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Abstract : Governments of the countries around the world have started utilizing the potential of technology to deliver online
information and services to their citizens. Using ICT in the form of e-governance could yield great benefits in the reform and
modernization of the public sector. The experience of e-governance in a number of developed and developing countries has
shown that ICT can be a tool for greater service delivery with the goal of improving service quality. E-governance can also
promote ‘good governance’, greater civic engagement can increase opportunities for direct representation and voice, and
support for increased democracy. This paper discusses and presents the survey findings that seek to test the role of e-
governance in improving service delivery by altering the principal-agent relationship. It further seeks to elucidate the quality
aspects of public service. Strong leadership is required to implement e-governance to capture and internalize the benefits of
quality services and satisfied citizens.
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