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ABSTRACT

The adoption and implantation of electronic government service are on the rise as government
servicestocitizensthroughelectronicmeanshasincreased.However,assessingtheeffectiveness
ofe-governmentsystemsisstilllimitedintheliterature.Thisstudyevaluatestheeffectivenessand
benefitsofinformationsystems(e-registrar)attheRegistrarGeneralDepartment(RGD)inGhana,
usingtheupdatedDeLoneandMcLeanISSuccessModel.Viathepurposivesamplingtechnique,
dataforthestudywerecollectedfrom102staffofRGDandanalyzedfollowingthePartialLeast
SquaresStructuralEquationModelling(PLS-SEM)technique.Theresultsofthestudyindicatethat
servicequality,systemquality,andinformationqualitypositivelyinfluencesystemusageanduser
satisfaction.Also,systemusageandusersatisfactionpositivelyinfluencethenetbenefitsderived
fromthee-registrarsystem.Thefindingsprovidearelevantrecommendationtopolicymakersand
managementoforganizationswhenitcomestoinformationsystemsimplementation.
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1. INTRoDUCTIoN

Thetechnologicaladvancementinrecenttimeshasbeenoverwhelmingandconspicuouslyevident
inthemodernwaysofdoingthings,includinggovernmentsprovidinginformationandrendering
servicestothecitizenry,businesses,andotherstakeholderselectronically.Ojoetal.(2011)addto
thisassertionthatgovernmentsallovertheworldcontinuouslydevelopmoreeruditewaystodigitize
theirproceduresandpracticessothattheycanrenderservicestothepublicmoreefficientlyand
effectively.Itisthereforenotsurprisingthatoneoftheleadingverification,inspection,testing,and
certificationcompanyglobally,StandardGlobalServices(SGS)attesttothisclaimonitswebsitethat
“Governmentsaroundtheworldareembarkingonambitiouse-governmentprogramswithbenefits
suchasenablingstakeholderstoexchangeinformationandpublicaccesstoserviceselectronically.
Someoftheseservicesincludetaxmanagement,landmanagement,businessregistration,e-health,
e-procurement,ande-payment”(n.d.SGS).

E-governmenthasgainedpopularityinitsuseinpublicadministration,coveringareassuchas
servicedelivery,interactionswithstakeholders,informationdissemination,ensuringtransparencyand
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accountability,andalsoprovidingaone-stop-shopforallstakeholders(Stefanovicetal.,2016).This
studyconcentratedontheservicesdeliveryfunctionofe-government.Thegrowingneedsofcitizens
andthetransformingglobalregulationsandruleshaveputpressureongovernmentstoprovidequality
servicesattherighttime(Nkwe,2012).Qualityelectronicgovernmentservices(e-services)should
notjustbeabouttheiradoptionandacceptancebuttheirqualityandbenefittovariousstakeholders
shouldbeparamount inassessing itssuccessoreffectiveness.E-governmentenablesbusinesses,
individualcitizens,governmentorganizations,andotherstakeholderstointeractwiththegovernment
withease,morerapidly,andlesscostly(Baharon&Yap,2017).

According to the UN E-Government Survey Report 2018, Ghana has improved on its
E-governmentDevelopmentIndex(EGDI)for2018.Seth(2018)asserted“EGDIisacomposite
indicatorusedtomeasurethereadinessandcapacityofnationalinstitutionsofUNcountriestouse
ICTstodeliverpublicservices”.Ghanaimprovedonitsrankingfrom120outof190countriesin
2016to101in2018.TherehasbeensteadyprogressovertheyearsasGhanaranked123in2014,
145in2012,147in2010,and138in2008(Agboh,2017).

Sincethesuccessfulimplementationofe-serviceprojectsalsorequiretrainingandfurthercapacity
buildingofgovernmentemployees(UNE-GovernmentSurvey,2014),itis,therefore,necessaryto
evaluatee-services,notsolelyfromthecitizen’sviewpointbuttheperspectiveofpublicemployees
aswell.Thisworkstrivedtotheoreticallyandempiricallyvalidateamodel toevaluatee-service
performancefromtheperspectiveofthepublicemployeeasaprimaryuser,intheGhanaiancontext.

Although E-government has been adopted and used by many economies around the globe
includingGhanatodeliverbusinessesandcitizenswithmorereal-time,accurate,andhigh-quality
servicesandinformation(Mensah,2016b),aphenomenonthathasattractedmanyresearchworksor
studies,however,theliteraturesearchshowsthatmoststudiesintheareaofe-governmentcentered
onassessinge-readiness,e-governmentimplementation,andacceptanceinGhanaandbeyond.For
example,Enock(2015)revealedthattheGovernmentofGhana(GoG)isdedicatedtothequestto
digitalizeoperationsinthepublicsector.Mensah(2016a)alsofoundamassiveobligationfromthe
GoGtoembraceandimplemente-governmentasatransformationaltoolnotonlytorenovatethe
business forgovernmentbusinessesbut also to improveefficiency inpublic servicedeliveryby
Ministries,Department,andAgencies(MDAs).

Likeanynewinterventionimplemented,thereistheneedforarobustmonitoringandevaluation
systeminstalledtotrackprogresstoensurevalueformoney,especiallywhentheresourcescommitted
totheseinterventionsaresohugeinthecaseofe-governmentserviceprojects(Peristerasetal.,2009).
Theliteratureone-servicesassessmentexistinotherjurisdictionandaremostlyconceptualandalso
focusedlargelyoncitizensperspective(Sigwejo&Pather,2016).Itishoweverlimitedinthecontext
ofGhana,therebycreatingacontextualandknowledgegap.Tofillthesegapsintheliterature,this
study aims to empirically and theoretically assess the effectiveness of the e-government service
deliverysysteminGhanaafteritsadoptionandimplementationfromtheperspectiveofemployeesof
anorganizationusingane-governmentsystemtodeliverservices.Thus,theresearchstudyusedthe
RegistrarGeneral’sDepartment(RGD)asacasestudysinceRGDhasimplementedtheE-Registraras
oneoftheMDAsselectedtopilottheGoGe-servicesinitiativein2011.Theresearchobjectivesare:

1. ToascertainthechallengesthatexistedinbusinessregistrationinGhanabeforetheintroduction
ofE-Registrar.

2. ToevaluatetheperformanceoftheE-RegistrarinGhanaconcerningitseffectiveness.
3. ToexaminetheachievementsandexistingchallengesinusingtheE-Registrar.

To achieve the above research objectives, this study sort to find responses to the research
questionsbelow:

1. WhatarethemainchallengesthatexistedbeforetheintroductionofE-Registrar?
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