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[bookmark: _Toc99666732]ABSTRACT
The study was conducted to establish the factors affecting the adoption of e-PACRA services through the Government Service Bus. The study adapted the UTAUT model as a conceptual framework to formulate and generate the five hypotheses as determinants and predictors, and the survey questionnaire was used for data collection. The research study assessed the factors affecting the adoption of the e-PACRA services that were provided through the Government Service Bus under the Smart Zambia Institute in order to ascertain and identify whether adoption and actual usage of electronic services were affected by the five constructs/predictors of the UTAUT model. The study was conducted in Lusaka, the capital city of Zambia, and the Cochrane’s Formula was used to derive the sample size of 132. The target population was the PACRA customers that primarily register businesses and use online services. The location, site, and interfaces used to conduct the study were the One-Stop Shop in Lusaka’s CBD and complimentary information from PACRA’s head office and Smart Zambia Institute. The data captured was qualitatively and quantitatively analysed from the structured questionnaires collected from various respondents. The survey questionnaire used was generated based on the UTAUT conceptual model and took into account the five predictors: PE, SI, EE, FC, and BI, to determine the adoption and actual use of the e-PACRA services. The response rate was 100% of 132 respondents through the survey questionnaires, with 85 (64.4%) being male and 47 (35.6%) being female. Parameters included age, educational attainment, employment type, and marital status, which were descriptively represented. The study also used a five-point Likert scale in its questionnaire. The output of the data was eventually analysed by SPSS and the ANOVA test to determine the relationship between variables. Three out of the five (5) hypotheses were accepted as they showed a statistically significant relationship between the variables. These variable constructs, effort expectancy, facilitating conditions, and behavioural intention, represented the building models 2, 4, and 5 in this study. The measure of the p-value was at ≤ 0.05. The research implications suggest how the findings may be important for policy, socio-economic development, practice, theory, and subsequent research.
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[bookmark: _Toc99666739]CHAPTER ONE
INTRODUCTION AND BACKGROUND
[bookmark: _Toc99666740]1.0 Introduction 
[bookmark: _2afmg28]E-government has been adapted in many countries the world over as the provision of services moves even more to electronic means through the internet. "E-government in Zambia can be traced way back to 1993” (Chipeta, 2018) and can be “defined as the delivery of improved services to citizens, businesses and other members of society through drastically changing the way governments manage information” (Kumar, et al., 2007).
[bookmark: _Hlk90323644]However, the internet is vast and can be likened to the wild west of the 21st century. It is, however, very different from the olden days of the 17th century, when most activities had to be tangible, ocular in nature, and performed in physical form. In today's world, Internet technology, on the other hand is premised on interconnections of devices, either physically or virtually, through ICT protocols that enable the transmission of data, communication, automation, and provision and access of services globally. It is therefore prudent that specific secure and controlled electronic solutions through government internet portals have been set up for ease of access and delivery of services to the public in general.
One such solution is the Government Service Bus, which is a public sector administrative and internet-based payment solution on the e-Government platform. It has become overly vital to identify and quantify the usage of these online services to not only ascertain the return on investment but also provide a platform that will widen client access, ease of use, and deliberately enhance the synergy of government ministries, agencies, and semi-autonomous institutions for improved, efficient, transparent, and cost-effective delivery of services. 
PACRA’s annual report (PACRA, 2020), introduced four (4) of its services through the Government Service Bus (GSB). The Government Service Bus is a public administrative and payment online platform on which services are offered by government departments and statutory bodies and can be accessed by the general public (Smart Zambia Institute, 2020). This Government Service Bus platform was developed by Smart Zambia Institute in collaboration with the Ministry of Finance, with the primary agenda of providing an administratively effective online system with so many operational modules of service to the general public and business sector, with due emphasis on online payment capabilities in Zambia. 
However, the Government Service Bus has many modular functions which it hopes to incorporate through the Smart Zambia e-governance transformative agenda. Technically, the government service bus would provide a more robust, secure, and trustworthy administrative and financial platform to deliver electronic services.
[bookmark: _Hlk90325389]According to Office of the Vice President (2019), ministerial statement by Hon. Mushimba on the progress of Smart Zambia, “estimates of reduction associated with cost of paper usage were evidently significant, costs of broadband internet access were also drastically reduced, and the move to more electronic means further improved revenue collection and reduced audit queries,” making government institutions more efficient in their operations through enhanced accountability and service delivery (The World Bank, 2020), and also positively impact the social and economic status of Zambia as a country. The system will also look to gain far-reaching access as the network platform spreads all across the country providing access platforms to the population at large.
[bookmark: _Hlk90326353]This should translate into more customers gaining access, higher traffic culminating in higher revenue for institutions like PACRA. The objectives are therefore to investigate and identify factors that impede PACRA customers from using e-PACRA services and to assess the challenges PACRA customers have had in using e-PACRA services through the Government Service Bus (GSB). The GSB will increasingly improve the use and access of the e-PACRA services by the general public. These services will not only benefit customers but government-interrelated institutions and provide transparency and reduce corruption and theft, thereby impacting government coffers in a positive way (Smart Zambia Institute, 2020). The transformation from manual and physical means to access and provide e-PACRA services has since evolved to electronic means through the e-government platform. It is on this Government Service Bus (GSB) that e-PACRA users can transact using various payment platforms like Airtel, MTN, Zamtel, Zoona, and even debit cards (ZANIS, 2020). 
The research study will bring to the fore the factors affecting the adoption of e-PACRA services through the GSB. This will set a basis for improvement of access, customer satisfaction and better delivery of services by PACRA. The study will therefore determine the reasons why customers will or will not use the e-PACRA services through the Government Service Bus (GSB) by using the Unified Theory of Acceptance and Use of Technologies (UTAUT) Model as a framework.
The Government Service Bus (GSB), where e-PACRA services occur, is an innovative solution that “aids smooth exchange of data among government entities” (TDRA, 2021), so as to provide services to the public. The UTAUT model adapted “explains about 70% of the variance in usage intention (Martins et al., 2014) and 50% of the variance in actual usage” (Daka & Phiri, 2019), which is significant compared to the eight original models. According to Cheng, “the UTAUT model is the most effective model for analysing technology acceptance” (Chao, 2019). 
The study further investigates the specific service provider PACRA in as much as customer utilization, adoption and use of the online solution, the e-PACRA services. The world today, has rapidly evolved for the past few decades with technology at the heart of providing efficient and quality services. This has necessitated not only the corporate world but governments all over the world to adopt technological solutions to spar on improvements as far as provision and service delivery is concerned. The surge has culminated in forward-thinking governments adopting and using electronic means to deliver services, furthermore, adapting automated systems to be at the centre of transformation-the buzz word being E-Governance.
E-Governance has made it possible for governments to provide services that are as competitive, and even better, in certain circumstances, than those in the corporate business world. The fact that electronic or rather, Information and Communication Technology (ICT) has been at the centre of enabling businesses, the government, despite being a non-profit-making institution, has seen it fit to provide secure, efficient, and easy-to-use services to its clientele. The adoption of such technology like the Government Service Bus (GSB) has even further enhanced service delivery by allowing customers to pay online without human interaction and intervention. This can be seen from the services of road tax, motor vehicle licensing, etc. from Road Transport and Safety Agency (RTSA), Zambia Immigration Services, and the Zambia Police, which provide various services that can be conducted online through the Government Service Bus platform. Day to day operations have also been incorporated and resource personnel have heightened their productivity and efficiency in as much as doing their day-to-day jobs. PACRA, as a service provider, is also party to the e-governance initiative. It therefore became prudent to undertake a study on PACRA as it had not received much publicity as far as the GSB was concerned and its e-services. This was despite the numerous benefits that e-governance through the Government Service Bus brought to the general public and business houses, most people still opted for physical interaction when it came to getting services. According to Lishomwa & Phiri (2020) “the lack of technological know-how as well as educational gaps were among the challenges” the e-Government transformative agenda had been experiencing. 
This was the challenge with PACRA, and indeed, Smart Zambia Institute, as customers would often opt to queue up at PACRA offices for tasks as simple as accessing registration forms, submitting forms, and ultimately making payments. For the past decade, the Government of the Republic of Zambia had been investing in enhancing e-governance solutions, which culminated in the formation of the Centre of Excellence for Government Information and Communication Technology in 2015. This body was mandated to oversee and streamline all ICT issues in government and improve service delivery. The Centre of Excellence for Government in Information and Communication Technology (CEEGICT) evolved and its name changed to Smart Zambia Institute (Chilembo & Tembo, 2020).
The numbers and empirical evidence at PACRA offices had shown a clear indication that only a handful of customers were using the e-PACRA services through the GSB platform as they were still queues even during the Covid-19 era. It was for this reason that PACRA management issued a mandatory memo in 2021 to the effect that some services would only be accessed online and not physically. It was worth noting that, as an incentive by PACRA management to increase uptake of e-PACRA services, management had initially decided to offer discounts on the fees payable for incorporation of companies and filing of annual returns on the e-PACRA online platform to clients before it was discontinued using Statutory Instrument No.15 of 2019 of Companies (Fees) Regulations (PACRA, 2020).
It became prudent at that juncture to consider other similar studies conducted in Zambia like Soneka (2019), which showed that tax online usage had varied statistics and reasons, with the majority (28%) alluding to saving time, while convenience was at 25%, and at 23%, respondents felt the tax online service helped them save money. 
However, according to the Smart Zambia team lead on the project (Sibulowa), the statistical permutation showed only about 20% of clients used the e-PACRA services through the Government Service Bus platform. Sibulowa was quick to point out, however, that Smart Zambia Institute would continue to onboard other institutions, as well as the remaining e-PACRA services, through the Government Service Bus platform, which would have a substantial impact on consumption rates in the future. This depiction of low usage rate can be invariably attributed to several reasons, which included change behaviour to manage new ways of conducting business, customer awareness and knowledge about the platform, dissatisfaction of services on the online platform, and the lack of information by the general public, which was echoed through spot surveys and investigations on the ground (Cummings & Worley, 2015). 
However, the study would not dwell on such data but use moderators or determinants based on the UTAUT conceptual framework to analyse and deduce theories and conclusions. It was for such reasons that the study had always aimed to fill in and contribute to general insight, academically or otherwise and practically identify gaps by investigating the factors that would affect the adoption of e-PACRA services through the GSB, with specific reference to PACRA as a service provider in Zambia based on the UTAUT Model.
[bookmark: _Toc99666741][bookmark: _Hlk88969961][bookmark: _Hlk89807663]1.1 A brief background of e-government and e-governance
Introduction of e-Government and e-Governance:
There is a significant difference between the terms "government" and "governance." "Government is the actual institution by itself, while "governance" is a wider concept that describes types of governance that are not always under the control of the formally institutionalized government. Corporate governance predominantly refers to how the corporate world aligns its internal functions to provide accountability to all its stakeholders. The government, on the other hand, may be involved in such through company law, even if there are aspects over which it has no control.
Saxena refers to Keohane and Nye (2000): "Governance is defined as the processes and institutions, both formal and informal, that guide and hold back the collective activities a group undertakes." Government is the subset that exercises authority and establishes formal policies and obligations. Governments do not have to be the only ones conducting governance. Private business firms, associations, nongovernmental organizations (NGOs), and associations of NGOs all engage in governance, often in collaboration with governmental bodies, but sometimes without governmental authority. Good governance is therefore, primarily regarded as a precondition for socioeconomic development, transparency and inclusiveness in the affairs of a nation.
It is general practice that representative governments globally solicit and receive citizen support, but they also require the active participation of their public servants. However, the standards for defining the principles of good governance are difficult, controversial, and not universally accepted.
E-government commonly refers to the processes and structures pertinent to the electronic delivery of government services to the public and private sectors through the use of specialized ICT solutions to support government operations and provide the required services. It is worth noting that e-government goes even further and aims to fundamentally transform the production processes in which public services are generated and delivered, thereby transforming the entire range of relationships between public bodies and citizens, businesses, and other governments (Leitner, 2003).
Traditionally, the ever-dominant "silo" structure of governments, with line ministries and functional agencies resulting from intra-bureaucratic conflicts and bargaining, is being increasingly questioned now, both financially due to the increasing cost of traditional public service provision and societally due to a new concern for a de-bureaucratised and citizen-centered public service (Yong and Koon, 2003).
To summarize, e-government is not only using ICT to modernize public administration, but it is also a key enabler in the development of citizen-centric, cooperative, "seamless," but polycentric, modern governance (Leitner, 2003). Within this broad definition, the dimensions that reflect the functions of government itself are as follows:
· E-services: the electronic delivery of government information, programs, and general services.
· E-commerce: the electronic exchange of money for goods and services, such as citizens paying taxes and utility bills, renewing vehicle registration, and paying for recreation programs, or the government buying office supplies and auctioning surplus equipment. 
· E-management: the use of ICT to improve the management of government (from streamlining government processes to improving the flow of information within government offices).
The e-Government field (also called Electronic Government, Digital Government, Electronic Governance, and similar names) emerged in the late 1990s, “during which many western countries took up the reform package of the New Public Management (NPM) ideology”. The origins of E-Government are interrelated to the history of computing in government organizations which could be traced back to the beginnings of computer history. A literature on “IT in government” goes back at least to the 1970s [Kraemer, et al, 1978, Danziger and Andersen, 2002]. Countries like the United States of America and India, are among the early players in e-Government who pioneered the adoption of e-government services with the aim to reform and transform government to be result oriented, efficient and customer centred (Saxena, 2005). According to the Economist (2000), e-governance was perhaps the second revolution in public management after NPM, which may have transformed not only the way in which most public services were delivered, but also the fundamental relationship between government and citizen” (The Economist, 2000). E-Government was therefore intended to promote transparent government systems which were very critical to the modern government in today’s world (Fang, 2002; Ndou,2004).
In Zambia, the objectives under the Public Service Reforms Programme (PSRP), were to bring accountability, transparency and efficiency in basic public service delivery (Mulikita, 1996). Information and Communication Technology in Zambia had been highly embraced and prioritized by government through the national development agenda as highlighted in the Seventh National Development Plan (2017).
However, the issue of adoption of electronic services goes way back to the days when Zambia as a government was reluctant to take up the initiative of e-government as solutions to provide services to the general populous. Bureaucracy and lack of understanding especially on how secure the systems would be, were among the primary causes of Government taking time to adopt these new innovative electronic solutions (Chipeta,2018). This led to individual ministries and quasi agencies to have their own ICT solutions that were not integrated at a notional level. However, over time and with proven evidence from the private sector, Government eventually started to gradually adopted e-government for which, even Zambia, recognized the need to join the Smart Africa Board initiative in 2015 to help spearhead technology acceptance, readiness, implementation and economic growth through the adoption and use of e-platforms (Smart Africa, 2020). So, change, just like in most sectors of human society, transformation is usually a challenge for most people to embrace without resistance. Therefore, the adoption of the e-government later on e-services initially met resistance from most stakeholders and user alike for so many different reasons starting from personal, cultural as well as institutional readiness reasons just to mention a few. For this, it had taken quite a while to persuade stakeholders, users and clients to appreciate the value proposition that the new electronic service platform brought to the table.
However, as earlier indicated, evidence of e-Government in Zambia was seen in 1993 but have since seen unprecedented levels of interest and activities for the past 7years. This was after the formation of CEEGICT now called SZI, an electronic division unit that was formed under the Office of the President to oversee ICT, digitization and all related e-Government implementations. The birth of SZI, brought about a lot of traction and sensitization to the general populous, which started bearing fruit in the implementation and adoption of e-services in various institutions like RTSA, Immigration, Ministry of Lands and PACRA as service providers (SZI).
ICT Development in Zambia had made tremendous development and it was increasingly becoming more competitive over the past decades (RSNDP, 2015). This was mostly attributed to political will and stability, progressive policies with the affinity for socioeconomic development and improved quality provision of services by the government of the republic of Zambia. It opened up the ICT sector in general, allowing government to fully embrace technology as a means to provide services to the public and the corporate world. The policy direction resulted in the fair surge of adoption of information technology services by both the private and public sectors. The Telecommunication sector in Zambia was championed by the Ministry of Transport and Communication and supported by implementing agencies; Smart Zambia Institute (SZI), Zambia Information and Communication Technology Authority (ZICTA) and the Zambia Telecommunication Company (ZAMTEL) and many other private players like Airtel, MTN, CLiquid and INQ just to mention a few. The ICT Policy of 2006 was indeed the corner stone document which guided e-government implementation then and still going forward (R-SNDP, 2015). 
The e-Government sector had started to go through a drastic administrative transformative agenda in order to align ICTs with Zambia’s National Development Plan. The Centralized Computer Services Department (CCSD) was initially changed to E-government Division under Cabinet Office and the position of the National Coordinator was upgraded to the level of Deputy Secretary to the Cabinet, directly under the Office of the President. It was from this backdrop, that a number of key public services had since been automated such as the Patent Companies and Registration Authority (PACRA online business name registration (R-SNDP, 2015), the Zambia Revenue Authority online tax filling and payment systems. The features included e-tax registration, e-tax returns, e-payment and e-track status. The other services were the online visa registration under the Immigration department and the automation of electronic pay slips for public service workers. The Government Wide Area Network (GWAN) was also another service that was introduced where ICT infrastructure services were provided across government entities. These services included internet and email services just to mention a few (R-SNDP, 2015).  Previously, all these services in ministries and quasi agencies were provided predominantly manually and in silos without any automated system integration under ministerial ICT departments. All these services were physical in nature and needed human intervention for clients/customers to access. However, since the emergence of Smart Zambia Institute, with the Government policy to adopt electronic means, systems like the Government Service Bus (GSB) have been put in place to curb the silo provision of services. The Government Service Bus (GSB) aggregates all services provided by individual entities on to the ZamPortal, where general services are catalogued and accessed. This has since seen most Government entities provide quality automated services, improve revenue collection, transparency and become more efficient as adoption levels of e-government services increases.
[bookmark: _Toc99666742]1.2 The adoption of e-government in Zambia
In Zambia, a lack of adequate ICT infrastructure and political will were reported as some of the barriers to e-government adoption, among others. The study further highlighted some peculiar barriers, such as the provision of content in English other than local languages, the lack of proper change management procedures, and non-contextualization of e-government practices, as contributing factors to the delay in appropriate e-government adoption (Bwalya, 2009 ). A pilot study conducted amongst online (e-ready) citizens to identify the challenges and barriers that affect the adoption of e-government services in Saudi society observed that any government contemplating e-government adoption must carefully consider the following challenges: technological, cultural, organizational, and social issues (Alshehri & Drew, 2010). 
In the context of Bangladesh, barriers to the adoption of ICT were classified into three major clusters. In order of importance, they were: first, lack of knowledge; the second cluster consists of the attitude and mindset of decision makers, a lack of political will and leadership, and a lack of planning, strategy, and infrastructure. The third cluster was formed by other barriers such as bureaucratic business processes, lack of expertise and professionals, socio-economic conditions, lack of laws and rules, lack of citizen demand, and lack of a championship (Imran, 2006). According to (Mulozi, 2008), connectivity issues in Zambia contributed to the poor development and adoption of e-Government services.
However, (Bwalya & Healy, 2010) observed that, "low ICT literacy levels, exorbitant costs of internet access and scarcity of computers, etc., and how these impact on the adoption of e-Government in the case of Zambia. It was however impossible to assume that the total number of people who had internet access in Zambia all used e-Government services."
[bookmark: _Toc99666743]1.3 Forms of e-Government services
There are four different forms of e-Government services. According to Mahlangu & Ruhode (2021), the following e-government delivery models facilitate the transformation drive in public service: government-to-government (G2G); government-to-employees (G2E); government-to-business (G2B); and government-to-citizens (G2C).
· Government-to-Government (G2G): Government to government are such services provided by one government ministry to another government ministry or entity.
It involves governmental actors sharing data and performing electronic communications. At the national level, this includes both intra- and inter-agency exchanges, as well as exchanges between the national, provincial, and municipal levels (United Nations, 2021). These are like PACRA services provided to any other government institution.
· Government-to-Employee (G2E): The Government to employee is simply the provision of government services to its employees (civil servants) of which PACRA also participates. This form of e-government service (G2E) allows civil service internal operations and relationships between the government and its employees (Chipeta, 2018).
· Government-to-business (G2B): The Government to Business provides government services to business entities as a service. Government-to-Business (G2B) transactions include payments, the sale and purchase of goods and services, and the provision of on-line business-focused services, which PACRA also conducts. 
· Government-to-Citizen (G2C): The Government-to-citizen mentions the government services that are acquired by the familiar people. Government-to-Consumer/Citizen (G2C) initiatives are meant to make it easier for people to connect with government as citizens and as customers of public services. This covers contacts relating to public service delivery as well as participation in consultation and decision-making processes (United Nations, 2021). These are also PACRA services provided to the general citizenry.
All of the e-government service channels indicated above constitute types of interactions and transactions with the mainstream government (Rajput, 2017 ); ministries, agencies, and quasi-institutions provide services ranging from procurement to tax filing, to obtaining visas, to renewing motor vehicle licenses and registering businesses. PACRA as a semi-autonomous government agency thereby provides all four forms of e-Government services to its vast clientele.
[bookmark: _Toc99666744]1.4 Service Design of e-Government Services
Wallang et al (2015) mentioned how e-government had grown in popularity and attracted the attention of many scholars, political leaders, and policymakers around the world, despite the fact that it was still in its infancy in developing countries. However, in the UN (2020), e-government survey, it was revealed that governments in developing countries were steadily advancing in the digitization sector. Despite many countries' accomplishments and significant expenditures in e-government, the digital divide persists (Mkude & Wimmer, 2016). Seven of the eight countries with poor scores were in Africa and classified as the least developed. The regional average index scores for countries in Africa were almost one third lower (at 0.3914) than the world average EGDI of 0.60. Zambia was rated among countries in the middle EGDI group, with values ranging from 0.25 to 0.50 (UN, 2020).
[bookmark: _Hlk90409583]In addition to these trends, the COVID-19 pandemic did not only re-energize the role of digital government in traditional public service delivery and business continuity, but instead ushered in new approaches to crisis management, such as contact tracing, e-health, online learning, and remote working (UN, 2020).
[bookmark: _Hlk90411179][bookmark: _Hlk90411509]It was with this thrust that an increase in e-government implementations became inevitable, and this chapter delves into the subject of service design. Many scholars have since researched and reviewed literature on service design in general, and one of its definitions is "a process where designers create sustainable solutions and optimal experiences for both customers in unique contexts and any service providers involved." Designers break services into sections and adapt fine-tuned solutions to suit all users’ needs in context-based on actors, location, and other factors" (Interaction Design Foundation, 2002). Service design is about making government services easy for people to use. It was also said to be rooted in design thinking and usually involved collaborative methods to engage both service users and service delivery teams to gain an end-to-end understanding of services as well as how to make holistic and effective improvements (OECD, 2020) in the business or public sector. 
According to Dacre (2020), Service design was introduced as a design principle by Prof. Dr. M. Erlhoff at Kln International School of Design in the year 1991. Its main purpose was to design services that put people at the centre and helped them do the tasks they needed to achieve (Digital.govt.nz, 2020) in their respective sectors. It further aimed to create services that are useful, usable, desirable, efficient and effective.
[bookmark: _Hlk90412681][bookmark: _Hlk90412802]As Frank, et al (2021) says, service design characteristics of e-government services are central to citizen’s evaluation of service experiences and culminate in important outcomes, including perceived service quality and citizen satisfaction with public sector services. The service design approach therefore attends to the entire task rather than isolating parts that could be spread all around government ministries and across different agencies. Service design identifies challenges and opportunities for the people using the services and those delivering them, allowing them to possibly work out the best possible solution (Digital.govt.nz, 2020).
Therefore, government agencies like the Road Transport and Safety Agency (RTSA), PACRA, and many others also use ICT to widen the options for providing services that could be easily accessible and efficient. However, the issue is "whether citizens would embrace these new technological initiatives and procedures by governments, which have both academic and practical implications" globally (Wallang., et al., 2015).
Tablets, laptops, and smartphones, in conjunction with a variety of technology solutions, had been widely recognized as important contributors to e-government improvements, particularly in the provision, uptake, and consumption of electronic public services by governments and their users.
[bookmark: _Hlk90413450]Although the assimilation and adoption of innovations and developments in e-government in developing countries, including Zambia, had gained traction, it inadvertently led to the sharing and "transfer of expertise, experience, design approaches and solutions among developed and developing countries, which was crucial" (Mkude & Wimmer, 2016). It was, however, well noted that direct transfer of solutions was highly discouraged, as indicated in the literature review, due to the country’s context not necessarily being reflective in the system designs of particular e-government solutions. Furthermore, contextual factors of individual countries like economic growth, culture, infrastructure, and ICT proficiency should be considered when transferring solutions (Mkude & Wimmer, 2016).
Governments all over the world were generally becoming service-oriented, and service design had clearly emerged as a critical discipline and practice. The private sector mostly used service design to improve both internal staff as well as customer experience for users, and indeed, a number of similar principles, practices, and methods were useful which ought to be adapted even in the public sector context (OECD, 2020).
According to Frank, et al (2021), the Internet as well as digital technologies adopted had validated the government's transformation agenda to provision and deliver electronic government (e-government) services to citizens.
[bookmark: _Toc90810958]For a long time, especially in the business world, the Internet had become an essential channel for its customers. In a similar vein, this model for citizen-government interaction and public service delivery was embraced by a majority of governments around the world that were offering e-government services, complementing and sometimes replacing traditional offline services (Frank, et al., 2021). In spite of consistent efforts in transforming public service delivery, significant challenges remained distinctly clear in designing effective e-government services that addressed citizens’ needs and requirements (Goldkuhl, 2016), hence the need for enhanced collaboration at all levels.
[bookmark: _Toc99666745]1.5 The challenges of e-Government systems
[bookmark: _Hlk89103073]According to Bratton (2012), the main challenges faced by most governments included resistance from employees in their own particular countries due to misplaced perceptions towards technological advancement. This was one factor that caused apprehension and stifled change in organizations and the country as a whole. However, when attempting to change a business culture, the manager frequently had to deal with employee resistance and apprehensions in a very tactful way. Most employees were comfortable with the way they operated and did not want or see any reason to change. For example, management ought to continually reinforce new cultural behaviours and seek to keep employees from reverting to the old ways of doing business, exhibiting a lot of responsibility and accountability (Bratton, 2012). The other potential problem with implementing organizational change was from the training requirements that came with it. (Bratton, 2012), noted that when one wanted to change the behaviour of an entire company, they would have to invest in considerable amounts of training for generally everyone. This could be expensive and, if not addressed through strategic human resource management (SHRM), could significantly reduce productivity, thereby impacting the bottom line of any business, including PACRA.
The management of an organization needed to consider many factors when making a decision to introduce any form of change. If a business was performing poorly, it would be obvious that strategic changes were needed. According to Boeker (1997), poor performance increases the chance of strategic change by moderating the relationship between managerial attributes and strategic change. 
Choosing the proper route could prove to be a very difficult process. If senior management chose the wrong way to go about change, it could hurt the company significantly. The managers may not be able to tell if the new system was a bad fit or if the employees were just going through a transitional phase (Bratton, 2012). It is therefore prudent at this stage for strategic human resource management to be effectively implemented to guarantee desired results. Management needs to develop a plan that acts as a guide to the new change, process, and procedures they intend to put in place to implement the change. Organizational change requires a comprehensive plan (Bratton, 2012). Most organizations had made mistakes of implementing change without seeing it all the way through. This change entails management developing and enforcing a step-by-step plan to achieve organizational change. For example, if an organization was transitioning to a new management system, the management would need to know if the new system was compatible with the old system.
Errida & Lofti (2021), stated that the time frame for the change was also an important factor in the successful implementation of change. Failure to communicate with all employees could be a hindrance to a successful change implementation process, particularly if faced with major changes, such as the automation of revenue collection systems. Employees should be informed about the change management process (Heeks, 2004). Top management should involve employees in the decision-making process. Employees should be allowed to give their views on the overall change process. This could be achieved by keeping employees updated regularly about the plans and progress towards the change implementation. All employees should be involved as much as possible through meetings or brainstorming sessions to help during the planning and implementation phase (Heeks, 2004).
Challenges to the e-governance objective included donor-funded ICT initiatives (projects come to a halt as soon as donor support ends), internet connectivity coverage and the high cost of bandwidth as challenges to the adoption of ICT for e-governance. 
[bookmark: _Toc90810960]An empirical study by Lam (2005), identified 17 barriers to e-government integration, which were organized into four categories: strategy, technology, policy, and organization. Under the category of strategy, barriers included common e-government goals and objectives, delivery timeframes, ownership, and governance. Technology barriers included architectural interoperability, data standards, and legacy systems. The policy category of barriers was comprised of citizen privacy, data ownership, and policy implications. Organization barriers included the pace of government reform, legacy government processes, management, and technical skills. 
[bookmark: _Toc99666746]1.6 The benefits of e-government systems
In the modern world, many countries were now utilizing information and communication technologies (ICTs) in public service delivery value chains. The major benefits of successful e-government implementation were well documented in the literature (Heeks, 2004).
Despite the many benefits that come with e-government implementation, there was unanimity among e-government stakeholders that it was not a panacea to all the complex and well-entrenched problems in public service delivery. Despite that, e-government was one of the potential tools for mitigating some of these problems.
Further, e-government was a potential democratic tool that promoted inclusive governance (e-inclusion) by allowing people to use ICTs to engage with government structures (Bwalya & Healy, 2010). E-government projects failed because of a failure to incorporate multi-dimensional factors into the design of implementation and monitoring strategies. For example, (Luna-Reyes & Gil-Garcia, 2011) posit that most failures were a result of a lack of adequate understanding of the complex relationships among technologies (how to achieve integration and interoperability), information usage practices, organizational factors and institutional establishments, and the socio-economic contexts. E-government failure was further exacerbated by the lack of individuals’ cognition of e-government benefits, which would shape the adoption discourse as a whole. In a bid to understand the contextual factors that impact on e-government development, many researchers had pursued heterogeneous approaches. For example, in an attempt to understand the development trajectory of e-government, some studies had considered measuring its growth using diverse methodologies.
The e-government platform comes with so many solutions among them is the Government Service Bus (GSB).
The Government Service Bus is predominantly an online solution which provides a portal platform where clients could access electronic services provided by Government ministries, Agencies and semi-autonomous institutions associated with the government supported by the use of extended module management services. It is a global solution, also known as Enterprise Service Bus that could provide a secure and integrated platform for structured data-based information exchange by implementing it in large or small organizations, including government ministries. It technically "aids the smooth exchange of data among the government entities (TDRA, 2021).
The e-payment system was designed to include the public sector on the Government Service Bus, which is a critical support system. The purpose was to help government entities provide e-services according to easy-to-use, to administratively integrate procedures and facilitate online payment capabilities (LT, 2020).
 The concept of e-government requires all government agencies to offer their services, data, and information to complete all transactions effectively. E-payment systems have come to resonate with such an aim and fulfils such requirements. The implementation of e-government was intended to improve government operations and raise the efficiency and quality of service delivery to the citizenry (Office of the Vice President, 2019). The core essence of the Government Service Bus solution was to achieve efficiency, ease of doing transactions on a reliable platform, and provide a well-coordinated service delivery system that would be appreciated and meet the revolutionary needs of clients as a whole.
In the United Arab Emirates, the Government Service Bus allows federal and municipal authorities to exchange data and offer services in a more integrated manner. Customers can use such a system to acquire government services without having to go from one government entity to another (TDRA, 2021).
According to the E-Government program in Saudi Arabia, (Yesser, 2020), the Government Service Bus (GSB) was an essential pillar in securing well-integrated national infrastructure projects that were implemented and managed, like here in Zambia, it is Smart Zambia Institute that oversees the Government Service Bus (GSB). Such services were critical for enabling secure data interchange between government agencies and ensuring that all data was available to provide reliable, secure, and quick e-services.
[bookmark: _Hlk90761908]The transformation and implementation of e-government services had, however, taken quite a while to gain traction. The emergence of the Smart Zambia Institute, whose mandate is to implement and deploy e-government services like the Government Service Bus, has since seen the Zambian government make tremendous progress on developmental programs to support the achievement of the Sixth National Development Plan (2011–2015) and the Seventh National Development Plan (2017–2021). The Smart Zambia Institute has since gained momentum, and individual government entities have since been onboarded (Chipeta, 2018). 
The Ministerial statement by Hon. Mushimba (Office of the Vice President, 2019) had observed and updated parliament with the following institutional systems listed below as being integrated on the e-government platform called Government Service Bus (GSB). The systems were:
a) The Tax online and Asycuda System under the Zambia Revenue Authority (ZRA).
b) The online PACRA System under the Patents and Company Registration Agency (PACRA).
c) The Electronic Government Procurement System under the Zambia Public Procurement Authority (ZPPA).
d) The Electronic Zambia Information System (e-ZAMTIS) under the Road Transport and Safety Agency (RTSA).
e) The e-Voucher System under the Ministry of Agriculture; 
f) The Electronic Lands Management Information System under the Ministry of Lands and National Resources; and  
g) The Electronic National Registration System under the Ministry of Home Affairs.
[bookmark: _Toc90810959]The onboarding of the above systems naturally came with its own teething challenges, and this had caused some delays in fully integrating all the services from the above-mentioned individual institutions. In this case, PACRA initially had only nine services integrated onto the Government Service Bus platform. However, it is with so much determination that Smart Zambia Institute (SZI) intends to roll out the remaining services in the shortest feasible time (National Coordinator, 2019).
[bookmark: _Toc99666747]1.7 Change Management Theory
Organizational change management theories by Cummings & Worley (2015), presented a model to achieve effective change management, including five activity steps, which were: motivating change, creating a vision, developing political support, managing the transition, and sustaining momentum. The first activity step, motivating change, included creating readiness for change and helping the change recipients addressing resistance to change. The second step, creating a vision, was a leadership task where the leaders were to create the "why" and "what" of the upcoming change.
During the third step, developing political support, the leaders needed to gain employees’ support to implement the change and avoid individuals and groups from blocking it. As a fourth step, management needed to create an activity plan for the change activities. In addition, it was the management’s task to plan how to keep the employees committed and to build a management structure to guide the organization through the planned change.
The fifth activity, sustaining momentum, included providing resources for change, building a support system for change agents, developing new competencies and skills, reinforcing new behaviors, and staying the course to complete the change process. (Armenakis & Harris, 2009) presented a model for managing organizational readiness for change. This model consists of five key components and seven strategies designed to create readiness for change. The five components were: discrepancy, efficacy, appropriateness, principal support, and personal valence.
The first component, discrepancy, involved a perception of a discrepancy between the current situation and a desired future situation amongst the employees. Efficacy referred to the trust in one’s capabilities to accomplish the change process.
The third component was appropriateness, which relates to the perception that the planned change was the best solution for obtaining a future desired situation. The fourth key component, principal support, referred to the support provided by the employees during the change process.
[bookmark: _Toc90810923]The fifth is personal valence. In this component, Armenakis & Harris (2009), stated that the question "What’s in it for me?" must have, at least in part, a positive answer for the change recipients to be willing to commit to the change process. In addition, there were seven strategies for transmitting and reinforcing the five core message components in the process of creating readiness for change. These strategies were: management of information, persuasive communication, formalization activities, diffusion practices, human resource practices, rites and ceremonies, and active participation (Armenakis & Harris, 2009).
[bookmark: _Toc99666748]1.8 Background of Government Service Bus (GSB) 
[bookmark: _Hlk90763135]The government service bus, which operates under the ZamPortal banner, is a cutting-edge system. The ZamPortal provides public electronic services and is managed by the Smart Zambia Institute. It primarily functions as an e-government platform that acts as an electronic catalogue for all public services offered by the Zambian government and its agencies to citizens, non-residents, and the general public (Scorohodco, 2019). The Republic of Zambia is the custodian of the e-government program, which includes many aspects of electronic innovation by the government through its line ministries, providing services to the civil service, the general public, and the private sector. The platform's main purpose is to provide quick, accurate and thorough information on Zambia's public services, as well as give options to access services online. The Government Service Bus inherently facilitates administrative as well as online payment solutions under the government's integrated financial system.
According to Chimfwembe (LT, 2020), Chief Analyst for Budget at the Ministry of Finance, the Smart Zambia Institute's long-term goal is to provide access through the Government Service Bus system for all individuals as well as business entities across the country. The purpose, according to Chimfwembe, was to improve and modernize public service delivery through digitization. He also stated that as a custodian at the Ministry of Finance, the system would help to improve tax management, revenue collection, efficiency and productivity in all line ministries and agencies, resulting in a reliable payment platform where debit cards and other mobile services could access government services. This would also reduce public service wait times and ultimately eliminate financial malpractice and corruption in general.
This innovative system did not only facilitate access to government services but also sealed revenue loopholes and eased administrative and payment issues, thereby avoiding too many audit queries through reduced interaction between public officers and the general public. The online payment solution under the integrated system was developed in collaboration with the Ministry of Finance and the Smart Zambia Institute. The implementation of the Government Service Bus is therefore part of Smart Zambia’s transformative agenda aimed at modernizing public service delivery through digital technology. The initiative by the government to come up with the e-governance system was to move away from manual services that posed several challenges, such as poor services, increased inefficiency due to choked customer care services, theft, corruption, and bloated costs of doing business.
[bookmark: _Hlk90360530]On the other hand, according to Sibulowa (LT, 2020), team lead of Smart Zambia on the project, alluded to several existing challenges that would consequently be addressed by the Government Service Bus implementation. The ZamPortal initially included 96 online services that could be accessed through various government institutions, such as the Road Safety and Transport Agency (RTSA), the Ministry of Lands and Natural Resources, the National Registration Department, Immigration department, the Forestry department, and PACRA, were among the institutions that offered services through the GSB on the ZamPortal. However, PACRA had only migrated nine (9) services onto the new online GSB platform. The online usage for e-PACRA services as a consequence was estimated at 20% of the business, while institutions such as RTSA that fully migrated their services through the GSB had usage rates higher at 42%.
It is worth mentioning that a surge in consumption on the Government Service Bus was observed as enterprise clients like financial institutions and mobile service providers were interestingly now looking forward to aggregate their payment solution services through the Government Service Bus. This appetite was attributed to the sound, state-of-the-art, robust, trustworthy, and secure technological platform that Smart Zambia offers. In terms of these characteristics, one important function is "Know Your Customer" (KYC), which provides reliable and dependable systems and is especially important in the enterprise business sector. Introduce yourselves: The e-Gov-KYC "Know Your Customer" (introduce yourselves) is a digital and paperless process for providing and updating personal information (Pavlou, et al., 2021). The KYC has evidently been a key factor in luring customers to the GSB as it provides end-to-end identification and verification of clients or users. This layer of authentication and security, provided by KYC as a standard, has been reassuring in all sectors of business.
[bookmark: _Hlk90362013]The services will also take Zambia as a country to greater heights by adding value-added transactional services on the online platform, thereby facilitating money movement that doesn't need to exchange hands to pay for various goods and services. The ZamPortal platform (GRZ, 2021) with its 96 active services currently available and accessible, are different portfolios such as the Road Transport and Safety Agency, the Ministry of Lands and Natural Resources, the Forestry department, National Registrations, Immigration department, and PACRA, just to mention a few among the services listed on the portal. The ZamPortal is therefore considered the one-stop-shop for all public services in Zambia (GRZ, 2021).
The research study delves into the factors that affect the adoption and use of e-PACRA services through the Government Service Bus, based on the UTAUT model. During the study, it was discovered that the government service bus had been providing these services, which would continue to grow as new government entities, service demands, and goods were added to the ZamPortal.
A few studies have been conducted on the e-government platform (government service bus) adoption in Zambia, especially with regard to PACRA as a service provider. The few studies have generally been on e-government in general. However, "the ZamPortal, being a public governmental resource on the e-government platform, represents an electronic services directory that groups all public services in Zambia, in a single place, and provides associated services to citizens in an electronic way, online" (GRZ, 2021). This gap had provided an incentive for the need to understand and study the adoption and use of e-PACRA services with specific emphasis through the government service bus, which has been scarce as a research study under digital technology since the aggregation of e-government services in Zambia. The study will therefore bring to the fore the Government Service Bus and provide insight on the factors that affect the adoption and use of e-PACRA services on the system. The initial research overview will outline the government service bus on the e-Government platform and then narrow down on the reasons why the uptake of e-PACRA services has been low, which will be the focus. This will therefore provide a unique position to research on the topic under review “The factors affecting the adoption of e-PACRA services through the Government Service Bus: A case study of PACRA customers in Lusaka”. The model used for this study will also accentuate the adoption of the government service bus, as it has not been used specifically for e-PACRA services.
[bookmark: _2fk6b3p][bookmark: _Toc99666749]1.9 Statement of the Problem
Thesis statement: "The Factors Affecting the Adoption of e-PACRA Services through the Government Service Bus (GSB): A case study of PACRA customers in Lusaka" is driven by innovation brought about by the government’s e-governance agenda of making all government services available online, impactful, and efficient.
The problem statement, therefore, is constructed with a view to investigating the factors that may affect the adoption and use of e-PACRA services through the Government Service Bus (GSB) as a new technological system on the Zambian e-government initiative. 
However, there have been challenges in maximising the adoption and use of e-government services by the general populous.
· "In fact, less than half of 700,000 people may be even aware of e-Government in Zambia" (Bwalya & Healy, 2010).
· It is estimated that e-government services as of 2020, "only 17.34% of individuals had access to the Internet or online services in Zambia, compared to the world average of 43.34%" (Sikaonga & Tembo, 2020).
· It was further discovered in my investigation that only about 20% of PACRA customers used online services as opposed to 42% at RTSA (SZI, 2021).
According to the statistics above, evidently, there is a low uptake of e-PACRA services on the e-Government platform.
[bookmark: _upglbi]It is in line with the above statement that a study was conducted under the topic, "The Factors affecting the adoption of e-PACRA services through the GSB: A case study of PACRA customers in Lusaka." The study therefore strives to explore the major factors affecting the adoption of e-PACRA services through the Government Service Bus by using the UTAUT Model.
[bookmark: _Toc99666750]1.10 Aim of the Study
The aim of the study was to investigate factors affecting the adoption of e-PACRA services through the GSB by the general populous in Lusaka-Zambia with particular reference to Patents and Companies Registration Agency as the service provider (PACRA). The study thus assessed whether there were direct or indirect attributes to the adoption of e-PACRA services through the GSB by PACRA customers. PACRA, as a service provider, relies on the e-government initiative (GSB) where its services are aggregated. The study determined the reasons why customers did or didn’t adopt and use the e-PACRA services through the Government Service Bus (GSB) by using the Unified Theory of Acceptance and Use of Technologies (UTAUT) Model.
[bookmark: _3ep43zb][bookmark: _Toc99666751][bookmark: _1tuee74]1.11 Research Objectives
i To examine the factors that affect PACRA customers from adoption of e-PACRA services through the GSB platform using the UTAUT Model in Zambia.
ii [bookmark: _4du1wux]To develop a model that will enhance the adoption of e-PACRA services through the GSB.
[bookmark: _Toc99666752]1.12 Research Questions
i What are the factors that affect PACRA customers from adoption of e-PACRA services through the Government Service Bus in Zambia?
ii How can a model be developed to address and resolve the challenges in question 1 based on the UTAUT model?
[bookmark: _Toc99666753]1.13 Significance of the Study
It is evident that there has been some research done on e-governance and PACRA in general in Zambia. It was however, observed that, most of the researchers who conducted similar studies on PACRA focused on other theories and different thrusts, none with regard to the specifics of the Government Service Bus platform and e-PACRA as a service. Some of the model theories formerly used and conducted on PACRA include the Technology Acceptance Model (TAM), Theory Reasoned Action (TRA) and the Theory Planned Action (TPA). However, the focus of this study would therefore bring to light factors affecting the adoption and use of e-PACRA services through the GSB, which would eventually help mitigate any negative effects through Smart Zambia Institute and PACRA as service providers. The importance of this research was also focused on the research gap which was based on use of the Unified Theory of Acceptance and Use of Technology (UTAUT) model and what it would bring out. Finally, according to my academic review, there has been no such study conducted in the adoption of e-PACRA services particularly through the Government Service Bus based on the UTAUT Model in Zambia. The article published hereby contributes to the body of knowledge through Scientific Research Publishing, the results on Open Journal of Business & Management (Mwinga & Phiri, 2022). These are some of the reasons why the study was conducted, and the thrust of the study was ultimately to discover and fill in knowledge gaps by seeking to build a model that would evidently enhance the adoption and use of e-PACRA services.
[bookmark: _184mhaj][bookmark: _Toc99666754]1.14 Scope of the study
The study was restricted to the use of e-government administrative and payment services (GSB) with specific focus on PACRA online (e-PACRA) services provided by PACRA as the service provider and the platform of e-government under the Smart Zambia Institute here in Lusaka, where both institutions are headquartered. The study was specifically conducted at the One Stop Shop in Lusaka. Also, Lusaka city was generally preferred because it was the centre of social and economic activities and could therefore provide the much-needed support and insight for a successful research study. 
[bookmark: _Toc99666755]1.15 Organization of the Dissertation
The dissertation is divided into five chapters as follows. Chapter One covers the introduction to the dissertation and information on the background of the study. The statement of the problem is given, followed by the aim and objectives. The research questions, scope and significance of the study are also covered in this chapter. Chapter Two outlines the various literature reviews done by different scholars on the subject matter, identifying findings and gaps. Chapter Three highlights the methodology that was employed to carry out the study, discussing the design, population, data collection methods, techniques, and analysis. The proposed research method, hypothesis and ethical considerations are also covered. Chapter Four presents the analysis of the collected data. The chapter also tests and presents the results of the hypothesis stated in Chapter three. It will interpret, discuss, and conclude the research results. Chapter Five answers the study questions discussed in the first chapter ending with conclusions and recommendations which are also given based on the findings of the study.
[bookmark: _Toc99666756]1.16 Chapter Summary
This chapter has given a background on the e-government adoption, status and a general comparative analysis on a global perspective including Zambia. The problem statement, aim and objective of the study, were all articulated with a focus on factors affecting the adoption of e-PACRA services through the Government Service Bus by customers. The primary aim of the study was highlighted and followed by the objectives that were used to answer the research questions and finally the significance of the study was given to define the importance and benefits of the study. 


[bookmark: _3s49zyc][bookmark: _Toc99666757]CHAPTER TWO
LITERATURE REVIEW
[bookmark: _279ka65][bookmark: _Toc99666758]2.0 Introduction 
This chapter reviewed literature by other scholars and the theories based on the topic at hand. The research study looks at the factors affecting the adoption of e-services through the Government Service Bus which is one of the ICT solutions on the e-government platform. In this paper, the research also analysed some literature with regard to customers' e-government adoption of e-services and the practical use of e-services provided by private businesses as well as governments across the world. A historic perspective of e-government’s origin, adoption and maturity levels of various countries including Zambia were reviewed. The research study predominantly looked at the factors affecting the adoption of e-PACRA services that were provided by SZI in Zambia. The outcomes inherently contributed to increasing insight on some of the factors influencing e-government adoption globally, which provided some guidelines for countries to implement such projects with a view to improve the interaction of citizens with web services and information offered by institutions depending on their e-government usage level (Yera, et al., 2020). 
In summary, the research literature review provided some key aspects that gave us insight and direction for the study; future strategic lessons on the improvement of the e-government maturity levels of different countries in terms of knowledge about the most influential factors; and the different approaches and factors to complete e-government adoption and use through complementary information (Yera, et al., 2020).
[bookmark: _Toc99666759]2.1 A comparative analysis of e-government in selected countries
Over the last two decades, we have witnessed a revolution in the delivery of e-government services to citizens world over. While information and communication technologies (ICT) enables the development and deployment of e-government services, the reasons for varying levels of e-government adoption and use across countries are significantly different. Whereas developed countries such as the United States and many European countries have advanced ICT infrastructures, citizens' use of e-government services is still not fully actualized and accessible in some areas. Developing countries are also still struggling to develop and deploy basic ICT infrastructure, limiting people's ability to use even pre-existing e-government services. This contrast presents a distinct set of issues that pose challenges to citizens attempting to use e-government services efficiently and effectively (Reddick, 2010).
This study examined several developed and developing countries from six continents on the basis of their previous and current e-government initiatives, looking at goals, adoption levels, and objectives, as well as the benefits and challenges of e-government. The countries under review included: the United States and Canada (North America); the United Kingdom and Germany (Europe); India and Pakistan (Asia); Australia and New Zealand (Australia); Kenya and Nigeria (Africa); and Argentina and Brazil (South America). Published and archival reports in relation to the adoption of e-government services, the experiences and maturity levels of e-government in each of the countries were used (Reddick, 2010).
The research purposefully looked to recognize the beneﬁts of improved efﬁciency in the delivery of government electronic services, e-government initiatives that were increasing rapidly, day in day out. Some examples of such public sector services included (but not limited to) tax ﬁling, identity management (including issuance and renewal of identity cards, driving licenses, and passports), online application for government jobs, determination of eligibility for government beneﬁts, obtaining of birth certiﬁcates/marriage licenses, renewal of driver licenses, application for high school grants, registration of voters, and in some cases casting of votes.
The implementation of e-government implied a variety of goals and levels of transformation. For example, in the United States, the primary goal was to automate and integrate various islands of information in order to simplify and maximize the benefits of technology (Baqir & Iyer, 2010), whereas in Europe, the emphasis was on modernizing public services and providing better services to citizens (Cuddy, 2003). Whatever the primary goal, effective delivery of e-services necessitated process and information system (IS) integration and process coordination among disparate organizations and stakeholders. Historically, bureaucracies associated with government organizations hampered their effectiveness (Wilson, 1989). Even after the advent of e-government, the majority of those bureaucratic processes still required manual labour and had numerous redundant checkpoints. It was more difficult to deliver a service efficiently when stakeholders in a process worked as separate entities, each managing or dealing with disconnected silos of knowledge and information. As a result, the first step toward efficient service delivery was to create a transparent networked environment in which governments could truly collaborate with other governments, businesses, citizens, and other stakeholders (GAO, 2003).
Due to the fact that governments are increasingly looking towards a digital future, e-government yields an interesting area of research.
According to this research, countries faced different thresholds in terms of infrastructure development, content delivery, business re-engineering, data management, security, and customer management. In the first place, government Web sites made basic information about government departments available. 
Coincidentally, for citizens, businesses, and governments, aggressive moves towards increased integration were desirable since they offered better access to a broader number of governmental services and reduced functional barriers within governments themselves.
[bookmark: _Toc99666760]2.2 Country Comparison
In the mid-1990s, the fundamental ideas and techniques associated with putting governments online first emerged in the most developed Western countries. Then, over the last two decades, other countries had set up their own e-government Web sites. However, for developed countries, the question was no longer whether or not the government should be online, but how and with what consequences.
These countries had since expanded online participatory services by utilizing e-participation portals and online consultation mechanisms, thereby encouraging citizen feedback on critical economic and social policy issues (United Nations Report, 2008).
According to (Accenture, 2004), 173 of the United Nations' 191 members had Web sites, with only 18 countries, mostly in Africa, remaining completely offline at a time. The Central African Republic, Somalia, and Zambia were the only three countries in 2008 where governments did not yet have an online presence, according to the study. In 2009, the Central African Republic and Somalia were the only two countries without official government Web sites. Despite the fact that most countries had some level of online presence, use of e-government services was still very limited (United Nations Report, 2008). The reasoning was that the public sector's offers were frequently incompatible with what users truly desired.
[bookmark: _Hlk98102676]2.3 E-government reviews in countries from six continents
[bookmark: _Toc99666761]2.3.1 Africa
The African continent is home to a very diverse population. The diversity of government infrastructures across the continent reflects the diversity of languages, cultures, histories, religions, resources, and economies. From stable democracies to monarchies, and from military dictators to warlords, the concept of e-government was considered foreign, which was based on imported e-government designs. Africa is the only continent where some countries (such as the Central African Republic and Somalia) which lacked even a basic government website (Reddick, 2010).
In some parts of Africa, extensive e-government infrastructure development efforts started as early as the late 1980s and early 1990s. E-government has shown a lot of potential for growth in Africa over time. While there were still several challenges with regards to technical, legal, institutional, human, and leadership issues, one can expect countries in Africa to leap ahead of others by learning from the e-government success and failure stories of other countries (Reddick, 2010).
[bookmark: _Toc99666762]2.3.2 Kenya
In Kenya, e-government has grown in the last two decades. The majority of the growth, however, benefits citizens in larger urban areas such as Nairobi, Mombasa, Nakuru, and Kisumu. The establishment of the e-government directorate had resulted in progress on a number of fronts. This directorate was critical in providing computers, software, infrastructure, and training to various government agencies (Reddick, 2010).
The e-government directorate currently offers access to public service job search and application; identity card and passport status tracking; and passports, tax filing, and customs. Kenya's e-government strategy focuses on providing government messaging and collaboration systems (EMACS), building data centers, improving ministerial Web portals, implementing e-applications, and developing information communication infrastructure (E-government Directorate in Kenya, 2009, www.e-government.go.ke). Kenya must improve its ICT infrastructure in order to provide services to citizens in remote areas (Reddick, 2010).
[bookmark: _Toc99666763]2.3.3 Nigeria
E-government in Nigeria had been steadily improving over the past decade. Several "citizen-centric projects" had been launched as part of the e-government implementation framework (Agunloye, 2007). While the number of e-government services available was limited, those that were available were extremely well-developed. They delivered government services to citizens' doorsteps, from online registration and record management for citizens and businesses to online passport applications. However, outside of a few large urban areas, most of the population lacked access to ICT infrastructure (Reddick, 2010).
[bookmark: _Toc99666764]2.3.4 Asia
In terms of penetration and use of e-government services, Asian countries provided an interesting contrast. On the other hand, countries with a high level of Internet infrastructure penetration, such as Singapore, South Korea, and Japan, were attempting to go paperless. On the other hand, in countries such as India and Pakistan, a number of impressive e-government service implementations had turned out to be spectacular failures due to a lack of access to ICT infrastructure by ordinary citizens (Reddick, 2010).
[bookmark: _Toc99666765]2.3.5 India
According to the Ministry of IT in India (Reddick, 2010), several e-government projects in India's southern states had been implemented after establishing significantly good IT infrastructure. The e-readiness index for e-government delivery ranked Karnataka, Tamil Nadu, Andhra Pradesh, Maharashtra, and Chandigarh as leaders. Despite the fact that India was using computerized databases for its military, elections, economic planning, national census, and tax collection, citizens could not directly interact with e-government projects until the 1990s.
Projects like Bhoomi (land administration for Karnataka), CARD (land administration for Andhra Pradesh), Gyandoot (computing services for villagers), e-seva (utility bill payments in Andhra Pradesh), Akshaya (computer training for villagers in Kerala), Lokvani (various government services), and SARI (wireless internet link for villagers) are both ambitious and indicative of public–private interest in creating an environment for developing and using e Despite the fact that teledensity is 12.74 percent (India Core, 2006), telecom growth in some states is phenomenal. With an international bandwidth link of approximately 541 Gbps, all that remains is to create and establish in-house infrastructure for people living in remote parts of India (Reddick, 2010).
[bookmark: _Toc99666766]2.3.6 Pakistan
The availability of information technology infrastructure was a fundamental requirement for the deployment and use of e-government. The millennium's turn proved to be a watershed moment for Pakistan's information technology infrastructure. Teledensity in Pakistan increased from 2.80 percent in 2000 to 64 percent in 2009. According to Pakistan Telecommunication Authority, internet users increased from 10,000 in ten major cities in 1999 to over 5 million (the internet service providers' association claims 10 million) in over 400 cities in 2009 (Pakistan Telecommunication Authority (PTA), 2009). The growing availability of high-speed Internet (primarily DSL/ADSL) created an opportunity for the development of an e-government environment. Despite the growing popularity of high-speed Internet, the number of businesses offering online products and services was insignificant (less than 1 percent of the population) (Reddick, 2010).
With massive infrastructure growth in recent years, the government of Pakistan launched a slew of initiatives, including the formation of the Ministry of Information Technology and Telecommunications, the National Database and Registration Authority (NADRA—citizens' database and identity management), national IT policy, an electronic government directorate, computerized electoral rolls, computerization of land ownership records, and electronic tax filing (Baqir & Parvez, 2000); Election Commission of Pakistan [ECP], 2009; Electronic Government Directorate [EGD], 2009; (Mujahid, 2002).
These initiatives were in addition to the steps outlined in the 5-year e-government implementation strategy plan. Despite the Pakistani government's ambitious plans, e-commerce is almost non-existent in the country. This creates an odd situation in which the government provides multiple avenues for its citizens to use e-government services, but the citizens are unfamiliar with what can be done online. The lack of local language content is a major impediment to citizens' ability to use e-government services effectively. There is also a lack of statistical evidence to investigate how widely these e-government initiatives are used by citizens. Access control and security mechanisms, in addition to trust issues in e-government, prevent widespread use of online services (Reddick, 2010).
[bookmark: _Toc99666767]2.3.7 Australia
On the Australian continent, Australia and New Zealand offered a variety of e-government services to their citizens. These two countries were assigned to countries that provide transactional e-government services. The literature on e-government projects, initiatives, and evaluations in Australia and New Zealand was extensive and focused on transactional and connectedness issues (Gauld, et al., 2009).
[bookmark: _Toc99666768]2.3.8 Australia
Despite the fact that the Australian government has been providing e-government services for over a decade, an e-governance strategy launched in 2006 has resulted in a wide range of e-government-related research issues. A significant challenge in Australia is to secure citizens' data and create a seamless operation between agencies that may be working on a variety of different software systems or technologies. The emphasis on the development of integrated and customer-oriented online services to respond faster while lowering costs places them in our model's "transactional" e-government maturity level. However, dealing with more sophisticated and complicated integration of government services remains a challenge and a major impediment (Reddick, 2010).
[bookmark: _Toc99666769]2.3.9 New Zealand
In New Zealand, e-government services and challenges are not new. The implementation of e-government in New Zealand is an interesting case study. Because it only has two levels of government, traditional notions of local, state, and federal government do not apply. From local e-government to federal e-government, shifting policymakers' perspectives are altering the nature of government in this country (Reddick, 2010).
New Zealand recognizes the need for information gathering and sharing among its citizens and the global community. Their concern can be seen in the various initiatives they have spearheaded throughout the country. The projects include things like establishing an infrastructure that provides faster, cheaper broadband to encourage innovation and add value, as well as utilizing well-known social technologies such as social networking. Web sites and tools such as blogs, wikis, and folksonomies, as well as the full range of digital channels such as mobile phones, instant messaging, podcasts, digital TV, and Internet pathways, are providing value (Reddick, 2010).
A single library management system manages the book collections of Auckland City, Manukau, North Shore, Rodney, and Waitakere libraries using RFID technology. The obstacles, on the other hand, are numerous. The most serious is the issue of interagency collaboration (Reddick, 2010).
[bookmark: _Toc99666770]2.3.10 Europe
When it comes to e-government maturity, Europe represents a wide level of diversity. E-government maturity was found to be very high in several countries, particularly in Scandinavia. According to data from the UN 2008 survey (Reddick, 2010), Norway, Sweden, and Denmark outperformed the United States as far as citizen participation in e-government was concerned. However, several countries, primarily in Eastern Europe, were still in the emerging or enhanced phases of the Web maturity index. The European Summits in Lisbon and Feira in 2000 redefined the continent's e-government ambitions by establishing guidelines going forward (Reddick, 2010).
The new agenda calls for the continuous development of Internet-based services to improve access to information and services, increased transparency in government, full adoption and utilization of information technology, and the establishment of e-procurement. These goals are strikingly similar to those of the United States. However, as is often the case, these lofty goals could not be fully realized (Reddick, 2010).
Overall, the European public sector is confronted with a variety of economic challenges, social conditions, institutional changes, and, of course, the impact of information and communication technologies (ICTs). The quality of government services still needs to be improved in order to boost growth, efficiency, and productivity. At the time, approximately 67 percent of public services were available online. However, since such numbers are always dependent on the underlying assumptions used to calculate them, they must be used with caution. Whereas the percentage was higher when looking at public services solely through the lens of online availability, it was lower when focusing on public services that were already truly transactional and utilized (Reddick, 2010).
Among public service categories in Europe, income-generating services (tax and social contributions) had advanced the most in terms of e-government maturity over the years, followed by registration services (car and new company registration) and returns, such as social security. Document and permit services (driver's licenses and passports) were the least developed on the Web. Services for businesses achieved 79 percent of online sophistication, while services for citizens achieved 58 percent (Reddick, 2010).
[bookmark: _Toc99666771]2.3.11 United Kingdom
Although the United Kingdom (UK) was among those European countries that had higher maturity levels, its e-government growth seemed to have had slowed in the last couple of years. The UK government’s initial objective was to make all public services available electronically by the end of 2005. However, the project was delayed several times. By 2005, over a billion pounds had been invested to boost the UK’s central government’s online offerings. However, despite high Internet penetration (70.9% of the population which had internet access); the use of e-government services remained low (Reddick, 2010).
Several challenges, issues, and complexities were identified in reaching the "transformation" stage of e-government (Weerakkody, et al., 2004). Approximately 70% of government services could be accessed via the internet. By the end of 2005, when everything was supposed to be "e-enabled," the figure was expected to have risen to 80 percent. These projects, however, were never completed due to inherent inefficiencies in communication modules among various institutions (Mosse & Whitley, 2009). What was more concerning was that, where e-services were already available online, only a few people appeared to use them. 
In view of the fact that, the British, like the Americans, are an Internet-savvy society, their e-government usage patterns have been underwhelming. The large number of different Web sites, the required coordination between several institutions, and the requirement to visit multiple sites before finding useful information appeared to be the main reasons why e-government was not taking off in the UK. Furthermore, some government websites were out of date or did not function properly. Finally, given the examples of failures in the past, the British had traditionally been sceptical of their governments' initiatives. As a result, adoption of e-government services in the United Kingdom had been a persistent issue. The UK government’s intention was still to increase spending on e-government by several billion pounds in the future (Reddick, 2010).
[bookmark: _Toc99666772]2.3.12 Germany
Since its reunification in 1990, Germany has been a federal republic made up of 16 states, with Berlin being the capital city.
The emphasis in Germany remained on providing information on the Web, but there was a clear shift back then toward the transaction level. Furthermore, in the immediate aftermath of unification, e-government was not regarded as a critical issue in the political debate. Less than half of the country's regular Internet users had used any kind of e-government service, it was discovered. One of the problems with e-government in Germany was that the majority of initiatives had been aimed at the federal level. Despite the abundance of government portals and websites, municipal governments provided the vast majority of essential services to citizens and businesses (Reddick, 2010).
Germany was frequently dominated by the call for security, legal certainty, and data privacy, which was due in part to the country's culture and working habits. Nonetheless, some plans, such as the implementation of a digital passport in 2008, had already begun to yield positive results. After the terrorist attacks in the United States in 2001, ideas for this type of passport, which requires a digital signature, began to emerge (Reddick, 2010).
E-government was successfully implemented, along with other planned activities, which brought Germany back to a more desirable level of e-government maturity. The country’s technological infrastructure and capabilities definitely favoured a position more towards innovative practices and higher maturity levels and didn't resemble the low-maturity status the country had prior to 1990 (Reddick, 2010). 
[bookmark: _Toc99666773]2.3.13 North America
For several years, the United States (US) and Canada on the North American continent had been at the forefront of e-government infrastructure development. Other countries, particularly those in Scandinavia, had surpassed both the United States and Canada in the most recent UN e-government survey rankings. However, both countries have significantly developed and improved their e-government infrastructure in recent years (Reddick, 2010).
[bookmark: _Toc99666774]2.3.14 United States
The United States was among the top four countries with regard to e-government maturity in the 1990s. It still leads the field in terms of readiness in terms of the amount of information available, services and products offered, as well as the underlying infrastructure such as telephones, computers, and Internet connections (United Nations Report, 2008). About 73% of the population had access to the Internet, and e-government adoption and use was considerably high (United Nations Report, 2008). Also, the country’s population was Internet savvy and supported the ideas of increased convenience, time and cost savings. Finally, legislation was more in favour of moving e-government strategies forward than putting up restricting barriers. 
However, the United States issued its first e-government vision statement in 2001, adhering to three principles: citizen-centeredness, results-orientedness, and market-basedness. However, Scandinavian countries, namely Norway, Sweden, and Denmark, eventually led e-government adoption and use, ranking among the top four countries in providing the highest level of connected services to their citizens. However, in the United States, making e-government a success required services to be citizen-centered (rather than agency-centered, as is the case in most US e-government infrastructure), enabled through process changes, and effectively marketed to the customer (Reddick, 2010).
[bookmark: _Toc99666775]2.3.15 Canada
Canada's "Government On-Line (GOL)" initiative began in 1999 and quickly became known as the "government most connected to its citizens." A comprehensive list of 130 online services ranging from information delivery to real-time, secure interaction. Online forms, "my government account," online tools and calculators, public participation, and the Canadian health portal are some of the more well-known e-government services. The Canadian approach to e-government infrastructure development was founded on "client-centered" strategic design principles. Attempts were made to logically group e-government services in order to give the impression of seamless integration among government divisions.
The "e-pass authentication" process, for example, provided a single sign-on for multiple areas of government. While Canada was successful in developing a very reasonable e-government infrastructure, the vastness of the country necessitated the continuous expansion of ICT infrastructure to rural areas in order to mitigate the effects of the digital divide (Reddick, 2010).
[bookmark: _Toc99666776]2.3.16 South America
The maturity of e-government in South America varied greatly. On one hand, some countries were among the few in the world to have developed fully computerized voting systems; while on the other, some had only an "emerging" level of e-government maturity. Technological advancements differed significantly across regions within a single country, affecting citizens' ability to access, adopt, and use these services in any meaningful way. Evaluating the literature on e-government growth in South America revealed that, despite the challenges, e-government maturity was increasing significantly (Reddick, 2010).
[bookmark: _Toc99666777]2.3.17 Argentina
Increasing transparency and freedom of information in government services was the starting point for the development of e-government infrastructure. The national plan for state modernization adopted in 2006, called for the development of ICT and e-government infrastructure to lead the country to modernization. The use of digital signatures for inter- and intra-governmental communication and data transfer paved the way for future e-government infrastructure development and improvements. The central e-government Web site provided interactive links to federal and state government services. More integrated services and applications were called for in future e-government plans. Argentina needed to improve its basic ICT infrastructure in the recent development of e-government services for citizens for these reasons (Reddick, 2010).
[bookmark: _Toc99666778]2.3.18 Brazil
A number of factors had influenced Brazil's path to e-governance adoption, including its governmental structure, geography, and people's education. This influenced the rate of diffusion of critical technologies for the development of an e-government infrastructure. Despite technological limitations, the country had made significant progress with Brazil having had begun experimenting with electronic voting in 1996. It had conducted electronic elections entirely, and more recent, developments had included the use of government Web portals that were linked. The government's main Web portal, http://www.e.gov.br/, provided contact information and support for over 800 different governmental services. Despite significant progress in e-government maturity in Brazil over the last two decades, e-government interfaces were interactive and, in some cases, transactional (Reddick, 2010).
The review of maturity levels of these countries above gave a highlight of where and how countries have progressed over time with e-government initiatives, philosophies, implementations and general achievements.   
[bookmark: _Toc99666779]2.4 Background of PACRA
[bookmark: _Toc90810956][bookmark: _Toc99666780]2.4.0 Overview of PACRA
The Patents and Companies Registration Agency (PACRA) is a semi-autonomous institution under the Ministry of Commerce, Trade and Industry mandated by law to oversee the registration of companies. Its main functions are to operate a legal system for the registration and protection of commercial and industrial property and to serve as a legal depository of the information tendered for registration. It comprises two core departments: industrial property and commercial (PACRA, 2020).
[bookmark: _Toc90810957][bookmark: _Toc99666781]2.4.1 PACRA Objectives
The general objectives are to provide a customer-focused, efficient and effective business registration service and protect intellectual property rights in order to promote orderly trade, job creation and industrialization for the benefit of the nation. Over the years, PACRA has evolved with the support of parliamentary Act No. 16 of 2011, which not only gave further direction and incentives to PACRA as an institution (Parliament of Zambia, 2011). One of the tasks and directions (PACRA, 2020) was to "promote the establishment and maintenance of a computerized information centre for the publicity of company transactions, financial positions, and dissemination of technical information contained in patent documents to potential and actual users (https://www.pacra.org.zm)."
The focus of PACRA between 2011 and 2015 was on "decentralization of services, modernization of the registry, and the expansion of avenues for dissemination of information." It refocused and aligned itself with the progressive Zambian government's developmental agenda under Vision 2030 in the 2016-2020 strategic plan. The 2030 Vision, in collaboration with the 7th National Development Plan (Ministry of National Development Planning, 2017), identifies industrialization, job creation, enhancement of access through ICT infrastructure investments and the implementation of online services (Ministry of Finance, 2015). This would entail the development of solutions that would integrate systems and streamline operations and procedures at PACRA (2020). 
Smart Zambia Institute (SZI) has set guidelines to facilitate interoperability among public sector platforms and government to business interoperability with private sector platforms, including semi-autonomous institutions like PACRA, giving birth to the Government Service Bus, which is one of the systems on the E-Government platform (National Coordinator, 2019).
E-government is changing the way governments in Africa and the world over provide products and services to clients. According to Bwalya (2020), the adoption of e-government promises a significant paradigm shift, with public institutions becoming more responsive and transparent, efficient public-private partnerships (PPPs) being promoted, and citizens being empowered by making knowledge and other informative resources more readily accessible.
Despite the introduction of e-PACRA services through the Government Service Bus, PACRA and SZI have not seen a major or significant shift by PACRA customers adopting electronic services to access products and services. E-PACRA services were intended to mitigate customer existing challenges of long queues, ease of access, automation, quick and efficient services anywhere and improve revenue collection (PACRA report ,2020).
This research paper therefore, specifically delves into e-PACRA services on the Government Service Bus, which is a public sector transactional electronic platform. The e-government multi module and payment solution has proved to be a good and effective initiative in the first world, and as such, the developing world is also implementing similar solutions in their individual countries. The African continent as well as the Southern African Development Community (SADC) region, where Zambia belongs, have also embraced the digital revolution to adopt and implement the e-government phenomenon. Over the last decade, Zambia has demonstrated 
tremendous commitment to the implementation of the e-government platform as part of its digitization transformative agenda. However, despite the commitment, evidence on the ground shows that the ability to provide comprehensive e-services has not been attained as progress has been gradual. The United Nations E-Government Development Index survey, showed Zambia improving its ranking from 158 with an E-Participation Index of 0.22660 in 2008 to 148 with an E-Government Development Index (EGDI) of 0.42420 currently (UN, 2020). This compares relatively low with other countries in the world, the African continent, as well as Southern Africa as a region. Mauritius is currently the sub-regional leader with an EGDI of 0.7196, ranking at 63, while Denmark’s EGDI is at 0.9758, ranking first globally out of a total of 193 participating countries (UN, 2020).
[bookmark: _meukdy][bookmark: _Toc99666782]2.4.2 Nature and Functions of Online PACRA services
The e-government platform (GSB) and e-PACRA services are online services provided through SZI and PACRA agencies to clients. It is worth noting that, as a new platform, not all services have been integrated onto the system or GSB platform. 
PACRA is predominantly a semi-autonomous agency mandated to register business entities in Zambia. As a result, PACRA oversees all other related businesses in terms of patents, trademarks, copy rights, company or business name existence, and insolvency. In this regard, as a government institution, SZI incorporated PACRA on the GSB to streamline and provide faster, accessible, and efficient online services that allow for more administrative and payment platforms. These are the e-PACRA services enlisted as online services:
· Printouts
· Name Clearance-Business Name
· Name Clearance-Company
· Application for Reservation for Name
· Registration of Entity-Business Name
· Registration of Entity-Company
· Annual Returns-Business Name
· Annual Returns-Company
· Invoices
 Other services provided but not yet incorporated online (Walk in Services) are:
· Alteration in Capital
· Transfer of Shares
· Allotment of Shares
· Forfeiture/Surrender of Shares
· Mortgages/Discharges
· Changes in Directors
· Notification of Changes in Particulars-Business Names
· Deregistration of Companies and Cessation of Business Names
· Beneficial Owners Declaration
· Insolvency Practitioners/ Receiver/ Liquidators 
E-PACRA services through the GSB are basically electronic PACRA services provided through the Government Service Bus as one of the channels on the e-Government platform in Zambia. PACRA, as a quasi-agency, therefore, provides the above-mentioned services to all its clients.
[bookmark: _36ei31r][bookmark: _Toc99666783]2.4.3 Effective Online Services at PACRA 
[bookmark: _1ljsd9k]These are online services that have been fruitful. According to Strader (2017), "The most successful online service sites have used a range of tactics to rapidly develop their user base, but they also know that their strategies will change over time as they progress through the stages of their organizational life cycle." This implies starting with implementations and ending with the adoption and actual use of services by customers. However, in this study, the researcher did not dwell on the individual rate of uptake of the services but relied on the overall access and uptake on the GSB platform. The deduction was therefore effective if the users were satisfied with the online services they received and there were no major problems. The e-government services for PACRA that have been implemented are listed below, and they can currently be accessed on the GSB portal.
These are the e-PACRA services enlisted as online and effectively working:	
· Printouts
· Name Clearance-Business Name
· Name Clearance-Company
· Application for Reservation for Name
· Registration of Entity-Business Name
· Registration of Entity-Company
· Annual Returns-Business Name
· Annual Returns-Company
· Invoices
In a study done by Kim, et al (2008), customers preferred ease of use and accessible services anywhere and anytime as satisfactory service delivery for online services. However, this study did not formally endeavour to rate the specific services but focused on the factors affecting the adoption of e-PACRA services. 
[bookmark: _45jfvxd][bookmark: _2koq656][bookmark: _Toc99666784]2.4.4 Platform of e-PACRA services
The E-PACRA services are digital services provided on the GSB under the e-government’s transformative agenda under the Smart Zambia Institute. Traditional PACRA offerings have been physical and manual in nature since the agency’s establishment. However, like most other organizations, ICT has impacted the way institutions run their business. ICT enhancements have made organizational operations more efficient in the way business is conducted. Therefore, in order for PACRA to benefit from ICT, it must be deployed and utilized successfully. The government is transforming the way it conducts business and delivers services through the use of ICT; e-government is steadily gaining traction in Zambia and throughout the world (Nkwe, 2012).
[bookmark: _Hlk90451105]Physical interaction has been the conventional mode of conducting business. However, electronic solutions like emails and SMS have been key modes of communication with a number of manual processes to provide services to clients. PACRA via ICT solutions has strategically embarked on automating lots of the manual strategic offerings for ease of access to self-service portals on the internet, specifically on the e-government platform, the Government Service Bus.
It is against this backdrop that PACRA, through the e-Government platform, offers online services for PACRA, RTSA, and the Ministry of Lands, just to mention a few institutions. Through the e-Cabinet initiative, e-services have naturally decreased the usage of paper at Cabinet Office, thereby encouraging environmentally friendly solutions that are SMART to be adopted in all government institutions.
[bookmark: _zu0gcz][bookmark: _3jtnz0s][bookmark: _Toc99666785]2.4.5 Organizational Performance
Prominent researchers, such as Thompson (1967) and Friedlander & Pickle (1968), considered performance as a theme that repeatedly occurred in paradigms of management. Performance is one of the most argued concepts among various researchers and theorists. In the absence of any operational definition of performance upon which an organization can be measured, (Martz, 2008) references Henri, who claims that performance measurement is inextricably tied to the concept of diagnostic control systems, in which actual performance and planned targets are compared in an attempt to repair deviations from current performance standards. Also, Hitt & Middlemist (1979), said that there exists no common accepted definition of effectiveness, and Steers (1997) noted that organizational effectiveness has several different meanings based on one’s frame of reference. He continued that different organizations pursued widely divergent objectives that were unique. 
Kereem & Haseeni (2015), on the other hand, make reference to Jemison's definition of organizational performance. It aims to combine the institution's strategy for adapting to the needs of its environment (clientele) in order to achieve harmony between the environment (clientele) and its perfect performance plans.
The ability by an institution to cope with each of the four regular operations: input, output, processes, and feedback completes the hallmark of organizational success in implementing electronic services (Kareem & Haseeni, 2015) such as e-PACRA services on the GSB.
In this context, the general PACRA services are not the paradigms on which this research paper focuses, but rather factors that have an impact on the already existing online services provided on the GSB platform. As evidenced from the list of 19 services provided by PACRA, currently only 9 qualify to be considered e-PACRA services. This translates to just about 47% of the total service catalogue of PACRA as an institution. However, the research did not delve into the aspect of measuring the organization’s total portfolio. The thrust of this study was to find out the reasons why uptake was low on the existing e-PACRA services provided under the initiative of the e-government.
As such, as a researcher, it would be unethical for me to judge and pre-empt the organizational performance of PACRA at this stage. No comparative data or literature was found in relation to the topic, and for that, the organizational performance of PACRA was inconclusive.
[bookmark: _1yyy98l][bookmark: _Toc99666786]2.4.6 Barriers to Effective Online Service Delivery 
According to Gupta, et al (2019), in a study done in India, e-governance had many potential benefits, despite e-solutions having had limitations when it came to public service delivery, which resulted in a lower success rate of e-government implementations. In Zambia, e-government services like e-PACRA services have not been spared as the access rate has generally been low across internet services in Zambia at 24%, as compared to global trends of 95% in developed countries like the UK.
e-PACRA services, like any e-government services, are meant get access to PACRA resources and sharing administrative or financial information without the use of a pen and paper to access or provide services through the Government Service Bus platform. However, barriers to effective online services are varied and many. For instance, for a person to access and use e-PACRA services successfully, whether from home, the office or any part of the community they may come from, basic internet connectivity is a must if a client has to access online services for PACRA. Not having internet access is indeed a primary obstacle to accessing e-PACRA services. However, with the internet, we need to have gadgets that can access the internet. With all the initial requirements met, a user needs to get on the portal to access services and any requests that a client might have. However, currently not all PACRA services can be accessed online, and this is another barrier for users as they would still need to physically present themselves at the PACRA offices or PACRA agencies. The following are services that cannot be accessed through e-PACRA services, referred to as "walk-in services":
· Alteration in Capital
· Transfer of shares
· Allotment of Shares
· Forfeiture/Surrender of Shares
· Mortgages and discharges
· Changes in Directors
· Notification of Changes in Particulars-Business Names
· Deregistration of Companies and Cessation of Business Names
· Beneficial Owners Declaration
· Insolvency Practitioners/Receivers/Liquidators
With walk-in services, it therefore implies some physical services cannot be accessed online.
Suri & Sushi (2006), estimated that "around 15 percent of the e-governance projects implemented in developing countries could be considered successful, while the remaining 85 percent had partially or completely failed.
Also, penetration levels of e-government in Zambia were discovered to be quite low at 0.4242 E-Government Development Index (EGDI), ranking at 148 as compared to the most developed country Denmark with E-Government Development Index (EGDI) at 0.9758 ranking at 1st, while Mauritius is the sub regional leader at 0.7196 ranking at 63 (UN, 2020). It is, however, apparent that internet penetration the world over has quickly been increasing as access in peri-urban and rural areas gets improved with ICT infrastructure. However, the trend for Zambia has been erratic since 2008 with its lowest ranking at 158 to its current ranking at 148 globally. The boom in the smartphone industry has also increased internet demand and usage as devices become more prevalent in Zambia. This can be seen from the mobile network operator’s business data appetite in the market. However, there are still barriers to effective online services.
According to Btoush, et al (2009), took note that technology alone would not guarantee the successful implementation and diffusion of e-services, he further acknowledged that other factors underpin the accomplishment of having infused e-services into user’s lives. However, the promise of transformative traditional services to e-government services in general is faced with a broad range of barriers. Some barriers outlined are:
· Economic Barriers
[bookmark: _Hlk90456185]Financial challenges are directly related to economic issues and could easily stymie e-service advancement for both the provider (PACRA through SZI) and the customers. Btoush, et al (2009), referred to Ebrahim and Irani’s statement in their study, "significant resources are needed on the provider side to pay for the cost of e-service transformation and implementation, while users are also likely to be hampered by financial obstacles if they cannot afford to utilize the internet to obtain e-services."
· Technical Barriers 
[bookmark: _Hlk90494048]Hardware, infrastructure, or software issues can all contribute to technical barriers here. Technical issues, on the other hand, are mostly practical impediments to e-government systems and service delivery. Compatibility is a major technological barrier that can be altered at the system architecture, form factor level of system hardware, and software level, influencing interoperability between a variety of government ministries and agencies with varied technological backgrounds. As a result, the government, with its numerous departments and agencies, has become a complex environment that needs standardization (Btoush, et al., 2009). Bigdeli & De Cesare (2011) made reference to one of the technical standards as one of the basic prerequisites of the e-government service delivery initiative in order to transmit data efficiently.
However, in government institutions, a lack of standardization in connecting data resources, information and communication technology, and business processes leads to "islands of IT," "islands of Automation," or "public sector fragmentation," which impedes e-service quality improvements through integration (Btoush, et al., 2009).
· Skill Barriers
[bookmark: _Hlk89067837]Despite the fact that many countries around the world have succeeded in converting many traditional services to online services, the fact remains that more digital services do not always imply more uptake. E-government service provision, acceptance, and use continue to be hampered by a lack of skilled labour and high-level expertise. In a study by Bwalya (2009), he alludes to the fact that “the human resource didn’t have knowledgeable personnel that had the requisite skills to operate the Zambia Health Management Information System (ZHMIS). This challenge of inadequate IT skills and knowledge is further echoed by other researchers such as (Mensah, et al., 2020). According to Bigdeli & De Cesare (2011), the research study, showed lack of IT skills and knowledge among the staff and top management was identified as a major obstacle.
It is therefore prudent for e-government initiatives to strategically align resource personnel and get them trained to a level where they could be able to operate and manage systems on the integrated online platform. This would optimize and encourage the use and adoption of systems that provide reliable and efficient services to the general public.
· Organizational Barriers
[bookmark: _Hlk90494507]The government, as a public-sector entity, is responsible for massive bureaucratic sectors, which refers to the legacy of government processes, systems, and applications developed over many years (Btoush, et al., 2009). Civil servants and external users who are concerned about the impacts of the transition are likely to oppose the unusual deployment of electronic services to replace traditional ones. One of the administrative hurdles to accepting the introduction of e-services in the public sector is fear of job loss or privilege reduction, as illustrated by the Global Industry 4.0 revolution.
Lam (2005), referred to the feelings of employees when e-services were implemented in their firms as "culture shock," which suffocates the workforce in the face of rapid change.
[bookmark: _Hlk90494811]In addition, because technology develops every day, a lack of IT skills and awareness among employees and senior management is a huge roadblock. Staff must keep up with changing trends in order to be effective (Bigdeli. & de Cesare, 2011). As a result, the transition of traditional legacy services will be supported by strong, visionary, and determined government leadership and proactive management.
· Policy Barriers
[bookmark: _Hlk90494952][bookmark: _Hlk89068291]Government entities, like corporations, must plan for e-service adoption and delivery, as well as human capital and development, to include a progressive legal framework of appropriate policies, procedures, laws, and regulations that facilitate the provision of e-services and their use in a safe, secure electronic environment. The lack of a strategic framework, on the other hand, has the ability to create hurdles at several levels. According to Vassilakis et al (2005), inadequate rules that didn’t address proof-of-identity and the integrity of online documents could cause significant impediments in the development and provisioning of e-services.
[bookmark: _Hlk90495707]In developing countries, barriers are strongly linked to the socioeconomic and political context. Poor economies, corruption, bureaucracy, illiteracy, and other major obstacles impede e-service development, accessibility, and low penetration are commonly linked with developing countries. 
According to Kemp (2020), Zambia has a 24 percent penetration rate, according to the World Internet Report, whereas the most advanced countries have a penetration rate of 95 percent of their respective populations. Additional impediments were uncovered throughout the research study's literature assessment; however, the researcher chose plausible ones as listed above.
[bookmark: _4iylrwe][bookmark: _Toc99666787]2.4.7 Environmental and Physical Barriers 
E-PACRA services can be hampered by environmental and physical issues that are sometimes based on geographic and topographical regions where services are required to be delivered. The goal of e-PACRA services should be to provide clients with services that are accessible, secure, easy-to-use, efficient, reliable, prompt, self-reliant, transparent, dependable, and professional. However, Zambia's e-government network infrastructure does not cover the entire country.
The network now only covers provincial centers in Zambia's ten (10) provinces, leaving most of the peri-urban and rural areas, including districts, unconnected. Despite the benefits, as (Mensah, et al., 2020) points out, the deployment and adoption of e-government as a service, particularly in developing countries, frequently finds roadblocks. Samuel, et al (2020), believes that the success of any government effort hinges on citizens using its services. This highlights the need to look into the drivers and impediments to e-government uptake and use from both citizen and government perspectives. "Environments have particular characteristics that may either restrict or facilitate the adoption of e-government services," it has been noted. However, Bwalya (2009), and others explain several issues in this chapter, which goes into the hurdles. Some of the most significant environmental constraints cited are the political environment, administrative and organizational environment, cost, economic and resource environment, technological environment, legislation and cultural environment.
Rogers (1995), "Diffusion of Innovation theory" outlined the importance of demographic characteristics as hurdles to adoption of e-government services, demonstrating that the early adopters of technology were often the young, particularly the well-educated and those in higher-income categories.
On the other side, there were physical hurdles to using e-government services. Some of the challenges to the adoption and use of e-government services include a lack of ICT infrastructure, Internet connectivity, unpredictable power supply, user literacy, and the capacity to use a computer without assistance (Kazeem, et al., 2015). Gender as an influencing element in e-government adoption is also found to be dependent on societal cultural features (Samuel, et al., 2020). Barriers were classified as a lack of technical infrastructure, a lack of financial resources, and a lack of human resources (Kazeem, et al., 2015).
[bookmark: _2y3w247][bookmark: _Toc99666788]2.4.8 Psychosocial Barriers 
[bookmark: _Hlk89091818]The psychological and social components of people's beliefs, attitudes, status consciousness, and emotions are referred to as psychosocial barriers in relation to e-government services (Sethi, 2020 ). The relationship between psychological and social aspects in people's attitudes and behaviours regarding e-government services that they adopt and use. The socioeconomic and political climate have a strong correlation with the barriers to e-government deployment in developing nations. Developing countries are often linked with low economies, corruption, bureaucracy, and illiteracy, all of which are major roadblocks to e-service development. Basic barriers, according to (Btoush, et al., 2009), are not only technological but also human. As a result, human behaviour in relation to the management and usage of e-government services will reflect the impact of psychosocial hurdles. Policy, economic, skills, technical, and organizational (PESTO) constraints are the five stated in general (Btoush, et al., 2009).
Policy, economics, and organizational issues are included in the PESTO obstacles, which relate to psychosocial hurdles. Physical obstacles can be related to skills and technical components of these barriers. E-government services, on the other hand, require a framework to apply policy, economics, and organizational culture all over the world. Human beings are affected by these PESTO attributes, both directly and indirectly in the acceptance, adoption and use of e-government services and technology in general.
[bookmark: _1d96cc0][bookmark: _Toc99666789]2.5 Theoretical Framework
One of the more established fields of research in information systems is technology adoption (Sharma & Mishra, 2014). Several researchers have proposed several explanations to explain why certain models or frameworks have become popular. The usage of theoretical frameworks is effective in providing researchers with a solid foundation on which to build a study model.
This is critical because it provides the academic and professional worlds with intellectual reliability and standardized platforms based on established theories rather than guesswork or fiction. As a result, theoretical frameworks are critical in doing research that is both significant and applicable to the entire human race. Following and propagating any theoretical framework that has not been examined and proven in the academic realm would be disastrously erroneous and misleading to academicians and the general populous at large. In today's society, such unsubstantiated and unfounded theoretical frameworks would undercut fact-based studies and encourage falsehoods.
According to Al-Qeisi (2018), technology acceptance research is a constantly developing field. The disciplines that contributed to its development are either belief-focused or system-focused. The unified theory of acceptance and use of technology (UTAUT) combined both. The current research model proposes an extension to the UTAUT that accounts for online usage behaviour. The proposed research model was tested in two countries (UK and Jordan) to investigate the viability of the unified model of technology acceptance in different boundaries as a model of individuals’ discretionary usage of Internet banking. The study also questions the roles of other determinants and moderators in this context. Results found support for the effect of the proposed extension, website quality perceptions, on usage behaviour in both countries’ models; the total effect of this extension exhibited website quality perceptions as the most influential determinant of usage behaviour in both models, and the performance expectancy construct was second in effect."
According to Ajzen (1991), social influence had no impact on the usage behaviour in both models, which is consistent with previous research that advocates a declining role of social influence under discretionary usage and increased experience conditions. Furthermore, the moderating role of performance expectancy previously established in TAM’s research was supported in the UTAUT model in both countries’ models. Moreover, both models reported a non-moderating effect of gender, which is also in line with recent research findings that suggest declining gender differences under voluntary usage conditions and advanced experience. Education and income were moderators only for the UK model. Although the research findings demonstrated that both countries’ models were "configurable" similar with respect to model specifications, the models’ explanatory power for usage behaviour was dissimilar: the UK’s model explanatory power exceeded that of Jordan’s model, presenting an opportunity for future research. The current research contributes to knowledge in the field of technology acceptance research. It demonstrated that website quality perceptions, as a multidimensional concept, play an important role in the online usage context. It also demonstrated that the unified model of technology acceptance established in the western culture could be transferred to a non-western culture, although with varying degrees of explanation power (Ajzen, 1991).
The research will bring to the fore the factors affecting the adoption of e-PACRA services through the Government Service Bus. This will set the basis for improvement in access, customer satisfaction, and the delivery of services by PACRA. The study therefore assessed the reasons why customers would or would not use the e-PACRA services through the Government Service Bus (GSB) by using the Unified Theory of Acceptance and Use of Technologies (UTAUT) Model as a framework.
The Government Service Bus (GSB), where e-PACRA services occur, is an innovative solution that "aids the smooth exchange of data among government entities" (TDRA, 2021), so as to provide services to the public. The UTAUT model adapted "explains about 70% of the variance in usage intention (Martins., et al., 2014) and 50% of the variance in actual usage" (Daka. & Phiri., 2019), which is significant compared to the eight original models. According to Chao (2019), the UTAUT model is one of the most effective models for analysing technology acceptance. The study in this context brings attention to e-PACRA services to provide specific insight on matters of adoption of these services through the Government Service Bus under review. 
[bookmark: _40ew0vw]The study therefore provides a unique position to assess the factors that affect the adoption and use of e-PACRA services through the Government Service Bus because of its unique nature of the technological initiative by the e-division under Smart Zambia Institute and indeed the significance is changing the narrative of the low uptake of e-PACRA services on the e-government platform.
[bookmark: _Toc99666790]2.5.1 Technology Adoption Theories
According to Taherdoost (2017), acceptance is "an antithesis to the phrase refuse and denotes a positive decision to employ an invention." Change, as a result of technological advancements, poses a challenge to traditional business models while also providing opportunity for creative service offerings (Lai, 2017 ). The "first decision taken by the individuals to interact with the technology" are related to users' acceptance of technology (Venkatesh, et al., 2003) and eventual usage of services, in this regard, e-PACRA services. Without a doubt, the "Individual needs and acceptance are the foundation of any firm, and understanding this would be beneficial in determining future development paths. As a result, academics and ICT experts are interested in understanding the elements that influence users' acceptance or rejection of technology." Technology models and theories that are utilized to strategically match technology adoption with system users are known as business models.
There is no complete model in the e-government field of study that encompasses the key variables and refers to cross-cultural features of citizens' acceptance and usage of e-PACRA services through the GSB. In order to build on conceptual models of e-government service adoption, this study will investigate several theories and models from diverse disciplines of research, with an emphasis on technological acceptability with broadly influential attributes. According to Venkatesh, et al (2003), researchers choose appropriate and preferred models while neglecting rival models' contributions.
The following section will look at the unified theory of acceptance and use of technology (UTAUT) (Venkatesh, et al., 2003), which is a combination of the following models: the Diffusion of Innovation Theory (DOI) (Rogers, 1995); the Theory of Reasoned Action (TRA); the Technology Acceptance Model (TAM) (Ajzen, 1991). These theories are among the eight (8) that were used to develop the technology acceptance model that was applied in this study, which identified the key factors influencing the adoption of e-PACRA services among Zambian individuals. After a literature analysis, it was revealed that no similar study employing the UTAUT model had been conducted on e-PACRA services on the e-Government platform GSB.
[bookmark: _Toc99666791]2.5.2 Diffusion of Innovation Theory (Roger, 1960)
The research in Diffusion of Innovation (DOI) theory was established by Everett M. Rogers in 1962, and it is one of the oldest social science theories to date. The DOI model, according to Taherdoost (2017), investigates a variety of innovations by presenting four aspects (time, communication channels, innovation, and social system) that impact the dissemination of a new idea. DOI provides a theoretical foundation for discussing adoption on a global scale, as well as an organizational and individual level. The DOI model combines three key elements: adopter characteristics, innovation characteristics, and the innovation decision process. Five processes, namely confirmation, knowledge, implementation, choice, and persuasion, take place in the innovation decision step over time through a succession of communication channels among members of a comparable social system. There are five key components in terms of the qualities of an innovation step: relative advantage, compatibility, complexity, and novelty.
In total, five main groups of adopters are identified in the adopter characteristics step: early adopters, innovators, laggards, late majority, and early majority.
 In conclusion, because DOI focuses more on system characteristics, organizational traits, and environmental factors, it has less explanatory power and is less useful for outcome prediction than other adoption models. 
[bookmark: _Hlk89163673]The majority of the researchers including (Carter & Belanger, 2004) agreed that relative advantage, complexity, and compatibility are important constructs that impact technology dissemination in DOI. Other DOI characteristics, such as observability and trialability, however, were ineffective in assessing new technology uptake (Bradford & Florin, 2003).
[bookmark: _2ce457m]The Diffusion of Innovation Theory, according to Sharma & Mishra (2014), gave rise to a concept known as the S-shaped Curve of Adoption, also known as the epidemic model of adoption. The S-shaped adoption curve can be applied to the majority of new ideas that emerge from time to time.
[bookmark: _Toc99666792]2.5.3 Theory of Reasoned Action (Fishbein and Ajzen,1975)
According to Taherdoost (2017), the TRA model was first proposed in 1975 by Fishbein and Ajzen for sociological and psychological study context, and has recently become the foundation for investigating individuals' IT usage behaviors. "Behavioural intention (BI), attitude (A), and subjective norm (SN)" are the three general constructs proposed by the theory. A person's behavioural intention, according to TRA, is determined by his attitude and subjective norms. Behavioural purpose can be interpreted mathematically as the sum of attitude and subjective norms. 
Furthermore, if a person has a strong enough desire to behave in a certain way, his or her intention is more likely to be turned into action
[image: ]
[bookmark: _Toc90879209][bookmark: _rjefff]Figure 1: Theory of Reasoned Action (Fishbein & Ajzen,1975)
[bookmark: _3bj1y38][bookmark: _Toc99666793]2.5.4 Theory of Planned Behaviour (TPB Ajzen, 1991)
The TPB, according to (Ajzen, 1991), is a theory that aims to predict and explain human behavior in certain situations, such as information or technical systems.
The influence of attitude and subjective norms on intention is expected to be moderated by perceived behavioral control, whereas the effect of intention on conduct is supposed to be moderated by real behavioral control. In other words, it is believed that a positive attitude and a supporting subjective norm contribute to the establishment of pleasant behavioral intentions to the extent that people believe they are capable of completing the activity in question. As a result, Ajzen observes that motivation to engage in the behavior necessitates the formation of a definite intention only when perceived control over the person's behavior is strong enough.
[image: ]
[bookmark: _Toc90879210][bookmark: _1qoc8b1]Figure 2: Theory of Planned Behaviour (Ajzen, 1991)
[bookmark: _4anzqyu][bookmark: _Toc99666794]2.5.5 Social Cognitive theory (Bandura, 1986)
According to Taherdoost (2017), this hypothesis is based on social psychology. SCT was designed with three key aspects in mind: behaviour, personal, and environment, all of which interact bi-directionally to predict group and individual behaviour.
Sharma & Mishra (2014), contributed their voices to the discussion, arguing that Social Cognitive Theory (SCT) was the user's behaviour that was driven by expectations of personal and performance-related advantages. The expectation of both types of outcomes was influenced by self-efficacy.
"While the person's esteem and sense of achievement link to personal outcome expectations, expectations relating to job performance contribute to performance-related expectations," (Sharma & Mishra, 2014) noted. The user's behaviour is influenced by two conflicting elements, according to SCT: The component "affect," which refers to how much a person enjoys his or her employment, makes a positive contribution. On the other side, the component "anxiety," which is a person's uncomfortable reaction while executing a task, such as trying to use a computer with which they are unfamiliar, has a negative contribution to desired behaviour. In adoption studies, this hypothesis has been frequently applied.
[bookmark: _2pta16n][bookmark: _Toc99666795]2.5.6 Technology Acceptance Model (Davis 1989)
In technology adoption research, the Technology Adoption Model (TAM) has been frequently employed. The model's simplicity is its strength, as it just contains two constructs: "perceived usefulness" and "perceived ease of use."
[image: ]
[bookmark: _Toc90879211][bookmark: _14ykbeg]Figure 3: Technology Acceptance Model (TAM) (Davis, 1989)
[bookmark: _Toc99666796]2.5.7 Model of PC utilization (Thompson et.al. 1991)
The paradigm, according to Sharma & Mishra (2014), is based on Triandis (1977) Theory of Human Behaviour, which differs from the Theory of Reasoned Action in that it distinguishes between the cognitive and affective components of attitudes. Beliefs are a part of the cognitive side of attitudes. "Behaviour is governed by what people would like to do (attitudes), what they believe they should do (social norms), what they have usually done (habits), and the predicted consequences of their behaviour," according to this idea. (Sharma & Mishra, 2014) qualities have an impact on and support technology acceptance of the Model of PC usage.
[bookmark: _Toc99666797]2.6 Related works and gaps in the literature
This section's linked works that looked at electronic adoptions, implementations, and usage of ICT technology to access services through the Internet. 
Institutions vary in size and technology used, but all of these organizations employ electronic means to deliver their services. In the corporate sector, this is known as digitization, and in the public sector, it is known as e-government. Providing online services relies heavily on the adoption of these trends. 
"E-governance is meant to limit itself only to the delivery of public services," according to (Vaddiraju & Manasi, 2017), while digitalization affects the entire economy. There is indeed a distinction to be made between state-level service delivery via e-channels and full-scale digitisation. The private sector has long been a trend setter in terms of technological innovation, and it has continued to adopt cutting-edge electronic technologies.
[bookmark: _Toc99666798]2.7 A summary of the related works
The research demonstrated that as internet connectivity increases, so does the adoption and uptake of internet services in general as well as services through the e-government platform.
[bookmark: _pkwqa1]E-government services in Zambia are predominantly available along the line of rail, but fall behind in peri-urban and rural areas. As a result, the Zambian government has made it a priority to deliver connectivity to these rural areas by initially erecting towers around the country. Since then, ZICTA has had an ambitious target of erecting 1009 towers (National Coordinator, 2019) nationwide, connecting them to Zambia's main grid, touching even the most isolated places in the rural areas (Telecompaper, 2021). The total number of communication tower as of 2020 was 3,225 countrywide (ZICTA, 2020). According to Kemp (2020) and ZICTA annual report (2020) the number of devices that can connect to the internet has been increasing in Zambia, and broadband connectivity is no longer the exclusive domain of the affluent, elite, or those with sophisticated gadgets that access the internet. In the case of e-Government services, training and public awareness are also on the rise. Users in and around have expressed curiosity and excitement as a result of this.

[bookmark: _Toc90893772]Table 1: Literature Review and Gaps
	No.
	Author
	                    Topic
	    Research Findings
	           Research Gaps

	1
	Chipeta J. (2018).

	Understanding E-Government Opportunities and Challenges in Developing Countries. A Case of Zambia
	E-government promotes open government data. Government information was easily accessible for public consumption at 29% opportunities and 71% challenges to successfully implement and support e-services.

	E-governance services was skewed as the study considered implementations in more advanced countries outside Africa e.g., United Kingdom and USA had vast e-government experience. The study should have also included countries at the same level as Zambia.

	2
	Bwalya KJ & Healy (2010).

	Harnessing e-Government Adoption in the SADC Region: a Conceptual Underpinning
	A conceptual e-Government adoption model that extends Davis’ TAM to include other attributes and constructs were found to be relevant to the local context of SADC. Proposed model creates premise for future adoption of e-Government in the SADC region.

	The study was mostly based on literature, and no research engagements were conducted on the ground to ascertain any of the theories. As a limitation, the model had not been empirically tested or validated to confirm the anticipated benefit that it had to offer in its appropriateness to SADC.

	3
	Daka, G. C. & Phiri, J. (2019).

	Factors Driving the Adoption of E-banking Services Based on the UTAUT Model
	The UTAUT model was used. Only Social Influence (SI) was not significant to the user’s intention to adopt e-banking services.

	The demographical (Age, Gender, Experience and Voluntariness of use) aspect of the study were not considered.


	4
	Sikaonga, S. & Tembo S. (2020).

	E-Government Readiness in the Civil Service:                              A Case of Zambian Ministries
	Most civil servants were university graduates ready to embrace e-Governance but almost 50% of the sample believed Government didn’t do enough to sell the e-Gov agenda to the public.

	The study was restricted to the Ministry headquarters which generalized results. Need to expand the study to provinces and districts was vital. The study also generalized factors pertaining to policy and the will to implement systems needed to be examined. 

	5
	Nuwagaba, A. & Ngoma, B.
(2014)

	Analysis of E-Banking as a Tool to Improve Banking Services in Zambia.
	Value proposition of E-Banking was strong and would lead to greater positive change in Banking service delivery and customer satisfaction.
	Central bank as a source of information was generalized and not ideal to prove that E-Banking could be used as a tool to improve banking services to customers. Central bank had specific roles with limited clientele.

	6
	(Ahmad, 2014) 

	Unified Theory of Acceptance and Use of Technology (UTAUT) A Decade of Validation and Development.
	The findings showed that the UTAUT was found to be applicable to some extent in the educational setting, but needed a few modifications to fit the context.
	However, other moderators came in to play. Theory validation and adaptation is applied in different settings provided inconsistencies depending on circumstances of the environment of the sample.

	7
	Nkwe Nugi (2012)

	E-Government: Challenges and Opportunities in Botswana
	The findings and implications of this study revealed Botswana was still lagging behind in utilizing information and communication technologies for delivering government services online. 
	The research study was mostly literature related as opposed to practically engaging with respondents in Botswana. It mostly examination and analysed Botswana's published e-government vision and strategy as presented, together with a review of other relevant literature.

	8
	Lishomwa L. & Phiri J. (2020).

	Adoption of Internet Banking Services by Corporate Customers for Forex Transactions Based on the TRA Model
	A very strong relationship between internet banking and performance expectation, control factor and social influence was found to exist. This impacted adoption.
	Skewed study mostly focused on corporate customers who dealt in forex while Internet Banking Services cut across many other customers.

	9
	[bookmark: _Hlk98696291]Alaa-Aldin A. & Al Athmay (2015)
	[bookmark: _Hlk98696319]Demographic Factors as determinants of e-governance’ adoption:  a field study in the United Arab Emirates (UAE)
	[bookmark: _Hlk98696356]Indicate that, with the exception of nationality, all other demographic variables including gender, age, education, and type of employment clearly explain differences among the respondents to e-governance. The respondents perceived moderate satisfaction with one dimension, e-openness, but less satisfaction with the other dimension, e-participation, which impacted adoption. 
	[bookmark: _Hlk98696393]The questionnaire as an instrument of data collection was not free from subjectivity of respondents and was taken at one point in time. This left out changes with time hence the interpretation could be erroneous. Also In addition, the sample data might not be a good representation of the whole population because most of the respondents in this sample were educated and had experience in internet usage. Therefore, the results produced with inclination to education and experience leaves out other attributes from this study and can be deemed to be biased.

	10
	Vidhu Rajput (2017)
	E-Business and E-Governance: A case study of web portal Punarbhava and accessibility features
	Developing countries can become industrialized and modernized if they can extensively apply IT to enhance productivity and international competitiveness, develop e-commerce and e-governance applications. An information-based society or knowledge-based society is composed of IT products, IT applications in society and economy as a whole.
	The technological maturity was not the same across the sample area. It would be prudent to widen the catchment area for the study to reflect accurate results.

	11
	Shinu Vig
(2012)
	Ensuring Better Corporate Governance Through E-Governance
	E-governance is a critical component in fostering good governance practices, impact adoption levels and meet the financial and industry compliance standards. 
	Corporate governance mainly involves the establishment of structures and processes, with appropriate checks and balances, however the impact of culture needs to be looked at as was not the case in this study.

	12
	Lucienne Abrahams &
Lutske Newton-Reid (2008)
	e-Governance for Social and Local Economic Development: Gauteng City Region perspective
	Typically, no dedicated e-governance unit or division exists within municipalities and initiatives are driven by Chief Information Officers (CIOs) in the larger municipalities while the smaller municipalities mostly do not have CIOs. This means that the emphasis tends to be on technology solutions, rather than on strategic vision, responsiveness and adoption trends.
	The study was not extended to other cities for comparisons. The maturity levels being different from peri urban to rural municipalities as well as related perceptions of ICT being for affluent citizens was generalized. The research needs to be done in a wider and inclusive scope if it were to be accurate in representation. 

	13
	Upmith Singh, Kamlendra Rawat & Ashim Raj Singhla (2020).
	Dynamics of e-Governance in post COVID era: India
	Private value creation had influenced a positive impact on the overall adoption of e-Governance projects in India, especially in urban areas with a highly literate population. Furthermore, non-monetary incentives like updating participation in e-Governance projects on social media platforms, etc., played a pivotal role in the adoption of e-Government Systems, which is in line with citizens' being viewed as "customers".
	Noted was the profile of the participants that were skewed in nature. The study needed further exploration by including participants from other strata, especially rural areas limiting the generalization of results obtained. The scope of the work was also limited on account of the small sample size used in the study. It was also noted that the majority of the respondents were highly educated and resided in urban areas, and this de-franchised the population in semi-urban and rural areas in India.

	14
	Mohammad Abdallah Alryalat (2017)
	A Quantitative Assessment of Relationship between E-Government Services and E-Feedback Methodology
	The study generally concluded that, there was significant association between e-feedback responses from customers, other stakeholders on their effectiveness and e-government services and practices in United Arab Emirates.
	To provide credibility to the research study, a wider scope of the catchment would be required beyond just United Arab Emirates and not as generalized. Also take note that the study targeted all e-government services providers (officers) and e-government services users affected by e-government interactive service delivery. However, this should have included the majority of clients to get the correct perspective for E-feedback in the study.



	15
	Mustafa AFYONLUOĞLU & Murat K. GÜNGÖR (2014)
	An E-Government Project Management Approach With E-Transformation Perspective
	Findings suggested that the invisible part of the iceberg in an e-government project is composed of human resources management, business process re-engineering, and administrative and legislative needs. The success in implementation and adoption of e-government project requires well-defined project plan and technical specifications, and comes with adequate level of focus on non-technical aspects that are based on the gap analysis for transformational needs to enhance adoption.
	The research study should have included other countries in different regions to be an accurate perspective of e-Government projects implemented providing insight through experience from different angles apart from Turkey and generalizing OECD dimensions and expectations.

	16
	Sorin Burlacu
	E-government in the Era of Globalization and the Health Crisis caused by the Covid-19 Pandemic, between Standards and Innovation
	During the pandemic health crisis, noted is how further the limits of technology have been pushed. Globally, transformation of a true universal panacea for solving relatively vital economic activities for national economies at a global context has been seen. The findings were that the pandemic accelerated the need for digital governance. However, the modalities of adoption remained open.
	The research study was based on documentary review. Analysis of the data, the observation and analysis completed the documentary analysis which provided some conclusive results. The inclusive approach of engaging the populous would have provided a better perspective as it would be based on facts unlike theories and perceptions, negating any biasness. 



 
[bookmark: _Toc99666799]2.8 Personal critique of existing literature
This section seeks to dissect and analyse a few selected literatures that have been reviewed. The critique is purely based on personal opinion (quote).
The researcher reviewed the study conducted by Chipeta (2018) who analysed the understanding e-government opportunities and challenges in developing countries in Zambia. The findings were that, E-government promoted open government data and made government information easily accessible for public consumption at 29% opportunities and 71% challenges to successfully implement and support e-services. However, the provision of the provision of e-governance services comparison is skewed/biased as the study mostly considered implementations in more advanced countries outside Africa e.g., United Kingdom and USA that had vast experience. The study should have also included African countries narrowing down to Zambia or a similar country in the sub region that is at the same level. This does augment the research observation and its credibility in my opinion.
In another related literature review, Bwalya KJ & Healy (2010), did a study harnessing e-government adoption in the SADC Region. A conceptual e-Government adoption model that extends Davis’ TAM to include other attributes and constructs were found to be relevant to the local context of SADC including Zambia. The proposed model therefore created a premise for futuristic adoption models of e-Government in the SADC region including Zambia. 
The study was however, in my own view mostly based on literature and no empirical research engagements were conducted on the ground to ascertain any of the theories. TAM has been empirically tested in various parts of the world and has proven to be one of the most effective and simple-to-understand models. The model of an individual's intention to adopt a technology has also proven to be of high quality, particularly in terms of producing statistically reliable results (Moon & Kim, 2001). TAM has been used specifically to explain a user's initial intention to engage with and use a technology. However, there have been cases where it has been used to predict citizens' long-term intentions to use a technology under ideal parameters. This, in my view, is a glaring limitation in the study. For these reasons, the model’s credibility had not been comprehensibly and empirically tested or validated to confirm the anticipated benefits that it had to offer and its appropriateness to SADC and Zambia as a country. 
According to (Rajput, 2017), the study was looking at E-Business and E-Governance. It was discovered that developing countries could easily become industrialized and modernized if they could extensively apply ICT to enhance productivity and international competitiveness, develop e-commerce and e-governance applications. An information-based society or knowledge-based society is composed of IT products, IT applications in society and the economy as a whole. The technological maturity was not the same across the sample area. For this reason, it has been found that some scholars feel that developing nations in particular should implement the e-Government solutions like advanced countries did, but this has met other challenges like cultural issues, societal trends and habits, resource capacity and indeed organizational change resistance. The researcher finds these variations because of societal differences and personal attributes in various organizations and societies. It is therefore prudent for governments to adapt solutions that may be environmentally and socially acceptable for the populous to go with. Other solutions might have required standardized devices to access services and this might not be feasible for other countries that might not have similar devices. In this review, I found it prudent to widen the catchment area for the study to reflect practical and accurate results.
Alaa-Aldin A. & Al Athmay (2015) Did a study on the demographic factors as determinants of e-governance’ adoption: a field study in the United Arab Emirates (UAE), showed that, with the exception of nationality, all other demographic variables including gender, age, education, and type of employment clearly explain differences among the respondents of e-governance.  The research findings suggested that respondents perceived moderate satisfaction in one measure, namely, e-openness, but less satisfaction with the other measure, namely: e-participation.
However, the questionnaire as an instrument of data collection was not free from subjectivity of respondents and was taken at one point in time. This left out changes with time and gender hence the interpretation could be erroneous. Also in addition, the sample data couldn’t be a good representation of the whole population because most of the respondents in this sample were educated and had experience in internet use. The UAE was also perceived to have marginalized females so the scope was not fully representative in nature. Therefore, in my own opinion, the results generated from this study might be biased.
[bookmark: _Toc99666800]2.9 Lessons learnt
As a researcher, I discovered that e-government had similar goals of providing customers with efficient, quality online services, despite implementing governments having different approaches to delivering ICT solutions. This was largely due to a variety of factors, including the socioeconomic status and values of a specific country, and the political will of various regimes in power to embrace technological advancements. Work culture and behavioural change in the civil service, literacy levels, and technology-agnostic behaviour of societies, businesses, and governments are needed to reduce operational costs, improve service delivery, and also increase compliance levels. However, the Zambian Government despite being part of the Smart Africa initiative, has had its own unique share of teething problems in this regard. The challenges were exacerbated by legacy systems and a lack of modern infrastructure to support the implementation of e-government programs nationwide. A phased approach has therefore been the hallmark of Smart Zambia that has rolled out the e-government services in a number of key ministries and quasi-government agencies up to provincial level. The next stage is to provide capacity to districts which will allow the general public access services at that level without coming to Lusaka and or sometimes to provincial headquarters. The spread in infrastructure has mainly been hampered mostly due to financial constraints and human capacity which Smart Zambia has been developing and redeploying over the past 7 years. The public acceptance levels have been growing despite the systems being slow and sometimes completely offline due to technical challenges has led to a lot of frustrations by customers calling for old traditional systems that proved reliable. 
The general lessons learnt during this research study is that Zambians are indeed keen and willing to adopt and use e-PACRA services but the eminent challenges with the platform have been discouraging and deters would be users from adopting to use the e-PACRA services on the Government Service Bus. Zambians show propensity to adopt technological advancement but are hindered by access, functionality and easy use, reliability of the systems and know how. Smart devices are gradually becoming prevalent among the general populous and seamless connectivity through them is encouraging.   
[bookmark: _Toc99666801]2.10 Conceptual Framework
[image: ]
[bookmark: _Toc90879212][bookmark: _319y80a]Figure 4: Conceptual Framework
According to the conceptual framework above, the five main predictors that influence the adoption and actual use of e-PACRA services through the Government Service Bus are performance Expectancy (PE), Effort Expectancy (EE), Social Influence (SI), Facilitating Conditions (FC) and Behavioural Intentions (BI).  Age, Gender, Experience and Voluntariness of use in this study are considered constants. However, it is worth noting that Facilitating Conditions and Behavioural Intentions directly impacts actual use while PE, EE and SI need to be adopted into Behaviour Intentions before actual usage of e-PACRA services.  It is therefore the reason why PE, EE and SI are depicted as direct independent variables. The indirect independent variables in other circumstances can influence other moderators unlike in our study. 
According to the conceptual framework above, the adoption and use of the e-PACRA services through the GSB is based on choice behaviour premised on the five predictors, performance expectancy (PE), effort expectancy (EE), social Influence (SI), facilitating conditions (FC) and behavioural intentions (BI). The first three independent variables directly adopted into BI to determine whether a client will use or not use the e-PACRA services provided. It is therefore prudent to acknowledge that the three variables are initially adopted for a user at BI to decide to use the service. It therefore means PE, EE and SI could be considered indirect independent variables to actual use, whereas FC and BI are direct independent variables to actual use of the e-PACRA services. The depiction of FC and BI feeding into the dependent variable of actual usage is direct. BI is predetermined by the independent variables PE, EE, and SI, while FC is predetermined by itself. It is worth noting that in this research, age, gender, experience, and voluntariness of use were definitive in nature, and based on that, they were not considered to determine the adoption and use of e-PACRA services by clients. This therefore rendered the indirect independent variables constants and didn’t influence the dependent variable’s actual use in this research study.
The GSB’s aggregation of these e-PACRA services is accessed and delivered according to the strategic rollout plans of the current system adoption as outlined in the PACRA memo at the head office. This showed that e-PACRA services are continually growing and improvements are ongoing.
[bookmark: _Toc99666802]2.11 Definition of UTAUT Model Predicators/Moderators
[bookmark: _Toc99666803]2.11.0 Performance Expectancy 
Performance expectancy (PE) is defined as "the degree to which the user expects that using the system will help him or her to attain gains in job performance" (Venkatesh, et al., 2003). Performance expectancy is one of the most reliable predictors of behavioural intention in the context of technology adoption and usage (Lee & Shin, 2019). PE is comparable to TAM's perceived utility and IDT's relative advantage (Martins, et al., 2014). "Performance expectancy," according to (Lee & Shin, 2019), is the degree of user expectation that adopting a technology will result in advantages. "Performance expectancy" in the context of e-PACRA services refers to the degree to which PACRA clients believe that adopting and using e-PACRA services via GSB technology will increase their productivity and performance. In other words, customers will adopt technology when they believe it will make their duties easier to complete and will increase their performance. 
[bookmark: _Toc99666804]2.11.1 Effort Expectancy 
Effort expectancy (EE) is defined as “the degree of ease associated with the use of the system” (Venkatesh, et al., 2003). Effort expectancy (EE) is a strong predictor of the intention to utilize technology, according to previous studies (Chao, 2019). Clients or Users are more likely to adopt technologies that are easy to understand and straightforward to grasp and use, according to (Marr & Prendergast, 1991). In her research in Bulgaria and Portugal, (Chipeva, et al., 2018) backed up this claim.
[bookmark: _Hlk89208260]As a result, PACRA clients will be able to record and adopt bigger quantities of GSB technology adoption and usage in the context of e-PACRA Services if they believe they will invest less work and grasp the system. The more effort customers put into using e-PACRA Services on the GSB platform, the less likely they are to utilize and accept the technology, according to (Lee & Shin, 2019).
[bookmark: _Toc99666805]2.11.2 Social Influence 
Social influence (SI) is defined as “the degree to which an individual perceives that other important people believe he or she should use the new system” and also (Venkatesh, et al., 2003) defines Social Influence as “the degree of importance being recognized by others to use a novel technology.” The extent to which a person believes that other influential individuals think he or she should use the new system (Venkatesh, et al., 2003). SI refers to the PACRA client's perception that important individuals believe he or she should utilize the new technology for the purposes of this study. According to Venkatesh & Brown (2001), clients' friends and family members can affect whether or not they use and accept new technologies on the GSB. Social influence plays a crucial and necessary part in the adoption of Internet-based banking (Rahi & Ghani, 2018).
[bookmark: _Toc99666806]2.11.3 Facilitating Conditions
Facilitating conditions (FC) is defined as “the degree to which an individual perceives that organizational and technical infrastructure exist to support use of the system” (Venkatesh, et al., 2003). The degree to which an individual believes that an organizational and technical infrastructure exists to facilitate use of the system is characterized as enabling conditions by Venkatesh (2003). Handayani & Sudiana (2017), found that, facilitating conditions had a substantial impact in the context of technology adoption and usage behaviour. Some technological aid, such as computers, internet speed, and integration with other systems, plays a vital influence in the acceptance and usage of technology, according to (Rahi & Ghani, 2018).
In the context of internet banking, Lee (2009), backed the same thesis, stating that the user's knowledge, competence, and resources have an impact on the use of technology. Technology acceptability is linked to having digital abilities, and if these skills are lacking, PACRA clients will have difficulty accessing e-PACRA services (Rojas, et al., 2018). Other research, on the other hand, claim that enabling environments have little impact on consumer behaviour.
[bookmark: _Toc99666807]2.11.4 Behavioural Intention 
Behaviour Intention (Bl) refers to the degree to which a person has made up a conscious
decision to use of not to use Internet Banking (Huang & Kao, 2015). Many prior 
researchers have discovered that behavioural intention is substantial in the actual usage
behaviour (Daka. & Phiri., 2019). The researcher here in Zambia therefore reviews 
respondents plan to use the e-PACRA services on the e-government platform called the GSB. 
"Behaviour intention," according to Hoque & Sorwar (2017), alluded to a person's 
willingness to do or undertake a given behaviour or action. To put it another way, behaviour 
intention occurs before usage behaviour and decides whether or not the e-PACRA service 
will be used. Previous technology acceptance studies have discussed the favourable 
association between business intelligence and technology acceptance. In this study, 
behavioural intention acts as a mediator between actual e-PACRA Service use and the 
independent variables of performance expectancy, effort expectancy, social influence, and 
enabling factors.
[bookmark: _Toc99666808]2.12 Theoretical direction of the study
In conclusion of this section, the researcher was able to develop a framework model using UTAUT to increase e-PACRA service acceptance through the GSB in Zambia based on a systematic literature review, hypothesis generation, and data analysis using Pearson’s correlation as well as Hierarchical Regression under the ANOVA to close and identify theoretical and practical gaps that could be enhanced and influenced by the developed building model to help increase e-PACRA service acceptance through the GSB. Since this paper is an academic conceptual paper, it provides a broad overview of the influencing elements and their links to the adoption and use of e-PACRA services in the e-Government area via the GSB technological platform. E-PACRA on the e-Government platform under the Smart Zambia Institute is just one of many solutions available.
[bookmark: _Toc99666809]2.13 Research Hypotheses
The UTAUT Model was therefore adapted for generating hypotheses used in this study. The main moderators or predictors were PE, EE, SI, FC and BI. Below were the hypotheses used.
Source: Ajzen (1991).  
[bookmark: _Toc90810969][bookmark: _Toc99666810]2.13.0 Hypothesis statements
[bookmark: _Hlk83932245]H1 There is a positive relationship between performance expectancy adoption and the use of e-PACRA services through the government services bus (GSB) by users.
H2 There is a positive relationship between effort expectancy adoption and the use of e-PACRA services through the Government Service Bus (GSB) by users.
H3 There is a positive relationship between social influence adoption and the use of e-PACRA services through the Government Service Bus (GSB) by users.
H4 There is a positive relationship between facilitating conditions and the use of e-PACRA services through the Government Service Bus (GSB) by users.
H5 There is a positive relationship between behavioural intention and the use of e-PACRA services through the Government Service Bus (GSB) by users.
The hypotheses above were generated based on the UTAUT Model (Venkatesh et al. 2003), taking the PE, EE, SI, FC, and BI as independent variables and the adoption and actual use of e-PACRA services as the dependent variable.
[bookmark: _2hio093]The five above hypotheses outlined were generated based on the UTAUT model and used in the study going forward.
[bookmark: _Toc99666811]2.14 Chapter Summary
This chapter reviewed the literature on the subject of e-government implementation, adoption, perception, feedback and other related online service platforms, all written by different scholars and researchers. Most studies have focused on the relevance of access to online services, internet penetration, and e-government service delivery and its barriers, based on a wide range of literature reviews. Most academicians, particularly on PACRA, have not recommended a framework for enhancing the adoption and use of e-PACRA services through the Government Service Bus (GSB) platform in Zambia. As a result, this study aims to address a research gap and contribute to the development of a building model to improve access, efficiency, productivity, and acceptance of e-PACRA services.
The brief overview of PACRA, its challenges and benefits associated with the adoption and use of e-PACRA services through the government service bus, and the general status of e-government in Zambia, has given insight from the literature comparative assessment of similar services on e-government platforms globally.
Understanding the factors affecting the adoption and use of e-PACRA services through the e-Government platform, the GSB using system or technology adoption theory is the major focus of this study, and so this chapter explores the literature that has significance to the objectives and further generates relevant research questions as outlined in Chapter One. In this chapter, it brings to light the need to onboard more e-PACRA services to be adopted for customers to use and access efficient and quality services provided through the e-government platform.




















[bookmark: _3oy7u29][bookmark: _Toc99666812]CHAPTER THREE
RESEARCH METHODOLOGY
[bookmark: _Toc99666813]3.0 Introduction
This section presented the research methods such as the research design, sources of data, sample size, sampling methods, as well as methods of data collection, reliability of data, validity of data, and ethics that would be used in this study.
[bookmark: _243i4a2][bookmark: _Toc99666814]3.1 Research design 
The mixed method approach was used where both qualitative and quantitative data were obtained. The qualitative method helped to obtain in-depth information, while the quantitative method helped generalize the results. The use of both qualitative and quantitative methods complemented each other in order to validate the methods that were used to realize the objectives of the research study.
[bookmark: _j8sehv][bookmark: _Toc99666815]3.2 Population of the study 
The study of the population has been defined in so many ways by academicians in the field of research. There are those scholars that look at it from narrow angles, while others look at it from a broader perspective. According to Joseph & Eleojo (2019), the referent Avwokeni, who defined the population of a study as the "set of all participants that qualify for a study". This means that "population" refers only to the target group to be studied. Garg (2016), defines the population of the study as an aggregate of individuals, things, cases, etc., i.e., observation units that are of interest and remain the focus of investigation. This reference population, or target population, is the group from which the study outcome would be extrapolated. Also, Bryman & Bell (2011), referred to a population as a comprehensive set of elements that hold some common characteristics defined by the sampling criteria which is established by the researcher. The population in this study therefore consisted all PACRA prospective clients with particular emphasis on factors affecting the adoption and use of e-PACRA services through the GSB at the One Stop Shop in Lusaka Zambia. According to Bryman & Bell (2011), time constraints and high costs were major reasons why the entire population is not used in the collection of data as it would provide too much data to analyse.
[bookmark: _338fx5o][bookmark: _Toc99666816]3.3 Sample size and Sampling technique 
[bookmark: _1idq7dh]The Simple Random sampling technique was considered more representative of the total population as opposed to other sampling techniques because it wasn’t focused on inviting participants based on their position level in the organization. It was focused on maximizing the number of eligible respondents. It was broadly based, with an emphasis on PACRA clientele registering businesses as a core function of the institution (PACRA) and accessing other related services. The main site and location for the study was the One Stop Shop in Lusaka’s CBD, where questionnaires were distributed and collected.
The study adopted the Cochran’s sample formula to estimate the sample of e-PACRA respondents that were subjected to survey questionnaires.
According to Cochran (1977), and Sarmah, et al (2013), the aim of the calculation was to determine an adequate sample size which could estimate results for the whole population with good precision. In other words, one had to draw inferences or generalize about the population from the sample data. The inference to be drawn was related to some parameters of the population, such as the mean, standard deviation, or some other features like the proportion of an attribute occurring in the population. It was noted that a parameter was a descriptive measure of some characteristics of the population, whereas if the descriptive measure were computed from the observations in the sample, it would be called a statistic and a constant for a population. However, the corresponding statistic would vary from sample to sample. Statistical inference generally adopts one of two techniques, namely, the estimation of population parameters or the testing of a hypothesis.
Initial Cochran’s formula: 

Z = 1.96 at 95% confidence level and 5% Margin of error or Significance error (e) = 0.05, 
Probability of e-PACRA adoption & use assumed 50% which is 0.5

=Initial Sample Size
The Cochrane’s initial formula:
Initial sample size =384.
According to PACRA, only 10,321 customers successfully registered businesses country wide in the year 2020. Zambia has 10 provinces and at 20% as online PACRA users, each province was therefore estimated to have N = 10,321/10 = 1,032.1, being customer’s registered businesses. The target population represented by letter N was captured from the registered businesses divided by the 10 provinces, which roughly worked out to 1,032.1 per province. At 20% as online PACRA customers, the target population N works out to approximately 206. By using the modified Cochran’s formula below:
Where N = Target Population, with N=206, Taking Z=Confidence level of 95% (1.96) 
e =Significance error or Margin of error at 0.05, n = sample size, p = probability of e-PACRA adoption & use (0.5) & q=0.5
The modified Cochran’s formula for obtaining sample size is shown and calculated as below:
 =  = 131.7
 which represent Sample Size is rounded off to 132. 
 = 132
Therefore, a sample of 132 respondents was deemed ideal for this research study.
[bookmark: _Toc99666817]3.4 Data collection methods
This study made use of data obtained from both primary and secondary sources. The primary sources of data were the responses collected through the survey questionnaires. Secondary data in this regard was just for consolidation in verifying administrative aspects and theories around e-PACRA services. These were inherently on a knowledge basis and were excluded from the actual research as they didn’t empirically add the degree of accuracy and reliability to the research study. 
The interview guide had both structured and semi-structured interviews because it would help keep the focus as the interviewer was the one that had control and needed to be completed. Preliminary interviews also provided accurate screening as the individual respondents being interviewed were unable to provide false information during the screening questions such as gender, age, race, etc. Therefore, interviews were used to collect data from the key respondents from the One Stop Shop site and the PACRA main office as complementary information in Lusaka, capturing a wide array of respondents without bias in the market. The survey questionnaire had a mixture of open-ended, semi-closed and closed-ended questions. Survey questionnaires were also targeted at groups of anyone’s choosing and managed in various ways, i.e., research assistants could pick on anyone provided they met the criteria as a respondent to fill in the hard copy survey questionnaire. Some general information was obtained from the Smart Zambia Institute, PACRA Head offices, the general public, and PACRA agents on the subject. The general information and assertions, however, were not inherently used in the research study as analysis and findings relied heavily on the survey questionnaire as a guide.
[bookmark: _42ddq1a][bookmark: _Toc99666818]3.5 Instruments for data collection
The data collection tool used in this study as a basis for collecting, recording, and measuring data which was required to provide answers to our research questions was a survey questionnaire. The survey questionnaire was crafted based on the UTAUT framework, taking into consideration that data needed to be stored, imputed, manipulated and further analysed using tools like SPSS and Excel.
[bookmark: _Toc99666819]3.6 Questionnaire
A questionnaire is one of the mostly used and useful tools for gathering survey data, as it provides structured, often numerical data, that is able to be administered without the presence of the researcher, and is often comparatively simple to analyse (Cohen, et al., 2007).
A questionnaire, therefore, is basically the heart of a survey (Marsden & Wright, 2010). Surveys are a traditional way of conducting academic and professional research. They are particularly useful for non-experimental descriptive designs that seek to describe reality. So, for instance, a survey approach may be used to establish the prevalence or incidence of a particular condition. Likewise, the survey approach is frequently used to collect information on attitudes and behaviour (Mathers, et al., 2009). 
Interviews or questionnaires are basically two of the many available methods for collecting data covering human participants in research studies. The survey is a flexible research approach used to investigate a wide range of topics.  Surveys often employ the questionnaire as a tool for data collection.   
Surveys, can take many forms as a type of research design. A survey of the entire population is known as a census. However, surveys are restricted to a representative sample of the potential group that the researcher is interested in, for reasons of practicality and cost-effectiveness (Mathers, et al., 2009). There may be good reasons, either ethical or practical, why participants or respondents are assigned to a particular intervention of the research study. 
The survey results, therefore depend crucially on the questionnaire that scripts the conversation irrespective of how its mediated. However, it is vital to minimize response errors by crafting questionnaires in accordance with the best practice.  
In most publications, we ﬁnd a tendency to focus on question wording and format or on the construction of scales (Block, 1998), and in general, the authors limit themselves to lists of dos and don’ts, avoiding the trickier issue of how individuals interact with questionnaires when the time comes to complete them.
As Low (1996), puts it, what questionnaire designers need to know is how respondents react to the words that they (the designers) use in attempting to constrain the ﬂow of information in an item and to create a whole range of rhetorical effects.
The effect at this stage identifies and resonates with the aim of the study to provide results to be as accurate and reliable as possibly can in the academic and professional world. 
The questionnaire comprised 25 items adapted from prior similar studies on both the dependent and independent variables. The questionnaire comprised the 2 items on the adoption and use of e-PACRA services through the Government Service Bus (GSB).  The dependent variable being the actual usage of the e-PACRA services and the independent variables were;
i. Performance Expectancy which had 4 items 
ii. Effort Expectancy which had 4 items, 
iii. Social Influence which had 5 times,
iv. Facilitating Conditions which had 5 items, 
v. Behavioural Intention which had 5 items,
Items of the independent variables that required the respondents to rate were on a five-point Likert scale ranging from 1 = “strongly disagree” to 5 = “strongly Agree”. The questionnaire was pilot tested before final distribution to ensure that the questions were concise and where necessary, correctly rephrased.
[bookmark: _wnyagw][bookmark: _Toc99666820]3.7 Data Analysis 
Primary data was processed and analysed using the Statistical Package for Social Scientists (SPSS Ver. 23). This package was used due to its impeccable propensity to quickly analyse large volumes of data gathered through various methods of research. Its ability to make difficult analytical tasks easier and to keep one from making mistakes or forgetting important details or items is priceless. A category is a set of criteria that are integrated around a theme (Creswell, 2012). The first step in content analysis would entail the construction of categories. Thus, after identifying the categories, the data was coded. The coded data would offer some evidence about the dominant categories, attributes, and trends. Some of the data was presented in narrative form. The results were analysed using Pearson’s Correlation to determine the relationship between the predictors/moderators and the adoption and use of the e-PACRA services through the Government Service Bus (GSB).
[bookmark: _Toc99666821]3.7.0 Reliability of data 
The reliability of the data was achieved through two methods, such as the use of the inter-rater method, whereby the results of the researcher were compared with the results of the research assistant that was employed. The other method was the use of the internal consistency method where the questions and the responses were logically related and tallied. 
[bookmark: _Toc99666822]3.7.1 Validity of data 
Content validity was used to determine the validity of data that was applied to the research instrument. The content validity therefore ensured that the research instrument was representative of the full content of the phenomenon under investigation and three experts reviewed the research instrument (survey questionnaire) to ensure that the questions were accurate and relevant to the research study. In addition, the content validity ensured that all the aspects of the subjects under investigation were covered. 
[bookmark: _Toc99666823]3.8 Ethical Considerations 
The research study was purely and exclusively academic and any consequential outcome would be treated as such. Therefore, the contents and findings were not to be used in any way for any other purposes other than academics. Further, the maximum code of ethics was followed by getting consent from all the respondents. There was no coercion or influence to participate in the research study.
All rights and confidentiality of all participants were strictly observed by ensuring anonymity in the interviews and only codes for the analysis of all information were used; no information could be traced back to any individual respondent.
[bookmark: _3gnlt4p][bookmark: _Toc99666824]3.9 Limitations 
[bookmark: _1vsw3ci]The study was limited to the capital city of Zambia, Lusaka. As for academic research, restrictions due to resources and sites were a limitation. Zambia currently has 10 provinces, but only a section of Lusaka was considered in this study.
With the UTAUT having PE, SI, EE, FC, and BI as independent variables, potential determinants, namely, age, gender, experience, and voluntariness of use, could have a bearing on strengthening the prediction of PACRA customers’ behaviour but were not taken into consideration. This effectively narrowed the scope of the study and is a limitation in and of itself.
The biggest limitation of the study was that the study predominantly used quantitative methods in collecting data. Therefore, the researcher could not ask in-depth questions in a qualitative manner to capture attitudes and behavioural intentions of PACRA clients regarding the adoption of e-PACRA services to provide further insight on the study. It is therefore a foregone conclusion that the research based all its findings on the feedback of respondents from the survey questionnaires.  
[bookmark: _Toc99666825]3.10 Chapter Summary
The chapter summarizes all the work done starting from the conceptual model’s adoption to help generate the five hypotheses which relate to the PE, EE, SI, FC, and BI as independent variables to either impact or not impact the adoption and use of e-PACRA services through the GSB. The chapter therefore uses these five hypotheses to show the relationship with the logical structuring of a survey questionnaire which was circulated among the 132 targeted respondents. The questionnaire was thereafter analysed using SPSS and Pearson’s Correlation was used to test the relationships of the predictors from the UTUAT model. The test also showed how significantly vital the moderators were with regard to the adoption and use of e-PACRA services. This was the basis of the knowledge we received to understand the impact of the moderators and how they could be used to build a model as required in our second objective. The above chapters also looked at the limitations of the scope, the attributes of the model, and the data collection method used.










[bookmark: _Toc99666826]CHAPTER FOUR
 RESULTS
[bookmark: _4fsjm0b][bookmark: _Toc99666827]4.0 Introduction
[bookmark: _2uxtw84]This chapter describes and analyses the information generated from the data that was obtained from the administration of the questionnaires. The results will be presented using determined and suitable data analysis instruments and in this regard the study has made use of descriptive statistics which is presented in frequency distribution tables and pie charts showing absolute and relative values. Following the 132 survey questionnaires administered to participants, 132 were returned to the researcher. This resulted in a total response percentage of 100 percent. Tables, charts, and graphs were used to present the results.
[bookmark: _Toc99666828]4.1 Descriptive statistics
The main objective of our analysis is to provide or find out answers to the research questions as to whether there exists a significant link or relationship between the UTAUT  moderators (PE, EE, SI, FC, BI) and the adoption and use of e-PACRA services through the Government Service Bus; if the predictor independent variables have a positive impact on the adoption and actual usage of e-PACRA services; what moderator difficulties are faced by PACRA clients and how PACRA and SZI can improve service delivery in order to increase uptake and efficiency on the GSB platform.
[bookmark: _Toc99666829]4.2 Demographic data
The demographic information includes the following characteristics of participants: gender, marital status, age group, highest level of education, and type of employment. The demographics information is represented in Table 2 below based on frequency distributions and percentages. From the 132 respondents in this study, 85 (64.4%) are male and 47 (35.6%) are females.  The calculated mean age of the respondents was 22.59 years old, with the majority of the students being in the age group 31-40 years old (67.3%). In terms of the marital status, 76 (57.6%) were married while 39 (29.5%) were single. Most of the respondents were in the age category 41-50 years (35.6%), followed by the age group 31-40 years (34.1%), 21-30 years (18.9%), 51-60 years (7.6%), less 21 years (2.3%) and above 60 years (1.5%). Concerning the highest education attained, 58 (43.9%) reported having a first degree while 38 (28.0%) reported having a diploma. Of the 132, a total of 67 (50.8%) were salaried employees, 56 (42.4%) were self-employed, 8 (6.1%) were not working, while 1 (0.8%) was a pensioner.

[bookmark: _Toc90893773]Table 2: Demographic Profile of respondents
	

	Variable
	Frequency
	Percentage

	Gender:
	
	

	Male 
	85
	64.4

	Female
	47
	35.6

	Total
	132
	100.0

	Marital status
	
	

	Divorced
	9
	6.8

	Married
	76
	57.6

	Single
	39
	29.5

	Other
	8
	6.1

	Total
	132
	100.0

	Age group
	
	

	Less 21 years
	3
	2.3

	21-30 years
	25
	18.9

	31-40 years
	45
	34.1

	41-50 years
	47
	35.6

	51-60 years
	10
	7.6

	Above 60 years
	2
	1.5

	Total
	132
	100.0

	Highest level of education
	
	

	SHS and below
	12
	9.1

	Diploma
	37
	28.0

	First degree
	58
	43.9

	Masters
	23
	17.4

	 Ph.D.
	2
	1.5

	Total
	132
	100.0

	Type of employment
	
	

	Not working
	8
	6.1

	Pensioner
	1
	0.8

	Salaried worker
	67
	50.8

	Self-employed
	56
	42.4

	Total
	132
	100.0





The presentation of the data from the questionnaire administered to respondents began with
the identification of the respondents in terms of their gender, marital status, age group, highest level of educational background and type of employment by stating their job as a general requirement. 
[bookmark: _Toc99666830]4.2.0 Gender
Female population was made up of 36% of the total population. This indicates that the overall field is male dominated at 64% of the total population. 
	[bookmark: _Toc90893774]Table 3: Gender

	
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Male
	85
	64.4
	64.4
	64.4

	
	Female
	47
	35.6
	35.6
	100.0

	
	Total
	132
	100.0
	100.0
	




[bookmark: _Toc90879213]Figure 5: Respondents by Gender

[bookmark: _Toc99666831]4.2.1 Marital Status
	[bookmark: _Toc90893775]Table 4:Marital Status

	
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Divorced
	9
	6.8
	6.8
	6.8

	
	Married
	76
	57.6
	57.6
	64.4

	
	Single
	39
	29.5
	29.5
	93.9

	
	Other
	8
	6.1
	6.1
	100.0

	
	Total
	132
	100.0
	100.0
	



[bookmark: _Toc90879214]Figure 6: Respondents by Marital Status
[bookmark: _1gf8i83][bookmark: _Toc99666832]4.2.2 Age
	[bookmark: _Toc90893776]Table 5: Age

	
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	20 or under
	3
	2.3
	2.3
	2.3

	
	21 to 30
	25
	18.9
	18.9
	21.2

	
	31 to 40
	45
	34.1
	34.1
	55.3

	
	41 to 50
	47
	35.6
	35.6
	90.9

	
	51 to 60
	10
	7.6
	7.6
	98.5

	
	61+
	2
	1.5
	1.5
	100.0

	
	Total
	132
	100.0
	100.0
	




[bookmark: _Toc90879215]Figure 7: Respondents by Age







[bookmark: _Toc99666833][bookmark: _Hlk90893764]4.2.3 Age by Gender
[bookmark: _Toc90893777]Table 6: Age by Gender
	Age * Gender Crosstabulation

	
	Gender
	Total

	Age
	Male
	Female
	

	20 or under
	0
	3
	3

	21 to 30
	14
	11
	25

	31 to 40
	23
	22
	45

	41 to 50
	37
	10
	47

	51 to 60
	9
	1
	10

	61+
	2
	0
	2

	Total
	85
	47
	132


Age:
From figure 7 above, the age distribution shows that the respondents (PACRA clients) are made up of the majority between the ages of 41 and 50 while the least respondents (PACRA clients) were from the range of 61 plus. The middle range of respondents (PACRA clients) ranges from 31- 40. From the age groups it can be noted that, respondents ranged from 18years as a prerequisite on the lower and 61 plus on the higher side. 


[bookmark: _Toc90879216]Figure 8: Respondents of Age by Gender
[bookmark: _Toc99666834]4.2.4 Highest Level of Education
	[bookmark: _Toc90893778]Table 7:Level of Education

	
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	SHS and below
	12
	9.1
	9.1
	9.1

	
	Diploma
	37
	28.0
	28.0
	37.1

	
	First Degree
	58
	43.9
	43.9
	81.1

	
	Masters
	23
	17.4
	17.4
	98.5

	
	PHD
	2
	1.5
	1.5
	100.0

	
	Total
	132
	100.0
	100.0
	




[bookmark: _Toc90879217]Figure 9: Respondents by Level of Educational

[bookmark: _Toc99666835]4.2.5 Type of Employment
	[bookmark: _Toc90893779]Table 8: Type of Employment 

	
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Not working
	8
	6.1
	6.1
	6.1

	
	Pensioner
	1
	.8
	.8
	6.8

	
	Salaried Worker
	67
	50.8
	50.8
	57.6

	
	Self-Employed
	56
	42.4
	42.4
	100.0

	
	Total
	132
	100.0
	100.0
	





[bookmark: _Toc90879218]Figure 10: Respondents by Type of Employment 
	[bookmark: _Toc90893780][bookmark: _Hlk90860884]Table 9: Occupation Profile


	
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Businessman
	30
	22.7
	22.7
	22.7

	
	Accountant
	6
	4.5
	4.5
	27.3

	
	Agent
	4
	3.0
	3.0
	30.3

	
	Agricultural consultation
	1
	.8
	.8
	31.1

	
	Agricultural Officer
	1
	.8
	.8
	31.8

	
	Author
	1
	.8
	.8
	32.6

	
	Barber man
	1
	.8
	.8
	33.3

	
	Business Development Consultant
	3
	2.3
	2.3
	35.6

	
	Business Development Manager
	1
	.8
	.8
	36.4

	
	Chief Accountant
	1
	.8
	.8
	37.1

	
	Church Minister
	1
	.8
	.8
	37.9

	
	Clinical Officer
	1
	.8
	.8
	38.6

	
	Compliance Officer at ZRA
	1
	.8
	.8
	39.4

	
	Craftsman at Katmac Designers Enterprises
	1
	.8
	.8
	40.2

	
	Customer Relations Officer
	1
	.8
	.8
	40.9

	
	Debt Collection Officer
	1
	.8
	.8
	41.7

	
	Dental Assistant
	1
	.8
	.8
	42.4

	
	Dentist
	1
	.8
	.8
	43.2

	
	Director
	1
	.8
	.8
	43.9

	
	District Administration Officer
	1
	.8
	.8
	44.7

	
	Driver at Ministry of Communication
	1
	.8
	.8
	45.5

	
	DSTV Installer
	1
	.8
	.8
	46.2

	
	Electrical Engineer
	2
	1.5
	1.5
	47.7

	
	Farmer
	1
	.8
	.8
	48.5

	
	Finance Manager
	1
	.8
	.8
	49.2

	
	Financial Auditor
	1
	.8
	.8
	50.0

	
	Foreman
	1
	.8
	.8
	50.8

	
	Government Worker
	3
	2.3
	2.3
	53.0

	
	Graphic Designer
	1
	.8
	.8
	53.8

	
	Head Teacher
	1
	.8
	.8
	54.5

	
	HR in Government
	1
	.8
	.8
	55.3

	
	HR Professional
	1
	.8
	.8
	56.1

	
	ICT Consultant
	5
	3.8
	3.8
	59.8

	
	Insurance Agent
	1
	.8
	.8
	60.6

	
	Internet Café Attendant
	1
	.8
	.8
	61.4

	
	Journalist
	1
	.8
	.8
	62.1

	
	Last mile Installer
	1
	.8
	.8
	62.9

	
	Lawyer at Legal Aid Board
	1
	.8
	.8
	63.6

	
	Leadership Coach
	1
	.8
	.8
	64.4

	
	Liaison officer
	1
	.8
	.8
	65.2

	
	Mechanic
	1
	.8
	.8
	65.9

	
	Medical Assistant
	1
	.8
	.8
	66.7

	
	Medical Doctor
	1
	.8
	.8
	67.4

	
	Metal Fabricator
	1
	.8
	.8
	68.2

	
	Military Leader
	1
	.8
	.8
	68.9

	
	Network Engineer
	1
	.8
	.8
	69.7

	
	None
	1
	.8
	.8
	70.5

	
	Nurse
	1
	.8
	.8
	71.2

	
	Office Assistant
	1
	.8
	.8
	72.0

	
	PACRA Agent
	1
	.8
	.8
	72.7

	
	Paralegal
	1
	.8
	.8
	73.5

	
	Principal Analyst
	1
	.8
	.8
	74.2

	
	Print and Media Manager
	1
	.8
	.8
	75.0

	
	Production Accountant
	1
	.8
	.8
	75.8

	
	Project Manager
	1
	.8
	.8
	76.5

	
	Property manager
	1
	.8
	.8
	77.3

	
	Public Servant-Government
	1
	.8
	.8
	78.0

	
	Purchasing Manage
	1
	.8
	.8
	78.8

	
	Purchasing Officer
	1
	.8
	.8
	79.5

	
	Real Estate Agent
	1
	.8
	.8
	80.3

	
	Revenue Collector at Zambia Revenue Authority
	1
	.8
	.8
	81.1

	
	Secretary
	1
	.8
	.8
	81.8

	
	Social Welfare
	1
	.8
	.8
	82.6

	
	Social Welfare Officer
	2
	1.5
	1.5
	84.1

	
	Stage Artist
	1
	.8
	.8
	84.8

	
	Systems Analyst in Government
	1
	.8
	.8
	85.6

	
	Tax Consultant at ZRA
	12
	9.1
	9.1
	94.7

	
	Tax Inspector
	1
	.8
	.8
	95.5

	
	Teacher
	3
	2.3
	2.3
	97.7

	
	Technician
	1
	.8
	.8
	98.5

	
	Town Planner
	1
	.8
	.8
	99.2

	
	University Administrator
	1
	.8
	.8
	100.0

	
	Total
	132
	100.0
	100.0
	


The table above shows the prerequisite of respondents to indicate their occupation. There was a varied array of jobs from the sample used in this research study. 
[bookmark: _Toc99666836]4.3 Reliability and factor analysis
To assure internal validity, the questionnaire comprised 25 items adapted from prior similar studies on both the dependent and independent variables. The questionnaire comprised the 2 items on the adoption and use of e-PACRA services through the Government Service Bus (GSB) which was the dependent variable in the study.  The independent variables were;
i. Performance Expectancy which had 4 items 
ii. Effort Expectancy which had 4 items, 
iii. Social Influence which had 5 times,
iv. Facilitating Conditions which had 5 items, 
v. Behavioural Intention which had 5 items,
Items of the independent variables that required the respondents to rate were on a five-point Likert scale ranging from 1 = “strongly disagree” to 5 = “strongly Agree”. The questionnaire was pilot tested before final distribution to ensure that the questions were concise and where necessary, correctly rephrased.
Reliability analysis of all the variables included representing all dimensions for factors affecting adoption and use of e-PACRA services through the Government Service Bus (GSB). All Cronbach's Alpha coefficients were above 0.7. Based on a study done by (Mahiah, et al., 2006), this suggested that the items used in instruments were quite reliable. Items showing coefficients less than 0.7 were excluded from the analysis. 
Specifically, exploratory factor analysis with principal components extraction and varimax rotation was conducted. The assumptions for factorability of the data with coefficients above 0.3 were fulfilled since the Kaiser-Meyer-Olkin (KMO) measure of sampling adequacy was greater than the minimum value required of 0.60, and the Bartlett’s Test of Sphericity was significant (p-value < 0.05) for all the variables. Table 4 below illustrates reliability and factor analysis.

















[bookmark: _Toc90893781]Table 10: Reliability and factor analysis
	

	Variable Description
	No. of items
	Cronbach's Alpha
	Eigen value
	% Variance explained
	KMO Test
	Bartlett’s Test

	
	
	
	
	
	
	Ap. Chi-square
	df
	Sig.

	Dependent variable

	Y= Adoption/use of e-PACRA services through GSB
	8
	0.875
	4.326
	54.702
	0.885
	2040.6
	28
	0.00

	Independent variables

	X1=Performance Expectancy
	4
	0.816
	2.644
	66.089
	0.685
	240.7
	6
	0.00

	X2= Effort Expectancy
	4
	0.782
	2.424
	60.592
	0.778
	139.8
	6
	0.00

	X3= Social Influence
	5
	0.730
	2.789
	55.77
	0.730
	273.7
	10
	0.00

	X4= Facilitating Conditions
	5
	0.702
	2.324
	46.476
	0.641
	172.3
	10
	0.00

	X5= Behavioural Intention
	5
	0.892
	3.507
	70.1
	0.796
	412.1
	10
	0.00




[bookmark: _Toc99666837]4.4 All other descriptive statistics results
Prompt Feedback to Employees
	Research questions and hypotheses results
Descriptive statistics of dependent and independent variable items
[bookmark: _Toc90893782]Table 11: Descriptive of dependent and independent variable items
	

	
	Mean
	Std. Deviation
	N

	Y= Do you use the GSB platform 
	1.36
	.483
	132

	Independent variables:

	X1= Performance Expectancy

	I think that the e-PACRA services on the GSB would be useful in carrying out my tasks
	3.83
	1.109
	132

	I think that using the GSB would enable me conduct tasks better and quickly
	4.11
	.835
	132

	I think using the GSB would improve customer satisfaction among users
	4.35
	.751
	132

	I think using the GSB would provide improved customer care services for PACRA clients
	4.37
	.833
	132

	X2= Effort Expectancy

	I think that interaction with the GSB is clear and easily understandable
	3.39
	.970
	132

	I think it’s easy to become skillful at using the GSB
	3.82
	.889
	132

	I find the GSB platform easy to use
	3.52
	.969
	132

	I think that learning to operate the GSB platform easy for me
	3.93
	.901
	132

	X3= Social Influence

	People who influence my behaviour think that I should use the GSB
	3.42
	1.166
	132

	People who are important to me think that I should use the GSB
	3.66
	1.003
	132

	People who use the GSB for e-PACRA services have more prestige than those who do not
	3.08
	1.172
	132

	People’s attitude towards the use of the GSB for e-PACRA services feel that they are prestigious
	3.24
	1.092
	132

	People’s attitude towards the use of the GSB for e-PACRA services makes me feel like they are more educated
	3.03
	1.098
	132

	X4= Facilitating Conditions

	I have the resources necessary to use the GSB to access e-PACRA services
	3.92
	1.056
	132

	I have the knowledge necessary to use the GSB to access e-PACRA services
	3.86
	.994
	132

	Help/guidance is available on using e-PACRA services on the GSB
	3.29
	1.038
	132

	The GSB platform has most of the e-PACRA services I need
	3.46
	.968
	132

	I am aware and understand the e-PACRA services that can be accessed on the GSB
	3.27
	1.145
	132

	X5= Behavioural Intention

	I intend to use the GSB system in the next few months in order to improve my customer service experience at PACRA
	3.98
	.824
	132

	I predict I would use the GSB in the next few months to enhance my customer service experience at PACRA
	4.04
	.766
	132

	I plan to use the GSB system in the next few months with a view of enhancing my customer service experience at PACRA
	4.08
	.716
	132

	I intend to resolve my queries using e-PACRA services on the GSB
	3.93
	.884
	132

	I intend to enquire on my PACRA services using the GSB
	4.08
	.782
	132



Knowledge and experience/use of computers, internet and GSB
	The knowledge levels on computers and internet were generally very good with 43.9 percent and 50.8 percent, respectively. However, the knowledge levels on the GSB were relatively moderate with 40.9% reporting thus. 
[bookmark: _Toc90893783]Table 12: Knowledge and experience/use of computers, internet and GSB

	Knowledge levels

	
	Computers
	Internet
	Government Service Bus

	
	Frequency
	Percent
	Frequency
	Percent
	Frequency
	Percent

	Very Good
	58
	43.9
	67
	50.8
	34
	25.8

	Good
	48
	36.4
	48
	36.4
	26
	19.7

	Moderate
	21
	15.9
	14
	10.6
	54
	40.9

	Poor
	3
	2.3
	2
	1.5
	13
	9.8

	Very Poor
	2
	1.5
	1
	.8
	5
	3.8

	Total
	132
	100.0
	132
	100.0
	132
	100.0

	Experience/use of GSB and e-PACRA services (yearly consideration)

	
	GSB
	e-PACRA services on the GSB

	
	Frequency
	Percent
	Frequency
	Percent

	Never used
	29
	22.0
	40
	30.3

	Less than 1 year
	41
	31.1
	26
	19.7

	Between 1-2 years
	30
	22.7
	19
	14.4

	More than 2 years
	32
	24.2
	47
	35.6

	Total
	132
	100.0
	132
	100

	Frequency of daily use of GSB

	
	Frequency
	Percent

	Less than 1hr
	45
	34.1

	1-2Hrs
	23
	17.4

	3-4Hrs
	5
	3.8

	More than 4Hrs
	13
	9.8

	Don't use
	46
	34.8

	Total
	132
	100.0




Overall, the knowledge levels on the all the three aspects under consideration in this section were moderate to very           
good. Concerning experience/use, 31.1 percent reported to have used GSB less than 1 year ago while 35.6 percent did the
same more than 2 years ago with regards to e-PACRA services using GSB. In terms of daily use, 34.8 percent do 
not use and 34.1 percent only use it for less than an hour in a day.


[bookmark: _Toc90893784]Table 13: Services and actions frequently performed on GSB
	

	
	Never 
	Rarely 
	Sometimes
	Often
	Always 

	
	Freq.
	%
	Freq.
	%
	Freq.
	%
	Freq.
	%
	Freq.
	%

	Services performed

	Company or Business Name Registration
	32
	24.2
	20
	15.2
	22
	16.7
	33
	25.0
	 25
	18.9

	Company information change
	51
	38.6
	36
	27.3
	24
	18.2
	12
	9.1
	9
	6.8

	Company upgrade status change
	65
	49.2
	30
	22.7
	13
	9.8
	20
	15.2
	4
	3.0

	Patent’s Acts administration
	90
	68.2
	20
	15.2
	10
	7.6
	4
	3.0
	8
	6.1

	Trade Marks Act administration
	102
	77.3
	17
	12.9
	5
	3.8
	6
	4.5
	2
	1.5

	Registered Design’s Act administration
	100
	75.8
	15
	11.4
	10
	7.6
	4
	3.0
	3
	2.3

	Annual Returns and compliance administration 
	34
	25.8
	24
	18.2
	15
	11.4
	30
	22.7
	28
	21.2

	Company Name check
	34
	25.8
	37
	28.0
	28
	21.2
	13
	9.8
	20
	15.2

	Corporate and intellectually property general information check.
	81
	61.4
	24
	18.2
	15
	11.4
	7
	5.3
	5
	3.8

	Actions performed

	Electronic Filing
	42
	31.8
	20
	15.2
	19
	14.4
	35
	26.5
	16
	12.1

	Services standing instructions      
	51
	38.6
	31
	23.5
	28
	21.2
	12
	9.1
	10
	7.6

	Bill Payments/ Online Payment
	35
	26.5
	19
	14.4
	26
	19.7
	39
	29.5
	13
	9.8

	Status Alert
	45
	34.1
	25
	18.9
	39
	29.5
	14
	10.6
	9
	6.8

	Final Instruction-Provision of the specific service
	47
	35.6
	16
	12.1
	43
	32.6
	18
	13.6
	8
	6.1


In terms of services and actions frequently performed on GSB, the majority of the respondents reported
 to have never used or performed any of the services listed in Table 13. This was generally
 followed by the category of rarely using the services or performing the actions.



[bookmark: _Toc99666838][bookmark: _GoBack]4.5 Hypothesis Testing (Inference Statistics) / Thematic Analysis
Correlation was used as a way to establish if there is a mutual relationship between two or more attributes of the adopted hypotheses generated using the UTAUT framework model. The hypotheses tests endeavour to especially establish whether the specified predictors PE, EE, SI, FC and BI, one way or the other influence the factors affecting the adoption of e-PACRA services through the GSP platform. In this study the researcher used Pearson’s Correlation to prove the impact and relationship predictors have on the adoption and use of e-PACRA. 
Analysis of hypotheses 
[bookmark: _Toc90893785]Table 14: Summary of Analysis of Hypotheses Results
	Table 8: Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate
	Change Statistics

	
	
	
	
	
	R Square Change
	F Change
	df1
	df2
	Sig. F Change

	1
	0.246a
	0.060
	0.031
	0.475
	0.060
	2.043
	4
	127
	0.092

	2
	0.432b
	0.187
	0.134
	0.449
	0.126
	4.773
	4
	123
	0.001

	3
	0.458c
	0.210
	0.123
	0.452
	0.023
	0.688
	5
	118
	0.634

	4
	0.615d
	0.378
	0.279
	0.410
	0.168
	6.112
	5
	113
	0.000

	5
	0.683e
	0.466
	0.352
	0.389
	0.088
	3.566
	5
	108
	0.005

	a. Predictors: X1= Performance Expectancy, b. Predictors: X2= Effort Expectancy, c. Predictors: X3= Social Influence, d. Predictors: X4= Facilitating Conditions, and e. Predictors: X5= Behavioural Intention



[bookmark: _Toc99666839]4.5.0 Hypothesis 1 (X1)
The first analysis was to test if there was a positive relationship between PE and the adoption and use of e-PACRA services. The independent variable here, PE, was tested against the adoption and actual usage of e-PACRA services, the dependent variable.
Hypothesis 1: There was a positive relationship between performance expectancy and the adoption and use of e-PACRA services through the Government Services Bus (GSB) by users. The relationship between performance expectancy and adoption and use of e-PACRA services through the GSB by users was investigated using Pearson’s correlation coefficient. The results in Table 14 indicate a very weak and positive relationship between performance expectancy and adoption/use of e-PACRA services through the Government Services Bus (R Square =0.06, n=132, p>.05). This means that only 6 percent of the adoption/use of the e-PACRA services through the GSB is determined by performance expectancy but this cannot be taken literally because the relationship is not significant.
[bookmark: _Toc99666840]4.5.1 Hypothesis 2 (X2)
The second analysis was to test if there was a positive relationship between EE and the adoption and use of e-PACRA services. The independent variable here, EE, was tested against the adoption and actual usage of e-PACRA services, the dependent variable.
[bookmark: _2nusc19]Hypothesis 2: There is a positive relationship between effort expectancy and the adoption and use of e-PACRA services through the Government Service Bus (GSB) by users. The results in Table 14 indicate a weak and positive relationship between effort expectancy and adoption/use of e-PACRA services through the Government Services Bus (R Square =0.187, n=132, p<.05). This means that only 18.7 percent of the adoption and usage of e-PACRA services through the GSB is determined by effort expectancy since the relationship is significant. 
[bookmark: _Toc99666841]4.5.2 Hypothesis 3 (X3)
[bookmark: _Hlk90862866]The third analysis was to test if there was a positive relationship between SI and the adoption and use of e-PACRA services. The independent variable here, SI, was tested against the adoption and actual usage of e-PACRA services, the dependent variable. 
Hypothesis 3: There is a positive relationship between Social Influence and the adoption and use of e-PACRA services through the Government Service Bus (GSB) by users. The results in Table 14 indicate a weak and positive relationship between Social Influence and the adoption and use of e-PACRA services through the Government Services Bus (R Square =0.21, n=132, p>.05). The relationship between the two variables is not significant.
[bookmark: _Toc99666842]4.5.3 Hypothesis 4 (X4)
The fourth analysis was to test if there was a positive relationship between FC and the use of e-PACRA services. The independent variable here, FC, was tested against the actual usage of e-PACRA services, the dependent variable.
Hypothesis 4: There is a positive relationship between Facilitating Conditions and the adoption and use of e-PACRA services through the Government Service Bus (GSB) by users.
The results in Table 14 indicate strong and positive relationship between facilitating conditions and the adoption and use of e-PACRA services through the Government Services Bus (R Square =0.378, n=132, p<.05). This means that only 37.8 percent of the adoption and usage of e-PACRA services through the GSB is determined by facilitating conditions since the relationship is significant.
[bookmark: _Toc99666843]4.5.4 Hypothesis 5 (X5)
The fifth analysis was to test if there was a positive relationship between BI and the use of e-PACRA services. The independent variable here, BI, was tested against the actual usage of e-PACRA services, the dependent variable.
Hypothesis 5: There is a positive relationship between behavioral intention and the adoption and use of e-PACRA services through the Government Service Bus (GSB) by users.
The results in Table 14 indicate strong and positive relationship between behavioral intentions and the adoption and use of e-PACRA services through the government services bus (R Square =0.466, n=132, p<.05). This means that only 46.6 percent of the users of e-PACRA services through the GSB are determined by behavioral intentions since the relationship is significant. Table 17 below also summarizes the results of the five hypotheses used in this study.
[bookmark: _Toc99666844]4.6 Model building
The hierarchical regression results in Table 15 and Table 16 below reveal the model development to address challenges or poor adoption and use of e-PACRA services through the GSB. The ANOVA table results show that all 4 of the 5 models are significant in explaining the adoption and use of e-PACRA services using GSB. The only invalid variable was performance expectancy while the rest were significant.


[bookmark: _Toc90893786]Table 15: ANOVA
	ANOVAa

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	1.847
	4
	.462
	2.043
	.092b

	
	Residual
	28.699
	127
	.226
	
	

	
	Total
	30.545
	131
	
	
	

	2
	Regression
	5.703
	8
	.713
	3.529
	.001c

	
	Residual
	24.843
	123
	.202
	
	

	
	Total
	30.545
	131
	
	
	

	3
	Regression
	6.406
	13
	.493
	2.409
	.006d

	
	Residual
	24.139
	118
	.205
	
	

	
	Total
	30.545
	131
	
	
	

	4
	Regression
	11.545
	18
	.641
	3.814
	.000e

	
	Residual
	19.000
	113
	.168
	
	

	
	Total
	30.545
	131
	
	
	

	5
	Regression
	14.237
	23
	.619
	4.099
	.000f

	
	Residual
	16.308
	108
	.151
	
	

	
	Total
	30.545
	131
	
	
	

	0. Dependent Variable: X1= adoption & use of GSB, 
0. Independent variables: X1= Performance Expectancy, X2= Effort Expectancy, X3= Social Influence, X4= Facilitating Conditions, and X5= Behavioural Intention



Based on the regression results shown in Table 16 below, it can be seen that models 2, 4 and 5 each had at least 1 item showing significance (p<0.05) with regards to explaining e-PACRA adoption and use through the GSB. Thus, the items that can be used to build a sound model based on the results of the study are:
X2: 	Effort Expectancy (I find the GSB platform easy to use)
X4:	Facilitating Conditions 
· I have the knowledge necessary to use the GSB to access e-PACRA services
· Help/guidance is available on using e-PACRA services on the GSB
X5:	Behavioural Intention (I intend to use the GSB system in the next few months in order to improve my customer service experience at PACRA).

[bookmark: _Toc90893787]Table 16: Hierarchical Regression Results
	Model
	Unstandardized Coefficients
	Standardized Coefficients
	T
	Sig.

	
	B
	Std. Error
	Beta
	
	

	



1
	(Constant)
	2.066
	.267
	
	7.744
	.000

	
	I think that the e-PACRA services on the GSB would be useful in carrying out my tasks
	-.027
	.054
	-.061
	-.495
	.621

	
	I think that using the e-Government Services (GSB) would enable me conduct tasks better and quickly
	-.064
	.075
	-.110
	-.848
	.398

	
	I think using the GSB) would improve customer satisfaction among users
	-.073
	.087
	-.114
	-.840
	.403

	
	I think using the GSB would provide improved customer care services for PACRA clients
	-.005
	.075
	-.008
	-.063
	.950

	2





	(Constant)
	2.429
	.271
	
	8.977
	.000

	
	I think that interaction with the GSB is clear and easily understandable
	-.056
	.051
	-.113
	-1.113
	.268

	
	I think it’s easy to become skilful at using the GSB
	-.052
	.060
	-.096
	-.870
	.386

	
	I find the GSB platform easy to use
	-.120
	.057
	-.240
	-2.106
	.037

	
	I think that learning to operate the GSB platform easy for me
	-.018
	.055
	-.035
	-.339
	.736

	3
	(Constant)
	2.329
	.296
	
	7.879
	.000

	
	People who influence my behaviour think that I should use the GSB
	.017
	.049
	.041
	.346
	.730

	
	People who are important to me think that I should use the GSB
	.086
	.063
	.180
	1.383
	.169

	
	People who use the GSB for e-PACRA services have more prestige than those who do not
	-.029
	.056
	-.071
	-.525
	.600

	
	People’s attitude towards the use of the GSB for e-PACRA services feel that they are prestigious
	.028
	.059
	.064
	.483
	.630

	
	-People’s attitude towards the use of the GSB for e-PACRA services makes me feel like they are more educated
	-.028
	.059
	-.064
	-.475
	.635

	
4
	(Constant)
	2.380
	.273
	
	8.715
	.000

	
	I have the resources necessary to use the GSB to access e-PACRA services
	-.011
	.047
	-.025
	-.239
	.811

	
	I have the knowledge necessary to use the GSB to access e-PACRA services
	-.244
	.050
	-.502
	-4.891
	.000

	
	Help/guidance is available on using e-PACRA services on the GSB
	.097
	.048
	.209
	2.026
	.045

	
	The GSB platform has most of the e-PACRA services I need
	.032
	.060
	.065
	.539
	.591

	
	I am aware and understand the e-PACRA services that can be accessed on the GSB
	.004
	.051
	.010
	.083
	.934

	5
	(Constant)
	2.529
	.282
	
	8.968
	.000

	
	I intend to use the GSB system in the next few months in order to improve my customer service experience at PACRA
	-.192
	.092
	-.328
	-2.088
	.039

	
	I predict I would use the GSB in the next few months to enhance my customer service experience at PACRA
	-.142
	.092
	-.225
	-1.542
	.126

	
	I plan to use the GSB system in the next few months with a view of enhancing my customer service experience at PACRA
	.062
	.087
	.092
	.712
	.478

	
	I intend to resolve my queries using e-PACRA services on the GSB
	-.017
	.070
	-.031
	-.244
	.808

	
	I intend to enquire on my PACRA services using the GSB
	.094
	.077
	.152
	1.222
	.224


[bookmark: _Toc99666845]4.7 Chapter summary
This chapter presented the results of the descriptive analysis and explains why each analysis was undertaken. The chapter also presented the results of the correlation and regression analysis which utilized Pearson’s correlation coefficient. The results of the hypothesis testing were also presented.

[bookmark: _Toc99666846]CHAPTER FIVE
DISCUSSION AND CONCLUSIONS
[bookmark: _Toc99666847]5.0 Introduction
This chapter presents answers to the study questions in the first chapter. The conclusions and answers to the study questions are founded on descriptive, regression and correlation analysis results. The chapter also recommends how effective communication can be enhanced to improve organisational performance.
[bookmark: _Toc99666848]5.1 Discussion on comparative findings of other studies
A study by Yavwa and Twinomurinzi of most developing countries, that had implemented e-government solutions in their quest to enhance service delivery in which data was analysed using SPSS Amos 25.0, taking into account e-filling and e-payment adoption. Spiritualism (-.99) and communalism (-.92) were found to have had very strong negative moderating influences on the intention to adopt and use e-filing. As a result, there was a low level of adoption, including Zambia. Respect, on the other hand, demonstrated only a few positive, compelling tendencies (Yavwa & Twinomurinzi, 2018).
Communalism had a negative impact on e-payment adoption. Spiritualism and respect had such a strong social influence that the two moderators had a negative impact on e-payment adoption.
One of the predictors, behavioural intention, explained 78.7 percent of the variance while usage behaviour was at 68.7 percent. Predictors of behavioural intention explained 96.9% of the variance in the adoption and use of e-filing and 59.2% of usage behaviour (Yavwa & Twinomurinzi, 2018). These findings were generally consistent with Venkatesh's.
According to Yavwa's research study, e-filing and e-payment were influenced differently and thus required different interventions. In some cases, the intervention could have been the same as it was for effort expectation and social influence. The findings also revealed that indigenous culture had significant influence, leading to the conclusion that it had contributed to developing countries, including Zambia, lagging behind in e-government implementation and adoption.
In another research study conducted by (Colesca & Dobrica, 2008), on the adoption and use of e-government services in Romania, the approach used multiple regression analysis to put the hypotheses to the test. It then presented a summary of the research hypotheses' findings which revealed that three (3) hypotheses were supported, while two (2) others were only partially supported. According to the findings of this study, perceived ease of use, compatibility, and trustworthiness were important constructs to consider when predicting intentions to use the state's e-government services.
The results of a correlation analysis based on each of the constructs were then determined. It was discovered that there was a significant relationship between e-government adoption and the other constructs, though the strength of the relationship varied from one construct to the next. Overall, the correlations provided assurance that the measures were working properly.
Many of the model's hypotheses were confirmed by the study. Citizens' satisfaction and, ultimately, adoption of e-government were influenced by perceived ease of use, usefulness, and quality. The original TAM proposed that attitudes toward using the system mediated the effects of ease of use and usefulness beliefs on usage. Satisfaction was widely recognized as a quasi-attitudinal construct and was frequently regarded entirely as an attitude. As a result, satisfaction played a similar, if not identical role in technology usage to attitude. Although satisfaction had been excluded from most TAM studies, it was argued that it should have been included as an attitudinal construct in the context of e-government. As an attitudinal construct, satisfaction would partially mediate the effect of usefulness, ease of use, and quality on intentions to continue using a given e-government service.
According to the findings of the study, perceived trust was a statistically significant factor influencing users' decisions to adopt and use e-government. This finding was significant because it provided useful strategic implications for the future implementation of e-government services. Citizens must have had the intention to "engage in e-government" in order to adopt e-government processes, which included the intentions to receive information, provide information, and request e-government services. The vision of fully electronic service delivery would remain a challenging target unless there was confidence and trust in e-government services, processes, procedures and other aspects of government (Colesca & Dobrica, 2008).
This study provided insight into the factors that aided in the adoption of e-government services. According to the findings, citizens' higher perceptions of the usefulness, ease of use, quality, and trust in e-government services directly increased their satisfaction and, implicitly, the level of e-government adoption. For effective adoption of e-government services, widespread and appealing awareness campaigns should be carried out, properly targeting potential users and informing them about the true benefits they would gain (Colesca & Dobrica, 2008).
It was therefore essential to consider the research study's limitations. The questionnaire approach did not totally free the respondent from subjectivity in the questionnaire that was taken at one point in time. The user's reactions change over time and could be influenced by the environment. The goal, ultimately of this study was to extend TAM in order to better understand potential users' e-government adoption behaviour (Colesca & Dobrica, 2008).
[bookmark: _Toc99666849]5.2 Discussion linking the UTUAT model to the study results
The main objective of this research study was to examine the factors from the UTAUT model that affect PACRA customers’ adoption and use of the e-PACRA services through the e-Government platform called the Government Service Bus. The results revealed that the UTAUT could explain PACRA customers’ behaviour in relation to adoption and usage of the e-PACRA services and that all but one of the relationships posited in the UTAUT were supported (Abbad, 2021). Social influence strikingly did not influence adoption and use of the system, which is consistent with other findings in technology acceptance research results as "not supported" (Jambulingam, 2013) and in e-government contexts (Abbad, 2021).
However, according to (Al-Adwan, et al., 2018), "literature suggests that the impact of social influence would be significant in the initial phases of m-learning and would gradually decrease over time as m-learning becomes more widely used," which was contrary to our findings in my study. The research results implied that social influence was not a significant predictor of the adoption and actual use of the system. The current digital generation was born into a digital environment where peer influence was less necessary (Jambulingam, 2013).
However, it was noted that accessing devices and or internet broadband was considered a challenge for most members of society in Zambia.
Performance Expectancy was also another predictor that wasn’t an influence on the adoption and actual use of e-PACRA services on the GSB platform.
Due to these findings, it is essential that academicians, experts, administrators and designers of e-PACRA services on the GSB system to focus on promoting the efficiency and efficacy of a system that enhances PACRA customers’ main influencing constructs as shown in the hierarchical regression analysis results in table 16.
Effort expectancy was the third most important determinant of adoption and use of the e-PACRA services. Similar results have been found by researchers using a different adoption model (e.g., TAM) in information technology contexts (Abbad, 2021). When building and/or as well as modifying the e-PACRA services on the Government Service Bus, PACRA and Smart Zambia Institute should therefore take this factor into consideration and make it as easy to use as possible (less effort) so that PACRA customers are cultivated and motivated to adopt and use the services. Facilitating conditions also significantly appeared to support PACRA customers' 37.8% adoption and actual use of e-PACRA services through the Government Service Bus.
These findings are consistent with several previous studies in technology acceptance studies (Al-Adwan, et al., 2018). PACRA customers will adopt and use e-PACRA services through the Government Service Bus (GSB) when the necessary resources and technical support are perceived to be provided and available.  PACRA and SZI should motivate PACRA customers to adopt and use the e-PACRA services on the e-Government Platform (GSB) through the provision of advertising, training, print documentation and technical support where needed. Supportive and knowledgeable staff should be available at any time to help customers overcome any difficulties they may encounter while trying to access the system. This can be enhanced by PACRA as well as SZI having a call centre where customers can direct their challenges on the platform.
The primary goal of this study was to use the UTAUT framework to assess the effectiveness and ascertain the influence of the predictors on the adoption of (e-PACRA) services based on PACRA customers’ acceptance of technology which was provided through the e-Government platform, the Government Service Bus (GSB). The results showed that effort expectancy, facilitating conditions, and behavioural intentions had a positive impact on influencing the adoption and use of the e-PACRA services. Performance expectancy and social influence did not have any meaningful effect on the adoption and actual use of the e-PACRA services on the GSB. 
Finally, it is worth noting that behavioural intentions had the most direct and significant effect on customers’ adoption and actual use of the online system or service. The fact that behavioural intentions had a strong effect on usage shows that those customers with high levels of behavioural intentions had high levels of adoption and usage of the e-PACRA services through the GSB.
Alshehri, et al (2013), also discovered similar results regarding behaviour intentions to use e-government services in acceptance of new technologies. In addition, performance expectancy was the least important determinant of customer behaviour. This suggests that customers at 6% influence, the adoption and actual use of the e-PACRA services, performance expectancy didn’t help or drive customers much to complete their tasks.
A clearer understanding of the determinants of the adoption and actual use of e-PACRA services by customers would help decision makers at PACRA and SZI use the right technology and encourage customers to engage with the system by building and designing a technological environment that would help them enhance their interest in adopting and using the system. This is especially vital during such an unprecedented era of the COVID-19 pandemic, which has impelled institutions across the world to make use of E-Systems.
[bookmark: _Toc99666850]5.2.0 Objective 1 Discussion
The first research question was formulated to answer “What were the factors that affected the adoption of e-PACRA services through the GSB in Zambia?” The question was therefore meant to examine and identify characteristics that influenced the adoption and use of e-PACRA services through the GSB using the UTAUT model. The five main determinants/predictors PE, SI, EE, FC and BI were used to construct the hypotheses which later gave birth to the survey questionnaire to give us guidance and answer the question above. The researcher therefore used SPSS to analyze the survey questionnaire responses in the form of descriptive statistics in order to provide insight and answer the query. The Pearson's Correlation coefficient was used to analyze the association between the individual moderators through the adoption and actual utilization of e-PACRA services. The reliability analysis used the Cronbach's Alpha coefficients. The Kaiser-Meyer-Olkin Test was used to measure how well suited the data was for factor analysis. The test measures sampling adequacy for each variable in the model adopted. Bartlett's test (Cochran, 1983)was also used to test if k samples had equal variances.
[bookmark: _Toc99666851]5.2.1 Objective 2 Discussion
The second research question was formulated to answer, “What model could be developed to address and resolve the challenges in question 1 based on the UTAUT model?” The main objective of the second question was to identify the pillars to use to build a model that would assist the adoption and use of e-PACRA services through the GSB in a positive way. The researcher therefore, after development of the five hypotheses, used the Pearson’s correlation coefficient to interpret the findings identifying how significant the relationships were between the variables of the UTAUT model initially used. The determination of the strengths of the relationships was vital in identifying predictors that would mostly influence the model building to assist in enhancing the adoption and use of e-PACRA services for future use by management, support staff or system developers and academicians.
The model building was based on the hierarchical regression that revealed the model development would provide insight in addressing challenges or the poor adoption and use of e-PACRA services through the Government Service Bus in the ANOVA results. The P-value used was 0.05.
[bookmark: _1302m92][bookmark: _Toc99666852]5.3 Results Interpreted
[bookmark: _Toc90893788]Table 17: Summary of Hypotheses Results
	HYPOTHESES
	                            NARRATION OF RESULTS

	1=X1
	Performance expectancy wasn’t significant and had a very weak but positive relationship with the adoption and use of e-PACRA services through the Government Service Bus (R Square=0.06, p>.05).

	2=X2
	Effort expectancy was significant. Despite having a weak and positive relationship between effort expectancy and adoption and use of e-PACRA services through the Government Services Bus (R Square =0.187, p<.05).

	3=X3
	Social Influence was not significant and had a weak and positive relationship with the adoption and use of e-PACRA services through the Government Service Bus (R Square =0.21, p>.05).

	4=X4
	Facilitating Conditions was significant and had a strong and positive relationship with the use of e-PACRA services through the Government Services Bus (R Square =0.378, p<.05).  

	5=X5
	Behavioural intentions were significant and had a strong and positive relationship with the use of e-PACRA services through the government services bus (R Square =0.466, p<.05).



[bookmark: _Toc99666853]5.4 Conclusions
E-Governance has enabled governments all over the world to provide services that are as competitive, if not better, than those provided by corporate businesses in certain circumstances. The trend that electronic or rather ICT has been at the centre of enabling businesses, including governments, that, despite being non-profit institutions, have seen fit to tap into innovative digital solutions to provide secure, efficient, and user-friendly services to their clientele. The adoption of such technology as the Government Service Bus has even further enhanced service delivery by allowing customers to access various services like form applications, payments online, and many more. All this without human interaction and intervention. This can be seen from services like road tax, motor vehicle licensing, etc. from RTSA, Immigration, and the Zambia Police that provide various services that can be conducted online through the Government Service Bus platform. Day to-day administrative operations have also been incorporated, and resource personnel have heightened their productivity and efficiency in doing their jobs using technology. PACRA, as a government agency that provides services to the general public and corporate world, has benefited from the e-governance initiative in Zambia. However, the general low uptake of e-Government services hasn’t spared PACRA as an institute and therefore it became prudent to undertake a study to find out factors affecting the adoption and use of e-PACRA services through the GSB based on the UTAUT Model.
The research results using SPSS therefore revealed that performance expectancy, effort expectancy, and social influence had a positive weak correlation with the actual use of e-PACRA services. Facilitating conditions and behavioural intentions exhibited a strong positive relationship with the adoption and actual use of e-PACRA services. The study shows us that 4 out of 5 predictors significantly influence the adoption and use of e-PACRA services and can be used to improve the adoption rate. However, for future models, 3 out 5 were very significant to build a model with positive adoption results.
The reason behind this research study was primarily to investigate and identify the determinants of PACRA customers’ behaviours in relation to the adoption and use of e-PACRA services on the e-Government platform (GSB), hence the topic "The Factors Affecting the Adoption of e-PACRA Services through the Government Service Bus (GSB)." The results of the research study suggest that PACRA customers’ adoption and actual use of e-PACRA services through the GSB is predicted and determined through direct or indirect relationship to actual use. Effort expectancy is indirectly linked, while facilitating conditions and behavioural intentions are directly linked to the actual use of the e-System. The results also indicate that both facilitating conditions and behavioural intentions had a significant effect on actual use of e-PACRA services. In the context of PACRA and SZI, this research affirms the utility of the UTAUT framework/model in predicting factors affecting the adoption and use of e-PACRA services by customers in developing countries like Zambia.
Given these results, PACRA and SZI should encourage PACRA customers to use e-PACRA services to enhance the low uptake of e-services on the e-Government platform (GSB). The successful implementation of the system depends on PACRA customers’ acceptance of the technology and how they embrace it. It is therefore necessary for management/administrators and developers of e-PACRA services through the GSB to design effortless and user-friendly applications to encourage and motivate PACRA online customer uptake on the platform. PACRA and SZI management should ensure that all the required resources are available for PACRA customers, designers and technical support staff when needed. This will help PACRA and SZI to react immediately in the event of any changes to the system if required or in the case of an emergency such as COVID-19’s multifaceted effects on human life and the world over.
The main purpose of the study was to devise a model building of enhancing the adoption of e-PACRA services through the GSB platform 
[bookmark: _Toc99666854]5.5 Recommendations
· PACRA and SZI should deliberately/purposefully coordinate customer awareness of e-services being provided through the e-Government platform by tasking front line officers, support staff and management to specifically market and advertise e-PACRA services for increased customer adoption and use.
· PACRA customers could immensely benefit by adopting and using the GSB platform as it is faster, efficient and allows for more payment platforms even at low-speed internet connections.
· PACRA and SZI should critically consider improving the three identified model building predictors/determinants EE, FC and BI from the UTAUT framework to enhance the adoption and use of e-PACRA services through the GSB by Customers.
· System developers should also consider concentrating on the three predictors as they build system models that maybe acceptable to customers in the adoption of e-PACRA services through the Government Service Bus. 
· PACRA could also gradually increase mandatory access to e-PACRA services, compelling clients to use the system. This might seem unorthodox or too drastic, but due to human nature and with change being philosophically abhorrent to human nature or not easily acceptable, a theory of utilitarianism might bring about transformative change to the way PACRA customers do business. As evidenced by a memo at PACRA head office, a list of services to be accessed on the e-PACRA platform was posted on the notice board.
· It was subsequently established that only four (4) of the twenty-one (21) e-PACRA services were running and accessible through the GSB. By not having the rest of the services, the adoption of e-PACRA services was rendered ineffective considering it affected customer performance expectation (PE), effort expectancy (EE), facilitation conditions (FC) and behavioural intentions (BI) on the modelled system. A need to include all manual services and make the public aware that the other expected services were accessible would enhance the adoption and use of e-PACRA services. 
· It is also recommended that further studies should be done on factors affecting the e-PACRA services through the GSB in all provinces of Zambia with the view to increase adoption and also help develop a building model for future reference and use by PACRA, SZI and other interested parties like academicians. This would also increase knowledge and cement findings of the subject/study going forward.
· A study could further be undertaken by widening the scope of moderators to include age, gender, experience and voluntariness of use as variables.
· Although this study discussed the role of the UTAUT model in the conceptual framework development, the moderators in the UTAUT model were not all included. Therefore, future studies could consider these indirect moderators as variables with different combinations that might bring out various permutations with regard to the adoption and use of e-PACRA services on the e-government platform in Zambia.
[bookmark: _Toc99666855]5.6 Chapter Summary
This chapter discussed and concluded the study. The chapter showed how the research questions were answered. The results of the hypothesis testing were also presented, and extrapolation of the data was done to come up with the final conclusion of the research study. From these findings, I therefore came up with parameters for a building model and drew some recommendations going forward and concluded here.
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The University of Zambia
Graduate School of Business

The Factors Affecting the Adoption of e-PACRA Services through the Government Service Bus

GIFT KOZO MWINGA
Masters of Business Administration in Management Strategy
For more information or any queries, kindly get in touch on +260 976613066

Dear Respondent,
I am a student at the University of Zambia in my final stage pursuing an MBA in Management Strategy. As partial fulfilment for the award of a Master’s degree, I am conducting a baseline study on: “The Factors Affecting Adoption of e-PACRA Services through the Government Service Bus.”
The government service bus (GSB) is one of the systems on the Electronic Government service platform(e-Gov). e-PACRA services are basically electronic or internet services that are accessed online.
You have been purposefully sampled to provide information for the topic indicated above. The information being collected is purely for academic purposes as such, it will be treated with maximum confidentiality. Subsequently, you are not supposed to indicate your name or any personal information that can lead to revealing of your identity.
Your co-operation will be greatly appreciated.
For more information or any queries, kindly get in touch with the following:
Project Supervisor: Dr. Jackson Phiri (Jackson.phiri@cs.unza.zm ) or 
Coordinator:  Dr. Bupe M. Mwanza (directorgsb@unza.zm )
[bookmark: _Toc90811002][bookmark: _Toc99666858]SURVEY QUESTIONNAIRES


PART ONE: DEMOGRAPHIC INFORMATION (PLEASE TICK [√]) 
1. Gender:    Male [ ]  Female [ ]   

2. Marital Status:  Single [ ]     Married [ ]     Divorced [ ]     Other [ ]   

3. Age:  20 or under [ ]    21-30 [ ]    31-40 [ ]    41-50 [ ]     51-60 [ ]       61+ [ ]         

4. Highest level of education: SHS and below [ ]  Diploma [ ]  First degree [ ]   Masters [ ]  Ph.D. [ ] 

5. Type of employment:   Not working [ ]    Salaried worker [ ]     Self-employed [ ]    Pensioner [ ] 

6. Occupation (Please specify, e.g., “University Lecturer in Graduate School of Business or Businessman”)  


PART TWO: COMPUTER KNOWLEDGE AND EXPERIENCE (PLEASE TICK [√]) 

7. How do you describe your general knowledge about computers? Very poor [ ]   Poor [ ]    Moderate [ ]     Good [ ] Very good [ ]  

8. How would you describe your Internet knowledge? Very poor [ ]   Poor [ ]    Moderate [ ]    Good [ ] Very good [ ]  

9. How would you describe your e-Government Service (GSB) knowledge? Very poor [ ]   Poor [ ]    Moderate [ ]    Good [ ] Very good [ ]  

10. For how long have you used the e-Government Service (GSB)? Never used [ ]  Less than 1yr [ ]  Between  1- 2 yrs. [ ]    More than 2 yrs. [ ]     

11. How long have you been using e-PACRA services on the e-Government platform (GSB)? Don’t use [ ]  Less than 1yr [ ]   1- 2 yrs. [ ]  More than 2 yrs. [ ] 

12. How often do you use the e-Government Services (GSB) per day? Don’t use [ ]  Less than 1hr [ ]     1-2 hrs. [ ]     3- 4 hrs. [ ]     More than 4 hrs. [ ] 


PART THREE: USE OF GOVERNMENT SERVICE BUS AT PACRA 
Using a rating scale from the lowest point of 1 to the highest point of 5, please circle the number that indicates your level of agreement or disagreement with the following statement. 
SD = strongly disagree | D = Disagree | N = Neutral | A = Agree | SA = Strongly Agree | NA= Not Applicable

	No
	Statement
	 
	 
	 
	 
	 

	Performance Expectancy
	SD
	D
	N
	A
	SA

	1
	I think that the e-PACRA services on the e-Government service (GSB) would be useful in carrying out my tasks
	 1
	2 
	3 
	4 
	5 

	2
	I think that using the e-Government Services (GSB) would enable me conduct tasks better and quickly
	 1
	2 
	3 
	4 
	5 

	3
	I think using the e-Government Service (GSB) would improve customer satisfaction among users. 
	 1
	2 
	3 
	4 
	5 

	4
	I think using the e-Government Service (GSB) would provide improved customer care services for PACRA clients.
	 1
	2 
	3 
	4 
	5 

	Effort Expectancy
	SD
	D
	N
	A
	SA

	1
	I think that interaction with the e-Government Service (GSB) is clear and easily understandable 
	 1
	2 
	3 
	4 
	5 

	2
	I think it’s easy to become skillful at using the e-Government Service (GSB) 
	 1
	2 
	3 
	4 
	5 

	3
	I find the e-Government Service (GSB) platform easy to use 
	 1
	2 
	3 
	4 
	5 

	4
	I think that learning to operate the e-Government Service (GSB) platform easy for me 
	 1
	2 
	3 
	4 
	5 

	Social Influence
	SD
	D
	N
	A
	SA

	1
	People who influence my behaviour think that I should use the e-Government Service (GSB) 
	 1
	2 
	3 
	4 
	5 

	2
	People who are important to me think that I should use the e-Government Service (GSB)
	 1
	2 
	3 
	4 
	5 

	3
	People who use the e-Government Service (GSB) for e-PACRA services have more prestige than those who do not 
	 1
	2 
	3 
	4 
	5 

	4
	People’s attitude towards the use of the e-Government Service (GSB) for e-PACRA services feel that they are prestigious
	 1
	2 
	3 
	4 
	5 

	5
	People’s attitude towards the use of the e-Government Service (GSB) for e-PACRA services makes me feel like they are more educated.
	 1
	2 
	3 
	4 
	5 

	Facilitating Conditions
	SD
	D
	N
	A
	SA

	1
	I have the resources necessary to use the e-Government Service (GSB) to access e-PACRA services
	 1
	2 
	3 
	4 
	5 

	2
	I have the knowledge necessary to use the e-Government Service (GSB) to access e-PACRA services
	 1
	2 
	3 
	4 
	5 

	3
	Help/guidance is available on using e-PACRA services on the e-Government Service (GSB)
	 1
	2 
	3 
	4 
	5 

	4
	The e-Government Service (GSB) platform has most of the e-PACRA services I need.
	 1
	2 
	3 
	4 
	5 

	5
	I am aware and understand the e-PACRA services that can be accessed on the e-Government Service (GSB)
	 1
	2 
	3 
	4 
	5 

	Behavioral Intention
	SD
	D
	N
	A
	SA

	1
	I intend to use the e-Government Service (GSB) system in the next few months in order to improve my customer service experience at PACRA.
	 1
	2 
	3 
	4 
	5 

	2
	I predict I would use the e-Government Service (GSB) in the next few months to enhance my customer service experience at PACRA.
	 1
	2 
	3 
	4 
	5 

	3
	I plan to use the e-Government Service (GSB) system in the next few months with a view of enhancing my customer service experience at PACRA. 
	 1
	2 
	3 
	4 
	5 

	4
	I intend to resolve my queries using e-PACRA services on the e-Government Service (GSB). 
	 1
	2 
	3 
	4 
	5 

	5
	I intend to enquire on my PACRA services using the e-Government Service (GSB). 
	 1
	2 
	3 
	4 
	5 



PART FOUR: ACTUAL USE OF THE GOVERNMENT SERVICE BUS (PLEASE TICK [√]) 
1. Do you use the e-Government Service platform (Government Service Bus)? Yes [  ]   No [   ] 

2. How long have you been using the e-Government Service (GSB)? Under 1 year [  ]  1-2 years [  ] 3- 4 years [  ]     more than 4 years [  ]  

3. On a weekly basis, how many times do you use the e-Government Service (GSB)? Not at all [  ]    once a week [  ]  2-3 times [  ]    more than 3 times [  ]   

4. How frequently do you use the e-Government Service (GSB) for the following e-PACRA services?    
	Services performed
	Never 1
	Rarely 2
	Sometimes 3
	Often 4
	Always 5

	Company or Business Name Registration
	 
	 
	 
	 
	 

	Company information change
	 
	 
	 
	 
	 

	Company upgrade status change
	 
	 
	 
	 
	 

	Patent’s Acts administration
	
	
	
	
	

	Trade Marks Act administration
	 
	 
	 
	 
	 

	Registered Design’s Act administration
	
	
	
	
	

	Annual Returns and compliance administration 
	 
	 
	 
	 
	 

	Company Name check
	
	
	
	
	

	Corporate and intellectually property general information check.
	
	
	
	
	

	Action
	Never 1 
	Rarely 2 
	Sometimes 3
	Often 4 
	Always 5 

	Electronic Filing
	 
	 
	 
	 
	 

	Services standing instructions      
	 
	 
	 
	 
	 

	Bill Payments/ Online Payment
	
	
	
	
	

	Status Alert
	 
	 
	 
	 
	 

	Final Instruction-Provision of the specific service
	 
	 
	 
	 
	 







Gender

Frequency	
Male	Female	85	47	
Marital Status

Frequency	
Divorced	Married	Single	Other	9	76	39	8	

Frequency	
20 or under	21 to 30	31 to 40	41 to 50	51 to 60	61+	3	25	45	47	10	2	Age


Responses



Age by Gender

Male	20 or under	21 to 30	31 to 40	41 to 50	51 to 60	61+	0	14	23	37	9	2	Female	20 or under	21 to 30	31 to 40	41 to 50	51 to 60	61+	3	11	22	10	1	0	Age


Responses




Education

Frequency	Diploma [PERCENTAGE]

SHS and below	First Degree	First Degree	Masters	PHD	12	37	58	23	2	
Type of Employment 

Frequency	




Not working	Pensioner	Salaried Worker	Self-Employed	8	1	67	56	
124
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