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Abstract. This study assessed user satisfaction with e-policing in Nigeria using a quantitative
approach. The need for the study was necessitated due to insufficient empirical studies on the
impact of information and communications technology on security in Nigeria, particularly the
police. This study in particular examined the influence of the quality of the e-police information
technology (service quality, system quality and information quality) on user satisfaction, while
perceived usefulness was used as a mediator in the relationship. Data was gathered through
a structured survey administered to Nigerians online, emphasis was given to citizens with
earlier contact with the police online either through the web or social media. The collected data
was analyzed using PLS-SEM and SmartPLS 4 as the analytical software. the result showed
that all hypotheses were significant. In particular, all the quality dimensions were positive and
significant with perceived usefulness and user satisfaction, while perceived usefulness partially
mediate the relationships between the quality dimensions and user satisfaction with e-police.
The result implies that the degree of satisfaction that users have with e-government services
is connected with the level of perceived usefulness of those services. Therefore, it is noted
that perceived usefulness is a crucial factor in determining whether or not people will adopt
e-policing and that this factor has a substantial bearing on the degree to which users are satisfied
with the system.
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Introduction

E-government is a concept that has been embraced by numerous
governments across the globe over the course of the past several decades.
The primary objective of e-government is to increase the effectiveness
of government operations on the internal level, as well as to improve
communication with the general public, increase transparency, and build
trust among citizens. Along the same lines as this e-government project
is the requirement to enhance public safety via the use of technology, which
is also referred to as e-police. According to Matlala [1], e-police is the process
through which the police and the general public communicate and share
information and services via the internet. The provision of police services
through the use of the internet, which may include websites, electronic mail,
fax machines, and other services. E-policing is a concept that was established
with the objective of boosting openness, efficiency, and effectiveness
improving overall public safety in the provision of policing services which can
be accomplished by establishing an online presence for the police department.
Policing is one of the most significant areas in which digital technology may
be of tremendous use to state—society interactions on a global scale. Most
governments in the world have achieved this by providing a variety of online
police services, such as those found on social media platforms like Facebook!,
Twitter?, and YouTube, as well as on the web. Smartphones and social media
provide up new opportunities for citizen empowerment, permit improved
openness for law enforcement agencies and the services they provide, and
facilitate better interaction between the public and the police.

As public safety organizations and the police force continue to deal with new
circumstances, each of which presents a unique set of opportunities to implement
significant reforms, the current situation globally, suggests there is a possibility
that digital technology would make it easier for community organizations and
NGOs to coordinate responses to crime, moderate instances of police ineptitude
and corruption. However, one of the primary impediments to the installation and
exploitation of technology is the lack of an interoperable communication channel
that facilitates information sharing between law enforcement and individuals.
Developing an information society with a culture that readily absorbs information
technology depends on citizens’ mindsets or degrees of perception. E-policing
is considered as incorporating both the police and the public in cooperative problem-
solving, in addition to harnessing the internet to deliver services more efficiently
and inexpensively. It is possible that the effect of e-policing systems on police-
community relations might be limited by a number of different elements, such as the
type of technology, the level of adoption, and the utilization of such data. According

' On March 21, 2022, the Tverskoy District Court of Moscow satisfied the claim of the Prosecutor
General’s Office of the Russian Federation and recognized the activities of the social networks
Instagram and Facebook, owned by Meta, as extremist, banning their work in Russia.

2 Banned on the territory of the Russian Federation.
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to, most law enforcement organizations have enthusiastically embraced information
technology and invested a significant amount of capital in the establishment
of appropriate systems [2]. This study tries to bridge the gap between the evidence
that is currently available from the literature that reveals an unconfirmed relationship
between the usage and satisfaction with ICT adoption in the security system and the
functioning of police, in particular [3].

The Nigerian government is working to improve public sector transparency,
accountability, and people’s trust in the public sector by increasing its social
and technical competence in the public service sector [4]. Similar to this
is the newly unveiled e-government master plan, which is facilitating the
continuous operation of an effective e-government system across the country.
E-government has already been adopted in many federal system activities,
such as the customs services, immigration services, financial payroll system
for the federal civil service, e-procurement, education system, telehealth
reforms and electronic financial reporting system, all of which are aimed
at positively influencing transparency and accountability in the public
financial management [5].

Over the course of the last decade, the Nigerian Police Force has made
investments in the dissemination of information and provision of additional law
enforcement services over the internet [6]. Previously, the state of affairs in the police
force is a manual desk approach to crime reporting and bureaucratic characteristics
of leadership within the force. These approaches have been criticized over the years
as largely ineffective and wasteful. Therefore, solving this problem requires the use
of ICT in the police force for crime reporting, monitoring and action. Some such
improvement is the establishment of the Public Complained Rapid Response Unit
(PCRRU) which is technologically driven using social media platforms, real-time
calls and short messaging services. This service does not only aim at connecting
citizens with the police force but also to correct the internal bureaucratic corruption
in the police force.

Although these efforts have been made to increase police capacity through
the implementation of technology-based initiatives, the rate of crime appears
to be rising as a result of the failure to stop crimes, corruption, and human
rights violations, therefore the force has been criticized for poor performance
and dissatisfaction from the public. This indicates that there is a need for
an overall policy assessment concerning both the performance of technology
and the general police force. As aresult, it is essential to collect data and conduct
an analysis of how the information systems gathered are utilized to achieve
the desired results. On the one hand, more recent data suggests that very little
study has been conducted on how the use of information technology in the
security architecture of the country, except for a few such as Odeyemi and
Obiyan [6], Ibikunle and Adefihan [7] which are qualitative researches. More
so, it is important to establish how the deployment of ICT has influenced the
efficiency of police work and the level of satisfaction felt by the citizens in the
context of the existing style of operations.
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Theoretical background

The combination of the information system success model and the
technology acceptance model serves as the theoretical basis for this
investigation [8, 9]. Wixon and Todd developed an integrated model that
distinguishes between beliefs and attitudes regarding the system itself and
beliefs and attitudes regarding one’s use of the system. They developed
a theoretical logic that establishes a relationship between user satisfaction and
acceptance of technology. This model closes the gap between the properties
of the system and the ways in which it is used. Within the framework of the
paradigm, user satisfaction is composed of object-based beliefs (relating
to the quality of the information and the system) and object-based attitudes
(information satisfaction and system satisfaction). According to the model
developed by Wixon and Todd, there are three components that make up the
adoption of technology: behavioural beliefs (including perceived usefulness
and perceived ease of use), behavioural attitude and intention. Through their
approach, the Technology Acceptance Model recognized satisfaction, and
they stated that the quality of the system and information leads to satisfaction,
which then results in perceived usefulness and ease of use. Their model
identified satisfaction with the Technology Acceptance Model [8].

In a similar vein, DeLone and McLean [10] IS Success Model provides
a helpful and all-encompassing framework for understanding IS success’
multidimensionality [11]. Due to the fact that DeLone and McLean’s information
systems success model places a strong emphasis on being all-encompassing,
it has been extensively used and cited by a large number of studies [12]. The
model provides the service features of an information system to the degree
that it can predict the user satisfaction, intention to use, or actual usage
of such a system, as well as the net benefit of such a system. System quality
may be defined as the degree to which an information system is able to fulfil
a user’s information needs by producing the requested data. Usability, utility,
dependability, flexibility, data processing quality, portability, and compliance
are all important considerations for system quality [13]. The performance of the
system is an indication of how well the hardware and software collaborate
to produce the desired results. The information quality of the system is used
as a yardstick to measure the information output quality. The characteristics
of the information that is generated by the information system are as follows:
comprehensiveness, accuracy, accessibility, timeliness, consistency, and
understandability [14].

In addition, the Technology Acceptance Model (TAM) was developed with
the intention of providing an explanation of the determinants of information
system acceptance that is broad, and capable of explaining user behaviour
across a broad range of end-user computing technologies and user populations
while simultaneously being parsimonious and theoretically justified [14]. The
Technology Acceptance Model encompasses a wide variety of information
technologies as well as user demographics, and it provides basic criteria that
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explain user behaviour [15]. Perceived usefulness and perceived ease of use are the
two particular beliefs that were put into the TAM’s basic model. When compared
to perceived usefulness, which refers to the importance or benefits derived
from utilizing the system, perceived ease of use shows the amount of work that
is required to operate a certain technology.

Hypothesis formation

Quality dimensions
and perceived usefulness

The relevance of services is an essential component that influences users’
views of the quality of services that are delivered on online platforms [16].
For the purpose of this study, the primary determinants that shape users’
opinions regarding the usage or non-use of e-policing services are the
perceived importance of the use of those services by citizens. Researchers
working in the field of traditional information systems are of the opinion
that the quality of the system, such as the e-police system, is the single most
essential factor in determining the level of safety provided by any interactive
information system [17; 18]. As the quality of the system continues to advance,
it is predicted that both the level of user satisfaction and the degree to which
they view the system as beneficial will rise [19; 20]. Previous research
has demonstrated that users’ perception of the usefulness of information
and communication technologies (ICT) is substantially influenced by the
effectiveness of the devices deployed [17; 19]. Therefore, the success of the
information quality dimension is a useful function that is associated with the
performance of information systems. Previous studies have demonstrated that
individuals’ perceptions of an information system’s usefulness are greatly
impacted by its quality parameters [17; 21; 22]. Wang and Teo [23] discovered
that there is a reasonable level relationship between the quality of the
information system and how valuable it is regarded to be. As a result, the
hypothesis of this study is that

H1: Information quality will influence the perceived usefulness of e-police

H2: System quality will influence the perceived usefulness of e-police

H3: Service quality will influence the perceived usefulness of e-police

Perceived usefulness
and user satisfaction

The perceived usefulness of an information system component is one
of the fundamental concepts behind TAM. For this study, it is presumed
that perceived usefulness refers to the perceived utility of e-police.
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Perceived usefulness can be understood from different perspectives such
as Davis [15] defines perceived usefulness as the degree to which a person
feels that the usage of specific information systems might boost efficiency.
Similarly, it can be assumed to be a belief in the process of decision-making
based on the utility of an object. The perceived usefulness of a product
or service is one of the most important variables in determining whether
or not a user will continue to make use of it, as well as how satisfied [24; 25].
According to the argument that was presented by Shiau and Luo [26], the
inclusion of the factor of user satisfaction in the study offers a considerable
contribution to the degree of explanation of the perceived usefulness.
According to Sun, Fang [27], user satisfaction is a crucial component in the
desire to use modern technology and is effective in analyzing the impact
of information and communication technology (ICT) and internet and web-
based systems. As a result, the following hypotheses are drawn:

H4: Perceived usefulness of e-police will influence User Satisfaction with
e-police

HS5: Perceived usefulness will mediate the relationship between information
quality and user satisfaction with e-police

H6: Perceived usefulness will mediate the relationship between system quality
and user satisfaction with e-police

H7: The perceived usefulness mediates the relationship between service quality
and user satisfaction with e-police

Methodology

An online survey was conducted in Nigeria using a pre-designed
questionnaire to collect the necessary information for this study. A significant
amount of consideration was given to respondents’ levels of user experience and
history of engagement with the government via electronic portals. The survey
gathered data on the conceptual measurements of the constructs as well as the
demographic information of the respondents. For the purpose of the study,
a seven-point agreement measure based on the Likert scale was developed. The
respondent’s confidentiality was ensured at all times. Ethical issues were taken
into account, as evidenced by the fact that the questionnaire does not contain
any questions that may be used to identify the individuals who filled it out.
Additionally, the participants had the option to end their involvement at any
moment without coercion.

The survey had items that were utilized for the measurement of a variety
of constructs that were utilized for the study. Five items derived from
Davis [15] were used to conduct the study’s assessment of perceived
usefulness. The sample of the items used includes “e-police platforms
improve crime reporting to the police” “e-police platforms enhance public
safety watch” “e-police makes the processing of case files effective” “e-police
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makes complain tracking easy” and “e-police enables quick intervention
of the police at crime scenes”. The level of satisfaction with the services
provided by the electronic government was evaluated using four questions
adapted from Spreng, MacKenzie [28] such as “I am fulfilled with the level
of e-police” “I am satisfied with the quality of the information provided on the
e-police platform” “I am happy with the system quality of the e-police” and
“I am satisfied with the case tracking system of the e-police”. The quality
dimensions of the e-police services were measured using items adapted from
Urbach and Miiller [29] such as “the information provided on the e-police
platforms is accurate” “the information provided on the police website
is complete” “the social media platform of the police provide up to date
information” “the social media platform of the police is responsive” “the police
gives quick response to complaints” “the police website is easy to navigate”.

In this study partial least squares structural equation modelling (PLS-SEM)
was utilized with the help of SmartPLS 4. A total of 567 respondents responded
to the online questionnaire. 497 had previously interacted with the police
online through Facebook (37 %), Twitter (23 %), e-mail: (14 %), SMS (19 %) and
other online platforms (7 %). On the basis of the demographic features of the
respondents, there is a greater number of male (62 %) respondents than there are
female respondents (38 %). In addition to holding a bachelor’s degree (64 %),
a sizeable percentage of respondents also have post-graduate qualifications
in their fields of study (23 %). The majority of the respondents are those between
the age of 25 and 35 years (47 %), followed by the category between 36 to 45
years (28 %). The least age group are those below 25 years (10 %). The rest
had secondary and post-primary education (13 %). More than half of those
who participated in the survey have communicated with the police through
the internet in the last half year (74 %). In addition, we examined for common
method bias, and as can be shown in Table 1, all of the Variance Inflation Factor
(VIF) values are less than 3.3, which shows that our instrument is not affected
by common method bias [30].

99 ¢¢

Analysis

Measurement model

A review and analysis of the measuring model was the first step
in this process. In the course of this evaluation, the measures that were
used to characterize the separate components were subjected to checks for
both their reliabilities and their validities. It was determined to analyze the
convergent validity, discriminant validity, internal consistency reliability, and
indicator reliability tests. The results of evaluating the measurement model
are presented in Table 1, which summarizes the data. The result of the Internal
Consistency Reliability and construct reliability tests met the required
minimum level of 0.709 and 0.700, respectively. In addition, the construct
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validity was investigated using Average Variance Extracted, and the findings
revealed that every construct was valid up to the threshold of 0.500. This
was determined by the fact that the results of the investigation showed that
the average variance extracted was acceptable. Furthermore, the discriminant
validity was examined as well. Because of this, as can be seen in Table 2, none
of the values was higher than the 0.8 thresholds [31]; hence, this proves that

every construct in the model is different from each other.

Table 1
Factor loadings, reliability and convergent validity
Constructs Items Loadings CR AVE VIF

Information Quality 1Q1 0.752 0.814 0.641 2.210
1Q2 0.847
1Q3 0.859
1Q4 0.782
1Q5 0.790
1Q6 0.768

Perceived Usefulness PU1 0.813 0.807 0.661 1.892
PU2 0.871
PU3 0.759
PU4 0.791
PU5 0.827

Service Quality SQ1 0.670 0.841 0.515 1.903
sQ2 0.768
SQ3 0.718
SQ4 0.709
SQ5 0.721

User Satisfaction ST1 0.861 0.818 0.691 2.238
ST2 0.870
ST3 0.883
ST4 0.795

System Quality SY1 0.805 0.814 0.728 1.227
SY2 0.842
SY3 0.802
Sy4 0.832
SY5 0.873
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Table 2
Discriminant validity (HTMT)
[e] PU sQ 3 us
1Q
PU 0.566
SQ 0.393 0.433
SY 0.453 0.618 0.255
us 0.595 0.731 0.305 0.712

Structural model

The structural model was examined by assessing the interrelationship
between the quality dimensions, perceived usefulness and user satisfaction. First,
the predictive accuracy of the structural model shows a medium explanatory
power for both perceived usefulness (44 %) and user satisfaction (42 %). More so,
the effect sizes of the hypothesized paths showed that IQ and SY have medium
effect sizes on PU, while SQ has a low effect size. More so PU has a large effect
on user satisfaction. The predictive relevance of the model showed that Q* value
of PU is 0.346 while, US has a Q* value of 0.267 which is greater than zero. The
result of the hypothesized paths as shown in Table 3 and Figure 1 further showed
that information quality has a significant relationship with perceived usefulness and
user satisfaction positively. Also, service quality influences both user satisfaction
and perceived usefulness positively and significantly. System quality also influences
user satisfaction and perceived usefulness positively and significantly. The result
also showed that perceived usefulness also partially mediates the relationships
between the quality dimensions and user satisfaction with e-police.

Table 3
Hypotheses result
B Stdev T value P values 5.00 % 95.00 %
INF QUA -> PER USE 0.371 0.039 9.496 0.000 0.315 0.441
PER USE -> USER SAT 0.626 0.029 21.568 0.000 0.580 0.673
SER QUA -> PER USE 0.261 0.040 6.523 0.000 0.200 0.330
SYS QUA -> PER USE 0.228 0.043 5.269 0.000 0.149 0.298

Indirect Relationships

SER QUA -> PER USE ->

SeRagR 0.163 0.024 6.770 0.000
SYS QUA -> PER USE ->

Sre A 0.143 0.030 4776 0.000
INF QUA -> PER USE -> 0.232 0.027 8.596 0.000

USER SAT
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INFORMATION QUALITY
0.371 (0.000)

— 0.261 (0.000) 0.626 (0.000)

SERVICE QUALITY PERCEIVED USE USER SATISFACTION

0.228 (0.000)

SYSTEM QUALITY

Fig. 1. Structural model result

This suggests that citizens will find the e-police platforms useful provided the
appropriate information, services, and processes are put into place. As a consequence
of this, the kind of information that is provided by the system will have a role
in determining how the public views the e-police system. In addition, the quality,
timeliness, and relevancy of the information will determine whether or not the
general public has a positive or negative perception of the system. In a manner
akin to this, the public’s impression of the e-police system is dependent on the
usability of the user interface. This encompasses aspects such as navigation,
accessibility, and instructional language. A dependable and comprehensive system
to improve security services, including security reporting and case files, should
be provided through a high-quality e-police system. This system should also be all-
encompassing. Because of this, the system needs to be capable of providing users
with the most advantages that are feasible. Users expect that an electronic policing
system that is trustworthy, up-to-date, and easy to use will improve the efficiency
of the existing system and make their lives more secure. As a result, the capabilities
of the e-policing platform, system, and service ought to be strengthened to serve the
public’s best interests, and their level of performance ought to be enhanced.

The degree of satisfaction that users have with e-government services
is connected with the level of perceived usefulness of those services.
Increasingly, citizens are becoming aware of the fact that perceived usefulness
is one of the most significant factors in determining whether or not people
will adopt e-policing, and it also plays a significant role in the degree to which
they are satisfied with the system. This indicates that users will utilize the
e-policing system based on how beneficial they perceive it to be and that they
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will likely assume that the platform will significantly increase their security
and quality of life through intelligent case reporting and efficient monitoring.
This is because of the fact that users will be able to access the system from their
mobile devices. In addition, a user’s perception of how effective a system is,
plays a large part in how satisfied they are with it; for this reason, the usability
of the e-policing system will be a primary concern during the process of putting
it into place. As a consequence of this, the e-police system has to have the
appropriate updates and maintenance performed on it in order for the general
public to accept it as an enhanced security system.

Conclusion

A quantitative method was taken in the course of this research project in order
to investigate the level of user’s satisfaction of the citizens with the Nigerian e-police
system. A conceptual model was developed on the basis that the quality dimensions
of the information system (information, system, and service qualities) will impact
the perceived usefulness of e-police, which will influence user satisfaction with
e-police. All the hypotheses that were mentioned were put to the test and found
supported. The findings of the study consequently point to the conclusion that there
is a requirement to enhance the correctness, comprehensiveness, completeness, and
updating of the information that is supplied by the police website to the citizens.
In addition, the architecture of the system, including both the software and the
hardware, have to be modernized in order to make the process of reporting crimes
as simple as possible. When the services offered by the police online are timely
and effective, users will have a greater chance of expressing satisfaction with
the system. More so, when the citizens believe that the information, system, and
services provided by the police department are efficient, they will continue to utilize
the e-police system.
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OueHka yaoB/1eTBOPEHHOCTU NoJsib30BaTesnien
9NeKTPOHHOMU nonuuuen B Hurepum

K.A. Onagumenxu ', K.A. AGnysikapem?

"Vuusepcurer Alb-XHKMa,
Hnopun, wmam Keapa, Hueepus

< Oladimeji.kal @gmail.com

*YuausepcuteT UnopuHa,
Hnopun, Hueepus

AHHOTanusA. B cTaThe Ha OCHOBE KOJIMYECTBEHHOTO METO/Aa OICHMBAJIACH YIOBJIECTBOPCH-
HOCTBH MOJIb30BaTeNell 3MeKTpoHHOW monuuueid B Hurepun. HeoOxommmocTh mpoBeneHus
nucciaenoBanus Obuta 00yCIOBIIEHa HEJOCTATOYHOCTHIO AIMIUPHUUECKUX HCCIECJOBAaHUIN BIHS-
HUS NHOOPMAIMOHHO-KOMMYHHUKAIIMOHHBIX TEXHOJOTHH Ha 6€3011aCHOCTh M pabOTy MOIHIHH
B Hurepuu. B craTbe paccMOTpeHO BIMSHHE KauecTBAa HH(GOPMAIIMOHHBIX TEXHOJIOTHIT AJIeK-
TPOHHOU MONHUINHU (Ka4eCTBO OOCTYKMBaHUSA, KaUeCTBO CUCTEMBI U Ka4yeCTBO MH(POPMAIUH)
Ha Y/IOBJICTBOPEHHOCTDH OJIB30BaTENCH U BOCHIPHHUMAEMYIO MOJIE3HOCTh. JlaHHBIE OBLIN CO-
OpaHbl ¢ MOMOUIBIO CTPYKTYPHUPOBAHHOTO ONPOCA, IPOBEJACHHOIO CPEeId HUTEPUIIIEB OHIIANH,
IIpH 3TOM 0c000€ BHUMAHHE YACIIIOCh TPaXAaHaM, paHee KOHTAKTHPOBABIINM C MOJUIHEH
oHnaiiH nmubo uepe3 MHTepHet, mubo uepe3 conuanbHele ceTH. CoOpaHHBIC JaHHBIC OBUIH
MPOAaHAJIIN3UPOBAHBI C UCIIOJIB30BAaHUEM aHAJIUTHYECKOTO MporpaMMHoOro obecrnedenus: PLS-
SEM u SmartPLS 4. Pe3ynbTaTsl Hccliel0BaHUSA MOATBEPINUIN BCE MOCTABICHHBIC THIIOTE-
3bl. B wacTHOCTH, BCE MMOKa3aTesn KauecTBa OBIIN MOJOKHUTEIbHBIMU M 3HAYUMBIMU C TOUKH
3peHHs] BOCIPUHUMAeMOH MOJIE3HOCTH M YIOBJICTBOPEHHOCTH MOJb30BaTeeH, B TO BpeMs
KaK BOCIIPHHUMAaeMas MOJIE3HOCTh YaCTUYHO OMOCPENyeT B3aMMOCBSI3b MEX]y IOKa3aTems-
MU KauecTBa M yJOBJICTBOPEHHOCTHIO IMOJIb30BATEICH IeKTPOHHOH nmonnuuei. [loxyueHHble
pe3yJIbTaThl MOKA3bIBAIOT, YTO CTENEHb YAOBIETBOPEHHOCTH IMOJIb30BaTENeH YCIyraMH dJIeK-
TPOHHOTO TPABUTENBCTBA CBA3aHA C YPOBHEM BOCIPHHUMAEMOIl MOJIE3HOCTH ATHUX YCIYT.
Takum o6pa3om, OTMEUaeTCsl, YTO BOCIPUHUMAEMas TOJIE3HOCTD SIBISETCS pemanmm dak-
TOPOM TIPH OIpEJIeIEHUU TOTO, OYAYT JIH JIFOJU UCIIOJIb30BATh CEPBHUC 3JIEKTPOHHON MOIHIIHH
WM HET, U 4TO 3TOT (h)aKTOp OKa3bIBACT CYIIECTBEHHOE BIMSHUE HAa CTENEHb yJOBIETBOPCH-
HOCTH MOJIb30BaTeIEH CUCTEMOH.
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