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ABSTRACT 

 

This study explores how Quezon City’s e-governance programs—QC 

e-services, QCitizen ID, and QC Biz Easy—have improved public ser-

vice delivery by making services more efficient, transparent, and ac-

cessible. These initiatives offer practical benefits, including easy-to-

use interfaces and broad device accessibility, making them adaptable 

for other Local Government Units (LGUs) interested in digital trans-

formation. The research also addresses challenges, such as limited 

technology access, funding constraints, and the need for strategies to 

manage resistance to change. Findings show that Quezon City’s ap-

proach not only enhances local services but also sets a benchmark for 

other municipalities seeking to innovate and improve public service 

delivery through e-governance. 
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Introduction 
In an increasingly digitized world, leverag-

ing technology in governance has become es-
sential for enhancing public service delivery, 
transparency, and citizen engagement. E-gov-
ernance, which utilizes digital platforms and in-
formation technology to manage and deliver 
government services, is now a crucial compo-
nent of modern governance worldwide (Bo-
khari & Myeong, 2022). The COVID-19 pan-
demic has further highlighted the importance 
of e-governance, as governments faced  

unprecedented challenges in maintaining es-
sential services. Quezon City’s replicable, 
award-winning innovations demonstrate the 
potential of e-governance to address these 
challenges effectively, providing a model for 
other local government units (LGUs) to follow 
(Troy, Bajar, & Porsche-Ludwig, 2021). 

Globally, e-governance practices are key to 
achieving sustainable development goals 
(SDGs). Both developed and developing nations 
recognize the positive impact of e-governance 
on economic, environmental, and social  
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outcomes (Othman, Razali, & Nasrudin, 2020). 
In the Philippines, the government has pro-
moted the digitalization of public services, with 
cities like Quezon City leading these efforts. 
This study aims to examine Quezon City’s suc-
cessful e-governance initiatives—specifically, 
the QC e-services, QCitizen ID, and QC Biz Easy 
programs—and assess their potential for repli-
cation in other localities to improve govern-
ance and service delivery. 

The legal and policy framework for e-gov-
ernance in the Philippines is anchored in na-
tional directives. Republic Act No. 11032, the 
"Ease of Doing Business and Efficient Govern-
ment Service Delivery Act of 2018," mandates 
the enhancement of public service delivery 
through technology. The Department of Infor-
mation and Communications Technology 
(DICT) has further supported this mandate 
with memoranda and guidelines to foster 
transparency and efficiency in public admin-
istration (De Castro & De Castro, 2022). These 
policies provide a foundation for LGUs to adopt 
digital transformation initiatives. 

Despite these frameworks, significant chal-
lenges remain in realizing e-governance's full 
potential in the Philippines, as LGUs vary 
widely in their adoption and implementation of 
digital solutions. While Quezon City has earned 
national recognition and prestigious awards 
for its e-governance achievements (Tabuga, 
2023), many smaller localities struggle with the 
scalability and replication of these models. 

Locally, Quezon City exemplifies the poten-
tial of e-governance within the Philippine con-
text, having streamlined various processes, 
such as business permit applications, and en-
hanced citizen engagement through online 
platforms (De Castro & De Castro, 2022). Yet, 
barriers persist, such as resource limitations 
and technological gaps, that hinder the broad 
accessibility and replication of these innova-
tions. 

This study addresses the need for scalable, 
efficient e-governance solutions amidst the 
global and local demands for enhanced public 
service delivery. As cities worldwide face chal-
lenges associated with urbanization, economic 
growth, and sustainable development, digital 
governance becomes increasingly vital 
(Nurdiana, Hariyani, & Boedirochminarni, 

2023). This research aims to bridge the 
knowledge gap by analyzing Quezon City’s 
award-winning e-governance practices and ex-
ploring how other LGUs in the Philippines—
and potentially in other countries—can lever-
age these innovations to improve governance 
and better serve their constituents. 

Challenges such as limited resources, insuf-
ficient technological infrastructure, and digital 
literacy issues continue to hinder widespread 
e-governance adoption (Shkarlet et al., 2020). 
This study explores the mechanisms behind 
Quezon City’s successes to determine whether 
these practices can be adapted to other locali-
ties facing similar constraints. This motivation 
underscores the importance of finding scalable, 
technology-driven solutions to enhance gov-
ernance and public service delivery. 

By focusing on the replicability of Quezon 
City's e-governance innovations, this research 
aims to contribute valuable insights to ongoing 
efforts to improve governance through digital 
transformation. This study not only highlights 
Quezon City's accomplishments but also pro-
vides a framework for other LGUs seeking to 
adopt similar innovations, fostering a more ef-
ficient, transparent, and citizen-centered ap-
proach to governance. 

This section reviews the existing literature 
on various facets of e-governance, focusing on 
themes such as the role of digital transfor-
mation in governance, the impact of technolog-
ical innovations, the global perspective on e-
governance, and its specific application in the 
Philippine context. The review will also cover 
topics such as the role of artificial intelligence 
(AI) in e-governance, the significance of digital 
innovations during the COVID-19 pandemic, 
and key factors influencing the successful im-
plementation of e-governance initiatives. By 
organizing the literature thematically, this sec-
tion aims to provide a comprehensive under-
standing of the state of e-governance both glob-
ally and in Quezon City. 

 Digital Transformation and E-Governance 
 The digital transformation of governance 

systems has been a focal point of academic dis-
course in recent years. E-governance involves 
the use of digital platforms to deliver public 
services efficiently, improve transparency, and 
foster better communication between  
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government entities and citizens. According to 
Bokhari and Myeong (2022), artificial intelli-
gence based technological innovations have 
been instrumental in enhancing e-service de-
livery in smart cities. They emphasize that AI-
driven knowledge management systems can 
streamline public administration processes, 
thereby increasing the overall efficiency of gov-
ernance. Yukhno (2024) explores the broader 
role of digital transformation in public admin-
istration, particularly focusing on the govern-
ance of big data. Yukhno argues that govern-
ments must adapt to the evolving landscape of 
digital tools, which offer unprecedented oppor-
tunities to manage vast amounts of data and en-
hance decision-making processes. Similarly, 
Shkarlet et al. (2020) conduct a comparative 
analysis of best practices in e-governance im-
plementation, highlighting how developing 
countries can benefit from the successful adop-
tion of digital governance tools. Their study un-
derscores the potential of e-governance to 
bridge gaps in public service delivery, espe-
cially in underdeveloped regions. 
 
Impact of Technological Innovations on Gov-
ernance 

 The role of technological innovation, par-
ticularly during times of crisis, is another key 
theme in e-governance literature. Troy, Bajar, 
and Porsche-Ludwig (2021) explore how local 
governments in the Philippines utilized digital 
platforms such as Facebook to maintain gov-
ernance continuity during the COVID-19 pan-
demic. The authors note that the pandemic 
acted as a catalyst for local governments to in-
novate and use digital tools to reach citizens 
more effectively, enabling remote service deliv-
ery and public engagement. Nurdiana, Hari-
yani, and Boedirochminarni (2023) examine 
the relationship between digitalization and 
economic growth in the ASEAN region. They ar-
gue that the digitalization of governance has a 
direct and positive impact on economic perfor-
mance, as it creates a more transparent and ef-
ficient business environment. This research 
aligns with the broader global trend of increas-
ing digital transformation, as governments 
seek to create sustainable systems that benefit 
from the efficiency and scalability of digital 
platforms. 

Global Perspective on E-Governance and Sus-
tainable Development 

 Othman, Razali, and Nasrudin (2020) dis-
cuss the critical role that e-governance plays in 
achieving sustainable development goals 
(SDGs). Their research emphasizes that e-gov-
ernance can enhance the efficiency of public 
services and promote environmental sustaina-
bility by reducing the need for paper-based 
processes. This aligns with the United Nations' 
call for digitized governance systems that re-
duce waste and improve access to services for 
marginalized populations.  Similarly, Shkarlet 
et al. (2020) highlight that developing coun-
tries are beginning to adopt best practices from 
developed nations in order to achieve their SDG 
targets, but they note that successful imple-
mentation requires strong leadership and po-
litical will. 

  
E-Governance in the Philippine Context 

 E-governance has been gaining traction in 
the Philippines, particularly through local gov-
ernment units (LGUs) like Quezon City, which 
have been recognized for their innovative ap-
proaches to public service delivery. De Castro 
and De Castro (2022) discuss the progress of e-
government initiatives in the Philippines, not-
ing that local governments have begun to em-
brace digital solutions to improve governance. 
They highlight Quezon City as a leading exam-
ple, citing its implementation of digital plat-
forms that streamline processes such as busi-
ness permits and tax collection, which have 
garnered national recognition. Tabuga (2023) 
analyzes local governance innovations in the 
Philippines, offering insights into how success-
ful initiatives can be replicated across other 
LGUs. This is particularly relevant to the case of 
Quezon City, which has received multiple 
awards for its e-governance initiatives. Accord-
ing to Tabuga, these innovations not only im-
prove service delivery but also enhance public 
trust in government institutions by promoting 
transparency and accountability. Abesamis and 
Caramancion (2022) also examine the role of e-
governance in organizational control, focusing 
on the Philippine Identification System (Phil-
Sys), which aims to create a unified national ID 
to improve access to e-government services. 
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Challenges and Opportunities in E-Governance 
Implementation 

 While the potential benefits of e-govern-
ance are clear, there remain significant chal-
lenges to its full implementation. De Castro and 
De Castro (2022) point out that not all LGUs in 
the Philippines have the resources or techno-
logical infrastructure necessary to adopt e-gov-
ernance systems successfully. They argue that 
for e-governance to be truly effective, it must be 
accompanied by investments in infrastructure, 
capacity-building, and digital literacy pro-
grams. Belvin (2023) touches on similar 
themes, highlighting the challenges of imple-
menting e-governance in regions with limited 
resources. Despite these challenges, the litera-
ture remains optimistic about the future of e-
governance, especially in light of successful 
models like Quezon City, which demonstrate 
that with the right political will and investment, 
e-governance can lead to more efficient and eq-
uitable governance systems.  

The reviewed literature highlights the 
growing importance of e-governance as a tool 
for enhancing public service delivery, promot-
ing transparency, and achieving sustainable de-
velopment goals. While the global perspective 
underscores the potential of digital transfor-
mation in governance, the specific case of Que-
zon City demonstrates how local governments 
in the Philippines are beginning to embrace 
these innovations. Despite challenges in imple-
mentation, successful examples from Quezon 
City and other regions suggest that with ade-
quate resources and political commitment, e-
governance can be scaled and replicated to 
benefit other localities. This review provides a 
foundation for understanding the complexities 
of e-governance and the opportunities it pre-
sents for improving public administration in 
the Philippines and beyond. 
 
Synthesis 

 The reviewed literature underscores the 
critical role of e-governance in shaping the fu-
ture of public administration, with digital 
transformation emerging as a pivotal theme. 
Across various studies, the importance of inte-
grating digital tools and AI-based solutions into 
governance is consistently highlighted. Bokhari 
and Myeong (2022) emphasize the  

transformative potential of AI in smart cities, 
which not only enhances service delivery but 
also creates opportunities for knowledge man-
agement. Similarly, Yukhno’s (2024) work on 
big data governance broadens the scope by 
showcasing how digital tools can streamline 
government functions, enabling more informed 
decision-making. These studies collectively 
suggest that e-governance is not merely a tech-
nological upgrade but a fundamental shift in 
how public administration operates, relying on 
data-driven tools to improve transparency and 
efficiency. 

 Another salient point that emerges from 
the literature is the role of technological inno-
vations during crises, particularly the COVID-
19 pandemic. Troy, Bajar, and Porsche-Ludwig 
(2021) highlight how local governments in the 
Philippines, including Quezon City, rapidly 
adopted digital platforms to maintain govern-
ance continuity. Their findings align with the 
broader theme of digital innovation as a solu-
tion for governance challenges, as echoed by 
Nurdiana, Hariyani, and Boedirochminarni 
(2023), who link digitalization with economic 
growth in the ASEAN region. This connection 
between technological innovation and eco-
nomic performance reinforces the argument 
that e-governance can serve as a catalyst for 
both governance and economic development. 
The global perspective on e-governance, as dis-
cussed by Othman, Razali, and Nasrudin 
(2020), further strengthens the argument for e-
governance as a tool for achieving sustainable 
development goals (SDGs). The emphasis on 
paperless processes and environmental sus-
tainability aligns with the United Nations' push 
for digital solutions to enhance inclusivity and 
reduce waste. Shkarlet et al. (2020) echo this 
sentiment, suggesting that e-governance is par-
ticularly valuable for developing countries 
seeking to improve public service delivery. 
These global insights underscore the need for 
leadership and political commitment to maxim-
ize the benefits of e-governance, a challenge 
echoed in the Philippine context. 

In the Philippines, e-governance initiatives 
are gaining traction, particularly in progressive 
cities like Quezon City. As De Castro and De Cas-
tro (2022) discuss, Quezon City’s digital plat-
forms for business permits and tax collection 
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have set a benchmark for other local govern-
ment units (LGUs). Tabuga’s (2023) analysis of 
local governance innovations in the 

Philippines supports the replicability of 
these award-winning initiatives, which have 
enhanced transparency and citizen engage-
ment. Abesamis and Caramancion (2022) pro-
vide further context by examining the Philip-
pine Identification System (PhilSys), demon-
strating the country’s commitment to stream-
lining e-government services through unified 
systems. 

Despite these advancements, challenges re-
main. As De Castro and De Castro (2022) point 
out, not all LGUs in the Philippines have the 
technological infrastructure or resources to im-
plement e-governance successfully. Belvin 
(2023) adds that limited resources and capac-
ity-building constraints continue to hinder full 
adoption, particularly in less developed areas. 

However, the optimism in the literature re-
garding successful models like Quezon City 
suggests that with sufficient investment and 
political will, these challenges can be overcome. 

The synthesis of these studies reveals a 
growing consensus on the importance of e-gov-
ernance in modernizing public administration, 
particularly in the context of technological ad-
vancements. While global perspectives provide 
a macro-level view of how e-governance sup-
ports sustainable development and economic 
growth, the specific case of Quezon City offers a 
micro-level demonstration of how local gov-
ernments can leverage digital tools for effective 
governance. The literature suggests that de-
spite the challenges of resource limitations and 
technological gaps, the replicability of success-
ful egovernance models like Quezon City’s can 
serve as a blueprint for other localities. There-
fore, this study builds on the argument that by 
analyzing the success of Quezon City’s innova-
tions, valuable insights can be gained to sup-
port the scaling of e-governance initiatives 
across the Philippines and other developing re-
gions. 

The literature supports the notion that e-
governance is an essential component of mod-
ern public administration. It offers a pathway 
to more transparent, efficient, and citizen-cen-
tered governance, especially in cities like Que-
zon City, where technological innovations have 

yielded tangible benefits. However, the suc-
cessful replication of these models depends on 
overcoming challenges related to infrastruc-
ture, resources, and capacity-building. The pre-
sent study contributes to this discourse by an-
alyzing Quezon City’s award-winning innova-
tions, thus providing insights into how these 
models can be adapted and scaled to other local 
government units. 
 
Theoretical Framework 

The theoretical framework of this study 
draws on key theories and models from the 
fields of e-governance, digital transformation, 
and public service delivery. Grounded in the 
works of scholars who have explored the inte-
gration of technology in governance, this 
framework provides the foundation for under-
standing how Quezon City’s e-governance in-
novations can be analyzed and potentially rep-
licated by other local government units (LGUs). 
The study is primarily underpinned by three 
theoretical perspectives: Technological Inno-
vation in Governance, AI-Based Knowledge 
Management, and Digital Public Service Deliv-
ery. 
 
Technological Innovation in Governance 

The role of technological innovation in gov-
ernance forms the backbone of this study. Oth-
man, Razali, and Nasrudin (2020) emphasize 
that e-governance is a critical factor in achiev-
ing the Sustainable Development Goals (SDGs), 
as it enhances the efficiency of public services 
and promotes environmental sustainability. 
Their work aligns with the United Nations' per-
spective that digitizing governance systems 
leads to reduced administrative costs, greater 
access to public services, and improved trans-
parency in governance processes. This theory 
supports the argument that Quezon City's 
egovernance innovations are not only valuable 
for local service delivery but also play a 
broader role in sustainable governance, which 
can be scaled and adapted by other regions. 

This theoretical perspective also resonates 
with the Diffusion of Innovation Theory by Ev-
erett Rogers, which explains how innovations 
are adopted and diffused through social sys-
tems over time. The Diffusion of Innovation 
Theory is relevant in examining how Quezon 
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City's successful e-governance innovations 
spread across other municipalities. As Rogers 
(2003) postulates, innovation adoption de-
pends on key factors such as relative ad-
vantage, compatibility, complexity, trialability, 
and observability. This framework can help as-
sess which of Quezon City’s innovations are 
most likely to be replicated by other LGUs, par-
ticularly by evaluating their fit with the techno-
logical, social, and economic contexts of differ-
ent regions. 
 
AI-Based Knowledge Management 

The integration of artificial intelligence (AI) 
in e-governance is another key theoretical com-
ponent of this study. Bokhari and Myeong 
(2022) argue that AI-based systems can revo-
lutionize governance by providing data-driven 
solutions to public service delivery. Their the-
ory on AI-Based Technological-Oriented 
Knowledge Management suggests that AI en-
hances governance by enabling efficient 
knowledge transfer, facilitating decision-mak-
ing, and streamlining administrative processes. 
In the context of Quezon City, AI-driven plat-
forms for data management and citizen engage-
ment demonstrate how technology can opti-
mize government functions and foster better 
service delivery. 

This theoretical lens is supported by the 
Knowledge Management Theory, which posits 
that organizations benefit from systematically 
capturing, distributing, and effectively using 
knowledge. Applying this theory to e-govern-
ance implies that AI-based systems enhance 
the government’s ability to process large data 
sets and respond to citizen needs efficiently. By 
examining the use of AI in Quezon City’s e-gov-
ernance platforms, this study investigates how 
data management and AI systems contribute to 
improved transparency, efficiency, and user 
satisfaction. 
 
Digital Public Service Delivery 

The final theoretical foundation rests on the 
concept of Digital Public Service Delivery. Yu-
khno (2024) explores the role of big data gov-
ernance and its contribution to enhancing pub-
lic service outcomes. His research demon-
strates that digital platforms enable faster, 
more accurate, and cost-efficient services,  

directly correlating with citizen satisfaction. 
This aligns with the New Public Management 
Theory (NPM), which advocates for the use of 
private-sector practices in public administra-
tion to increase efficiency, effectiveness, and 
customer satisfaction. Troy, Bajar, and Por-
sche-Ludwig’s (2021) work on the role of digi-
tal innovations during the COVID-19 pandemic 
also contributes to this theoretical foundation. 
They highlight that digital platforms such as so-
cial media enabled local governments to main-
tain governance continuity and improve public 
service delivery during a crisis. This perspec-
tive emphasizes the capacity of digital tools to 
not only provide consistent services but also 
engage citizens and enhance transparency in 
governance processes. The application of these 
tools in Quezon City’s e-governance innova-
tions demonstrates their value in fostering a 
more responsive and citizen-centered govern-
ment. 
 
Challenges in E-Governance Implementation 

The theoretical framework also recognizes 
the challenges associated with e-governance 
implementation. De Castro and De Castro 
(2022) and Belvin (2023) highlight the re-
source limitations, technological infrastructure 
gaps, and political challenges that local govern-
ments often face when adopting e-governance 
systems. These challenges are rooted inthe In-
stitutional Theory, which explains how organi-
zations are influenced by the norms and rules 
of their environment. 

Institutional Theory helps frame the barri-
ers that LGUs may face when trying to replicate 
Quezon City’s innovations, particularly when 
resources or political commitment are lacking. 
Addressing these challenges involves not only 
technological adaptation but also leadership 
and capacity-building to ensure successful im-
plementation. 

These theoretical perspectives, the frame-
work integrates the role of technological inno-
vation, AI-based knowledge management, and 
digital public service delivery in driving the 
success of e-governance initiatives. The Diffu-
sion of Innovation Theory and Institutional 
Theory provide additional insights into how in-
novations can be replicated and the barriers 
that may exist in the process. By leveraging 
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these theories, the study aims to explore how 
Quezon City’s award winning innovations can 
serve as a model for other LGUs in the  

Philippines, with a particular focus on identify-
ing the factors that influence their replicability 
and scalability.

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Figure1. Input-Process-Output model 

 
Conceptual Framework 

These components outline the relationship 
between Quezon City’s e-governance initia-
tives, the factors affecting their replicability, 
and the expected outcomes on public service 
delivery. This framework provides a clear illus-
tration of how the study will investigate the 
replicability of Quezon City’s award-winning 
innovations by other local government units 
(LGUs). 

The Input section focuses on the specific e-
governance innovations implemented by Que-
zon City. These innovations include online plat-
forms for public services such as business per-
mits and tax collection, AI-based systems for 
data management, and citizen engagement 
platforms. These technologies streamline ad-
ministrative processes, improve the accuracy 
and efficiency of public service delivery, and 
foster better communication between the gov-
ernment and its citizens. By automating tasks 
and providing platforms for greater citizen par-
ticipation, Quezon City has enhanced transpar-
ency and responsiveness in its governance. 

In the Process section, the framework iden-
tifies the key factors that influence the replica-
bility of these e-governance innovations by 

other LGUs. These factors include technological 
infrastructure, financial and human resources, 
and political will and leadership. The ability to 
tailor innovations to local contexts is also criti-
cal, as each LGU may have unique circum-
stances that require adjustments to the original 
model used by Quezon City. 

The Output section describes the antici-
pated outcomes of successfully replicating Que-
zon City’s e-governance innovations. These 
outcomes include increased efficiency in ser-
vice delivery, enhanced transparency and ac-
countability, and greater citizen satisfaction 
and engagement through accessible platforms. 

The conceptual framework emphasizes the 
relationship between the e-governance innova-
tions, the factors that affect their replicability, 
and the positive impacts on public service de-
livery. By analyzing how these factors interact, 
the study aims to determine how Quezon City’s 
successful e-governance models can be scaled 
and adapted by other LGUs. This framework 
highlights the potential for these innovations to 
transform public administration in other re-
gions, leading to more efficient, transparent, 
and citizen-centered governance systems. 
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Methodology 
Specifically, the study will address the follow-

ing questions: 
1. What are the key award-winning e-govern-

ance programs implemented by Quezon 
City that led to significant improvements in 
service delivery? 

2. How do these e-governance programs con-
tribute to efficiency, transparency, and ac-
cessibility in public services? 

3. What specific features of Quezon City’s e-
governance innovations make them repli-
cable for other municipalities or organiza-
tions? 

4. What challenges were encountered during 
the implementation of these e-governance 
programs, and how were they overcome? 

5. What were the measurable outcomes of 
these e-governance initiatives in terms of 
reduced processing times, cost 
 savings, or improved user satisfaction 
 

Research Design 
This study employs a quantitative research 

design to explore the factors influencing em-
ployee experiences with e-governance in Que-
zon City, focusing on individual characteristics, 
professional experiences, and perceptions of 
the digitalized system within the Local Govern-
ment Unit (LGU). The design enables the exam-
ination of data to test hypotheses and address 
questions on current performance-related phe-
nomena (Singh, Kar, & Ilavarasan, 2018). Ac-
cording to Alloghani (2019), two key variables 
impact e-governance performance: consistency 
in the appraisal process and perceived fairness 
of expectations, both of which affect employee 
motivation. This approach is supported by 
Mukanu (2020), who found that perceived re-
ward value significantly impacts motivation in 
digitalized platforms. 

The study aims to uncover insights into the 
components of Quezon City's award-winning e-
governance programs by examining the clarity, 
fairness, and effectiveness of digital initiatives. 
Specifically, it seeks to understand how these 
programs influence employee motivation 
through metrics such as responsiveness, citi-
zen-centered service, and transformative eval-
uation. Additionally, the study evaluates the 
management competencies of the Quezon City 

administration, including planning, communi-
cation, motivation, and decision-making pro-
cesses in implementing e-governance. 
 
Population and Sampling 

A random sampling method was used to se-
lect 75 LGU employees in Quezon City involved 
in implementing e-governance programs. This 
method ensures that the sample accurately 
represents the population, allowing for gener-
alizable insights. Participants were selected 
based on specific criteria to ensure they have 
direct experience with the e-governance pro-
grams under study. The study excludes em-
ployees who do not work directly in relevant 
areas, as well as those who choose not to par-
ticipate or who withdraw consent during the 
study. 

The respondents’ confidentiality is priori-
tized, with all personal information pseudony-
mized. Data collected will be used solely for re-
search purposes and will not be shared beyond 
the study's scope. The study is conducted as an 
academic endeavor, with no affiliations or 
funding that could influence results, preserving 
the integrity and neutrality of findings. 
 
Research Instrument 

The researchers prepared a survey-type 
questionnaire as the main instrument in gath-
ering information on Leveraging Quezon City's 
e-Governance for the Replicable Award-Win-
ning Innovations and its implication to employ-
ees and people in the holistic interventional 
setting for the development of the community. 
The first section is information on the employ-
ees who are implemented in the e-Governance 
program in terms of personal-related, which in-
cludes profiles and other respective statuses 
that contribute to this study in distinguishing 
independent variables of the respondents. The 
second part is the dependent variables coming 
from the different indicators of e-governance 
awareness, efficiency, transparency, accessibil-
ity, features, challenges, reduced processing 
times, cost savings, and improved users, re-
spectively. 

The survey questionnaire was presented to 
the adviser, and other Professor for validation. 
The evaluators were able to analyze the con-
tents to render judgment in terms of the rating 
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scale. The questionnaire was improved base on 
the result of the pool judgment of evaluators 
before it will be finally administered to the re-
spondents.  

 
Data Gathering Procedure 

Participants were briefed on the study’s 
purpose and the benefits of e-governance in 
LGUs. Consent letters were distributed to en-
sure informed participation. Surveys were ad-
ministered through Google Forms, with QR 
codes for easy access. 

All completed questionnaires are securely 
stored to ensure confidentiality and organized 
systematically for analysis. 

The study prioritizes participants' anonym-
ity and confidentiality. All data are used exclu-
sively for research purposes and will not be 
shared externally. Respondents are informed 
about the study's goals, and their consent is ob-
tained prior to participation. Only Quezon City 
employees of legal age, directly involved in the 
e-governance programs, are included. There 
are no personal benefits gained by the re-
searchers, ensuring impartiality and adherence 
to academic integrity. 

Data Analysis Procedure 
Statistical methods, including frequency 

distribution and percentage analysis, are used 
to assess the impact of Quezon City’s e-govern-
ance programs on service efficiency, transpar-
ency, and accessibility. These data are meas-
ured using average weighted means to draw 
meaningful conclusions. 

 
Results and Discussion 

This chapter presents, interprets, and ana-
lyzes the data gathered regarding the self-as-
sessment tool (E-SAT). It contains the study's 
results, which are presumed to have responded 
to the research problems identified in Chapter 
1. 

This section holds the nature and charac-
teristics of data parameters that every analysis 
has scrutinized each value for their frequencies 
that fit to the sample size 75. The following ta-
bles show the mean response on the develop-
ment of digitalize e-Governance of Local Gov-
ernment Unit for the implementation of e-Gov-
ernance in Quezon City.

 
Table 3.1: Multiple Response on the key award-winning e-governance programs implemented to im-

provements in service delivery 
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The table 3.1 presents data on the fre-
quency and percentage of respondents identi-
fied various e-governance programs in Quezon 
City as key award-winning initiatives. The most 
frequently chosen programs are QC e-Services 
(Online services for residents) 96.10% of re-
spondents identified this program as award-
winning, followed by the QC Citizen ID (Unified 
digital ID for residents) value of 73.70%  iden-
tified this program as award-winning, and QC 
Biz Easy (Business registration and licensing) 
35.50% of respondents identified this program 
as award-winning. Other programs received 
lower percentages suggesting that they are  
valuable and not widely recognized or impact-
ful as the top three. The key findings from the 
assessment of e-governance programs in Que-
zon City highlight important positive percep-
tions among citizens. Accessibility for diverse 
groups emerged as a key benefit, with citizens 
acknowledging that these initiatives have ex-
panded access to public services, particularly 
for those in remote areas and individuals with 
disabilities. The recognition of this inclusivity 
underscores the success of e-governance in 
breaking down traditional barriers to service 
access. Additionally, the high appreciation for 
24/7 access to government services through 
digital platforms reflects the convenience and 
efficiency that e-governance brings to citizens' 
lives, enabling them to engage with public ser-
vices at their convenience. 

User-friendliness scored slightly lower than 
other categories, the overall positive percep-
tion indicates a strong foundation for contin-
ued improvement and optimization. The ac-
knowledgment of multilingual support as a val-
uable feature highlights the importance of ca-
tering to the diverse linguistic needs of Quezon 
City residents, promoting inclusivity and en-
suring that services are accessible to all 
(Vaidya, 2020). It emphasizes the presence of 
assistive features and accessible design ele-
ments, further demonstrating a commitment to 
inclusivity and usability for individuals with 
varying needs, reinforcing the city’s dedication 
to serving all members of the community  

(Hartanto, Dalle, Akrim, & Anisah, 2021). Simi-
larly, Lee-Geiller and Lee (2019) propose a con-
ceptual model for evaluating these websites, fo-
cusing on their effectiveness in promoting  
transparency, citizen participation, and service 
delivery. This model provides a framework for 
assessing the impact of award-winning e-gov-
ernance programs such as those implemented 
in Quezon City in the improving service deliv-
ery by analyzing the accessibility, usability, and 
content of government websites, researchers 
that evaluate their contribution to citizen em-
powerment, information dissemination, and 
overall efficiency in public service delivery.  

In conclusion, the findings underscore the 
success of e-governance initiatives in Quezon 
City in enhancing accessibility, user-friendli-
ness, and inclusivity in public service delivery. 
The positive reception from citizens reflects 
the effectiveness of these programs in meeting 
the diverse needs of the population and im-
proving overall service delivery. Moving for-
ward for continued efforts to address any areas 
of improvement identified, such as enhancing 
user-friendliness and expanding multilingual 
support, will further strengthen the impact and 
reach of e-governance initiatives in Quezon 
City, ensuring that public services remain ac-
cessible and responsive to the needs of all resi-
dents. 

Table 3.2 provides insights into the e-gov-
ernance programs in Quezon City that have 
been recognized for excellence in service deliv-
ery. The most frequently recognized programs 
are QC e-Services: 82.9% of respondents iden-
tified this program as award-winning, followed 
by the category of QC Biz Easy: 56.6% of re-
spondents identified this program as award-
winning in “Business registration and licens-
ing” and QCitizen ID: 28.9% of respondents 
identified this program as award-winning for 
“Unified digital ID for residents”. Other pro-
grams received lower percentages of their re-
spective valuable implications that they do not 
have widely recognized or impactful as the top 
three.
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Implications on the high recognition for QC 
e-Services and QC Biz Easy underscore online 
service delivery in enhancing citizen experi-
ence and facilitating business operations. 
These programs are streamlining access to es-
sential services and simplifying bureaucratic 
processes, demonstrating the tangible benefits 
of e-governance for both residents, and busi-
nesses. This focus on core services reinforces 
the importance of prioritizing initiatives that 
directly address citizens’ needs and contribute 
to a more efficient and accessible government. 
The high valuation of the QC Citizen ID program 
further highlights the significance of unified 
digital identification in building a robust e-gov-
ernance ecosystem. A streamlined and secure 
identification system facilitates access to vari-
ous services, reduces bureaucratic hurdles, and 
enhances data security that ultimately contrib-
uting to a more efficient and citizen-centric 
government. Programs like QC Job Portal and 
QC Smart School Program have received lower 
recognition that presents an opportunity for 
targeted improvements to maximize their im-
pact and increase their visibility among citi-
zens. Addressing specific challenges, such as 
enhancing user-friendliness, expanding out-
reach, and tailoring content to meet specific 
needs, achieve greater effectiveness, and gar-
ner wider recognition. This approach empha-
sizes the need for continuous evaluation and 
adaptation to ensure that e-governance  
initiatives remain relevant, impactful, and  
responsive to the community's evolving needs 

(Ariyaningsih, Subagyov, Suhartono, Rivai, & 
Rajab, 2023). Yarulina (2019) delves into suc-
cessful models of online platforms, citizen en-
gagement tools, and data-sharing initiatives 
that have fostered greater trust and accounta-
bility in governance for analyzing international 
best practices for providing new insights into 
digital interaction that effectively implemented 
to strengthen democratic processes and em-
power citizens. The findings of this research in-
form the development of e-governance strate-
gies in their community and other countries 
seeking to enhance their digital engagement 
with citizens. 

In conclusion, the evaluation highlights the 
importance of focusing on core services, prior-
itizing citizen identification, and implementing 
targeted improvements to optimize the impact 
of e-governance programs. Addressing these 
key areas in Quezon City can further enhance 
its e-governance ecosystem, ensuring these in-
itiatives remain relevant, effective, and valua-
ble to its citizens. Additionally, Quezon City’s e-
governance initiatives have successfully imple-
mented programs that are recognized for their 
excellence in service delivery. The focus on 
online services, business support, and citizen 
identification aligns with key priorities for ef-
fective e-governance. Continued efforts to en-
hance these programs and address areas with 
lower recognition can further strengthen Que-
zon City's e-governance initiatives and improve 
service delivery.
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Table 3.3 shows both specific e-governance 

programs and general categories of service de-
livery improvement. Interestingly, a high per-
centage of respondents (over 90.8%) linked QC 
e-Services to accessibility improvements for 
“Online services for residents,” suggests the 
online resident services are seen as the most 
impactful program in making government ser-
vices more accessible while the other program 
contributions for speed and efficiency at-
tributed improvements in this area to Accessi-
bility to government services, QC e-Services, 
and QC Biz Easy implying faster online transac-
tions for residents and businesses. Specific Pro-
grams for Real Property Tax Online and QC Dis-
aster Response System also received recogni-
tion for their contributions to specific service 
areas. The lower recognition programs, such as  
QC Job Portal, QC Open Data Portal, and QC 
Smart School Program, received lower percent-
ages across all categories, suggesting lower im-
pact in their recognition among the public com-
munity. 

Interestingly, some programs received 
higher percentages for their perceived service 
delivery improvements than the “recognition 
for excellence’ of results. This could indicate 
they are not widely recognized for awards 
while citizens still appreciate their contribu-
tion to improved services. Rawat & Morris 
(2021) and Aziz & Sallow (2021) shed light on 
the crucial role of technology and institutions 
in shaping the effectiveness of e-governance 
programs. It explores the national analysis of 
technological advancements and institutional 
frameworks that influence e-participation for 
the complex interplay between these factors in 
promoting citizen engagement, while the re-
view of e-governance development concepts 
underscores the need for a comprehensive ap-
proach that considers technological infrastruc-
ture, legal frameworks, and human resource 
capacity (Aziz & Sallow 2021). These studies 
collectively suggest that successful e-govern-
ance programs require a strategic alignment of 
technology, institutions, and citizen engage-
ment in addressing the unique challenges and 
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opportunities presented by each context, e-
governance initiatives that effectively leverage 
technology to improve service delivery, en-
hance transparency, and empower citizens to 
participate in the democratic process. 

In conclusion, e-governance programs in 
Quezon City have demonstrably improved ser-
vice delivery in various areas such QC e-Ser-
vices stands out for its perceived impact on  

accessibility while specific programs like QC 
Biz Easy and QC Real Property Tax Online have 
their strengths and others require more public 
awareness efforts in focusing both citizen 
awareness and addressing areas with lower 
recognition for further strengthen its e-govern-
ance initiatives and maximize their positive im-
pact on service delivery.

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Table 4.1 shows the average responses to a 

survey on the e-governance programs that con-
tribute to efficiency in public services in Que-
zon City. Each statement is rated on a scale of 1 
(Strongly Disagree) to 5 (Strongly Agree) for 
the highest and lowest average weighted mean 
value that contributes to e-governance pro-
grams. The highest weighted mean was 4.20 in 
Statement 2, “Quezon City’s e-governance plat-
forms have streamlined administrative tasks 
and operations,” indicating the strongest 
agreement on efficiency improvement in this 
area. The lowest average weighted mean of 
4.03 is part of statement 5, “E-governance pro-
grams have enhanced the coordination  

between departments and agencies,” suggest-
ing a less pronounced perception of efficiency 
improvement in inter-departmental coordina-
tion. The implication for this section contains 
the e-governance program implementation 
with a positive trendline in their respective re-
sults with the higher level of agreement for the 
descriptive equivalent “Agree”. 

The implications of the e-governance pro-
gram for implementing e-governance pro-
grams hold important potential to enhance ef-
ficiency in public services, as evidenced by re-
search across various countries. Muradov 
(2022) highlights the challenges government 
agencies face in implementing e-governance in 
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identifying issues such as information inequal-
ity, technical difficulties, personnel problems, 
and information security. These challenges un-
derscore the need for comprehensive strate-
gies to address the complexities of digital trans-
formation within government institutions. Um-
bach and Tkalec (2022) delve into the evalua-
tion of e-governance programs, emphasizing 
the importance of considering context-specific 
factors when assessing the effectiveness of dig-
italized public services. Their research high-
lights the need for tailored evaluation ap-
proaches for unique institutional settings, pol-
icy areas, and administrative traditions. Giri 
(2019) examines the obstacles to effective pub-
lic service delivery in their respective country 
in emphasizing the role of e-governance in pro-
moting good governance. It identifies chal-
lenges such as inadequate infrastructure in lim-
iting digital literacy and a lack of skilled person-
nel as critical barriers to successful e-govern-
ance implementation. These studies collec-
tively demonstrate that while e-governance 
programs offer significant potential for im-
proving efficiency and service delivery, their 
success hinges on addressing the multifaceted 
challenges associated with digital transfor-
mation within the public sector. This includes 

overcoming technical hurdles, fostering a cul-
ture of digital literacy, and developing robust 
evaluation frameworks that account for the 
unique context of each implementation. 

This suggests that the city’s focus on imple-
menting innovative and award-winning pro-
grams has yielded tangible results in streamlin-
ing processes and enhancing service delivery. 
The success of these programs serves as a 
model for other departments within the city 
government, encouraging people to adopt sim-
ilar efficiency-enhancing approaches. How-
ever, the lower average weighted mean scores 
for inter-departmental coordination highlight a 
critical area for improvement. Despite the ad-
vancements in individual departments, these 
results suggest a need for further efforts to in-
tegrate and streamline processes across differ-
ent governmental agencies. This will require a 
concerted effort to break down silos, foster col-
laboration, and develop a unified approach to 
e-governance implementation in addressing 
these challenges so that Quezon City can fur-
ther enhance its e-governance ecosystem in 
creating a more seamless and efficient system 
for its citizens for the digitalized process of 
community development.
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Table 3.2 shows the citizens of Quezon City 
generally perceive e-governance programs as 
contributing to transparency in public services. 
The average weighted mean (AWM) for all 
statements is 3.99, which falls within the 
“Agree” category. The highest average 
weighted mean of 4.07 for statements 2, and 9 
indicating strong agreement on the positive im-
pact of e-governance on transparency. These 
statements relate to reduced processing time, 
real-time tracking, public access to infor-
mation, and citizen participation. At the same 
time, the lowest weighted mean of 3.89 indi-
cates statement 3, “Quezon City’s e-governance 
programs provide easy access to public records 
and data,” has the lowest value in suggesting 
that transparency in public records is valued 
for improvement in terms of accessibility. Ad-
ditionally, e-governance programs in Quezon 
City have successfully enhanced transparency 
in public services, and citizens appreciate in-
creased access to information, reduced pro-
cessing times for designated areas, and oppor-
tunities for participation. However, there is still 
room for improvement in providing easier ac-
cess to public records and data. 

Transparency in public services is a crucial 
aspect of building trust with citizens. Two (2) 
studies delve into this topic through the lens of 
e-governance in their community area. Ari-
yaningsih et al. (2023) suggest a connection be-
tween streamlined processes and transparency 
for the citizen's experience with a more inte-
grated system where information flows freely 
between departments that fosters a clearer 
view of government operations. Similarly, Har-
tanto et al. (2021) take a broader approach in 
examining the role of e-governance as a mech-
anism for building public trust in their country. 
Their findings highlight the perceived effective-
ness of e-governance in strengthening the link 
between good governance and public trust. 
This connection likely stems from the in-
creased transparency of e-governance pro-
grams. By making information about this e-
governance more accessible and processes 
more visible, citizens gain a better understand-
ing of how their government functions leading 
to increased public trust. These studies to-
gether emphasize the potential of e-govern-
ance initiatives to promote transparency in 

public services, contributing to a more trusting 
relationship between citizens and their govern-
ment. 

To maintain and enhance transparency in 
its e-governance initiatives, Quezon City should 
prioritize a multi-pronged approach. Contin-
ued investment in e-governance programs is 
crucial, ensuring that these initiatives remain 
robust and accessible to citizens. This includes 
developing user-friendly online platforms and 
mobile applications that facilitate easy access 
to information and services. Furthermore, ef-
forts should be made to improve access to pub-
lic records and data, potentially through dedi-
cated online portals or mobile applications. 
This increased transparency will empower cit-
izens to hold the government accountable and 
participate more actively in decision-making 
processes. Regular surveys and feedback mech-
anisms should be implemented to gather citi-
zen input and identify areas where transpar-
ency can be enhanced. This continuous feed-
back loop will ensure that e-governance initia-
tives are aligned with the needs and expecta-
tions of the community. Finally, training gov-
ernment officials and staff on transparency 
principles and best practices is essential for ef-
fective implementation. Equipping public serv-
ants with the knowledge and skills to operate 
transparently, Quezon City can foster a culture 
of accountability and openness, strengthening 
its commitment to good governance and citizen 
empowerment. 

Table 4.3 presents how the citizens of Que-
zon City generally perceive e-governance pro-
grams as contributing to the accessibility of 
public services. The average weighted mean for 
all statements was 3.90, which falls within the 
“Agree” category for the accessibility of public 
services and ensures all citizens can benefit 
from the advantages of e-governance. The high-
est average weighted mean of 4.11, statement 
9, “The e-governance platforms are accessible 
through multiple devices,” has the highest av-
erage, indicating strong agreement on the ac-
cessibility of e-governance programs. The low-
est average mean is 3.75 in the statement 2, “E-
governance platforms are user-friendly for 
both tech-savvy and non-tech-savvy individu-
als,” suggesting that there is room for improve-
ment in these areas.
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The e-governance programs in Quezon City 

have successfully made public services more 
accessible to citizens through the availability of 
digital platforms on multiple devices in access-
ing entities of subjective settings in the commu-
nity and extended service hours that have con-
tributed to this positive perception. However, 
there is still potential for improvement in user-
friendliness and public awareness. To ensure 
the e-governance initiatives in Quezon City are 
truly accessible to all citizens, a multi-faceted 
approach is essential. Continued investment in 
e-governance programs was important, as was 
a commitment to user-friendliness and inclu-
sivity. This means that in developing platforms 
and services are intuitive, easy to navigate, and 
cater to a wide range of technical abilities. Reg-
ular user testing and feedback mechanisms are 
implemented to identify areas where e-govern-
ance platforms are improved to serve better 
the needs of diverse users, including those with 
limited technical skills. Public awareness cam-
paigns are also critical in promoting e-govern-
ance services and communicating the benefits 
of using these services. They provide step-by-

step instructions on accessing them and ad-
dress citizens' concerns or barriers. Further-
more, implementing accessibility standards is 
crucial for ensuring that e-governance plat-
forms are usable by people with disabilities. 
This includes incorporating features such as 
screen readers, alternative text descriptions, 
and keyboard navigation to make these plat-
forms accessible. By prioritizing user-friendli-
ness, promoting awareness, and adhering to ac-
cessibility standards, Quezon City can ensure 
its e-governance initiatives are truly inclusive 
and empower all citizens to engage with and 
benefit from these digital services. 

 Implementing e-governance initiatives 
has become a critical aspect of modern govern-
ance in aiming to enhance efficiency, transpar-
ency, and citizen engagement. Research by Aziz 
and Sallow (2021) provides a comprehensive 
review of e-governance development concepts, 
highlighting key factors such as technological 
infrastructure, legal frameworks, and human 
resource capacity. Their study emphasizes the 
need for a holistic approach that considers the 
interconnectedness of these elements for  
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successful e-governance implementation. 
Meanwhile, Vaidya (2020) presents an analyti-
cal study of e-governance initiatives in Chandi-
garh, India, focusing on the impact of these pro-
grams on citizen satisfaction, service delivery, 
and administrative efficiency. The study high-
lights the importance of citizen-centric design 
principles, robust data management systems, 
and effective communication strategies in en-
suring the success of e-governance programs. 
These studies collectively demonstrate the 
growing significance of e-governance as a tool 
for enhancing public service delivery and fos-
tering greater transparency and accountability 
within government institutions. However, suc-
cessful implementation requires a careful con-
sideration of the unique context of each region, 
including its technological infrastructure, legal 
framework, and cultural nuances. 

 In summary, the findings of this study 
demonstrate that e-governance programs in 
Quezon City are making significant strides in 
enhancing accessibility and user-friendliness 
for its citizens. The positive perception of ac-
cessibility, 24/7 access, multilingual support, 
and assistive features highlights the city’s com-
mitment to inclusivity and citizen empower-
ment. While there was room for improvement 
in user-friendliness, the overall positive per-
ception suggests that the city is on the right 
track. Continuing to invest in user-centered de-
sign principles, promoting awareness of availa-
ble services, and incorporating accessibility 
standards, Quezon City can further strengthen 
its e-governance programs, ensuring that they 
are truly accessible and beneficial to all citi-
zens. 
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Table 5 provides insights into the critical 
features of e-governance innovations in Que-
zon City that are considered replicable for 
other municipalities. The most frequently cited 
feature is a User-friendly interface, with a per-
centage of 93.3% of respondents identifying 
this as a key feature, followed by the Ability to 
integrate with other digital platforms for the 
percentage of 81.3 and Real-time tracking and 
feedback mechanisms for users for 74.7%. In 
contrast, Multi-device access (desktop, mobile, 
tablet) ensured flexibility for users, and the 
percentage was 72.0%. The data on Quezon 
City’s E-Governance Innovations features re-
veals some key insights. Most respondents, 
93.30%, identified a user-friendly interface for 
citizens and government personnel as a signifi-
cant feature of the e-governance initiatives. 
This high percentage indicates the value of ac-
cessibility and ease of use when engaging with 
digital platforms. Additionally, 81.30% high-
lighted the importance of integrating with 
other digital platforms, showcasing the need 
for a seamless and interconnected digital eco-
system. Real-time tracking and feedback mech-
anisms for users were also deemed essential by 
74.70% of respondents, emphasizing the signif-
icance of transparency and responsiveness in 
government services. Furthermore, 72.00% 
recognized multi-device access as a crucial fea-
ture, ensuring flexibility and convenience for 
users across different devices. 

High frequencies and percentages associ-
ated with these key features underscore their 
critical role in the success of Quezon City's E-
Governance Innovations. A user-friendly inter-
face, integration with other platforms, real-
time tracking, and multi-device access are es-
sential components that contribute to the effec-
tiveness and efficiency of e-governance initia-
tives. To further enhance service delivery and 
citizen engagement, it is recommended that 
Quezon City continue to prioritize these fea-
tures and invest in ongoing improvements 
based on user feedback and technological ad-
vancements. Maintaining a focus on these key 
attributes, Quezon City can ensure that its e-
governance programs remain accessible, re-
sponsive, and user-centric, ultimately leading 
to enhanced governance and citizen satisfac-
tion. The research by Skargren (2020) and 

Smith (2023) provides valuable insights into 
the complexities of e-governance implementa-
tion and its impact on service delivery. A criti-
cal review of e-government benchmarking 
highlights the importance of understanding the 
specific context and goals of each initiative be-
fore attempting replication. The high emphasis 
on user-friendly interfaces with other plat-
forms, real-time tracking, and multi-device ac-
cess aligns with the principles of citizen-centric 
design and seamless service delivery advo-
cated by Skargren (2020) and Smith (2023). 
However, replicating these features requires 
careful consideration of the specific context of 
the target municipality or organization, includ-
ing their technological infrastructure, adminis-
trative culture, and citizen needs.  

In conclusion, the high frequencies and per-
centages associated with these key features un-
derscore their critical role in the success of 
Quezon City’s e-Governance innovations. A 
user-friendly interface integration with other 
platforms, real-time tracking, and multi-device 
access are essential components that contrib-
ute to the effectiveness and efficiency of e-gov-
ernance initiatives. To further enhance service 
delivery and citizen engagement, it is recom-
mended that Quezon City continue to prioritize 
these features and invest in ongoing improve-
ments based on user feedback and technologi-
cal advancements. Maintaining a focus on these 
key attributes, Quezon City can ensure that its 
e-governance programs remain accessible, re-
sponsive, and user-centric, ultimately leading 
to enhanced governance and citizen satisfac-
tion. 

Table 6.1 presents a breakdown of the chal-
lenges faced while implementing e-governance 
programs in Quezon City. Here’s a look at the 
highest and lowest responses for the “No,” 
“Yes,” and “No Answer” categories. The chal-
lenges outlined in the data present important 
obstacles to the successful implementation of 
e-governance initiatives under “No” response. 
Limited access to the internet or technology in 
certain areas, highlighted by 22 respondents, 
poses a fundamental barrier to digital service 
delivery and citizen engagement. This chal-
lenge underscores the digital divide in some re-
gions, hindering equal access to e-governance 
platforms and services. 
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Resistance to change from government em-

ployees, as reported by 40 respondents, indi-
cates the importance of addressing internal 
cultural shifts and fostering a supportive envi-
ronment for digital transformation within gov-
ernment agencies. Delays in approval from reg-
ulatory or executive bodies, also noted by 40 
respondents, can impede the progress of e-gov-
ernance programs leading to inefficiencies and 
setbacks in service delivery. Additionally, in-
sufficient funding for full program implementa-
tion, cited by 43 respondents, highlights the fi-
nancial constraints that can limit the scope and 
effectiveness of e-governance initiatives. Over-
coming these challenges requires a multi-fac-
eted approach, including targeted investment 
in infrastructure, comprehensive change man-
agement strategies, streamlined approval pro-
cesses, and sustainable funding mechanisms to 
ensure the successful adoption and sustainabil-
ity of e-governance programs (Yarulina, 2019). 

 The category of “Yes” responses high-
lighted in the data presents important hurdles 
to the effective implementation of e-govern-
ance initiatives. Limited technical expertise 
among staff, identified by 45 respondents, un-
derscores the importance of investing in train-
ing and capacity-building programs to enhance 
digital literacy and technical skills within gov-
ernment agencies. Lee-Geiller & Lee (2019) 
emphasize that a lack of expertise can impede 
the successful deployment and utilization of e-
governance tools and platforms. Additionally, 
the issue of limited access to the internet or 
technology in certain areas, as noted by 42 re-
spondents, poses a critical barrier to inclusive 
digital service delivery. Addressing this chal-
lenge requires strategies to bridge the digital 
divide and ensure equitable access to e-govern-
ance services for all citizens. Insufficient fund-
ing for full program implementation, reported 
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by 21 respondents, highlights the financial con-
straints that can hinder the scale and effective-
ness of e-governance initiatives. Adequate 
funding is essential for infrastructure develop-
ment, technology upgrades, and sustainability 
planning. Moreover, delays in approval from 
regulatory or executive bodies, also noted by 
21 respondents, can impact the timeliness and 
efficiency of e-governance projects. Streamlin-
ing approval processes and establishing clear 
decision-making frameworks are crucial to 
overcoming these obstacles and advancing the 
successful implementation of e-governance 
programs (Giri, 2019). Addressing these chal-
lenges through targeted interventions and stra-
tegic planning is essential to realizing the full 
potential of e-governance in improving service 
delivery and citizen engagement, while some 
numerous results found that have no answer or 
no data represent this section to digitalized e-
governance. 

 Expanding internet access in under-
served areas is essential for inclusive participa-
tion in requiring digital infrastructure invest-
ment. Streamlining regulatory and bureau-
cratic processes can expedite implementation 
in reducing delays and frustrations. Addressing 
employee concerns and implementing change 
management strategies provides training pro-
grams on technology and e-governance of em-
ployee skills, which are effective program man-
agement for people in Quezon City. Robust data 
security protocols must be implemented to ad-
dress privacy concerns and maintain public 
trust. User-centered design principles are ap-
plied to develop intuitive and accessible inter-
faces that cater to diverse user needs. Finally, 
strategies for managing the growing volume of 
data generated by e-governance systems are 
essential in developing clear frameworks for 
program evaluation that allow for continuous 
improvement and adaptation based on real-
world experiences. 
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Table 6.2 provides insights into the strate-
gies used to overcome challenges during the 
implementation of e-governance programs in 
Quezon City. The most frequently used meth-
ods are under the agreement and disagreement 
of participants pertaining to “No, Yes, and No 
Answer” outcomes in methods used to over-
come challenges during the implementation of 
these e-governance programs. The Category of 
“No” with highest and lowest agreement are 
“Securing additional funding through grants or 
public-private partnerships,” cited by 15 re-
spondents, which emerges as a key strategy to 
address the financial constraints hindering 
program implementation. This approach not 
only ensures sustainable funding but also fos-
ters collaboration between the public and pri-
vate sectors to drive innovation and efficiency 
in e-governance projects. Partnerships with the 
private sector or academic institutions, noted 
by 14 respondents, offer opportunities for 
knowledge exchange, resource sharing, and 
technology transfer, enhancing the capacity 
and expertise available for e-governance im-
plementation. Improved communication and 
change management strategies, highlighted by 
5 respondents play a critical role in overcoming 
resistance to change and fostering stakeholder 
buy-in, essential for the successful adoption of 
e-governance solutions. Similarly, the develop-
ment of mobile-friendly and accessible user in-
terfaces, mentioned by 5 respondents, under-
scores the importance of user-centric design in 
ensuring inclusivity and usability across differ-
ent devices and user groups. The utilization of 
feedback loops and continuous system updates, 
also cited by 5 respondents, emphasizes the it-
erative nature of e-governance development, 
allowing for real-time adjustments based on 
user input and evolving needs. By leveraging 
these methods to address challenges, organiza-
tions can enhance the effectiveness, efficiency, 
and user experience of their e-governance ini-
tiatives, ultimately improving service delivery 
and citizen engagement. 

The category of “Yes” implicates the data re-
veals that several effective methods have been 
employed to overcome the challenges faced in 
e-governance implementation. The establish-
ment of cross-departmental task forces, cited 
by 63 respondents, demonstrates a proactive 

approach to enhancing coordination and col-
laboration across different government agen-
cies. This strategy helps break down silos and 
streamline communication, ensuring a more 
cohesive and integrated approach to e-govern-
ance initiatives. Securing additional funding 
through grants or public-private partnerships, 
reported by 60 respondents, highlights the im-
portance of exploring diverse funding sources 
to support the sustainability and scalability of 
e-governance programs. These partnerships 
can bring in external expertise and resources, 
fostering innovation and expanding the reach 
of digital services. Furthermore, the stream-
lined procurement processes, noted by 47 re-
spondents, indicate a commitment to efficiency 
and transparency in acquiring necessary re-
sources for e-governance projects. By simplify-
ing procurement procedures, governments can 
expedite the implementation of initiatives, re-
duce bureaucratic hurdles, and optimize re-
source allocation for maximum impact. Imple-
menting these methods effectively helps ad-
dress key challenges and pave the way for suc-
cessful e-governance implementation. 

The research by Giri (2019), Lee-Geiller & 
Lee (2019), and Vaidya (2020) provides a com-
prehensive understanding of the challenges 
and opportunities presented by e-governance 
initiatives. It highlights the obstacles faced by 
the civil service in their community, emphasiz-
ing the need for a robust and responsive public 
administration system to implement e-govern-
ance programs effectively and follows the im-
portance of government websites in enhancing 
democratic e-governance, proposing a concep-
tual model for evaluating their effectiveness in 
promoting transparency, citizen participation, 
and service delivery. E-governance initiatives 
underscore the need for a multifaceted ap-
proach considering technological infrastruc-
ture, legal frameworks, and human resource 
capacity (Vaidya, 2020). These studies collec-
tively suggest that successful e-governance 
programs require a strategic alignment of tech-
nology, institutions, and citizen engagement in 
addressing the unique challenges and opportu-
nities presented by each context; e-governance 
initiatives can effectively leverage technology 
to improve service delivery, enhance  
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transparency, and empower citizens to partici-
pate in the democratic process. 

In summary, successful e-governance im-
plementation for organizations should priori-
tize employee training to equip staff with the 
necessary skills and knowledge. Collaborating 
with external organizations provides valuable 
resources and expertise in fostering innovation 
and best practices. Effective communication 
and change management are essential to ad-
dress resistance and ensure stakeholder buy-
in. 

Leveraging technology, such as pilot pro-
grams, cloud technology, and mobile-friendly 
interfaces, is one of the most enhancement ef-
fectivity and accessibility of e-governance initi-
atives. Additionally, utilizing data analytics to 
monitor program success and make informed 
adjustments is crucial for continuous improve-
ment. Implementing these strategies to over-
come common challenges and increase the like-
lihood of successful e-governance implementa-
tion is crucial.  

Table 7.1 shows the citizens of Quezon City 
perceive that e-governance programs have im-
portantly reduced processing times for various 
public services. The average weighted mean 

(AWM) for all statements was 3.99, which falls 
within the “Agree” category. The highest and 
the lowest percentage found at 4.05 in state-
ment 5 “Automated processes have reduced 
the need for in-person visits for service com-
pletion,” indicating strong agreement on the 
positive impact of e-governance on reducing 
processing times while the lowest 3.89 
weighted mean for the statement 7 “The aver-
age time to resolve complaints or inquiries has 
been shortened,” suggesting that has been im-
provement of room for further reduction. The 
highest Average Weighted Mean (AWM) is for 
the statement “Automated processes have re-
duced the need for in-person visits for service 
completion” with an AWM of 4.05, indicating a 
strong agreement among respondents suggests 
that the implementation of automated pro-
cesses has significantly improved efficiency 
and reduced the necessity for in-person visits 
in leading to streamlined service completion 
and enhanced convenience for users. The posi-
tive response to this feature underscores the 
value of automation in optimizing processing 
times and increasing accessibility to services, 
ultimately improving the overall user experi-
ence.
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Conversely, the lowest AWM in the data is 
for the statement “The average time to resolve 
complaints or inquiries has been shortened” 
with an AWM of 3.89. While still indicating 
agreement among respondents that have 
slightly lower AWM suggests that there may be 
room for improvement in expediting complaint 
resolution processes. Addressing this aspect 
could further enhance customer satisfaction, 
increase responsiveness, and bolster the effi-
ciency of service delivery in focusing strategies 
to expedite complaint resolution times. Organ-
izations enhance their responsiveness to cus-
tomer needs, build trust, and improve overall 
service quality.  Overall, the data highlights the 
effectiveness of automated processes in reduc-
ing in-person visits and the potential for en-
hancing complaint resolution times to further 
optimize service delivery and user satisfaction. 

 The studies by Yarulina (2019), Rawat 
and Morris (2021), and Ariyaningsih et al. 
(2023) shed light on the implications of e-gov-
ernance initiatives and the potential strategies 
for enhancing service delivery for the explora-
tion of the digital interaction between public 
authorities and civil society underscores the 
importance of leveraging technology to foster 
transparency and citizen engagement. Analysis 
of the effects of technology and institutions on 
e-participation emphasizes the role of ad-
vanced technologies and institutional frame-
works in shaping the success of e-governance 
programs (Rawat and Morris, 2021). Implica-
tions drawn from these studies align with the 
focus on improving efficiency and service deliv-
ery in Quezon City’s e-governance initiatives. 
Maintain and enhance efficiency, Quezon City 
should continue investing in e-governance pro-
grams, leveraging technology to reduce pro-
cessing times and enhance citizen experience. 
Identifying and leveraging advanced technolo-
gies like artificial intelligence and automation 

to further optimize service delivery, reducing 
manual intervention, and enhancing respon-
siveness to citizen needs. Regular measure-
ment and monitoring of processing times are 
crucial for assessing progress, identifying areas 
for enhancement, and ensuring that e-govern-
ance initiatives align with the goal of efficient 
and transparent service delivery. By aligning 
with these implications and strategies, Quezon 
City can enhance its e-governance efforts, im-
prove service delivery, and foster greater citi-
zen engagement in governance processes. 

 In conclusion, highlights the evidential 
impact of e-governance initiatives in demon-
strating their effectiveness in streamlining pro-
cesses and reducing waiting times for public 
services. This positive outcome translates into 
measurable improvements in service delivery 
efficiency and increased citizen satisfaction. 
The implementation of e-governance solutions 
has demonstrably reduced processing times in 
allowing citizens to access services faster and 
more conveniently. This tangible outcome re-
flects the successful integration of technology 
into government processes, resulting in a more 
efficient, and responsive public administration.  

 Demonstration of table 7.2 shows the 
citizens and the city government perceive that 
e-governance initiatives have resulted in signif-
icant cost savings. The average weighted mean 
(AWM) for all statements was 3.74, which falls 
within the “Agree” category. Interestingly, the 
category-wise analysis of e-governance initia-
tives in the context of Quezon City reveals a 
range of significant benefits and cost savings 
across various aspects of public service deliv-
ery. A notable consensus among respondents is 
the reduced need for physical paperwork, with 
a high agreement rating of 3.81, indicating sub-
stantial cost savings associated with the elimi-
nation of paper-based processes. 
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This shift towards digital documentation 

not only promotes environmental sustainabil-
ity but also streamlines administrative proce-
dures, leading to more efficient and cost-effec-
tive service delivery. Additionally, the percep-
tion of lower administrative costs (3.75) and 
operational cost reduction (3.67) further un-
derscores the financial benefits derived from 
the adoption of e-governance solutions. Citi-
zens also stand to gain significantly from e-gov-
ernance, with reported savings on transporta-
tion and other costs (3.97), highlighting the 
convenience and financial advantages of ac-
cessing services online. Furthermore, the re-
duced need for additional government person-
nel (3.68) and minimized office expenses (3.69) 
showcase the efficiency gains achieved through 
e-governance implementation, contributing to 
optimized resource allocation and improved 
service quality. 

In contrast, the analysis also identifies ar-
eas where cost savings could be further opti-
mized. While automation has led to reduced ex-
penses related to public service processing 

(3.67), there is room for improvement in utility 
cost savings (3.72) and lower overall costs for 
citizens and businesses (3.79). Focusing on en-
hancing automation processes, optimizing util-
ity usage, and refining online service delivery 
channels, Quezon City can continue to drive 
cost efficiencies and financial benefits for both 
the government and its constituents. These in-
sights emphasize the importance of ongoing 
evaluation and refinement of e-governance 
strategies to maximize cost savings, improve 
operational efficiency, and enhance the overall 
effectiveness of public service delivery in Que-
zon City. 

The research study provides valuable in-
sights into the potential cost savings associated 
with e-governance initiatives in highlighting 
the impact and risks of e-governance imple-
mentation in project management, emphasiz-
ing the need for careful planning and execution 
to maximize benefits and minimize potential 
drawbacks El (Khatib et al. 2020). Ray & 
Panigrahi (2019) focus on the importance of 
sustainability in e-governance projects,  
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proposing a framework for evaluating the long-
term impact of these initiatives. Similarly, Kom-
pella (2020) examines the socio-technical tran-
sitions and organizational responses to e-gov-
ernance implementation, highlighting the need 
for a holistic approach that considers both 
technological and social factors. These studies 
collectively suggest that successful e-govern-
ance initiatives can lead to significant cost sav-
ings through various avenues and streamlining 
processes in reducing paperwork, and optimiz-
ing resource allocation for the e-governance 
that contribute to a more efficient and cost-ef-
fective public administration. Furthermore, 
promoting transparency and accountability for 
e-governance reduces corruption and waste 
leading to greater fiscal responsibility and im-
proved resource management. The specific cost 
savings associated with e-governance initia-
tives may vary depending on the context and 
implementation strategy, these studies provide 
a strong foundation for understanding the po-
tential for cost reduction through effective e-
governance programs. 

In summary, the successful implementation 
of e-governance programs in Quezon City has 
yielded momentous positive outcomes, partic-

ularly in terms of cost-effectiveness and effi-
ciency gains. The reduction in administrative 
costs, paperwork, and physical infrastructure 
requirements demonstrates the inherent effi-
ciency of e-governance in leading to a more 
streamlined and cost-effective public service 
delivery system. Furthermore, the increased 
accessibility of online services has benefited 
citizens by reducing transportation costs and 
other expenses associated with accessing gov-
ernment services, making public services more 
convenient, and accessible. The shift to digital 
platforms has also contributed to a more sus-
tainable and efficient government in reducing 
resource consumption, promoting environ-
mental consciousness, and optimizing resource 
allocation. The overall conclusion emphasizes 
the cost-effectiveness and efficiency of e-gov-
ernance initiatives in Quezon City, highlighting 
its potential to transform public service deliv-
ery by reducing costs, streamlining processes, 
and enhancing accessibility for citizens. This 
positive impact underscores the importance of 
continued investment in e-governance pro-
grams to further optimize public service deliv-
ery and enhance the overall efficiency and ef-
fectiveness of government operations.
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The table 7.3 presents citizens of Quezon 
City have expressed high levels of satisfaction 
with the e-governance initiatives implemented. 
The average weighted mean (AWM) for all 
statements was 3.86, which falls within the 
“Agree” category. The highest weighted mean 
(3.92) statement for “E-governance initiatives 
have improved the quality of services provided 
by the government,” indicating strong agree-
ment on the positive impact of e-governance on 
service quality while the lowest weighted 3.73 
for the statement of “Citizens find the e-govern-
ance systems easy and convenient to use,” sug-
gesting that while user-friendliness was gener-
ally perceived positively for the improvement 
of each results. E-governance programs in Que-
zon City have successfully improved user satis-
faction in various areas and citizens appreciate 
the increased accessibility, efficiency, and qual-
ity of services provided through digital plat-
forms.  

Implications for the continued investment 
foretell the improved user satisfaction in Que-
zon City should continue to invest in e-govern-
ance initiatives and prioritize user-centric de-
sign and focus on user-friendliness to further 
enhance the user-friendliness of e-governance 
platforms in making them easier for all citizens 
to navigate. On the other hand, measuring and 
monitoring the regular feedback and surveys 
help identify areas where user satisfaction im-
proved and user-centered design incorporating 
user-centered design principles in the develop-
ment and implementation of e-governance ini-
tiatives ensure that they meet the needs and ex-
pectations of citizens. Comprehensive under-
standing of the factors influencing the success 
of e-governance initiatives and their impact on 
user satisfaction. Smith (2023) highlights the 
importance of administrative culture in shap-
ing the effectiveness of e-governance programs 
suggesting that replicating specific features 
without considering these nuances that corre-
lates to the importance of careful planning and 
execution to maximize the benefits and mini-
mize the risks associated with e-governance 
implementation (El Khatib, Nakand, Almar-
zooqi, & Almarzooqi, 2020). Similar to the 
study of Ray & Panigrahi (2019) focuses on the 
importance of sustainability in e-governance 
projects, advocating for a holistic approach that 

considers the long-term impact of these initia-
tives. Kompella (2020) examines the socio-
technical transitions and organizational re-
sponses to e-governance implementation high-
lighting the need for a comprehensive ap-
proach that considers both technological and 
social factors. Additionally, Gupta, Muttoo, & 
Pal, (2020) introduce a regional e-governance 
development index for developing nations, 
providing a framework for assessing the pro-
gress and effectiveness of e-governance initia-
tives.  

These studies collectively suggest that suc-
cessful e-governance initiatives can im-
portantly improve user satisfaction by enhanc-
ing service delivery, promoting transparency, 
and empowering citizens to participate in the 
democratic process. Streamlining processes in 
reducing processing times, and increasing ac-
cessibility for e-governance that enhance the 
user experience in leading to greater satisfac-
tion with public services. Furthermore, pro-
moting transparency and accountability for e-
governance in building trust in government in-
stitutions while the specific factors influencing 
user satisfaction may vary depending on the 
context and implementation strategy for the 
foundation of potential e-governance satisfac-
tion and enhance the overall effectiveness of 
public service delivery. 

In summary, a satisfaction rating of 3.86 in-
dicates a strong level of agreement with the 
positive impact of e-governance, highlighting 
its success in improving the public service ex-
perience. Citizens have reported positive expe-
riences across various dimensions, including 
ease of use, transparency, efficiency, and re-
sponsiveness. The implementation of e-govern-
ance has streamlined processes, reduced wait-
ing times, and enhanced transparency, leading 
to a more efficient and user-friendly experi-
ence. Furthermore, improved communication 
between citizens and government offices 
through these platforms has facilitated more 
effective interactions, fostering a stronger rela-
tionship between citizens and their govern-
ment. These findings underscore the successful 
implementation of e-governance in Quezon 
City and its positive impact on user satisfaction. 
Continued efforts to enhance these initiatives 
can further improve the quality of public  
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services and strengthen the relationship be-
tween citizens and their government. 
 
Conclusion 

This chapter summarizes findings, conclu-
sions, and recommendations based on the data 
collected and analyzed in the study. The re-
search aimed to explore Quezon City's award-
winning e-governance initiatives, examine 
their contributions to public service delivery, 
and identify the challenges and features that 
make these innovations replicable for other lo-
cal government units (LGUs). 

Quezon City's award-winning e-governance 
programs, particularly QC e-Services, QCitizen 
ID, and QC Biz Easy, were effective in enhancing 
public service delivery by providing accessible 
and streamlined services. These programs 
were highly valued by citizens, reflecting their 
significant impact on improving the efficiency 
and convenience of accessing government ser-
vices. 

The study concludes that Quezon City's e-
governance initiatives have significantly con-
tributed to efficiency, transparency, and acces-
sibility in public services. The introduction of 
online platforms has reduced processing times, 
improved decision-making, and enhanced pub-
lic trust through increased transparency and 
open access to government services. 

The specific features of Quezon City’s e-gov-
ernance programs, such as their user-friendly 
design, real-time tracking, and multi-device ac-
cess, are replicable for other municipalities. 
These features enable other LGUs to adopt and 
tailor the programs to their local needs, making 
them flexible and scalable for different govern-
ment settings. 

Challenges such as limited access to tech-
nology, resistance to change, and insufficient 
funding were significant barriers to fully imple-
menting e-governance programs. However, 
these challenges were successfully addressed 
through targeted interventions like employee 
training, public-private partnerships, and 
change management strategies, ensuring the 
continued success of Quezon City’s digital 
transformation. 

 
 
 

Recommendation 
By following these recommendations, Que-

zon City and other municipalities can 
strengthen their e-governance initiatives, lead-
ing to more efficient, transparent, and accessi-
ble public services for all citizens. 
1. Invest in expanding digital infrastructure to 

underserved areas to ensure all citizens 
have equal access to e-governance services, 
particularly in areas with limited internet 
access. 

2. Conduct public awareness campaigns to 
promote the benefits of e-governance ser-
vices, ensuring that more citizens are in-
formed and motivated to use digital plat-
forms to access government services. 

3. Further optimize the user-friendliness of e-
governance platforms by incorporating 
regular user feedback and improving navi-
gation features, particularly for non-tech-
savvy individuals. 

4. Enhance coordination among different gov-
ernment departments to streamline pro-
cesses further and improve the overall effi-
ciency of service delivery. 

5. Continue fostering partnerships with the 
private sector and academic institutions to 
drive innovation, secure funding, and de-
velop scalable e-governance solutions. 

6. Implement robust cybersecurity measures 
to address data privacy concerns and pro-
tect citizens' information, thus building 
greater public trust in digital government 
services. 

7. Establish ongoing monitoring and evalua-
tion mechanisms to track the performance 
of e-governance programs, making neces-
sary adjustments based on real-time data 
and user feedback. 
 

Acknowledgement 
The authors of this case study are World 

Citi Colleges Master in Public Administration 
students who were an accountant, an IT officer 
and a procurement practitioner from different 
sectors of the executive department, an engi-
neer in private practice, and a foreign consulate 
officer, thus calling themselves as the Team Di-
versified. 

 



Pacaño, Jr. et al., 2024 / Excellence In E-Governance: Replicable Innovations from Quezon City 

 

    
 IJMABER 4484 Volume 5 | Number 11 | November | 2024 

 

The Team would like to express their ap-
preciation to the officers and employees of the 
Quezon City Government for their support in 
the Team’s survey on the City’s e-governance.  

Special mentions to Quezon City’s Depart-
ment Heads who encouraged their staff to par-
ticipate in this study, especially to Ms. Ma. Mar-
garita S. Mejia, DPA, City Government Depart-
ment Head for the Business Permits and Li-
censing Department. 

Our gratitude to Quezon City Mayor Maria 
Josefina “Joy” Belmonte and City Administrator 
Michael Victor Nepomuceno Alimurung, for 
their encouragement to their Department Head 
to participate in this endeavor. 

Special thanks to the DILG Quezon City Di-
rector Emmanuel Borromeo, CESO V, for his in-
valuable assistance in endorsing and facilitat-
ing this study with the management of the Que-
zon City Government. 

And our deepest gratitude to our advisors, 
for their valuable insights, inspiration, and tire-
less guidance which was vitally important to 
our Team’s completion of this study. 
 
References 
Alloghani, M. (2019). An intelligent citizen-cen-

tric oriented model for e-governance: A 
UAE case study. ProQuest Dissertations & 
Theses. Retrieved from 
https://search.proquest.com/. Retrieved 
from https://www.proquest.com/open-
view/df1b956d240bb608b7cf66cc0fd3f9
73/1?pq-origsite=gscholar&cbl= 
2026366&diss=y.  

Ariyaningsih, B., Subagyov, A., Suhartono, B., Ri-
vai, F. H., & Rajab, R. (2023). Implementa-
tion of E-Governance to Encourage Inte-
grated Public Services in Lebak Regency. 
KnE Social Sciences, 8(11), 159-180. 
https://doi.org/10.18502/kss.v8i11.135
45. 

Aziz, Z. A., & Sallow, A. B. (2021). Concepts of E-
Governance Development: A Review. Eur-
asian Journal of Science & Engineering, 
8(1), 51-60. 
https://doi.org/10.23918/eajse.v8i1p51. 
Retrieved from https://www.inderscien-
ce-
online.com/doi/abs/10.1504/IJEG.2020.
106995. 

El Khatib, M., Nakand, L., Almarzooqi, S., & 
Almarzooqi, A. (2020). E-Governance in 
Project Management: Impact and Risks of 
Implementation. SADIL, 22(1), 1-14. 
https://doi.org/10.1080/1097198X.202
0.1752082. 

Furtado, L. S., Moura, G., Vasconcelos, D. J. R., 
Fernandes, G. S., Cruz, L. A., Magalhães, R. 
P., & da Silva, T. L. C. (2023). An analytical 
citizen relation management system 
(CZRM) for social vulnerability mapping 
and policy recommendation in Brazil. De-
cision Support Systems, 172, 113995. 
https://doi.org/10.1016/j.dss.2023.1139
95. 

Giri, S. (2019). Obstacles of civil service in pub-
lic service delivery in Nepal: E-govern-
ance for good governance. International 
Journal of Computer Science and Mobile 
Computing, 8(3), 269-274. Retrieved from 
www.ijcsmc.com. Retrieved also from 
https://d1wqtxts1xzle7.cloud-
front.net/61565262/Obsta-
cles_of_Civil_Service_in_Pub-
lic_Ser_120191219-56345-y6co9b-li-
bre.pdf?1576827029=&response-con-
tent-disposition=inline%3B+file-
name%3DObstacles_of_Civil_Ser-
vice_in_Public_Ser.pdf&Ex-
pires=1729095671&Signa-
ture=Tn8xvFk6imYIYo9-
FlCL6F4wqUHb1HRG5NxHoxM-
ns29YRIPU-RgfUbdo-
wBUz28zXE563AvoYnktQFBe5liuDFKtCX
K23dLntKg0UTxzM6D7wCrtrn-
RLnnyjT4EfqSCQsDl3TQcC~KgDis0ZM1d
B2c7UfRKhY~R07YTLJasDKviMVkYcE-
UsoP2YshGsGJh3g06LnguQYpfep-
ntB3NpqsiqtoafquE-
wvPLt7ifIVUcDCdIQrDOKBbTs-SJgH-
CnDm2Mbt~kjN9O7SUEA15l5UkkxkvxW
jM4K74hINQKcL98H5GToKwDkTn7Wgx
oBBFudTX78p~EfdZFYZKzAiSmDy5g__&
Key-Pair-Id=APKAJLOHF5GGSLRBV4ZA. 

Gupta, R., Muttoo, S. K., & Pal, S. K. (2020). Re-
gional E-governance Development Index 
for Developing Nations. Digital Govern-
ment: Research and Practice, 1, 3, 1-26. 
https://doi.org/10.1145/3386163. 

https://www.proquest.com/openview/df1b956d240bb608b7cf66cc0fd3f973/1?pq-origsite=gscholar&cbl=
https://www.proquest.com/openview/df1b956d240bb608b7cf66cc0fd3f973/1?pq-origsite=gscholar&cbl=
https://www.proquest.com/openview/df1b956d240bb608b7cf66cc0fd3f973/1?pq-origsite=gscholar&cbl=


Pacaño, Jr. et al., 2024 / Excellence In E-Governance: Replicable Innovations from Quezon City 

 

 
IJMABER  4485 Volume 5 | Number 11 | November | 2024 

 

Hartanto, D., Dalle, J., Akrim, A., & Anisah, H. U. 
(2021). Perceived effectiveness of e-gov-
ernance as an underlying mechanism be-
tween good governance and public trust: 
a case of Indonesia. Digital Policy, Regula-
tion and Governance. 
https://doi.org/10.1080/23985038.202
1.1988993. 

Kompella, L. (2020). Socio-Technical Transi-
tions and Organizational Responses: In-
sights from E-Governance Case Studies. 
Journal of Information Technology for De-
velopment, 22(1), 89-111. 
https://doi.org/10.1080/1097198X.202
0.1752082. 

Lee-Geiller, S., & Lee, T. (2019). Using govern-
ment websites to enhance democratic E-
governance: A conceptual model for eval-
uation. Government Information Quar-
terly, 36(2), 208-225. 
https://doi.org/10.1016/j.giq.2019.01.0
03. retrieved from 

https://www.sciencedirect.com/science/arti-
cle/abs/pii/S0740624X18302752. 

Mukanu, G. M. (2020). Assessing the usage of e-
government systems in Zambia: a govern-
ment employee perspective. University of 
Zambia. Retrieved from 
https://dspace.unza.zm/items/46737cf3
-d1b1-4537-8ab5-29ce83ce7bba. 

Muradov, İ. (2022). Problems Of E-Governance 
İn Government Agencies And Their Solu-
tions. SocioEconomic Challenges, 6(1), 79-
86. 
https://doi.org/10.21272/sec.6(1).79-
86.2022. Retrieved from 
https://essuir.sumdu.edu.ua/han-
dle/123456789/87509. 

Pica, V., Cecili, A., Annicchiarico, S., & Volkova, 
E. (2019). The Historical Small Smart City 
Protocol (HISMACITY): Toward an intelli-
gent tool using Geo Big Data for the sus-
tainable management of minor historical 
assets. Data, 4(1), 30. 
https://doi.org/10.3390/data4010030 

Pica, V., Cecili, A., Annicchiarico, S., & Volkova, 
E. (2019). The Historical Small Smart City 
Protocol (HISMACITY): Toward an intelli-
gent tool using Geo Big Data for the sus-
tainable management of minor historical 

assets. Data, 4(1), 30. 
https://doi.org/10.3390/data4010030. 

Ray, S., & Panigrahi, P. K. (2019). Defining Di-
mensions for Assessing Sustainability in 
e-Governance Projects. Journal of Infor-
mation Technology for Development, 
22(1), 1-14. https://academic-publish-
ing.org/index.php/ejise/arti-
cle/view/125. 

Singh, H., Kar, A. K., & Ilavarasan, P. V. (2018). 
Adoption of e-Government Services: A 
Case Study on e-Filing System of Income 
Tax Department of India. In H. Singh, A. K. 
Kar, & P. V. Ilavarasan (Eds.), Operations 
Research in Development Sector (pp. 
109–123). Asset Analytics ((ASAN)). 
Springer. https://doi.org/10.1007/978-
981-13-1998-5_7. 

Skargren, F. (2020). What is the point of bench-
marking e-government? An integrative 
and critical literature review on the phe-
nomenon of benchmarking e-government. 
Information Polity, 25(1), 67-89. 
https://doi.org/10.3233/IP-190131. 

Smith, J. (2023). Institutions in digital govern-
ment transformation: Do different admin-
istrative cultures affect e-government? A 
comparative study analysis of Estonia and 
Slovenia [Master's thesis, Erasmus Uni-
versity Rotterdam]. Erasmus University 
Rotterdam. 
https://scholar.google.com/scholar?hl=e
n&as_sdt=0%2C5&as_ylo=2019&q=spe-
cific+features+of++e-governance+inno-
vations+make+them+replica-
ble+for+other++municipalities+or+or-
ganizations&btnG=. 

Umbach, G., & Tkalec, I. (2022). Evaluating e-
governance through e-government: Prac-
tices and challenges of assessing the digi-
talisation of public governmental services. 
Evaluation and Program Planning, 93, 
102118. 
https://doi.org/10.1016/j.evalprog-
plan.2022.102118. https://www.sci-
encedirect.com/science/arti-
cle/abs/pii/S0149718922000726.  

Vaidya, M. (2020). E-governance initiatives in 
Chandigarh (India): An analytical study. 
International Journal of Electronic Gov-
ernance, 12(1), 4-25. 

https://doi.org/10.3390/data4010030


Pacaño, Jr. et al., 2024 / Excellence In E-Governance: Replicable Innovations from Quezon City 

 

    
 IJMABER 4486 Volume 5 | Number 11 | November | 2024 

 

https://doi.org/10.1504/IJEG.2020.1069
95. Retrieved from 
https://d1wqtxts1xzle7.cloud-
front.net/102217532/Concepts-of-E-
Governance-Development-A-Review-2-li-
bre.pdf?1684095914=&response-con-
tent-disposition=inline%3B+file-
name%3DConcepts_of_E_Govern-
ance_Development_A_R.pdf&Ex-
pires=1729103883&Signa-
ture=C9J0Cd8QsQB~rbbwFLUPIcE1bDeS
20CizNtBfFY970Vom2GdweatY8jYdBmGI
9REwU7TR3eZ1y2h7WrD6t05qkVwo5Vr
aHqvtACUtC2AitxPDhUjPw-
tAMGouwSWNda4m74pgZpEA~Q1aU-
BuR79yE1ef~m3TrFGlKk296UN-
WEeA3lrSWTsvaQLl8nRkPD7BFnJNf4hJP
FAuZd5wAmZgrov6XyE9VPxS-Oet-

vAu~5LPpkQHRcY174wVF6rMXs-75Eu-
diuzoekE-
HVk6yvU0EFOa4dwVfAE13h4nMGiit-
NmWQ04ooBAb53pEbwNY9P8q3OEl-
jvsFc90ebZSfVWu503PGjA__&Key-Pair-
Id=APKAJLOHF5GGSLRBV4ZA. 

Yarulina, N. (2019). Foreign experience of digi-
tal interaction between public authorities 
and civil society. Problems of Modern Sci-
ence and Education, (4), 194-123. 
https://doi.org/10.35432/1993-
8330appa4802019194123. 

Rawat, P., & Morris, J. C. (2021). The effects of 
technology and institutions on e-partici-
pation: A cross-national analysis (1st ed.). 
Routledge. 
https://doi.org/10.4324/978100316432
6. 

 
 
 
 


