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ABSTRACT

The emergence of technology significantly affects the transformation of
how the local government and its citizens interact through the utilization
of the e-government services platform. This study focuses on the impact of
e-government technologies on citizen engagement and service delivery in
the Local Government Unit (LGU) of Caloocan City. The results highlight
citizens' perspectives on Caloocan's e-government platform, underscoring
concerns, challenges, and suggestions for improvement. Privacy and secu-
rity rank highly among citizens’ concerns, while language accessibility is
less of an issue. However, survey data from 250 respondents highlight that
73% expressed satisfaction with the user interface and design of the e-gov-
ernment platform, while 58% trusted the platform's security and privacy
measures, though 10% indicated a lack of trust in the system'’s data secu-
rity. To build on this foundation, respondents suggest improvements such
as better customer support, clearer communication, and training opportu-
nities that could help boost confidence and encourage active participation.
By means of addressing these areas, the platform could be more effectively
support the community’s needs, enhancing trust and fostering a stronger
connection between citizens and the local government.

Keywords: E-government, Technologies, Citizen engagement, Service deliv-
ery, Local government units, Descriptive method, Caloocan City

Introduction

stay relevant to avoid being left behind. In con-

“Automation is the greatest tool for good
governance.”

Hon. Ma. Josefina G. Belmonte, Fifth State of
the City Address

This is an era where technology opens new
opportunities for a better quality of life. As the
world continuously changes, people adapt and
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nection with these changes, people become
more creative, innovative, and resilient. The
emergence of technology does not hinder peo-
ple, as the government helps its citizens under-
stand and embrace these changes. When the
government and its citizens work together,
they strive for improvement by simplifying
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processes and effectively meeting the needs of
communities. With the help of technology,
agencies have introduced electronic govern-
ment services, making transactions more ac-
cessible and easier to use.

Local governments collaborated with na-
tional government agencies (NGAs) to advance
their e-government initiatives. On the technol-
ogy, some local governments set up websites,
built information systems, and implemented
online tools developed by other government
bodies. In terms of human resources, these ini-
tiatives mostly involved seminars and training
sessions conducted with the support of NGAs
(De Castro 2022).

The system informs citizens about which
government agency needs to enhance its ser-
vices and empowers them. Furthermore, it
gives the government additional chances to
carry out its duties more effectively (Moraga
et.al 2018). It is advised that the created system
be used as an innovative way of communication
that can enhance government transparency
and motivate citizens to take part in the deci-
sion-making process.

The Philippine government has developed
comprehensive strategies to improve the coun-
try's e-government implementation (Ubina et.
al. 2017). It makes sense to look into the coun-
try's e-government adoption status in order to
monitor the development of its implementa-
tion and enhance citizens' access to govern-
ment services and information.

There are challenges that the government
experienced today, especially in terms of im-
plementing electronic platforms in providing
public services. However, the COVID-19 pan-
demic made digital tools and technologies a
regular part of everyday life (Elsersy et al,
2021). When face-to-face connection was no
longer possible, local governments had to im-
mediately adjust to these developments by
coming up with new strategies for remaining in
touch with their people and offering services
remotely. The government had to take charge
and ensure that the general public, medical
workers, and local agencies received timely
and accurate information. At the same time, it
addressed possible hazards such as cybersecu-
rity threats and data privacy issues and pre-
vented the spreading of fake news (Farrell et

al, 2020). Governments have to cope with
emerging opportunities and citizens' growing
expectations as demand for more and better
public services (Mali, 2020). Thus, our study fo-
cused on the impact of e-government technolo-
gies on citizen engagement and service deliv-
ery.

Although citizens face many challenges due
to technology, the government is seeking the
easiest way to deliver services through e-gov-
ernment platforms. This study presents the im-
pact of e-government technologies on citizen
engagement and service delivery in the Local
Government Unit (LGU) of Caloocan. Moreover,
the study focuses on actionable recommenda-
tions for improving engagement and trust,
which are essential for enhancing the effective-
ness of e-government platforms and overall
service delivery.

This study aims to investigate the influence
of e-government on citizen engagement and
service delivery within Caloocan’s Local Gov-
ernment Unit (LGU). The researchers chose the
City of Caloocan because, despite being part of
Metro Manila, Caloocan faces unique chal-
lenges, including a high population, limited dig-
ital access, and a socioeconomic landscape that
makes digital adoption difficult. The primary
objectives focus on understanding the specific
challenges that citizens encounter when using
digital platforms to interact with their local
government, examining how limited e-govern-
ment adoption affects service satisfaction, and
identifying factors behind low digital govern-
ance usage among citizens. The study also ex-
plores the potential benefits of enhanced digi-
tal interactions between citizens and the local
government, as well as strategies for fostering
greater engagement and trust through im-
proved digital platforms and digital literacy in-
itiatives. A positive correlation is hypothesized
between the adoption of e-government tech-
nologies and improved service delivery, sug-
gesting that effective digital interactions could
enhance satisfaction and trust in government
services. Through a survey of 250 citizens in
Caloocan, administered via Google Forms, the
research will gather insights into these chal-
lenges and potential improvements.

The study's findings hold significance for
various stakeholders. Government officials and
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public servants may benefit from understand-
ing their roles in facilitating effective e-govern-
ment services, helping them devise solutions
and interventions that promote citizen engage-
ment and improve service quality. The Tech-
nology Acceptance Model (TAM) is recognized
as one of the most effective frameworks for
comprehending adoptions of technology that
may be expanded upon and modified to accom-
modate the variations of numerous situations.
This study examines the implementation of e-
government services and suggests that per-
sonal values and trust offer insights into this
adoption (Belanche et. al. 2012). Citizens, on
the other hand, may gain a clearer appreciation
of e-government’s importance, which could en-
courage them to engage more with local gov-
ernment and adapt digital tools in their daily
interactions. For researchers and public admin-
istration students, the study provides a valua-
ble reference for future research on e-govern-
ance and citizen engagement. By addressing
the scope of e-government’s challenges and op-
portunities, this study aims to contribute
meaningfully to discussions on enhancing pub-
lic service delivery and digital engagement in
the local governance context.

Review of Related Literature

Since the internet began to take off in the
late 1990s, e-government also known as Elec-
tronic Government or Digital Government has
been a popular idea worldwide (Gronlund &
Horan, 2005). The use of information and com-
munication technology, especially the Internet,
as a tool to create improved governance is
known as e-government (OECD, 2003).

In its OECD (2003) E-government Project,
the Organization for Economic Cooperation
and Development (OECD) evaluated the prob-
lems and effects of e-government in 12 coun-
tries: Australia, Canada, Denmark, Finland,
France, Germany, Italy, Japan, Korea, Mexico,
and the Netherlands. According to this study,
nations adopt e-government in an effort to 1)
increase efficiency in government, 2) increase
service quality, 3) use ICT to enable more suc-
cessful results, 4) secure better governance ar-
rangements that encourage economic growth,
5) advance the reform agenda, and 6)
strengthen the general relationship of trust

between the public and the government. This
may be created by enhancing the flow of infor-
mation, which promotes citizen participation
as a key component of effective governance.

Several kinds of studies were also con-
ducted to determine the level of e-government
development in different countries and to carry
out quantitative analysis.

The United Nations enhances its evaluation
process and standards annually. and statistics
to accurately assess how e-government is de-
veloping on a national, regional, and interna-
tional scale, as well as at lesser levels of govern-
ment like local government units.

According to the UN's (2020) report, there
is an increasing percentage of countries and lo-
calities pursuing digital governance, and more
innovative initiatives are being implemented
by various government institutions.

When it comes to digital governance, the
Philippines is making progress. About 20 years
ago, work to create Egov began (Magno, 2018).
With a view toward an ICT-enabled future, the
National Information Technology Plan was first
created (National IT Council 1997).
Following this was the Government Infor-
mation Systems Plan (GISP) in 2000, which was
reinforced by Republic Act No. 8792, also
known as the Electronic Commerce Act of 2000,
and sought to create an online government
where citizens could access public information
and services from the comfort of their homes,
communities, public libraries, kiosks, and gov-
ernment offices (Magno, 2018).

The Philippines is truly keeping pace when
it comes to embracing modern technology. One
example is the City of Caloocan, which we se-
lected as the focus of our study to understand
its impact on our citizens, gather valuable in-
sights, and explore suggestions for improving
its effectiveness and making it more beneficial
for everyone.

Methodology
Research Design

This study employs a descriptive research
design to observe and characterize the influ-
ence of e-government technologies on citizen
engagement and service delivery in the Local
Government Unit (LGU) of Caloocan. This
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method was chosen for its suitability in detail-
ing the behaviors, perceptions, and experiences
of citizens regarding e-government interac-
tions without manipulating variables (Vale,
2023). A descriptive study design was used by
the researcher, who created a survey question-
naire to test its validity and reliability (Bullo et.
al. 2024). Using this design enables a compre-
hensive view of existing conditions and pat-
terns, providing insights into citizen engage-
ment levels and identifying any service delivery
gaps due to limited e-government adoption.

Locale and Population of the Study

The research was conducted in Caloocan
City, Metro Manila, as this location exemplifies
a growing urban population impacted by digital
government initiatives. The study’s population
comprises 250 residents of Caloocan, selected
through purposive sampling, ensuring that par-
ticipants are familiar with e-government plat-
forms and have had previous interactions with
Caloocan’s LGU services. This sampling tech-
nique allowed the researchers to focus on par-
ticipants best suited to provide relevant in-
sights into citizen engagement and service de-
livery within the context of e-government tech-
nologies.

Description of the Respondents

The 250 citizen-respondents are repre-
sentative of Caloocan’s diverse demographic,
providing a range of insights on how e-govern-
ment services influence daily interactions with
local government. These respondents were se-
lected to answer structured survey questions
delivered through Google Forms, ensuring ac-
cessible participation across the city. Respond-
ents' experiences with digital government ser-
vices are central to understanding the factors
affecting usage, satisfaction levels, and areas of
improvement.

Data Gathering Procedure

Data collection involved administering a
structured survey via Google Forms to the se-
lected respondents. The questionnaire was de-
signed to capture data on challenges, satisfac-
tion, usage frequency, perceived benefits, and
trust  in e-government  technologies.

Respondents were invited via email and social
media channels, and instructions were pro-
vided to clarify survey objectives and confiden-
tiality assurances. Data collection occurred
over a two-week period, allowing ample time
for respondent engagement and follow-up re-
minders to maximize participation rates.

Instruments of the Study

The primary research instrument was a
structured survey questionnaire, divided into
sections covering demographics, frequency of
e-government use, perceived challenges, satis-
faction levels, and engagement. The question-
naire was designed using a 4-point Likert scale
to measure respondent attitudes and behav-
iors, providing structured data for analysis.
Each section aimed to address a specific re-
search question, ensuring comprehensive cov-
erage of the study’s objectives.

Reliability and Validity of the Instrument

To ensure reliability, the questionnaire un-
derwent a pilot test with a sample of 25 resi-
dents who were not part of the main study
group. Their feedback helped refine questions
for clarity and appropriateness. Cronbach’s al-
pha was calculated for the Likert scale ques-
tions, yielding a reliability coefficient that con-
firmed internal consistency. Expert validation
was also performed by academic professionals
in e-government studies to verify the content’s
relevance and accuracy, ensuring the instru-
ment’s validity for accurately measuring citizen
engagement and service delivery perceptions.

Statistical Treatment of Data

Data were analyzed using several statistical
tools. The mean was used to calculate average
responses, offering an overview of the data.
The Average Weighted Mean (AWM) provided
more detailed insights by dividing the total
weighted responses by the number of re-
sponses, helping to quantify citizen attitudes.
Ranking techniques were applied to prioritize
response factors by importance and frequency,
highlighting key issues in e-government ser-
vice delivery and engagement.
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Ethics Review

This study adhered to ethical research
guidelines, ensuring participant confidential-
ity, voluntary participation, and informed con-
sent. Participants were provided with an in-
formed consent form detailing the study’s pur-
pose, data usage, and privacy measures, and
they were allowed to withdraw at any time. An-
onymity was maintained by collecting data
without identifiers, and the gathered infor-
mation was stored securely. The study received
ethical clearance from the institutional ethics
review board, ensuring compliance with aca-
demic and ethical standards.

Results and Discussions

Limitations of the Study

The study’s limitations include its reliance
on self-reported data, which may be subject to
response bias. Furthermore, the study is geo-
graphically limited to Caloocan City, which may
affect the generalizability of findings to other
local government units in Metro Manila or the
Philippines. However, these limitations are
considered manageable and do not signifi-
cantly detract from the study’s potential to pro-
vide valuable insights into e-government’s im-
pact on citizen engagement and service deliv-
ery in Caloocan.

Table 1. Interaction with Local Government through Digital Platforms

WEIGHTED STANDARD DESCRIPTIVE

SOURCES MEAN DEVIATION SCALE
1. 1 fmld the e-government platform difficult to 3.00 0.90 Agree
navigate.
2. I lack adequate technical skills to effectively 294 0.94 Agree
use the e-government platform.
3. I experience difficulties in accessing the e-
government platform due to internet connec- 3.08 0.84 Agree
tivity issues.
4. 1 find it difficult to resolve issues or get help
when [ encounter problems with the e-gov- 3.14 0.81 Agree
ernment platform.
5. The_ process fo? submitting requests or appli- 301 0.87 Agree
cations online is too complex.
6. [ am concerned about the security and pri-
vacy of my personal information on the e-gov- 3.21 0.82 Agree
ernment platform.
7. 1find the language or terminology used on the
e-government platform to be too technical. 2.92 0.91 Agree
8. There is a lack of awareness or knowledge
about how to use the e-government platform 3.12 0.83 Agree
effectively.
9. The e-government platform. does not support 289 0.94 Agree
my preferred language or dialect.
10. There is insufficient feedback or confirmation
provided after I complete a transaction on the 3.09 0.89 Agree
platform.
WEIGHTED AVERAGE MEAN 3.04 Agree

Legend: 4.00 - 3.00 (Strongly Agree) 2.99 - 2.00 (Agree) 1.99 - 1.00 (Disagree) 1.00 — 0.99
(Strongly Disagree)

Table 1 shows that source number 6 “I am personal information on the e-government
concerned about the security and privacy of my  platform.” has the highest mean of 3.21 with a
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descriptive scale of “Agree”. This result sug-
gests that most respondents are concerned
about the security and privacy of personal in-
formation on the e-government platform. In
contrast, source number 9, “The e-government
platform does not support my preferred lan-
guage or dialect.” has the lowest item mean of
2.89 with a descriptive scale of “Agree”. While

comfortable with the language offered by the
platform. Also, the overall weighted mean is
3.04 with a descriptive scale of “Agree”. This
score of “agree” indicates that although there is
room for improvement, respondents might not
be completely unsatisfied. Nonetheless, this
suggests that users wanted to secure the pri-
vacy of personal information by using the digi-

the majority of the respondents were tal platform.

Table 2. Impact of Limited Adoption of E-Government Initiatives on Service Delivery and Citizen Sat-
isfaction

WEIGHTED STANDARD DESCRIPTIVE

SOURCES MEAN  DEVIATION SCALE

1. Use of digital platforms reduces overall satis-

faction with local government services. 3.15 0.75

Agree

2. The lack of widespread adoption of e-govern-
ment initiatives leads to inefficiencies in ser-
vice delivery.

3.21 0.76 Agree

3. Limited access to e-government platforms
negatively impacts the accessibility of ser-
vices for citizens.

3.23 0.75 Agree

4. The limited use of e-government platforms
results in longer wait times for service com-
pletion.

3.26 0.81 Agree

5. Limited e-government adoption affects the
ease of communication between citizens and
local government.

3.16 0.78 Agree

6. Citizen satisfaction is adversely affected by
the limited availability of e-government ser-
vices.

3.26 0.76 Agree

7. Limited engagement with e-government ser-
vices creates barriers to accessing govern- 3.2
ment resources and information.

0.75 Agree

8. Limited use of e-government platforms re-
sults in a lack of innovation in service delivery
methods.

3.28 0.76 Agree

9. The lack of widespread e-government usage
contributes to an increase in paper-based
transactions.

3.22 0.74 Agree

10. The limited adoption of e-government ser-
vices affects the overall modernization of lo-
cal government operations.

3.31 0.75 Agree

OVERALL WEIGHTED MEAN 3.23 Agree

Legend: 4.00 - 3.00 (Strongly Agree) 2.99 - 2.00 (Agree) 1.99 - 1.00 (Disagree) 1.00 - 0.99
(Strongly Disagree)

government operations.” has the highest mean
of 3.31 with a descriptive scale of “Agree”. This
indicates that respondents strongly feel that

Table 2 shows that source number 10 “The
limited adoption of e-government services af-
fects the overall modernization of local
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the limited adoption and modernization oflocal
government operations has a significant nega-
tive impact on the efficiency of local govern-
ment operations. In contrast, source number 1,
“Use of digital platforms reduces overall satis-
faction with local government services.” has the
lowest item mean of 3.15 with a descriptive
scale of “Agree”. This suggests that respondents
do not feel strongly one way or another about

40%

whether the use of digital platforms reduces
overall satisfaction with local government ser-
vices. Also, the overall weighted mean is 3.23
with a descriptive scale of “Agree”. This reflects
an overall agreed stance from the respondents
toward the broader impact of limited e-govern-
ment adoption on service delivery and citizen
satisfaction.

= Not knowledgeable at all
= Slightly knowledgeable
Very knowledgeable

= Extremely knowledgeable

Figure 1. Knowledge of Respondents on how to use the available digital governance tools

Figure 1 shows that 35% of the respond-
ents are slightly aware of the digital govern-
ance tools provided by the local government in
Caloocan. On the other hand, the lowest per-
centage, 4% of the respondents are extremely
aware of the program. Table 3.1 shows that

49%

48% of the respondents are slightly aware of
how to use the available digital governance
tools. Contrary to that, 4% of the respondents
are extremely aware of the program. Therefore,
most citizens are not aware of the e-govern-
ment services.

= Very difficult
= Diffcult
Easy

® Very easy

Figure 2. Perception of respondents in navigating the digital governance tools

Figure 2 shows that 49% of the respond-
ents have an ease of navigation to the digital
governance tools. While 3% are still in

difficulty navigating the e-government tools.
Hence, there are still citizens experiencing dif-
ficulties with the online platform.
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&

73%

= Very dissatisfied
= Dissatisfied
= Satisfied

= Very satisfied

Figure 3. Respondents’ satisfaction with the interface and design of the digital governance

Figure 3 shows that 73% of the respond-
ents are satisfied with the user interface and
design of the digital governance. In contrary to
that, there are 4% who are very dissatisfied

with the features. Therefore, some citizens are
not satisfied with the features of digital govern-
ment tools.

= Do not trust at all
= Slightly trust
= Very trust

= Extremely trust

Figure 4. Respondents Trust in Security and Privacy of Information provided through digital govern-

ance tools

Figure 4 shows that 58% of the re-
spondents very trusted the security and pri-
vacy of the information provided through digi-
tal governance tools. In contrary to that, there

Online tutorials
Workshops and seminars
User manuals and guides

Better customer support

More training sessions

o

20 40

is 10% do not trust it at all. Therefore, some cit-
izens do not trust the security and privacy of
the information provided to the digital govern-
ance portal.

60 80 100 120 140

H Count

Figure 5. Type of additional support for digital governance tools

[JMABER

4584

Volume 5 | Number 11 | November | 2024



Valle et al, 2024 / Impact of E-Government Technologies on Citizen Engagement and Service Delivery

Figure 5 shows that “Better customer sup-
port” ranked first, followed by “Workshops and
seminars” in second place, “Online tutorials” in
third, “More training sessions” in fourth, “User
manuals and guides” in fifth regarding the
types of additional support that would encour-
age respondents to use digital governance tools
more frequently.

Lack of trust in the system
Privacy and security concerns
Unappealing user interface
Poor internet access

Lack of technical skills

Lack of awareness

o

20 40

The findings show that the citizens need
better support in terms of customer service and
learning resources like user manuals and
online tutorials. On the other hand, seminars
and workshops are also important to provide
better understanding and hands-on experience
to the citizens of Caloocan.

60 80 100 120 140 160

H Count

Figure 6. Barrier to using digital tools

Figure 6 shows that “Poor internet access”
ranked first, followed by “Lack of awareness” in
second place. “Privacy and security concerns”
ranked third, “Lack of technical skills” placed
fourth, “Lack of trust in the system” was fifth,
and “Unappealing user interface” was ranked
sixth regarding the biggest barriers to using
digital governance tools.

Make it Easy to Verify and Create Accounts for Local Users
Ensuring Mobile Access

Raising Awareness and Enhancing Security

Providing 24/7 Support

Should Provide Video Tutorials on How to Navigate the..

Clear Communication of Benefits
Integration With Existing Systems
Training And Support
User-Friendly Interface

Free Access Internet

o

The findings show that poor internet access
is the biggest barrier to using digital govern-
ance tools, closely followed by the need for
awareness. Privacy and security concerns are
also seen as hindrances that affect Caloocan cit-
izens' willingness to engage with digital ser-
vices.

20 40 60 80 100 120

E Count

Figure 7. Improvements to increase the usage of Governance Tools

Figure 7 shows that “Raising Awareness
and Enhancing Security” ranked first, followed
by “Training And Support” in second place,
“Free Access Internet” in third, “User-Friendly
Interface” in fourth, “Should Provide Video

Tutorials on How to Navigate the Governance
Tools” in fifth, “Integration With Existing Sys-
tems” in sixth, “Make it Easy to Verify and
Create Accounts for Local Users” in seventh,
“Providing 24/7 Support” in eighth, “Ensuring
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Mobile Access” in ninth and “Clear Communica-
tion of Benefits” in tenth regarding what im-
provements would you suggest to increase the
usage of digital governance tools.

The findings show the feedback from re-
spondents on what improvements should
increase the usage of digital governance tools

providing free internet access can help break
down barriers, while a user-friendly interface
can make the tools more inviting. People want
better training and support, so they feel em-
powered to use these digital resources confi-
dently.

Table 3. Benefits of Improved Digital Interactions Between Citizens and the Local Government

Sources WM SD DS

1. Improved Access to Services 3.36 0.72 Agree
2. Faster Response Times 342 0.73 Agree
3. Enhanced Transparency in Government Processes 3.39 0.69 Agree
4. Increased Convenience in Accessing Services 3.43 0.69 Agree
5. Better Quality of Services Provided 341 0.71 Agree
6. More Efficient Communication Channels 3.43 0.69 Agree
7. Greater Opportunities for Public Feedback and Participation 3.42 0.72 Agree
8. Improved Accuracy of Information Provided 343 0.73 Agree
9. Enhanced Security of Personal Information 3.35 0.69 Agree
10. More Timely Updates on Local Government Activities 3.46 0.73 Agree
11. Increased Trust in Local Government Operations 3.33 0.75 Agree
12. Better Integration of Services Across Departments 3.44 0.74 Agree
13. Enhanced Ease of Access to Information 3.38 0.73 Agree
14. Reduction in Administrative Burden for Citizens 3.29 0.83 Agree
15. Streamlined Processes for Service Requests 3.35 0.71 Agree
16. More Personalized Service Experiences 3.39 0.73 Agree
17. Improved Public Engagement and Community Involvement 3.47 0.71 Agree
18. Increased Efficiency in Local Government Operations 3.44 0.74 Agree
19. Better Access to Local Government Updates and Notifications 3.38 0.73 Agree
20. Enhanced Digital Literacy Among Citizens 3.45 0.74 Agree

OVERALL WEIGHTED MEAN 3.40 Agree

Legend: 4.00 - 3.00 (Strongly Agree) 2.99 - 2.00 (Agree) 1.99 - 1.00 (Disagree) 1.00 — 0.99 (Strongly

Disagree)

Table 3 shows that source number 17 “Im-
proved Public Engagement and Community In-
volvement” has the highest mean of 3.47 with a
descriptive scale of “agree”. This shows that cit-
izens highly value the enhanced opportunities
for participation and involvement provided by
e-government initiatives. In contrast, source
number 14, “Reduction in Administrative Bur-
den for Citizens.” has the lowest item mean of
3.29 with a descriptive scale of “agree”. This
shows that although the accessibility and con-
venience of e-government services have in-
creased, the difficulties in simplifying proce-
dures and lowering administrative
responsibilities still exist. Also, the overall

weighted mean is 3.40 with a descriptive scale
of “agree”. It indicates a generally positive per-
ception of the impact of e-government technol-
ogies on citizen engagement and service deliv-
ery.

The findings provide valuable insights into
how e-government impacts public service de-
livery and citizen engagement in Caloocan. If
improvements are properly addressed, they
will benefit the community. The local govern-
ment can enhance e-government through col-
laborative efforts and create more innovative
platforms to increase citizen engagement with
local services.
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Integration with social media

Enhanced security measures

Personalized notifications

Interactive features (e.g., forums, chat support)
Real-time updates

Mabile Accessibility

User-friendly interface

o

20 40 60 80 100 120 140 160 180

m Count

Figure 8. Important Features for improving engagement on e-government platform

Figure 8 shows that “User-friendly inter-
face” ranked first, followed by “Mobile Accessi-
bility” in second place, “Real-time updates” in
third, “Enhanced security measures” in fourth,
“Interactive features (e.g., forums, chat sup-
port)” in fifth, “Unappealing user interface” in
sixth, and “Personalized notifications” in sev-
enth regarding what features do the citizens of

Evidence of successful outcomes from using the..
User feedback mechanisms
Reliable and timely support
Clear privacy policies
Easy access to government officials or..
Regular communication about updates and changes

Transparent processes

o

Caloocan believe are most important for im-
proving citizen engagement on e-government
platforms.

The findings suggest that the Caloocan gov-
ernment should create a more user-friendly,
accessible, and trustworthy e-government plat-
form. This will pave the way for greater citizen
engagement with government services.
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Figure 9. Improvement to increase trust

Figure 9 shows “Transparent processes”
ranked first, followed by “Regular communica-
tion about updates and changes” in second
place, “Clear privacy policies” in third, “Easy ac-
cess to government officials or representa-
tives” in fourth, “User feedback mechanisms” in
fifth, “Evidence of successful outcomes from us-
ing the platform” in sixth, and “Personalized
notifications” in seventh regarding which of the

following improvements would most increase
trust in e-government platforms.

The findings suggest that the Caloocan gov-
ernment should promote citizen trust in e-gov-
ernment systems. The government needs to
create a more user-friendly, transparent, and
accountable platform to build trust and encour-
age citizens to actively participate in the devel-
opment of the local government.
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Limited accessibility (e.g., for disabled users)
Insufficient training for users

Security concerns

Ineffective communication channels

Lack of user engagement tools

Technical issues (e.g., bugs, downtime)

o
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Figure 10. Challenges in the current e-government platform

Figure 10 shows that “Technical issues (e.g.,
bugs, downtime)” ranked first, followed by “Se-
curity concerns” in second place, “Lack of user
engagement tools” in third, “Limited accessibil-
ity (e.g, for disabled users)” in fourth, “Ineffec-
tive communication channels” in fifth, “Insuffi-
cient training for users” in sixth, and “Personal-
ized notifications” in seventh regarding what
challenges do the citizens think exist in the

Provide Support in Digital Literacy
Ensuring Mobile Access
Raising Awareness and Enhancing Security
Providing 24/7 Support
Should Provide Video Tutorials on How to Navigate..
Transparency
Integration with Existing Systems
Training and Support
Collaborative Initiatives
Improving Citizen Engagement and Trust Through E-..

o

current e-government platforms that need ad-
dressing.

The findings show that the Caloocan gov-
ernment faces specific challenges when citizens
interact with e-government services. The gov-
ernment should build trust that encourages cit-
izens to actively participate in local govern-
ment development.
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Figure 11. Recommendations to Improve Citizen Engagement and Trust through E-Government Plat-

forms

Figure 11shows that “Improving Citizen En-
gagement and Trust Through E-Government”
ranked first, followed by “Transparency” in sec-
ond place, “Raising Awareness and Enhancing
Security” in third, “Provide Support in Digital
Literacy” in fourth, “Should Provide Video Tu-
torials on How to Navigate the Governance
Tools” in fifth, “Collaborative Initiatives” in
sixth, “Training and Support” in seventh, “Inte-
gration with Existing Systems” in eighth, “En-
suring Mobile Access” in ninth and “Providing

24/7 Support” in tenth regarding what addi-
tional recommendations would you suggest to
improve citizen engagement and trust through
E-Government platforms.

The findings indicate that Caloocan citizens
suggest improvements to the e-government
platform to foster their trust in sharing their
data and information. The government should
work on building this trust to encourage citi-
zens to actively participate in local government
development.
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Promoting digital literacy programs
Providing feedback and addressing concerns
Hosting public webinars or Q&A sessions

Active participation in online discussions

Regular updates and communication

o

20 40 60 80 100 120 140 160 180

m Count

Figure 12. Roles of government officials in enhancing citizen engagement through digital platforms

Figure 12 shows that “Regular updates and
communication” ranked first, followed by “Ac-
tive participation in online discussions” in sec-
ond place. “Hosting public webinars or Q&A
sessions,” and “Providing feedback and ad-

dressing concerns,” ranked third while, “Pro-
moting digital literacy programs” placed fourth
regarding the role that citizens believe local
government officials should play in enhancing
citizen engagement through digital platforms.

Collaboration with local organizations

Community events and outreach

One-on-one coaching

Printed guides and manuals

Online webinars and tutoria | |/

In-person wWorksho S —

0 20

60 80 100 120 140 160
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Figure 13. Feedback from citizens for improvement of e-government platform

Figure 13 shows that “Regular surveys and
feedback forms” ranked first, followed by “Di-
rect communication channels (e.g, email,
chat)” in second place, “Public forums and dis-
cussion boards” in third, “Feedback-driven up-
dates and improvements” in fourth, “Analysis

of user behavior and engagement metrics” in
fifth, and “Others” in sixth regarding how can
feedback from citizens be effectively incorpo-
rated into the improvement of e-government
platforms.

Cultural resistance to digital tools I

Technical difficulties
Privacy and security concerns
Language and literacy barriers

Digital divide (e.g., access issues)
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Figure 14. Potential barriers to engagement and trust
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Figure 14 shows that “Digital divide (e.g.,
access issues)” ranked first, followed by “Lan-
guage and literacy barriers” in second place,
“Technical difficulties” in third, “Privacy and se-
curity concerns” in fourth, “Cultural resistance
to digital tools” in fifth, and “Others” in sixth re-
garding potential barriers to the engagement
and trust should be considered when designing
e-government platforms and digital literacy
programs.

Conclusion

The researchers conclude that e-govern-
ment technologies could help improve how
people connect with their local government
and access services in Caloocan. However,
there are some important challenges to ad-
dress. While many citizens see the benefits of
these digital tools, issues like slow internet ac-
cess, concerns about privacy and security, and
the difficulty of using complicated platforms
are getting in their way. There’s also a clear
need for better customer support, more train-
ing in digital skills, and user-friendly interfaces.

The study shows that if the local govern-
ment can resolve these issues, it could build
more trust and satisfaction among citizens,
modernize its operations, and encourage more
involvement from the community.

Improvements such as being more trans-
parent, making services accessible through mo-
bile devices, and offering personalized options
would help engage more people. Respondents
suggested conducting workshops to improve
skills, boost security measures, and clearly ex-
plain the benefits of these platforms. All of
these could greatly improve how e-government
initiatives work.

Furthermore, collaboration between gov-
ernment officials and citizens is key to achiev-
ing a better quality of life and ensuring good
governance. Working together can lead to im-
proved services and stronger trust in local gov-
ernance.
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