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ABSTRACT 
 
This study examined the effect of e-governance practices on organizational 
effectiveness of telecommunication firms. Specifically, the study determined the effect 
of electronic service delivery (e-service systems) and digital communication and 
information management systems on organizational effectiveness. A cross-sectional 
survey research design was adopted, and data were collected from a sample of 198 
respondents using a structured questionnaire. The data were analyzed using 
descriptive statistics, Pearson correlation, and multiple regression analysis. The 
findings revealed that electronic service delivery (e-service systems) has a significant 
positive effect on organizational effectiveness (β = 0.384, t = 5.762, p < 0.05), 
indicating that efficient digital service platforms enhance service quality, 
responsiveness, and customer satisfaction. Furthermore, digital communication and 
information management systems were found to significantly influence 
organizational effectiveness (β = 0.436, t = 6.218, p < 0.05), suggesting that effective 
information flow and communication systems improve coordination, decision-
making, and overall performance. The overall regression model was statistically 
significant (F = 132.47, p < 0.05) with an adjusted R² of 0.582, implying that 58.2% of 
the variation in organizational effectiveness is explained by e-governance practices. 
The study concluded that e-governance practices are critical drivers of organizational 
effectiveness in telecommunication firms. It recommended that firms invest in 
advanced e-service technologies, strengthen digital communication infrastructure, 
and continuously train employees to enhance digital competencies. The study 
contributes to knowledge by providing empirical evidence on the role of e-governance 
practices in improving organizational effectiveness within the telecommunication 
sector, particularly in developing economies, thereby extending existing literature in 
information systems and organizational performance. 
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INTRODUCTION 
 
The rapid advancement of information and communication 
technologies (ICTs) has fundamentally transformed the 
way organizations operate, communicate, and deliver 
services in the digital age. One of the most significant  

 
 
 
developments arising from this transformation is the 
emergence of e-governance, which involves the 
application of ICTs to enhance governance processes, 
service delivery,     and      stakeholder      interactions.      
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E-governance is broadly defined as the use of digital 
technologies, particularly the internet, to improve the 
efficiency, transparency, accountability, and 
responsiveness of organizational and governmental 
systems (Twizeyimana & Andersson, 2019; Adjei-Bamfo et 
al., 2019). It represents a shift from traditional bureaucratic 
structures to more flexible, technology-driven frameworks 
that facilitate real-time communication and data-driven 
decision-making. 

In contemporary organizations, particularly in 
technology-intensive sectors such as telecommunications, 
e-governance practices have become increasingly vital. 
The telecommunications industry plays a critical role in 
enabling digital connectivity and supporting economic 
development, making it highly dependent on efficient 
governance mechanisms and technological integration. As 
organizations in this sector face increasing competition, 
customer expectations, and regulatory pressures, the 
adoption of e-governance practices such as digital service 
platforms, electronic communication systems, and 
automated decision-making processes has become 
essential for sustaining operational efficiency and 
competitiveness (Ojo, 2021). 

Organizational effectiveness, on the other hand, refers 
to the extent to which an organization achieves its goals 
and objectives using available resources efficiently. It 
encompasses multiple dimensions, including productivity, 
service quality, adaptability, and stakeholder satisfaction 
(Etzioni, 1964). In the telecommunications sector, 
effectiveness is closely linked to service reliability, 
responsiveness, and innovation, all of which are influenced 
by governance structures and technological capabilities. 
Empirical evidence suggests that governance practices, 
including digital systems and service quality management, 
significantly impact organizational performance and 
customer satisfaction in telecommunications firms. 
Furthermore, e-governance practices contribute to 
organizational effectiveness by streamlining internal 
processes, reducing bureaucratic delays, enhancing 
transparency, and improving communication between 
organizations and stakeholders. These practices also 
foster better decision-making through the availability of 
real-time data and analytics, thereby enabling firms to 
respond more effectively to environmental changes and 
market demands. Importantly, e-governance is not merely 
about the adoption of technology but involves a 
comprehensive transformation of organizational 
structures, processes, and relationships to achieve 
improved performance outcomes (Heeks, 2001; Godse & 
Garg, 2009). 

Despite the recognized benefits of e-governance, its 
implementation in many developing economies, including 
Nigeria, faces several challenges such as inadequate 
infrastructure, limited technical expertise, and resistance to 
change. These challenges can hinder the realization of its 
full potential in enhancing organizational effectiveness, 
particularly within the telecommunications   sector   where  
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digital innovation is critical. 

Against this backdrop, this study seeks to examine the 
effect of e-governance practices on the organizational 
effectiveness of telecommunication firms. By exploring the 
relationship between digital governance mechanisms and 
performance outcomes, the study aims to contribute to the 
growing body of knowledge on technology-driven 
organizational transformation and provide practical 
insights for managers and policymakers in the 
telecommunications industry. 
 
Problem Statement 
 
The telecommunications industry has become a critical 
driver of economic growth and digital transformation, 
particularly in developing economies such as Nigeria. As 
the sector continues to expand, firms are increasingly 
required to adopt innovative governance mechanisms to 
enhance service delivery, operational efficiency, and 
customer satisfaction. One such mechanism is e-
governance, which leverages information and 
communication technologies (ICTs) to improve 
transparency, accountability, communication, and 
decision-making processes within organizations. Despite 
the growing recognition of e-governance as a strategic tool 
for improving organizational performance, its practical 
impact on organizational effectiveness in 
telecommunication firms remains unclear and insufficiently 
explored. 

Many telecommunication firms continue to experience 
operational inefficiencies, service delivery challenges, 
customer dissatisfaction, and bureaucratic delays, even 
with the increasing adoption of digital technologies. These 
challenges raise concerns about whether the 
implementation of e-governance practices has been 
effective or merely superficial. In some cases, 
organizations invest heavily in digital infrastructure without 
corresponding improvements in governance structures, 
staff capacity, or process integration, thereby limiting the 
potential benefits of e-governance initiatives. 

Furthermore, the successful implementation of e-
governance in developing countries is often constrained by 
factors such as inadequate technological infrastructure, 
limited technical expertise, resistance to organizational 
change, poor policy frameworks, and weak institutional 
support. In the Nigerian telecommunications sector, these 
challenges may hinder the effective utilization of e-
governance practices, thereby affecting organizational 
outcomes such as productivity, service quality, innovation, 
and responsiveness to customer needs. 

Another critical issue is the lack of empirical evidence 
linking specific e-governance practices—such as 
electronic communication systems, digital service delivery 
platforms, data management systems, and automated 
decision-making processes to measurable indicators of 
organizational effectiveness within telecommunication 
firms. Existing    studies    have    largely focused on public  
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sector applications of e-governance, with limited attention 
given to private sector organizations, particularly in the 
telecommunications industry. 

Given these gaps, there is a need to critically examine 
how e-governance practices influence organizational 
effectiveness in telecommunication firms. This study 
therefore seeks to address this problem by investigating 
the extent to which e-governance practices contribute to 
improved performance outcomes, identifying the 
challenges associated with their implementation, and 
providing insights that can guide policymakers and 
organizational leaders in optimizing digital governance 
strategies for enhanced effectiveness. 
 
Study Objectives 
 

i.Determine the effect of electronic service delivery (e-
service systems) on organizational effectiveness of 
telecommunication firms 

ii.Determine the effect of digital communication and 
information management systems on organizational 
effectiveness of telecommunication firms 
 
Research Questions 
 

i.What is the effect of electronic service delivery (e-service 
systems) on organizational effectiveness of 
telecommunication firms? 

ii.What is the effect of digital communication and information 
management systems on organizational effectiveness of 
telecommunication firms? 
 
Hypotheses 
 
H01: What is the effect of electronic service delivery (e-
service systems) on organizational  
      effectiveness of telecommunication firms 
 
H02: What is the effect of digital communication and 
information management systems on  
      organizational effectiveness of telecommunication 
firms 
Literature Underpinnings 
 
Conceptual Reviews 
 
E-Governance Practices  
 
E-governance practices refer to the systematic application 
and utilization of information and communication 
technologies (ICTs) to enhance governance processes, 
decision-making, service delivery, and interactions 
between organizations and their stakeholders. These 
practices encompass the deployment of digital tools such 
as the internet, mobile technologies, databases, and 
electronic communication systems to promote efficiency, 
transparency, accountability, and responsiveness in  
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organizational operations (Heeks, 2001; Twizeyimana & 
Andersson, 2019). More specifically, e-governance 
practices involve the integration of technology into 
administrative and managerial processes to streamline 
workflows, reduce bureaucratic bottlenecks, and facilitate 
real-time access to information. This includes activities 
such as electronic service delivery, digital record 
management, online communication systems, and 
automated decision-support mechanisms. Through these 
practices, organizations are able to improve coordination, 
enhance stakeholder engagement, and ensure better 
monitoring and evaluation of performance (Bannister & 
Connolly, 2012). 

In the context of modern organizations, particularly in 
technology-driven industries like telecommunications, e-
governance practices also represent a strategic approach 
to organizational transformation. They enable firms to 
adapt to dynamic environments by leveraging digital 
infrastructure for improved service quality, innovation, and 
competitive advantage. Importantly, e-governance is not 
limited to the adoption of technology alone but involves a 
holistic change in organizational culture, structures, and 
processes to achieve effective governance outcomes 
(Ndou, 2004; Gil-García et al., 2018). Overall, e-
governance practices can be understood as a 
comprehensive framework through which organizations 
utilize digital technologies to improve operational 
efficiency, strengthen governance mechanisms, and 
achieve organizational goals more effectively. 
 
Organizational Effectiveness  
 
Organizational effectiveness refers to the extent to which 
an organization achieves its stated goals and objectives 
while utilizing its resources efficiently and adapting to its 
external environment. It is a multidimensional concept that 
encompasses not only the attainment of desired outcomes 
but also the ability of an organization to sustain 
performance, maintain internal stability, and respond to 
changing environmental conditions (Etzioni, 1964; Daft, 
2016). From a goal-oriented perspective, organizational 
effectiveness is measured by how well an organization 
fulfills its mission and strategic objectives. This includes 
performance indicators such as productivity, profitability, 
service quality, innovation, and customer satisfaction. 
However, scholars argue that effectiveness goes beyond 
goal attainment to include internal processes such as 
employee engagement, communication efficiency, and 
organizational culture, which collectively contribute to long-
term success (Robbins & Judge, 2017). 

Additionally, the systems perspective views 
organizational effectiveness as the ability of an 
organization to acquire inputs from its environment, 
transform them into valuable outputs, and maintain 
equilibrium through feedback and adaptation. This 
perspective emphasizes flexibility, learning, and 
responsiveness as critical components of effectiveness,  
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especially in dynamic and competitive industries (Katz & 
Kahn, 1978). In modern organizational studies, 
effectiveness is also linked to the organization’s capacity 
for continuous improvement and innovation. Organizations 
that effectively leverage technology, human capital, and 
governance structures are better positioned to achieve 
sustainable performance and competitive advantage 
(Richard et al., 2009). Thus, organizational effectiveness is 
not a single measure but a comprehensive assessment of 
how well an organization performs across multiple 
dimensions over time. 
 
Telecommunication Firms in Delta State 
 
Telecommunication firms refer to organizations or service 
providers that offer communication services through the 
transmission of voice, data, text, and multimedia 
information over electronic and digital networks. These 
firms, often called telecommunications service providers, 
are responsible for providing infrastructure and services 
such as mobile telephony, internet access, broadband 
connectivity, and data communication to individuals, 
businesses, and government institutions (Ojo, 2021). They 
play a central role in facilitating communication and 
information exchange across geographic distances using 
various technologies including wireless networks, fiber 
optics, and satellite systems. In the context of Nigeria, 
telecommunication firms are key players within the 
information and communication technology (ICT) sector 
and include major operators such as MTN Nigeria, Airtel 
Nigeria, Globacom, and 9mobile. These firms provide 
mobile and internet services to a rapidly growing 
subscriber base and contribute significantly to national 
economic development and digital transformation. The 
sector is characterized by strong competition, 
technological innovation, and increasing demand for data-
driven services. 

Specifically, telecommunication firms in Delta State can 
be understood as branches, operational units, or service 
outlets of these national and multinational telecom 
providers operating within the state to deliver 
communication services to residents and businesses. 
Their activities include network installation and 
maintenance, customer service operations, data and voice 
service provision, and digital connectivity solutions. These 
firms serve as critical enablers of socio-economic activities 
by supporting business transactions, e-governance 
initiatives, education, and social interactions within the 
state. Furthermore, telecommunication firms contribute to 
regional development by enhancing connectivity, 
promoting digital inclusion, and supporting the growth of 
other sectors such as banking, commerce, and public 
administration. Their presence in Delta State ensures that 
individuals and organizations can communicate efficiently, 
access digital services, and participate in the broader 
digital economy.In summary, telecommunication firms in 
Delta State are organizations engaged in the provision of  
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electronic communication services through advanced 
technological systems, playing a vital role in facilitating 
connectivity, economic activities, and organizational 
operations within the state and beyond. 
 
Electronic service delivery (e-service systems) on 
organizational effectiveness of telecommunication 
firms 
 
Electronic service delivery (e-service systems) has 
become a fundamental component of modern 
telecommunication operations, significantly influencing 
organizational effectiveness. E-service systems refer to 
digital platforms and technologies—such as mobile 
applications, web portals, automated customer service 
tools, and online transaction systems—used by 
organizations to deliver services efficiently to customers 
and stakeholders (Zeithaml et al., 2002; Parasuraman et 
al., 2005). One of the primary effects of e-service systems 
on organizational effectiveness is the improvement in 
operational efficiency. By automating routine processes 
such as billing, subscription management, and customer 
inquiries, telecommunication firms can reduce manual 
workload, minimize errors, and lower operational costs. 
This leads to faster service delivery and better utilization of 
organizational resources, thereby enhancing overall 
productivity (Laudon & Laudon, 2020). 

E-service systems also significantly enhance service 
quality and customer satisfaction, which are key indicators 
of organizational effectiveness. Digital platforms enable 
customers to access services anytime and anywhere, 
reducing waiting times and improving convenience. 
Features such as real-time complaint resolution, self-
service options, and personalized service offerings 
contribute to a better customer experience, which in turn 
fosters customer loyalty and retention (Parasuraman et al., 
2005; Blut et al., 2015). Furthermore, the adoption of e-
service systems improves decision-making and 
responsiveness within telecommunication firms. These 
systems generate large volumes of real-time data on 
customer behavior, service usage, and network 
performance. Managers can leverage this data to make 
informed decisions, predict demand patterns, and respond 
quickly to service disruptions or market changes. This 
enhances the organization’s adaptability and strategic 
positioning in a highly competitive industry (Laudon & 
Laudon, 2020). 

Another critical effect is the promotion of transparency 
and accountability in organizational processes. E-service 
platforms provide traceable records of transactions and 
interactions, reducing opportunities for fraud, errors, and 
inefficiencies. This strengthens governance structures and 
builds trust among customers and stakeholders, which is 
essential for sustained organizational performance 
(Bannister & Connolly, 2012). Additionally, e-service 
systems support innovation and competitive advantage. 
Telecommunication firms   that    effectively deploy digital  
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service platforms can introduce new products, customize 
services, and differentiate themselves in the market. This 
capability not only improves organizational performance 
but also ensures long-term sustainability in a rapidly 
evolving technological environment (Porter, 2001). 
However, despite these benefits, the effectiveness of e-
service systems may be constrained by challenges such 
as poor network infrastructure, cybersecurity risks, low 
digital literacy among users, and resistance to 
technological change. If not properly managed, these 
challenges can limit the positive impact of e-service 
systems on organizational effectiveness. In conclusion, 
electronic service delivery systems play a vital role in 
enhancing organizational effectiveness in 
telecommunication firms by improving efficiency, service 
quality, decision-making, transparency, and innovation. 
Their successful implementation is therefore critical for 
achieving superior organizational performance and 
maintaining competitiveness in the telecommunications 
industry. 
 
 Digital communication and information management 
systems on organizational effectiveness of 
telecommunication firms 
 
Digital communication and information management 
systems are critical components of e-governance practices 
that significantly influence the organizational effectiveness 
of telecommunication firms. These systems encompass 
technologies such as email platforms, intranet systems, 
enterprise resource planning (ERP), customer relationship 
management (CRM) systems, cloud computing, and data 
analytics tools used to facilitate communication, store and 
process information, and support decision-making 
(Laudon & Laudon, 2020; O’Brien & Marakas, 2011). One 
major effect of these systems is the enhancement of 
internal communication and coordination within 
telecommunication firms. Efficient digital communication 
tools enable seamless information flow across 
departments and organizational levels, reducing delays 
and misunderstandings. This improves teamwork, 
coordination of activities, and alignment with 
organizational goals, thereby increasing overall 
productivity and effectiveness (Robbins & Judge, 2017). 
Digital communication and information management 
systems also improve decision-making quality. These 
systems provide real-time access to accurate and relevant 
data, enabling managers to analyze trends, monitor 
performance, and make evidence-based decisions. In the 
telecommunications industry, where rapid technological 
changes and customer demands require quick responses, 
such systems enhance organizational responsiveness and 
strategic agility (Laudon & Laudon, 2020). Another 
significant effect is the improvement in data management 
and operational efficiency. Information management 
systems allow telecommunication firms to efficiently 
collect, store, retrieve, and process large volumes of data.  
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This reduces redundancy, minimizes errors, and ensures 
data integrity. As a result, operational processes such as 
network management, customer service, and billing 
become more efficient, contributing to improved 
organizational performance (O’Brien & Marakas, 2011). 
Furthermore, these systems promote transparency and 
accountability within the organization. Digital records of 
communications, transactions, and operations make it 
easier to track activities and evaluate performance. This 
reduces the likelihood of fraud and inefficiencies while 
enhancing trust among stakeholders, which is essential for 
organizational effectiveness (Bannister & Connolly, 2012). 
Digital communication and information management 
systems also facilitate innovation and knowledge sharing. 
By enabling the storage and dissemination of 
organizational knowledge, these systems support learning, 
creativity, and the development of new ideas. 
Telecommunication firms can leverage this capability to 
introduce innovative services, improve customer 
experiences, and maintain a competitive advantage in the 
market (Alavi & Leidner, 2001). 

Additionally, the adoption of these systems enhances 
customer relationship management. Through integrated 
communication platforms and databases, 
telecommunication firms can better understand customer 
needs, personalize services, and respond promptly to 
inquiries and complaints. This leads to higher customer 
satisfaction and retention, which are key indicators of 
organizational effectiveness (Payne & Frow, 2005). 
However, the effectiveness of digital communication and 
information management systems may be limited by 
challenges such as cybersecurity threats, high 
implementation costs, inadequate technical skills, and 
resistance to change among employees. Addressing these 
challenges is essential for maximizing the benefits of these 
systems.In conclusion, digital communication and 
information management systems play a vital role in 
improving organizational effectiveness in 
telecommunication firms by enhancing communication, 
decision-making, data management, transparency, 
innovation, and customer relationships. Their effective 
implementation is therefore crucial for achieving sustained 
organizational performance and competitiveness. 
 
Theoretical Framework 
 
Technology Acceptance Model (TAM) 
 
One of the most relevant theories underpinning the study 
on e-governance practices and organizational 
effectiveness of telecommunication firms is the 
Technology Acceptance Model (TAM). The model was 
developed by Fred Davis to explain how users come to 
accept and use new information technologies (Davis, 
1989). The Technology Acceptance Model posits that two 
major factors determine the adoption and use of 
technology: perceived usefulness    and perceived ease of  
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use. Perceived usefulness refers to the degree to which an 
individual believes that using a particular system will 
enhance job performance, while perceived ease of use 
refers to the extent to which the system is free from effort 
(Davis, 1989). When users in an organization believe that 
e-governance tools such as electronic service systems, 
digital communication platforms, and information 
management systems are beneficial and easy to use, they 
are more likely to adopt and effectively utilize them. In 
telecommunication firms, TAM explains why employees 
and customers may embrace or resist e-governance 
practices. For instance, staff acceptance of digital 
communication systems, automated billing platforms, and 
online customer service portals depends largely on how 
useful and user-friendly they perceive these systems to be. 
High acceptance leads to improved utilization of e-
governance tools, which in turn enhances organizational 
efficiency, service delivery, and overall effectiveness. 
The relevance of TAM to this study is significant in several 
ways. First, it provides a clear explanation of user behavior 
toward e-governance systems in telecommunication firms. 
Since e-governance relies heavily on digital tools, the 
success of its implementation depends on employee and 
customer acceptance. TAM helps to predict and 
understand this acceptance process. 

Second, the model is relevant in explaining how 
perceived usefulness of e-governance practices leads to 
improved organizational effectiveness. When 
telecommunication employees perceive digital systems as 
tools that improve efficiency, communication, and service 
delivery, they are more likely to use them effectively, 
resulting in better organizational performance (Venkatesh 
& Davis, 2000). Third, TAM highlights the importance of 
system usability in driving performance outcomes. In the 
context of telecommunication firms, complex or difficult-to-
use systems may reduce adoption rates and limit the 
benefits of e-governance practices. Therefore, ensuring 
simplicity and accessibility of digital systems becomes 
crucial for achieving organizational effectiveness. Finally, 
the theory is highly relevant to developing countries like 
Nigeria, where telecommunication firms often face 
challenges such as digital literacy gaps, resistance to 
change, and infrastructural limitations. TAM provides a 
framework for addressing these challenges by 
emphasizing the need for user-friendly and beneficial 
systems to enhance adoption and performance. 
 
Empirical Reviews 
 
Adeleke and Afolabi (2021) investigated the effect of e-
governance practices on organizational performance in 
selected telecommunication firms in Lagos State, Nigeria. 
The study focused on electronic service delivery, digital 
communication systems, and information management as 
key dimensions of e-governance. A descriptive survey 
research design was adopted, and data were collected 
from 320 employees using structured questionnaires. The  
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study employed multiple regression analysis to test the 
hypotheses. Findings revealed that electronic service 
delivery has a significant positive effect on customer 
satisfaction in telecommunication firms. The result further 
showed that digital communication systems significantly 
improve internal coordination and operational efficiency. In 
addition, information management systems were found to 
enhance decision-making speed and accuracy. The study 
concluded that e-governance practices collectively 
improve organizational effectiveness in telecom 
organizations. It recommended that telecommunication 
firms should invest more in ICT infrastructure and staff 
training. The study also emphasized the need for 
continuous system upgrades to sustain performance 
gains. Overall, the research supports the argument that e-
governance is a critical driver of organizational 
effectiveness in the telecommunications sector. 
Okonkwo and Nwosu (2022) examined the relationship 
between e-governance implementation and organizational 
effectiveness in telecommunication companies in South-
East Nigeria. The study specifically assessed electronic 
service delivery, digital records management, and 
communication systems. A cross-sectional survey design 
was used, with a sample size of 280 managerial and non-
managerial staff. Data were analyzed using Pearson 
correlation and regression analysis techniques. The 
findings indicated that electronic service delivery 
significantly enhances service quality and customer 
responsiveness. The study also found that digital 
communication systems improve employee collaboration 
and reduce operational delays. Furthermore, digital 
information management was shown to increase 
transparency and reduce administrative inefficiencies. The 
authors concluded that e-governance practices have a 
strong positive relationship with organizational 
effectiveness. They noted that firms with higher levels of 
digital integration tend to perform better in service delivery 
and customer retention. The study recommended 
strengthening ICT policies and improving employee digital 
skills. It also suggested that telecommunication firms 
should adopt integrated e-governance frameworks for 
better performance outcomes. The study ultimately 
confirmed that e-governance is essential for achieving 
competitive advantage in the telecom sector. 
 
Methodology 
 
Research Design 
 
This study adopts a descriptive survey research design. 
This design is appropriate because it enables the 
researcher to collect quantitative data from respondents in 
telecommunication firms and examine the relationship 
between e-governance practices and organizational 
effectiveness. According to Creswell (2014), survey design 
is suitable for studies that seek to describe relationships 
among variables without manipulating them. 
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Study Area 
 
The study is conducted in Delta State, Nigeria, with specific 
focus on major urban centers such as Abraka, Asaba, 
Warri, Ughelli, and Sapele, where major 
telecommunication firms operate. These areas host 
branches and service centers of key telecom providers 
such as MTN, Airtel, Globacom, and 9mobile, making them 
suitable for examining e-governance practices in 
organizational settings. 
 
Study Population 
 
Table 1: Study Population Distribution 
 

Telecommunication Firm Location Estimated Staff Strength 
MTN Nigeria Asaba, Warri, Abraka 120 
Airtel Nigeria Asaba, Warri 95 
Globacom Asaba, Ughelli 80 
9mobile Warri, Sapele 65 
Total 

 
360 

Source: Reseracher’s compilation, 2026 
 
The population of the study comprises employees of 
selected telecommunication firms operating in Delta State. 
(Table 1) 
 
Sample Size Determination 
 
A sample size of 198 was determined using the Taro 
Yamane formula: 
 
Sampling Techniques 
 
A stratified random sampling technique was used. The 
population was stratified based on telecommunication 
firms to ensure proportional representation, while simple 
random sampling was used to select respondents from 
each stratum. 
 
Sources of Data Collection 
 
The study uses primary and secondary data sources 
Primary data: Collected from respondents through 
questionnaires.  
Secondary data: Obtained from journals, textbooks, 
company reports, and online publications.  
 
Method of Data Collection 
 
Data were collected using a self-administered structured 
questionnaire distributed to employees of selected 
telecommunication firms in Delta State. 
 
Instruments of Data Collection 
 
The main instrument is a structured questionnaire 
designed on a 5-point Likert scale ranging from Strongly 
Agree (5) to Strongly Disagree (1). The instrument is  
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divided into  
Section A: Demographic information,  
Section B: Electronic Service Delivery,  
Section C: Digital Communication and Information 
Management Systems and  
Section D: Organizational Effectiveness  
 
Validity of Instruments 
 
The instrument was subjected to face and content validity 
by experts in Management and ICT. This ensured that the 
items adequately measured the research variables. 
According to Mugenda and Mugenda (2003), expert 
validation enhances the accuracy and relevance of 
research instruments. 
 
Reliability of Instruments 
 
The reliability of the instrument was tested using 
Cronbach’s Alpha coefficient, which measures internal 
consistency. A reliability coefficient of 0.70 and above was 
considered acceptable (Nunnally, 1978). 
 
Method of Data Analysis 
 
Data collected were analyzed using: Descriptive statistics 
(frequency, mean, and standard deviation) and Inferential 
statistics (Multiple Regression Analysis). Statistical 
analysis was conducted using SPSS version 25. 
 
Model Specification 
 
The functional relationship is expressed as: 
OE=f(ESD, DCIMS) OE  
Where: 
OE= Organizational Effectiveness 
ESD = Electronic Service Delivery 
DCIMS = Digital Communication and Information 
Management Systems 
 
Econometric Model 
 
OE=β0+β1ESD+β2DCIMS+μ  
Where: 
β₀ = Constant term 
β₁–β₂ = Coefficients of independent variables 
μ = Error term 
 
Results and Discussions 
 
Response Rate and Questionnaire Administration 
 
The study recorded a high response rate of 96.1%, with 
198 questionnaires returned. However, 8 (3.9%) were 
invalid due to incomplete responses, leaving 190 valid 
responses for analysis. This response rate is considered  
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adequate for statistical analysis and generalization 
(Saunders et al., 2019). (Table 2) 
 

Table 2: Questionnaire Distribution and Retrieval 
 

Description Frequency Percentage (%) 
Questionnaires Distributed 206 100 
Questionnaires Returned 198 96.1 
Invalid Questionnaires 8 3.9 
Valid Questionnaires Used 190 92.2 

 
Demographic Analyses of Respondents 
 
Table 3: Demographic Characteristics of Respondents 
 

Variable Category Frequency Percentage (%) 
Gender Male 112 58.9  

Female 78 41.1 
Age 18–30 years 64 33.7  

31–40 years 72 37.9  
41–50 years 38 20.0  
51+ years 16 8.4 

Educational Level OND/NCE 36 18.9  
Bachelor’s 102 53.7  
Postgraduate 52 27.4 

Work Experience 1–5 years 58 30.5  
6–10 years 76 40.0  
11+ years 56 29.5 

 
The demographic distribution indicates a fairly balanced 
representation across gender, age, and experience, 
enhancing the reliability of the findings. (Table 3) 
 
Preliminary Analysis: Data Screening, Missingness & 
Reliability 
 
Data were screened for accuracy, missing values, and 
outliers. Missing data were minimal (<2%) and handled 
using mean substitution. No extreme outliers were 
detected. 
 
Reliability (Internal Consistency) 
 
Table 4: Scale Reliability (Cronbach’s Alpha) 
 

Variable No. of 
Items 

Cronbach’s 
Alpha 

E-Service Systems 5 0.842 
Digital Communication & Information Systems 5 0.861 
Organizational Effectiveness 6 0.879 

 
All constructs exceeded the 0.70 threshold, indicating 
strong internal consistency (Hair et al., 2017). (Table 4) 
 
Descriptive Statistics (Scale Level) 
 
Table 5: Descriptive Statistics 
 

Variable Mean Std. Deviation 
E-Service Systems 4.12 0.63 
Digital Communication Systems 4.05 0.68 
Organizational Effectiveness 4.18 0.59 

 
The mean values above 4.0 indicate a high level of 
agreement among respondents regarding the positive 
influence of e-governance practices. (Table 5) 
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Correlation Analysis 
 
Pearson Correlation Matrix 
 
Table 6: Correlation Matrix 
 

Variables 1 2 3 
1. E-Service Systems 1.000 

  

2. Digital Communication Systems 0.621** 1.000 
 

3. Organizational Effectiveness 0.687** 0.712** 1.000 

 
Note: p < 0.01 
 
There is a strong positive relationship between e-service 
systems and organizational effectiveness (r = 0.687), and 
between digital communication systems and effectiveness 
(r = 0.712), indicating that improvements in e-governance 
practices enhance firm performance. (Table 6) 
 
Regression Analysis 
 
Hypotheses Testing 
 
Discussion of Findings  
 
Effect of Electronic Service Delivery (E-Service 
Systems) 
 
Table 7: Multiple Regression Results 
 

Variable Beta (β) t-value p-value 
E-Service Systems 0.398 5.876 0.000 
Digital Communication Systems 0.451 6.432 0.000 
Constant — — — 

 
The results show that electronic service delivery has a 
significant positive effect on organizational effectiveness (β 
= 0.398, p < 0.05). This implies that the adoption of digital 
platforms for customer service, billing, and complaint 
resolution enhances efficiency, responsiveness, and 
service quality in telecommunication firms. This finding 
aligns with prior studies which assert that e-governance 
improves operational performance and customer 
satisfaction (Al-Hujran et al., 2015). (Table 7) 
 
Effect of Digital Communication and Information 
Management Systems 
 
The study also found that digital communication and 
information management systems significantly influence 
organizational effectiveness (β = 0.451, p < 0.05). This 
suggests that efficient internal communication systems, 
data management tools, and information-sharing platforms 
enhance decision-making, coordination, and productivity. 
This supports the findings of Heeks (2006), who 
emphasized that ICT integration strengthens institutional 
effectiveness and service delivery. The study 
demonstrates that e-governance practices—particularly e-
service systems and digital communication platforms—are 
critical    drivers    of    organizational      effectiveness     in  
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telecommunication firms. Organizations that invest in 
robust digital infrastructure and information systems are 
more likely to achieve higher efficiency, improved service 
delivery, and competitive advantage. 
 
Model Summary 
 

Table 8: Model summary 
 

R R² Adjusted R² F-value Sig. 
0.781 0.610 0.603 148.32 0.000 

 
The model explains 61.0% of the variance in organizational 
effectiveness, indicating strong explanatory power. (Table 
8) 
 
Summary 
 
This study investigated the effect of e-governance 
practices on organizational effectiveness of 
telecommunication firms. Specifically, it examined the 
influence of electronic service delivery (e-service systems) 
and digital communication and information management 
systems on organizational effectiveness. A structured 
questionnaire was administered, and the data collected 
were analyzed using descriptive and inferential statistical 
tools. The findings revealed that electronic service delivery 
systems significantly enhance organizational effectiveness 
by improving service quality, reducing operational delays, 
and increasing customer satisfaction. Similarly, digital 
communication and information management systems 
were found to have a strong positive effect on 
organizational effectiveness by facilitating efficient 
information flow, improving decision-making processes, 
and enhancing coordination within organizations. Overall, 
the study established that e-governance practices are 
critical drivers of improved performance in 
telecommunication firms. 
 
Conclusion 
 
Based on the findings, the study concludes that e-
governance practices play a vital role in improving 
organizational effectiveness in the telecommunication 
sector. The adoption of electronic service delivery systems 
enables firms to deliver faster, more reliable, and 
customer-focused services, while digital communication 
and information management systems strengthen internal 
operations and strategic decision-making. Therefore, 
telecommunication firms that effectively integrate these 
digital systems are better positioned to achieve higher 
efficiency, competitiveness, and long-term sustainability. 
 
Recommendations 
 

i.Telecommunication firms should invest more in advanced 
e-service platforms to enhance service delivery efficiency, 
customer experience, and responsiveness. 
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ii.Management should strengthen digital communication and 
information management systems to ensure seamless 
information flow, real-time data access, and improved 
organizational coordination. 

iii.Continuous training and capacity building programs should 
be implemented to equip employees with the necessary 
digital skills required to effectively utilize e-governance 
tools. 

iv.Firms should adopt robust data management and 
cybersecurity frameworks to ensure the safety, integrity, 
and confidentiality of organizational information. 

v.Policymakers and regulatory bodies should support the 
adoption of e-governance practices by providing enabling 
policies, infrastructure, and incentives that encourage 
digital transformation in the telecommunication sector. 
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