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ABSTRACT
This study examines the effects of digital governance on public service performance in a North African administrative context. The paper addresses the growing demand for efficient, transparent, and responsive public administration amid digital transformation efforts. Utilizing a mixed-methods design, the study collects data from a representative survey of citizens (n = 250) and ten expert interviews with public officials. Quantitative analysis was conducted using SPSS, while qualitative data were analyzed via NVivo using thematic coding. The results indicate that digital literacy, institutional trust, and platform usability are significant determinants of citizen satisfaction with e-government platforms. Findings provide actionable insights for enhancing administrative service delivery and reinforce the theoretical foundations of governance-as-network. This paper offers both academic and policy-oriented implications.
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I. INTRODUCTION
Public administration in emerging economies faces mounting pressures to modernize. Traditional bureaucracies often suffer from inefficiencies and limited citizen engagement. The proliferation of digital platforms has opened new avenues for restructuring administrative systems [1]. However, little is known about how such platforms reshape institutional behavior and impact citizen experiences in North Africa.
This paper investigates the relationship between digital governance mechanisms and service performance outcomes. By situating this study within the digital government discourse, it seeks to fill a research gap on local administrative transformation [2]. The remainder of the article is organized as follows: Section II outlines the theoretical foundations; Section III describes the methodology; Section IV presents results; Section V discusses implications; Section VI concludes.
II. THEORETICAL FRAMEWORK AND LITERATURE REVIEW
The governance-as-network paradigm emphasizes decentralization, information-sharing, and participatory mechanisms [3]. It offers a departure from hierarchical models of public management. In recent years, scholars have explored digital governance as a subfield of this model, noting its potential for transforming administrative structures [4].
Recent studies demonstrate a positive correlation between e-service quality and citizen satisfaction [5], [6]. However, context-specific analyses remain scarce, particularly in African and MENA countries [7]. This study builds on past research while addressing the absence of regionally grounded data.
TABLE I. KEY CONCEPTUAL DIMENSIONS IN DIGITAL ADMINISTRATION
	Concept
	Source [IEEE Ref]
	Definition Summary

	Governance Networks
	[3]
	Decentralized, collaborative policy systems

	E-Government
	[4], [5]
	Digital service interface for citizens

	Trust in Government
	[6], [8]
	Citizens' perceived legitimacy and reliability



III. METHODOLOGY
A. Research Design
This study employs a mixed-methods research design [9], allowing triangulation of quantitative and qualitative insights. The approach provides a holistic view of user perceptions and institutional performance.
B. Data Collection
Quantitative data were collected through an online and paper-based survey of 250 citizens. The survey instrument consisted of 32 Likert-scale items adapted from existing validated constructs [10]. Qualitative data were obtained via ten semi-structured interviews with mid- and high-level public managers.
C. Analytical Tools
Quantitative data were analyzed using SPSS v.26, including descriptive statistics, correlation tests, and multivariate regression. Thematic analysis was conducted using NVivo, following the six-phase approach of Braun and Clarke [11].
IV. RESULTS
The majority of respondents (68%) reported improved access to administrative services due to digital platforms. Regression analysis showed that digital literacy (β = 0.46, p < 0.01), usability (β = 0.41, p < 0.001), and institutional trust (β = 0.32, p < 0.05) were statistically significant predictors of satisfaction.





TABLE II. REGRESSION ANALYSIS RESULTS
	Variable
	Coefficient (β)
	Significance (p)

	Platform Usability
	0.41
	< 0.001

	Digital Literacy
	0.46
	< 0.01

	Trust in Government
	0.32
	< 0.05


Interview data corroborated these findings, with respondents noting improvements in transparency but highlighting a lack of interdepartmental integration.
FIG. 1. THEMATIC MAP FROM INTERVIEWS
(Diagram)
V. DISCUSSION
The findings support previous research on the importance of usability in e-government design [5], [9]. However, unlike results from Southeast Asian studies [6], this paper finds digital literacy to be a stronger predictor of satisfaction than institutional trust.
Theoretically, this study extends the governance-as-network model by incorporating digital interface variables into the network efficiency framework [3], [12]. Policy implications include prioritizing digital inclusion programs and capacity building for civil servants.
Limitations include geographic focus and cross-sectional data. Future research may consider longitudinal methods and broader demographic analysis [13].



VI. CONCLUSION
This study contributes to public administration theory and practice by empirically demonstrating how digital interfaces affect citizen satisfaction in a North African context. The integration of user feedback mechanisms and responsive design features are shown to reinforce trust and performance.
Policy makers should invest in user-centered design, ensure accessibility across demographic groups, and enhance institutional responsiveness through automation and feedback systems.
Further research should explore the role of digital governance in rural or marginalized communities, as well as its impact on administrative equity.



















VII. APPENDIX A – SURVEY INSTRUMENT (EXCERPT)

	Item (Likert Scale)
	Source

	“The platform is easy to navigate.”
	[10]

	“My request was processed on time.”
	[10]

	“I trust the information provided by the e-government website.”
	[8]
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