that the county uses 

various e-government platforms, including websites, social media, and online portals, to improve 

service delivery (Mean = 4.07, SD = 1.17). The mean suggests a general consensus on the 

availability of these digital platforms, while the standard deviation indicates some variation in 

experiences, possibly due to differences in accessibility or efficiency of these platforms. Similarly, 

69.7% of respondents agreed that e-government services were accessible on multiple devices such 

as mobile phones and computers (Mean = 3.98, SD = 1.25). The mean suggests a generally positive 

perception of accessibility, though slightly lower than the previous indicator. The relatively higher 

standard deviation indicates differences in respondents’ experiences, which may be attributed to 

disparities in internet access, digital literacy, or device availability among users. 
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Regarding responsiveness, most (72.1%) of the respondents agreed that the county government 

promptly addresses complaints or technical challenges hindering service accessibility (Mean = 

4.12, SD = 1.18). The mean reflects a strong perception of timely responsiveness to service 

challenges, suggesting that digital service users receive adequate support. However, the standard 

deviation indicates some inconsistency, implying that while many respondents experienced timely 

responses, others may have encountered delays or inefficiencies. Additionally, 61.6% of 

respondents agreed that the county regularly updates its e-government platforms to improve 

service delivery (Mean = 3.78, SD = 1.26). The moderate mean suggests that while respondents 

acknowledge periodic updates, the frequency or effectiveness of these updates may not be 

consistent across all departments. The higher standard deviation indicates variability in 

respondents' perceptions, suggesting that improvements in regular updates could enhance digital 

service efficiency. 

Furthermore, 76.8% of respondents agreed that county government officials often engage the 

public to explain the benefits of e-government services (Mean = 4.14, SD = 1.18). The high mean 

value suggests that public engagement efforts regarding digital services are widely recognized. 

However, the standard deviation shows some level of variation, indicating that while some 

respondents perceive active engagement, others may have limited exposure to such initiatives. The 

overall mean across all statements was 4.018, suggesting a generally positive perception of e-

government services in Murang’a County. However, variations in standard deviations indicate 

inconsistencies in implementation, accessibility, and responsiveness. These findings imply that 

even though digital transformation programs have been embraced, further improvements in 

accessibility, regular updates, and uniform responsiveness could enhance service delivery 

effectiveness. 

4.5.2 Digital Inclusion Strategies 

The second objective of the study was to determine the effects of digital inclusion strategies on 

service delivery of Murang’a County Government. The respondents were asked to rate their 

agreement or otherwise on statements relating to digital inclusion strategies. The descriptive 

statistics results are shown in Table 7  
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Table 7:Descriptive Statistics on Digital Inclusion Strategies 

Statement 

Strongly 

Disagree Disagree Neutral Agree 

Strongly 

Agree Mean 

Std. 

Dev. 

Marginalized groups, 

such as women and 

youth, are actively 

included in discussions 

on service delivery 

priorities. 3.50% 9.30% 31.40% 26.70% 29.10% 3.69 1.10 

The Muran’ga County 

government effectively 

engages all residents 

through transparent 

communication and 

feedback mechanisms. 1.20% 7.10% 38.80% 24.70% 28.20% 3.72 1.00 

Citizens are actively 

involved in decision-

making processes related 

to service delivery in 

Murang’a County. 5.90% 16.50% 29.40% 25.90% 22.40% 3.42 1.18 

All residents have equal 

access to official 

information about 

county e-government 

services. 2.30% 8.10% 30.20% 29.10% 30.20% 3.77 1.05 

The county has reliable 

customer support, such 

as online chat, helpdesk, 

or hotline for e-

government services. 5.80% 8.10% 27.90% 37.20% 20.90% 3.59 1.09 

The county governments 

facilitate internet 

connectivity and reliable 

networks to support e-

government services in 

remote areas. 7.00% 7.00% 27.90% 30.20% 27.90% 3.65 1.17 

The county has measures 

to ensure the 

accessibility of digital 
4.70% 8.10% 27.90% 26.70% 32.60% 3.74 1.14 
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services to people with 

disabilities, such as 

screen readers, easy 

navigation, and sign 

language support. 

Overall Mean         3.654   

 

The results in Table 7 indicate that 55.8% of respondents agreed that marginalized groups, such as 

women and youth, are actively included in discussions on service delivery priorities (Mean = 3.69, 

SD = 1.10). The moderate mean suggests that while efforts are being made to promote inclusivity, 

there are variations in experiences among respondents. The standard deviation indicates some level 

of inconsistency, implying that certain groups still face challenges in participating in service 

delivery discussions. Similarly, 52.9% of respondents agreed that Murang’a County Government 

effectively engages all residents through transparent communication and feedback mechanisms 

(Mean = 3.72, SD = 1.00). The mean suggests a generally positive perception of engagement 

strategies, while the lower standard deviation indicates more consistency in responses. However, 

the presence of neutral responses (38.8%) suggests that some residents may not have fully 

experienced these engagement efforts, highlighting a need for improved outreach and 

communication strategies. 

Regarding citizen participation in decision-making processes, 48.3% of respondents agreed that 

citizens are actively involved in service delivery decisions (Mean = 3.42, SD = 1.18). The 

relatively lower mean value suggests that while some initiatives exist, there is room for 

improvement in enhancing citizen engagement in decision-making. The higher standard deviation 

indicates a wider disparity in responses, suggesting that participation levels may not be uniform 

across different communities or groups. Furthermore, 59.3% of respondents agreed that all 

residents have equal access to official information about county e-government services (Mean = 

3.77, SD = 1.05). The mean suggests that information accessibility is generally well-facilitated, 

though the variation in responses indicates that certain residents may still experience barriers in 

accessing official information, potentially due to digital literacy gaps or infrastructural limitations. 

In terms of customer support, 58.1% of respondents agreed that the county provides reliable 

customer support services such as online chat, helpdesks, or hotlines for e-government services 
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(Mean = 3.59, SD = 1.09). While the mean suggests a moderately positive perception of customer 

support, the standard deviation indicates variability in the effectiveness of these services. Some 

respondents may have experienced challenges in accessing timely and reliable assistance. 

Regarding internet connectivity, 58.1% of respondents agreed that the county facilitates internet 

connectivity and reliable networks to support e-government services, particularly in remote areas 

(Mean = 3.65, SD = 1.17). The mean suggests a fairly positive view of internet infrastructure, but 

the higher standard deviation implies inconsistencies in network availability, particularly in less 

urbanized areas where digital access remains a challenge. 

Additionally, 59.3% of respondents agreed that the county has measures to ensure the accessibility 

of digital services for people with disabilities, such as screen readers, easy navigation, and sign 

language support (Mean = 3.74, SD = 1.14). The mean reflects a recognition of efforts toward 

digital inclusivity, though the standard deviation suggests some variation in accessibility 

experiences, indicating that further enhancements in assistive technologies may be necessary. The 

overall mean across all statements was 3.654, suggesting that digital inclusion strategies in 

Murang’a County are generally perceived positively but with areas requiring improvement. The 

variations in standard deviations imply that while some aspects of digital inclusion, such as 

communication and accessibility, are well implemented, disparities remain in internet 

connectivity, citizen participation, and support services. These findings suggest that enhancing 

engagement mechanisms, strengthening digital infrastructure, and ensuring broader accessibility 

to e-government services could further improve service delivery in the county. 

4.5.3 Digital Empowerment Strategies 

The third objective of the study was to analyze the influence of digital empowerment strategies on 

service delivery by the Murang’a County government. The respondents were asked to rate their 

agreement or otherwise on statements relating to digital empowerment strategies. The descriptive 

statistics results are shown in Table 8.  

Table 8: Descriptive Statistics on Digital Empowerment Strategies 

Statement 

Strongly 

Disagree Disagree Neutral Agree 

Strongly 

Agree Mean 

Std. 

Dev. 

The county provides 

adequate training on ICT 
8.10% 7.00% 23.30% 24.40% 37.20% 3.76 1.25 
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infrastructure and e-

government services to 

employees. 

The county provides 

regular and effective 

awareness programs to 

enhance residents’ digital 

literacy on digital 

transformation platforms. 3.50% 5.80% 29.10% 23.30% 38.40% 3.87 1.11 

The process of accessing 

e-government services is 

user-friendly and easy to 

understand. 3.50% 1.20% 16.30% 46.50% 32.60% 4.03 0.93 

The county partners with 

local organizations to 

enhance awareness of 

digital services. 4.70% 1.20% 23.30% 29.10% 41.90% 4.02 1.06 

Murang’a County provides 

access to digital resources 

like community training 

centres and public WIFI. 3.50% 3.50% 23.30% 26.70% 43.00% 4.02 1.06 

The costs of using or 

accessing digital 

government services are 

reasonable and affordable 

to most citizens. 1.20% 5.80% 27.90% 30.20% 34.90% 3.92 0.98 

Overall Mean         3.937   

 

The results in Table 8 depict that most (61.6%) of the respondents agreed that the county provides 

adequate training on ICT infrastructure and e-government services to employees (Mean = 3.76, 

SD = 1.25). The mean suggests that while efforts are made to enhance employee digital skills, 

variations exist in training accessibility and effectiveness. The relatively high standard deviation 

indicates differing experiences among employees, suggesting that some may not have received 

sufficient training opportunities. Similarly, majority (61.7%) of the respondents agreed that the 

county provides regular and effective awareness programs to enhance residents’ digital literacy on 

digital transformation platforms (Mean = 3.87, SD = 1.11). The mean suggests a generally positive 
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perception of awareness programs, while the standard deviation indicates some variation in 

implementation, implying that improvements may be needed to ensure consistent outreach across 

different communities. 

Regarding ease of access, 79.1% of respondents agreed that the process of accessing e-government 

services is user-friendly and easy to understand (Mean = 4.03, SD = 0.93). The high mean value 

reflects strong agreement on the accessibility of digital services, while the relatively lower standard 

deviation suggests a consistent perception among respondents, indicating that most users find the 

e-government platforms intuitive and easy to navigate. Additionally, 71.0% of respondents agreed 

that the county partners with local organizations to enhance awareness of digital services (Mean = 

4.02, SD = 1.06). The mean suggests that partnerships play a key role in digital empowerment 

initiatives, while the standard deviation indicates some level of variation in experiences, possibly 

due to differences in partnership effectiveness across various areas. 

Moreover, most (69.7%) of the respondents agreed that Murang’a County provides access to 

digital resources such as community training centers and public WiFi (Mean = 4.02, SD = 1.06). 

The mean suggests a positive perception of digital resource availability, though the variation in 

responses indicates that some areas may have limited access to these resources, highlighting the 

need for further expansion and accessibility improvements. In terms of affordability, 65.1% of 

respondents agreed that the costs of using or accessing digital government services are reasonable 

and affordable to most citizens (Mean = 3.92, SD = 0.98). The mean suggests that digital services 

are generally perceived as cost-effective, though the standard deviation indicates differences in 

affordability perceptions, possibly due to variations in internet costs or financial constraints among 

residents. The overall mean across all statements was 3.937, suggesting that digital empowerment 

strategies in Murang’a County are generally well-received. However, variations in standard 

deviations indicate disparities in training, digital resource availability, and affordability.  

4.5.4 Digital Security and Resilience Measures 

The fourth objective of the study was to establish the influence of digital security and resilience 

measures on service delivery in Murang’a County Government. The respondents were asked to 

rate their agreement or otherwise on statements relating to risk managem digital security and 

resilience measures. The descriptive statistics results are shown in Table 9.  
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Table 9: Descriptive Statistics on Digital Security and Resilience Measures 

Statement 

Strongl

y 

Disagre

e Disagree Neutral Agree 

Strongly 

Agree Mean 

Std. 

Dev. 

Murang’a County 

has robust 

cybersecurity 

policies to protect its 

digital systems. 0.00% 9.30% 24.40% 33.70% 32.60% 3.9 0.97 

The county 

government employs 

data encryption and 

security measures to 

protect citizens’ 

digital transactions. 3.50% 5.80% 23.30% 30.20% 37.20% 3.92 1.08 

The county 

government 

conducts frequent 

cybersecurity audits 

and training for staff 

on digital security 

practices. 3.60% 4.80% 26.20% 26.20% 39.30% 3.93 1.08 

The county has 

backup systems and 

disaster recovery 

plans to prevent 

service disruptions 

and protocols in case 

of cyberattacks. 3.50% 4.70% 19.80% 29.10% 43.00% 4.03 1.07 

The county 

government has a 

comprehensive 

whistleblower 

protection strategy 

for those reporting 

corruption. 0.00% 2.30% 16.30% 31.40% 50.00% 4.29 0.82 

Murang’a County 

has clear policies and 

automated services 
3.50% 14.00% 24.40% 30.20% 27.90% 3.65 1.14 
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minimizing human 

interactions and 

manipulation of the 

services reducing 

corruption. 

Overall Mean         3.953   

 

The results in Table 9 indicate that most (66.3%) of the respondents were in agreement that 

Murang’a County has robust cybersecurity policies to protect its digital systems (Mean = 3.90, SD 

= 0.97). The moderate mean suggests a general consensus on the existence of cybersecurity 

policies, though the standard deviation indicates some variation in perception, possibly due to 

differences in awareness or effectiveness of implementation. Similarly, majority (67.4%) of the 

respondents agreed that the county government employs data encryption and security measures to 

protect citizens’ digital transactions (Mean = 3.92, SD = 1.08). The mean suggests that encryption 

and digital security measures are perceived as relatively effective, though the higher standard 

deviation implies that some respondents may have encountered security challenges or 

inconsistencies in implementation. 

Regarding cybersecurity audits and staff training, 65.5% of respondents agreed that the county 

conducts frequent cybersecurity audits and training for employees on digital security practices 

(Mean = 3.93, SD = 1.08). The mean value suggests a generally positive perception of security 

audits and training programs, though the standard deviation indicates some differences in 

respondents' experiences, possibly due to inconsistent training schedules or accessibility. 

Additionally, 72.1% of respondents agreed that the county has backup systems and disaster 

recovery plans to prevent service disruptions and protocols in case of cyberattacks (Mean = 4.03, 

SD = 1.07). The high mean suggests strong agreement on the existence of disaster recovery plans, 

while the moderate standard deviation indicates slight variability in perceptions, suggesting that 

some respondents may not be fully aware of these measures or their effectiveness. 

Moreover, 81.4% of respondents agreed that the county government has a comprehensive 

whistleblower protection strategy for those reporting corruption (Mean = 4.29, SD = 0.82). The 

highest mean in this category suggests strong confidence in whistleblower protection measures, 

while the lower standard deviation indicates a more uniform perception among respondents, 
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implying consistent implementation and awareness of these policies. In terms of automation and 

anti-corruption measures, 58.1% of respondents agreed that Murang’a County has clear policies 

and automated services that minimize human interactions and reduce corruption (Mean = 3.65, SD 

= 1.14). The mean suggests a moderate level of agreement, indicating that while some digital 

governance measures are in place, there is room for improvement in minimizing corruption 

through automation. The higher standard deviation indicates varied responses, suggesting that 

experiences with digital anti-corruption measures may differ across county departments and 

services. The overall mean across all statements was 3.953, suggesting that digital security and 

resilience measures in Murang’a County are generally perceived as effective. However, variations 

in standard deviations indicate inconsistencies in implementation, awareness, and accessibility of 

some security measures.  

4.5.5 Service Delivery 

The dependent variable was service delivery in Murang’a County Government. The respondents 

were asked to rate their agreement or otherwise on statements relating to service delivery in 

Murang’a County Government. The descriptive statistics results are shown in Table 10.  

Table 10:Descriptive Statistics on Service Delivery 

Statement 

Strongly 

Disagree Disagree Neutral Agree 

Strongly 

Agree Mean 

Std. 

Dev. 

Murang’a County 

provides timely 

essential services and 

meets the expected 

delivery schedules. 4.70% 2.30% 24.40% 31.40% 37.20% 3.94 1.07 

Most citizens within 

Murang’a County can 

easily access essential 

services. 3.50% 5.80% 16.30% 32.60% 41.90% 4.03 1.07 

The quality of 

essential services 

provided by 

Murang’a County 

meets residents' 

expectations. 3.50% 4.70% 22.40% 31.80% 37.60% 3.95 1.06 
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Service delivery in 

Murang’a County is 

consistently efficient 

and effective across 

all sectors. 2.40% 7.10% 15.30% 36.50% 38.80% 4.02 1.02 

The existing ICT 

infrastructure in the 

county has minimized 

corruption cases in 

service delivery. 3.50% 9.30% 19.80% 25.60% 41.90% 3.93 1.15 

The existing ICT 

infrastructure in the 

county has minimized 

bureaucratic delays in 

service delivery. 2.30% 8.10% 18.60% 25.60% 45.30% 4.03 1.09 

Overall Mean         3.983   

 

The descriptive statistics on service delivery as presented in Table 10 indicate that majority 

(68.6%) of the respondents agreed that Murang’a County provides timely essential services and 

meets the expected delivery schedules (Mean = 3.94, SD = 1.07). The mean suggests a generally 

positive perception of timely service provision, while the standard deviation indicates some 

variation, suggesting that while many respondents experienced prompt service delivery, others 

may have encountered delays. Similarly, majority (74.5%) of the respondents agreed that most 

citizens within Murang’a County could easily access essential services (Mean = 4.03, SD = 1.07). 

The mean suggests that accessibility to essential services is widely recognized, though the standard 

deviation indicates some differences in responses, possibly due to variations in infrastructure 

availability or geographical disparities in service distribution. 

Regarding service quality, most (69.4%) of the respondents agreed that the quality of essential 

services provided by Murang’a County meets residents' expectations (Mean = 3.95, SD = 1.06). 

The mean suggests a generally positive perception of service quality, though the standard deviation 

indicates some variation, suggesting that service quality may not be uniform across different 

sectors or areas within the county. Additionally, the majority (75.3%) of the respondents agreed 

that service delivery in Murang’a County is consistently efficient and effective across all sectors 
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(Mean = 4.02, SD = 1.02). The high mean value suggests a strong perception of efficiency in 

service delivery, while the relatively lower standard deviation indicates a consistent agreement 

among respondents. However, the presence of neutral and disagreeing responses suggests that 

certain sectors may experience inefficiencies that require further attention. 

Moreover, most (67.5%) of the respondents agreed that the existing ICT infrastructure in the 

county has minimized corruption cases in service delivery (Mean = 3.93, SD = 1.15). The mean 

suggests that digital transformation has played a role in reducing corruption, though the higher 

standard deviation indicates some variation in perceptions, possibly due to differences in exposure 

to digital systems or inconsistencies in enforcement. Similarly, majority (70.9%) of the 

respondents agreed that the existing ICT infrastructure in the county has minimized bureaucratic 

delays in service delivery (Mean = 4.03, SD = 1.09). The high mean value suggests a positive 

perception of ICT’s role in streamlining processes, while the standard deviation indicates some 

differences in experiences, possibly due to variations in system implementation and efficiency 

across departments. 

The overall mean across all statements was 3.983, suggesting that service delivery in Murang’a 

County is generally perceived as effective, with ICT infrastructure playing a key role in improving 

efficiency, accessibility, and corruption reduction. However, variations in standard deviations 

indicate that some inconsistencies remain in service delivery timelines, quality, and the 

effectiveness of digital governance measures. These findings suggest that while the county has 

made significant progress in improving service delivery, further efforts are needed to enhance 

uniformity in service provision and strengthen ICT systems to eliminate remaining inefficiencies. 

4.6 Inferential Analysis Results  

This section presents correlation and regression results on the relationship between digital 

transformational strategies and service delivery at Murang’a County in Kenya. 

4.6.1 Correlation Analysis Results 
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Table 11: Correlation Matrix 

The study conducted a correlation analysis to determine the association between digital 

transformation strategies and service delivery in Murang’a County Government. The correlation 

coefficient was computed to assess whether the independent variables were interdependent and to 

establish whether the independent variables were associated with the dependent variable, service 

delivery. The analysis determined the strength and the direction of the association between e-

government services, digital inclusion strategies, digital empowerment strategies, digital security 

and resilience measures, and service delivery. This helped to determine the extent to which these 

Service 

Delivery 

Pearson 

Correlati

on 1.000 
    

 
Sig. (2-tailed) 

    

E-Government 

Services 

Pearson 
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on .624** 1.000 
   

 

Sig. (2-

tailed) 0.000 
    

Digital 

Inclusion 

Strategies 

Pearson 

Correlati

on .612** .543** 1.000 
  

 

Sig. (2-

tailed) 0.000 0.000 
   

Digital 

Empowerment 

Strategies 

Pearson 

Correlati

on .752** .636** .725** 1.000 
 

 

Sig. (2-

tailed) 0.000 0.000 0.000 
  

Digital Security 

Resilience 

Measures 

Pearson 

Correlati

on .618** .644** .683** .701** 1.000 

  

Sig. (2-

tailed) 0.000 0.000 0.000 0.000   

** Correlation is significant at the 0.01 level (2-tailed). 
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digital transformation strategies correlate with the overall effectiveness and efficiency of service 

delivery in Murang’a County Government. The results of the correlation analysis for this study are 

presented in Table 11. 

The correlation matrix in Table 11 shows that there was a moderate positive and significant 

association between e-government services and service delivery in Murang’a County Government 

(r = 0.624, p < 0.01) at the 1% level of significance. This implies that the implementation of e-

government services is positively correlated with improved service delivery. These findings are 

consistent with those of Kumar, Sachan and Mukherjee (2023) who observed that the adoption of 

e-government platforms, such as online service portals and digital communication channels, 

improves service accessibility, reduces bureaucratic inefficiencies, and improves overall citizen 

satisfaction. 

The study also found a moderate positive and significant association between digital inclusion 

strategies and service delivery (r = 0.612, p < 0.01) at the 1% level of significance. This suggests 

that initiatives aimed at ensuring digital access for all residents, including marginalized groups, 

contribute to enhanced service delivery. These findings concurs with those of Wang and Si (2024) 

who reported that counties that actively promote digital inclusion through public internet access, 

digital literacy training, and inclusive participation in governance experience improved service 

efficiency and citizen engagement. 

Similarly, the results indicate a strong positive and significant association between digital 

empowerment strategies and service delivery (r = 0.752, p < 0.01) at the 1% level of significance. 

This demonstrates that digital empowerment efforts, such as ICT training for employees and public 

digital awareness programs, are strongly linked to improved service delivery. These findings are 

in agreement with the conclusion made by Tuoi and Thanh (2023) that organizations that invest in 

digital skills development and ICT capacity building among employees and citizens achieve better 

outcomes in service efficiency and transparency. 

Additionally, the study revealed a moderate positive and significant association between digital 

security and resilience measures and service delivery (r = 0.618, p < 0.01) at the 1% level of 

significance. This indicates that the implementation of cybersecurity policies, data protection 

measures, and disaster recovery plans positively contributes to the effectiveness of service delivery 

in Murang’a County Government. These findings are consistent with the conclusions of Hossain, 
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Yigitcanlar, Nguyen and Xu (2024), who noted that counties with strong digital security 

frameworks experience fewer disruptions, enhanced citizen trust in online services, and greater 

efficiency in digital service provision. 

4.6.2 Regression Analysis Results 

In addition to correlation analysis, regression analysis was conducted to establish the statistical 

significance and relationship between digital transformation strategies (e-government services, 

digital inclusion strategies, digital empowerment strategies, and digital security and resilience 

measures) and service delivery in Murang’a County Government. The analysis aimed to determine 

the extent to which these digital transformation strategies influence service delivery and to assess 

their predictive power in explaining variations in service delivery. Table 12 presents the model 

summary results. 

Table 12: Model Summary 

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

Estimate 

1 .780a 0.608 0.589 0.50553 

a. Predictors: (Constant), Digital Security Resilience Measures, E-Government Services, Digital 

Inclusion Strategies, Digital Empowerment Strategies 

 

The model summary results in Table 12 depict a coefficient of determination (R-squared) of 0.608 

and an adjusted R-squared of 0.589 at a 95% significance level. The R squared value of 0.608 

implies that the independent variables used in this study, e-government services, digital inclusion 

strategies, digital empowerment strategies, and digital security and resilience measures jointly 

explain 60.8% of the variation in service delivery in Murang’a County Government. This implies 

that these digital transformation strategies have a strong combined effect on service delivery in the 

County. The adjusted R squared value of 0.589 suggests that, excluding the constant variable, these 

digital transformation strategies explain 58.9% of the variation in service delivery. The remaining 

41.1% of the variation in service delivery can be attributed to other factors not included in this 

model. Table 13 shows analysis of variance results. 
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Table 13: Analysis of Variance (ANOVA) Results 

Model Sum of Squares Df Mean Square F Sig. 

1 

Regression 32.125 4 8.031 31.426 .000b 

Residual 20.701 81 0.256   

Total 52.826 85    

a. Dependent Variable: Service Delivery 

b. Predictors: (Constant), Digital Security Resilience Measures, E-Government Services, Digital 

Inclusion Strategies, Digital Empowerment Strategies 

 

The ANOVA results in Table 13 ndicate that the model adopted in this study was statistically 

significant in explaining the influence of digital transformation strategies, e-government services, 

digital inclusion strategies, digital empowerment strategies, and digital security and resilience 

measures on service delivery in Murang’a County Government. This is evidenced by a p-value of 

0.000, which is less than the significance level of 0.05. The F statistic of 31.426 further confirms 

the statistical significance of the model. These results suggest that the independent variables 

collectively have a significant influence on service delivery. Table 14 presents the regression 

coefficient results, providing further details on the individual contributions of each independent 

variable to service delivery. 

Table 14: Multiple Regression of Coefficients 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

T Sig. 

B Std. Error Beta 

1 

(Constant) 0.763 0.298  2.561 0.012 

E-Government Services 0.185 0.085 0.21 2.171 0.033 

Digital Inclusion Strategies 0.070 0.097 0.078 0.723 0.472 

Digital Empowerment 

Strategies 0.494 0.111 0.514 4.445 0.000 
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Digital Security Resilience 

Measures 0.478 0.057 0.491 8.355 0.000 

a. Dependent Variable: Service Delivery 

 

The regression model therefore became;  

Y = 0.763+0.185X1+0.070X2+0.494X3+ 0.478X4  

Where:   

Y = Service Delivery 

X1= E-Government Services 

X2 = Digital Inclusion Strategies 

X3 = Digital Empowerment Strategies  

X4= Digital Security Resilience Measures 

The regression of coefficients results in Table 14 indicates that e-government services were 

positively and significantly related to service delivery (β = 0.185, p = 0.033 < 0.05). This suggests 

that adopting e-government platforms contributes to improved service delivery by enhancing 

accessibility, efficiency, and transparency in county operations. The findings imply that improving 

e-government services can lead to better responsiveness and engagement between the government 

and citizens. This led to the rejection of the null hypothesis (H01). The study there found that e-

government services have a significant influence on the service delivery of the Murang’a County 

Government. This is consistent with the findings of a study by Wambua (2017), who assessed the 

role of land information management systems in county governments across Kenya and found that 

e-government services involving land information management systems contributed towards land 

tenure security, access to credit, dispute resolution, and real estate markets. 

Digital inclusion strategies were found to have a positive but not statistically significant 

relationship with service delivery (β = 0.070, p = 0.472 > 0.05). This suggests that even though 

digital inclusion efforts, such as providing internet access and promoting digital literacy, may 

contribute to service delivery improvements, their impact is not substantial in this context. This 
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could indicate the need for more targeted or effective inclusion initiatives to bridge digital access 

gaps and ensure broader participation in digital governance. Consequently, the study did not reject 

the null hypothesis (H02). The study therefore concluded that digital inclusion has no significant 

influence on the service delivery of the Murang’a County Government. These findings concurs 

with assertions by Anguche et al. (2024) that, digital inclusion entails promoting internet access 

and digital literacy training to remote and underserved populations, fostering equal opportunities. 

In Kenya’s devolved units, digital inclusion is paramount as it supports access to diverse e-

government services for all populations, enhancing efficiency and public service delivery 

(Wambua, 2016). The results also supports the observations by Anguche et al. (2024) that e-

government programs in counties like Nairobi, Kiambu, and Taita Taveta had positively impacted 

efficient and effective service delivery with services such as e-business licensing and e-parking. 

Among the variables, digital empowerment strategies had a strong positive and significant 

influence on service delivery (β = 0.494, p = 0.000 < 0.05). These results highlight that investing 

in digital literacy programs, ICT training, and capacity-building initiatives significantly enhances 

service efficiency and accessibility. The findings suggest that empowering employees and 

residents with digital skills enables better utilization of digital services, ultimately improving 

service delivery outcomes. The study thus rejected the null hypothesis (H03). Therefore, the study 

found that digital empowerment has a significant influence on the service delivery of the Murang’a 

County Government. These results agree with the findings of a study by Kabwe et al. (2024), who 

found that even though digitalization among the council was hampered by hurdles like the digital 

divide, infrastructure challenges, digital illiteracy, and lack of human resources, the council and 

residents displayed enthusiasm for digital empowerment programs. 

Similarly, digital security and resilience measures exhibited a strong positive and significant 

association with service delivery (β = 0.478, p = 0.000 < 0.05). This indicates that effective 

cybersecurity policies, data protection measures, and disaster recovery plans play a critical role in 

ensuring reliable and secure digital services. The findings imply that strengthening digital security 

enhances user trust, minimizes service disruptions, and promotes efficiency in service delivery. 

This led to the rejection of the null hypothesis (H04), and the conclusion was that digital security 

and resilience have a significant influence on the service delivery of the Murang’a County 

Government. These results suggest that despite digital inclusion strategies contribute to service 

delivery, they are not as influential as other digital transformation strategies. Instead, county 
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governments should focus on strengthening digital empowerment initiatives and security measures 

while leveraging e-government platforms to enhance service efficiency. These findings are 

consistent with the conclusions of Kimani and Otieno (2022), who emphasized the role of digital 

literacy and cybersecurity in improving public service delivery in county governments. 
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CHAPTER FIVE 

 SUMMARY, CONCLUSIONS AND RECOMMENDATIONS 

5.1 Introduction 

This chapter covers summary of key findings, conclusions, recommendations and suggestions for 

further studies.  

5.2 Summary of the Findings  

The aim of this study was to assess the effect of digital transformation strategies on service delivery 

in Murang’a County Government, Kenya. The specific objectives were to evaluate the influence 

of e-government services, digital inclusion strategies, digital empowerment strategies, and digital 

security and resilience measures on service delivery in Murang’a County. The study targeted a 

population of 88 respondents, comprising staff from the County Executive Committee, ICT 

County Assembly Committee, ICT staff, departmental heads, employees from different 

departments, and local residents, with census approach being adopted. Data was collected using 

questionnaires, and a pilot study was conducted to ensure validity and reliability. The analysis 

employed both descriptive and inferential statistics, including multiple regression analysis. 

5.2.1 E-Government Services on Service Delivery 

The first objective of the study was to assess the effects of e-government services on service 

delivery in Murang’a County, Kenya. The study found that the majority of respondents (74.4%) 

agreed that the county uses various e-government platforms such as websites, social media, and 

online portals to enhance service delivery (Mean = 4.07, SD = 1.17). These findings suggest that 

digital platforms play a key role in improving accessibility and efficiency in service provision. 

However, the standard deviation indicates variations in experiences, possibly due to differences in 

digital literacy or access to these platforms. Similarly, 69.7% of respondents agreed that e-

government services were accessible on multiple devices, including mobile phones and computers 

(Mean = 3.98, SD = 1.25). While the mean reflects a generally positive perception, the higher 

standard deviation suggests disparities in accessibility, potentially influenced by network coverage 

and technological infrastructure. 

Regarding responsiveness, 72.1% of respondents agreed that the county government promptly 

addresses complaints and technical challenges related to e-government services (Mean = 4.12, SD 
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= 1.18). This indicates that most citizens perceive the county as responsive to digital service 

challenges, though the variability in responses suggests some inconsistency in handling 

complaints. Additionally, 61.6% of respondents agreed that the county regularly updates its e-

government platforms to improve service delivery (Mean = 3.78, SD = 1.26). While this mean 

suggests a moderate level of agreement, the relatively higher standard deviation implies differing 

experiences, highlighting the need for more frequent and visible updates. Furthermore, 76.8% of 

respondents agreed that county officials actively engage the public to explain the benefits of e-

government services (Mean = 4.14, SD = 1.18). The high mean suggests that public engagement 

is widely recognized, but the standard deviation indicates some respondents may not have had 

sufficient exposure to these initiatives. 

Correlation analysis revealed a positive and significant association between e-government services 

and service delivery (r = 0.624, p < 0.01), indicating that improvements in e-government services 

enhance service efficiency. Regression analysis further confirmed a moderate but significant effect 

of e-government services on service delivery (β = 0.185, p = 0.033). These findings align with 

those of Kamau and Njenga (2022), who found that e-government adoption enhances transparency, 

efficiency, and accessibility in public service delivery. The results led to the rejection of null 

hypothesis (H01) and the conclusions was that e-government services have significant influence on 

the service delivery of the Murang’a County Government. This is consistent with the findings of 

a study by Wambua (2017) who assessed the role of land information management systems in 

county governments across Kenya and found that e-government services involving land 

information management systems contributed towards land tenure security, access to credit, 

dispute resolution, and real estate markets. 

5.2.2 Digital Inclusion Strategies on Service Delivery 

The second objective of the study was to determine the effects of digital inclusion strategies on 

service delivery in Murang’a County Government. The study found that 55.8% of respondents 

agreed that marginalized groups, such as women and youth, are actively included in discussions 

on service delivery priorities (Mean = 3.69, SD = 1.10). The moderate mean suggests efforts to 

promote inclusivity, but the standard deviation indicates inconsistencies, suggesting that some 

groups still face barriers in participation. Similarly, 52.9% of respondents agreed that the county 

effectively engages all residents through transparent communication and feedback mechanisms 
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(Mean = 3.72, SD = 1.00). While the mean suggests a generally positive perception, the relatively 

high percentage of neutral responses (38.8%) implies that some residents may not have fully 

experienced these engagement efforts. 

Regarding citizen participation, 48.3% of respondents agreed that residents are actively involved 

in decision-making processes (Mean = 3.42, SD = 1.18). The lower mean suggests that while some 

initiatives exist, there is a need to enhance citizen engagement in governance. The higher standard 

deviation reflects differences in participation levels across various demographic groups. 

Furthermore, 59.3% of respondents agreed that all residents have equal access to official 

information about county e-government services (Mean = 3.77, SD = 1.05). The moderate mean 

indicates recognition of information accessibility, but the standard deviation suggests that some 

residents still face barriers in obtaining official information. The study also found that 58.1% of 

respondents agreed that the county provides reliable customer support for e-government services 

(Mean = 3.59, SD = 1.09). While the mean suggests a positive perception, the variation in 

responses implies inconsistent service experiences. 

Correlation analysis revealed a positive but weaker association between digital inclusion strategies 

and service delivery (r = 0.612, p < 0.01). In addition, regression analysis indicated that digital 

inclusion strategies had a positive but statistically insignificant relationship with service delivery 

(β = 0.070, p = 0.472). These findings suggest that while digital inclusion plays a role in service 

delivery, its influence is not as strong as other digital transformation strategies. Consequently, the 

study did not reject the null hypothesis (H02). The study therefore concluded that digital inclusion 

has no significant influence on the service delivery of the Murang’a County Government. These 

findings concurs with assertions by Anguche et al. (2024) that, digital inclusion entails promoting 

internet access and digital literacy training to remote and underserved populations, fostering equal 

opportunities. In Kenya’s devolved units, digital inclusion is paramount as it supports access to 

diverse e-government services for all populations, enhancing efficiency and public service delivery 

(Wambua, 2016). 

5.2.3 Digital Empowerment Strategies on Service Delivery 

The third objective of the study was to analyze the influence of digital empowerment strategies on 

service delivery in Murang’a County Government. The study found that 61.6% of respondents 

agreed that the county provides adequate ICT training to employees (Mean = 3.76, SD = 1.25). 
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The moderate mean suggests a positive perception of digital capacity-building, though the high 

standard deviation indicates differences in training effectiveness and accessibility. Similarly, 

61.7% of respondents agreed that the county offers regular awareness programs to enhance digital 

literacy (Mean = 3.87, SD = 1.11). The mean suggests that digital literacy initiatives are 

recognized, though variability in responses suggests that some residents may not fully benefit from 

these programs. 

Regarding accessibility, 79.1% of respondents agreed that e-government services are user-friendly 

and easy to navigate (Mean = 4.03, SD = 0.93). The high mean indicates strong agreement on the 

accessibility of digital services, while the low standard deviation suggests a consistent perception 

among respondents. Additionally, 71.0% of respondents agreed that the county collaborates with 

local organizations to enhance digital service awareness (Mean = 4.02, SD = 1.06). The mean 

suggests that partnerships contribute to digital empowerment, though variability in responses 

indicates differences in effectiveness. 

Correlation analysis revealed a strong positive and significant association between digital 

empowerment strategies and service delivery (r = 0.752, p < 0.01). In addition, regression analysis 

confirmed a strong positive effect (β = 0.494, p = 0.000). These findings highlight the critical role 

of digital empowerment in enhancing service delivery. The study thus rejected the null hypothesis 

(H03). Therefore the study found that digital empowerment has significant influence on the service 

delivery of the Murang’a County Government. This results agrees with the findings of a study by 

Kabwe et al. (2024) who found that even though digitalization among the council was hampered 

by hurdles like the digital divide, infrastructure challenges, digital illiteracy, and lack of human 

resources, the council and residents displayed enthusiasm for digital empowerment programs. 

5.2.4 Digital Security and Resilience Measures on Service Delivery 

The fourth objective of the study was to establish the influence of digital security and resilience 

measures on service delivery in Murang’a County Government. The study found that 66.3% of 

respondents agreed that the county has robust cybersecurity policies (Mean = 3.90, SD = 0.97). 

The mean suggests that digital security policies are widely acknowledged, though some variation 

exists in their perceived effectiveness. Similarly, 67.4% of respondents agreed that the county 

employs data encryption and security measures to protect digital transactions (Mean = 3.92, SD = 

1.08). The mean reflects a generally positive perception, though variability in responses suggests 
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differences in security implementation. 

Regarding risk management, 72.1% of respondents agreed that the county has backup systems and 

disaster recovery plans to prevent service disruptions (Mean = 4.03, SD = 1.07). The high mean 

suggests strong recognition of contingency measures, while the moderate standard deviation 

reflects differences in awareness. Additionally, 81.4% of respondents agreed that the county has a 

whistleblower protection strategy for reporting corruption (Mean = 4.29, SD = 0.82). This was the 

highest mean among digital security measures, indicating strong confidence in anti-corruption 

efforts. 

Correlation analysis revealed a moderate but significant association between digital security and 

service delivery (r = 0.618, p < 0.01). Regression analysis further confirmed its strong influence 

(β = 0.478, p = 0.000). These findings suggest that strengthening cybersecurity and risk 

management is crucial for improving digital service delivery in Murang’a County Government. 

This led to the rejection of null hypothesis (H04) and the conclusion was that digital security and 

resilience have significant influence on the service delivery of the Murang’a County Government. 

These results suggest that despite digital inclusion strategies contribute to service delivery, they 

are not as influential as other digital transformation strategies. Instead, county governments should 

focus on strengthening digital empowerment initiatives and security measures while leveraging e-

government platforms to enhance service efficiency. 

5.3 Conclusions  

From the findings, it can be concluded that digital transformation strategies are critical in 

enhancing service delivery in Murang’a County Government. E-government services, digital 

empowerment strategies, and digital security and resilience measures significantly contribute to 

improved service efficiency, accessibility, and responsiveness. However, digital inclusion 

strategies, while relevant, were found to have a weaker influence on service delivery, suggesting 

the need for more targeted efforts in fostering digital accessibility and inclusivity. For instance, 

Murang’a County needs to invest in strengthening digital infrastructure, expanding ICT training, 

and ensuring broad-based public participation to optimize access of digital services by 

marginalized communities.  

The study concludes that e-government services are instrumental in improving service accessibility 

and efficiency within Murang’a County. The availability of online platforms, mobile-accessible 
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services, and social media engagement has enhanced government responsiveness to citizen needs. 

However, inconsistencies in platform updates and digital literacy gaps may limit the full realization 

of these benefits. For e-government services to be more effective, Murang’a County should 

implement more platform enhancements, ensure user-friendly interfaces, and invest in public 

awareness campaigns to increase digital adoption. The integration of e-government services with 

other digital strategies will further enhance the county’s service delivery by reducing bureaucratic 

inefficiencies and improving e-citizen interactions. 

While digital inclusion strategies are intended to enhance equitable access to services, the findings 

suggest that their current implementation does not significantly influence service delivery. This 

highlights potential gaps in the effectiveness of outreach efforts, particularly in engaging 

marginalized groups such as women, youth, and persons with disabilities. Murang’a County should 

focus on bridging the digital divide by expanding internet access, improving digital literacy 

programs, and enhancing citizen engagement in governance. Strengthening these initiatives will 

ensure that digital transformation efforts are more inclusive and responsive to the needs of diverse 

populations, ultimately contributing to a more equitable service delivery framework. 

The study further concludes that digital empowerment strategies are important for improving 

service delivery by improving the capacity of both employees and residents to engage with digital 

platforms. The findings suggest that ICT training, digital literacy programs, and partnerships with 

local organizations contribute significantly to increased digital adoption. However, variations in 

training effectiveness and accessibility indicate that not all stakeholders benefit equally from 

empowerment initiatives. To maximize impact, Murang’a County should implement structured 

digital literacy programs, tailor training sessions to different demographic groups, and leverage 

partnerships with private and non-governmental organizations to expand digital skills 

development. Investing in digital empowerment will ensure that citizens and government staff can 

effectively utilize e-government services, leading to more efficient and transparent service 

delivery. 

Moreover, the study concludes that digital security and resilience measures are significant in 

ensuring the sustainability and reliability of digital service delivery in Murang’a County 

Government. Strong cybersecurity policies, data encryption measures, and risk management 

frameworks contribute to building public trust and minimizing service disruptions. The findings 
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highlight the importance of whistleblower protection mechanisms and automated systems in 

reducing corruption and enhancing accountability. However, variations in awareness and 

implementation suggest that some areas may require additional efforts to strengthen digital 

security frameworks. The county government should continue investing in cybersecurity training, 

conduct regular security audits, and develop comprehensive risk mitigation strategies to enhance 

the resilience of digital governance systems. By prioritizing digital security, the county can ensure 

that digital transformation efforts are sustainable, secure, and capable of delivering long-term 

benefits to residents 

5.4 Recommendations  

In view of the findings, the study recommends that Murang’a County Government and similar 

institutions should focus on strengthening the implementation of digital transformation strategies 

to enhance service delivery. Even though e-government services, digital empowerment, and 

security measures significantly contribute to improved service efficiency, it is necessary to ensure 

their consistent application and accessibility across all county departments. County governments 

should adopt a more integrated approach to digital governance, ensuring that digital strategies are 

user-centric and address real-time service delivery needs. Additionally, the study recommends 

investment in capacity-building initiatives, including ICT training for both employees and 

residents, as this will improve digital adoption and utilization. These efforts will improve overall 

service efficiency, minimize delays, and enhance government-citizen engagement. 

From a policy perspective, the study recommends that county governments should consider 

developing and institutionalizing clear policies to enhance e-government services. Policies should 

focus on ensuring frequent updates to digital platforms, improving accessibility across multiple 

devices, and increasing citizen awareness of available e-government services. Additionally, 

policymakers should emphasize the importance of interactive digital engagement, mandating the 

use of social media, online portals, and feedback mechanisms to enhance responsiveness to citizen 

needs. Establishing policies that streamline digital transactions and minimize bureaucratic 

inefficiencies will further promote transparency and efficiency in public service delivery. 

To strengthen digital inclusion, the county should implement targeted initiatives aimed at reducing 

the digital divide among marginalized groups such as women, youth, and persons with disabilities. 

This can be achieved through the expansion of public digital infrastructure, including community 
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internet access points and digital literacy programs tailored to different demographic groups. 

Additionally, the county should enhance citizen participation in governance by creating structured 

engagement forums where residents can contribute to decision-making processes. Strengthening 

digital inclusion policies will ensure that all residents have equal access to county services, thereby 

improving service equity and responsiveness. 

For digital empowerment, the study recommends that Murang’a County Government establish 

structured ICT training programs for both employees and residents. Training should focus on 

enhancing digital skills, increasing awareness of e-government services, and improving user 

proficiency in digital platforms. Furthermore, the county should collaborate with private sector 

stakeholders, NGOs, and academic institutions to develop digital literacy campaigns that 

encourage greater adoption of online services. By strengthening digital empowerment strategies, 

the county can improve citizen engagement, enhance service efficiency, and maximize the benefits 

of digital transformation. 

Furthermore, the study recommends that Murang’a County Government prioritize cybersecurity 

and resilience measures to ensure the sustainability of digital service delivery. The county should 

conduct regular security audits, implement robust data protection policies, and provide 

cybersecurity training for employees. Additionally, there is a need to enhance digital 

accountability by strengthening whistleblower protection mechanisms and automating service 

delivery processes to reduce opportunities for corruption. Investing in cybersecurity and risk 

management will not only safeguard sensitive information but also build public trust in digital 

services, ensuring long-term sustainability and efficiency in county service delivery. 

5.5 Recommendation for Further Research 

Based on the above findings, this study suggests that future research should explore the long-term 

impact of digital transformation strategies on overall governance efficiency and public service 

delivery. Even though this study examined the immediate effects of e-government services, digital 

inclusion, digital empowerment, and digital security measures, further studies should consider 

investigating how sustained digital adoption influences county-wide administrative performance 

over time. Additionally, this study did not incorporate either moderating or mediating variables; 

therefore, future research should examine potential moderators such as leadership commitment, 

regulatory frameworks, and citizen digital literacy in affecting the effectiveness of digital 
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transformation strategies.  

Additionally, the current study found that e-government services, digital inclusion strategies, 

digital empowerment strategies, and digital security and resilience measures collectively explained 

60.8% of the variation in service delivery, leaving 41.1% unexplained. Future research should 

strive to identify additional factors influencing service delivery, such as the role of financial 

investment in digital infrastructure, policy implementation effectiveness, and public-private 

partnerships in advancing digital transformation. Furthermore, investigating the integration of 

emerging technologies such as blockchain, artificial intelligence, and big data analytics in county 

governance could provide valuable insights into enhancing transparency, accountability, and 

efficiency in public service provision. 

Moreover, future research should explore the impact of digital transformation strategies on citizen 

satisfaction and engagement with government services. While this study focused on service 

efficiency, further research should examine how digital adoption influences public trust in 

government institutions, digital literacy challenges, and disparities in service accessibility across 

different demographic groups. With the increasing use of digital platforms in governance, 

understanding the behavioral and social factors that drive or hinder digital service uptake would 

be essential. Examining these aspects will help county governments refine their digital 

transformation initiatives to ensure they are inclusive, user-friendly, and aligned with citizen 

expectations. 
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APPENDICES 

Appendix I: Questionnaire 

This survey intends to obtain data on Digital Transformation Strategies for Service Delivery in 

County Governments in Kenya: A Case of Murang’a County for a master’s thesis. 

SECTION A: DEMOGRAPHIC INFORMATION 

Kindly tick (✓) on options that best describe you. 

1. Indicate your gender: Male  Female 

2.   

3. Indicate Your Age:  20-29 Years   30-39Years  40-49Years  50 and above  

4. Highest Academic Qualifications: 

Diploma      Bachelor’s degree        Master’s degree   Doctorate  

Other (specify) _______________________________________________________ 

5. Position in the County government 

  Member of CECs    ICT staff     ICT County Assembly Committee     Head of 

Department    County Employee   County resident 

6. Indicate your department in the bank………………………………………………… 
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SECTION II: DIGITAL INFORMATION STRATEGIES AND SERVICE DELIVERY 

SECTION A: E-government Services and Service Delivery 

This section has statements regarding E-government services and Service Delivery. Please tick (√) 

one cell for each statement. Use a scale of 1-5, given that Strongly Disagree, 2= Disagree, 3= 

Neutral, 4= Agree, 5= Strongly Agree. 

 Statements 1 2 3 4 5 

1 The county uses various e-government platforms, including 

websites, social media, and online portals.  

     

2 E-government services are accessible on multiple devices, 

including mobile phones, computers, etc. 

     

3 The county government promptly responds to complaints 

or technical challenges hindering service accessibility. 

     

5 
The county regularly updates its e-government platforms to 
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promote service delivery. 

6 County government officials often engage the public to 

explain the benefits of e-government services. 

     

SECTION B: Digital Inclusion and Service Delivery  

This section has statements regarding Digital Inclusion and Service Delivery. Please tick (√) one 

cell for each statement using the same scale indicated above.  

 Statement 1 2 3 4 5 

1 Marginalized groups, such as women and youth, are 

actively included in discussions on service delivery 

priorities. 

     

2 The Muran’ga County government effectively engages all 

residents through transparent communication and feedback 

mechanisms. 

     

3 Citizens are actively involved in decision-making 

processes related to service delivery in Murang’a County. 

     

4 All residents have equal access to official information 

about county e-government services. 

     

5 The county has reliable customer support, such as online 

chat, a help desk, or a hotline for e-government services. 

     

6 The county governments facilitate internet connectivity 

and reliable networks to support e-government services in 

remote areas. 

     

7 The county has measures to ensure the accessibility of 

digital services to people with disabilities, such as screen 
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readers, easy navigation, and sign language support. 

SECTION C: Digital Empowerment and Service Delivery 

This section has statements regarding Digital empowerment and Service Delivery. Please tick (√) 

one cell for each statement using the scale provided. 

 Statement 1 2 3 4 5 

1 The county provides adequate training on ICT 

infrastructure and e-government services to employees. 

     

2 The county provides regular and effective awareness 

programs to enhance residents’ digital literacy on digital 

transformation platforms. 

     

3 The process of accessing e-government services is user-

friendly and easy to understand.  

     

4 The county partners with local organizations to enhance 

awareness of digital services. 

     

5 Murang’a County provides access to digital resources like 

community training centres and public WIFI. 

     

6 The costs of using or accessing digital government services 

are reasonable and affordable to most citizens. 

     

SECTION D: Digital Security and Resilience and Service Delivery  

This section has statements regarding Digital Security and Resilience and Service Delivery. Please 

tick (√) one cell for each statement using the scale provided. 

 Statement 1 2 3 4 5 

1 
Murang’a County has robust cybersecurity policies to 
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protect its digital systems. 

2 The county government employs data encryption and 

security measures to protect citizens’ digital transactions. 

     

3 The county government conducts frequent cybersecurity 

audits and training for staff on digital security practices. 

     

4 The county has backup systems and disaster recovery plans 

to prevent service disruptions and protocols in case of 

cyberattacks. 

     

5 The county government has a comprehensive 

whistleblower protection strategy for those reporting 

corruption. 

     

6. Murang’a County has clear policies and automated 

services, minimizing human interactions and manipulation 

of the services, and reducing corruption. 

     

SECTION E: Service Delivery 

Please complete the statements below following the same instructions. The questions are about the 

service delivery of county governments: A case study of Murang’a County. 

 Statement 1 2 3 4 5 

1 Murang’a County provides timely essential services and 

meets the expected delivery schedules. 

     

2 Most citizens within Murang’a County can easily access 

essential services. 

     

3 The quality of essential services provided by Murang’a 

County meets residents' expectations. 
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4 Service delivery in Murang’a County is consistently 

efficient and effective across all sectors. 

     

5 The existing ICT infrastructure in the county has 

minimized corruption cases in service delivery. 

     

6 The existing ICT infrastructure in the county has 

minimized bureaucratic delays in service delivery. 
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