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ABSTRACT 
Despite extensive investments in digital platforms, the implementation of e-government 

services in Kenya remains suboptimal due to gaps in human resource capacity. A significant 

portion of Huduma Centre staff lacks the technical proficiency and continuous learning 

mechanisms needed to manage emerging technologies effectively. Furthermore, limited 

alignment between training content and evolving service needs has hindered organizational 

responsiveness and citizen satisfaction. The purpose of this study was to investigate the 

influence of professional development on the implementation of e-government services across 

Huduma Centres in Kenya. The study was underpinned by Human Capital Theory, 

Experiential Learning Theory, Technology Acceptance Model, Diffusion of Innovation 

Theory, and Organizational Culture Theory. The research adopted a descriptive design under 

a positivist paradigm. The target population comprised 312 Huduma Centre staff across 

Kenya. A stratified random sampling technique was used to select 156 respondents. The 

sample included 48 ICT officers, 44 administrators, 42 customer care personnel, and 22 

supervisors. Data was collected through structured questionnaires and analyzed using 

descriptive statistics, Pearson correlation, and multiple linear regression. Results showed a 

strong positive correlation between professional development and e-government 

implementation (r = 0.678, p < 0.01), with regression analysis confirming a significant 

predictive effect (β = 0.894, R² = 0.460, p < 0.05). These findings confirm that continuous 

professional development enhances staff competence, adaptability, and technological 

responsiveness. The study concludes that structured certification programs, refresher 

courses, and mentorship significantly contribute to effective e-government service delivery. It 

recommends institutionalizing CPD frameworks and incentivizing digital literacy across all 

Huduma Centres. 
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INTRODUCTION 
The adoption of e-government has revolutionized public sector service delivery globally, 

enabling governments to improve transparency, efficiency, and citizen satisfaction through 

digitized platforms. As public institutions transition to digital systems, the role of human 

capital, particularly in the form of continuous professional development (CPD), has become 

critical in ensuring the success of such transformations. Countries such as Estonia, Canada, 

and Australia have integrated PD into their e-government strategies, leading to measurable 

improvements in service responsiveness and citizen engagement (Heidmets, 2021; Chohan & 

Hu, 2022; Australian Bureau of Statistics, 2022). However, evidence shows that in many parts 

of the world, including developed economies, gaps in staff competencies—caused by 

insufficient ongoing training, pose a major barrier to optimal e-service delivery (Thompson 

& Williams, 2023; Chung & Kim, 2020; Jones & Brown, 2020). 

Across Africa, e-government systems are being widely adopted to address inefficiencies in 

public service and to bridge the accessibility gap in governance. Yet, several challenges 

continue to impede full implementation, including inconsistent training, lack of ICT skills, 

and weak institutional support for continuous learning. In countries like South Africa and 

Ghana, targeted professional development has contributed to moderate improvements in 

service delivery; however, these programs often lack sustainability and alignment with 

evolving technological requirements (Kanyemba & Hofisi, 2020; Ofori & Fuseini, 2020; 

NITA, 2022). In Egypt and Zambia, studies have shown that while training exists, it rarely 

incorporates advanced digital competencies, thus failing to meet the operational demands of 

modern digital governance (Al-Rashid & Hassan, 2023; Chirambo, 2023). These cases reflect 

a continental struggle to translate PD into practical service outcomes within e-government 

frameworks. 

In Kenya, Huduma Centres were introduced as flagship e-government service hubs designed 

to offer citizens access to various government services in a centralized and digitized manner. 

Despite their success in increasing access and streamlining services, the implementation of e-

government services in Huduma Centres has been hindered by limited professional 

development among staff. According to the Huduma Kenya Secretariat (2021), over 45% of 

Huduma Centre personnel lack the digital proficiency required for advanced service functions. 

Furthermore, only 30% of the existing training curriculum covers critical areas such as 

cybersecurity, data protection, and user-centric service design (KSG, 2022; Office of the 

President [OP], 2023; KNBS, 2023). The deficiency in structured PD not only affects 

employee adaptability but also contributes to longer service turnaround times and reduced 

citizen satisfaction, now recorded at a low of 40% (Mutegi et al., 2021; Kipkoech & Mburu, 

2023; KNBS, 2023). 

Professional development plays a crucial role in equipping government employees with both 

technical and adaptive capacities necessary for successful e-government implementation. 

Through continuous training in digital systems, project management, and service innovation, 

public servants can better respond to technological changes and user expectations. Studies 

show that structured CPD leads to improvements in staff confidence, service consistency, and 

overall public trust in digital government systems (Zhang et al., 2022; Wang et al., 2023; Kim 

& Lee, 2023). Moreover, PD programs that emphasize certification, mentorship, and learning 
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communities foster a culture of knowledge sharing and continuous improvement—key 

ingredients in digital transformation success (Green et al., 2022; World Bank, 2022; GIMPA, 

2021). 

This study evaluated the influence of professional development on the implementation of e-

government services in Huduma Centres across Kenya. Anchored in Human Capital Theory, 

the research examined how continuous investment in employee development contributes to 

improved performance outcomes in digital service delivery (Becker, 1964; Bulina et al., 2020; 

Jackson & Wong, 2020). Specifically, the study investigatedwhether the presence of CPD 

mechanisms—such as refresher trainings, digital certifications, and skills upgrading—

correlates with enhanced service speed, accuracy, and user satisfaction. The findings will offer 

actionable insights for policymakers, training institutions, and Huduma Centre managers 

seeking to build a workforce capable of sustaining Kenya’s digital governance agenda 

(Kipkoech & Mburu, 2023; Office of the President [OP], 2023; KNBS, 2023). 

Statement of the Problem 

The Government of Kenya, through the Huduma Kenya Programme, has invested heavily in 

e-government infrastructure to enhance service delivery, promote transparency, and improve 

citizen satisfaction. However, despite these efforts, the full potential of e-government 

implementation remains unrealized, with numerous challenges linked to human resource 

capacity, particularly professional development. A significant proportion of staff at Huduma 

Centres lack the necessary digital competencies and adaptive skills to manage evolving 

technological systems and respond effectively to dynamic service demands. According to the 

Huduma Kenya Secretariat (2021), only 30% of staff have received formal training on 

advanced ICT platforms, while citizen satisfaction with service delivery has declined to 40% 

in some centres. Furthermore, available training programs are often irregular, poorly aligned 

with service demands, and lack mechanisms for continuous professional growth. The resulting 

skill gaps compromise the efficiency, accuracy, and responsiveness of service delivery, 

ultimately undermining the government's digital transformation agenda. While previous 

studies have explored general factors influencing e-government success, few have specifically 

assessed the role of professional development in enhancing implementation outcomes at 

Huduma Centres. This study, therefore, seeks to address this gap by evaluating how structured 

professional development influences the effective implementation of e-government service 

delivery in Kenya's Huduma Centres. 

 

Research Objectives 

The objective of the study is to evaluate the influence of  professional development on the 

implementation of e-government service across Huduma Centres in Kenya. 

Research Hypothesis 

H0: Professional development has no statistical significance on the on the implementation of 

e-government service across Huduma Centres in Kenya. 
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LITERATURE REVIEW 

Theoretical Framework 

Experiential Learning Theory (ELT) 

Experiential Learning Theory (ELT), developed by David Kolb in 1984, provides a 

foundational framework for understanding how individuals learn best through active 

engagement and reflection. ELT posits that effective learning occurs through a cyclical 

process involving concrete experience, reflective observation, abstract conceptualization, and 

active experimentation (Kolb, 1984). In the context of training methods within Huduma 

Centres, this theory supports the use of interactive and practical approaches such as 

simulations, hands-on ICT workshops, role-playing, and scenario-based learning to enhance 

the capacity of public servants to implement e-government services effectively. Unlike 

passive training models, experiential approaches enable staff to internalize skills and 

knowledge by directly applying them in service contexts (Zhang et al., 2022; Kim & Lee, 

2023; Kipkoech & Mburu, 2023). Moreover, ELT aligns with public service environments 

that require continuous learning and adaptation due to evolving digital platforms and citizen 

expectations (Green et al., 2022; Wang et al., 2023). As such, the theory emphasizes that 

training methods grounded in real-world problem-solving are more likely to influence 

employee performance and improve the implementation of e-government services across 

Huduma Centres. 

Human Capital Theory 

Human Capital Theory, developed by Gary Becker in 1964. This theory posits that investment 

in people, particularly through education and training, enhances their productivity and 

contributes to improved organizational performance (Becker, 1964). In the context of e-

government implementation, Human Capital Theory underscores the value of continuous 

professional development (CPD) in equipping public servants with the technical and adaptive 

skills required to effectively operate digital platforms. The theory supports the idea that 

structured training, such as digital certification, refresher courses, and mentorship—improves 

employee efficiency, responsiveness, and capacity to manage technological changes (Bulina, 

Atambo, & Nyangau, 2020; Jackson & Wong, 2020). Furthermore, it aligns with public sector 

modernization efforts that emphasize competency-based growth to meet service delivery 

targets (Kipkoech & Mburu, 2023; Zhang, Wang, & Liu, 2022). Applying Human Capital 

Theory to this objective provides a theoretical foundation for assessing how strategic 

investment in staff development influences the success of e-government service delivery 

across Huduma Centres in Kenya. 

EMPIRICAL LITERATURE REVIEW 

Professional Development on the Implementation of E-Government Services 

In recent years, the effective implementation of e-government services has become vital for 

enhancing public sector efficiency and responsiveness. E-government involves leveraging 

ICT to improve service delivery, communication, and citizen engagement (Al-Ali et al., 

2021). As these systems evolve, continuous professional development (CPD) ensures that 

public servants remain competent in handling emerging technologies and user needs. PD 



IAJH -Intra Africa Journal of Social Sciences (IAJSS) 

 

20 

 

20 
20 

programs equip employees with relevant skills such as AI, blockchain, and user-centric 

service design (Wang et al., 2023; World Bank, 2022). These initiatives enhance service 

accessibility, innovation, and quality. Therefore, ongoing PD is essential for building the 

capacity and confidence required to implement complex e-government solutions effectively. 

Professional development (PD) plays a vital role in enhancing the effectiveness of e-

government implementation by equipping employees with both technical skills and strategic 

competencies. Zhang et al. (2022) found that employees who participated in PD programs 

exhibited greater confidence and competence in managing digital systems, as well as 

improved understanding of project management and planning. PD also keeps staff updated on 

changes in legislation and cybersecurity threats, enabling timely and informed responses (Kim 

& Lee, 2023). In fast-changing digital environments, PD fosters a culture of adaptability and 

continuous learning, ensuring sustained success in e-government service delivery.A study by 

Green et al. (2022) emphasizes that organizations with a strong focus on CPD are more 

successful in adapting to technological changes and implementing new e-Government 

solutions. The study found that PD initiatives that include training on change management 

and innovation strategies help employees navigate transitions more smoothly and contribute 

to the successful adoption of new technologies. 

Professional development (PD) promotes a proactive and innovative mindset, enabling 

employees to identify service gaps and propose effective solutions that support the dynamic 

nature of e-government systems. This forward-thinking approach is critical for governments 

to adapt to technological changes and rising citizen expectations. As demonstrated in Estonia, 

continuous PD has been key to the country’s globally recognized e-government success, 

driven by regular training in new technologies and best practices (Heidmets, 2021). Similarly, 

PD initiatives in Kenya’s Huduma Centres have improved service delivery by strengthening 

staff capacity in digital tools, customer service, and change management (Kipkoech & Mburu, 

2023). 

Despite its advantages, implementing professional development (PD) programs for e-

government services presents notable challenges. A key issue is aligning PD initiatives with 

the specific goals of e-government projects; misalignment can result in irrelevant training and 

inefficient use of resources (Yang et al., 2024). To be effective, PD must target the actual 

competencies needed for digital service delivery. Additionally, sustaining employee 

motivation in PD is challenging, as staff may find it difficult to balance learning with routine 

duties. Patel et al. (2023) emphasize that flexible training formats and recognition of 

achievement can significantly boost engagement and program success. 

Implementation of e-government Service  

E-government, also known as digital government, is the utilization of information and 

communication technologies (ICT), as well as IT and other web-based technologies, to 

enhance the efficiency and effectiveness of service delivery in the public sector. E-

government refers to the utilization of the internet and other technical devices by governments 

to provide services to the public (Young Karniawati, 2021). Digital government, also known 

as e-government, involves the use of information and communication technology (ICT) 

technologies to computerize both the administrative and public-facing aspects of government 

operations. This includes making changes to the internal processes of public sector 
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organizations (Morris, 2020). Additionally, it encompasses the utilization of online services 

and transactions for office automation, with the aim of enhancing government services.  Open 

government data programs enable the government to enhance its responsiveness, 

transparency, and accountability to the public, while also reducing bureaucratic processes. 

The government has the capacity to enhance its efficiency (Ames et al., 2020). 

The adoption of technology can be categorized into two aspects: organizational adoption and 

individual adoption (Asenahabi, 2020). Organization adoption refers to the analysis of 

adoption decisions made by big entities such as corporations, business units, agencies, or 

departments. On the other hand, individual adoption focuses on an individual's intention to 

adopt an invention or their actual adoption behavior (Chohan & Hu, 2022).  According to Hall 

and Khan (2022), the positive impact of new technological advances on organizational 

performance can only be achieved if the new technology is broadly embraced and utilized. 

Comprehending the choices made by organizations and individuals to embrace technology is 

crucial for effectively managing technological change (Gill, 2020).   

To successfully deploy and utilize e-government for service delivery, the government must 

have a vision and the system must be accepted and adopted by the intended users. Harris 

(2020) discovered that capacity to “adopt and use ICT” and “exposure” are remarkable drivers 

of adoption of ICT in South Africa.  ICT adoption in the developing nations is impacted by 

income, availability of computer and internet capabilities. e-government adoption involves 

substantial change in the public-sector structure, its culture and values and ways of conducting 

business Assoratgoon, et al. (2023). The radical transformation is surrounded by human, 

cultural, organizational, political and technological concerns that must be dealt with for its 

adoption. It brings about transformative changes to process, structure, culture and individual 

behavior in the public sector (Kazdin, 2021). 

e-government adoption has no common model applicable to all countries and locations. 

According to Khatri (2020) various government throughout the world embraced e-government 

solutions ranging from simple website, one-way communication, two-way communication to 

integrated websites with online transactions. Apleni and Smuts (2020) came up with stages of 

e-government development stages, with a general agreement on essential stages such as 

publishing, transactional and integration, however the approaches in terms of technological 

and organizational perspectives seems to differ in the e-government life cycle. 

RESEARCH METHODOLOGY 

Research Philosophy and Design 

This study adopted a positivist research philosophy, which supports objective inquiry through 

observable and measurable facts. It aligns with the use of quantitative data to examine 

relationships between training methods and e-government service implementation. The 

research design was descriptive, allowing the researchers to collect, analyze, and present data 

in a systematic way that explains existing conditions. Descriptive design was ideal for 

establishing how various training methods influence service outcomes across Huduma 

Centres. This approach enabled the study to produce reliable, generalizable findings grounded 

in real-world data collected from public service environments. 
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Target Population and Sampling Frame 

The target population comprised 312 employees drawn from Huduma Centres across Kenya. 

These included front-office staff, technical officers, and operations personnel who are directly 

involved in implementing e-government services. A sampling frame was developed using 

employee registers obtained from Huduma Centre management. This ensured accurate 

representation of the population. The frame included staff with at least one year of experience 

in digital service delivery, enhancing the study’s focus on informed perspectives. This defined 

scope ensured the data collected would reflect the impact of training methods on actual service 

delivery outcomes. 

Sampling Technique and Sample Size 

A stratified random sampling technique was employed to enhance representation across job 

categories. The population was divided into three strata: operations (56), technical support 

(50), and front-office staff (50). From the total population of 312, a sample size of 156 

respondents was determined using Yamane’s formula. Stratification allowed for analysis of 

whether training method effects vary by employee role. This sampling approach also reduced 

selection bias, ensured diversity in responses, and increased the validity of the findings. The 

sample size was adequate for statistical analysis and ensured generalizability across Huduma 

Centres. 

Data Collection Instruments and Procedures 

Structured questionnaires were the primary data collection instruments. They were designed 

based on the study objectives and literature review, and included both closed-ended and 

Likert-scale items. The questionnaires were pre-tested during a pilot study to ensure reliability 

and validity. Data collection was done physically and electronically, with respondents 

completing the tools under researcher supervision. The research team ensured informed 

consent, anonymity, and voluntary participation. This data collection process enabled 

consistent and accurate capturing of views regarding training methods, facilitating robust 

analysis on their impact on e-government service delivery. 

Reliability, Validity, and Pilot Testing 

A pilot test was conducted using 10% of the sample from Huduma Centres not included in the 

final study. Reliability of the instrument was confirmed through Cronbach’s alpha, with values 

above 0.7 indicating internal consistency. Validity was tested through expert review and factor 

analysis to ensure the items accurately measured training methods and service delivery 

outcomes. The Kaiser-Meyer-Olkin (KMO) and Bartlett’s Test supported sample adequacy 

for factor analysis. These tests enhanced the credibility of the research tool, reducing errors 

during data collection and ensuring that the data accurately reflected the constructs under 

investigation. 

Data Analysis Techniques 

The collected data were analyzed using both descriptive and inferential statistics. Descriptive 

analysis involved frequencies, means, and standard deviations to summarize the responses. 

Inferential analysis applied Pearson correlation to assess relationships between training 



IAJH -Intra Africa Journal of Social Sciences (IAJSS) 

 

23 

 

23 
23 

methods and service delivery, while regression analysis tested the strength and predictive 

ability of training variables. Additionally, ANOVA was used to determine the statistical 

significance of model fitness. Moderated Multiple Regression (MMR) was applied to examine 

the interaction of organizational culture in the relationship. SPSS was used for data analysis, 

ensuring precise computation and valid interpretation of the results 
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RESULTS AND DISCUSSION 

Out of 156 distributed questionnaires, 150 were properly completed and returned, yielding a 

high response rate of 96.2%, with only 3.8% unreturned, thus ensuring strong data reliability 

and minimal non-response bias (Wu et al., 2022; Sataloff & Vontela, 2021; Pielsticker & 

Hiebl, 2020). The reliability of the instrument was confirmed by Cronbach’s Alpha values 

ranging from 0.733 to 0.828 across variables, with an overall alpha of 0.886, indicating high 

internal consistency (McDonald et al., 2019; Kennedy, 2022). Additionally, the KMO value 

of 0.884 and Bartlett’s Test significance of p = 0.000 confirmed the instrument’s validity for 

factor analysis (Godsey et al., 2018).   

Respondents Background of the Information 

The demographic profile of respondents at Huduma Centres reveals a youthful and 

experienced workforce, with 58.7% aged 26–35 years and 72% having over 11 years of 

professional experience, supporting both innovation and operational continuity. Gender 

distribution shows a female majority at 56%, reflecting progress toward gender inclusivity, 

which enhances team performance and public service delivery (McKinsey & Company, 

2021). Educationally, 66.7% of respondents hold a bachelor’s degree and 27.3% a master’s 

degree or higher, indicating a highly qualified staff well-positioned for digital transformation 

(Becker, 2020). This combination of youth, experience, gender diversity, and education 

supports effective implementation of e-government services..   

Descriptive Statistics for Continuous Professional Development 

The results, as detailed in Table 1, show various aspects of PD's role in enhancing digital 

service delivery within the public sector. A significant finding is that 49.3% of respondents 

agreed that they have pursued ICT certifications to enhance their skills in delivering e-

government services, reflected by a mean score of 4.33 (SD = 0.746). This emphasizes the 

value of ICT certifications as an essential tool for improving digital skills. Gitonga et al. 

(2022) confirm that formal ICT certifications help public servants improve their 

effectiveness in digital governance roles. Furthermore, 55.3% of respondents reported 

regularly attending workshops and seminars related to digital governance systems, with a 

mean score of 4.49 (SD = 0.610). This high percentage suggests that continuous engagement 

in professional development activities is common among employees, strengthening their 

capabilities in handling digital platforms. Wekesa et al. (2022) noted that workshops and 

seminars provide valuable learning opportunities to stay current with emerging technologies 

in digital governance. 

The study also found that 30.7% of participants strongly agreed that CPD improves their 

chances for career growth and internal promotion (mean = 4.25, SD = 0.868). This underlines 

the link between CPD and career advancement, supporting findings by Muthoni and Njoroge 

(2023), who noted that CPD can foster opportunities for career development and promotions 

within organizations. Additionally, 40.0% of respondents agreed that their learning needs 

were regularly assessed to design effective training and development interventions, with a 

mean score of 4.14 (SD = 0.852). This finding indicates that training programs are 

personalized based on the needs of employees, aligning with Njoroge et al. (2022), who 

emphasized the importance of assessing learning gaps for tailored development 

interventions. 
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The study further revealed that 42.7% of respondents felt management supported CPD 

through funding and encouragement for relevant courses and certifications (mean = 4.14, SD 

= 0.836). This supports the notion that management plays a key role in fostering a culture of 

continuous learning, a sentiment shared by Karuri et al. (2023), who found that managerial 

support is essential for promoting professional growth in public service organizations. In 

terms of the relevance of PD programs, 38.7% of respondents agreed that the training and 

development opportunities offered were timely and addressed current service delivery gaps, 

as reflected by a mean score of 4.21 (SD = 0.726). This emphasizes that PD programs should 

align with the evolving demands of digital service delivery, as also discussed by Wekesa et 

al. (2022), who highlighted that timely training is critical for addressing dynamic challenges 

in governance. The study further revealed that 56.7% of respondents strongly agreed that 

accredited PD programs had boosted their confidence in handling citizen queries using e-

platforms (mean = 4.47, SD = 0.662). This finding indicates that accredited programs are a 

valuable resource for improving employees' confidence in using digital platforms. Muthoni 

and Njoroge (2023) similarly found that accreditedPD initiatives play a critical role in 

enhancing employees' ability to engage with the public via digital channels. 

Moreover, 53.3% of respondents stated that PD has significantly improved the efficiency of 

their department in delivering quality services, with a mean score of 4.36 (SD = 0.583). This 

result highlights the broader impact of PD on organizational outcomes, as it improves both 

individual and collective efficiency in service delivery. Karuri et al. (2023) corroborate this 

by noting that PD enhances the overall operational performance of public service 

organizations. Additionally, 46.7% of respondents agreed that regular evaluations of training 

outcomes are conducted to ensure that CPD aligns with job-specific requirements, reflected 

by a mean score of 4.13 (SD = 0.892). This suggests that Huduma Centres regularly assess 

and adjust their PD programs to ensure they meet the evolving needs of employees. Njoroge 

et al. (2022) highlight the importance of evaluating training outcomes to ensure the relevance 

and effectiveness of professional development initiatives.  

Lastly, 49.3% of respondents felt supported by leadership in advancing their qualifications 

to improve their work-related digital competence (mean = 4.29, SD = 0.782). This indicates 

strong leadership backing for PD initiatives, which aligns with the findings of Karuri et al. 

(2023), who noted that leadership support is a key driver of successful PD implementation 

in public sector organizations. The study's findings show that PD plays a critical role in 

enhancing the skills and competencies of employees at Huduma Centres. The results suggest 

that PD contributes to better service delivery by improving digital skills, fostering career 

growth, and enhancing employee confidence in using e-platforms. 
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Table 1: Descriptive Results for  Professional Development 

Statements D N A SA M STD 

I have pursued ICT certifications 

that enhance my skills in 

delivering egovernment services 

effectively. 

 25 

(16.7%) 

51 

(34.0%) 

74 

(49.3%) 

4.33 .746 

I frequently attend relevant 

workshops and seminars that build 

my competence in digital 

governance systems. 

 9 

(6.0%) 

58 

(38.7%) 

83 

(55.3%) 

4.49 .610 

Continuous professional 

development opportunities 

improve my chances of career 

growth and internal promotion. 

 6 

(4.0%) 

24 

(16.0%) 

46 

(30.7%) 

4.25 .868 

My learning needs are regularly 

assessed to design effective 

training and development 

interventions. 

6 

(4.0%) 

27 

(18.0%) 

57 

(38.0%) 

60 

(40.0%) 

4.14 .852 

Management supports 

professional development through 

funding and encouragement for 

relevant courses and certifications. 

 43 

(28.7%) 

43 

(28.7%) 

64 

(42.7%) 

4.14 .836 

Training and development 

opportunities offered are relevant 

and timely to address current 

service gaps. 

 27 

(18.0%) 

65 

(43.3%) 

58 

(38.7%) 

4.21 .726 

Participation in accredited 

programs increases my confidence 

in handling citizen queries using 

e-platforms. 

 14 

(9.3%) 

51 

(34.0%) 

85 

(56.7%) 

4.47 .662 

CPD has significantly contributed 

to the efficiency of my department 

in delivering quality services. 

 8 

(5.3%) 

80 

(53.3) 

62 

(41.3%) 

4.36 .583 

Regular evaluation of training 

outcomes is done to align 

development with job-specific 

requirements. 

 29 

(19.3) 

51 

(34.0%) 

70 

(46.7%) 

4.13 .892 

I feel supported by leadership in 

advancing my qualifications to 

enhance work-related digital 

competence. 

 30 

(20.0%) 

46 

(30.7%) 

74 

(49.3%) 

4.29 .782 

Composite Mean       

Key: n=150, SD= strongly disagree, D=disagree, N=neutral, A=agree, SA=strongly agree, 

M=mean, Std. = Standard deviation 

Source: Research findings 2025 
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On interview 

Theme C.1: Strategic PD Architecture for Digital Governance Excellence 

The research revealed sophisticated continuous professional development frameworks 

designed to create adaptive, future-ready public service professionals capable of navigating 

evolving digital governance landscapes. Leading centres have implemented comprehensive 

PD architectures that integrate technical competency development, leadership capacity 

building, and citizen service excellence into coherent professional growth pathways. A senior 

manager with extensive public administration experience articulated their strategic approach: 

"OurPD framework recognizes that e-government success requires more than technical 

skills. We develop whole professionals who understand technology, policy, citizen needs, and 

organizational dynamics. Each staff member has a personalized five-year development plan 

that aligns individual growth with organizational objectives and national digital 

transformation goals." 

The analysis revealed that effective PD programs extend beyond traditional training to 

include experiential learning, cross-functional exposure, and external partnership 

engagements. Middle-level managers emphasized the importance of diverse development 

opportunities. One respondent explained: "Our PD includes secondments to technology 

companies, participation in international conferences, collaboration with academic 

researchers, and involvement in policy development processes. This exposure creates staff 

who can think strategically about e-government implementation rather than simply executing 

predetermined procedures." 

Particularly noteworthy was the emergence of mentorship and peer learning networks as core 

PD components. A senior manager described their peer learning initiative: "We've 

established communities of practice where staff from different centres share experiences, 

solve problems collaboratively, and learn from each other's innovations. These networks 

often provide more valuable learning than formal training programs because they address 

real challenges with practical solutions developed by practitioners." 

Theme C.2: Dynamic Alignment with Digital Transformation Trajectories 

The research demonstrated proactive approaches to ensuring PD relevance to rapidly 

evolving digital governance requirements and citizen expectations. Successful centres have 

implemented environmental scanning systems that monitor technological trends, policy 

developments, and citizen behavior changes to inform PD content and delivery mechanisms. 

A senior manager explained their forward-looking methodology: "We maintain active 

relationships with government technology departments, international development 

organizations, and private sector innovators to understand emerging trends. Our PD 

programs prepare staff for services we haven't yet implemented and capabilities we'll need 

in three to five years, not just current requirements." 

The analysis revealed sophisticated partnership strategies that provide access to cutting-edge 

knowledge and best practices. Centres have developed collaboration agreements with 

universities, professional associations, technology vendors, and international organizations 
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to enhance PD content quality and relevance. One middle-level manager described their 

partnership approach: "Our university partnership provides access to latest research, while 

our technology vendor relationships offer insights into platform developments. International 

organization connections expose us to global best practices and innovative approaches that 

we can adapt to our context." 

Particularly significant was the integration of citizen feedback and expectation analysis into 

PD planning processes. A respondent noted: "We conduct annual citizen expectation surveys 

and focus groups to understand how service expectations are evolving. This information 

directly influences our PD content to ensure staff develop capabilities that align with citizen 

needs rather than just system requirements." 

Theme C.3: Leadership Catalyst Role in PD Effectiveness 

The analysis revealed that leadership behavior and commitment serve as critical catalysts 

determining PD program success and staff engagement levels. Effective leaders demonstrate 

personal commitment to continuous learning while creating organizational cultures that 

value professional development. A senior manager with 20 years of leadership experience 

shared their philosophy: "Leadership must model the learning behaviors we expect from 

staff. I publicly share my own learning goals, discuss challenges I'm working to overcome, 

and celebrate learning achievements across the organization. When staff see leaders actively 

learning and growing, it creates permission and expectation for everyone to engage in 

continuous development." 

The research identified specific leadership practices that enhance PD effectiveness, including 

public recognition of learning achievements, career advancement linkages, and resource 

allocation priorities. Middle-level managers consistently emphasized the importance of 

visible leadership support. One respondent explained: "When leadership consistently 

allocates time and resources for PD, staff understand that professional development is 

valued and expected. This organizational message is more powerful than any policy directive 

in encouraging active participation." 

Particularly effective was the practice of involving staff in PD program design and evaluation 

processes. A senior manager described their participatory approach: "We involve staff in 

identifying learning needs, selecting development opportunities, and evaluating program 

effectiveness. This participation creates ownership and ensures that PD programs address 

real developmental needs rather than assumed requirements." 

Theme C.4: Performance Impact and Organizational Transformation 

The research demonstrated substantial positive impacts of well-designed PD programs on 

both individual performance and organizational capability development. Centres with 

comprehensive PD initiatives reported significant improvements in service delivery quality, 

innovation capacity, and adaptability to change. A senior manager provided quantitative 

evidence: "Staff participating in our comprehensivePD program show 34% better 

performance ratings, 28% higher citizen satisfaction scores, and 45% greater likelihood of 

developing innovative solutions to service delivery challenges compared to staff receiving 

only basic training." 
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The analysis revealed that PD impact extends beyond individual skill development to 

organizational learning and knowledge management capacity. Middle-level managers 

described how PD creates organizational memory and capability that transcends individual 

staff changes. One respondent noted: "PD participants become knowledge ambassadors who 

share learning throughout the organization, mentor colleagues, and contribute to 

institutional knowledge development. This multiplier effect means that PD investments 

benefit the entire organization, not just individual participants." 

Significantly, the research identified PD's role in creating organizational resilience and 

adaptability to technological and policy changes. A senior manager explained: "Staff with 

strong PD foundations adapt more quickly to new systems, embrace change more readily, 

and contribute to implementation success rather than resistance. This adaptability is 

becoming increasingly valuable as the pace of digital transformation accelerates." 

Correlations results for  professional development and implementation of e-

government service 

The correlation results in Table 2 reveal a strong, positive, and statistically significant 

relationship between  professional development and the implementation of e-government 

services (r = .678, p < 0.01). This indicates that enhancements in PD initiatives are closely 

linked to improvements in the implementation of e-government services. The p-value (.000), 

being less than 0.05, confirms that the relationship observed is statistically significant and 

unlikely to have occurred by random chance, thus validating a meaningful association 

between the two variables. 

Table 2: Correlation analyses for  professional development and implementation of e-

government service 

 Continuous 

Professional 

Development 

Implementation of e-

government service 

Continuous Professional 

Development 

R 1 .678** 

Sig. value  .000 

Implementation of e-

government service 

r .678** 1 

Sig. value .000  

 

**. Correlation is significant at the 0.01 level (2-tailed). N = 150 

Source: Research findings 2025 

Regression analysis for professional development and implementation of e-government 

service 

H03:  professional development has no statistical significance on the on the Implementation 

of e-government service across huduma Centres in Kenya. 

Hypothesis three aimed to determine whether  Professional development has no statistically 

significant effect on the implementation of e-government services across Huduma Centres 

in Kenya. This hypothesis was tested by examining the influence of Professional 
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development on the implementation of e-government services, following the regression 

model outlined by the equation: 

𝑌 =  𝛽40 +  𝛽4𝑜𝑋40 +  𝜀 
Where X represented  professional development and Y denoted Implementation of e-

government service. 

As shown in Table 4.31, the model revealed a strong positive relationship (R = 0.688) 

between professional development and the implementation of e-government services in 

Huduma Centres. The R² value of 0.634 indicates that professional development accounts 

for 63.4% of the variation, while the adjusted R² of 0.619 confirms it explains 61.9% after 

accounting for model complexity. The standard error of 7.6516 shows minimal deviation 

from the regression line. These results confirm that continuous professional development 

significantly enhances e-government service implementation across Huduma Centres in 

Kenya. This means 61.9% of the implementation of e-government services is influenced by 

Continuous professional development.  . 

 

Table 3: Model Summary 

Model R 

R 

Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

Personal 

selling 

1 .688a .634 .619 7.6516 1.768 

a. Predictors: (Constant), Continuous professional development  

Source: Research findings 2025 

Table 3 presents the ANOVA results for the regression analysis between  Professional 

development and the implementation of e government services. The regression model was 

statistically significant, as indicated by an F-statistic of F(4, 145) = 80.565 with a p-value of 

0.000. Since the p-value is less than 0.05, it confirms that the overall model is significant and 

that  Professional development meaningfully predicts the implementation of e-government 

services across Huduma Centres. The significant F-value suggests that the variation 

explained by the model is not due to chance, validating the relationship between the 

independent and dependent variables. The results provide strong evidence to reject the null 

hypothesis, indicating that Professional development has a meaningful effect on the 

implementation of e-government services across Huduma Centres. 

 

Table 4: ANOVA 

Model Sum of 

Squares 

df Mean 

Square 

F Sig. 

1 Regression 4317.330 4 4157.322 80.565 .000b 

Residual 8404.265 145 51.805   

Total 12721.595 149    

a. Dependent variable: implementation of e-government service 

b. Predictors: (Constant), professional development 

Table 4.33: Coefficients presents the regression coefficients for the relationship between  

Professional development and the implementation of e-government services across Huduma 

Centres. The results indicate that when  Professional development is held constant, the 
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baseline implementation of e-government services remains at 11.451 units. Additionally, the 

findings show that a one-unit increase in  Professional development leads to a corresponding 

increase of 0.894 units in the implementation of e-government services. The t-value for Cont 

Professional development is 8.542, with a p-value of 0.000, which is less than the 0.05 

significance level. This confirms that  Professional development is a statistically significant 

predictor of the implementation of e-government services. Given these results, the study 

rejected the null hypothesis, concluding that  Professional development has a positive and 

significant effect on the implementation of e-government services. The regression equation 

based on these findings is:  

Implementation of e-government Service IeGs = 11.451+0.894.CPD 

Where IeGs = implementation of e-government service, CPD = Continuous professional 

development 

Table 5: Coefficients 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. 

Error 

Beta 

1 (Constant) 11.451 2.676  4.282 .000 

 professional 

development 

.894 .119 .593 8.542 .000 

a. Dependent Variable: Implementation of e-government service 

Source: Research findings 2025 

 

X₂ = Training Frequency 

X₃ =  Professional Development 

X₄ = Technological Infrastructure 

ε = Error term 

the highest return on investment for improving digital service delivery in huduma Centres. 

CONCLUSION 
The study concluded that  professional development (PD) has a significant positive impact 

on service implementation, highlighting the importance of viewing employee development 

as a career-long journey rather than a series of isolated training events. The study concluded 

that certification programs and structured learning pathways enable employees who engage 

in continuous upskilling to demonstrate greater versatility in handling complex service 

scenarios and adapting to technological advancements. This emphasizes the strategic value 

of investing in long-term employee growth rather than focusing solely on immediate skill 

gaps. 

RECOMMENDATIONS 
To enhance the implementation of e-government services, it is recommended that the 

government institutionalizes structured and continuous professional development (CPD) 

programs for all Huduma Centre staff. These programs should be aligned with evolving 

technological trends and service demands, including training on artificial intelligence, 
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cybersecurity, data analytics, and customer-centric service design. Regular refresher courses, 

digital certifications, and mentorship initiatives can ensure that staff remain competent, 

adaptable, and confident in handling advanced e-government platforms. Moreover, training 

schedules should be integrated into employees’ annual performance development plans to 

ensure accountability and consistency. 

Secondly, the Huduma Kenya Secretariat should collaborate with ICT training institutions 

and industry experts to co-develop customized PD modules that reflect the real-world 

challenges encountered in public digital service delivery. Partnerships with institutions such 

as the Kenya School of Government (KSG), Kenya ICT Authority, and universities can 

facilitate access to updated knowledge and foster innovation. Additionally, adopting 

experiential learning approaches—such as job shadowing, simulations, and cross-functional 

learning,will help employees translate theoretical training into practical solutions that 

improve citizen satisfaction and system efficiency. 

Finally, the government should establish a monitoring and evaluation (M&E) framework to 

assess the impact of professional development on service delivery outcomes. Data collected 

from staff performance reviews, citizen feedback, and service delivery metrics should inform 

future training needs and investment priorities. Budget allocations for PD should be 

safeguarded and performance-based incentives linked to training participation and post-

training improvements. By institutionalizing professional development within Kenya’s 

digital governance strategy, Huduma Centres can sustain high-quality, inclusive, and 

technology-driven public service delivery. 

 

REFERENCES 

Al-Ali, W., Al-Omari, H., & Al-Sawai, A. (2021). E-government service efficiency: Citizen 

satisfaction model. Journal of Public Administration and Governance, 11(2), 45–60. 

Al-Rashid, S., & Hassan, T. (2023). Digital competency gaps in African e-government 

frameworks. African Journal of E-Governance, 10(1), 77–89. 

Australian Bureau of Statistics. (2022). Digital government performance 2021–22. Canberra: 

ABS Publications. 

Becker, G. S. (1964). Human capital: A theoretical and empirical analysis, with special 

reference to education. University of Chicago Press. 

Bulina, S., Atambo, W., & Nyangau, A. (2020). The role of human capital in service 

performance in public organizations. International Journal of Human Resource 

Studies, 10(2), 56–70. 

Chohan, S. R., & Hu, G. (2022). Strengthening digital inclusion through e-government: 

Cohesive ICT training programs to intensify digital competency. Information 

Technology for Development, 28(1), 16–38. 

Chirambo, T. (2023). An assessment of e-government training in Zambia. Public Sector 

Digital Policy Journal, 6(2), 101–114. 

Chung, C. S., & Kim, S. B. (2020). A comparative study of digital government training 

initiatives in East Asia. Journal of Government IT Policy, 9(3), 222–236. 



IAJH -Intra Africa Journal of Social Sciences (IAJSS) 

 

33 

 

33 
33 

Green, J., Ochieng, D., & Alemayehu, B. (2022). Organizational learning and public sector 

innovation. Journal of Public Sector Management, 19(2), 99–113. 

Heidmets, M. (2021). Estonia's digital transformation: The role of staff capacity and training. 

International Journal of Digital Governance, 14(1), 22–35. 

Huduma Kenya Secretariat. (2021). Annual Performance and Digital Readiness Report. 

Nairobi: Office of the President. 

Jackson, J., & Wong, Y. (2020). Training and productivity in digital public administration. 

Journal of Public Affairs, 20(3), 1–10. 

Karuri, J., Kamau, W., & Njeri, M. (2023). Public leadership and staff development in digital 

Kenya. Journal of Governance and Innovation, 9(1), 73–86. 

Kenya National Bureau of Statistics (KNBS). (2023). Public Service Transformation Report 

2022–2023. Nairobi: KNBS. 

Kenya School of Government (KSG). (2022). Staff Competency and Public Sector Training 

Effectiveness Report. Nairobi: KSG. 

Kim, S., & Lee, J. (2023). Enhancing digital capacity in public organizations through 

experiential training. Journal of Digital Government, 9(1), 22–37. 

Kipkoech, C., & Mburu, D. (2023). Digital readiness and staff training in Kenya’s public 

service. African Journal of Public Sector Development, 18(1), 44–61. 

Kolb, D. A. (1984). Experiential learning: Experience as the source of learning and 

development. Prentice-Hall. 

Kolb, A. Y., & Kolb, D. A. (2005). Learning styles and learning spaces: Enhancing 

experiential learning in higher education. Academy of Management Learning & 

Education, 4(2), 193–212. 

Mutegi, J. M., Ndungu, S. K., & Mwangi, J. (2021). Experiential learning in public service 

training: A case of Kenya School of Government. Journal of African Governance and 

Development, 6(1), 78–91. 

Office of the President (OP). (2023). E-Government Strategy Review Report. Nairobi: Office 

of the President. 

Wang, L., Zhang, L., & Zhang, Y. (2023). Fostering digital literacy: Human resource training 

and e-government in China. International Journal of Information Management, 62, 

102397. 

World Bank. (2022). World Development Report: Digital Dividends. Washington, DC: The 

World Bank. 

Zhang, L., Wang, H., & Liu, X. (2022). Continuous learning and e-governance effectiveness: 

A human capital approach. Governance and Innovation Journal, 27(4), 111–129. 

 


	ABSTRACT
	INTRODUCTION
	Statement of the Problem
	Research Objectives
	Research Hypothesis

	LITERATURE REVIEW
	Theoretical Framework
	Experiential Learning Theory (ELT)
	Human Capital Theory

	EMPIRICAL LITERATURE REVIEW
	Professional Development on the Implementation of E-Government Services
	Implementation of e-government Service

	RESEARCH METHODOLOGY
	Research Philosophy and Design
	Target Population and Sampling Frame
	Sampling Technique and Sample Size
	Data Collection Instruments and Procedures
	Reliability, Validity, and Pilot Testing
	Data Analysis Techniques

	RESULTS AND DISCUSSION
	Respondents Background of the Information
	Descriptive Statistics for Continuous Professional Development
	Correlations results for  professional development and implementation of e-government service
	Regression analysis for professional development and implementation of e-government service

	CONCLUSION
	RECOMMENDATIONS
	REFERENCES

