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Abstract 
This study investigates the effect of strategic management on public 
service delivery in selected public sector organizations in Anambra state. 
The specific objective of the study is to establish whether digitalization 
affects public service delivery in selected public sector organisations in 
Anambra state, Nigeria. Based on the above objective, research question 
and hypotheses were formulated and tested for the study. Relevant 
literatures were thoroughly reviewed and the study was anchored on the 
Strategic Management Theory by Fred R. David, Michael Porter, and 
Henry Mintzberg. Data was collected from a population of 454 staff of 
the selected organizations under study. The data collected were 
presented using simple percentage and analyzed, using Pearson 
correlation analyses. The study revealed that digitalization has an effect 
on public service delivery in selected public sector organisations in 
Anambra state, Nigeria. The study therefore, recommended that human 
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resource activities in the public sector, especially public enterprises 
should be strategically geared towards the attainment of better services 
to the public. 

Keywords: Strategic Management, Public Service Delivery, Public 
Sector Organizations, 

Anambra State 

Introduction 

In a dynamic and competitive economic setting, organisations rarely 
thrive by mere luck or coincidence. Their achievements are typically the 
outcome of deliberate strategic formulation that emphasizes the entity's 
primary strengths, unique edge, corporate direction, distribution and 
application of assets, among other elements. Consequently, strategic 
management serves as a vehicle for enduring competitive superiority, 
and in recent times, numerous large-scale corporations have embraced 
diverse strategic management approaches to ensure alignment with the 
limitations of their operational contexts. Strategic management refers to 
the discipline concerned with significant planned and adaptive actions 
executed by organisational leaders on behalf of stakeholders, 
incorporating the deployment of resources to improve organisational 
outcomes within their external surroundings (Nag, Hambrick, & Chen, 
2007). It includes articulating the firm's mission, vision, and goals, 
crafting guidelines and blueprints, frequently in the form of projects and 
initiatives, geared toward accomplishing those goals, and then 
designating assets to bring those strategies, plans, and projects to life. 

Strategic management plays a pivotal role in influencing 
organisational output, having evolved into an essential corporate ally 
that supports senior leadership in constructing a business structure that 
remains viable not only in the present but also in the future. It involves 
collaboration with executive leadership to advance the enterprise's 
progress. Strategic management remains a notion that has presented 
numerous challenges for organisations with respect to implementation. 
Nevertheless, for any organisation to flourish in today's modern era, 
embracing the full spectrum of strategic management is indispensable. 

Sharabati and Fuqaha (2014) asserted that within the age of 
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globalization, strategic management is perceived as the most vital 
approach that differentiates one organisation from another. It constitutes 
a fundamental method for realizing an institution's vision, tactics, and 
aims. Regardless of the nature of the organisation or its field of operation, 
incorporating strategic management processes is necessary to ensure 
environmental adaptability. 

Accordingly, the motivation behind several restructuring 
initiatives pursued within the public sector in Nigeria and globally is 
grounded in the aspiration to emulate the private sector. This belief stems 
from the notion that private institutions are more adept and proficient in 
both delivering products and offering services. The delivery of public 
services defines the core of public institutions. These services are so vital 
to the populace that achieving the government's main responsibility, 
ensuring citizens' safety and well-being, is only possible through the 
effective and efficient delivery of such public offerings. As such, the 
contributions of public organisations are most evident in the way 
essential services are made accessible to the people. 

In view of the aforementioned, this research aims to explore the influence 
of strategic management on the quality of public service provision within 
selected government institutions in Anambra State, Nigeria. 

 

Objectives of the Study 
The broad objective of the study is to investigate the effect of strategic 
management on public service delivery in selected public sector 
organisations in Anambra state, Nigeria. Specifically, the study seeks to: 

- Establish whether digitalization affects public service delivery in 
selected public sector organisations in Anambra state, Nigeria. 

Research Question 
The researchers came up with this research question below for the 
purpose of the study: 

- How does digitalization influence the efficiency and quality of 
public service delivery in selected public sector organisations in 
Anambra State, Nigeria? 
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Hypothesis 
The hypothesis below has been formulated to guide the study: 

- Digitalization has no effect on public service delivery in selected 
public sector organisations in Anambra state, Nigeria. 

Scope of the Study 
This study focuses on the relationship between strategic management 
practices and public service delivery within two selected public sector 
organizations in Anambra State: TRACAS (Transport Company of 
Anambra State) and ANIDS (Anambra Integrated Development 
Strategy). The study covers the strategic planning, implementation, 
monitoring, and evaluation processes in these organizations and how 
they affect the quality, efficiency, and accessibility of the services 
provided. The research is limited to TRACAS and ANIDS offices and 
operations within Anambra State, spanning the years 2015 to 2024, to 
reflect recent administrative reforms and strategic initiatives. 

Conceptual Explanations 

Strategic Management 
The increasingly dynamic and unpredictable nature of today's global 
economy has compelled organizations, both public and private, to adopt 
more forward-thinking and integrated approaches to planning and 
execution. Strategic management offers such a framework, emphasizing 
the continuous alignment of organizational objectives with changing 
external conditions. This has made it a key tool for ensuring long-term 
viability and performance in diverse sectors. 

Strategic management can fundamentally be described as an 
organized method for handling transformations that are crucial to an 
organization's prosperity and continued existence. Various scholars and 
authors have interpreted strategic management differently, leading to a 
lack of a universally agreed-upon definition. One such explanation 
presents strategic management as both an art and a science involving the 
design, execution, and appraisal of decisions across multiple functions 
that guide an organization toward its goals (Aremu & Oyinloye, 2014). 

Egbemi (2010) characterized strategic management as a structured 
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means of fulfilling a growingly significant obligation of top 
management: aligning and positioning the firm within its operational 
environment in a way that ensures sustainability and guards against 
unexpected disturbances. This view underscores the firm-environment 
interaction as central to securing ongoing success and shielding the 
organization from environmental volatility through a deliberate 
managerial process. Similarly, Okpala (2014) described strategic 
management as a progression of decisions and initiatives that culminate 
in the formulation and execution of practical strategies to attain set 
organizational aims. 

The Academy of Management Review (2017) notes that strategic 
management involves evaluating both the internal dynamics and 
external conditions of a business to make the most effective use of 
resources in alignment with its targets. In the same vein, Harvard 
Business Review (2007) defined it as the act of pinpointing and 
actualizing a company's strategic direction by aligning internal 
capabilities with environmental demands. Thus, strategic management 
surpasses the narrow scope of mere planning, it seeks to weave planning 
into every component of the organizational framework. 

Hax and Majluf (as referenced in Emeaghalu, 2016) maintained 
that the ultimate aim of strategic management is to build corporate ethos, 
leadership abilities, institutional roles, and administrative frameworks 
that interconnect strategic and operational decisions at all ranks of the 
enterprise and across all departments and functions. Organizations that 
attain this level of strategic maturity overcome the disconnect between 
short-term returns and long-term growth. In such settings, strategy and 
day-to-day activities work hand-in-hand, shaping leadership 
responsibilities throughout the organizational structure. 

Sharplin (2015) explained strategic management as the creation 
and execution of strategies and tasks linked to issues that are vital, broad 
in impact, or persistently relevant to the overall organization. This 
holistic perspective acknowledges strategic management as 
encompassing all key plans and measures that sustain the institution. In a 
similar context, Harrison and John (2008) outlined strategic 
management as the method through which entities assess and derive 
insights from their internal setups and external settings, define strategic 
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aims, design appropriate strategies to meet these goals, and put them into 
action, all with the objective of fulfilling the expectations of key 
stakeholders. 

Public Service Delivery 

The term "public" as employed here functions as an adjective modifying 
the word “service,” thereby forming the phrase “public service.” It 
serves to differentiate services rendered by the government from those 
provided in a wholly private capacity. The key question then becomes: 
which public, or what segment of society, constitutes the provider of 
public services? In this context, the emphasis is on the structured, 
governmental segment of the economy, as opposed to the private 
domain. In Nigeria, the public service represents the central mechanism 
through which policies are executed, in addition to its critical role in 
shaping those policies. It is through the machinery of the public service 
that essential goods and services are delivered, goods and services that 
act as a driving force for the development of both the public and private 
sectors of the national economy. This underscores the vital function of 
public service provision. 

In a wider organizational setting, service delivery refers to the 
engagement between a service provider and a beneficiary, during which 
services, ranging from information dissemination to specific actions, are 
rendered. The success of this engagement determines whether the 
recipient derives or loses value. Effective and high-standard service 
delivery enhances user satisfaction and perceived value (Uzor, 2025). 

The term “public service delivery” lacks a singular, universally 
endorsed definition. In simple terms, public service delivery means 
ensuring that public goods and services are provided to citizens 
efficiently and as promptly as expected (Fagbemi, 2006). According to 
O'Toole Jr. and Meier (2011), it involves the extent to which public 
institutions and programs accomplish measurable outputs and desired 
outcomes. Oronsaye, as cited in Onyekwelu (2016), describes service 
delivery as the mechanism for addressing the needs of citizens through 
swift and effective procedures, implying that the interaction between the 
state and its people results in added value. Akhakpe (2014) posits that 
public service delivery involves government's responsibility to offer 
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amenities and resources aimed at optimizing citizens' welfare and quality 
of life. Similarly, Franz (2011) emphasizes that service delivery heavily 
relies on human effort, thus making human resource management 
crucial, given that personnel play a pivotal role in service-oriented 
sectors. Broadly, public service delivery refers to the execution and 
realization of governmental initiatives and policies that aim to enhance 
the living standards of the population. 

All of the above interpretations of public service delivery are 
comprehensive. A careful analysis reveals that the concept is indicative 
of the efficiency and hallmark of performance within the public sector. 
Delivering services effectively remains a persistent issue in many 
developing nations, including Nigeria. Therefore, improving public 
service delivery should remain a principal focus for the government if the 
nation is to attain meaningful progress in its socioeconomic 
advancement. 

 

Effect of Digitalization on Public Service Delivery in Selected Public 
Sector Organisations in Anambra State 
Digitalization has emerged as a critical driver of transformation in public 
sector governance, particularly in enhancing service delivery, 
transparency, and citizen engagement. In the Nigerian context, the 
adoption of digital technologies by public institutions aims to reduce 
bureaucratic inefficiencies, improve access to services, and promote 
accountability (Adeleke, Akinlabi & Omotayo, 2023). In Anambra State, 
selected public sector organisations have begun integrating digital 
platforms into their administrative processes; however, the extent and 
impact of this digitalization remain uneven. 

Digitalization in public service delivery refers to the use of ICT 
tools, such as online portals, e-payment systems, mobile applications, 
and automated data management, to provide faster, more reliable and 
citizen-centric services (United Nations E-Government Survey, 2022). 
Empirical evidence from Anambra State shows a positive but weak 
correlation (r = 0.187) between digitalization and public service delivery, 
suggesting that while digital tools contribute to service improvement, 
their impact is still limited (Authors' Field Survey, 2025). 

Several factors account for the modest effect of digitalization. 
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First, infrastructural challenges such as unreliable electricity supply, 
poor internet connectivity, and inadequate digital infrastructure hinder 
effective ICT deployment in many government agencies (Ndukwe & 
Okoye, 2023). Second, there is a persistent skills gap among public 
servants, many of whom lack adequate training to utilize digital tools 
effectively (Chukwuemeka & Okorie, 2022). In some cases, digital 
systems are implemented without accompanying reforms in institutional 
processes, resulting in duplication of efforts and limited integration 
(Ezeani & Okechukwu, 2023). 

Moreover, citizen trust in digital government systems remains 
fragile due to concerns over data privacy, cyber-security, and 
inconsistent service quality (Adepoju & Salawu, 2022). Despite these 
challenges, digitalization has shown promise in areas such as tax 
administration, civil service payroll management, and the issuance of 
official documents, where automation has reduced delays and improved 
accountability (Okonkwo & Nwafor, 2024). 

For digitalization to have a more substantial and sustainable 
impact on public service delivery in Anambra State, strategic 
investments are required in digital infrastructure, workforce capacity- 
building, and public sensitization. Additionally, a clear digital 
governance framework that ensures interoperability, security, and citizen 
feedback mechanisms is essential (World Bank, 2023). When effectively 
implemented, digitalization not only enhances efficiency but also 
rebuilds public trust and responsiveness in government operations. 

 

Theoretical Framework 

The study is anchored on Strategic Management Theory. Strategic 
Management Theory refers to a framework of concepts and models that 
guide organizations in the formulation, implementation, and evaluation 
of strategies to achieve long-term objectives and gain competitive 
advantage. Prominent scholars such as Fred R. David, Michael Porter, 
and Henry Mintzberg have contributed to its development. At its core, 
strategic management is about aligning an organization's internal 
strengths with external opportunities while addressing threats and 
weaknesses. 

In the context of public sector organizations, strategic 
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management helps to ensure that institutions not only have a clear sense 
of direction but also the operational capability to execute plans that 
improve public service delivery. 

Assumptions of the Theory 
- Organizations operate in dynamic environments: Strategic 

management assumes that organizations exist in rapidly 
changing environments and must continuously adapt to remain 
effective. 

- Strategic alignment is essential: It assumes that aligning an 
organization's goals, resources, and operations with external 
opportunities and threats leads to improved performance. 

- Decision-making is central: The theory presumes that the success 
of any strategy depends on informed decision-making by leaders 
who understand internal capabilities and external challenges. 

- Strategy drives performance: It assumes that carefully designed 
and implemented strategies directly affect organizational 
effectiveness, efficiency, and service outcomes. 

- Long-term planning is vital: Strategic management theory 
assumes that organizations that plan proactively for the future 
will perform better than those that react passively. 

Relevance of the Theory to the Study 
Strategic Management Theory is highly relevant to this study because it 
provides a conceptual lens for examining how TRACAS and ANIDS as 
public sector service providers can leverage strategic planning and 
management to enhance public service delivery. The theory supports the 
idea that public agencies, like their private counterparts, require 
structured strategies to manage resources, adapt to policy changes, and 
respond to the needs of stakeholders. 

Application of the Theory to the Study 
This theory is applied in the study to: 

- Examine strategic planning processes in TRACAS and ANIDS to 
determine whether long-term goals align with service delivery 
outcomes. 

- Analyze the implementation of strategies, such as route 
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expansion, fare structuring, infrastructure development (for 
TRACAS), or integrated development planning (for ANIDS). 

- Assess organizational performance using service delivery 
indicators (e.g., service reach, quality, timeliness, and customer 
satisfaction). 

- Evaluate resource alignment, looking at how human, financial, 
and material resources are utilized to execute strategic initiatives. 

- Identify challenges that hinder strategic execution and propose 
improvements for better alignment with public service 
objectives. 

Methodology 
The study adopted the survey design. The areas of the study are: 
Transport Company of Anambra State (TRACAS) in Awka/Onitsha and 
ANIDS (Anambra Integrated Development Strategy) Transport Limited 
in Awka/Onitsha. The population of the study was made up of the 350 
employees of both TRACAS and ANIDS purposively selected for the 
study. It comprised the senior staff of selected public enterprises in 
Anambra State, which include Transport Company of Anambra State 
and ANIDS Transport Limited. These organisations were selected based 
on their size, budget allocation, operational activities and coverage, and 
staff strength. The population figure is hereby presented in table below: 

 

Table 1: Table of Selected Public Organizations in Anambra State, Nigeria 

S/N Organization Location Population 

 

1. ANIDS Transport 

Limited. 

 

Source: Iwuno & Uzor’s Field Survey, 2025. 

Awka/Onitsha 170 

The study made use of both primary and secondary sources of data. It 
also employed purposive sampling technique for selecting respondents; 
the researcher utilized the entire population because of the few number. 
This is in-line with the stipulation of Francis, Olajide & Adeyemi (2010), 
that when the population size is relatively small, it may be more practical 
and beneficial for a researcher to study the entire population rather than 
drawing a sample from it. This approach ensures greater accuracy and 

1. Transport Company 

of Anambra State 

Awka/Onitsha 180 

Total 350 
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eliminates the risks associated with sampling errors or biases. Francis 
and his colleagues assert that in such cases, a census, that is, the inclusion 
of all elements or subjects within the population, is more appropriate 
because it allows for a comprehensive understanding of the research 
variables across the entire group (Francis et al., 2010). 

The researchers used a combination of Face Validity and Content 
Validity. These have addressed whether or not the conceptual variables 
appeared to be adequately measured both on the content and surface. The 
Test-re-test method was employed in testing the reliability of the 
instrument of data collection. The data that were collected from the 
respondents were analyzed using statistics such as percentage, 
frequencies and tables were put to use in the analysis of Research 
questions .The data gathered from the survey was analyzed using 
Statistical Package for Social Science (SPSS) version 20. Descriptive 
statistics was used for mean and correlation coefficient analysis was used 
to test the hypotheses. 

 

Data Presentation and Analysis 

Table 2: Respondents' responses to the sub variable, Digitalization 
of operations in the organizations N=350 

 
The study made use of both primary and secondary sources of data. It 
also employed purposive sampling technique for selecting respondents; 
the researcher utilized the entire population because of the few number. 
This is in-line with the stipulation of Francis, Olajide & Adeyemi (2010), 
that when the population size is relatively small, it may be more practical 
and beneficial for a researcher to study the entire population rather than 
drawing a sample from it. This approach ensures greater accuracy and 
eliminates the risks associated with sampling errors or biases. Francis 
and his colleagues assert that in such cases, a census, that is, the inclusion 
of all elements or subjects within the population, is more appropriate 
because it allows for a comprehensive understanding of the research 
variables across the entire group (Francis et al., 2010). 

The researchers used a combination of Face Validity and Content 
Validity. These have addressed whether or not the conceptual variables 
appeared to be adequately measured both on the content and surface. The 
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Test-re-test method was employed in testing the reliability of the 
instrument of data collection. The data that were collected from the 
respondents were analyzed using statistics such as percentage, 
frequencies and tables were put to use in the analysis of Research 
questions .The data gathered from the survey was analyzed using 
Statistical Package for Social Science (SPSS) version 20. Descriptive 
statistics was used for mean and correlation coefficient analysis was used 
to test the hypotheses. 

 

 

Data Presentation and Analysis 

Table 2: Respondents' responses to the sub variable, Digitalization 
of operations in the organizations N=350 

 

S/N  QUESTIONS 
 

 

 

 

 

 

Ʃ  fx X Decision 

1 ICT initiatives have been effectively utilized in the activities  1035 2.96 Disagreed 

and operations of your organization. 

2 Computerization of your organizational activities and 923 2.64 Disagreed 

operations is anti -bureaucratic and harmful to your    

organization.    

3 Employees in your organization lack the requisite skills and 1250 3.57 Agreed 

competences to effectively bridge the digital divide in your    

organization.    

4 Some of your colleagues still prefer the use of typewriters to 

the use of computers in their various offices. 

1225 3.5 Agreed 

5 Embracing ICT initiatives will not necessarily enhance the 830 2.37 Disagreed 

operations of the organization’s activities and    

implementation of their core mandate.    

6 ICT in the public sector enhances transparency and 1155 3.3 Agreed 

accountability in the public sector.    

7 Since the introduction of the use of computers in your 815 2.33 Disagreed 

organization, there have been rampant issues of network    

failures and systems breakdown in your office.    

8 Digitalization enhances good governance and effective 1244 3.55 Agreed 

conduct of government business    

9 Internet fraud and cybercrime is one of the reasons why the 889 2.54 Disagreed 

public sector should not go fully digital in their activities    

and operations.    

10 Storage of sensitive organizational data and information in 856 2.44 Disagreed 

the computers is risky because of theft or damage.    

Source: Iwuno & Uzor’s Field Survey, 2025. 
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The integration of digital technologies into organizational functions has 
become a widespread practice across both public and private institutions. 
It has emerged as a vital mechanism for boosting operational efficiency 
and effectiveness. Within Nigeria's banking industry, the adoption of 
digital tools has significantly enhanced customer experience and service 
efficiency through developments such as Automated Teller Machines 
(ATMs), online banking platforms, electronic transactions, and related 
innovations. 

In line with this trend, one of the key aims of this research was to 
determine whether digitalization has an impact on the quality of public 
service provision in selected government institutions in Anambra State, 
Nigeria. To investigate this, ten questionnaire items were constructed to 
examine this specific variable. The responses to items one and two 
revealed opposition from participants. Respondents disagreed with the 
view that ICT-based measures have been properly embedded in the 
processes and functions of the public institutions studied. This outcome 
suggests that several public sector agencies are yet to fully embrace 
digital transformation. 

Despite this, the respondents expressed positive attitudes toward 
the idea of digitalization. For instance, they rejected the claim in item two 
that the computerization of activities within their organizations is anti- 
bureaucratic or detrimental. However, even if digital strategies are 
adopted, many employees in the institutions surveyed appear to lack 
adequate knowledge and abilities necessary to close the digital 
competency gap in their respective workplaces. This issue was clearly 
reflected in the affirmative response to question three, where the majority 
acknowledged the shortage of ICT-related skills. This highlights an 
urgent need for human capacity development through systematic training 
programs specifically tailored to equip staff with essential information 
technology skills and competencies. Such initiatives would be crucial in 
overcoming digital illiteracy and enabling more effective adoption of 
digital processes in public sector operations. 

 

Hypotheses 
H0: Digitalization has no effect on public service delivery in selected 
public sector organisations in Anambra state, Nigeria. 
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H1: Digitalization has an effect on public service delivery in selected 
public sector organisations in Anambra state, Nigeria. 
Descriptive Statistics 

 

Mean Std. Deviation N 

 
 

Correlations  

Digitalization Public 

Service 

Delivery 

 

 

 

Public Service Deli very Pearson 

Correlation 

Sig. (2-tailed) 

N 

.187” 

.028 

350 

1 

 

350 

 

Correlation is significant at the 0.05 level (2-tailed). 
In testing the hypothesis, the analysis shows that the probability value 
(0.028) is less than the alpha value (0.05), the researcher therefore 
accepts the alternative hypothesis and concludes that digitalization has 
an effect on public service delivery in selected public sector organisations 
in Anambra state, Nigeria with a correlation value of 0.187. 

Discussion of Findings 
Digital transformation influences public service delivery in selected 
governmental agencies within Anambra State, Nigeria, with a correlation 
coefficient of 0.187. This statistical value indicates a positive yet weak 
association between digitalization and service delivery performance. It 
implies that the introduction of digital instruments and procedures, such 
as e-governance systems, digital data frameworks, and online 
communication tools, leads to some level of improvement in service 

Digitalization 3.114 

4 

.28121 350 

Public Service Delivery .33782 350 

3.412 

9 

Digitalization 

Correlation 

Pearson 1 .187” 

.028 

Sig. (2-tailed) 350 

N 350 
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provision, although the effect is relatively limited. The outcome suggests 
that while digital innovation has the capacity to boost effectiveness, 
openness, and accessibility in service execution, more substantial efforts, 
including greater financial commitments and effective organizational 
change initiatives, are required to fully harness its advantages within the 
public institutions of Anambra State. 

Conclusion 

Based on the data analysis conducted in the preceding levels, along with 
the interpretation of findings, it was established that strategic human 
resource practices influence the quality of public service provision in 
selected government institutions in Anambra State, Nigeria. It was 
further revealed that strategic management of finances and the adoption 
of digital technologies also impact service delivery in these public sector 
entities. Consequently, this research infers that whether in the public or 
private domain, organizations must implement suitable strategic 
approaches to effectively respond to the dynamics of their operational or 
service-oriented environments, as applicable. 

Recommendation 
Based on the findings and conclusion reached in this study, this 
recommendation was made; 
Government agencies should adopt digital transformation. It is 
disheartening that many Ministries and Departments lack operational 
and accessible websites. This recommendation specifically targets public 
institutions that function similarly to commercial enterprises. It is 
advised that such organizations should welcome competitive pressure in 
this area from their equivalents in the private sector. 
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