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Abstract 

The effective management of local municipalities in South Africa determines the quality of service 

delivery to citizens. Policies and other legislation have been implemented in an attempt to improve 

service delivery backlogs in South Africa since post-apartheid. However, these have not been 

effective in meeting community needs, hence leading to poor service delivery and increased 

community protests of frustration. These problems are partly linked to the lack of communication 

between government and citizens, and within internal government. Government needs to be held 

accountable for the services it provides, and improve on these services through practicing 

transparency, providing information to citizens, and allowing citizens to provide feedback on the 

various challenges experienced. Information access and communication is vital to the citizen 

engagement process, as this supports evidence-based engagement between citizens and 

government. Over the most recent years, innovative ICTs have emerged as a critical strategic tool 

in facilitating communication between the government and its citizens, commonly referred to as 

digital citizen engagement. The effective implementation of such initiatives at the local 

government level, especially in resource-constrained contexts, is not straightforward. This research 

aims to develop a guiding framework for aligning municipal communication processes with 

innovative ICTs to support ongoing social accountability and transparency through citizen 

engagement in local municipalities. The formulation of this framework is built on the Adaptive 

Structuration Theory, which is based on studying organisational change that occurs due to 

implementation and adoption of technology. Using a pragmatist approach and case study of 

Makana Municipality, the research study investigates a digital citizen engagement initiative called 

MobiSAM (Mobile Social Accountability Monitoring). The key findings from the qualitative 

empirical investigation indicates that there are significant social and political factors to consider 

when aligning Digital Citizen Engagement initiatives in a resource-constrained environment. The 

findings illustrated that the change and alignment process of DCE in local municipalities rely on a 

diverse set of inputs from different stakeholders, and a dynamic change process, which result in 

key citizen engagement outcomes of empowerment, accountability, transparency, and increased 

engagement depending – all depending on the success of the process. The extent of the outcomes 

will vary with the effectiveness of change management, idea generation, and participation, which 
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are impacted by perceived usefulness, attitude towards the system, and the intentions of the user. 

The proposed framework provides a guideline for the implementation and introduction of 

innovations ICTs for citizen engagement at local government level. 
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 Chapter 1: Research Introduction 

 

 

 

Chapter 1 introduces the research study. The chapter discusses the research context to provide 

background information and put the study into perspective. The research goals and research 

questions are presented, as well as, the research methodology employed. Finally, the chapter 

outlines a summary of the key findings of the research. 
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1.1  Introduction 

The provision of basic needs has been a major challenge in resource-constrained environments. 

Service delivery protests have increased as citizens become wary of the conditions in the 

community and inability of local government to provide adequate services. There are various 

reasons for such failure, mainly emanating from the lack of efficient communication between 

citizens and government, as well as, internally between government departments or units. The use 

of ICTs presents a platform whereby the citizens can engage with the local government and assist 

in communicating their issues. The introduction of e-government and other ICT-led initiatives, has 

provided a tool through which greater citizen engagement and transparency within the government 

can be achieved. Despite the high expectations of Digital citizen engagement initiatives alongside 

any use of ICTs in local government, there still have been a lot of failures and inabilities to improve 

service delivery. This Chapter provides an introduction to the research study. It introduces the 

background of the study, goals of the research, and a summary of the research methodology. The 

Chapter concludes by providing a summary of the key findings of the thesis and an overview of 

the research chapters. 

1.2 Research Context 

Basic needs are crucial to human existence, as well as basic hygiene within households (Asmal, 

1994; Department of Water Affairs and Forestry, 1994). As they are vital to human survival they 

can be used as a measure to reflect the prevalent standards of living of a community (Encyclopædia 

Britannica, 2017). Basic needs include access to safe drinking water and sanitation, electricity, a 

right to education, and healthcare. The efficient management of these services is highly essential 

(USEPA, 2013).  Falkenmark (1994) and Ashton (2002) indicate that scarcity of basic needs such 

as water in less developed countries is closely linked to the occurrence of poverty, starvation and 

diseases. South Africa is one of such developing countries. The local government is responsible 

for providing basic services to the community in order to fulfil their basic needs (Sithole and 

Mathonsi, 2015).  Service delivery is the supply of basic essentials and services to the community, 

including water and sanitation, as well as, electricity (Bertot, Jaeger and Hansen, 2012). Policies 

and other legislations have been implemented to try to improve service delivery in South Africa. 

However, this has not been fruitful as they are still not meeting the citizen’s needs, leading to 

increases in service delivery protests (Sithole and Mathonsi, 2015). On the surface, the protests 

http://www.sciencedirect.com/science/article/pii/S0921800907006167#bib14
http://www.sciencedirect.com/science/article/pii/S0921800907006167#bib2
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have been about service delivery and against uncaring, self-serving, and corrupt leaders of 

municipalities (Nnadozie, 2013; Alexandra, 2010; Sithole and Mathonsi, 2015).  

Since the end of the Apartheid era, the government has been tasked with addressing various service 

inequalities (Schellack, Meyer and Gous, 2011). Over the years, this has included addressing 

service backlogs of approximately 14 million people in the country who lacked water supply 

services (Nnadozie, 2013). Following the end of Apartheid, no specific department was 

responsible for providing water and sanitation services (Department of Water Affairs and Forestry, 

2003; Nnadozie, 2013; Tissington et al., 2008). In order to solve this, the South African National 

Government established municipalities to represent the local government level (Municipal 

structure act 117 of 1998). As local government units, the municipality is obligated to create 

strategies and manage their administration, to give priority to the basic needs and services of its 

local citizens (Municipal Act, 2000; Act 32 of 2000).  Municipalities are expected to guarantee 

access to services to all citizens with particular attention to those that were previously deprived 

(Sithole and Mathonsi, 2015). 

Effective communication helps in improving public participation and information flow, both 

internally and externally (Criado, Sandoval-Almazan, and Gil-Garcia, 2013). Engaging with 

citizens regarding service delivery may bring about various benefits, including problems being 

realised and resolved quicker and obtaining feedback that may lead to quality service provision 

(Gaventa and Gregory Barrett, 2012; Pandeya, 2015). Citizen engagement in local government is 

an essential tool in facilitating and achieving two primary objectives; accountability and 

empowerment of citizens (Pandeya, 2015). Social accountability has also been seen as an enabler 

of service delivery improvement (Murt, Agarwal and Shah, 2007; Carothers and Brechenmacher, 

2014; Grandvoinnet, Aslam and Raha, 2015). Social accountability allows capable citizens to 

make the state accountable for responding to their service delivery needs. The South African 

government has recognised the need for sustainable solutions that will increase public value to 

their citizens through information and communication, coupled with government responsiveness. 

Therefore, it is possible for them to take advantage of emerging tools for Digital Citizen 

Engagement in the economy, such as information and communication technologies (ICTs). 

According to Peixoto and Fox (2016:16), Digital Citizen Engagement (DCE) refers to: 
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“The use of new media/digital information and communication technologies to create or 

enhance the communication channels which facilitate the interaction between citizens and 

governments or the private sector."  

Digital Citizen Engagement relates to e-government but has a more focused view based on its 

purpose. Like e-government, DCE supports the improvement of service delivery and information 

sharing, as citizens are able to participate in making decisions through ICT use (United States' e-

government Strategy, 2003; Telecommunication Union, 2008; Noveck, 2009). However, with a 

large amount of investment that has been spent in the implementation of e-government, the efforts 

have not yielded the expected benefits to all stakeholders involved (Backus, 2001; Pina and 

Accerete, 2005: Dada, 2006; Heeks, 2006; Nkohkwo and Islam 2013). 

The underwhelming results of these initiatives have been due to a lack of strategy and vision, and 

lack of continuous evaluation to assess and guide its effectiveness (Backus, 2001; Aldrich et al., 

2002; Dada, 2006; World Bank Group, 2016). The lack of an appropriate strategy and vision in 

aligning processes with ICTs has led to the government investing in unsuitable technology and 

irregularities in implementation and use, which prevents sustainable development (Heeks, 2006: 

Backus, 2001; Aldrich et al., 2002). These challenges are mainly due to the absence of a unified 

view and understanding, by varying stakeholders, on the advantages of broadly adopting and 

integrating ICTs to support their service delivery sectors (Matavire et al., 2010; Saha et al., 2010). 

The absence of this unity stems from government functional areas being decentralised, which leads 

to the existence of silos in their interest and business processes (Saha et al., 2010; Arendse et al., 

2012). 

1.3 Goals of the Research 

This research aims to develop a guiding framework that supports the alignment of the 

communication strategy of a local municipality with innovative ICTs for citizen engagement in 

South Africa. The following research questions guide the study: 

• What are the information and communication-related challenges associated with service 

delivery in resource-constrained local municipalities? 

• What role does citizen engagement play in supporting service delivery in resource-

constrained local municipalities’? 
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• How can innovative ICTs be used to support citizen engagement to improve 

communication in resource-constrained local municipalities? 

• How can communication processes of a resource-constrained local municipality be aligned 

with innovative ICTs to support citizen engagement? 

1.4 Methodology 

This research adopts a pragmatist philosophical approach. The pragmatist philosophy assists the 

researcher to focus his/her attention on the research problem through the use of mixed methods to 

get information about the issue (Goldkuhl, 2012; Siemens, 2014). Data is gathered primarily 

through observation and explaining the actions and interactions of the actors with technology. The 

approach provides a platform to actively participate in local government and DCE issues, therefore 

assisting the researcher in observing, understanding, reflecting and providing guidelines to mediate 

within a social context (Goldkuhl, 2008; Christopher, 2016). The research will use the Adaptive 

Structuration Theory to guide the empirical investigation of alignment factors. This is a base theory 

used to study organisational change, which often occurs as a result of the implementation of 

technology. A detailed research methodology of the research study is provided in Chapter 5. 

1.4.1 Research Strategy  

The research strategy that will be used is a case study of Makana Municipality in the Eastern Cape. 

The case study approach is suitable for this study as it assists in understanding the contextual 

complexity and establishing the development of theories, hence making it ideal for the introductory 

nature of this research (Benbasa, Goldstein and Mead, 1987). It will assist in developing the 

Alignment framework which is a middle-range theory and the research contribution in this research 

study in the field of Digital Citizen Engagement (DCE) (Warren, 2016). This approach will also 

assist in getting a deeper understanding of ‘how’ the communication processes of the Municipality 

can be aligned with the Digital Citizen Engagement initiative called Mobile Social Accountability 

Monitoring (MobiSAM), and ‘why’ it is suitable to align it in that way (Andrade, 2009; Corcoran, 

Walker and Wals, 2004).  

MobiSAM has been initiated in the municipalities, with the aim of supporting social 

accountability, transparency, and government responsiveness. The MobiSAM project aims to 
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support service delivery by providing real-time access to information, hence providing two-way 

communication between citizens and government (Thinyane, 2013). MobiSAM was first 

implemented in the Makana Municipality in 2011; however, challenges emerged that emanated 

from a lack of buy-in and government responsiveness in the municipality. This resulted in the 

implementation of phase 2.0 in 2016, under the support of the Making All Voice Count initiative. 

This research investigation is based on a longitudinal study of the implementation of phase 2.0 

from the years 2016 to 2017. 

1.4.2 Data collection 

The data collection techniques used are interviews, participant observation, questionnaires and 

document analysis. The researcher was a participant observer, at all municipal public meetings, 

forums, and strategy formulation workshops related to MobiSAM. The data gathered was diverse 

in order to holistically understand the contextual problem, towards developing theory. The 

interviews were conducted with people that engaged mostly with the development and use of 

MobiSAM, which included the local municipality water technicians, the media and 

communications manager, the media and communications assistant, ICT manager, municipal 

manager, civil society representatives, ward councillors and citizens. Questionnaires were used as 

a data collection technique to investigate challenges and identify alignment factors at local 

government level. Interviews and focus groups were used to follow up the questionnaires 

observations and document analysis. 

1.4.3 Data Analysis 

Thematic Analysis is used to analyse the data collected using a tool called Atlas.ti (Friese, 2014). 

It is a method for determining, analysing and reporting similarities within qualitative data (Attride-

Stirling, 2001; Braun and Clarke, 2006). Common themes are identified, such as the influence that 

critical actors will have on alignment, suitable processes to follow, and critical areas of focus. 

These themes are used to develop a framework to guide the alignment of communication processes 

with Digital Citizen Engagement initiatives in local government (Daly, Kellehear and Gliksman, 

1997).  
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1.5 Research scope 

Two primary stakeholders are associated with digital citizen engagement, that is, citizens and local 

government. The research study mainly focuses on understanding the circumstances of local 

government. Most researchers in the field of digital citizen engagement have traditionally focused 

on citizen participation, rather than government responsiveness – a key factor for success. Though 

the research focuses mainly on the local government (which has been a neglected side), it also 

utilizes the opinions of citizens. 

1.6 Summary of Research Study 

The results of the research study are outlined as follows: 

 

 Problem Demarcation 

Emanating from the ineffective management of municipal departments, some of the problems 

faced by the community include unscheduled power cuts, water outages, dilapidated structures, 

and failure to compensate workers for their given tasks (Farelo and Morris, 2006). The 

existence of these problems have been partly linked to the lack of communication between the 

government and its citizens, as well as, within the internal departments of the local government 

(Ngubane 2005; Nnadozie, 2013; Carothers and Brechenmacher, 2014; South African 

Government, 2015). Although local municipalities were introduced to and encouraged to be in 

direct contact with the community to provide better services, the communication gap has led 

to inconsistencies which has a negative impact on transparent governance (Carothers and 

Brechenmacher, 2014).  

Communication is a large part of a complex system of problems that are interrelated in the 

context of local governance and plays an important role in citizen engagement (Sharma. and 

Patterson, 1999; Joseph, 2016). Effective communication improves organisational culture as it 

assists in resolving issues and building internal work relations (Sharma. and Patterson, 1999). 

In order to provide services to the community the local government needs to be able to apply 

effective communication skills (Joseph, 2016). Communication can reveal corruption as it 

enables the gathering of evidence-based data for undisputable treasury requests and 

participation in IDP developments and local budgets (Sharma. and Patterson, 1999). There is 

therefore a need for the government to be accountable for the services it provides and to 

improve these services through practising transparency (which includes providing clear and 
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complete information to citizens) (Murty, Agarwal and Shah, 2007). This allows citizens to 

give feedback on the various challenges and how they can be improved (Carothers and 

Brechenmacher, 2014). 

The complex nature of service delivery challenges in municipal departments demands a 

suitable and well-articulated communication strategy that outlines the objectives, core 

functions, challenges that have been faced, and key communicators and channels that are to be 

used in communicating. The channels of communication include formal and informal tools, 

such as newsletters and social media. Though critical, it is evident that such a strategy is lacking 

in many service provision parts of the South African context, especially at the local municipal 

level (Naidoo, 2007; Krasner and Risse, 2014). Primarily, the absence of a strategy is noticed 

within the internal and cross-departmental processes of the government (Farelo and Morris, 

2006). However, having a communication strategy will not guarantee the practical adoption of 

communication platforms that innovative ICTs can provide. Consequently, there is also a need 

for a guiding framework that supports the alignment of a municipal communication processes 

with innovative ICTs to support ongoing social accountability and transparency through citizen 

engagement in local municipalities that are often resource constrained. 

 Theoretical development 

The field of Digital Citizen Engagement is a fairly new field in the discipline. Due to the lack 

of a model and framework in the context, it is essential that theory is used as a guiding lens 

towards the production of a framework. It studies the interaction and relationship between the 

structures, as well as, the social actions, to understand organizational change. The theory assists 

in understanding how technology is adopted in organisations and examines changes by looking 

at the ICT structure and the interaction of the technology with various stakeholders.  

 Empirical Investigation 

The formulated framework was derived from factors that were identified from literature, 

observations and empirical data from the case study. The case study used is Makana 

Municipality in the Eastern Cape Province. The study will investigate the alignment of 

MobiSAM, a digital citizen engagement initiative in the municipality to identify the factors 

that impact the alignment process in resource-constrained contexts. 



 

 

Chapter 1: Research Study 

9 

 

 

 Research outcome 

Based on the factors that were identified, the Digital Citizen Engagement Framework is 

formulated. The framework consists of what and how factors that impact the alignment 

process. The framework will be structured in a way that acknowledges that alignment factors 

can either negatively or positively impact the alignment process. The main components of the 

framework are the inputs, Appropriate Process and Outputs. 

1.7 Thesis Organisation 

Table 1.1: Thesis Organisation 

Chapter  Description 

Chapter 1 Introduction 

 

Chapter 1 introduces the research problem 

and provides a general overview of its 

context. 

The research methodology is identified whilst 

a summary of the findings of the research are 

provided. 

 

Chapter 2 Service delivery in resource-

constrained environments at local 

government level 

 

This Chapter then looks at the issues being 

faced by municipalities that are affecting their 

ability to provide services to the citizens. An 

investigation of service delivery issues post-

apartheid is conducted in order to understand 

the causes and effects discussed.   

 

Chapter 3 Supporting Local Government 

Service Delivery through Citizen 

Engagement 

The chapter then explores the benefits and 

limitations of citizen engagement. This will 

assist in describing the need for supportive 

tools through the introduction of innovative 

ICTs.  

 

Chapter 4 Digital citizen engagement and 

the need for Alignment of processes in 

resource-constrained contexts 

The Chapter outlines the benefits and 

limitation of DCE initiatives, as well as, 

highlight the challenges being faced by 

resource constrained local governments 

leading to the need for alignment.  

 

Chapter 5 Methodology This Chapter discusses the theory guiding the 

formulation of the framework. The 

philosophical approach, research strategy and 

the case study design are discussed. 
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Chapter 6 Case Study Exploration This chapter provides a case study description 

of Makana Municipality and the 

implementation of MobiSAM as a Digital 

Citizen Engagement initiative. The factors that 

arise from the case study exploration will then 

be used to formulate the DCE framework with 

the guidance of the Adaptive Structuration 

Theory. 

 

Chapter 7 The Proposed Digital Citizen 

Engagement Framework 

Chapter 7 outlines the proposed Digital 

Citizen Engagement framework, which has 

incorporated the factors from the case study 

exploration. 

 

Chapter 8 Conclusion and Future 

Research 

Chapter 8 rounds up by concluding the 

research by outlining the aspects presented in 

the research and identifies future areas of 

study. 
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 Chapter 2: Service Delivery in Resource-Constrained 

environments at Local Government Level 

 

 

 

This chapter describes in-depth service delivery in South Africa and the level of government 

responsible for providing these services. The challenges faced in relation to resource-

constrained environments are outlined. This chapter brings to attention the emerging issue of 

lack of communication as a root cause of most of the local government challenges. 
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2.1 Introduction 

Local governments in South Africa aims to provide citizens with basic services.  Service delivery 

strategies and policies have been set to assist with basic service provision. Basic needs are those 

that are fundamental to human existence. These basic needs include water, sanitation, electricity 

and housing. The local government under Section 152 of the Constitution aims to improve five 

developmental outcomes. These outcomes include striving to be a more accountable government 

for the community, providing more sustainable service delivery, promoting economic and social 

development, promote safe and healthy environments and encourage citizen engagement in local 

government affairs. To fulfil the local government mandate cluster, there is need to identify and 

plan the delivery of its mandates.  

This chapter will start by investigating service delivery at local government level. The chapter then 

addresses what basic services are and who is responsible for providing them. Subsequently, the 

three types of local government municipalities are stipulated by the Municipal Act and other 

further classifications of the municipalities that are found in literature are discussed. This chapter 

then looks at the problems being faced by municipalities that impact their ability to provide 

services to citizens. The focus is then narrowed to identify communication challenges that are 

present at local government level. One of the approaches that can be adopted to eliminate these 

communication issues is by improving communication between government and citizens.  

2.2 Local Government Service Delivery in South Africa 

Transformation of service delivery started from 1995 when The White Paper was established to 

transform public service. The White Paper aimed to improve service delivery through developing 

a framework that guides implementation of new policies and service delivery (Visser and 

Twinomurinzi, 2009). Service delivery is the provision of basic services to the community.  These 

services include water, electricity, sanitation and housing, use of sewage and sanitation, storm 

water systems, refuse removal, firefighting services, municipal health services, roads, public 

transport, parks and recreational areas, libraries and other facilities, and local tourism (The 

Municipal Act (No.117 of 1998)).  

Among these basic services the government singled out particular needs that were important for 

day to day survival and called them basic needs.  Basic needs were established as human rights 
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that are fundamental for citizens to receive namely water and sanitation, electricity, roads and 

housing (Khumalo, 2016; Bertot, Jaeger and Hansen, 2012). During the Apartheid era, public 

services were a privilege only to those who could afford (Pretorius and Schurink, 2007). The right 

to basic services only became part of the Constitution after the Apartheid Era enabling all citizens 

to have access to basic needs (Constitution of the Republic of South Africa, 1996 (Act 108 of 

1996). However, the provision of basic services to resource-constrained communities took 

substantially longer than envisioned (do Vale and Cameron, 2017). Consequently, service delivery 

needs were not accessible to the community at large. 

The Department of Public Service and Administration (DPSA) published a report that outlines 

principles to jumpstart the change of service delivery called the Batho Pele (People First) 

principles (DPSA, 1997). With the aim to guide the introduction of new policies for development 

and implementation, an institutional framework was established, called the White Paper on the 

Transformation of Public Service (Visser and Twinomurinzi. 2008). This framework encouraged 

efficient public service delivery that was previously dysfunctional in the Apartheid system (Visser 

and Twinomurinzi. 2008). The Batho Pele principles include sharing information, openness and 

transparency of government, consultation of government, courtesy access of citizens, 

reimbursement, value for money and service standard of government illustrated in Figure 2.1 

(Sithole and Mathonsi, 2015). Thorough and competent service administration and governance are 

crucial and needed, to monitor the service delivery (Pretorius and Schurink, 2007). One of the 

most interpretive signs of analysing government transformation is perception and experiences of 

citizens (Pretorius and Schurink, 2007). The effect of this is to empower government to transform 

based on feedback provided by citizens and put into practice the required changes to prioritise the 

needs of residents. 
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Figure 2.1: Batho Pele Principle (South African Government, 2016). 

 

The focus was built on the right to access information as information is needed for citizens to 

engage. 

● Principle 1 (Consultation). Consultation between the government and the citizens is 

essential as this ensures that the agenda is clear and is well understood by the citizens 

(Dodoo, 1997). This is done through meetings in offices, workshops and forums. 

● Principle 2 (Service standards): Service standards should be set at the planning stages of 

any management system. Performance measures established during the planning stage will 

help to monitor improvement in service delivery (Statistics SA, 2001c). Employees should 

be involved in the setting of service standards to ensure the efficient adoption of the 

standards and sense of ownership from them (Crous, 2004). Setting standards will assist 

citizens in holding government accountable and measuring department services will assist 

in measuring the satisfaction of citizen on services delivered (Visser and Twinomurinzi. 

2008).  

● Principle 3 (Access): Service providers should increase access to services for the current, 

new and previously disadvantaged groups in the community (Constitution of the Republic 

of South Africa, 1996 (Act 108 of 1996) (section 195(1) (d)). Making sure that citizens 

have access to the services will also empower the community (Visser and Twinomurinzi. 

2008). The barriers that prevent access to basic services have been identified as physical, 

distance, or cultural (Crous, 2004). Most of the citizens in South Africa have no direct 

access to the services that are supplied by the local government. (Visser and Twinomurinzi. 
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2008). This is mainly evident in marginalised areas. 

● Principle 4 (Courteous): Government should be courteous in the way they relate to the 

community as this helps to avoid conflict. The employees should uphold a balance between 

the obligation to the community and compliance with administration rules (Dror 1997; 

Kaul, 1996).  

● Principle 5 (Information): One of the most critical tenets stated is information. There is a 

need to ensure that the information available is accurate and unbiased, as this strengthens 

the rate of openness and public accountability (Constitution of the Republic of South 

Africa, 1996 (Act 108 of 1996) (Section 195(1)). The focus should be to improve the 

availability of information to the citizens in rural or remote areas that cannot access the  

services being provided (Visser and Twinomurinzi. 2008).  

● Principle 6 (Openness and transparency): This entails informing citizens on how the 

institution aims to achieve its service delivery standards. It is also important to be open 

about how they will redress issues that would have failed (Crous, 2004).  

● Principle 7 (Redress): Redressing includes realising that a mistake has been made, taking 

responsibility for the mistake, as well as, trying to rectify it. Citizens trust will increase as 

it ensures that they care about the services they deliver (Hessler 1991). 

● Principle 8 (Value for money): Government institutions need to make sure that they 

improve the quality of services delivered and standards while not increasing costs (Crous, 

2004). Money should be saved and use to improve the standards in the institution. Service 

delivery enhancement should aim to be done with the same resources or less (Visser and 

Twinomurinzi. 2008). 

 

2.2.1 Classifications of Municipalities 

The primary concern of Municipalities is expanding local economies and social growth, as well as 

provision of infrastructure to meet basic needs (Local Government: Municipal Structures Act, 

1998 (Act 117 of 1998)). The Constitution Act No.117 of 1998 states that there are three categories 

of municipalities. The categories are classified as category A, B and C and are described as follows 

(Monkam, 2014); 

 Category A is called the metropolitan municipality with more than 500000 voters 

which have mainly urbanized areas.  
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 Category B municipalities are called local municipalities which fall outside the 

metropolitan areas. There are 226 local municipalities in South Africa, and they are 

further broken down into wards.  

 Category C municipalities are called District councils. They are responsible for 

capacity building and planning within that district.  

 

South African policy debates have begun to suggest the advantages of various policies to take into 

consideration the different opportunities and challenges of different municipalities and their 

different capacities (World Bank, 2009; Gnade, Blaauw and Greyling, 2017). However, most 

policy-makers and observers would agree that there is a need for differentiation when it comes to 

understanding the variety of settlement types (World Bank, 2017). The Department of Cooperative 

Governance and Traditional Affairs (CoGTA) also classified municipalities further based on three 

factors, which are functionality, socio-economic profile, and the backlog of basic services 

(CoGTA, 2009; Gnade, Blaauw and Greyling, 2017). The evaluation in 2009 focused on the 231 

local municipalities in Category B and ranked them resulting in four classes, Class 1: Most 

vulnerable, Class 2: Second most vulnerable, Class 3: Second highest performing, and Class 4: 

Highest performing (Gnade, Blaauw and Greyling, 2017). 

 

Another classificatory framework, published in the same year with CoGTA, was developed as part 

of the Municipal Infrastructure Investment Framework (World Bank, 2009). The participating 

stakeholders were World Bank, the Development Bank of Southern Africa, and several 

government departments stated that different strategies were required for different municipality 

categories when devising the Municipal Infrastructure Investment Framework (MIIF) (CoGTA, 

2009). The World Bank further classified the South African municipalities into three groups based 

on the following characteristics: socio-economic and geographical illustrated in Table 2.1 (World 

Bank, 2009; Clifford, 2015). This classification has no status but assists in understanding how 

policies work at local government level (Clifford, 2015). The one-fits-all approach would not work 

with category classifications as they have different infrastructures and capacities. The 

municipalities were divided into seven categories after the World Bank classification, ranging from 

Category A, Category B1 to B4, and C1 and C2. The World Bank (2009) classification sets out 

the characteristics that are found in all groups.  
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Table 2.1: Municipalities according to description and socio-economic and geographic 

characteristics (World Bank, 2009). 

 

 

2.3 The Responsibility of Local Government 

The three spheres of government are national, provincial and local government.  The Local 
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government is responsible for providing services to citizens. The mechanisms the local 

government uses to manage service provision has an impact on the quality of services received by 

citizens (Constitution of the Republic of South Africa Act (No.151 of 1996). The proximity of 

local government to those who elected them is designed to provide increased motivation for 

participation. The Constitution of the Republic of South Africa Act (No.151 of 1996), under the 

section of local government, states that local government is tasked to be responsible for service 

providers because they are closer to the citizens. Therefore, they are in a better space to establish 

what citizens need. The Municipal Act (No.117 of 1998), The Municipal System Act (No.32 of 

2000), and Municipal Demarcation Act (No. 27 of 1998) are the three policies and frameworks 

that guide the provision of services to the community. They aim to assist in municipalities creating 

strategies and prioritise basic needs to citizens (Crozier and Thoenig, 1976; Municipal System Act 

(No.32 of 2000); Sithole and Manthonsi, 2015). The South African Constitution requires local 

government to (Constitution of the Republic of South Africa Act (No.151 of 1996: 74)):  

 

"provides a democratic and accountable government for local communities to ensure the 

provision of services to communities sustainably; to promote social and economic 

development; to promote a safe and healthy environment; and to encourage the 

involvement of communities and community organisations in the matters of local 

government."  

 

Thus, local government structures are both designed to enable participation to reach the democratic 

vision and facilitate service delivery (Thinyane, 2013). 

2.3.1 The Structure of Local Municipalities 

The Municipal Act (No. 117 of 1998) contains the decision structure in local government. The 

Legislation allows for two types of councillors (The Municipal Act (No.117 of 1998); Crozier and 

Thoenig, 1976)). Each municipality will have a council that is nominated by residents and political 

party representatives every five years (The Municipal Act (No.117 of 1998)). The politically 

appointed councillors are selected by running in elections while ward councillors represent 

geographical regions of the municipality (The Municipal Act (No.117 of 1998)). The number of 

councillors depends on the number of voters in a citizen population. For district or local 

municipality councillors should not be less than three or go beyond 90, and for a metropolitan 
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municipality councillors may not be more than 270 (The Municipal Act (No.117 of 1998)). The 

municipal council among other tasks is responsible for selecting committees with the aim to 

increase the communication platforms with the citizens (The Municipal Act (No.117 of 1998); 

Crozier and Thoenig, 1976)).  

 

Figure 2.2: The relationships between the different actors that are involved in local 

municipalities and decision-making bodies (Clifford, 2015). 

 

Figure 2.2 illustrates the relationship between the municipal council, committees and municipal 

administration that are involved in local municipalities. The Technical Directorate is not 

responsible for providing basic services but for assuring quality engineering services (The 

Municipal System Act (No.32 of 2000); Klijn and Koppenjan, 2000). Other directorates include 

Directorate of Budget and Treasury, and Local Economic Development and Planning, which focus 

on organising all resources for the development of the economy. The Directorate of Corporate and 

Shared Services, which is responsible for supporting services and lastly the Public Safety and 

Community Services Directorate is responsible for providing affordable and sustainable services 

(Clifford, 2015).  
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The ward committees as shown in Figure 2.2 are accountable to ward councillors and enable 

interaction of residents and civil society groups, and forward their concerns to gain the attention 

of the municipality. The primary function of ward committees is to drive citizen engagement in all 

the planning that happens in the municipality (The Municipal System Act (No.32 of 2000); Klijn 

and Koppenjan, 2000). This is mainly in regards to the Integrated Development Plan (IDP), Water 

Services Development plan (WSDP), and the Spatial Development Framework (The Municipal 

System Act (No.32 of 2000)). The IDP is a public planning tool that aims to respond to citizen 

priorities and needs by facilitating interaction of citizens and the municipality (Clifford, 2015; 

Klijn and Koppenjan, 2000). The existence of IDPs in all municipalities is required by the 

Municipal Systems Act, and they must be revised per year. 

2.4 Emerging Challenges in Service delivery of Local Municipalities 

Post-Apartheid 

After coming into power in 1994, the newly elected democratic government inherited 

overwhelming municipal service backlogs that were found mostly in rural, impoverished regions 

in South Africa (Manase et al., 2009; Powell et al., 2009; Kanyane, 2014). Municipalities in 

marginalised areas were deprived of the means to meet the needs of citizens (Sithole and Mathonsi, 

2015).  The challenges that are being faced include, lack of capacity, lack of implementation 

policies, inability to clear backlogs, and lack of communication. 

2.4.1 Lack of Capacity 

COGTA (2014) states that some of the challenges that led to inequalities in service delivery include 

a lack of critical municipal infrastructures that led to services not being provided or providing 

inadequate unacceptable levels of service provision (Crocker et al, 2016).  Marginalised local 

authorities were unable to cope with increasing service demands, and citizens were dissatisfied by 

the occurrence of corruption (Watson, 1994; Smith, 2004; Kanyane, 2014; Sithole and Mathonsi, 

2015). In 2005, the Minister of Provincial and local government reiterated that one of the 

challenges South Africa faces is a lack of essential capacity (Pretorius and Schurink, 2007; Crocker 

et al, 2016). Clifford (2015) states that at local government level the main issues are a lack of 

institutional and administrative capacity, which has led municipalities to be incapable of providing 

basic services. Municipalities in resource-constrained communities can barely raise enough 

funding from rates payments due the number of indigents in marginilised communities. This has 
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led local municipalities to depend on government funding and not be self-sufficient (Mahabir and 

Mabena, 2015). It has been stated that the financial model for municipal funding has shown to be 

disadvantaging resource-constrained municipalities and the reality of financial shortfall (de Visser, 

2009; Mahabir and Mabena, 2015). Therefore, there is a need to assist the local government in 

increasing its financial capacity, maintain services, as well as, to create more ways of improving 

service delivery (Water Supply and Sanitation in South Africa, 2015; Crocker et al, 2016). 

According to Kanyane (2014), the consequence of Apartheid on the current issues being 

experienced in South Africa is undeniable and widely transparent. Weak leadership, vacancies in 

critical posts, poor financial management, lack of transparency and accountability, and 

communication with communities have been seen as the standard factors affecting service 

provision (The Presidency 2014; GGLN, 2016). COGTA (2014) indicates that social distance* by 

municipalities, in particular public representatives such as Speaker of the Council, Ward 

Councillors and Ward Committees, is a primary concern and this brings out issues of insufficient 

participation with the public. 

2.4.3 Lack of implementation policies 

Policies have been put in place to assist in the clearing of the challenges being faced at local 

government level. Although interventions have been proposed to improve these challenges, the 

lack of appropriate strategies have led to the ineffectiveness of local municipalities (COGTA, 

2009; Pretorius and Schurink, 2007; Owais, Khanna and Mani, 2017). Significant funds have been 

donated, including those of the supported donor community, and allocated to support the 

provision of basic services, including water supply and sanitation, and housing provision to rural 

communities throughout the country (Powell et al., 2009). These have gone to waste as there are 

no policies in place to manage the implementation policies. South Africa acknowledges that the 

implementation of its policies are challenging and service delivery is nowhere close to being 

exceptional (Twinomurinzi and Ojo, 2010; Lewis, 2017).  

2.4.4 Inability to Clear Backlogs 

Service delivery backlogs can be defined by a variety of factors; however, it is mainly described 

as (Gildenhuys, 2009:5):  

“households without a service to which they are legally entitled”. 
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Service backlogs are said to be an indication of the lowest levels of standard service. They also are 

a function of the number of households that do not have resources to attain services for themselves. 

These are called indigents. The number of households living in poverty has increased radically 

over time, and this is due to many people still not receiving basic needs (Buccus and Mathekga, 

2007; World Bank, 2009). Figure 2.3 shows the backlog for basic services for 2011. 

 

Figure 2.3: Service backlogs in urban areas (Palmer et al., 2011). 

There are still issues of funding arising from misspending and ineffective service delivery. 

However, a significant amount of work has been conducted around the area of water and sanitation 

infrastructure, with the goal of improving how the service is delivered. (Bannister, 2009). Refusal 

backlogs are still reasonably high while electricity backlogs have decreased over time. Due to a 

lack of resources, issues of corruption and lack of legitimacy of the administration, there are huge 

backlog figures on basic services such as water, electricity, health, and education facilities in 

homelands (Sithole and Mathonsi, 2015). 

2.4.5 Increase in Service Protests 

South Africa is still struggling with inequalities in relation to service provision (do Vale and 

Cameron, 2017). Due to this increase in demand, municipalities have appeared in media outlets 

due to the increase in protests for improved service delivery (Mchunu, 2012; Grant, 2014; de 

Villiers, 2017).  This is due to lack of access to information, and adequate communication mediums 

in marginalised areas – this negatively affects the effectiveness of communication and message 

transmission (Mchunu, 2012; Communication strategy, 2016). 
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Though there has been a drop in the total amount of protests, some areas seem to still have the 

same concerns. The concerns and demands that have not been resolved are water and sanitation, 

electricity and housing (Petterson, 2016). Due to lack of adequate water supply, recurring problems 

and diseases increased which raised the need of maintenance and reinvestment in the current 

facilities (Hutton, and Chase, 2017; Edokpayi, Odiyo and Durowoju, 2017). A study on linking 

service delivery and protests in South Africa established that in one year, there were over 900 

service delivery protests in South Africa (Booysen, 2007; Mchunu, 2012).  71 demonstrations in 

2012 alone attributed to dissatisfaction with services, in particular water (Mchunu, 2012; DWA, 

2013).  

2.4.5 Lack of Communication 

Two decades after Apartheid, the government is still facing challenges to meet the expectations of 

citizens (Sithole and Mathonsi, 2015; Owais, Khanna and Mani, 2017). Buccus and Mathekga 

(2007) also states that local government in particular continues to fail to meet the constitutional 

command. He claims it is due to government's top-down approach that underlines that local 

government is a vehicle for service delivery only, rather than simultaneously emphasising that it 

is a vehicle for participation (Mchunu, 2012; do Vale and Cameron, 2017). The country is facing 

a significant task in ensuring that local government provides ideal and specialised services to their 

citizens (Pretorius and Schurink, 2007). One of the leading reasons why citizens do not have faith 

in the government is that they do not inquire what the community needs. The lack of public 

participation platforms is a critical factor in the loss of public trust in local government (Manase 

et al., 2009; Mchunu, 2012). This has led to municipalities failing to manage resources efficiently, 

sustain basic services and collect revenue (Nleya, 2011; GGLN, 2016).  

Community task teams which are referred to as ward committees have been established to work 

with community representatives on matters of service delivery as a means of engaging the 

community in public affairs (Sekgala, 2016). They need to be considered as they are a key element 

in communicating with citizens. They were created to encourage public participation by facilitating 

communication between the community and the municipality. (Municipal Structures Act (117 of 

1998); Sekgala, 2016). Ensuring functionality of such task teams is some of the challenges that are 

beyond the control of the public sector. The problems include (Sekgala, 2016): 

 Lack of skills: It is essential for the committee members to acquire certain skills to perform 
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their duties. It has been researched that most members lack any matric education leading 

to lack of clarity in what they are ought to be accomplishing.  

 No impact on decision making: The ward committees have raised concern over their voices 

not being heard in the municipality.  

 Representation in Ward Committees: The election of ward committees has been a 

significant challenge as there are allegations that councillors are selecting committee 

members according to their political affiliation, and not according to skill and contribution. 

(Kabane, 2014).  

 Access to Information: The committee members have been blaming lack of communication 

for their lack of performance, and as a reason for the lack of engagement (Naidu, 2011: 4).  

 Resource Constraint: Most local municipalities are resource constrained and are not able 

to provide adequate service delivery to the community. Therefore, it will be impossible for 

ward committees to function effectively without resources. 

2.5 The Communication Dilemma in Local Municipalities 

Local government is well known for lack of citizen engagement, increasing corruption, and poor 

communication and service delivery (SALGA, 2006; Ndaba, 2014). The current communication 

problems that are being faced by municipalities are due to lack of sustainability of a positive mood 

internally and externally. Internally, among others there is lack of consistency in holding regular 

departmental meetings to steer services delivery (Communication strategy, 2016; CoGTA, 2014). 

Externally the local government is unable to efficiently and timeously communicate with various 

stakeholders, therefore affecting the impact of the message and intended consequences regarding 

service delivery issues, progress, successes and failures (CoGTA, 2014).  

Many developing countries recognise that communication is a critical component in developing 

and maintaining dynamic and efficient information and communication strategy 

(Communications, 2000). South Africa's lack of policy shows how it is behind in this area. A stable 

government communication and information service can coexist with a culture that embraces 

freedom of expression and information (Communications, 2000; Morsing and Schultz, 2006). The 

definition of communications and the function of the communication department in local 

government are not precise. The communication function in local government is carried out in 

various ways depending on each municipality, department, or the officials who perform this 
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service as part of a range of other duties (Communications, 2000). Most of the municipalities spend 

less than 0.2% of their funding on the communication department (Department of Government 

Communication and Information, 2016).  

This is not an adequate amount of money to be spent on such a crucial department. Primarily, the 

strategy absence is noticed within the internal and cross-departmental processes of government 

(Farelo and Morris, 2006). Municipalities should assess their services through feedback from 

citizens (Ndaba, 2014). It can be established that communication is not taken seriously even at a 

higher level. This can be shown by how vacancies in the communication department have been 

filled in by people who have other skills such as accounting or with inadequate skills 

(Communications, 2000; Department of Government Communication and Information, 2016). 

Therefore, the government is impoverished by its own inability to take this crucial aspect of 

governance seriously. There is no co-ordination of messages between departments. One of the 

main problems in the government are not taking media communication seriously and not using it 

to their advantage, as well as, change certain structures for better service delivery (Morsing and 

Schultz, 2006; Department of Government Communication and Information, 2016). There seems 

to be a problem with media as they cannot separate their views on the government with their views 

on political party role players while lack of adequate strategy and policy is affecting 

communication in municipalities. 

2.6 Conclusion 

This chapter discussed service delivery, and the importance of efficiently managing it for increased 

standards of living.  The four basic services essential to human existence include water, electricity, 

sanitation, and housing. Other services that local municipalities provide include health services, 

firefighting, and refuse removal. The local government among the three levels of government is 

responsible for providing these services. Local municipalities are divided into three categories 

according to the Municipal Structures Act which are Metropolitan, Local and District 

Municipalities. These were further categorised by the World Bank and CoGTA to factor in 

characteristics such as socio-economic profile, functionality, backlog of basic services and its 

geographical factors.  

A council is elected by the citizens to deal with issues of service delivery which is further divided 
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into specific committees. The key players in the municipality that are responsible for service 

delivery are the Municipal manager, Mayor and Speaker of the Council which are nominated by 

the council. The council should abide by the Code of Conduct which states their roles and 

functions. The chapter also addresses the current issues surrounding service delivery that include 

increases in protests around basic services raising the issue of lack of communication between the 

government and its citizens. Communication is an essential resource for any institution and should 

be efficiently managed. Resolving issues around lack of communication within the department and 

with the citizens will go a long way in solving service delivery issues. The effectiveness of local 

government should be measured by the impact it has made to the community. 
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Chapter 3 goes on to elaborate the importance of citizen engagement and the role it plays in 

service delivery. It elaborates on the stakeholders of citizen engagement at the local level, and 

the benefits and limitation faced. 
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3.1 Introduction 

The challenges experienced in service delivery relate to a lack of communication between 

government and its citizens at local government level. This has been evident in lack of transparency 

and accountability leading to issues such as lack of trust and an increase in protests. Bridging this 

gap of communication requires ensuring that citizen engagement exists, increase in government 

capacity, and ability to listen and provide feedback (Salome, 2016). Citizen engagement is a crucial 

factor at local government level, as its primary purpose is to be closer to the community. The aim 

of this chapter is to discuss and explore citizen engagement practices, processes, and frameworks 

to bring social change for effectively managing resources for individuals and society. 

The chapter begins with exploring the definition of citizen engagement, what it entails, user 

feedback and civic action, and how this will assist in improving service delivery. Subsequently, 

the role of citizen engagement in policy making as well as increasing accountability of the 

government is discussed. The role of citizen engagement in a community will be articulated and 

explained, as well as, outlining the stakeholders that are key in engaging with local government. 

The chapter then explores the benefits and limitations of citizen engagement, which will assist in 

realising the need for a supportive tool for communication.  

3.2 Citizen Engagement 

The primary purpose of citizen engagement and citizen participation is to improve developmental 

outcomes in decision making (Gaventa and Barret, 2010). The growing interest of citizens in socio-

economic development is reflected in their increased need to participate in decision making 

(Powell and Colin, 2008). However, a significant gap exists between what people perceive when 

promoting citizen engagement, and the impact of citizen engagement on achieving objectives. 

Citizen engagement is understood as the relationship between civic action and citizen feedback 

(Figure 3.1) (Peixoto and Fox, 2016). Civic action is more of collective action and is therefore 

public, compared to citizen reporting/feedback, which is individual and undisclosed.  
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Figure 3.1: Unpacking user feedback and civic engagement: Citizen Engagement overlap 

(Peixoto and Fox, 2016). 

 

Citizen engagement is defined differently by different authors. According to, Grandvoinnet, 

Aslam, and Raha (2016) it is the degree and ability of citizens to hold the state accountable and 

responsible for fulfilling their needs. This definition emphasises the ability of citizens to take 

accountability actions that will enhance service delivery beyond elections (World Bank, 2012).  

The process encourages and provides opportunities for the public to express their views, and for 

governments to learn about the opinions of the people, discovering opportunities to build a bridge 

between the two stakeholder groups (Van Belle and Cupido, 2013). 
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Figure 3.2: Relationship between citizen engagement and participation (Van Belle and Cupido, 

2013). 

Public participation or citizen participation are used interchangeably with citizen engagement as 

they have the same focus – improving service delivery (Grandvoinnet, Aslam, and Raha, 2016; 

Garrigues, 2017). Figure 3.2 illustrates the difference and relationship between citizen engagement 

and participation. Public participation involves the participation of members of the public who are 

interested in solving issues in question. It considers the total number of all citizens and 

communities that are aiming for the same goal (Van Belle and Cupido, 2013). Citizen participation 

is defined as the relationship that citizens have with the government where they can engage in 

decision-making processes (Kakumba, 2010). This definition recognises that citizens have a role 

in the decision-making process, which involves proposing options and being involved in the 

discussions around policy-making.  

Fox and Meyer (1995) also agree that citizen participation can be defined as various activities that 

relate to the implementation of policymaking. This encompasses the creation of budgets, 

determination of service levels, and the viability of government programs (Fox & Meyer 1995). 

The participation of citizens in creating plans is the foundation for good planning, monitoring and 

evaluation, and decision-making, that is based on two-way communication and interaction (Meyer 

and Theron, 2000; Creighton, 2005; Aulich, 2009; Seltzer and Mahmoudi, 2013; Breakfast, 

Mekoa, Maphazi, 2015). It is not merely consulting the public as stakeholders, but presence of 

willingness to engage with them. Citizen participation in government has usually been positioned 

around trying to facilitate better access to information, and improve the rights of citizens who are 

to be involved in matters that directly affect them (Aulich, 2009; Breakfast, Mekoa, Maphazi, 
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2015).  

Citizen engagement gives stakeholders the opportunity to engage in policy-making directly, 

leading to the ability to negotiate and involve all stakeholders in both policy formulation and 

implementation (Stewart 2003; Aulich, 2009). Citizen participation is based on interaction at the 

community level between citizens, where demands and requests originating from individuals and 

groups. The main difference between citizen participation and citizen engagement relates to who 

initiates the action illustrated in Figure 3.3. Citizen engagement is a top-down approach that is 

implemented by government institutions. The government encourages citizens to voice out their 

concerns by discussing, assessing policy and being involved in projects (Kakumba, 2010; 

Garrigues, 2017). On the other hand, the main actors for initiating citizen participation are the 

citizens, making it a bottom-up approach.  

 

Figure 3.3: The difference between Citizen Engagement and participation? (Garrigues, 2017). 

 

Local government institutions should include citizens in the decision-making process policies  
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when it comes to citizen engagement (Kakumba, 2010). This is done by providing them with ways 

to consult and access information, hence providing a discussion platform with elected 

representatives, to also monitor the implementation of the projects (Holmes, 2011; Garrigues, 

2017). Since citizen engagement is a top-down approach, it has more formal procedures impacted 

by rules established by the government (Putnam, 2001). On the contrary, citizen participation has 

no formalities as it is initiated by the citizens to be a principal instrument for their voices to be 

heard (Garrigues, 2017). 

3.2.1 Stakeholders of Citizen Engagement 

The key stakeholders for citizen engagement can be classified as government based, citizens based, 

and a combination of both (Figueiredo, Cuccillato, Schade and Guimarães, 2016). Both comprise 

of stakeholders that take the role of intermediaries, such as, civil society organisations and 

committees that are occupied by citizens and government officials. 

 

Figure 3.4: Stakeholders of citizen engagement 

Stakeholders of citizen engagement need to be equipped in order to play their role in holding the 

government accountable in service delivery issues (Brown, 2006). Stakeholders refer to people or 

groups of people that have interest in a subject (Kahane et al., 2013). Citizen engagement 
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stakeholders are illustrated in Figure 3.4 which include citizens, the local government 

(Administration and politicians) and civil society. These stakeholders can provide an efficient and 

more efficient way of engaging and may represent an interest (Kahane et al., 2013). 

There is a need for stakeholder empowerment to capacitate all stakeholders on their roles and how 

vital they are.  Empowerment entails engagement and accountability at the local government level 

and decision making through the inclusion of the citizens (Dom, 2012). Citizens who are confident 

in their ability to make a difference and participate in policy will feel empowered to tackle changes 

at local government level. An empowered citizen will assist in the management of the basic 

services provided as they will increase engagement in the processes. For instance, water supply 

management through the formation of a local water user committee can enhance a citizen's status 

more generally in the community. 

The role of civil society has been observed as a quest for creating a liberal and informed citizenry 

(Paffenholz and Spurk, 2006). This is with the aim to have more impact in their engagement with 

government (Tsuitsui and Wotipk, 2004). Civil society organisations (CSOs) have developed 

working relations among themselves, leading to a form of partnerships. Merging and aligning their 

operations enables the different civic groups to find common ground on which to engage the local 

government institutions (Tsuitsui and Wotipk, 2004; Paffenholz and Spurk, 2006). Most African 

countries seek some form of democracy, which civil society and associated organisations can use 

to create this alternative participatory form of democracy (Kukah, 2002).  

3.2.2 Exercising Engagement in South Africa: The Batho Pele principles 

Citizens have the right to education, equality, political rights, housing, citizenship, access to 

information.  These rights are related to service provision, including rights to housing, education, 

voting, privacy equality, freedom and security, and access to information, health care, food water, 

and social security (Devenish, 1999; Crush, 2001; Kaisara and Pather, 2011). The Municipal 

Structures Act states that citizens have a right to the decision-making process of the municipality, 

to be informed of decisions of the council and disclosure of state affairs of the municipality 

(Municipal Structures Act (No.117 of 1998)). In alignment with the Constitution Bill of Rights, 

the Batho Pele principles were created to put people first. Through communicating, the 

government should ensure that they are not working in silos for the same goals but rather the 
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general safety of the broader community encouraging the public to participate in policy-making 

(Constitution of the Republic of South Africa, 1996 (Act 108 of 1996) (section 195(1)(e)) (Guan 

1997). Government officials follow the "Batho Pele" principles which require public servants to 

be polite, open and transparent and to deliver good service to the public. This was with the aim of 

bringing out the importance of each principle. The Batho Pele principles include consultation, 

service standards, access, courtesy, information, openness and transparency, redress and value for 

money. 

3.3 Citizen Engagement and Social Accountability 

Citizen Engagement is an essential tool that assists in facilitating and achieving two main 

objectives (Pandeya, 2015):  

i) accountability of government  

ii) empowerment of citizens  

Citizen engagement tends to empower citizens by enabling them to have a platform to voice out 

their opinions. However, emancipation is more than just giving citizens an opinion; it extends to 

encouraging citizens needs to be put into practice (Sharma, 2008; Fox, 2015). Service delivery is 

an area where these tools have raised specific attention and have been applied the longest (Gaventa 

and McGee, 2013). Social accountability has been seen as an enabler of service delivery 

improvement (Murt, Agarwal and Shah, 2007; Carothers and Brechenmacher, 2014; 

Grandvoinnet, Aslam and Raha, 2015). Its instruments aim to contribute to improving control, 

increasing growth and, effectiveness, and encouraging empowerment (Narayan-Parker, 2002). 

Social accountability enables capable citizens to make the state accountable for the responsiveness 

to their needs.  

Lack of accountability in government institutions is one of the most significant factors of service 

delivery failure (UNDP, 2016; Hrynick and Waldman, 2017). Collective efforts should be applied 

to support peoples to access information and transform this knowledge into action. The aim of 

providing access to information is to make service delivery institutions more accountable and 

responsive to the community needs, preferences and demands (Batonon, 2015; Hrynick and 

Waldman, 2017). These efforts can range from activation of people’s ability to voice out their 

opinion and encourage their participation in decision-making, to initiatives aimed at promoting 
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collective action and public supervision. Social accountability can be viewed as the interaction of 

five elements to achieve its objectives (Grandvoinnet, Aslam and Raha, 2015). These factors 

include state action, citizen action, information, citizen-state interface, and civic mobilisation. The 

relationship between these elements is illustrated in Figure 3.6. 

 

Figure 3.5: Social accountability as the interplay of 5 elements (Grandvoinnet, Aslam and Raha, 

2015). 

State action encompasses approaches that support accountability and government responsiveness 

to citizens’ requests and demands. The state should be able to determine the effectiveness of citizen 

engagement, through access to information, and a supporting platform for citizens to communicate. 

There is a need for two-way communication (demonstrated by the bi-directional arrows), as 

citizens can either supply information or provide feedback to the state and vice versa (Rapporteurs’ 
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Report, 2009; Wang and Lim, 2011; Gigler and Bailur, 2014; Grandvoinnet, Aslam and Raha, 

2015).  

The primary purpose of public mobilisations is to facilitate intermediaries, such as civil society 

organisations to encourage citizens into action, as well as, the state into responding to the action  

(Grandvoinnet, Aslam and Raha, 2015). However, involving citizens cannot transform the nature 

of governments, but only acts as an enabler in the whole process (Gaventa and Gregory Barrett, 

2012).   There are two forms of accountability: 

1. Secondary Accountability is between citizens and service providers through elected 

politicians and public officials as the intermediaries. Citizens should use their voices to 

influence politicians and policymakers who in turn impact organisation managers and 

service providers through their promise to deliver services. In a local municipality, this can 

happen when citizens voice out their concerns to their ward councillors and committees to 

report to the people responsible in the municipality. 

2. Direct Accountability is the most direct route between citizens and service providers 

through citizens voicing out their concerns as individuals or collectives, directly to service 

providers (Rusconi, 2006). Therefore, they have direct influence and can participate and 

supervise service delivery by the service providers (Batonon, 2015). Citizens can complain 

directly to a department in the municipality about issues they have been facing. 

 

The daily business of government is constructed from information, as a resource that helps to 

ensure the presence of accountability, and the active management of operations. Sources of the 

data are meetings, documents, acts and most importantly the people that government aims to serve. 

The information to be collected is centered on ways in which the local government can provide 

services efficiently and effectively. This requires engagement with various stakeholders that are 

involved. With information being a vital part of efficient service delivery, it is essential that it is 

conveyed at a low cost and scaled (Peixeto and Fox, 2016). 

Another driver of social accountability is the increase in improvements in decentralisation as it 

enables the platform for greater civic engagement aimed at managing public affairs (Batonon, 

2015). Decentralisation seeks to allow an optimal environment that allows for citizen engagement. 
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The issue of a lack of accountability is associated with service delivery institutions being 

centralised, having limited access that has led most developing countries to venture into a more 

decentralised bureaucracy which includes greater access to the citizens, community participation, 

and outsourcing other tasks (Bardhan and Mookherjee, 2006). For instance, the irrigation delivery 

systems in India and Korea were overcentralized which led to problems in corruption (Wade, 

1997). Social accountability is evidently valuable, and embedded in the objectives of citizen 

engagement; however, it is also often faced with challenges. According to Commins (2007), social 

accountability failures usually occur when: 

● citizens are unable to influence public action, 

● the connection between policy makers and service providers is not respected, and 

● there are difficulties in implementing services, such as poorly trained or absent teachers 

(Gaventa and Barrett, 2010).  

3.4 Benefits of Citizen Engagement 

The inclusion of citizens in public affairs brings out various benefits for government. Engagement 

will increase governance as citizens act as an information input assisting in facilitating new 

policies and reforms that will support the effectiveness of government (Holmes, 2011). Effective 

governance focuses on providing adequate services to citizens, and therefore there will be a more 

efficient allocation of resources (Peixeto, 2013). Citizen engagement increases information flow. 

Therefore, citizens are educated on the way the government functions and are empowered 

(Breakfast, Mekoa, Maphazi, 2015). Improved governance will assist the citizen to the government 

more as they will be more transparent and accountable.  

3.4.1 Increasing Good Governance  

Citizens are a vital external source of ideas and information to the government as they directly 

bear the effects of new policies and services. A government cannot effectively address issues and 

concerns that they are not aware of or do not fully understand (Holmes, 2011). Engaging citizens 

provide a platform for government to receive valuable information concerning the needs and 

desires of citizens to public authorities, which assists in initiating and implementing informed 

decisions (White Paper on Local Government, 1998; Breakfast, Mekoa, Maphazi, 2015). Citizen 

engagement enhances good governance, as it helps government realise emerging issues earlier, 
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therefore placing them in a better position to deal with issues in a proactive way (Head, 2011). 

OECD (2001) states that a healthy relationship with citizens is an investment in better policy 

making and an essential component of good governance. This will, in turn, improve the quality of 

policy creation, making it more practical and relevant (Holmes, 2011). 

Citizen engagement also enables access to new sources of ideas and information related to policy, 

in changing the way many government institutions develop new products and services (Head, 

2011). Service-oriented organisations can benefit from taking advantage of the participation of 

citizens (Sharp and Salomon, 2011). In this case, citizens have much more significant input into 

the creation and distribution of the products and services they receive and consume (Holmes, 

2011). Good governance is embedded in trust, resource allocation and citizen empowerment, 

which are elements that relate to citizen engagement. Citizen engagement will result in more direct 

and evidence-based distribution of resources (Peixeto, 2013). In this regard, participatory 

budgeting leads to significant shifts in priorities and policies, towards the government's 

expenditures that directly benefit the poor in the community (Avritzer 1999, Navarro 2001, Blore, 

Devas and Staler, 2004). 

3.4.2 Education and Empowerment  

The mere delivery of information to citizens and civil society cannot be viewed as what 

participation entails (Breakfast, Mekoa, Maphazi, 2015). The provision of information should be 

coupled with the education and empowerment of citizens through participation mechanisms 

(Bekker, 1996). Citizens are often empowered through citizen engagement activities that provide 

a platform for them to voice their issues and needs (Davies and Simon, 2013). There are two critical 

forms of empowerment (Obasi and Lekorwe, 2014):  

a) Subjective Empowerment – citizens may have the ability to influence decisions  

b) Objective Empowerment – citizens feel they will influence decisions  

Through the process of engaging, citizens can attain skills, such as problem-solving and creative 

thinking which can be put to good use in their personal lives and for their community (Houtzager, 

Lavalle and Acharya, 2003). Education and empowerment are essential benefits that arise from 

citizen engagement, as an educated community will provide better input that is more valuable. 
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3.4.3 Building Trust 

It has been prominently realised that citizen engagement leads to increased levels of trust in 

institutions (Brehm and Rahn 1997, Keele 2007, Tampubolon, 2010). Davies and Simon (2013) 

stated that citizen participation increases fairness and strengthens civic capacity. Altschuller and 

Corrales (2009) agree with Keele (2007) as they conclude that one of the most substantial effects 

of participatory processes is precisely that of increased trust in institutions. It has been researched 

that citizens are willing to pay taxes when their preferences are correctly being considered by the 

government (Torgler and Schneider, 2009). Research also suggests that there is a relationship 

between citizen participation processes and levels of tax compliance (Frey et al., 2004). This effect 

is particularly reliable when it comes to direct citizen participation in decision making (Frey and 

Feld, 2002; Frey et al., 2004; Torgler 2005; Obasi and Lekorwe, 2014). 

3.4.4 Social Capital and Cohesion 

The act of citizens coming together and participating in engagement activities bring citizens closer 

together, strengthens and increases their social networks, encourages shared values and therefore 

enables more collective or community action (Davies and Simon, 2013). One of the ideologies 

from public participation is that it contributes to social cohesion, which is a core attribute of a well-

functioning community, essential for building trust and respect, reducing crime and creating a 

sense of belonging (Putnam, 2001).  

There tends to be a misunderstanding or narrow understanding towards what social cohesion 

entails (OECD 2011). It is a broad concept that covers several components, such as, sense of 

belonging, social exclusion, citizen engagement and trust among the society which unifies it 

(Janmaat 2011; Cloete, 2014). It could be deduced that social cohesion unites a community. Social 

capital encompasses trust, norms and reciprocity that exists between individuals and groups. The 

social capital formation is a very fragile process as it could easily be destroyed, but could take 

years to build (Cloete, 2014). The difference between social capital and social cohesion as pointed 

out by the OECD (2011), is that social capital refers to a group of individuals, while social cohesion 

includes the entire society. This concurs with the definitions that have been stated. It can be 

concluded that social cohesion is only possible where social capital is present from the distinctions 

that have been made above (Cloete, 2014). Social cohesion could be viewed as the positive 
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outcome of social capital formation for a community that in return could lead to more social capital 

formation.  

It has been seen that both social cohesion and social capital lead to active citizenship, as they aim 

to empower and unify the community. Active citizenship needs to be understood as a vital 

component of citizen engagement (Einfeld and Collins, 2008). It involves citizens engaging with 

government and citizens engaging with themselves (Matola, 2015). Hence it encompasses both 

citizen engagement and citizen participation. Active citizenship has, therefore, received support 

from people of very diverse backgrounds, each group having a different understanding of the idea 

based on various criteria.  It has become the vision of what a good society should be as it 

encompasses values, such as, empowering citizens to be able to make decisions and contribute to 

the community (Blunket and Taylor, 2007). This extends to citizens being able to shape policies 

at local government level. However, it is not the simple act of participation itself that will lead to 

social cohesion but the way these activities are practised. Lin, 2008, Sha and Gil de Zuniga (2008) 

discuss social capital as enabling participants to collaborate more effectively, as well as, practicing 

the shared goals that they have in their communities (Gil de Zuniga, Jung and Valenzuela, 2012). 

3.5 Limitations and Challenges of Citizen Engagement 

When it comes to addressing complex social or technical questions, the value of citizen 

engagement is questioned (Houtzager, Gurza Lavalle and Acharya, 2003). One of the limitations 

of citizen engagement is that it may take over the sensitive policy process or result in expectations 

that are not reasonable. Citizen engagement might also lead to a loss of decision making control 

for the government as they may dispute some of the ideas or may also result in bad decisions that 

are impossible to ignore (Haruta and Radu, 2010). The most common reason why there is a level 

of reluctance to involve citizens is that it is time-consuming. The government has tight timelines 

on budgets that might not be met if they engage with citizens in reaching decisions takes longer  

(Irvin and Stansbury, 2004). Citizen engagement will increase the level of public scrutiny, bad 

publicity in the media, and distrust in the government when something goes wrong. (Callahan, 

2002). 

Another challenge associated with citizen engagement is lack of awareness by citizens in knowing 
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their rights and of the government in acknowledging its stakeholders. This is important as it leads 

to difficulty in accessing information, and a lack of urgency and power to effect change by the 

public (Rau, Lonsdale, Ali and Ciftcioglu, 2012). There is a need for an in-depth analysis of the 

existing environment to be able to realise the root of current issues and be able to plan accordingly.  

The local government also does not seem to recognise its stakeholders and the role they play (Rau, 

Lonsdale, Ali and Ciftcioglu, 2012). Following the challenges/limitations mentioned above, some 

institutions would question if citizens engagement will do more good than harm. This depends on 

the context, in this case, the citizens and government. Citizens should be willing to engage in 

policy-making rightfully, and the government should be prepared to react and respond to the 

community's suggestions. The government should also have the capacity to provide citizens with 

more significant information on public issues and enhance their ability for listening and engaging 

(Callahan, 2002). Therefore, this brings up the core part of citizen engagement which is two-way 

communication.  The citizens should be willing to hold their leaders accountable and demand a 

higher degree of responsiveness from them. (Hummel, 1994; Alkadry, 2003).  

3.6 Stages of Citizen Engagement and Participation 

A large variety of tools and models have been used to guide citizen engagement as it has evolved 

over the years (OECD, 2001; OECD, 2002; Mackinnon, 2004). The most prominent model of 

citizen engagement is the ladder of participation that is divided into three stages as shown in Figure 

3.7 (OECD, 2001; Curtain, 2003). 
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Figure 3.6: Stages of Citizen Engagement ladder (Arnstein, 1969). 

The first model was derived by Sherry Arnstein (1969), which is described as a ‘ladder of 

participation', with eight levels of citizen participation.  The first level of the three-stage model of 

citizen engagement consists of simply informing. This is a non-participatory stage, which involves 

an attempt to educate participants (Showell, 2011). The author states that it is a one-way 

relationship in which government produces and delivers information for use by citizens (Obasi, 

and Lekorwe, 2014). The main objective of this is to simply educate citizens of their concerns 

through forums and workshops (Weeks, 2000).  This shows the importance of having educated 

citizens. Information provision should be a priority of the government and should be regarded as 

part of the principles of accountability (Vision 2016, 1997) 

The second stage of the model is called Tokenism, and this encompasses informing and 

consultation (Arnstein, 1969; Showell, 2011). According to the OECD (2001), who shares a 

similar view of what the second stage involves, consultation helps establish a two-way relationship 

in which citizens provide feedback on issues defined by the government. While the goal is for 

these power holders to inform citizens, and get their input on policies and issues, these actions will 

ultimately not affect the outcome of the government’s decision-making or planning process 

(Showell, 2011; Obasi, and Lekorwe, 2014). Under this stage, the citizens communicate via 
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traditional means and these include public meetings, question and answer sessions, consulting 

documents, and forums (Obasi and Lekorwe, 2014). 

The third and higher-level stage is Citizen Power, which involves establishing a relationship in 

which citizens actively suggest policy options and shape the policy communication (Weeks, 2000). 

However, the government retains the responsibility for policy development and making final 

decisions. Emerging from these stages are four broad categories or forms of citizen participation 

(Weeks, 2000; Curtain, 2003). These first two phases show increasing levels of citizen power; this 

is about citizens having more influence over the policy-making process (Weeks, 2000). Under the 

first category are the more traditional forms of consultation such as public meeting, consultation 

documents, and question and answer session. This is where citizen feedback is crucial and 

stakeholder consultative forums become a regular part of the policy process, especially among the 

public enterprises preparing for full commercialisation (Power, 2010). 

Abelson et al. (2003) identified a need for approaches that strengthen two-way interaction between 

government and citizens, and noted that democracy involves a collective problem-solving 

discussion. Arnstein’s idea of citizen participation has been criticised as being simple (Weeks, 

2000). Despite these concerns, Arnstein’s ladder remains a useful tool with which to measure the 

impact of citizen involvement in matters of public policy (Showell, 2011). With the emergence of 

Innovative Participative Methods that create platforms to interact, the use of Internet facilities is 

multiplying due to government's substantial investment in (ICT). 

Figure 3.8 shows the five levels of community engagement and what the promise to the public is. 

The public participation spectrum supports and helps explain the role of the community in 

development and decision-making (IAP2, 2006). The spectrum outlines five stages of public 

participation, namely inform, consult, involve, collaborate and empower. It helps to make clear 

the role that the community has in the decision-making process. It also assists and shows how 

much effect the citizens have in development.  
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Figure 3.7: Public Participation Spectrum (IAP2, 2006). 

3.7 Innovation as a Game Changer in Citizen Engagement 

The demand for open government is increasing and has led to the need for more critical ways to 

facilitate communication between citizens and government with the focus being tackling the issues 

using methods and tools that will result in improved citizen engagement (Lee, Seiderer and 

Bteddini, 2014). Innovation is a word that is now primarily used as technology keeps evolving and 

moving at a fast pace.  Innovation assists in the transformation of government practices in 

providing information and services that in turn impacts policy decision making based on citizen 

inputs (Loukis, Charalabidis and Androutsopoulou, 2014). They can lead to the formation of new 

models in citizen engagement that facilitate the sharing of information (Chun and Luna Reyes, 

2012). It is important not to just look at innovation at local government level, but rather responsible 

innovation. Responsible Research Innovation (RRI) is described as (Stilgoe, Owen and 

Macnaghten, 2013:1570):  

“A transparent interactive process by which societal actors and innovators become 
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mutually responsive to each other to the (ethical) acceptability, sustainability and 

societal desirability of the innovation process and its marketable products (to allow a 

proper embedding of scientific and technological advances in our society". 

Responsible innovation focusses on making the future a better place through using innovation in 

the present (Bartlett, Milne, and Croucher, 2018). Responsible innovation approaches extend to 

focus on governance and consists of four dimensions of responsible innovation: these are 

reflexivity, inclusion, responsiveness and anticipation (Stilgoe et al., 2013). These four factors are 

important to ensure effective citizen engagement in local municipalities. Anticipation prompts the 

stakeholders to ask ‘What If’ questions so that they can be better prepared for any changes that 

may occur (Stirling, 2006; Stilgoe, Owen and Macnaghten, 2013). Reflexivity focuses on local 

government acknowledging their limits which assist in knowing its limitations and in finding 

mechanisms to improve them (Stilgoe, Owen and Macnaghten, 2013). Inclusion focuses on not 

just the stakeholders of engagement, but rather the public at large by including Civil society and 

other groups in the community (Wilsdon and Willis, 2004; Stirling, 2006). Responsiveness is a 

key dimension that applies to resource-constrained local government as it is a prominent challenge 

getting feedback from the government. It focuses on the capacity to change and providing feedback 

to emerging knowledge, views, and norms (Stilgoe, Owen and Macnaghten, 2013; Boenink, Van 

Lente. and Moors, 2016).  

3.8 Conclusion 

The empowerment of rights and education is vital to citizens. The Batho Pele Principles were 

established for any government service provider to follow, as a guide to put the people first. Citizen 

engagement is an important initiative that enables better policy making, increased accountability 

and transparency. The distinction between citizen engagement and citizen participation is 

discussed, of which the research study will focuses on citizen engagement. Citizen engagement is 

initiated by government while citizen participation is initiated by the citizens. The benefits of 

citizen engagement include building trust, empowering citizens, efficient and timeous response to 

request.  Among the limitations the most prevalent challenges were that it is viewed by the 

government as an initiative that creates more work. To eradicate this challenge citizen engagement 

is supported by information and communication technologies that enhance and facilitate 
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communication between government and its citizens. There is also need for alignment and change 

management techniques to guide the implementation of such tools in the local government context. 

The chapter that follows discusses the role technology can play in improving citizen engagement 

and the need for alignment of citizen engagement initiatives and communication processes. 
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 Chapter 4: Alignment of Digital Citizen Engagement in 

Resource-Constrained Contexts 

 

 

 

This chapter elaborates on how ICTs may be used to enhance citizen engagement to facilitate 

communication between government and citizens. The chapter discusses the benefits and 

challenges that may be encountered by employing ICTs in citizen engagement. The chapter 

concludes by identifying the need for alignment and the importance of a framework to guide the 

alignment process. 
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4.1 Introduction 

The previous chapter established that innovation presents opportunities to transform citizen 

engagement and service delivery. Innovation in government relates to finding new ways to impact 

citizen lives and empowering them to guarantee a better future (OECD, 2017). It involves 

incapacitating old structures and processes to adopting new technologies and mechanisms (OECD, 

2017). There is pressure for local government to be more transparent and accountable for the 

services they provide. Therefore, there is a build-up on e-government to create more focused ways 

of enhancing communication between the government and the citizens. Most DCE initiatives do 

not take into account the contextual factors during implementation.  To realise the full potential of 

citizen engagement initiatives, there is a need for alignment between existing processes within the 

municipality and the strategy of initiatives for citizen engagement. Contextualised theory and 

policy on change management play a fundamental role in guiding the successful implementation 

and adoption of these initiatives. 

This chapter will focus on defining Digital Citizen Engagement (DCE) as a platform to enhance 

communication between government and its citizens for effective service delivery. The Chapter 

will outline benefits brought about by initiatives including citizen empowerment, transparency and 

accountability of the government, as well as, real-time access to information. However, the 

implementation of technology initiatives might fail due to limitations from the government. These 

limitations include lack of financial and infrastructural capacity or from the citizens. The 

conclusion summarises the findings and concludes that there is need to align organisation 

processes with innovative ICTs for them to be sustainable, and the change should be managed 

efficiently.  

4.2 Innovative ICTS in Citizen Engagement 

Drent and Meelissen (2008) defined innovative ICT as an essential tool that is used to support and 

reach objectives that are vital to the development of knowledge in a society. The term is mainly 

referenced in the education sector as they focus on using ICTs to support learning practices. 

Underwood (2006) provides further evidence that teachers use innovative ICT to support existing 

pedagogies: “New technologies that provide a good fit with existing practices.” However, 

according to Drent and Meelissen, (2008) the use of ICTs can be classified as innovative if it meets 
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the following criteria: 

1. The ICT tool results in knowledge and, 

2. There is variation in its use in the context. The tool can be used to achieve multiple tasks. 

 

Following the above criteria, innovative ICTs can be applied in citizen engagement as they provide 

knowledge to the citizens and the government and provide ways in which people can communicate, 

store information, promote accountability and increase the quality of policy decisions. Hence 

innovative ICTs in this research is not targeted at specific ICTs, but rather the way that they are 

used in citizen engagement (Drent and Meelissen, 2008). As discussed extensively in literature the 

uses and benefits of innovative ICTs such as social media, support and help enhance essential 

government functions by creating opportunities such as (Loukis, Charalabidis and 

Androutsopoulou, 2014): 

● increasing citizen engagement,  

● platforms for voices to be heard in policy decision making, 

● promoting transparency and accountability  

● assisting in eradicating corruption and 

● encouraging an open government. 

ICTs are stated to be enablers of change development as they improve and emphasise their role as 

game changers of innovation (Kroes, 2010; Schaffers et al., 2011). Innovative ICTs have led to 

the creation of new ideas to eradicate challenges that have arisen from e-government 

implementation (Ohja, 2017). These innovative ICTs have helped local government in improving 

efficiency and transparency. In turn, this helps in reducing the costs of public service and 

improving the quality they provide (Ohja, 2017). At a local level, the use of mobile technology 

has been used to increase citizen engagement (Zamboni, 2007).  

4.3 Digital Citizen Engagement a Game Changer for Development 

 

As Information Communication Technologies (ICTs) have rapidly developed, the public sector 

has sought to integrate these technologies in various areas of their work. In addition to digital 
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service delivery, ICTs have afforded citizens more direct means of participating in decision-

making processes (Holzer, 2004). Governments are continuously developing more explicit ways 

to transform their practices to provide citizens with access to efficient and effective services 

(Aldrich et al., 2002; Pilay 2012; Munyoka and Manzira, 2013). ICT usage has been a critical area 

of focus in improving public service delivery at local government level (Mensah, 2017).  This has 

led to the development of e-government initiatives with the aim of enhancing service delivery and 

increasing engagement (Mensah, 2016). The integration of these technologies can help achieve the 

following: better delivery of government services to citizens, improved communications with 

business and industry, citizen empowerment through access to information, and more efficient 

government management (Ruhodei, Owei and Maumbe, 2008; Elbahnasawy, 2014). 

In particular, South Africa has emphasised the importance of using ICTs to transform the ways 

they work through the Center of Public Service Innovation (CPSI). This is due to the lack of access 

to physical information by the majority of South African citizens; in particular, those that are in 

marginalised areas (Twinomurinzi & Phahlamohlaka, 2005; Grut, Mji, Braathen, and Ingstad, 

2012; Hearn et al., 2014). The Government Technical Advisory Centre (GTAC) has also 

emphasised the importance of adopting ICTs through the National Treasury by embarking on open 

data projects, like the new municipal money portal (Municipal money, 2016). There is a need for 

more sustainable solutions that increase public value to citizens through communication, coupled 

with government responsiveness at local level. Therefore, it is possible and imperative for local 

government to take advantage of emerging tools for Digital Citizen Engagement in the economy, 

such as information and communication technologies (ICTs). According to Peixoto and Fox (2016: 

16) Digital Citizen Engagement (DCE) refers to;  

“The use of new media/digital information and communication technologies to create or 

enhance the communication channels which facilitate the interaction between citizens and 

governments or the private sector." 

Digital Citizen Engagement relates to e-government and civic technology, which are technologies 

that aim to improve transparency and accountability at local government level (Kelbert et al., 2013) 

However DCE has a more focused view based on its purpose (McGee and Carlitz, 2013). It focuses 

on non-technical scopes of citizen participation and assumes a critical view of technology and 

http://www.tandfonline.com/doi/full/10.1080/01900692.2016.1263658?scroll=top&needAccess=true
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delivery (Peixoto and Fox, 2016). Like e-government, DCE supports the improvement of service 

delivery and information sharing, as citizens participate in making decisions through ICT use 

(United States' e-government Strategy, 2003; Telecommunication Union, 2008). 

In the interests of transparency and accountability, governments also need to develop ICT tools 

for the analysis of public input, and provision of feedback to citizens (Gigler and Bailur, 2014). 

Feedback is the response one gets after sending a message. The feedback loop often remains 

broken, as most governments do not provide feedback to citizens, especially in resource-

constrained contexts (Gigler and Bailur, 2014). The process of feedback entails sharing of 

information, taking action, and communicating back which are significant components of effective 

communication (Betters-Reed, Nitkin and Sampson, 2008; Custer and zum Felde 2012). From this 

view, citizen feedback is not the end goal; instead it is instrumental in improving the results of 

development interventions (Gigler et al., 2014).         

Technology enables stakeholders to provide feedback, as well as, to view, monitor, analyse and 

act on the feedback and inputs provided (Betters-Reed, Nitkin and Sampson, 2008). Streamlining 

the implementation of (ICTs) tools should also improve the collection and results of feedback, and 

facilitate reporting project implementation (Gigler and Bailur, 2014). Unfortunately, with the large 

amount of investment that have been spent in the implementation of e-government, the efforts have 

not yielded the expected benefits to all stakeholders involved (Backus, 2001; Heeks, 2006; 

Nkohkwo and Islam 2013; Peixoto and Fox, 2016). The underwhelming results of these initiatives 

have been due to a lack of strategy, and continuous evaluation and alignment (Backus, 2001; 

Aldrich et al., 2002; Heeks, 2006; Trkman, 2010; McGee and Carlitz, 2013 and Peixoto and Fox, 

2016). 

4.3.1 Opportunities of Digital Citizen Engagement  

Increased use of technology brings both opportunities and challenges to the citizen engagement 

process, including opportunities for collecting, analysing and evaluating data about these methods 

(Pixeto and Fox, 2016). ICTs create a more transparent, collaborative and participatory 

government. These are with the aim to enhance decision making and increased the quality of public 

services to mention a few (Gigler et al., 2014; Rivoir and Landinelli, 2017). The relationship 

between these components is illustrated in Figure 4.1. 
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Figure 4.1: Impact of ICTs on Empowerment, Participation, transparency and Accountability 

(Gigler, Bailur, and Anand, 2014). 

Such initiatives create direct communication links between stakeholders by providing a platform 

that removes intermediaries, such as, ward councillors or government officials. Therefore, Digital 

Citizen Engagement initiatives will have a higher reach for marginalised citizens as it makes use 

of tools that can remove the distance factor. ICTs can also increase the speed of information 

transfer internally and externally, thereby assisting in eradicating the current problems being faced 

by most governments, which is effective timeous communication with citizens (Nielsen and 

Randall, 2012).  

Combining the model in Figure 4.1 with the Public Participation Spectrum (IAP2), Gigler et al., 

(2014) developed a new lens facilitated by ICTs along four dimensions. Figure 4.2 illustrates the 

four aspects namely information, participation, collaboration, and empowerment (Gramberger 

2001; Reuben, 2004; Gigler et al., 2014).  
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Figure 4.2: Dimensions of citizen engagement; embedded ICTS (Gigler, Bailur, and Anand, 

2014). 

a) Information Access 

The active involvement of citizens by government rests on their recognition of access to 

information as a necessary precondition for engagement (Bertot, Jaeger and Grimes, 2010). ICTs 

can enhance citizen engagement by ensuring greater accessibility of information (Peixoto and Fox, 

2016). Technology creates a platform that allows policymakers and programme managers to 

identify and address service delivery problems (Peixoto and Fox, 2016). Information access is 

however, usually limited to one-way communication from government to citizens. Many local 

governments are experimenting with ICT platforms, with the aim of encouraging citizens to voice 

out their opinions, and to improve public service delivery (Peixoto and Fox, 2016).  

b) Participation 

ICTs can increase the scope of government communication within its policy decision-making 

(Wittemyer et al., 2014). The presence of active citizenship and two-way communication enables 

creates a platform for participation which allows citizens to participate by reporting on service 
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delivery issues and provides local government the ability to provide feedback. These tools 

encourage participation by motivating citizens to communicate and the local government in 

responding publicly (Cobo, 2012).  

c) Empowerment 

The government can benefit from citizen engagement initiatives to improve accountability by 

using ICT tools to integrate citizen’s data in government-led portals (Digital Initiatives, 2017). 

These assumptions stem from the following conditions that (Heeks, 2002): 

➢ the information being provided can be assessed and understood by the target audience,  

➢ the information can be used to transform and be acted upon,  

➢ information is available and transparent to the citizens, 

➢ the information can be used to facilitate interactions between the government and its 

citizens, as well as, between citizens themselves. 

These conditions need to be met for ICTs to enable empowerment of any kind. This empowerment 

can assist in facilitating willingness to engage and is supported by transparency and accountability 

(Gigler, Bailur, and Anand, 2014). ICTs will encourage openness from government, and it will 

assist in lowering communication costs as it removes the distance factor (Gigler and Bailur, 2014; 

Spada, Mellon, Peixoto and Sjoberg, 2015). ICT enabled citizen engagement initiatives to assist 

in bringing about empowerment to the community (Gigler, Bailur, and Anand, 2014). They will 

also assist in gathering real-time information, empower government decision making before 

problems are outdated, for example, the use of Facebook to facilitate direct messages which 

support in collecting real-time information (Spada, Mellon, Peixoto and Sjoberg 2015).  

Since communication technology speeds the transfer of information, employees in an organization 

can quickly consult each other and analyse information in the shortest period. The rapid growth of 

ICTs increases the chance of controlling the increased connectivity to boost citizen voices in the 

development process and enhance ownership and accountability (Chambers, 2010; Gigler, 2004; 

Gigler and Bailur, 2014; Ramon, 2013).   

d) Collaboration 

In order to realise the outcomes of social accountability and government responsiveness. Stronger 
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dimensions of collaborations need to be reinforced. There is a need for DCE projects to build the 

capacities of citizens by collaborating with civil society organisations to practice active citizenship 

and support platforms where stakeholders can progressively discuss service delivery issues. DCE 

encourages collaboration as it makes available data for local government budgeting and planning 

to all the stakeholders. This encourages entails joint-decision making and multi-stakeholder 

engagement on service delivery issues. Data can be used to set local priorities, create better chances 

to access scarce resources, as well as, facilitate the movement of data between local and national 

government (Rivoir and Landinelli, 2017; Digital Initiatives, 2017). 

4.3.2 Challenges of Digital Citizen Engagement 

Technology does not bring about change in itself it is only an enabler. The use of ICTs poses a 

challenge to the implementer, as they need to take note of the various stakeholders and barriers 

that are present. One of the limitations faced by local government in implementing such initiatives 

is inadequate involvement of citizens in requirements specification (Domadoran and Olphert, 

2007). There are no existing links between the feedback mechanisms from citizens and 

government (Digital initiatives, 2017). Therefore, this defeats the whole purpose when both parties 

do not use the tools available to close the gap in providing feedback. In this case, if a local 

government institution does not provide feedback when they have been supplied with ways, the 

system will be redundant. 

a) Capacity 

Toyama (2011) states three mechanisms that focus on technology as an amplifier; namely 

differential access, differential capacity and differential motivation. Introduction of technology 

can lead to creating more inequalities between groups in local government, depending on who has 

access, the capability to use it for its intended purpose efficiently, and the motivation for use 

(Toyama, 2011). Extensive efforts are needed to increase awareness and capacity of government 

(Misuraca, Alfano and Viscusi, 2011). Commonly, when the capacity to build these mechanisms 

internally is insufficient, governments are outsourcing civic technology from communities to 

provide the necessary tools and expertise (Simon, Bass and Boelman, 2017). In Uganda, it has 

been noted that formal citizen participation mechanisms, such as in the planning process, are 

limited in practice by capacity and may be ritualised, rather than providing for adequate uptake of 
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citizen views (Digital initiatives, 2017). 

b) Lack of Scalability 

Lack of scalability of DCE initiatives has led to lack of sustainability of the projects. Initiatives 

are failing to sustain themselves and capacitate, due to lack of funding which requires scalability 

plans (Lofstedt, 2012). Most sponsors need project scalability plans before the project takes off, 

which might lead to the project increasing scope beyond what the initiative can handle to receive 

more funding. Most funding opportunities do not provide funding for the needed duration of a 

project, resulting in the need for constant applications and uncertainties.  This is most prevalent in 

marginalised areas in developing countries as they do not have funding internally to support them 

(Lofstedt, 2012). 

South Africa, like most developing countries, allocates little funding towards ICTs in e-

government projects (Ochara-Muganda and Van Belle, 2010). The most important aspect of digital 

citizen engagement is its aim to facilitate communication between government and its citizens for 

better service delivery (Fang, 2002). E-government has made significant progress in enhancing 

service delivery, but most developing countries still face several challenges (Visser and 

Twinomurinzi, 2009). Each country and each context has its issues, however, there are similarities 

in cultural, political, and social aspects. 

c) Organisational Culture 

Some barriers are more closely related to cultural resistance in policy-making and constitutional 

factors shaping the traditional policy process. It has been argued that culture and past experiences 

of government institutions have an impact on the implementation of e-government (Alsaeed, 

Adams and Boakes, 2014). There is lack of responsiveness in local government institution which 

has a negative impact on implementation as there is still need for human interaction. The culture 

of an organisation can impact the ability to change and improve processes (Alsaeed, Adams and 

Boakes, 2014). If the culture does not accommodate any changes, then any change process will 

also fail. Other challenges that impact government include leadership, vision, commitment and 

transparency. Unwillingness to be transparent and accountable in operations has led to the failure 

of technology initiatives as they focus on enhancing those aspects. 
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It is difficult for government to take a comprehensive view of the policy-making life cycle and 

include digital citizen engagement. This is due to a lack of consistency of the initiatives in different 

contexts (Misuraca, Alfano and Viscusi, 2011). There is an increasing need to establish whether 

such electronic engagement meets all its stakeholders’ objectives (Olphert and Damodaran, 2007; 

Misuraca, Alfano, and Viscusi, 2011).  For instance, in Karnataka, a study showed that it was the 

establishment of village health committees that led to an improvement in primary health care 

accountability, rather than digital technologies (Madon and Krishna, 2017). The relationship 

between transparency and accountability is far from clear (Fox, 2007; Gaventa and McGee, 2013; 

Peixoto, 2013). Decision-makers’ lack of information about problems is not the only cause of low-

quality service provision. The relationship between ICT-enabled voice platforms and the 

transparency/accountability question is complicated by the fact that, in practice, a significant 

subset of those platforms does not publicly disclose the user feedback (Misuraca, 2012).  

d) Lack of Commitment  

Lack of commitment is another challenge faced by government due to resistance from staff 

(Olphert and Damodaran, 2007). This might be due to the government being unaware and 

uneducated on the use of the ICTs and their benefits (Misuraca, 2012). They may also perceive 

that it will require them to work more to migrate and adopt the ICTs as it requires additional 

resource requirements, increased level of public scrutiny, negative media coverage, and increased 

level of apathy or distrust of government (Callahan, 2002). Therefore, technology is only an 

enabler of citizen engagement; contextual constraints need to be analysed as they result in limited 

access to ICTs. While new ICTs offer significant opportunities for greater citizen engagement in 

policy-making, they also raise a host of further questions for government (OECD, 2003). For 

example, in South Africa, participants from more affluent parts of town asked pertinent questions 

relating to issues that inform the Integrated Development Plan (IDP), while people from 

disadvantaged communities focused on matters of social responsibility, such as health, housing, 

roads, infrastructural development and electricity (Mac Kay, 2004).  

e) Lack of Access 

The majority of South Africa does not have physical access to services, this is mainly prevalent in 

mainly rural areas where people have to travel a day or two's journey to access a particular service 



 

 

 

 

Chapter 4: The Need for Alignment of Digital Citizen Engagement in Resource-Constrained 

Contexts 

58 

 

(Twinomurinzi and Phahlamohlaka, 2005). Toyama references this as differential access which 

speaks directly to the digital divide where the poor cannot afford to acquire, maintain or upgrade 

technology (Toyama, 2011). Citizens, in this case, are the most vulnerable and have the most 

significant need, however, in general, the all areas are lacking adequate resources in marginalising 

areas. The high perceived cost associated with adoption and implementation from the local 

government is a barrier. Toyama (2011) discusses another aspect, differential motivation, which 

focuses on what encourages people to use the technology. In marginalised areas, it was established 

that citizens learn more to use ICTs for entertainment than to improve their education (Toyama, 

2011).   

f) Lack of Implementation Strategies 

One of the challenges in implementing technology initiatives are faced from the implementers side 

as they focus on the technology aspect and do not sufficiently take into consideration the context 

(Dean et al., 1997; Ojo and Twinomurinzi, 2010). It is important to note the current processes and 

culture of an organisation in order to implement an appropriate system. Most local governments 

are situated in marginalised communities and do not have the capacity to provide the relevant 

services (Alsaeed, Adams and Boakes, 2014). This can be eliminated by executing assessments 

prior to the implementation to try and avoid what is called the design-reality gap (Misuraca, 2009). 

Also, local government officials are skeptical about what it means to introduce technology in their 

work processes, therefore making the adoption process difficult. 

g) Lack of Adequate Infrastructure 

Infrastructure challenges encompass having an internet connection, ICT infrastructure, availability 

of computers, power supply for the local government offices, and reliable data storage and privacy 

policies (Alsmadi, 2011). This is one of the common challenges as most local government 

institutions in resource-constrained environments do not have the resources to facilitate the 

provision of services (Alsaeed, Adams and Boakes, 2014). This affects the sharing of information 

by government and the ability to create new channels of communications. Lack of internet 

connectivity will affect the implementation and adoption of e-government, as it constraints the 

communication reach of information, and the ability to communicate. 

http://www.sciencedirect.com/science/article/pii/S0740624X12000147#bb0155


 

 

 

 

Chapter 4: The Need for Alignment of Digital Citizen Engagement in Resource-Constrained 

Contexts 

59 

 

h) Inadequate Human Capacity 

The ability to employ staff that can efficiently facilitate and engage in the service delivery 

processes is a critical component of project success. Most researchers have concluded that most 

employees in local government have low ICT literacy rates and do not have the skills to 

accommodate the implementation effectively (Khan et al., 2010). In this study, Khan et al. (2010) 

suggest that the citizen should be aware of the lack of capacity within the government, to accept 

initiatives and to help overcome this barrier (Alsaeed, Adams and Boakes, 2014). Citizen 

engagement is a vital part of every stage of implementation. Citizens and employees need to be 

capacitated for government implementation to be effective. Table 4.2 illustrates a summary of 

Contextual Constraints on ICTs. 

Table 4.1: Contextual Constraints on ICTs (Gigler, Bailur, and Anand, 2014). 

 

These constraints, as well as, previous literature look mainly at the citizens' side and less of the 

government. For such an initiative to be successful, there is a need to consider both stakeholders 

as they all play an important role in the planning stage (Showell, 2011). A key point to note is 

involvement of all stakeholders in every level of the process as shown by Arnstein stages of citizen 

engagement in Figure 3.7 (Obasi, and Lekorwe, 2014). The lack of official recognition for data 

that has been collected from citizens is a challenge that has been noted by various studies and is 
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associated with stakeholder concerns over collected data (Digital initiatives, 2017). With the 

challenges that have been stated in this, the governments have been trying to find innovative ways 

to reduce the barriers internally and externally in the implementation of ICT enabled initiatives 

that are focused on improving citizen engagement (Misuraca, 2009). In particular, challenges that 

are associated with the adoption and implementation of the digital citizen engagement, as well as, 

government responsiveness. Part of the solution that has been brought about relates to the 

alignment of ICTs with processes that are important for enabling effective change and adoption of 

such initiatives (Misuraca, 2009).  

4.4 The Need for Alignment 

Different businesses have different reasons to change (Tôrres, Grangeiro, and Fragoso, 2015). The 

main reason for local government to change is in its focus, to improve the way they provide a 

service to citizens. The use of innovative ICTs by local government has brought changes in the 

traditional processes of governments and transformed the way in which they operate (Mensah, 

2017). The key to a successful adoption and implementation of these innovative ICTs comes with 

the alignment of processes, departments and employees, with the strategic business plan. This is 

referred to as organisational adhesion, which implies sticking all the parts of the organization like 

glue (Mensah, 2016). The previous literature states that success of ICT projects and alignment are 

dependent upon each other. Business competitiveness relies mainly on how its strategy is aligned 

to ICTs goals (Porter, 1987, Galliers, 1991 and Ciborra, 1997). Alignment refers to; 

“the degree of congruence or consistency within an agency’s culture: how well the 

various systems, structures, messages (both spoken and unspoken) and styles support and 

reinforce each other on an everyday basis.” 

Alignment provides a platform for businesses to benefit from the opportunities that arise.  This can 

be enjoyed if government institutions in South Africa abide by the people's first Batho Pele 

principle (consultation) as they will be supported by the underlying business processes. (Visser 

and Twinomurinzi, 2009). An organization will efficiently distribute its resources if the methods 

and projects are aligned with its objectives and goals. It assists in maintaining strategic goals, 

which in turn leads to better decision making (Gagnon et al., 2008). Engagement is often linked 
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with alignment as it is a term that encompasses various concepts, including the link of goals and 

objectives (Hockey and Ley, 2010). 

 

Figure 4.3: The relationship between alignment and engagement (White Paper, 2010). 

 

Regarding the link between alignment and engagement, some researchers have stated that a 

combination of these components will produce better results. Figure 4.4 illustrates four dimensions 

to determine successful and unsuccessful incorporation of alignment and engagement in 

organisations (White Paper, 2010). In local government, there is a need for balance in the two 

aspects for improved results, and enhanced service delivery (White Paper, 2010). This brings out 

the importance of effective two-way communication (within government and between citizens and 

government) for effective engagement to occur. The ideal organization as illustrated in Figure 4.4 

is the high-performance organization, which encompasses alignment of processes to objectives 

and high engagement with stakeholders. Therefore, for DCE initiatives alignment requires the key 

stakeholders to be engaged at every stage in local government contexts. Resource-constrained 

municipalities have been seen to exclude stakeholders, which is one of the reasons adoption has 

not been successful.  

Alignment goes beyond implementing ICTs with local government it entails aligning innovative 
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ICTs with civil society and citizen practices of engagement.  This balance leads to an in-depth 

understanding of the importance of citizen engagement, efficient internal processes, and a clear 

understanding of ones’ roles (White Paper, 2010). Alignment requires change, either enhancing 

existing activities or introducing new processes. Hence, we can learn from the field of Business 

Process Re-engineering. In a strategic context, reengineering processes, like BPR are a way of 

aligning processes in a way that is facilitated by employee and customer interaction. This is with 

the aim to achieve long-term business goals (Bhaskar and Singh, 2014). 

4.4.1 Business Process Re-engineering: Facet of Alignment 

The world we live in is continuously changing, which raises the need for tools that facilitate change 

in organisations (Attaran, 2003). The adoption and implementation of innovative ICTs to facilitate 

communication between citizens and local government require a structured process that will ensure 

that the change happens swiftly. As discussed before, communication is a crucial concept in 

aligning DCE initiatives in organisations, as well as, in improvement and changing processes. 

There are various models that can be used as tools for change. Local government is trying to redress 

issues around the quality of service delivery, and this has been the issue for some years (Tôrres, 

Grangeiro and Fragoso, 2015). To achieve adequate change and achieve related benefits 

institutions need to actively align processes and ICTs (Murphy, 2005; Dhillon, Weerakkody and 

Dwivedi, 2008). 

Fundamental business processes should be connected to capability based strategies. Capability-

based strategies are defined as achievable strategies (Zairi and Sinclair, 1995). This will, in turn, 

provide more significant value to the citizens. Focus and emphasis should be put on how 

organisational structures are redesigned to maximise effective alignment (Daft, 2004; Hammer and 

Stanton, 1999; Hearn and Choi, 2013). Reengineering is the transformation of current processes. 

When reengineering local government processes, it is essential to focus on the citizens and other 

beneficiaries of the processes (Zygiaris, 2000). This will eliminate the chances of customer 

complaints and also reduces the amount of time taken in completing tasks and costs associated 

with operations (Hammer, 1990; Zygiaris, 2000). Most of the cases that have failed were 

engendered during the initial phases of implementation (Grant, 2003). It is important to analyse 

both the internal and external environment of an organisation and understand how they relate to 
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each other. Giving particular attention to people involved in implementation has often led to 

successful outcomes in change management (Kumar et al., 2008). 

Business Process Reengineering (BPR) is suggested to be an essential part of literature in 

information systems implementation (Davenport and Short, 1990; Wang Chan, and Pauleen, 

2010). It is one of the most prominent tools used in the changes of structures and processes 

(Hammer and Champy, 1993). It concentrates on business activities and aims for sustainable 

improvement in performance by redesigning organisational processes (Wang Chan, and Pauleen, 

2010). This assists in reducing repetition of processes, which in turn improves the quality of 

services provided (Wang Chan, and Pauleen, 2010). One of the objectives for BPR is awareness 

of the citizens’ needs to develop ways in which they can change to accommodate them (Zygiaris, 

2000). This should all be done without compromising the quality of goods and services produced 

while still being innovative and providing change for the government organisation (Zygiaris, 

2000). 

When BPR is applied in a government context, it is referred to as Government Business Process 

Reengineering (Kasemsap, 2016). Most government officers prefer e-government models that are 

based on service delivery rather than organization change (Park, 2015). The challenges of service 

delivery have been discussed in Chapter 2 outlining the main problems as lack of communication 

externally and internally at the local government level. There is a rising need for innovative e-

government, which is only possible after reengineering processes in the government organisation 

(Bhaskar and Singh, 2014). 

Local government change is mainly due to a desire to improve how they function and communicate 

with their citizens (Fragoso, 2015). Change in government requires the ability to radically rethink 

operations using processes such as BPR (Hammer and Champy, 1993; Champy, 2002). For local 

government, various challenges can be faced in changing processes compared to private business, 

as they thrive to always adapt to the needs of their customers (MacIntosh, 2003; Fagan, 2006; 

Weerakkody, Janssen and Hjort-Madsen, 2007; Weerakkody et al., 2011). 

4.3.1.1 The Definition of Business Process Reengineering 

There are three types of BPR approaches mentioned in literature: 1) Radical Change and 2) Clean 
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Slate (Hengst and Vreede, 2004). Radical change involves incremental improvement while the 

clean slate change ignores the existing processes (Wang Chan, and Pauleen, 2010). BPR can be 

defined according to two aspects, which are either organisational or operational. This research 

study will consider definitions that focus on functional issues as it focuses on a single core process.  

Table 4.2: The definition of Business Process Reengineering (Zairi and Sinclair, 1995). 

Author  Definition 
Davenport and Short The analysis and design of workflows and processes 

within and between organisations. 
Hammer Rethinking and design of business processes to 

achieve improvements in critical, areas, such as cost, 
quality, service and speed. 

Morrow and Haze The analysis of flow of activities and information that 
make up the key business processes in an 
organization with the aim to simplification, cost 
reduction or improvement in quality. 

Davenport One-time process innovation effort to achieve radical 
business improvement. 

Talwar The ability to rethink, restructure and streamline the 
business structures, process, methods of working 
management systems and external relationships 
through which we create and deliver value. 

 

Similarly, to Hammer (1993), Talwars' (1993) definition focuses on rethinking, changing, and 

redesigning the structure of a business, the process and management systems (Bhaskar and Singh, 

2014).  All of the definitions in Table 4.2 encompass the same focus which is the radical redesign 

of essential processes to improve operations. The process focus is customer driven and looked at 

from a customer point of view (Zairi and Sinclair, 1995). It, however, requires a top-down 

approach to be able to ensure management support (Hammer and Champy, 1993; Weerakkody and 

Hinton, 1999). Weerakkobody et al., (2011) state that the BPR focuses on making future processes 

better, but not by understanding the current processes. To put this statement into perspective 

Weerakkobody et al., (2011) does not focus on tasks but the outcome of the process change.  They 

claim that focus on the overall goal than the activities are what makes a change program a success. 

It can be argued that there cannot be efficient improvements to any process without an 

investigation of the current state and issues that need to be addressed. Otherwise, the BPR change, 

in this case, will not be successful (Bhaskar and Singh, 2014). 

A fundamental requirement for BPR should be that top management understands the existing 
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process before tackling any changes (Bhaskar and Singh, 2014). Success in projects is determined 

by how the issues are understood (Kettinger, Teng and Guha, 1997; O'Neill and Sohal, 1999; 

Wastell, White and Kawalek, 1994). The process looks at starting with the most vulnerable or 

redundant processes to change the primary indicators used to evaluate the performance of the 

primary business aims (Harland et al., 2003; Albizu et al., 2004). The utmost important goal of 

the Business Reengineering Process is to implement solutions from stakeholder engagement to 

improve the overall performance (Hengst and De Vreede, 2004). BPR improves business 

performance by looking at its processes, organization and people, and information technology 

needs simultaneously (Zairi and Sinclair, 1995; Morrison et al., 2011). The process requires 

efficient identification of gaps and opportunities to be addressed. Sufficient identification of 

deficits will lead to the identification of opportunities and points of interaction within the processes 

that help in identifying sustainable solutions (Morrison et al., 2011). 

4.4.3 A Generic Model for Business Process Re-engineering 

Authors have come up with various BPR approaches but most of the methods are similar, and there 

is a need to understand factors that make it successful (Tsalgatidou, 2003). One of the vital success 

factors in BPR is the alignment of the changes to the strategic goals of an organisation followed 

by ample resources and good leadership (Tsalgatidou, 2003). Vakola et al. (1998) came up with a 

generic model for reengineering shown in Figure 4.4 which follows eight steps. This model for re-

engineering should focus incremental improvement of the processes being redesigned. This allows 

the realization of essential areas for process improvements. 
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Figure 4.4: A Generic model for business process re-engineering (Vakola et al., 1998). 

 

Step1: Develop vision and objectives 

This will require explicit knowledge of the strengths, weaknesses, context and innovative 

opportunities available to the business (Kettinger, Teng and Guha 1997; Vakola and Rezgui, 

2000). This can be found by conducting a SWOT analysis. The external and internal environment 

is essential as they influence the organisational structure and strategy (Vakola and Rezgui, 2000). 

It is crucial to analyse the strengths and weaknesses of the local government institution as it assists 

in developing a vision, scoping and giving direction (Tsalgatidou, 2003). 

Step 2: Understand existing processes 

This is a crucial stage as it helps find the problem in the business processes to ensure that no 

redundancies exist (Vakola and Rezgui, 2000). This will facilitate and encourage relationships 
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among the employees. By understanding the processes, the root causes for problems are identified 

(Kettinger, Teng and Guha, 1997). The aim is to collect information on the way the organisation 

operates and gaps in which technology can fill (Tsalgatidou, 2003). All this information will assist 

in positioning the organisation, and establishing how citizens will be more satisfied (Tsalgatidou, 

2003). 

Step 3: Identify Process for Redesign  

After establishing a clear understanding of the current processes, it is now possible to identify the 

process that needs to be re-engineered (Vakola and Rezgui, 2000). It is essential to involve the 

employees that are responsible for communicating to the community as they have a more in-depth 

understanding of the communication process. 

Step 4: Identify Change Levers 

Step 4 is when change levers are identified. This depends on how the technology can support 

processes and get a clear understanding the organisation and its people (Vakola and Rezgui, 2000). 

In some instances, there is more than one process that needs to be redesigned. In this case, 

prioritisation is required to start with the most pressing issues or the root cause (Tsalgatidou, 2003). 

It is vital that the process pays attention to the people and the business rather than just the 

technology and how it is implemented. About half of organisations have reported the minimal use 

of the technology due to lack of attention to employees (Oram and Wellins, 1995; Vakola and 

Rezgui, 2000). The CONDOR reengineering team established that having individuals from diverse 

backgrounds (ICT, organisational psychology) will assist in identifying change levers and the 

implementation of the project in general (Vakola and Rezgui, 2000). 

Step 5: Implement the new process 

This stage aims at implementing the redesigned processes. Implementation can be either be in 

phases (partial) where it is done in steps or in full. Most DCE initiatives have failed as they have 

been implemented in full, however, the context requires learning from each stage of the process. 

This is an essential phase, as how the redesign is introduced to the users has an impact on whether 

it is adopted or not. Therefore, this is the stage where most initiatives fail. There is need to be wary 

of the individuals affected by the change of process, as emphasised throughout the research. Most 



 

 

 

 

Chapter 4: The Need for Alignment of Digital Citizen Engagement in Resource-Constrained 

Contexts 

68 

 

of the BPR failures have been due to lack of taking into account the human factor of organisations 

(Kettinger, Teng and Guha, 1997; Vakola and Rezgui, 2000).  

Step 6: Make the new process operational 

Testing the system and giving the users a chance to familiarise with the system. A set of field trials 

can be set up to test and validate the system supporting the re-designed processes. The 

implementers can either test or give the citizens and the staff members of the municipality to 

examine the re-engineered processes. Through this technique, the organisation has the opportunity 

to simulate ways in which the reengineered processes operate (Vakola and Rezgui, 2000).  

Step 7: Evaluate the new process 

The assessment of new process is a vital stage as it examines the successes and outcomes to the 

goals and plans set at the beginning of the project (Kettinger, Teng and Guha 1997; Vakola and 

Rezgui, 2000). There is a need for the evaluation to cover all aspects of the process change which 

includes technical, social and economic assessment. The evaluation process should also involve 

evaluation of the projects functionality, ease of use and technical aspects (Vakola and Rezgui, 

2000; Tsalgatidou, 2003).  

Step 8: Ongoing continuous improvement 

It can be deduced that any projects including BPR that comprises of continuous improvement are 

compelling. It allows for analysis, monitoring and clarification of processes (Tsalgatidou, 2003). 

This stage should be regarded as an improvement strategy that assists in processes being aligned 

with the strategic plans of the organisation (Vakola and Rezgui, 2000). It is a critical stage in 

implementing DCE initiatives as each iteration if implemented partially is a learning process for 

the next. This can be accomplished by carrying out a process assessment as it provides a guide to 

review progress. There are three possible areas which process assessment focuses on which are the 

use of processes, management of the processes, and level of partner support (Osah, 2014). The 

ultimate goal is for process improvement to be regularly executed and be part of processes lifecycle 

(Vakola and Rezgui, 2000). 
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4.4.4 An Integrated Framework for a Government ICT  

 

Figure 4.5: Integrated framework for a government ICT (Alamri, 2015). 

 

Figure 4.5 illustrates a framework for the integration of ICT in government institutions from the 

preliminary phase to the solution. This is currently the only model that incorporated ICTs and 

provides a guideline for their integration in a government context. The preliminary analysis stage 

involves analysis of the current relationship between government structure and its processes 

(Hearn and Choi, 2013; Alamri, 2015). This is the most important step as it finds the gap between 

the current structure and the processes. The top managers should be hands-on at this stage as they 

are responsible for oversight in all departments (Weerakkody, Janssen and Hjort-Madsen, 2007). 

The organisational structures of governments institutions are barely flexible therefore cannot adapt 

to changes implemented (Lourenço, 2015). This requires detailed analysis of the organisational 

organogram to understand the structure of local government (Weerakkody, Janssen and Hjort-
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Madsen, 2007; Hearn and Choi, 2013). Government structures are unfortunately difficult to 

change, but managers can create task teams that will assist with the smooth transition and change 

of business processes. 

The second stage is improved organisational structure and process. This stage involves supporting 

the updated structures with communication, training and providing adequate information. New 

technology will assist in problems related to limited communication in the formation of the 

government (Weerakkody, Janssen and Hjort-Madsen, 2007; Lourenço, 2015). This stage levels 

the playing field for BPR by making sure the existing structures will accommodate the change. 

The next stage, technology insertion, is the preparation of the government to the introduction of 

the phases BPR (Hearn and Choi, 2013; Alamri, 2015). The underlying assumption is that the 

previous stage was complete and most of all successful. This stage looks at identifying how the 

planned change will be implemented and its purpose (Weerakkody, Janssen and Hjort-Madsen, 

2007; Alamri, 2015). It also analyses the gap between the current state and goal providing a clear 

picture of what is meant to happen. BPR should be planned at this stage after they have identified 

the existing gap as it is assumed that the government is now ready for change (Hearn and Choi, 

2013).  

The last stage is called solution. It encompasses deciding on which requirements from the ones 

identified in the previous stage are suitable. It is essential to analyse the requirements needed for 

the change to be effective and decided whether to insource or outsource (Hearn and Choi, 2013; 

Alamri, 2015). This framework, however, does not comprise of any sustainable solutions or 

evaluation and ongoing assessment of the changes that have been implemented (Weerakkody, 

Janssen and Hjort-Madsen, 2007; Alamri, 2015). It does not account for training the people that 

will be affected by the changes.   

4.4.5 Factors Relating to BPR Success and Failure in DCE 

While most of the issues with implementation are related to non-technical problems, they still pose 

a threat to the confidence of managers and the credibility of their related department. Lack of 

adoption or inclusion of the people that are associated with the processes is one of the causes for 

failure (Bakari et al., 2007). DCE initiatives that are adopted in local government tend to focus 

more on the technology than the people that will be affected by the change. Two main challenges 
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associated with change management are technical and organisational risks (Carr and Johansson, 

1995). 

Technical issues 

Technical changes are associated with the fear that the adoption of changes will not be accepted 

while organisational risks are those related to the culture of the business (Bhaskar and Singh, 

2014). It is essential to examine the role that an organisation’s culture will affect the change (Tichy, 

1983; Alamri, 2015). These technical changes require equally skilled management and employees. 

With change comes responsibility and there arises a need for particular skills related to it. ICT 

pertaining change requires a level of expertise and knowledge in technology (Poon and Wagner, 

2001). The necessary level of skill is vital for the competitive advantage of any business for 

sustainability. It directly links to the level of perception that the employees will have and staff 

morale related to the change (Teo and Ang, 1999; Alamri, 2015). 

Organisational structure  

Organisational culture is a broad term that encompasses values, traditions and beliefs. According 

to the survey done by (Carr and Johansson, 1995; Sturdy, 2010), the solution to organisational risk 

is involving the senior management and making sure that the change is communicated early in the 

process. BPR will change the culture of the organisation as it redesigns the management systems 

and the way people work (Guha, Kettinger and Teng, 1997). Local government culture and 

structures are usually large and complex to change. BPR executes new processes, and this affects 

the structure of the business. The change will be difficult to implement if the structure is inflexible. 

BPR eradicates redundant processes which will lead to a reshuffle in some of the human resources. 

Management competencies 

It is vital the managers of an organisation have the ability to drive change in an institution (Sturdy, 

2010). A critical challenge is an inability to make right decisions that will support and improve the 

procedures and processes (Alamri, 2015). Dedication and leadership are essential outcomes of 

success of change (Sturdy, 2010). This includes having the relevant ICT skills and skills related to 

the change (Teo and Ang, 1999; Burn and Szeto, 2000; Nfuka and Rusu, 2010). It is important for 

management to have in-depth knowledge of their current processes and be able to provide a clear 
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vision for the intended change (Carr and Johansson, 1995). They must also be committed to driving 

the BPR process efficiently by communicating with other employees (Sturdy, 2010). There is need 

to be able to analyse information and establish the appropriate way to distribute people and 

resources (Alamri, 2015).    

Alignment of ICT with strategic plans 

One important factor that affects the success of projects is sustainability. Sustainability is directly 

linked to the alignment of the technology and the methods of the business (Trkman, 2010). Most 

of the changes related to BPR are not adopted internally due to the lack of alignment between the 

technology and plans (Bandara et al., 2007; Trkman, 2010). This relates to having a clear goal and 

a deep understanding of what the change encompasses and how technology can support it. The 

effective implementation does not guarantee adoption of the amendment in business; there is a 

need for alignment of ICTs and any new processes being implemented with the existing one (Nfuka 

and Rusu, 2010). 

Change management techniques 

Leaders and managers need to be trained in change management in order to oversee the whole 

process effectively (Sturdy, 2010). The implementation stage of BPR is complicated and the lack 

of attention to the human factor has arisen to be the main issue (Hornstein, 2014). The success of 

this stage mainly relies on the change management techniques used to ensure a successful 

transition to the new processes (Sturdy, 2010). Change management unpacked will take into 

account the human factor issues, such as resistance (Stensaker and Meyer, 2009; Sturdy, 2010; 

Hornstein, 2014). It aims to prepare and support the successful adoption of the change by people 

to drive the success of the implementation (Stensaker and Meyer, 2009; Voet, 2014). Other factors 

related to change management, as stated by Zairi and Sinclair (1995), are empowerment, 

participation, training and education.  

4.5 Conclusion 

There is a need for a sustainable solution that enhances citizen engagement. Citizen engagement 

is supported by information and communication technologies that improve and facilitate 

communication between the government and its citizens. In summary, ICT platforms can 
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strengthen accountability if they link citizen voice to policymaker capacity to see and respond to 

service delivery problems.  ICTs can support citizen engagement, increasing access to 

communication and enhancing the benefits that they bring about by facilitating communication 

between government and citizens. Some of the benefits mentioned include real-time access to 

information, building trust, transparency and accountability. 

The challenge is how to make sure there is government buy-in and how ICT platforms can boost 

accountability (Peixoto and Fox, 2016). With the problems that have been stated in this Chapter, 

governments have been trying to find innovative ways to reduce the barriers internally and 

externally in the implementation of ICT enabled initiatives, in particular, DCE (Misuraca, 2009). 

Part of the solution that has been brought about relates to the alignment of ICTs and business 

processes that are important for enabling the change (Misuraca, 2009). The BPR model was used 

to explain how business can be aligned. The model consists of eight stages that need to be followed 

to successfully re-engineer process within an organization. The eight stages include developing 

vision and objective, understanding existing processes, identifying processes for redesign and 

change levers, implementation, evaluation and ongoing continuous improvements. Factors relating 

to process re-engineering success and failures that could impact the re-engineering process include 

organisational culture and structure, technical issues, management commitments, and lack of 

alignment strategies. These factors are vital for development of the alignment process.  
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 Chapter 5: Methodology 

 

 

This chapter outlines how the research will be conducted to answer the research questions. The 

chapter describes the theory guiding the formulation of the framework and key aspects that the 

research will focus on. The philosophical approach, research strategy and the case study design 

are discussed. Lastly, the ethical considerations that should be taken into account in this 

research. 
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5.1 Introduction 

There is an increasing need for aligning innovative ICTs with local government processes, 

especially in real-life resource-constrained contexts. Typical of many municipalities in South 

Africa are resource-constrained. It is essential to understand how and why certain factors impact 

the alignment process in digital citizen engagement, which is supported by a case study research 

strategy. Literature outlines elements that need to be taken into account when aligning technology 

and business processes. However, no clear framework is available in the digital citizen engagement 

context at local government level in South Africa. The study uses Adaptive Structuration Theory 

to guide the empirical investigation and propose a new framework to support alignment of 

innovative ICTs with communication processes. Adaptive structuration theory has been adapted 

to analyse the impact of the implementation of various technologies on organisation change. 

Information plays a vital role in the social and interactive aspects of an organisation. Therefore, it 

has become imperative for organisations to ensure that information sharing is facilitated by 

technologies (DeSanctis and Poole 1994). However, employees or beneficiaries can either adapt 

or resist using the technology implemented, leading to a negative impact on the outcome. Thus, 

technologies should be focused on how people can use them, rather than how they function 

themselves. This chapter begins with a background and motivation of the theory used to guide this 

study. Subsequently, the research paradigm and strategy are discussed. The data collection and 

analysis tools used in the study are then explained. Lastly, the chapter discusses the ethical 

considerations that were followed in the empirical investigation.  

5.2 Theories that apply to Changing Environments 

The field of digital citizen engagement is a reasonably recent research field that has grown in 

momentum over the past five years (Vromen, 2016). With the rising need for better communication 

within communities, there is an increasing need to implement emerging ICTs to assist in 

facilitating communication. It is essential to investigate the alignment factors that may support the 

implementation of such initiatives. With the implementation and adoption of technologies comes 

a change in tasks and processes. Therefore, there is a need to investigate the factors that impact 

alignment. Given the lack of a guiding model, it is essential that theory is used as a guiding lens 

(Gregor et al., 2010). 

https://www.google.co.za/search?rlz=1C1ASUM_enZA689ZA689&tbm=bks&q=inauthor:%22Ariadne+Vromen%22&sa=X&ved=0ahUKEwicgZOq4onZAhUIIMAKHUeOA44Q9AgIcjAN
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The study uses theory that originated from a combination of two related theories. The choice of 

the theories was in respect to technology and social factors that impact on the process. The 

Complex Adaptive System (CAS) is the first theory and focuses on interaction, independence, and 

adaptive organisations. It studies the social and cultural issues and behaviour, as well as, the 

response to the introduction of ICTs (Fleming and Sorenson, 2001; Choi, Dooley and 

Rungtusanatham, 2001; Sedera and Zakaria, 2008). It is applied in relation to changing 

environments and learning from experience to be able to understand adaptability of ICTs. The 

second theory is the Structuration theory which was initiated by Gidden, a sociologist, to analyse 

social problems related to the implementation of technologies. The Structuration theory 

emphasises the change of behaviours and the continuously changing social practices (Choi, Dooley 

and Rungtusanatham, 2001; Staber and Sydow, 2002; Sedera and Zakaria, 2008). Similar to, the 

CAS, the structuration theory did not focus on the effect of technology and other social processes 

in an organisation (Staber and Sydow, 2002; Jones and Karsten, 2008). Due to this limitation, the 

Adaptive Structuration Theory was established to align Giddens theory with the technology and 

the interplay between the two theories to provide a deeper understanding of the organisation 

(Sedera and Zakaria, 2008). Table 5.1 shows a comparison of the three theories (Jones and Karsten, 

2008). 

Table 5.1: Comparison of Complex adaptive system, Structuration theory, and Adaptive theory 

(Jones and Karsten, 2008). 

 

5.2.1 Adaptive Structuration Theory (AST) 

The research proposes AST as its base theory to studying organisational change that occurs due to 

the implementation of technologies (Sinclare and vogus, 2011; Ajjan, Kumar and Subramaniam, 

2016). This is relevant to the study as the research entails implementing innovative ICTs, which 
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results in changes to some of the organisation processes and structures. It is essential to recognise 

the interaction and relationship between the structures, as well as the social actions, in order to 

understand organisational change (Desanctis and Poole, 1994; Rose and Scheepers, 2001). AST 

aims to uncover technology structures and the social interactions in which they are used. In this 

study, changes in processes (requiring communication across municipal departments and between 

local government and citizens) are linked to problems ingrained in a social structure (Rose and 

Scheepers, 2001; Rains and Bonito, 2017).  The Adaptive Structuration Theory assists in 

understanding how a user-defined, user-driven technology is adopted in organisations. This is 

important in alignment, as users are a determinant of successful adoption of a system. For this 

research, the focus will be on the critical users who are the municipality and the citizens. According 

to the AST, structuration is the act of bringing processes, resources, and other structures into 

appropriation and this is illustrated in Figure 5.1 (Desanctis and Poole, 1994; Cao et al., 2009; 

Liang et al., 2015).   Appropriation is the alignment of the structures that impact digital citizen 

engagement with the processes, resources, and other structures (Avolio, Kahai and Dodge, 2001). 

The outcomes of appropriation are to elaborate the current structures or enable new structures. 

 

 

Figure 5.1: Adaptive Structuration Theory (Desanctis and Poole, 1994). 
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In order to thoroughly investigate organisation change brought about by technology, there is a need 

for all the aspects in the diagram to be examined (Desanctis and Poole, 1994; Rose and Scheepers, 

2001; Pozzebon and Pinsonneault, 2005).  This theory was made to support the social interaction 

of Group Decision System (GDS) systems. The approach they used is too complex and is modified 

to guide the development of the alignment framework within a Digital Citizen Engagement 

context. This is more so in a resource-constrained environment where the context is not taken into 

account. The original structure however, gives a guideline of the structures to focus on in a Digital 

Citizen Engagement context.  Therefore, theory outlines factors as a point of reference, which can 

be considered in digital citizen engagement initiatives at the local government level (Desanctis and 

Poole, 1994; Avolio and Kahai, 2000; Rains and Bonito, 2017). These factors are listed and 

described as structures that guide the planning and alignment of the DCE initiatives at the local 

government level. These structures govern the way they interact with the Advanced Information 

Technology (AIT), which impacts the adoption and alignment of technology (Rains and Bonito, 

2017).  It is critical to look at the technology instead of just focusing on Group Internal Systems 

(GIS) as a vital component is a local government. Its perception, culture and structure impact the 

effective adaptation and alignment of such initiatives. Advanced information technology (AIT) is 

defined as (Avolio, Kahai and Dodge, 2000:616): 

 

“tools, techniques, and knowledge that enable multiparty participation in organisational 

and inter-organisational activities through the sophisticated collection, processing, 

management, retrieval, transmission, and display of data and knowledge."   

 

The research looks at this as Innovative ICTs as it encompasses tools that not only assist in 

enabling participation but also facilitate in using technologies that have not been used in the local 

government context (Avolio and Kahai, 2000). The structures relate to the technology, the group 

internal system tasks and the organisation's environment. These are called inputs as they impact 

the way in which technology is aligned.  Instead of focusing on Group Internal Systems (GIS) in 

the DCE context one would focus on the local government institution. This structure looks at the 

organisation structure, capacity, internal structures, and other factors that may arise from 

observations. 
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The structure of the technology can be explained by looking at the structural features and the spirit 

of the technology (Desanctis and Poole, 1994; Rains and Bonito, 2017). The structural features are 

the design and characteristics of the technology that consider the complexity, restrictiveness or 

comprehensiveness to the local government users (Avolio and Kahai, 2000).  The spirit of the 

technology relates to why the technology was created or why it is being implemented. It also 

examines the values that are being supported; which are to promote public participation, and 

increase transparency and accountability within the local government (Rains and Bonito, 2017). 

As another factor, AST looks at the task as a source of structure. 

 

The processes and constraints in a task have an impact on how the task is performed. For example, 

the lack of access to Facebook that is blocked in government offices limits the extent to which 

local government can communicate with citizens, especially in a tech-savvy era (Desanctis and 

Poole, 1994; Rains and Bonito, 2017). This research study examines IT support in the 

Municipality, and funding and capacity of the municipality. The organisation’s environment is an 

important structure when examining alignment factors as it focuses on internal factors like the 

culture of the organisation and the standard procedures that guide their processes (Avolio and 

Kahai, 2000). It is essential to take note of the existing procedures of the local government in order 

to ensure efficient alignment (Rains and Bonito, 2017). Local government’s existing processes 

have an impact on how the technology is be aligned with its processes. There is also a need to 

analyse the external environment, which encompasses regulations on the local government and 

possibilities that may arise in the future (Avolio and Kahai, 2000). 

  

Humans are a major aspect in the alignment process that should be considered. The way in which 

the users interact with each other has an impact on the alignment of technology, as it makes the 

alignment more efficient when people relate with each other more than work in silos (Avolio and 

Kahai, 2000; Rains and Bonito, 2017). The knowledge and experience of the users on the 

technology being aligned are important as an educated user will prompt educated ways of using 

the system (Desanctis and Poole, 1994, Rains and Bonito, 2017). The perceptions of the user 

impact how they use the system (Avolio and Kahai, 2000; Rains and Bonito, 2017). If the 

structures are taken into account, they will guide the interaction of the users with the systems for 

improved alignment. However, there is a need to also look at social structures that create more 
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desirable group processes. These factors include; attitudes towards the system, knowledge about 

the system, faithfulness and high levels of buy-in (consensus) on adopting the system by the 

organisation (Sedera and Zakaria, 2008; Rains and Bonito, 2017). Attitude captures the user 

emotions that have been applied in interacting with the system. Faithfulness looks at intentions of 

the user (Sedera and Zakaria, 2008). Lack of faithfulness can be measured by referencing 

Toyama’s (2011) differential motivations which look at what motivates the user (Sedera and 

Zakaria, 2008; Ajjan, Kumar and Subramaniam, 2016).  Knowledge of the system aims to capture 

the extent to which the system is used. Consensus is the measure of the level the knowledge of the 

system accommodates the needs of all the employees impacted (Rains and Bonito, 2017). 

Therefore, this looks at the level of buy-in of the project by local government. 

 

A complete research agenda should include all of these aspects, including a comparison of the new 

and the old processes, inter-departmental comparisons, and the different levels of support. This is 

called a Diachronic analysis. It is a 10-step process illustrated and explained in Table 5.2 

(Desanctis and Poole, 1994; Pozzebon and Pinsonneault, 2005).  This analysis is essential as it 

assists in understanding the adaptive process by which technology structures are merged into 

interaction. Appropriation is the extent to which the structures in the organisation are aligned to 

innovation (Desanctis and Poole, 1994; Rose and Scheepers, 2001). Therefore, appropriation 

brings about improved decision making due to coherency in the organisation.

Adaptive structuration theory focuses on communication using ICTs to highlight issues of 

adoption and structuration (Sedera and Zakaria, 2008; Rains and Bonito, 2017). It examines 

changes by looking at the ICT structure and the interaction of the technology with humans (Ajjan, 

Kumar and Subramaniam, 2016). The application of AST to enterprise systems used in citizen 

engagement assists in supporting business processes, as well as facilitating the flow of information 

(Rains and Bonito, 2017). Sedera and Zakaria (2008) argued that it follows the following 

assumptions DCE; 

● This theory assists in defining the knowledge base of the system. 

● It assists in encapsulating the interactions of the municipal employees with the system.  

● The theory increases the knowledge of the system 

● It accommodates the inclusion of various stakeholders of the system 



 

 

 

 

Chapter 5: Methodology 

81 

 

● There are two users of this study which are the government and the citizens. However, this 

research focus is on government, which is often neglected. 

● Lastly, it assists in assessing the relationship between the system structures and its success 

(Sedera and Zakaria, 2008). 

The establishments and maintenance of the system knowledge base is a vital goal in engaging with 

external stakeholders and the organisation.  The aim should go beyond implementation of the 

system by focusing on empowerment and education with regards to the implementation, processes, 

training, and maintenance (Sedera and Zakaria, 2008; Rains and Bonito, 2017).  

5.3 Research Philosophy 

The philosophical approach of this research is Pragmatism which is built on social views in 

pragmatic application. The pragmatist philosophy encourages the use of multiple approaches to 

derive information about a research problem (Creswell, 2014). Additionally, Saunder, Lewis and 

Thornhill, (2009) elaborate this philosophical view of the nature of reality (Ontology) as generally 

external and requiring various sources to support the research objectives. Creswell (2014) 

recommends that the philosophy assists the researcher to focus their attention on the research 

problem through the use of mixed methods to get information about the issue. What is acceptable 

to knowledge (Epistemology) is through observation and explaining the actions and interactions 

of the actors involved in the implementation of a digital citizen engagement initiative. High priority 

is placed on the values, as they are essential in interpreting the results by adopting an objective 

and subjective view (Saunders, Lewis and Thornhill, 2009). In light of the Information Systems 

field, pragmatism has three approaches, namely referential, methodological and functional 

(Goldkuhl, 2008). Referential pragmatism is applied when the researcher’s intent is to describe 

and explain local practices, while functional pragmatism relates to providing solutions to 

contribute to general practice (Patton, 1988; Bertilsson, 2004). Lastly, methodological pragmatism 

provides a platform to participate in the context actively and discovering new ways of 

improvement (Patton, 1988; Bertilsson, 2004; Goldkuhl, 2008). 

A combination of the three approaches provides three possibilities for pragmatic research if applied 

in Information Systems. In summary, pragmatism gives an Information Systems researcher the 

ability to observe, understand, reflect and provide guidelines to mediate within a social context 
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(Goldkuhl, 2008). Action theories give an understanding of the actions, in this case, change in their 

context with respect to the actors, environment and results.  The theory applied depends on the 

knowledge that the research aims to gather. Adaptive structuration theory is therefore relevant for 

this research as it mainly focuses on the alignment of technology with local government processes 

and resources to bring about change in the institution. 

The functionalist paradigm is located on the objectivist and regulatory dimensions of the four 

paradigms for the analysis of social theory (Saunders, Lewis and Thornhill, 2003; Bertilsson, 

2004). It is regulatory in that the researcher is focused on explaining why a particular issue is 

occurring and developing a framework or set of solutions to solve that problem. According to 

Saunders, Lewis and Thornhill (2009), a typical example is a research project that aims to evaluate 

a communication strategy and recommend solutions to make it more efficient. Within the 

pragmatic paradigm, there is a need to assess the current municipal communication processes to 

establish the gaps, and how needed communication processes can be aligned to innovative ICTs 

to make it more effective (Patton, 1988; Saunders, Lewis and Thornhill, 2009). This study uses a 

functional paradigm as it aims to provide practical explanations to real issues being faced by local 

government institutions. 

Within the pragmatic paradigm, there is a need to assess the current municipal communication 

processes to establish the gaps, and how communication processes can be aligned to innovative 

ICTs effectively (Patton, 1988; Saunders, Lewis and Thornhill, 2009). Although this philosophy 

has not been used significantly in literature, it is related to change and action and how knowledge 

relates to the action. This philosophy assists in disclosing the current practices and how these 

practices will generate observations that assist in finding the best approaches in intervening into 

the world and not merely observing the world (Goldkuhl, 2012). It assists in research that aims for 

organisational change, such as, the implementation and adoption of new processes using business 

process reengineering (Goldkuhl, 2012). Braa and Vidgen (1999), is a typical example of 

researchers who talk about action and change-oriented research without explicitly locating it 

within a pragmatist paradigm (Patton, 1988; Bertilsson, 2004; Goldkuhl, 2012).  

It is important for the research to create knowledge and to consider other factors that facilitate 

information transfer and information use (Bertilsson, 2004; Goldkuhl, 2012). The research aims to 
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assist in making DCE initiatives more sustainable or resilient, while promoting accountability and 

transparency of local government service delivery (Goldkuhl, 2012; Marshall and Rossman, 2014). 

Pragmatism looks at assumptions as factors to be examined, not as a basis for argument (Patton, 

1988; Bertilsson, 2004; Ramberg, 2004). This means that pragmatism does not only focus on what 

is but also on what might be. To implement changes, the action must be guided by goals, 

objectives, and knowledge. 

5.3.1 Why not Interpretivism 

There are three apparent orientations in epistemology: interpretive, pragmatism and positivism. 

Interpretivism is associated with understanding the context while pragmatism emphasises 

constructive knowledge that is useful for change and action (Goldkuhl, 2012; Marshall and 

Rossman, 2014)). Although interpretivism and pragmatism both aim to understand, interpretivism 

focuses on the understanding value of its own, while pragmatism is an instrument to change 

(Goldkuhl, 2012). These two epistemologies can be combined using one as a supportive paradigm 

to the other. The pragmatic philosophy is the most appropriate for this research as it is open to 

mixed methods research to provoke a practical solution in a complex research problem of digital 

citizen engagement in a resource-constrained context (Johnson and Onwuegbuzie, 2004). 

Table 5.2: Pragmatism vs interpretivism: ideal-typical differentiation (Goldkuhl, 2012). 

 Pragmatism Interpretivism 

Ontology Symbolic realism Constructive 

Empirical focus Actions and changes Beliefs (socially constructed 

cognition) 

Type of knowledge Constructive knowledge Understanding 

Role of knowledge Useful for action Interesting 

Type of investigation Inquiry Field study 

Data generation Data through assessment and 

intervention 

Data through interpretation 

Role of researcher Engaged in change Engaged in understanding 

 

5.4 Research Approach 

There are two approaches available, deductive and inductive. The pragmatism philosophy and in 

general any qualitative approach can associate with the deductive approach. It assists in the 
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understanding of social actions and responsibilities utilising empirical data (Yin et al., 2014; 

Marshall and Rossman, 2014). This approach provides observations required in formulating views 

that can be used to address the research questions (Yin, 2013). This is conducted through the use 

of data collection tools, such as participant observation as a primary source to assist in constructing 

an understanding of the observations to address the research questions. The deductive reasoning is 

be based on the findings from Adaptive Structuration Theory, the case and observations of 

empirical findings the researcher are used to assess theory. A single case study provides a platform 

to observe and analyse a situation that has not been intensely investigated (Saunders, Lewis and 

Thornhill, 2009). Therefore, by using the case study strategy, this research attempts to understand 

how alignment occurs at local government level and understand why the alignment is impacted 

the way it has (Andrade, 2009; Yin, 2009 Marshall and Rossman, 2014). 

The inductive approach can also be used in the pragmatic paradigm as it focuses on the creation 

of new theory from data. This research could follow a deductive approach as it is based on 

impartiality in the evaluation of observations (Yin, 2013; Chidi. 2017). As an inductive approach, 

subjectivity in evaluating observations will occur to support the research. This research, however, 

is going to use an abductive approach which is a combination of inductive and deductive 

approaches. This approach allows for a back and forth between the two approaches. The researcher 

is going to be involved in the research as a participant observer in meetings in the context before 

introducing the other data collection tools; therefore, observations are converted into theories 

followed by an assessment of the theories through action (Morgan, 2014). This is illustrated in 

Figure 5.2 and occurs throughout the case study; therefore, both approaches are important for this 

research where no existing alignment framework is available for the local government and digital 

citizen engagement initiative.  Thus, the abductive approach is relevant for this study as it aims to 

create new knowledge. 
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Figure 5.2: The Abductive Research Process (Kovacs & Spens 2005). 

5.5 Research Strategy 

A qualitative study allows the researcher to outline the meanings of the main themes in a given 

context (Marshall and Rossman, 2014). The research strategy for this study is a case study 

approach Robson (2002:178) states that the case study approach is  

"a strategy for doing research which involves an empirical investigation of a particular 

contemporary phenomenon within its real-life contextualising multiple sources of 

evidence." 

This research is geared towards a single contextual setting, Makana Municipality in the Eastern 

Cape. It is mostly used in explanatory (how and why questions) and exploratory research (what 

questions). The case study strategy supports gaining a rich understanding of the context, Makana 

Municipality and its implementation of the MobiSAM initiative (Blumberg, Cooper & Schindler, 

2008). A case study approach is relevant to this study as it is an empirical investigation of digital 

citizen engagement initiatives in a resource-constrained local government organisation, due to lack 

of existing alignment models for such a context.  This approach assists in revealing the key factors 

that support or hinder the alignment of innovative ICTs at local government level and aids in 
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explaining how the proposed framework works within the context (Hevner and Chatterjee, 2010).   

The approach assists in understanding the contextual complexities of enhancing or developing 

theories (Benbasa, Goldstein and Mead, 1987). For this particular research study, during the early 

stages of the implementation of innovative technologies, the social interactions are difficult to 

capture using other strategies without an understanding of the context (Ajjan, Kumar and 

Subramaniam, 2016). A case study approach relies on the guidance of a theory to guide the data 

collection and analysis process; in this case the Adaptive Structuration Theory (Yin, 2014). The 

research relies on many data collection tools in a triangulation fashion, which is the use of various 

tools in order to obtain richer data and increase the validity of the data collected (Wilson, 2014; 

Yin, 2014). The data collection instruments are adopted include questionnaires, interviews and 

participant observations. 

5.5.1 Motivation for the selected Case Study 

Makana Municipality Case Study 

Makana Municipality covers an area of 4 375.62 km2, and the population figure is 80 390 (Statistics 

SA, 2011). The service delivery crisis within Makana Municipality has been well recognised over 

the years by media indicating financial, water, maintenance and infrastructure challenges (Chuene, 

2012; Mdlongwa, 2014; Maclennan, 2017). The Municipality also suffers from lack of planning, 

appropriate technology, lack of transparency in processes and dilapidated infrastructure. It is 

evident that the municipality is resource constrained and significantly burdened particularly in 

providing the basic services. This is the case with most of the municipalities in South Africa as 

local government cannot supply adequate services (Mogale, 2005; Chuene, 2012; Madumo, 2015). 

The most prominent challenge is lack of citizen engagement which has stemmed from lack of 

communication strategy in the municipality. There has been various efforts and initiatives with the 

aim to improve service delivery, which most have failed due to various reasons including lack of 

alignment strategies. 

Digital Community Engagement Initiative: MobiSAM 

The Mobile Social Accountability Monitoring, (MobiSAM) project is a digital citizen engagement 

initiative that aims to facilitate two-way communication between the government and the citizens. 
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It accomplishes this by increasing communication, participation and accountability between 

Makana Municipality and its citizens. MobiSAM has been implemented in two phases. The first 

was implemented in Makana Municipality in 2011, with funding assisted by the Ford Foundation; 

however, challenges emerged that originated from a lack of government buy-in and responsiveness 

from the municipality. The second phase of the project built on the lessons learnt from the previous 

phase. Phase 2.0 started in April 2016 with a focus on developing government responsiveness and 

capacity, and expanding citizen reach and engagement. 

5.6 Case study design  

Each case study has a design that it follows in order to collect empirical data. A case study design 

is a guideline of how the research is going to be conducted (Yin, 2014). It guides the research by 

prompting the researcher to state what questions to consider, how to analyse the data collected and 

what information is relevant (Yin, 2014).  Therefore, it links the data to the conclusions that are 

drawn from the research questions (Yin, 2003). The research design comprises of three 

components that are guiding the investigation of factors that impact alignment which are case study 

questions, propositions and unit of analysis.  

5.6.1 Case study questions 

A Case study approach as previously mentioned focuses on the how and why questions of a 

research study. The case study is guided by the following questions: 

a) How can innovative ICTs (MobiSAM) be used to support citizen engagement with the aim 

of improving communication in Makana Municipality? 

b) How can the Municipality's communication processes be aligned with innovative ICTs of 

the MobiSAM project to support citizen engagement? 

c) Why did the alignment of the digital citizen initiatives unfold in a particular way? 

5.6.2 Case study Propositions 

Case study propositions are statements that affirm the purpose of the study. They are derived from 

the research questions (Zukker, 2009; Yin, 2013). Each proposition directs attention to factors that 

should be examined within the scope of the study (Zukker, 2009; Yin, 2013). Without propositions 
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to guide the scope a researcher tends to collect “everything”. The following are the propositions 

of the study: 

● MobiSAM (DCE) can be used to support citizen engagement 

● Alignment of DCE initiatives using innovative ICTs with the Makana communication 

process will improve citizen engagement. 

● The primary focus is on the government as it is a neglected beneficiary of most DCE 

initiatives. 

5.6.3 Unit of analysis 

The unit of analysis aims to state what is being studied therefore indicates what is being analysed. 

The unit of analysis is linked to the problem and case definition (Macome, 2004; Zukker, 2009). 

It highly depends on the research questions of the study (Macome, 2004; Yin, 2013). The unit of 

analysis for this research are the processes and factors that impact the alignment of innovative 

ICTs with the municipalities’ communication processes.  

5.6.4 Role of the researcher  

A pragmatist researcher allows action to be a significant and fundamental part to study. The 

researcher needs to adopt an engaged approach in order to understand the context and be able to 

intervene (Goldkuhl, 2012). The researcher was immersed in the case study as a member of the 

initiative MobiSAM, therefore, benefited from information access and had more knowledge on 

complex processes of implementation and the municipality. The researcher was in a position to 

gain access to information about the participants as a project strategist and evaluator during the 

implementation of the system and aided the municipality in the adoption. The researcher also had 

a chance to see how the participants interacted with the system and their perceived interests in the 

system during training, as the initiative continuously supports the integration.  

According to Oates (2006) participant observation involves the researcher participating in the 

study which provides a point of view of the others in that context. The researcher observes what 

the participants do and listens to their opinions on the communication challenges and suggestions 

to these issues (Gillham, 2000). Participant observation also assists in gaining the trust of 

participants so that they can act natural, while interacting with the systems and feel comfortable to 
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express their views (Oates, 2006). As a participant observer, the researcher is aware of the risk of 

asking basic questions with the assumption that they are obvious, therefore the questionnaires and 

interview questions are set by the researcher with the approval of the Supervisor (Saunders, Lewis, 

Thornhill, 2009). The researcher did not impose any of their limitations and assumptions on the 

data collected. Data was collected through observations, meetings and questionnaires (Oates, 

2006). Therefore, the researcher recorded data as accurately as seen through the context. 

Reflections are a vital part of the researcher’s data, and therefore notes were kept on their thoughts 

and feelings on meetings and observations to assist in guarding against bias and misinterpretation 

of data. 

5.6.5 Criticism for Case studies 

The main limitations noted in literature are that case study research requires a significant amount 

of labour and work as the responsibility falls on the researcher. The literature states that the most 

prominent stage that needs work is the observation stage of data collection (Schell, 1992). The 

researcher deals with a wide range of topics and issues when attending the Municipality meetings 

and the internal MobiSAM meetings. These meetings produce large amounts of data that might be 

both relevant and irrelevant to the study as communication is only one of the many issues that a 

resource-constrained environment faces. Therefore, the researcher will spend more time in the 

write-up stage in order to determine what to include and how it is be analysed. The use of case 

designing prompting case study questions, propositions and unit of analysis assists in limiting this 

constraint. The case study approach is, however, the most suitable strategy to investigate the 

alignment factors that impact implementation of innovative ICT in municipality’s strategy as 

(Schell, 1992; Yin, 2013); 

1. It examines a problem within its real-life context. 

2. The main questions are how and why questions with limited investigative control. 

3. There are various sources of information for the case, which included observations, 

interviews and questionnaires to allow for triangulation. 

5.7 Data collection 

Data is collected using both primary and secondary tools. Primary data is collected throughout the 
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project as observations, and these observations are further investigated by administering 

questionnaires and conducting interviews. Project documents and local government documents 

were also consulted to acquire more information on the context. The study followed a longitudinal 

study time horizon as the researcher was part of the ongoing project.  

5.7.1 Time horizons 

Given a case study approach is applied, triangulation of data sources is used to mitigate bias 

(Saunders, Lewis Thornhill, 2009; Yin, 2013). Use of a case study approach requires the study to 

be conducted over time as it aims to research the dynamics of a problem. This is called a 

longitudinal study, where the investigation is conducted over time as the issue runs its course (Yin, 

2013). A longitudinal time horizon allows the researcher to examine the change process as 

MobiSAM is implemented and how the participants interact with the system.  It assists in 

explaining the context as change occurs over time (Menard, 2007). Information collected during a 

longitudinal study can be obtained at various phases of the project. The researcher has an 

opportunity to identify the challenges as they occur, observing possible ways of resolving these 

and at times with the project team, participating in addressing these. Therefore, data collection 

occurs throughout the research with the guidance of the research questions. The project went 

through various stages that the researcher used to extract information related to the research study. 

The data collected, forms part of the research findings in conjunction with the final collection of 

data through the questionnaire and interviews. Table 5.4 summarises the phases of data collection. 

In the last stages of the data collection, the researcher uses interviews and questionnaires. The 

interviews reiterate some of the data collected in all the phases of the project via observation and 

questionnaires distributed. 
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Table 5.3: Data Collection Phases 

Phase Purpose Data collection tools 

Preliminary Phase 

(Baseline Study) 

The researcher was involved in developing 

and implementing a Baseline Study that 

aimed to establish the current status of the 

Municipality before the implementation of 

the system. The researcher managed to 

acquire information answering Question 1 

of the research. 

• What are the information and 

communication-related challenges 

associated with service delivery in 

resource-constrained local 

municipalities? 

 

It assisted in understanding the 

communication ecologies of the 

municipality. 

 

Questionnaires  

Participant Observations 

Document Analysis  

Planning and 

Development Phase 

(Needs Assessment 

and Strategy 

Formulation) 

In this phase of the project, MobiSAM 

aimed at acquiring the needs of the 

municipality and the community to be 

fulfilled by the system. This process assisted 

in identifying the needs required to change 

from the current to the desired conditions. 

The researcher took part and extracted 

information on how citizens can use the 

ICTs to get their issues resolved. It also 

assisted in identifying benefits that the 

municipality will receive from them with 

Question 2. 

 

● What role does citizen engagement 

play in supporting service delivery in 

resource-constrained local 

municipalities’? 

 

Participant Observation 

Document analysis 

Implementation 

(Process Re-

engineering) 

This phase focused on the formulation of 

strategy after the needs of the community 

and the municipality had been taken into 

account. The strategy considered the views 

of all stakeholders with the aim of providing 

a system that will be relevant to their needs 

Participant Observations 

Document analysis 
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while facilitating two-way communication 

between the municipality and citizens. 

Question 3 

• How can innovative ICTs be used to 

support citizen engagement to 

improve communication in resource-

constrained local municipalities? 

 

Monitoring and 

Evaluation (Process 

Assessment) 

Process assessment is one of the last phases 

of the project where the new processes are 

examined against a set of criteria to 

determine capability of those processes to 

perform the service delivery issues. The 

researcher observed how the actors interact 

with the system and identify critical factors 

that support or hinder the alignment of 

processes with innovative ICT. This assists 

in answering the last question, Question 4, 

of the research. 

 

• How can communication processes 

of a resource-constrained local 

municipality to be aligned with 

innovative ICTs to support citizen 

engagement? 

 

Questionnaires  

Participant Observations 

Interviews  

Focus group 

Document Analysis 

 

5.7.2 Research instruments 

The research instruments that are employed include questionnaires, participant observations, 

document analysis and interviews. Among these, the primary source of data is participant 

observation, as it is conducted throughout the research and triangulation is used to validate the data 

through interviews and questionnaires. 

 

Participant Observation 

Participant observation requires one to be immersed in the research as supported by the pragmatist 

paradigm (Creswell, 2007; Yin, 2009). It gives the researcher a platform to understand and observe 

the views of the participants in their context. Observing meetings assist in understanding the 
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dynamics of the municipality and the relationship between the different participants (Klenke, 2016; 

Ajjan, Kumar and Subramaniam, 2016). Through observations of activities such as workshops the 

researcher is able to understand the current processes of communication in the municipality, 

identify the current challenges faced and how they impact citizen engagement. Furthermore, 

participant observations provide the researcher with a platform to observe how the municipality 

staff interact with the project activities as well as, the system once implemented. The researcher is 

guided by less defined ideas and the theory (AST) in observing (Welman and Kruger, 2001).  The 

researcher is also in attendance as a participant observer, at 

1. Local Government level – Management, Special Council Meetings, Council meetings, 

Operation Masiphatisane establishment 

2. CSO and public forums – Kowie Catchment Forum, Black Sash, GRA, Local 

Communication Forum, Public service accountability and Monitoring (PSAM), 

Unemployed People's Movement(UPM) 

3. MobiSAM – needs assessment, strategy formulation workshops, training workshops, and 

process assessment 

The researcher was involved in training and facilitates workshops as they were aligned towards 

achieving more effective citizen engagement.  The researcher established key areas of focus to 

take note of as observation goals listed below:  

● What are the challenges the Municipality were facing with communicating service 

delivery issues? 

● How does the municipality currently communicate with citizens concerning citizen 

engagement? 

● What influence has MobiSAM had on the way they communicate? 

o How did it transform their communication processes? 

● What challenges were faced through the implementation of the system? 

● What were the opportunities that came about with implementation that supported 

communication and in turn transparency and accountability? 

● How can innovative ICTs efficiently be aligned with communication processes for citizen 

engagement? 
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Questionnaires:  

This is one of the secondary sources of data and is used to complement observations outlined 

throughout the study (Cecero, Nelson and Gillie, 2004; Silverman, 2016). A questionnaire is a data 

collection tool that has a series of questions in a predetermined order with the aim of achieving the 

research objectives (Powe, Garrod and McMahon, 2005; Patten, 2016). The questions are based 

on the whole project with specific sections that answer this research’s objectives. Therefore, the 

questionnaire was developed by the MobiSAM team as a whole. The questionnaire was divided 

into five sections that are demographics, Municipality position, MobiSAM use, and Perceived 

usefulness shown in the Appendices. The researcher provided input on the questionnaire to address 

the research objectives and addressing factors from literature. Questionnaires are distributed to 

participants who used the system as they have hands-on experience with the system itself (Cecero, 

Nelson and Gillie, 2004; Patten, 2016). Initially, a baseline study questionnaire was administered 

to investigate the current communication processes of the municipality and to establish the 

challenges they faced. A process assessment question was then conducted after the implementation 

of the initiative to understand the implementation of the system and investigate what impacted the 

alignment or misalignment of their processes. All the questionnaires are attached in Appendix B. 

Interviews 

Interviews involve face-to-face meetings, where the researcher asks the participants a series of 

questions (Powe, Garrod and McMahon, 2005). An interview guide is developed to outline the key 

areas and themes to be discussed either from literature, research questions, questionnaire and or 

observations (Cecero, Nelson and Gillie, 2004; Brinkmann, 2014; Silverman, 2016). They allow 

the interviewer to gain further clarification and explanation to responses made in the interview 

itself, questionnaire as well as observations made by the researcher. The qualitative research 

interview seeks to describe the meanings of central themes in the life world of the subject (Cecero, 

Nelson and Gillie, 2004; Brinkmann, 2014; Klenke, 2016).  

 

The interviews are both semi-structured and unstructured in order to get a deeper understanding of 

their experience with service delivery challenges, as well as, information and communication 
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requirements for service delivery in relation to the Municipality (Gujarati, 2003; Saunders, Lewis 

and Thornhill, 2003; Silverman, 2016).  The questions are directed at the participant’s experience 

while interacting with MobiSAM. The interviews are with people that engage with MobiSAM 

including technicians, departmental users, media and communications manager, media and 

communications assistant, ICT manager, municipal manager, civil society representatives, ward 

councilors, and citizens. The interview guide is attached in Appendix D. 

 

The purpose of the interview is to (Ajjan, Kumar and Subramaniam, 2016): 

● recognise the role of different stakeholders in the communication process and their interests 

in the system being implemented, 

● recognise the significant challenges related to the MobiSAM project implementation and 

its outcomes. 

● gathering information regarding communication processes, structural issues and decision 

processes  

Focus groups 

Focus groups assist the researcher and participants in constructing meaning from the topic of 

discussion (Silverman, 2016).  The communications department, help desk, technicians and the 

fire departments operators are interviewed in groups as they contain a small number of people that 

have similar views and roles in the municipality. Focus group interviews provide a platform to 

prompt for stakeholder's views on the project with the aim of further understanding the ‘how' and 

‘why' specific factors supported or hindered the alignment of the initiative (Silverman, 2016). The 

researcher facilitates the conversation around the use of the system and the challenges they have 

faced and gather suggestions in those areas they have faced challenges. Furthermore, these 

recommendations are used to improve the project and better equip the project for future reference. 

(Hallikainen and Chen, 2005). Focus groups also assist to identify the core themes that impact the 

implementation process of MobiSAM in the Municipality and provides a platform to observe the 

reactions to key questions in an open forum.  

Table 5.5 shows the list of people interviewed stating their roles and user level. User level is 

determined by the job role of the user. Level 1 are the people that receive service issue reports first 
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which are the communications departments and Customer Care. Level 2 consists of departments 

that are responsible for issuing the assigned reports to the technicians. They make sure that they 

get feedback from technicians on resolved issues. The last level which is level 3 are the technicians 

that resolve the problems reported. 

 

Table 5.4:  List of the interviewees, their role and purpose 

Department Interview 

type 

Role User 

Level  

Reason 

 

 

 

 

 

Communication 

Department 

 

 

 

 

 

 

Focus 

group 

Media and 

Communications 

Manager 

1 These are the project 

champions for MobiSAM and 

are directly affected by the 

reengineering of processes in 

implementing the system. 

They are the first people to 

receive reports which they 

then assign 

 

Customer care 1 

Assistant Media and 

Communications 

Officer 

 

1 

Media and 

Communications 

intern 

1 

Switchboard 

Operator 

1 

IT manager 1 

IT assistant 1 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Focus 

group 

Technicians 3 These are users of the systems 

and are concerned with 

addressing service delivery 

reports and providing 

feedback to the central team 

at Level 1. They influence the 

processes of service delivery. 

Interview  Manager 2 They manage the technicians 

in the department with the 

exception of the electricity 

department.   She has 

knowledge of service delivery 

processes and influence over 

the level 3 technicians, 

procedures and tasks. 

Interview DEIS Director and 

Acting Municipal 

Manager 

2 The director currently also 

held the position of Municipal 

Manager. He was responsible 
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Engineering and 

Infrastructure 

services 

for managing the whole 

department with the focus of 

ensuring the quality of water, 

sanitation and road services 

which are also the main issues 

reported on by citizens. He 

has the power and influence 

over the whole department 

and is accountable to what 

occurs in the department. 

Interview Operations manager 2/3 This user has the influence 

and knowledge of service 

delivery processes. He 

oversees and resolves reports 

from citizens. 

Focus 

group 

Helpdesk Clerks 2 They receive tickets assigned 

to service departments, from 

MobiSAM. Also, they 

received complaints directly 

from citizens through front 

desk reports and phone calls. 

They are responsible for 

assigning the issues to the 

technicians 

 

 

 

 

 

Electricity 

Interviews  Manager 2 The electricity manager is 

accountable for technicians in 

the electricity department.  

She has knowledge of service 

delivery processes and 

influence over the level 3 

technicians’ procedures and 

tasks. 

Interviews Administrator 2 Refer issues from the 

Communications Department 

to the technicians and 

receives reports through walk-

ins 

Fire department Focus 

group 

Switchboard 

operators 

 

 

1 

 

Handles reports from the 

citizens after regular working 

hours 

Document analysis 

This research forms part of an ongoing research project, therefore, documentation of preceding 
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evaluations in the projects, such as the Baseline Study, Needs Assessment, Strategy formulation 

and the Process Assessment are consulted. Some of these evaluations have been written up by 

team members therefore the research is going to build on those documents as well. Municipal 

documents are also analysed, such as the council meeting documents, communication strategy and 

communication policy documents. Reviewing the documents as the project assists in revealing 

information about context and processes of the municipality. More importantly, preceding 

assessment domains inform the key themes that form part of the proposed framework. Reviewing 

the documents assists in getting a comprehensive view of the processes and adds value to the 

alignment framework assisting in informing the reflective process.  

5.7.3 Credibility of Research Findings 

Reliability: All interviews are conducted at a neutral time to avoid participant bias due to the 

participants’ moods depending on time or day of the week. The anonymity of participants 

throughout the data collections is applied (Creswell, 2003; Patton, 2005; Silverman, 2016). To 

eradicate observer bias and error, there were two people that conducted the interviews with a 

guideline that provided a high degree of structure but with leeway to ask follow-up questions 

(Byrne, 2001; Patton, 2005; Silverman, 2016). Interpretation bias was managed by consistently 

comparing the data gathered from one data collection tool to the rest, in this case data from 

observations to interviews and questionnaires responses (Creswell, 2003; Patton, 2005, Ajjan, 

Kumar and Subramaniam, 2016).  

Generalisation: This is an issue that needs to be taken into account as many have argued it is a 

limitation of single case studies. The generalisation of a single case study can be based on analytic 

generalisation where the theory is used as a basis to compare with empirical data collected of the 

case study (Firestone, 1993; Polit and Beck, 2010; Maxwell and Chmiel, 2014).  Yin (2009), 

described it as generalisation to theory by stating that the generalisation of a single case study can 

be based on deductive reasoning and theoretical generalisation (Johansson, 2003; Yin, 2009; 

Maxwell and Chmiel, 2014). Deductive reasoning uses the theoretical framework, Adaptive 

Structuration Theory, to derive alignment factors as the findings from data collection. 

Consequently, single cases are generalizable to theoretical propositions as they aim to contribute 
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to knowledge by expanding the theory (Johansson, 2003; Yin, 2009 Maxwell and Chmiel, 2014).  

5.8 Data Analysis 

The identification of alignment factors is achieved through explanation building and thematic 

analysis. Thematic Analysis is used to analyse the qualitative data collected as it assists in 

identifying themes from data (Friese, 2014). Quantitative data is also used through analysis of 

questionnaires. It is analysed using descriptive statistics as it provides simple explanations. It also 

summarises features of collective information. Thematic analysis enables the researcher to look 

for themes from the data collected allowing easier analysis and grouping of related themes 

(Saunders, Lewis and Thornhill, 2003). In this research, thematic analysis is used to identify 

common themes, such as, the influence that key actors will have in alignment, suitable processes 

to follow, and key focus areas. These themes are used to develop a framework to guide the 

alignment of the communication processes with innovative ICTs in local government (Daly, 

Kellehear and Gliksman, 1997). The research uses thematic analysis that relates to open coding 

and closed coding as it going to use predetermined themes from AST theory and observation of 

emergent themes (Merriam, 1998; Ezzy, 2013). As the initial coding effort, data are deconstructed 

into the simplest form possible, examined for commonalities, and sorted into categories. Thematic 

analysis is conducted by following the steps stipulated by Braun and Clarke (2006) shown in Table 

5.5. 

Table 5.5: Thematic Analysis Steps 

Step Description according to study 

Familiarisation with data It is important to familiarize with the data collected through 

questionnaires, interviews and observations. The researcher 

went through the data repeatedly and thoroughly in order to 

find themes and patterns from the data collected. This 

involves listening to the interview audios and reviewing other 

data sources repeatedly to make sure the key aspects have 

been identified. 



 

 

 

 

Chapter 5: Methodology 

100 

 

Generating initial codes This entails going through all the sources of data and grouping 

them under those themes. The data collection methods used 

will all be analysed and recurring themes such as lack of 

feedback will be identified and noted. This stage involves 

coding the data and grouping that arises from the data. The 

Adaptive Structuration Theory was used to guide the 

generation of initial codes (factors) 

Searching for themes After the initial codes are generated there is need to refine and 

group the codes into potential themes.  

Reviewing themes This stage entails reviewing the themes generated from the 

codes, deleting, merging and identification of new themes 

The factors that are identified are reviewed as some might not 

be relevant to the study. This assists in producing a thematic 

map of the analysis.  

Defining themes At this stage, the researcher observes the themes that emerged 

from the literature review, empirical observations and theory 

relevant to the alignment of Digital Citizen Engagement 

(DCE). This will assist in defining and refining according to 

the essence of the research.  

Overall Report This is the final stage of the analysis where the final report is 

compiled of the themes that have been identified relating to 

the case study research questions These themes are then  used 

to develop the DCE alignment framework 

 

Explanation building is a case study analysis technique that analyses data by building explanation 

on the case. It helps the development of causal links (Yin, 2009). This analytical process is used 

to analyse the data collected. Table 5.6 illustrates the steps that study will take in explanation 

building. The proposed DCE alignment framework is developed through focusing on particular 

data (Yin, 2009).  
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Table 5.6: Explanation Buiding Steps 

Step Description according to study 

Making initial theoretical statement  The AST theory is used as the initial phase of 

explanation building. The theory inputs guide the 

researcher in identifying factors that impact 

alignment in DCE projects such as factors within 

the Advanced Information Technology. 

Comparing the findings of the initial 

case against such a statement  

The findings from the data collected are compared 

to the factors and structures stated by the Adaptive 

Structuration Theory allowing the factors to be 

refined as factors that do not apply to the context 

such as the Group Internal Systems are 

disregarded. This is the same for alignment factors 

arising from data that do not tie into the theoretical 

framework. 

Revising the statement  The findings are revised according to the AST in 

an iterative manner as the project goes through 

phases. The iterative nature of the alignment 

process in itself will require constant revision as 

new factors emerge from the process. 

Comparing other details of the case 

against the revision  

Other data collected from each phase of the 

projects and from the various methods are 

compared against the revised proposition. These 

include contextual data from document analysis of 

the municipality documents. 

Future Research 

Comparing the revisions to the facts 

of 2nd, 3rd or more cases 

 

The formulation of the framework is an iterative 

process that keeps yielding new factors depending 

on the context therefore the revision are compared 

to other case studies.  

Repeating the process if needed This is an iterative process that will happen until 

the alignment factors have been refined. 

 

5.9 Ethical considerations 

Research that involves people needs to be ethically conducted in order to minimise harm and be 
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useful (Davies and Dwyer, 2007). As this study involves primary research (observations, 

interviews and questionnaires), research ethics is applied as people are involved in the data 

collection (Vosloo, 2014). These participants are protected by seeking informed consent before 

any form of participation, assuring that their contribution and identities are confidential and 

anonymous (Kimmel, 1988 and Tarling, 2006). A consent form is developed and signed by the 

participant before engaging in the process (Creswell, 200; Brydon, 2006; Krauss, 2009). An 

informed consent is presented after the researcher has explained the purpose of the research to the 

participants and the implications of their contribution. The participants are given the ability to 

withdraw from the process, the right to ask questions and receive a copy of the findings once 

collated (Creswell, 2003). The form is accompanied by an information sheet that details the 

purpose of the research, including an ethics code that can be used be for reference if the participants 

feel their ethics have been breached. 

 

Ethical clearance was sought from the Rhodes University’s Information Systems Department 

ethics committee against the code of ethics. The ethical clearance application includes consent 

forms of the participants, interview questions and letters that are sent to the participants informing 

them about the research (Vosloo, 2014). The letters stated what the research is about, the risks and 

benefits involved, and also reiterated the anonymity and confidentiality of their participation. This 

letter is for the participant to make an informed decision and to enable them to withdraw from any 

part of the data collection (Christensen, Johnson and Turner, 2011; Vosloo, 2014). 

 

Participant observation which is the stance in this research involves the long-term involvement of 

the researcher in the context therefore informed consent was established at the beginning and 

continuously updated as they proceeded. However informed consent is hard to acquire regarding 

participant observation; therefore, the researcher ensures that participants are provided with 

adequate information for them to decide if they would like to participate in the research (Reynolds, 

1982). The formation of relationships with the participant is vital to the study as it assists in more 

open engagement of the participants and willingness to provide their views and knowledge on what 

has impacted the implementation and alignment of the DCE system. Relationships encourage more 

effective communication between the stakeholders and provide a platform to clarify any 
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expectations between participants and the researcher (Brunet et al., 2004; Brydon, 2006; Mthoko 

and Pade-Khene, 2013). This assists in establishing a sense of culture and other dynamics that 

might assist the researcher to be aware and therefore more considerate (Creswell, 2003).  

 

The researchers' identity and role in MobiSAM is made known by the participants (Savage and 

Moore, 2002).  The researchers' identity is always be known to the participants and the purpose of 

their presence. Raw data collected from the participants through interviews and observation is 

stored on a computer and to ensure security it can only be accessed by the researcher. Names of 

the participants are withdrawn from the discussion for anonymity and confidentiality (Blumberg, 

Cooper and Schindler, 2008). This research involves various stakeholders who may share 

conflicting opinions and thoughts. Therefore, the participants need to be reassured of 

confidentiality. Lastly, the data collected is only shared with people who have a stake in the results 

and are part of the research in a detailed capacity. 

5.10 Conclusion 

This chapter outlines the theory used to guide the method to be followed in the research. The 

research uses the Adaptive Structuration Theory to guide the formulation of a theory that is used 

in aligning Digital Citizen Engagement initiatives at local government level. The chapter discusses 

the research methodology and how it applies to the study. The research paradigm, pragmatism, 

required the researcher to be immersed in the research to investigate the alignment factors through 

the exploration of a case study. Pragmatism is an approach that evaluates theories or beliefs 

regarding the success of their practical application. The case study strategy provides a holistic 

understanding of the proposed framework in a real-life context. The case study design guides the 

exploration of the proposed framework in a real-life environment suitable in-depth understanding 

of the problem. The chapter also presents the data collection tools to be employed in the empirical 

investigation. The chapter concluded with the ethical considerations employed to ensure this 

research study is conducted in a manner that is deemed appropriate by various entities. It provided 

an overview of how the research study was conducted.  
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 Chapter 6: Case Study Exploration of Makana Municipality  

 

 

 

This chapter provides a case study description of Makana Municipality and the implementation 

of MobiSAM a Digital Citizen Engagement initiative. The factors that arise from empirical 

investigation of the case study will then be used to formulate the DCE framework with the 

guidance of the Adaptive Structuration Theory. 
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6.1 Introduction 

Municipalities are adopting initiatives to assist in improving service delivery. However, alignment 

of these initiatives with municipality processes is an increasing need as most initiatives are facing 

a number of challenges and lack sustainability. Consequently, there are no existing frameworks or 

models to assist in aligning projects to the municipality processes in the Digital Citizen 

Engagement field. Case studies could be used to investigate how local government is adopting 

digital citizen engagement initiatives, identifying factors that have hindered or supported the 

alignment process. The alignment factors are informed by observations that take place throughout 

the project lifecycle. A single case study, Makana Municipality, will be analysed to establish the 

alignment factors to be considered in a resource-constrained environment. The case study 

investigation provides the context in which a Digital Citizen Engagement (DCE) project is 

implemented and adopted.  

The alignment factors were motivated by theory, literature and data collection. The following 

chapter provides results and discussion of the case study, and identify factors that impact the 

process.  It outlines the researchers’ experiences and observations within the context while 

assessing the adoption of ICTs. The chapter starts off with a brief background of the municipality 

and the supporting DCE initiative. Subsequently, the alignment strategy applied the MobiSAM 

team is then discussed. The chapter concludes by identifying the outputs generated from the 

processes, which are dependent on how the inputs impacted the process.  

6.2 Background  

Makana Municipality covers an area of 4 375.62 km2, and the population figure is 82 060 (Statistics 

SA, 2016). Makana Municipality is classified as a Category B municipality by Cooperative 

Governance and Traditional Affairs (CoGTA) (CoGTA, 2009). Makana Municipality is classified 

as Group 2 under category B3 (World Bank, 2009; Clifford 2015). This is illustrated in Figure 2.2, 

in Chapter 2. Makana consists of nine towns which are: Alicedale, Salem, Riebeeck East, Seven 

Fountains, Fort Brown, Sidbury 1920, Manley Flats, Carlisle Bridge, and Grahamstown: whereby 

Grahamstown makes up the largest population.  The town is divided into 14 wards with the most 

massive three wards being Ward 1, Ward 13 and Ward 14. Figure 6.1 illustrates the ward 

boundaries, also indicating the size of wards with the top right corner zoomed in allowing all wards 
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to be visible. 

 

Figure 6.1: Makana Municipality Ward demarcations (Baseline Study, 2016). 

From the Statistics SA (2016) report, it was stated that Makana Municipality had a significantly 

high unemployment rate of 25.5%. The Baseline Study revealed that 39.2% of the residents have 

primary education level to no education at all. This was but merely a representation of the 

Municipality education level. The last recent IDP documents confirm that the majority of the 

population still have little to no education (IDP, 2015/2016; Makana Municipality, 2015). 55% of 

the households in the municipality are poor with most of the population receiving no income or 

are below the poverty line of less than R801 per month (Makana Municipality, 2015). This places 

Makana under a significant burden to provide basic services for its community. Various efforts 

have been to alleviate poverty by issuing of grants to the underprivileged, which has led to about 

half of the population depending on social grants in the municipality. 

6.2 Service Delivery in Makana Municipality 

This is the case with and most of the municipalities in South Africa as local government has no 
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capacity to supply adequate services to the community (Mogale, 2005; Chuene, 2012; Madumo, 

2015). The service delivery crisis within Makana Municipality has been well recognised over the 

past years by media indicating financial, water, maintenance and infrastructural challenges 

(Chuene, 2012; Mdlongwa, 2014; Dispatch Live, 2017). Particularly, in service delivery as it is 

stated that (Thinyane, Siebörger and Reynell, 2013: 245): 

"…local government capacities are in short supply, and financial sustainability is 

frequently in doubt. This hampers total government ability to perform traditional functions 

such as service delivery and regulation, collecting rates, user charges, and fees.” 

The municipality was named among three of the worst municipalities in the Eastern Cape in 2011 

with a debt of R19.8 million (Mngxitama-Diko, 2013b). This led to the Municipal Manager and 

Chief Financial Officer being charged with misconduct, who were subsequently removed from 

their posts. In 2012, the newly appointed municipal manager and strategic manager were also 

dismissed under suspicions of fraud, gaining R3 million in pay-out. By the end of 2013, the largest 

town in the municipality, Grahamstown, reached a point where it had no water for two weeks. This 

led to the matter being taken up by the President’s office, leading to the recruitment of Amatola 

Water consulting to address the issues. 

Since early 2017, Amatola Water consultants have since stopped assisting the municipality, after 

not being compensated for their work. Though the problem of water service delivery is currently 

being addressed, the municipality is still facing challenges due to its dilapidated infrastructure, 

which currently threatens the continuous delivery of water. Low dam levels have also been 

reported as the two main dams (Setters and Howieson) were both at 18%, as of the 4th October 

2017. In various municipal council meetings, concern has been raised over declining revenue 

collection rates, which has affected its income. The public is invited to these meetings including 

Civil Society Organisations (CSOs). In Makana Municipality, the most prominent ones include 

the Public Social Accountability Monitoring (PSAM), Black Sash, Kowie Catchment Forum, 

Upstart Youth Movement, and the Unemployed Peoples Movement (UPM). They all aim to make 

a significant improvement to the community. At a CSO public meeting hosted by the Grahamstown 

Residents Association (GRA), the Mayor stated that they were R330 million in debt and that 47% 

of the current debts were collectable. Most of these issues stem from a decline in meter readings, 
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which have been caused by lack of training of technicians (GRA public meeting 25/08). It was 

also established that the municipality had failed to account for the last ten years financially, due to 

the vacant post of an Accounting Officer. They addressed this by appointing a new Chief Financial 

Officer (CFO) to assist in clearing the existing backlogs.  At a recent special council meeting held 

in November 2017, it was stated that the collection rate for revenue had dropped from 90% to 71%. 

This was a result of a significant increase in indigents (citizens who cannot afford basic services), 

compelling that the government must provide for them. Furthermore, the debt owed to the South 

African electricity public utility, Eskom, has increased from R58 million to R68 million. 

Due to these issues building up over the years, the municipality was put under the administration 

of Section 139(1) (b) of the Constitution in August 2014 (Mdlongwa, 2014). Complaints were filed 

against the municipality under the Promotion of Access to Information Act (PAIA), due to its 

inability to provide adequate services to the community. The Kabuso Forensic report also 

implicated individuals in the municipality of corruption, as various political players pushed the 

release of compromised versions of the final report (Majai, 2014; Grocott’s Mail, 2017). The 

provincial government was tasked with intervening where the local municipality have failed in 

fulfilling its constitutional obligations (Constitution of the Republic of South Africa, 1996). In 

2013, local media reported that 13 Municipalities were put under administration of Section 139 

(1) (b) (Calderwood, 2013). Since then more municipalities have been placed under administration, 

especially in the Eastern Cape, which has the top three ranked worst performing municipalities in 

the country (Mini, 2011a, 2011b; Thinyane, 2013). 

Citizens have raised issues of poor administration as the municipal manager post had not been 

filled since 2014, which they concluded resulted in lack of direction and prolonged processes 

within the municipality (Strategy Formulation Workshop, 2016). This was also affirmed by the 

establishment of the operation Masiphatisane initiative by the Office of the Premier 

(Masiphatisane, 2016). It was established to ensure that the services rendered to the community in 

various wards align with public planning and improve linkages between all stakeholders. This 

initiative aimed to use the Integrated Service Delivery Model (ISDM) to guide their processes. 

They encouraged a bottom-up approach, where war rooms established in each ward provided a 

platform for the community to report service delivery issues. The aims and objectives of the 



 

 

 

Chapter 6: Case Study Exploration of Makana Municipality  

109 

 

initiative were feasible and promising however, the process was superficially rushed, and the 

project failed. The few war rooms that were established did not survive as the participants of the 

project were not trained in how to guide the process. Similarly, most government-initiated projects 

are not fully supported and sustainable due to lack of management (Elkadi, 2013). It is suspected 

that the initiative fell apart because of prioritizing political agendas. Therefore, their aim was 

simply to establish and not support addressing service delivery issues. The current communication 

problems that are being faced by the municipality include lack of sustainability of a positive mood 

internally and externally, as well as, a lack of consistency in holding regular departmental meetings 

to steer service delivery (Communication strategy, 2016; CoGTA, 2014). Previous studies support 

the view of the lack of response from local governments as a primary cause of an increase in 

service delivery protests (Doreen 2007). Lack of access to effective communication mediums and 

language barriers, has negatively impacted the effectiveness of communication and message 

transmission in resource-constrained municipalities (Communication strategy, 2016). The issue of 

poor communication between citizens and the municipality remains a challenge, despite the 

eagerness of service providers to communicate effectively. The municipality has established 

various ways to communicate with the citizens, which include communicating via Ward 

Councillors and Community Development Workers (CDWs). When communicating with larger 

groups, they hold Indabas and community meetings. They also use written notices, the local radio 

station, the newspaper and emails to communicate to send important messages. The Speaker of the 

Makana Municipality Council emphasised that there is a need for more effective communication 

internally. A large hurdle that stood out during observation was the lack of feedback from the 

municipality regarding the status of reported service delivery issues.   

 

The municipality had no formally set procedure on how to receive, track and resolve complaints, 

internally between departments, and externally with citizens.  The municipality had three 

departments that receive complaints which are the Communication Department, Fire Department, 

and the Department of Engineering and Infrastructural Services (DEIS). These departments 

received complaints from citizens via various methods including WhatsApp, emails, front desk 

walk-ins, SMS, Facebook, and phone calls (both landline and cell phone). This haphazard 

reporting structure, which resulted in duplication of reports became part of the municipality 
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culture. Table 6.2 shows the problems expressed by the municipality and citizens through three 

strategy workshops run by the MobiSAM project held with municipal staff and local stakeholders. 

 

Table 6.1: Problem demarcation by the municipality and citizens (Osah, 2017). 

 

BOTH MAKANA MUNICIPALITY + CITIZENS & CIVIL SOCIETY 

Recurring service delivery protests:  

MAKANA MUNICIPALITY CITIZENS & CIVIL SOCIETY 

1. Service delivery requests are not 

communicated promptly to concerned 

divisions:  

2. Lack of awareness by service recipients 

on the mechanics of consumption and 

overconsumption of water reservoir 

reserves:  

3. Public infrastructure being vandalised 

but not reported: 

4. Lack of evidence to support engagement 

aimed at soliciting increased funding to 

support local government functioning:  

1. Lack of planning by the municipality 

2. Lack of appropriate technology 

3. Lack of government transparency 

4. Lack of evidence to support 

meaningful engagement with local 

government 

5. Cynicism towards the government 

on their ability to listen to the 

ordinary citizen 
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6.3 Makana Municipality Digital Citizen Engagement Initiative  

Mobile Social Accountability Monitoring, (MobiSAM) is a citizen engagement initiative that was 

introduced to Makana Municipality with the aim of supporting two-way communication between 

citizens and government. MobiSAM is a form of mobile government as it is also used as a social 

accountability monitoring tool. The MobiSAM project focuses on the innovative aspect of mobile 

government. There are three primary methods of mobile government these are innovative, 

supplement and expand. The Innovative method considers new ways in which local government 

provides services to its citizens and new forms of interaction with citizens (Thinyane, Siebörger, 

Khene and Mthoko, 2017). MobiSAM operates as a digital tool, providing a channel for lodging 

reports on basic service delivery issues that affect citizens daily. It provides the municipality with 

a system that helps facilitate communication with citizens and a ticketing system for tracking. It is 

classified under the innovative aspect as it is a new way of facilitating two-way communication 

within local government. MobiSAM provides a platform for more collective action for citizens 

and a platform for citizens to individually report issues and provide feedback, this is illustrated in 

Figure 6.2 (Peixoto and Fox, 2016). 

 
Figure 6.2: Unpacking user feedback and civic engagement: Citizen Engagement Overlap 

Adapted from (Peixeto and Fox, 2016). 
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MobiSAM was divided into two phases. The first phase MobiSAM 1.0 focused on creating a 

platform for citizens to communicate their issues to the government. The project faced challenges 

related to lack of government buy-in and lack of responsiveness, as it applied an adversarial 

approach. The second phase MobiSAM 2.0 was started with the aim to increase government 

responsiveness and build relationships to overcome the challenges faced in the previous phase. 

6.3.1 Phase 1.0  

The initiative was founded in 2012 by two researchers at Rhodes University, who were motivated 

by the lack of adequate service delivery in Makana municipality (Thinyane and Coulson, 2012). It 

was funded by the Ford Foundation to enable citizens to participate and communicate with the 

municipality. The system offered a platform to gather and collect real-time information, facilitating 

social auditing and facilitated citizen participation making sure that citizen voices are heard by the 

municipality (Thinyane and Coulson, 2012). A Baseline Study was conducted to understand 

citizens’ use of technology, and how they participated in local government issues. The Baseline 

study reiterated the lack of responsiveness from the local government to citizens pertaining to 

Water and Sanitation, Electricity, and Roads (Thinyane and Siebörger, 2017). Table 6.2 illustrates 

the satisfaction levels of citizens in these and other department regarding service delivery. 

Table 6.2: Levels of satisfaction regarding municipal services amongst participants (Thinyane and 

Siebörger, 2017) 
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More than half of the participants had made a complaint to the municipality and had been 

dissatisfied with the services they received (Thinyane and Siebörger, 2017). The process 

assessment highlighted the municipal service that receives the most reports however participants 

noted that it is dependent on Wards. Though with the drought water is the highest reported issue. 

A municipal worker noted: 

 

 “In Ward 8 and 11 there are complaints about houses, they want formalized areas. But 

mostly its water housing and sanitation.” 

MobiSAM aims to remove the distance barrier by enabling communication from anywhere and 

the traditional paper-based reporting in Makana. This initiative, however, faced various challenges 

including lack of government responsiveness, lack of attitude towards public participation, and 

limited access to public documents to support the accountability process (Thinyane, Siebörger, 

Khene and Mthoko, 2017). Further investigation led to the realisation that the local government 

institution had communication challenges internally, which impacted how they communicate with 

the citizen as well. 

6.3.2 Phase 2.0 

The next phase of the project focused on capacitating the municipality by strengthening their 

ability to communicate internally and externally. With this in mind, the project was re-established 

in 2016 and focused more on citizen engagement and government responsiveness (Thinyane, 

Siebörger, Khene and Mthoko, 2017).  A greater focus was placed on building foundations and 

relationships between stakeholders in the project, to improve the state of communication and 

collaboration between citizens and the municipality. Phase 2.0 is based on Operational Model 

illustrated in Figure 6.3. This phase of the project encompassed more than technology but also 

other factors that affect DCE projects in their context. DCE contexts are complex and constantly 

evolving socially, politically and economically. Therefore, the model employed an adaptive 

approach that encouraged continuous learning and evaluation of the context. The model consists 

of four aspects which are: 
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 Citizen Education and Training: Training and education is required in order to empower 

citizens. Empowering citizens will enable them to participate and increased awareness of 

local government processes. Citizen education workshops were held on citizens’ rights, 

local government functions and how they can communicate with government. Training 

was held on how to use MobiSAM to report, track and provide feedback on issues to the 

local government. 

 Building Government Responsiveness and Citizen Engagement Capacity: There is a need 

to motivate government responsiveness and educate citizens on effective ways to engage 

in order for effective communication. The project conducted training for municipal staff 

and held workshops to understand the processes and educate them on how best the 

technology can support their processes. 

 Stakeholder Engagement: The MobiSAM Project engaged with Makana Municipality 

through meetings and workshops. They also engaged with the provincial government 

during the establishment of Operation Masiphatisane, and civil society organisations such 

PSAM, GRA and Grocott's Mail. 

 Technology platform development: Technology was implemented in phases. The first 

iteration encompassed the developed of technology while the second iteration integrated a 

ticketing system to assist with tracking of service delivery issues. An iterative and 

incremental approach was applied to technology development, due to the uncertainty of the 

context. 

 Comprehensive Evaluation: You just need to say the project applies a comprehensive 

evaluation approach. This evaluation approach consists of the following stages: 1) Baseline 

Study, 2) Needs Assessment, 3) Programme Theory Assessment and 4) Process 

Assessment. The project is still yet to conduct an Outcome and Impact Assessment. 
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Figure 6.3: Operational Model of MobiSAM (Pade-Khene, Thinyane, and Machiri, 2017). 

6.4 Factors of Alignment of Digital Citizen Engagement (DCE) in 

Makana Municipality 

The theoretical framework that guides the research study is the Adaptive Structuration Theory, 

which identifies the factors that impacted the alignment in DCE projects. The structures that are 

present in theory were used as a point of reference in examining the local government context. It 

divides its structures into three sections, which are inputs, processes and outputs. Inputs are the 

structures, or in this case, factors that impact the alignment processes, while outputs are generated 

from the alignment process of an initiative. The process relates to the integration and alignment of 

MobiSAM in Makana Municipality. The case study description discusses the process first, because 

understanding the process sets the context for the types of inputs that influence the appropriation 

process. This process is influenced by the relationship and engagement between citizens and local 

government, which also assists in identifying inputs and factors. The Appropriation process 

involves the integration and alignment process and the citizen-state socialisation. Subsequently, 

the inputs that have been identified from the process, literature and the case study are discussed. 

Lastly, the outputs generated from the appropriation process are presented. 
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6.4.1 Appropriation Process 

The appropriation process is the act of alignment that impacts DCE, using resources, factors, and 

processes (Avolio, Kahai and Dodge, 2001). The appropriation process encompasses two sub 

components: which are 1) Integration and Alignment, and 2) Citizen-State Socialisation. The 

integration and alignment process was adapted from the generic business re-engineering process 

(Vakola et al., 1998) while the Citizen-State Socialisation is a vital aspect that emerged from the 

study, in relation to the way in which the citizen and the local government engage.  

a) Integration and Alignment Process 

The key to the success of such an initiative requires problem identification and demarcation, in 

order to build capacity and buy-in for government responsiveness and citizen engagement. 

Furthermore, examining contexts also requires identifying ways to increase participation, such as: 

showing results from engagement, designing multiple channels of participation, and obtaining pre-

commitment from citizens (Spada, Mellon, Peixoto, Sjoberg, 2015). The business process re-

engineering model was used as a lens to guide the alignment process of the system in the 

municipality. This assisted the aligned of the ICTs with the processes, people and resources of the 

municipality. Successful alignment goes beyond alignment of technology as it requires the 

existence of adequate resources to support the process and staff to be trained and informed of the 

changes. There are various methods used in alignment however the researcher used Vakola et al., 

(1998) as he provided a generic model that could be adapted to any context. This is illustrated in 

Figure 6.4.  
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Figure 6.4: A generic model for business process re-engineering (Vakola et al., 1998). 

The MobiSAM project processes were organic and unraveled appropriate practice in the context 

of digital citizen engagement in local government. As the project reached post-strategy 

formulation, alignment became paramount, reflecting between context relevance and theory. The 

Vakola et al., (1998) model lent itself as a framework to guide the framing of practices that had 

already been applied, and other practices for re-engineering, going forward. Table 6.2 illustrates 

the how the generic model was used and how it links to the model that was used in the research. 
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Table 6.2: A comparison between the generic BPR and the integration and alignment process. 

A generic model for business process re-

engineering 

MobiSAM integration and alignment 

process 

1. Develop Vision and objectives  

1. Building Relationships and Problem 

demarcation 

2. Understand existing processes 

2.Needs assessment 

3. Identify Process for Redesign  

3.Strategy formulation 

4. Identify Change Levers 

4.Process Reengineering 

5. Implement the New Process 

5.Implement New Process 

6. Make the New Process Operational 6.Evaluate the New process 

7. Evaluate the New Process  

8.Ongoing Continuous Improvement  

 

The researcher observed that the MobiSAM project activities were iterative similar to Business 

Process Re-engineering (BPR) except the first step, some aspects enriched this process for this 

particular project context.  
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Figure 6.5: Digital Citizen Engagement Alignment Cycle of MobiSAM 

 

Figure 6.5 illustrates the integration and alignment process of MobiSAM. The first three stages 

differ from Vakola et al., (1998) model, as various methods were adopted as the process unfolded 

for the particular research field. The first stage of the integration and alignment process that is 

fundamental to citizen engagement is, building relations and understanding the problem. The 

second stage then aims to understand the existing process, followed by the strategy formulation 

stage that encompasses the development of vision and mission statements, as well as, redesigning 

the process. The rest of the stages (4, 5 and 6) are similar to the processes of the Vakola et al., 

(1998) model, which include re-engineered process, implementation and evaluation.  

1) Building Relationships and Problem Demarcation 

This is the problem definition phase where the MobiSAM team found redundancies in the existing 

communication processes of the Municipality (Vakola and Rezgui, 2000). The municipality faced 

various challenges, and at this stage, the team investigated the root causes of the issues that were 
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directly linked to lack of communication between citizens and, government, and internally 

between government departments (Vakola and Rezgui, 2000). The team aimed to build 

relationships with the government in order to ensure more success and sustainability of the project. 

The Communications department was the project champion in Makana Municipality as the focus 

of the project directly linked to their responsibilities. Various meetings were held to establish an 

entry point into the municipality and to obtain a deeper understanding of how the municipality 

functions. Subsequently, the team managed to build relationships with some municipality staff 

members from the Customer Care Unit and the Department of Engineering Infrastructural Services 

(DEIS) front desk. There was little to no involvement from the councillors, ward committees and 

Community Development Workers (CDW). This was because their term in office was coming to 

an end that August 2017, therefore, they showed no interest in the initiative. A member of the 

baseline interviews confirmed that when they stated; 

“...they would not show interest because it was the transition phase and there would be 

new councillors coming in so they are not phased.” 

The councillors were not bothered to show interest in the initiative, and introductory presentation 

to the council kept being postponed. The MobiSAM team collected information by administering 

a Baseline Study that assisted in finding the gaps in technology, realising the communication 

ecologies within the municipality and technical status. A Baseline study was conducted for both 

phases of MobiSAM. In the initial phase, the study was only conducted in Grahamstown where 

there is a high population in Makana Municipality. In Phase 2 a mixture of qualitative and 

quantitative methods were used to collect data. Interviews were held with the Communications 

Department, and questionnaires were administered to staff members that deal with service delivery 

complaints. The primary beneficiaries of the project were identified as citizens and government. 

The Baseline study was categorised and guided by the following evaluation questions: 

● Citizens  

a. What is the status of service delivery satisfaction and citizen participation in 

Makana Municipality?  

b. What is the communication ecology of citizens in Makana Municipality?  
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● Local Government  

a. What is the status of service delivery communication internally and externally 

within the local municipality?  

b. What is the communication ecology of the local municipality? 

The questionnaires were administered to the general public by going to public areas and communal 

areas in the community. Questionnaires were distributed to the public to determine what challenges 

they had been facing in relation to communicating with the municipality. Questionnaires were also 

administered to the Municipal staff with the aim of understanding the existing processes.  Phase 

2.0 focused on establishing the current communication challenges and issues related to service 

delivery within the municipality. The questionnaire consisted of four sections: demographic 

information; mobile phone usage, service delivery satisfaction and current participation. The 

baseline questionnaire is attached as an Appendix A. The municipal questionnaire was distributed 

to the staff members that received complaints. The questionnaire consisted of five sections: 

position in the municipality, communication channels and access to information, mobile devices 

and computer proficiency and use. The staff members were also asked about previous MobiSAM 

training.  

The Baseline study revealed that communication within the municipality was not centralised as 

service delivery issues were reported through too many channels. This resulted in duplication of 

reports, and an inability to track their progress. MobiSAM created a pathway to provide a 

communication platform to facilitate communication between stakeholders. However, there are 

still challenges of resistance to change, organisational culture and acceptance, as well as, a lack 

of a culture of providing feedback. These all relate to change management and alignment, which 

MobiSAM is still exploring. Furthermore, the comprehensive approach to evaluation continues to 

support learning in the project, and resilience in addressing these challenges over time. The 

Baseline results found that most people in the community had mobile phones and had access to a 

mobile phone.  Comparing the two Baseline studies, it was seen that complaints increased from 

58% to 81% also bringing across the problem of increased service delivery issues. 

2) Needs Assessment 

At this stage, the needs assessment process was used to identify the communication process that 
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needed to be redesigned, and the team investigated how technology could be used to support this 

process (Vakola and Rezgui, 2000). With all the information that had been gathered, there was a 

need to identify what the stakeholders required. This was accomplished by facilitating workshops 

that would enable the elicitation of needs that would solve their problems. This issue mainly lied 

with the technicians as they do not communicate the progress of issues back to the front desk. A 

municipal staff from the front desk raised noted; 

“When they go check what the problem was and see it's complicated, they never get back 

to the reporter (councillor in this case) saying we do not have this or that to fix the 

problem.” 

The needs assessment was completed by having a workshop with the municipal staff and the 

citizens to establish a balance between the two principal stakeholders and to make sure all needs 

are taken into consideration. Figure 6.6 illustrates the existing reporting processes and channels 

were compiled and documented. This structure caused made reporting issues complex and hard to 

track problems and increase in report duplication. 
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Figure 6.6: Figure 6.6: Original service delivery reporting structure in Makana municipality 

(Osah, 2017). 

3) Strategy Formulation 

The strategy formulation stage relates to Vakola et al., (1998) stages in identifying a process for 

redesign, identifying change levers and developing a vision and objectives. The purpose of the 

strategy workshops was to elicit service delivery challenges and to brainstorming on the feasible 

and realisable objectives for integrating MobiSAM. In both meetings, the participants started by 

identifying the challenges being faced by the municipality. The main problems that appeared 

frequently were poor administration, poor maintenance, financial constraints and over capacitated 

plants. These were established from a problem tree that also required the participant to note root 

causes and positive aspects related to the operation of the municipality (fruits) illustrated in Figure 

6.7. 
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Figure 6.7: Strategy Formulation Problem Tree 

There were various challenges that were being faced by the municipality that needed to be 

redefined; however, the root cause of most of the challenges were related to lack of 

communication, hence MobiSAM was created around facilitating communication and 

transparency. A civil society representative emphasised the importance of two-way 

communication, improved internal communication, and streamlining communication. As one 

participant noted: 

“A well-informed citizen will make informed decisions”. 

If citizens are well informed they can provide more valuable input into the municipality planning. 

This stage encompassed the formulation of the proposed new communication processes after 

integrating the users’ (municipal staff and citizens) needs to what the system could perform 
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(Strategy formulation Report, 2016). A strategy document was then formulated to guide the 

implementation of ICTs, which detailed the vision and mission of the project that were elicited 

from the workshop as follows (Osah, 2017): 

MobiSAM Vision: Striving for greater citizen engagement and participation in local government 

decision making aimed at realising an effective and responsive local government representation 

that is accountable. 

MobiSAM Mission: Consistent, transparent service delivery related evidence-based dialogue 

between Makana municipality and citizens, as well as, effective and efficient internal 

communication between constituents of the municipality’s service delivery value chain. 

 A SWOT analysis was conducted to investigate the strengths, weaknesses, opportunities, and 

threats context and how to analyse how they impact the use of MobiSAM in preceding evaluation 

(Osah, 2017). The MobiSAM team will take advantage of the strengths and opportunities identified 

and counter the threats and weaknesses.   

Table 6.3: MobiSAM SWOT analysis (Osah, 2017). 
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There was no consistency in workshop attendance as new participants attended the joint strategy 

formulation workshop that were absent at the initially. In addition, some participants that 

participated in the initial workshop were absent for joint workshop. The project suffered resistance 

from Municipal technicians as they did not fully buy into the system, even after training. As shown 

in Figure 6.9, they are the last level of communication as they are responsible for repairing and 

coordinating repairs on service delivery issues. They did not perceive the system to be of use to 

their tasks. Therefore, closing the feedback loop was the biggest challenge. Figure 6.8 illustrates 

the service delivery reporting and feedback with MobiSAM in Makana municipality that was 

implemented. It was aimed at removing the redundant processes which resulted in duplication of 

reports with the introduction of one entry point and set procedures distinct to each level. 
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Figure 6.8: Service delivery reporting and feedback by MobiSAM in Makana municipality (Osah, 2017)
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The system users were trained as groups depending on their level illustrated in Figure 6.8, and 

were provided with user manuals. The first level group includes the people that receive and assign 

issues, the second level are the service departments that receive reports from the first level, and 

lastly the technicians that resolve issues.  

4) Process Re-engineering 

The project was implemented in phases in order to learn from each cycle as it progresses. This was 

partially due to the fact that there was no guideline on how to implement and align such a system 

in the context. The project team held a change management workshop to assist with the transition 

from the old process to the re-engineered process. This was accomplished by the use of process 

flow charts that enabled the participants to identify the current processes of opening, creating and 

closing tickets. Figure 6.9 and 6.10 illustrates two process flow chats created while the rest are 

attached as Appendix B. 

 

 

Figure 6.9: Service delivery requests in Makana through the Communications Department. 
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Figure 6.10: Communication Flow in the Department of Engineering and Infrastructure Services 

(DEIS). 

Figure 6.10 illustrated diagrammatically the lack of feedback (highlighted in red) in the DEIS 

directorate. Custer, Novin and Palumbo (2011) illustrated the reasons for lack of feedback in a 

diagram using the relationships between three stakeholders which are citizens, government and 

International Organisations 

              

Figure 6.11: Reasons for Lack of feedback (Custer, Novin and Palumbo, 2011). 
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The government does not provide feedback due to lack of capacity and will. Lack of two-way 

communication between the citizens and international organisations can be due to cost, lack of 

time and distance. The main issues highlighted by the exercise were: 

● Technicians are not time sensitive to providing feedback. 

● The fire department currently does not provide or give any feedback 

● All the announcements go through and are approved by Directors and the Municipal 

Manager. Therefore, there are not released promptly as they might be a lot. 

● The finance department is large and complex and cannot be easily integrated into the 

system.  

The main issues also included the realisation that there is a repetition of activities in the 

municipality regarding receiving complaints, three departments can receive the same complaint. 

The municipal staff deduced that there was a need for a centralised reporting system. At this point, 

technicians were not included in the system as key users but were responsible for giving feedback 

to the departments through other means. The workshop then focused on the provision of feedback 

with the aim of eliciting the challenges that were being faced in providing feedback and why it is 

essential. Problems that were encountered with feedback included the following: 

● No precise definition of roles on who does what or who is responsible for giving feedback. 

● There is also no ownership or control of the task in the municipality. 

● The employees are concerned about who will bear the costs (data). 

● False (politically correct) feedback is given due to technicians not willing to be shouted at 

by the citizens for lack of service delivery. 

The main notions that were emphasised were the importance of information sharing and bi-

directional communication. The team also facilitated ways to improve feedback as a communicator 

and a receiver, with the aim of making the communicator sensitive to the way they communicate. 

Part of change management includes focusing on the factors that may hinder re-engineering. The 

main cause for failure is resistance from the users. The participants believed that users might fear 
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job loss as their roles may become redundant and fear the responsibilities that come with the 

change that may lead to more duties. The participants then suggested ways in which they can 

seamlessly migrate from the existing paper-based to the new system. These included uploading 

the backlogs before launch (implementation) and using processes concurrently until they have 

completely migrated to the system. This is still a work in progress. 

5) Implement New Process 

This was the most important phase of the process as most projects fail to implement systems 

effectively by not focusing on the people that are involved in the implementation. Training was 

held at Rhodes university computer labs, as well as at the municipal offices. It is vital for the 

participants to have access to the computers for a more practical training. Users were trained in 

groups according to their roles and duties. These groups are indicated in the new process diagram 

in Figure 6.8. The ward liaisons (citizen mediators to assisting citizens to report issues), citizens, 

and CSOs were also trained on how to use the system. The MobiSAM team trained the users on 

how to create, follow, and close service delivery tickets. At this level, the municipal users were 

also trained on how to assign and update service delivery reports. The MobiSAM system provides 

a platform to increase service delivery awareness; therefore, users were trained on how to answer 

polls, how to create polls (municipal staff only) and where to view polls and heat maps of service 

delivery issues. The MobiSAM team illustrated how the transition from the old paper-based system 

to the new system might operate, by demonstrating how to log paper-based reporting forms onto 

the system at the municipal offices, with the aim of facilitated smooth transition. 

6) Evaluate the New Process 

Evaluation was also a vital stage in change implementation as it examined the success and failures 

of the project and aimed to find ways to improve the system.  The project evaluation was aimed at 

comparing the results after implementation to the objects and goals to establish whether the 

implementation was successful and how to improve it. The methods and procedures used in the 

evaluation included interviews, questionnaire surveys, participant observations and document 

analysis. Questionnaires were administered in an attempt to and understand the changes that have 

occurred, perceived usefulness of the system by the users, and existing challenges associated with 

implementation and use. The questionnaires also aimed to understand the coverage of MobiSAM, 
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and which and how many people knew about the system. Follow-up interviews were scheduled 

with specific users of the system, service department managers clarify and elaborate on issues that 

had been identified from the questionnaire survey. The project had ongoing evaluations, which 

contributed to informing the continuous improvement of the system and MobiSAM activities 

throughout the project. The team continuously communicated and visited the municipality to assist 

with clearing service delivery backlogs to make sure the system could be used efficiently.  

b) Citizen-State Socialisation 

Citizen-State Socialisation is the process by which citizen and local government learn to engage 

in a way that is mutually acceptable and constructive. This definition emerged from the process 

experienced in the MobiSAM project but originates from the concept of Socialisation, which is 

defined by the Encyclopædia Britannica (2017) as:  

 

"…the process whereby an individual learns to adjust to a group (or society) and behave 

in a manner approved by the group (or society). According to most social scientists, 

socialisation essentially represents the whole process of learning throughout the life 

course and is a central influence on the behaviour, beliefs, and actions of adults as well as 

of children." 

 

This process of citizen-state socialisation is fundamental to any citizen engagement process. 

Various platforms are used to for engagement and communication between citizens and local 

government. The issue of participation by supporters in decision-making is of vital importance if 

the socialisation function is to be achieved. The following platforms have been used: 

 Public Forums on Service delivery 

Public Forums were established to create an environment where citizens can communicate directly 

with municipal members. These are open to all the citizens impacted by service delivery issues 

and the relevant department. It aims to inspire the consistent application of citizens’ voice. Giving 

citizens a way to communicate, and acknowledge the role of MobiSAM in facilitating this. An 

example of this is the Kowie Catchment Forum. The forum was instrumental in driving awareness 

and assisting government to inform citizens of the water crisis due to the drought. They focused 
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on informing citizens in a catchment area of how water is managed and how they can save water 

with the aim to democratise water management. They also provided a platform for citizens to be 

involved in establishing the primary objectives of the Forum. 

 

 Municipal Communication Strategy development workshop:  

The communication strategy is a document that address issues which may arise. Makana provided 

stakeholders with the opportunity to engage with the development of the communication strategy 

and policy document, highlighting key areas or tools essential for effective communication. The 

main aim of the documents is to strengthen government communication with citizens. 

 

 Civil Society Meetings (e.g. GRA, PSAM, Black Sash workshop,  

There is a need for intermediary intervention such as CSO and MobiSAM to assist in mobilising 

both government and citizens. Different CSOs have different goals and objectives but all aim to 

improve the community. CSOs have assisted in building critical mass to request collaboration with 

local government to address service delivery concerns. The Unemployed Peoples Movement aim 

to mobilise all the unemployed youths in the community and try assists youths that do not have 

jobs including demanding income grants. There is a large pool of untouched ideas and can be 

implemented to increase communication, but without consistency, this might not be sustainable. 

 

 Masiphathisane (The Integrated Service Delivery Model)  

Operation Masiphatisane was established to ensure that there is a unified way of providing services 

through a platform of engagement with citizens. Their key contribution was the service delivery 

model to promote community-driven approach. The Office of the Premier (provincial government) 

expressed commitment in 2016 to the establishment war rooms (community committees), which 

was a way of getting closer to the community and improving service delivery. However, the 

establishment of war rooms was a rushed process. Most war rooms were established but no follow 

up was conducted and no training was held to assist in guiding the fruition of the process and war 

rooms. 

 MobiSAM Strategy Workshop meetings 
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Three strategy meetings were held with citizens and municipal staff. The joint strategy meeting 

gave the stakeholders a platform to communicate and understand how the system would assist 

them. It also assisted in combining their needs as MobiSAM meant to benefit them both and the 

role each had to play in order for the system to be efficient. This has given rise to Communication 

Strategy meetings with the aim of overcoming their existing challenges. Initially two separate 

workshops were held with citizens, and then government in order to avoid conflict – nonetheless, 

in the end, their perspective were brought together in a joint meeting, illustrating how their 

concerns and desires were quite aligned. 

 

6.4.2 The Inputs 

The data collection has revealed three main inputs that impact the alignment of DCEs within the 

municipality. These factors should be considered before implementing any technology. These 

include advanced technology; local stakeholder support from citizens (private/public 

organisations, and Civil Society Organisations); and, local government influence based on the 

internal and external organisation environment. 

a) The Advanced Information Technology  

Advanced Information Technologies (AIT) are tools and techniques that enable engagement 

between various parties in an organisation. In this research, AIT refers to the digital citizen 

engagement tool, MobiSAM. The factors to be considered include the technology development, 

the project implementation team, and funding. The components of the MobiSAM system in Figure 

6.12 are discussed according to the classification of innovative technology. 
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Figure 6.12: MobiSAM system (MobiSAM, 2017). 

Innovative Technology Used – Changing the way Local Government Communicates 

The term innovative is a word that is used about technology as it is constantly evolving. According 

to (Drent and Meelissen, 2008) MobiSAM can be classified as an innovative ICT because; 

a. It results in knowledge as it collates and visualises problems reported 

The MobiSAM system collates issues reported and visualises them through google maps and 

graphs per ward area as illustrated in Figure 6.13. It also provides status of reports that can be used 

to hold the government accountable and track issues.  The information gathered can be used in 

evidence-based planning providing a better stance in resolving service delivery issues. 
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Figure 6.13: Visualisation of MobiSAM data. 

 

b. It is also a tool that is used to achieve multiple tasks  

MobiSAM incorporates various technologies which include a website, emails, SMS, Facebook, 

and Twitter. SMS, Facebook, Twitter and emails were the original focus, with mainly Facebook 

being used. This assisted to explore the use of the technology in the digital citizen engagement 

space, in the Makana context. The users have increased considerably since Phase 1.0 and users 

engage more on Facebook compared to the other forms of reporting.  
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Figure 6.14: Comparison of participants (citizens) that are aware of MobiSAM and what 

technology has been used. 

 

The Left-hand side of the Figure 6.14 illustrates the number of people that knew about MobiSAM. 

It can be noted that among the participants 71% did not know what MobiSAM was while less than 

a third (29%) were familiar with the initiative. Among the 29% that were familiar with the system 

the most popular technology they used was Facebook with 64% followed by the Website with 

16%. SMSs, 7% email, 3% please call me backs and phone calls were at 5% showing that they are 

barely used as communication medium.  

Issues reported via Facebook were then forwarded directly to the municipality via a WhatsApp 

group with the MobiSAM team and some Makana staff users. The municipal staff include the 

project champions (Customer Care department and Communications department), Operations 

managers from the DEIS (MobiSAM Funders Report, 2017). Therefore, there was a greater 

possibility of receiving feedback compared to the other technologies. The researcher observed that 

citizens preferred engaging with Facebook more than the other technologies.  This was also 

supported by a significant amount of activity seen, issues were particularly around the water 

crisis.   Nonetheless, Facebook, Email, and SMS reports were also entered on the MobiSAM 

website to support tracking an issue and generating evidence-based data for future analysis. 
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WhatsApp had a more direct link to the municipality and had on average a 90% response rate 

(MobiSAM Funders Report, 2017).  

 

Figure 6.15: Number of Municipal staff and the technology they used. 

 

These reports were then recorded on the MobiSAM website to support tracking of issues some 

citizens report service issues directly on the website. Figure 6.15 illustrates that 42% of the 

municipal staff had knowledge of MobiSAM and 58% had no knowledge. Of the 42% that had 

knowledge of MobiSAM, 67% of them used the MobiSAM website to accomplish their municipal 

tasks. While 25% used Facebook and 8% used email.  It can be concluded that Facebook usage 

was lower than the MobiSAM website as Facebook is blocked for municipal workers. Emails 

allowed more interaction between the project team and the citizens on a more personal level. 

Besides reporting issues, they also emailed queries they had towards logging in and functionality 

on the website. For the residents in the townships or rural areas, they use SMS more often as a 

form of communication compared to the residents of town (MobiSAM Funders Report, 2017). 

Learning from this experience also contributed to the development of the website. 

The ticketing system aimed to address the internal communication challenges within the 

municipality and to track the progress of reports. The MobiSAM technologies are used to report 
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service delivery issues, monitor reports, and enable timeous communication between the two 

stakeholders involved (government and citizens) (Figure 6.16).  

 

Figure 6.16: Functions provided by the MobiSAM website. 

 

The reports had three stages open, assigned, resolved and closed as illustrated in Figure 6.17.  

When an issue was submitted it would be recorded as open, and an email will then be sent to the 

to the reporter and the municipal staff that receive complaints (Level 1) (Figure 6.7) The issue is 

then assigned to the relevant department, and the reporter is notified via email. Once the problem 

has been addressed, it is then set as resolved on the website. The user is then prompted via email 

to close the ticket to confirm it has been resolved and completed. 

 

Figure 6.17: Tracking progress of a reported issue. 

 

This ticketing system allowed for the municipality and the citizens to track the problems within 

the MobiSAM system, aiming to mitigate the challenges being faced with regards to 

communication. This suggestion was brought about by the municipal workers as they found it hard 

to track the progression of a report internally. This also assisted them in holding each other 

accountable if the status of a report had not changed over a period, making it also easier to identify 

at which level the issue is stagnant. Also, the citizens' main use of the system was to track the 

progress of their lodged complaints and to use the ticket number as a reference when following up 

with the Municipality.   
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There are other factors to be considered relating to social aspects. It is important for the users to 

understand the underlying purpose of the project in order to understand what values and processes 

the technology will be supporting. This includes the project implementation team, which consists 

of the leadership of implementers, the composition of the team and their capacity. Different 

leadership styles have a direct or indirect impact on the attitude and behaviours of the employees, 

as well as, the use of the system (Asrar-ul-Haq and Kuchinke, 2016).  

The leadership of the implementers had an impact as they are rquired to be hands-on and aware of 

the various issues that can constrain the project. They also need to support the team beyond 

implementation, but through all the stages within the context. During the needs assessment phase, 

the lack of supportive leadership aimed at creating vision and inspiring the team led to lack of 

confidence of some of the project team members (transformational leadership). This also affected 

how workshops were conducted resulting in important municipal staff members regressing 

intentions towards the project. More focus was placed on technology rather than taking into 

account the context. This however evolved with the introduction of dual management consisting 

of both a computer science perspective and information systems to focus on all aspects that affect 

the project. The leadership of any project needs to make sure that they do not portray their views 

on the project rather take into consideration users views. 

The MobiSAM team was responsible for making users understand the underlying purpose of the 

project in order to understand what values and processes the technology will be supporting. 

Regardless, even with a full understanding of what the purpose of the project is and its intended 

use, it does not guarantee the use of MobiSAM. The project team was made up of a group of 

diverse individuals who were involved in Journalism, Information Systems, Sociology and 

Computer Science. Having such a diverse team made brainstorming sessions more fruitful, and 

each member was able to contribute according to their field they are in making the project as a 

whole successful. It also assisted the team to not just focus on the technology but the various 

aspects that impact the project.  

Among the team members were ward liaisons that were intermediaries between the team and the 

community and assisted with reporting issues for community members that had no access to 
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phones, airtime or resided far away from the municipality. They were allocated wards according 

to where they stayed and were provided with airtime and data to assist with their tasks. The 

Communication department noted that their presence should have been stronger as a lot of issues 

from particular wards are still not being reported. However, they stated that they reported issues 

that were brought to them. More hands-on management was needed in order for them to 

accomplish their tasks and to measure their impact. Nonetheless, the potential success of the 

project will depend on the cooperation of Makana Municipality. 

The amount or consistency in funding of a project impacts the effectiveness and quality of the 

technology. The MobiSAM project was initially funded by Ford Foundation in Phase 1.0, and it 

ended in 2015, and the project had to find new funders for the next phase. MobiSAM 2.0 was 

subsequently funded by Making All Voices Count (MAVC). They provided funding to ensure the 

project was implemented until August 2017. The MAVC allocated the team with two people that 

that provided continuous engagement and support. The funders supported the project by constantly 

holding progress meetings with the team. They met with all the beneficiaries of the project which 

included municipal staff and citizens. This aimed to identify the impact that the project had on the 

community and involvement of key stakeholders. Representatives of all the CSOs that are 

stakeholders of the project were invited. The meetings were held separately and the MobiSAM 

team was not in attendance in any of these meetings. This aimed to elicit authentic real reactions 

to the projects as the presence of team members might intimidate stakeholders. The following are 

some of the questions and answers provided by the beneficiaries: 

“Question: Do you know about the MobiSAM platform developed and if so, what do you 

know and understand by it? 

Response: Yes, I know about MobiSAM, I was one of the people that accepted the 

programme to be implemented by Makana municipality to assist in terms of 

communication with the community. 

Question: What difference is it making or contributing to the improvement of service 

delivery in Makana? 



 

 

 

Chapter 6: Case Study Exploration of Makana Municipality  

142 

 

Response: It has become a go-to tool for Makana residents who want to report 

service delivery related issues.” 

The MAVC funders also assisted in identifying collaborations that would assist in building the 

project and provide future opportunities. The suggested collaborators included the Eastern Cape 

Non-Governmental Coalition. They shared the same goals as the project and believed that the 

relationship between citizens and government needs to be improved by activating and mobilizing 

the community. The funders allocated the project a monitoring and evaluating consultant that 

assisted the team in clarifying our aims in MobiSAM. Given the problems that were being faced 

by the municipality the consultant assisted the team in rethinking the teams’ objectives and aims. 

This aided the team to think through what they wanted to achieve rather than building high 

expectations that cannot be practically implemented. The Monitoring and Evaluation plan 

produced is attached as Appendix E. 

The Funders held annual meetings for the projects they sponsor in the area of civic technology, 

transparency, accountability and increased government responsiveness. These meetings were 

called Community of Practice (CoP). Community of Practice (CoP) were held annually to bring 

projects that had finished their journeys together to reflect and learn from each other. They also 

wanted to inspire and motivate the projects to keep contributing to progressive developments. 

Table 6.4: Technology Inputs Summary Table. 

Input Alignment Factors 

 

Technology 

Technology Development and Use 

Project Implementation Team 

Funding Support 

 

b) Stakeholders Support 

The MobiSAM project champions agreed that the success of the project depended upon local 

stakeholder support. The stakeholders that were key in this case study were the Citizens, Civil 

Society Organisations and Local Media. The key local media sources identified in the baseline 
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study were Grocott's Mail, Radio Grahamstown, and Rhodes Music Radio (RMR) and these were 

used to support the project activities. They assisted in increasing awareness and provided platforms 

and ideas for the implementation. The alignment factors of the input stakeholder support can be 

classified as a civil society, citizens and local media. These can be further broken down into sub 

factors as illustrated in Table 6.5. 

Table 6.5: Stakeholder Support Alignment Factor 

Stakeholder Support Alignment Factor 

Civil Society Factors Common goals 

Capacity Building 

Mobilising citizens 

Citizen Factors Attitude towards citizen engagement 

Local Media Factors Media Access  

Capacity Building 

Enabling Citizen participation 

 

CSOs objectives should support the effectiveness and running of local government including to 

support any initiative that aims to assist in improving the provision of service delivery (Chitiga-

Mabugu, 2014). It is essential to have common goals with CSOs as they will bring them together 

to work towards reaching the desired goals. During the strategy formulation workshop, the civil 

society organisations stated ways in which they could support the implementation of MobiSAM 

in their respective organisations. The Table 6.6 lists the commitments the CSOs made in the 

strategy formulation workshops. 

 

Table 6.6: Commitments made by civil society and active citizen groups (Osah, 2017). 

ORGANIZATION/ENTITY COMMITMENT/S MADE 

Radio Grahamstown   Commits to providing radio airtime to inform and educate 

people about civic rights, and MobiSAM. Makhaya hosts a 

show on Wednesday that addresses local government issues. 

 

Umthathi Training Project  Commits to encourage people in the community to report 

service related concerns using MobiSAM. 

 Commits to deploy Umthathi champions to help register more 

marginalized community members on MobiSAM, as well as, 

help to report service concerns using MobiSAM.  
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As the project progressed, civil society's continued to evolve and support the changes. In this 

regard, Grahamstown Resident Association (GRA) was the most active civil society that was 

involved in the implementation and alignment of MobiSAM in the Municipality. Their 

commitment evolved from publicising MobiSAM to reporting on behalf of citizens who had no 

access, following up on issues reported on the system with the municipality and closing reports 

that had been resolved. Their knowledge and skills gave the project a platform where they could 

leverage off. 

 

 Commits to providing a training centre for MobiSAM related 

advocacy training workshops with community members and 

high school students. 

 

Legal Resources Centre 

 
 Commits to aid in litigation (an action brought in court to 

enforce a particular right of a person or group) issues, whereby 

rights of citizens are being infringed upon. 

 

FAMSA   Commits to organise workshops in the communities to create 

awareness about MobiSAM. 

 

Unemployed Peoples Movement 

(UPM) 
 Commits to introduce and encourage community members to 

report service concerns using MobiSAM. 

 Commits to aligning MobiSAM with Ushahidi – where 

members of the young women's forum employ technology to 

identify community concerns. 

 Commit to publishing MobiSAM related news in their 

newsletter. 

 

Joza youth hub  Commits to organising workshops to introduce/create 

awareness of MobiSAM 

 

Grahamstown Residents 

Association (GRA) 
 Commits to publicising MobiSAM on their social media 

platform, and column in Grocott's Mail. Also, commit to 

advertising MobiSAM in their forums, and newsletter. 

 

Public Service Accountability 

Monitor (PSAM) 
 Commits to providing training to SAM, and helping people to 

register on MobiSAM. 

 

Rhodes University Community 

Engagement (RUCE) 
 Volunteering their community-based organisation partners to 

get trained on how to use MobiSAM – in order for these 

partners to help train community members. 
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The CSOs also assisted with building citizen capacity through education and training. For citizens 

to hold the local government accountable for inadequate service delivery they need to have access 

to information and relevant participatory skills. The Public Service Accountability Monitor 

(PSAM) held training with MobiSAM on empowering citizens about their rights and importantly 

the obligation the local government has to fulfil those rights. They also partnered with Black Sash 

in hosting a ward committee workshop with an open invitation to important stakeholders. This 

workshop educated ward committees on their duties, roles to the citizens and the municipality. The 

Local Media also participated in educating the community by playing a MobiSAM jingle 

informing citizens on what MobiSAM is and how to report issues. This jingle was frequently 

played on Rhodes Music Radio (RMR) and Radio Grahamstown to reach a wider audience. 

 

These platforms also provided MobiSAM with media access to organize radio appearances hosted 

to answer questions and educate citizens on MobiSAM. Grocott's Mail wrote articles on service 

delivery and updating citizens on the status of the community. Grocott's Mail also posted a bi-

monthly article on tools that can facilitate communication including MobiSAM the engagement of 

citizens and local government. The team also distributed pamphlets and posters to the community. 

The communication mediums were also used as further means to communicate. The Grocott's Mail 

Newspaper wrote (Grocotts, 2017); 

 

"In an attempt to connect with the largest cross-section of Makana residents, we have been 

using the local airwaves (Radio Grahamstown) on Wednesday mornings between 9am and 

12 pm.” 

 

This assisted in increasing the knowledge of MobiSAM in the community as more people engaged 

through the various means of communication available. Local media enabled citizens to engage 

and participate in improving service delivery actively. Knowledge of the system of the system has 

an impact on how and how many times users engage with the MobiSAM system. Citizens’ attitude 

towards citizen engagement was an essential input in the alignment process. The citizens in the 

rural areas had an apathy approach as they were not concerned or enthusiastic about DCE 
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initiatives. This is illustrated in Figure 6.18 as it outlines Ward 9, among other wards in the area, 

as one of the areas that had not made reports.  

 

Figure 6.18: Heat Map is representing the number of reports from Wards. 

 

Attitude towards citizen engagement is impacted by access, perception, trust and availability of 

resources. With 24.2% of its residents below the poverty line, there were sections in Makana where 

citizens could not afford airtime/data and tools that enable access to MobiSAM (Thinyane, 2013).  
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Figure 6.19: Participants that couldn’t access the system and the reasons. 

 

This is also illustrated in Figure 6.19 in the pie chart where 68% of the participants were not able 

to access and use MobiSAM, and 32% had access. Further investigation (bar chart) illustrated that 

the main reason at 53% was due to lack of data and airtime. The other reasons at 11% are no access 

to a mobile phone with Facebook or web browser and no knowledge of how to use the MobiSAM 

website. 8% had no cellular data or coverage or had forgotten their credential.  

 

Table 6.7: Stakeholder Summary Table. 

Input Alignment Factors 

 

 

Stakeholders (Citizens and CSOs, Local 

Media) Support 

Common goals 

Capacity building  

Mobilising the community 

Attitude towards citizen engagement 

Knowledge and skill 

Media access  
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c) Local Government Institutions 

Local government institutions focus on factors that impact the alignment related to the 

organisation. These were further classified into two main subheadings which are organisational 

environment and tasks. Organisational environment focuses on the factors that impact the 

government externally and internally while tasks refer to the constrained contents that impact how 

a task is performed. Organisational environment factors include culture, structure and readiness. 

Organisational culture encompasses value and beliefs of an organisation. It was essential to create 

a supportive organisation structure, which will be beneficial in the implementation of MobiSAM 

in their day to day tasks. The existing organisational culture of the Municipality does not promote 

two-way communication.  

Makana Municipality’s culture determines how municipality employees communicate with 

citizens and each other, as well as how they perform their tasks (Adams and Van Rooyen, 2017). 

An essential component of organisation culture is a commitment as it plays a critical role alignment 

of ICTs. The purpose of the system is not fully realised if all municipal staff do not accomplish 

their tasks. The Communications department focus group shared this as their biggest challenge 

thus far. A communication municipal staff noted that: 

"Biggest challenge is other people do not take it seriously; it's pointless for me to assign 

when they do not log into MobiSAM." 

Makana encountered some challenges in the restructuring. The most critical challenge that they 

faced was the inability to provide feedback to the community, as well as internally to the other 

departments. The lack of feedback has resulted in a feeling of hopeless and lack of trust for the 

citizens.  Another challenge faced was lack of ability to make proper decisions by the senior 

managers to support the change.  

 

All interviews and questionnaires brought up the issue of lack of expenses towards data and 

airtime. The municipality did not provide any money towards the use of mobile phones as a mode 

of communicating service delivery issues between the departments or with the public (Baseline 

Study, 2016). The technicians’ manager raised the issue of no data supply as she implied that was 

the primary cause for not responding to reports sent in via WhatsApp.  
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Figure 6.20: Communication mediums paid for by the municipality (Baseline Study 2016). 

 

The municipality mainly provides 25% paper for reporting, platforms for sending emails 28% and 

telephone voice calls at 31% as shown in Figure 6.20. The less common tool used were mobile 

voice calls (6%), and mobile WhatsApp and SMS and face-to-face at 3%. Efforts were made by 

the municipality to communicate issues, but lack of feedback has been a stumbling block as they 

do not think it’s necessary. The municipality staff used the communication mediums that are paid 

for by the municipality more than those they have to provide for themselves.  

 

Mostly the technicians faced the challenge of not providing feedback. As long as they resolve an 

issue, they saw no need to report back to their seniors or citizens. In a focus group, a need was 

raised to have included the technicians from the initial planning rather than what the technicians’ 

manager had opted for initially of not including them. Interviews and observations indicated that 

municipal staff have a laid-back culture and are only motivated by deadlines. It was noted that:   

 

"They lack supervision, so people are not working. They are only reporting after three 
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months, therefore, some people work after three months."  

 

Participants from the process assessment mentioned that at times municipal staff come to work 

with no knowledge of their tasks for the day and some even the whole month. They also 

emphasised the need for more supervision and regular deadlines to improve the current work ethic. 

MobiSAMs’ success is dependent on all stakeholders and relevant departments working together, 

however, there is lack of synergy between these departments in the municipality. From 

observations of meetings and the process assessment, the Finance, DEIS, and Communication 

departments work in silos while they aim to address issues that affect the whole community. A 

Customer Care Unit staff confirmed and noted; 

 

“They [DEIS] do not see MobiSAM as part of their work, they do not take it seriously."  

 

This results in issues not being recorded as ‘resolved’ on the MobiSAM system. The department 

had the advantage of having direct communication with the technicians but still do not provide 

adequate feedback. The department continued to work as they did before the system was 

implemented. A participant from the DEIS department stated that: 

 

“When people have been doing things in a certain manner for so long it’s hard to change."  

 

This illustrates that the culture of the department has impacted the adoption of new ICTs or projects 

within the department. The finance department structure was too complex and interlinked. 

Therefore, implementation of MobiSAM in the department required the other departments to be 

fully functional for it to be implemented efficiently. They also had a large number of subsections 

that complicate the planning process, and their roles are not easily separated. Another example is 

the electricity department. Due to the location of the electricity department, they functioned 

differently from the other municipal departments, they barely had internet access and were usually 

out of the loop regarding communication.  
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The organisational structure of the Municipality was inflexible, like many other local 

municipalities, with little to no room for change. Organizational structure is the process by which 

a municipality communicates, allocates responsibility and adapts to change (Root, 2016). Makana 

had a lot of posts that were not filled or were temporarily filled with high staff turnover raising the 

issue of human capacity. The Makana organogram is attached in Appendix F as evidence to the 

various vacant posts in the municipality that have led to the inability to manage change efficiently. 

The introduction of new processes greatly relies on the flexibility of the organisational structure. 

The municipality faced difficulty in altering their structure in order to support the ICT. The staff 

members raised the issue of lack of management support as most departments are working in silos. 

The MobiSAM team overlooked the difficulty in implementing in more than one department. 

Ideally, one implementation strategy will have worked for all departments however the 

municipality works in silos, therefore, each department had a different mechanism to address the 

same issues. Consequently, various strategies might have been needed for different departments. 

 

A MobiSAM user interviewed believed that if there was management commitment and support 

more municipal staff would see the value of the system. They also thought this might change the 

culture within Makana. It is vital to involve management from the beginning of alignment as they 

play a vital role in supporting and encouraging change. The project was unable to get buy-in from 

a member of management due to their needs not being acknowledged in the initial stages of the 

alignment process. Management did not know how the MobiSAM system was used and what 

processes it affected. They were also not aware of the day to day running of the current processes 

and challenges that were being faced by the staff. In an interview, a participant holding a high 

position asked for a staff member to explain how they go about their day to day tasks after they 

mentioned they were involved in signing off on its implementation. This shows that management 

accepted the idea of a project but did not see it through on how it affects and impacts employees' 

day to day tasks. This is typical in resource-constrained municipalities as they are more concerned 

with results than how the work is completed.  

 

The leadership style in the municipality had an impact on how the system was aligned in the 
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municipality. Laissez-Faire leadership was the one that was more prevalent in the DEIS 

departments. A municipal staff noted that; 

 

“Everybody knew, but even their supervisors and managers do not care." 

 

The staff members take advantage of this by only working when they need to. In some parts of the 

Municipality which is the DEIS, there was more authoritative leadership whereby they have a 

specific way they work and set processes they follow in order to accomplish their tasks. The project 

champions struggled to involve managers from other departments. After a failed attempt to involve 

the new Director of Corporate and Shared Services and the human resource manager, one of the 

project champions reported that: 

 

“I struggled to get managers to participate. There was only one manager keen to 

participate." 

 

The participants also believed that if management were more involved, it would encourage the 

workers to engage more. The water department manager did not attend any meetings and was not 

willing to engage in any dialogue as her department has the worst backlog regarding reports. The 

implementation of technology and the change that was subsequently associated with it called for 

a more hands-on leadership style than the one currently used.  

 

There has been a prolonged process of filling the Municipal manager and CFO post after the last 

ones were fired in 2014 due to corruption and maladministration. The municipal staff participants 

who attended the strategy formulation meeting indicated that this resulted in lack of direction and 

low staff morale. The Directorates acted as the Municipal manager on a rotation for three months 

until the vacancy is filled. This makes it hard to implement any technology as each acting 

Municipal Manager had a different set of requirements and view of the system. Management was 

not accountable for their own tasks as well. The management were involved in the deliberations 

of putting Makana under administration. The Concerned Citizens Committee to Save Makana 
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(CCCSM), the group rallying for the provincial government to intervene, engaged in the 

negotiations and agreed to suspend litigation in good faith, management has failed to answer 

emails, was unable to respond and took too long to agree to a meeting. All the while arrangements 

to appoint a person to help with the municipality turnaround have been frustrated and delayed. Far 

from being open and welcoming, the management were hard to contact and reluctant to provide 

any information.  

 

The Makana Council Speaker played a vital role in the communication of issues to the community 

on behalf of the municipality, as well as is meant to receive the problems from the community. 

This communication was via the ward councillors, councillors and community development 

workers. However, the speaker of the office was also a student so she was barely available and 

most of the day to day activities were managed by the manager of the speaker's office. The manager 

of the speaker had no buy-in on the project. Management viewed such projects as temporary and 

only for research, however, the team's commitment and exit strategies have reinforced trust within 

the municipality for a more sustainable tool.  Therefore, there is a need for support from 

management and increase in commitment to encourage the staff to use the system. However, due 

to increase in engagement on MobiSAM and consistency of the team in implementing the system 

the manager of the speaker’s office started involving the project in other communication aspects 

in the municipality. 

 

There were various WhatsApp groups in the Municipality depending on department and 

management teams. Another stakeholder in this quadrant was the Office of the Premier, the 

Provincial government. They became direct stakeholders through the implementation of the 

Integrated Service Delivery Model, known as ‘Masipathisane’. MobiSAM was identified as a key 

tool to support the Masipathisane initiative - this would have been useful, had government 

implemented this more effectively. There was a need for more support from higher levels of the 

government and supporting projects that aim at improving service delivery. The establishment of 

forums including the Kowie Catchment Forum took almost half a year. The forum aimed to tackle 

the water issues that were being faced by the municipality and giving the community a voice on 
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how water was managed. All the above factors raised a question of organisational readiness. 

Readiness (UN, 2008, p.13):  

 

“depends on factors such as the availability of economic, human, and technological 

resources, a government's willingness in understanding and catering to the needs of the 

citizens, the sufficiency of infrastructure and adequacy of services delivery, content 

accessibility.” 

 

As mentioned previously, focus group interviews revealed the concern that there was a need for 

the municipality to solve its internal issues before adopting any form of innovation. However, from 

the outcomes of the implementation of all departments involved it could be established that some 

departments were ready while others were not. The communications department demonstrated 

readiness and full acknowledgement of the MobiSAM platform as an enabler in their day to day 

tasks, therefore, they used the system more. On the other hand, departments such as the DEIS and 

electricity were not ready as the DEIS still has redundant processes, and the electricity department 

does not have supporting infrastructure. An interviewee from the DEIS focus group commented 

that: 

 

“We need a new structure of doing things then MobiSAM can fit it in."  

 

To facilitate municipality readiness, various workshops were held by the MobiSAM project team 

from needs assessment workshops, strategy formulation, and problem identification and process 

re-engineering. However, the poor attendance was an accurate reflection the lack of departmental 

readiness and attitude towards readiness mainly the Communications Department and Customer 

Care attended. The availability of internet was essential when it comes to most technology 

innovations including the MobiSAM. In order to assign, resolve and close issues the user needs to 

be on the internet which raises the need to have a consistent internet connection. The participants 

consistently raised the concern that the internet would be down for weeks and therefore hinder the 

use of the system. Those that are not desktop based complained that they are using their personal 



 

 

 

Chapter 6: Case Study Exploration of Makana Municipality  

155 

 

mobile data to respond to citizens with MobiSAM.  A member of management of the highly 

affected areas were discouraged from using the system as they mentioned that: 

 

"I do not have access to the internet so why should I go…to meetings and workshops." 

 

The technical support section at the municipality was short-staffed, with two interns, one system 

administrator, and one head of IT to provide support for over 280 users across five sites.  At the 

time of the baseline study, the Head of IT was responsible for managing the IT department; 

Customer Service Department; Archives; and Communications Department. The level of support 

was really low leading to some departments not having internet for a month or more. Technical 

support was an essential aspect to ensure the sustainability of the MobiSAM initiative. 

During the Baseline Study investigations, the IT manager who was also the project manager 

revealed that they could barely manage the 280 users within the municipality. This was worrying 

as the further study showed that the municipality has about 600 employees therefore about half 

had no access to the internet and the half that did could not be supported. This affected the use of 

MobiSAM within the municipality as areas such as the electricity department has gone for two or 

3 months without an internet connection. 

 

Figure 6.21: The percentage of participants that were affected by technical. 
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Figure 6.21 illustrates the percentage of participants that were affected by technical 69% of the 

participants’ encountered technical challenges in using MobiSAM.  While 31% participants were 

not affected by any technical challenges. The participants were asked to specify the reasons for 

facing these challenges shown in Figure 6.18. Figures 6.21 and 6.22 illustrate how IT support has 

an impact on the use of MobiSAM technologies showing that lack of IT support would reduce the 

use of MobiSAM. The interviews also brought up issues of old and dead laptops that councillors 

were raising. These are provided by the municipality, but most of them do not function well, and 

the councillors have resorted to using their laptops. Nonetheless, this was not a significant 

challenge for MobiSAM, as it was accessible on mobile phones. 

 

  

Figure 6.22: Reasons for not using the system. 

 

Most of the participants at 46% mentioned that Facebook was blocked therefore they cannot use 

it as a form of communication. While 23% of the participants did not know how to use the system, 

15% of the respondents had no Internet connection, therefore, could not access the system. The 

participants also raised lack of training as a significant challenge to using the system. One 

participant voiced out that lack of training on the system had an impact on why they did not use it 

while some said it affected the frequency of use. They were from a department that had not been 
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included in training and urged the team to train all departments that provide any form of service 

provision. The lack of resources in resource-constrained environments of humans and hardware 

had also been a significant concern and cause for inefficient IT support. Currently, most of the 

municipal offices were connected to the Internet, except Alicedale and Riebeeck East (Osah, 

2017). 

 

The users that had more knowledge of the system used it more often than those did not. The housing 

department were very adamant in the use of the system and were not willing to participate or pay 

attention to what MobiSAM was about. Knowledge of the system could be gained from workshops 

that the team facilitated.  There was irregular attendance at the workshops and training. A 

participant noted that: 

"...some people went there hoping that they would get a certificate, why should I do it. 

There is no benefit." 

The management and participants noted that a form of recognition would motivate staff to attend 

the workshops and also use the systems. This could be in the form of a certificate of attendance. 

The participants that attended most of the workshops used MobiSAM more than those that rarely 

attended. They stated that the training and workshops influenced their use of the system as they 

knew what they were doing. For the project champions, they could relate, so they used the system 

more. They, however, brought to the team's attention that there is a need for follow-up workshops 

for staff members that did not use the system daily. 

“.. need follow up workshops to remind people of what they are supposed to be doing.” 

 

There was a need to train all users of the system and the people that would be impacted by the 

system which includes low-level staff members. The Operations Manager suggested that the 

technicians should not be trained as it was unnecessary – however, what emerged from the 

workshops was that they were key in providing feedback after addressing a service delivery issue. 

CSOs reported that some staff sit around service issues sites without doing their work, and charging 

for overtime when it becomes urgent. 
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The investigation raised the issue of human resource capacity in resource-constrained contexts as 

a significant challenge. Due to low income and high levels of debt, most municipalities in resource-

constrained areas are understaffed with high staff turnover. Availability of staff members within 

the implementation in March 2017 was low as most of the staff allocated a small portion of their 

time to the project rather than integrating it into their work. From the workshops, it was established 

that there were six technicians and the rest were semi-skilled plumbers in the Water and Sanitation 

Department. Hence, most of the plumbers were not qualified for the specified job. There was no 

available information on the exact numbers of total technicians as a new organogram was still 

being established. This affected the number of reported service delivery issues that could be 

solved, and the rate at which they are resolved (turnover time).  

 

At the introductory meeting to the ward councillors in September 2016, it was highlighted that half 

of the posts for Community Development Workers (CDW) were not filled and these positions 

were still vacant at the beginning of November 2016.The role of Community development 

workers’ (CDW) is to report to the Speaker of Council and communicate the community’s needs. 

A lack of adequate staff members affected the consistency and timely reporting of community 

service delivery issues to the permanent Municipal Manager for five years hence have had to rotate 

the role with acting managers from their staff cohort. Furthermore, before 2016, they had not had 

a Chief Financial Officer (CFO) who then went on maternity leave after a few months on the job. 

Most of the interns in the municipality have no job roles, therefore, they tend to sit idle doing 

nothing a lot of the time. Furthermore, 200 staff members in the municipality cannot be accounted 

for, but are on the payroll.  

 

Within the IT department, there was not enough support or capacity to maintain all systems and 

manage all the users. A representative of a civil society organisation mentioned that after various 

interactions with the municipality he could conclude that: 

 

 “there are very few people who are IT literate to a degree and can be you know…. to solve 

problems and keep things running."  
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This was after the IT manager left and the interns available were not able to resolve issues that 

arose. Human capacity is an essential factor in facilitating that the alignment of such initiatives is 

efficient.  

 

The political standing of a municipality might have an impact on the alignment of a system. 

Political associations have a negative bearing on service delivery as there is a tendency from the 

dominant party to marginalise other party supporters (Ndaba, 2014). This relates to the councillors 

as some of them put forward their political agenda ahead of providing service delivery. This was 

observed as from the lack of attendance at ward meetings in some wards and unreported or 

unresolved issues in areas that they abide in. It was noted that the areas with more problems have 

less engaged communities and leaders. On 24 November 2017, at a special council meeting, 

concern was raised over being put under administration again though in this case under Section 

139 (a) of the constitution which dissolves the whole council. The argument between the two 

leading parties stemmed from a political backing. One side was rooting for the Member of the 

Executive Committee (MEC) to intervene (“put his money where his mouth is”) and the other 

claiming that most of the issues being dealt with are (emanating from lack of maintenance of 

infrastructure) historical and they are doing their best. 

 

Table 6.8: Local Government Summary table 

Input Alignment Factors 

 

 

Local government (Municipal officials and 

Council) 

Organisational Culture 

Organisational structure 

Organisational readiness 

Management commitment and support 

Capacity 

Level of IT support 

Human capacity 

Knowledge of the system 

Political influence 
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6.4.3 The Outputs 

Outputs are the outcomes that are generated from the alignment process. The outputs that were 

generated can be classified as citizen engagement and participation, government responsiveness 

and social cohesion.  These are also part of the MobiSAM objective in implementing ICTs to 

facilitate communication within and by the municipality. These will either be positive or negative 

depending on the impact of inputs and other factors on the alignment. 

a) Citizen Engagement and Participation 

 

Citizen engagement increased with the new innovative platforms that were being created to 

facilitate communication. The number of posts and likes on the Facebook increased as people 

found it more reliable and timeous than other traditional forms of engagement. Citizens were 

trained on their rights and on how to use the website and supplementary technology (Facebook, 

email, SMS), giving them a platform where they can use the MobiSAM to hold the government 

accountable for their services and also knowledge on what services they are entitled to.   

Once citizens were informed and empowered, they could be more effective in reporting, and make 

sure that they receive the services. Once the citizens established how effective posting on Facebook 

and the feedback they received from the MobiSAM team they were more engaged and willing to 

communicate frequently. With the social media platforms came with the repercussion that the 

MobiSAM project team was working for the municipality, therefore there was an increased 

backlash when there was a delayed response from the municipality, which was beyond the team's 

control. There arose a need to manage the user expectations and continuously communicate that 

technology is only a tool to facilitate and improve communication. 

The citizens had a platform to hold the municipality accountable for resolving issues as the system 

provided evidence-based information and tracking of reported problems. The ticketing system 

increased accountability of departments, but no action was taken on those that did not accomplish 

their tasks. The main aim of MobiSAM was to increase citizen engagement and improve service 

delivery. This was not entirely realised as the municipality still focuses on sending announcements 

but does not listen to the citizens or provide feedback on their issues. The provision of information 
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was meant to assist in educating citizens by also empowering them with participation mechanisms 

(Bekker, 1996). Citizens are often empowered through citizen engagement activities that provide 

a platform for them to voice their issues and needs (Davies and Simon, 2013). Active citizenship 

needs to be understood as a vital component of citizen engagement (Einfeld and Collins, 2008). It 

involves the citizens engaging with the government and the citizens engaging with the place. This 

is illustrated in Figure 6.23. 
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Figure 6.23: Examples of Active citizenship 

 

Table 6.9:  Citizen Engagement and Participation Summary table. 

Outcome Outputs 

 

 

Citizen Engagement and Participation 

Accountability and Transparency 

Engagement and Active citizenship 

Empowerment 

 

b) Government Responsiveness 

Initially, constructive communication lacked in public forums as there was increased tension 

between the municipality and citizens. Citizens would use the platforms to insult and accuse the 

municipality of the lack of adequate service delivery. The municipality had inadequate channels 

of communication with both the citizens and internally. MobiSAM managed to build relationships 

and obtain support from the Customer Care Unit and Communication Department. Although there 

is still a long way to go to ideal engagement, these departments ended up being project champions 

as they assisted in encouraging and promoting MobiSAM to the municipal management and 

council. They were informed about the project and how it can support their communication 
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processes. They also mobilised municipal members for workshops and training throughout the 

project.  

The project team contributed to the communication strategy and policy documents enabling that 

the municipality objectives and goals root for citizen engagement. They reported issues on behalf 

of citizens on the MobiSAM system and followed up on reports unresolved within the departments. 

The introduction of MobiSAM has improved the communication process between departments 

and with the citizens with the introduction of the central ticketing system. It has also encouraged 

the municipality to create a Communication Facebook page as illustrated in Figure 6.24. 

 

Figure 6.24: Introduction of a Makana Communications Facebook page 

 

The MobiSAM projects’ centralised reporting and resolving issues within the municipality across 

the various departments assisted in departmental cohesion. It also reduced duplication of reports 

that existed in the initial communication process giving a pathway to clear reporting. Though the 

rate of responsiveness is still low and requires improvement, the municipality has increased 

response in specific departments mainly water as illustrated in Table 6.12.  
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Table 6.10: Statistics on closed reports 

 

 Roads Electricity Sanitation Water Parks and 

recreation 
Other 

Reports Closed by Municipality 

13 September 2017 

 

0 8 2 14 1  

Reports Closed by municipality  

2 October 2017 
0 8 2 16 1 0 

 

Feedback is the response that is received after a message has been communicated. Therefore, it 

can be a measure of effectiveness of the message communicated. The system also provides the 

government with easy ways to provide feedback and track progress. However, there is still no 

harmony in the way some municipality departments work. There are still rigid department barriers 

that are preventing the provision of services to the community. 

Table 6.11: Government Responsiveness Summary table 

Outcome Outputs 

 

 

Government Responsiveness 

Capacity building 

Reduced Duplication 

Departmental Cohesion  

Closing the feedback loop 

 

c) Social Cohesion 

It is a broad concept that covers several components such as a sense of belonging, social exclusion, 

citizen engagement, and trust. Social cohesion unifies a society being (Janmaat 2011:61; Cloete, 

2014). It could be deduced that social cohesion unites a community. There is a sense of 

despondency among citizens, this is especially evident among citizens from marginalised contexts. 

As a result, citizens are reluctant to engage in citizen participation and are unaware of their rights 

to engage. A citizen that is well informed will be more sensitive to the municipality. From the 

process assessment, a citizen noted that; 
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“A lot of residents shout and complain about the service delivery shortcomings but if they 

knew they would be a bit more forthcoming and sensitive. But its anger for lack of 

response.” 

Increase in engagement has been seen to increase trust (Lekorwe, 2014). Davies and Simon (2013) 

stated that citizen participation increases fairness and strengthens civic capacity. Trust emanates 

from a responsive government that is capable of providing for its citizens (Warren, Sulaiman. and 

Jaafar, 2014). Citizens trust in the municipality increased as they started noticing the progress of 

government communication. However, there has been no significant increase in citizens’ trust in 

the government as they still have communication problems this has improved slightly but is a 

working progress. The citizens believe that the municipality can provide adequate services, the 

development of effective management and financial planning, as well as effective engagement 

with citizens. 

Table 6.12: Social Cohesion Summary table 

Outcome Outputs 

 

Social Cohesion 

Trust 

Awareness 

Sensitivity  

 

6.5 Conclusion 

This chapter presents a case study of the MobiSAM, DCE initiative, and its process of alignment 

and appropriation in Makana Municipality. The case study description emerged through a 

reflective exercise of the different components of the Adaptive Structuration framework in a real-

life setting. The background of Makana municipality is discussed, highlighting the key challenges 

and status of the municipality. The MobiSAM project was presented as an innovative digital citizen 

engagement project introduced to Makana Municipality in 2012. This project consisted of 2 

phases, with phase 1.0 experiencing lessons learned related to government responsiveness, and 

phase 2.0 focusing on addressing these issues. The factors of alignment in DCE are categorised 
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into Inputs, the Appropriation Process, and Outputs. Figure 6.25 provides a skeleton of the results 

that emerged from the empirical investigation. What is paramount from the investigation is that 

these factors essential for alignment are not easily available or operational in local government in 

South Africa, due to resource constraints and political influence. Nonetheless, the results of the 

empirical investigation, whether negative or positive, provides a lens of the essential aspects for 

implementing digital citizen engagement. If these elements are improved on or enabled positively, 

they can go a long way in supporting digital citizen engagement in South Africa and similar local 

government contexts in other countries.  

 

 

Figure 6.25: Outline for proposed framework 
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 Chapter 7: Proposed Framework for Digital Citizen 

Engagement Alignment  

 

 

 

 

This chapter is based on the analysis conducted in the previous chapter. It proposes a framework 

to align DCE initiatives with communication processes at local government level. The main 

components of the framework are inputs, appropriate process and outputs. These components 

are important focus areas to consider when aligning DCE initiatives with communication 

processes. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  



 

Chapter 7: Proposed Framework for Digital Citizen Engagement Alignment  

168 

 

7.1 Introduction 

 

Since Digital Citizen Engagement is a fairly new research field area, its implementation and 

alignment strategies have not been extensively discussed in the literature (Peixoto and Fox, 2016; 

Haikin, et al., 2016). Nevertheless, other researchers have discussed how to evaluate DCEs, 

subsequently outlining the benefits and challenges that such initiatives have faced (Peixoto and 

Fox, 2016; Haikin, et al., 2016; Madon, 2017). The alignment of DCE initiatives with 

communications processes is vital, to be able to translate the strategy into results (Khumalo, 2016). 

The ideal local government organisation is one that illustrates high-performance, which 

encompasses alignment of and high engagement with stakeholders (Ebrahim and Irani, 2005; 

Bhaskar and Singh, 2014). An understanding of the Digital Citizen Alignment Framework is a 

significant stage towards effective DCE implementation and adoption to improve service delivery. 

The chapter integrates and presents the Digital Citizen Engagement Alignment Framework for 

local government generated from the findings of the case study. Firstly, the overall framework is 

introduced and outlined as an evolved framework from the Adaptive Structuration Model. 

Subsequently, each component of the framework is discussed in detail that is the, Appropriation 

Process, Inputs, and Outputs. Lessons learned contribute to propositions for each factor. It is 

concluded that the iterative nature of the integration and alignment process in resource-constrained 

contexts makes the framework dynamic in a context. Other contexts can contextualise the 

framework to learn from it in different local government environments. 

7.2 The Digital Citizen Engagement Alignment Framework 

 

The Digital citizen engagement alignment framework was developed with the guidance of the 

Adaptive Structuration Theory. Most local municipalities in South Africa struggle to effectively 

meet service delivery needs, which emanate from ineffective planning and communication with 

citizens. Understanding these alignment factors is a step towards building realistic and active 

citizen engagement. The components that make up the alignment framework include the inputs, 

the appropriation process, and the outputs. The inputs that can either positively or negatively 

impact the appropriation process assists in realising essential factors that hinder or support the 
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alignment process. The appropriation process consists of two sub-components; 

i) The Integration and Alignment Process, and 

ii)  Citizen-State Socialisation.  

The outputs are the factors generated from the appropriation processes.  These can also be negative 

or positive depending on the effectiveness of the appropriation process. The blue dotted arrows 

denote that the input factor impacts the appropriation process and the orange arrow indicates 

factors are generated from the appropriation process. The appropriation process can generate both 

inputs and outputs as the processes is iterative and allows for identification of critical factors as it 

progresses. The bi-directional arrows between the alignment process and Citizen-State 

Socialisation illustrate that they feed into each other. To efficiently align DCE initiatives it is 

important to involve stakeholders and for there to be constructive engagement. The stakeholders 

should be involved throughout all the stages of alignment and factors to consider in the process 

might should be realized from Citizen-State Socialisation. 
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Figure 7.1: Digital Citizen Engagement (DCE) Alignment framework
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7.2.1 Appropriation Process 

The appropriation process is the alignment of the structures, resources and other factors that impact 

digital citizen engagement (Avolio, Kahai and Dodge, 2001). The appropriation process of the 

DCE alignment process focuses on two separate important processes which are the alignment 

process and the Citizen-State Socialisation. The alignment process encompasses the alignment of 

DCE technology with local government communication processes, and of resources and people. 

Citizen-State Socialisation is an important aspect that emerged from the study and involves the 

way stakeholders relate to each other. The integration and alignment process impacts the Citizen-

State Socialisation as it can be used to motivate engagement and encourage more efficient 

participation through the integration of ICT tools. Interaction can generate both inputs and outputs 

the integration and alignment should be conducted first.  

7.2.1.1 The Integration and Alignment Process 

The integration and alignment process should encompass a comprehensive process that considers 

six stages of adopting technology to improve communication processes. Given the complex 

structure and culture of local government, it is an iterative process because the context is always 

evolving. Lessons from each stage will be employed and adapted in the next iteration until the 

process of alignment is fully engaged. The iterative process alleviates the risk and increases the 

ability to adjust to unpredictable outcomes. Correspondingly, resource constrained municipalities 

lack the capacity to adopt technology at once thoroughly, therefore, implementing in stages will 

assist with swift adoption. Relationship building and problem demarcation is not included in the 

iteration process as it is a once off process that establishes the context and finds an entry point into 

the project. The other five stages are iterative as each cycle will lead to the desired outcome and 

improves the process.  Modifications are done based on the environment. This also assists in testing 

the impact of technology as it is introduced. 
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Figure 7.2: Digital Citizen Engagement Alignment Cycle 

 

 

1)  Relationship Building and Problem Demarcation 

This stages assist in attaining buy-in from stakeholders and building capacity to increase citizen 

engagement. It is vital to inform municipal staff and provide a basic understanding of how the 

project operates and its purpose. These staff members will then assist in understanding the Local 

Government Institution processes, and they can be a middleman between the project team and the 

institution (project champions). They can also be used to round up the other users and participants 

of the project and assist in identifying the problems. It is essential to include all vital stakeholders 

in order to have a more comprehensive understanding of the problem. This stage is crucial as it 

assists in identifying the problem within a process. This can be accomplished by conducting a 

Baseline Study to obtain an in-depth understanding of the problem. The outputs of this stage inform 

the whole alignment cycle. Therefore, it is crucial that it is completed.  

 

2) Needs Assessment 
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This stage involves requirement elicitation from key stakeholders. This assists in determining their 

exact needs and aspirations for the system, so as to deduce the functional requirements (Vakola 

and Rezgui, 2000).  An important tool on this stage is observation of community needs holistically 

that they may not be verbally communicated in order to ascertain it encompasses the critical needs 

of the community. These can be established from facilitating practical activities and using 

diagrams as illustrations of their ideal condition. In most instances, various issues arise that require 

different approaches to resolve them. Prioritisation will need to be applied to identify key processes 

to focus on. It is essential to pay attention to the users of the system and the processes rather than 

the technology alone.  

 

3) Strategy Formulation 

This stage entails understanding how the technology to be implemented and aligned can support 

the processes that are identified within the needs assessment (Vakola and Rezgui, 2000). This can 

be accomplished by involving the key stakeholders that are affected by the change in processes. 

Different stakeholders have different views of how the ICTs should be adopted, therefore 

conducting different workshops allows the project to amalgamate the diversity of views. The 

mission and vision statement for the project is established at this stage after planning and analysing 

how the technology to be implemented can support the process identified.  The mission and vision 

statements are created at this stage as the project team now has a full understanding of the context 

and how ICTs can support it.  It is vital to identify the strengths and opportunities to leverage off 

while also recognizing the threats and weaknesses to improve (Bull et al., 2016). The 

documentation produced at this stage will be used to guide the re-engineering of the process. After 

the overall strategy has been formulated, it is important to consult the stakeholders to ensure that 

all the key aspects have been addressed before developing the technology and implementation. 

 

4) Process Re-engineering 

This stage consists of user training, testing and providing the appropriate technical support. The 

users can familiarise themselves with the system and advise on changes that should be made to 

improve the system. It is essential to train users in their environment to increase chances of usage; 

however, most resource-constrained environments do not have enough computers or technology 

to accommodate all users at once, therefore, some of the users might be trained offsite. Change 
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management should occur at this stage to assist with the transition from the old to the new 

processes, as well as, assist with ways in which issues such as resistance can be avoided. Standard 

issues in resource-constrained municipalities are lack of feedback, resistance and lack of 

involvement. These issues will negatively impact the alignment process, if not dealt with. Though 

not much can be done to guarantee the issues will not impact the project, training and workshops 

on change management reduce chances of these problems affecting the progress of the project. 

 

5) Implementation 

This is the stage where the process is made operational. It is ideal to implement the technology in 

phased releases in a resource-constrained environment. This assists in learning from each iteration 

as the environment is complex and unreliable. It is important to involve users at this stage to ensure 

that the users understand their role in the implementation. Various training sessions should be held, 

which include all users and management to ensure that they are familiar with the system. These 

include training on how to use the system, manage accounts and communicate with the citizens. It 

has been concluded that is important to provide a form of acknowledgement for attending training 

and workshops to motivate users to participate.  

 

6) Evaluate Processes 

This is the last stage of the cycle and focuses on assessing successful aspects of the project, and to 

identify areas in need of improvement. This is exceptionally beneficial for an iterative driven 

approach, as each stage will be a learning opportunity with room for improvement. In the 

evaluation stage the project team assesses the outcome of the projects and the objectives set at the 

beginning. It is important to also analyse the impact of the technology as a whole by analysing the 

number of people that know about the project regardless of if they used it or not.  There is a need 

for a comprehensive evaluation that ensures thorough in-depth evaluation. Digital Citizen 

Engagement projects implemented in a resource-constrained will follow the definition of 

Comprehensive evaluation as stipulated by Pade-Khene and Sewry (2011: 326), that states; 

 

“The comprehensive application of all appropriate domains of evaluation throughout the 

life of a rural ICT project, in ways that are adapted to the social, political, cultural, and 

economic rural environment, and designed to inform ICT interventions to improve and 
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support rural development.”  

It is crucial for the project implementers to go through every stage of evaluation including a 

Baseline study to understanding the needs of the users, program theory assessment, needs 

assessment, process assessment, and Outcome and Impact Assessment. Therefore, the evaluation 

of all of the processes is considered comprehensive. This is not a linear it is quite an iterative 

process. 

 

7.2.1.2 Citizen-State Socialisation 

It is widely recognised that institutionalised spaces (government institutions) for state-citizen 

interaction in South Africa are not vibrant local democratic areas (Van Vuuren 2014; GGLN, 

2016).  They do not allow for ample engagement and this has led to an increase in citizens’ lack 

of trust and discouragement. Citizen-State Socialisation is defined as how the two stakeholders 

learn to conduct themselves in a way that is acceptable. Socialisation is said to represent: 

“the whole process of learning throughout the life course and is a central influence on the 

behaviour, beliefs, and actions of adults as well as of children.”   

 

Through engagement, stakeholders learn how to behave in a way that is progressive for service 

delivery in the community. There is a need for citizens and the government to socialise in order 

for government to establish the community’s pressing needs and for the citizens to know how the 

government functions. An informed citizen will make an informed decision. Joint planning and 

involvement of citizens in the creation of key documents, such as the communication strategy plan 

will assist resource-constrained local municipalities in evidence-based planning and target issues 

that are affecting the community. It is essential for citizen participation and engagement to exist. 

Civil society also assists in acting as a mediator and as a go between for citizens and government 

assisting with conflict management. This is very important especially in resource-constrained 

environments where resources are limited. Therefore, more communication and engagement entail 

that resources are directed where they are most needed.  

Citizen engagement is established by the government and aims to encourage and provide platforms 

for government to engage with citizens (Holmes, 2011; Grandvoinnet, Aslam, and Raha, 2016). 

The government should always create and support new ways to communicate and create platforms 
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that they can use to improve their communication for better service delivery. The existence of 

public forums assists in providing a platform where the state and citizens can communicate service 

delivery issues. The local government can also use these platforms to monitor CSO and 

engagement projects within the community (Holmes, 2011). It is important for the DCE project 

team to facilitate communication of both stakeholders and include them in project planning and 

development.  

7.3.2 Inputs  

The appropriation inputs are categorised into the advanced technology, Local Government 

institutions and Stakeholder support (citizens and Civil Society Organisations). Advanced 

technology focuses on the technology development and use. As Toyama (2011) stated, technology 

is only an amplifier of underlying factors such as organisation culture, willingness and human 

resource capacity. Therefore, technology can have a positive or negative effect depending on the 

impact of these factors. It is essential to include these factors as inputs that impact the appropriation 

process. The data analysed resulted in grouping these factors as a local government institution and 

stakeholder support. The local government institution aims to analyse the organisation’s external 

and internal environment and how it impacts alignment while stakeholder support focuses on the 

level of support from other organisations, citizens and CSOs. 

a) The Advanced Technology 

Advanced Information Technologies (AIT) are tools and techniques that enable engagement 

between various parties in an organisation. It is important to know the factors that impact the 

alignment of technology with the communication processes. The input has factors such as 

technology development and use, project funding, and the project implementation team (team, 

capacity, leadership) to accommodate the impact that the DCE implementers have in the adoption 

of ICTs.  These factors are essential in marginalised contexts where the implementers are usually 

not a part of the local municipality, such as an outsourced service provider, or research funded 

initiative. 

 

 

 

 

 

 



 

Chapter 7: Proposed Framework for Digital Citizen Engagement Alignment  

177 

 

Table 7.1: The Advanced Technology 

 

Input Alignment Input Description 

 

 

 

 

 

 

 

Advanced (ICT) 

Technology 

Technology 

Development and Use 

It is important to investigate and establish what DCE 
technology to implement in a resource-constrained 
environment. Different local municipalities may have 
different needs and may prefer a particular mode of 
communication. Use of various forms of technology is 
necessary where there is more than one mode of 
communication for effective alignment. The level of 
complexity or sophistication of the system has an impact 
on the usage of the system as the easier it is to 
understand the more they use it. Users will be willing to 
use something they understand rather than complex 
regardless of the level of understanding they have for 
the purpose and benefits it will bring. Additional 
support should be provided with regards to user 
manuals and training. 

 

 

 

 

Funder Support 

Funding is mostly offered on a contractual basis and 
short-term however most of the implementing DCE 
technologies in resource-constrained environment goes 
beyond the funding period (Lofstedt, 2012). Alignment 
of resources-constrained municipalities take time and a 
lot of resources. Such contexts require more support as 
there are numerous underlying issues that will need 
attention before implementation. Funders should be 
able to support projects beyond providing financial aid 
but through encouraging continuous engagement in all 
aspects of the projects. The funder should provide a 
platform for projects to meet and facilitate 
collaborations giving projects an opportunity to learn 
and grow. They should also thoroughly evaluate projects 
and assist them in setting realistic goals that they can 
work towards within the context. 
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Project Implementation 

team 

 

 

 

 

The leader of a project should have the ability to drive 
the initiative through the various stages within a context 
in order for the project to be effectively aligned. 
Implementing technology in most local government 
which are resource constrained is difficult as issues vary 
according to each context and more hands-on leadership 
is required. Transformational leadership will motivate 
the team members to be more innovative and the 
motivated to do more in transforming existing practice 
in local government. A leadership style that lacks 
sensitivity to the context will affect the morale of the 
team members as they might not do their tasks to their 
full potential and invest enough effort training and 
assisting in the implementation of the technology. 

A diverse project team will be more productive, and they 
can tap into their different strengths in assisting in 
accomplishing the bigger mission. A team with the same 
background will not be able to adjust to the various 
outcomes and issues in a resource constraint 
environment. There is a need to have a balance between 
members that understand the context, communication 
ecologies, citizen engagement, push for the active 
citizenry and the technology itself. 

 

 

b) Stakeholder Support 

This component focuses on stakeholder support which involves all the users of the system and 

those affected by it as well. It is important for the framework to include all stakeholders as they 

play a vital role in adopting ICTs and in service provision for alignment. There is need to identify 

the key stakeholders and build relationships in order to be able to identify what encourages or 

affects their use of technology. The more the stakeholders’ opinions and views are aligned with 

the project and are informed the more they will be willing to using the system. The needs 

assessment will assist in identifying stakeholders. As direct or indirect users of the ICTs, it is vital 

for the technology to be accessible to them and for them to have an understanding of what the 

system aims to accomplish.  

Table 7.2: Factors Impacting Stakeholder Support 

Input Alignment Factors Impact of alignment factor  

 

 

 

Common goals It is crucial for the DCE initiative to align with 
other CSO in their common goals, improved 
service delivery issues. Citizen groups and civil 
societies can act as community champions in 
the project by mobilising citizens within the 
municipality. Sharing common goals also imply 
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Stakeholders 
(Citizens and CSOs, 

Local Media) 

Support 

that the CSOs will evolve with the initiative, they 
will improve their commitments or change 
them as the project evolves. This paves the way 
for all the other inputs and commitments CSOs 
will have.  CSOs are mainly known for capacity 
building. 

 

Capacity Building 

 

It is critical to train users in a resource 
constrained environment regardless of how 
easy the technology is to understand in order to 
ensure that the users understand the functions 
of the system. Issues of digital literacy and 
access, as well as civic education can essentially 
be provided by civil society. 

 

 

Mobilising Citizens 

 

CSOs have knowledge about the community and 
context that the project can benefit from. As 
citizens are an important stakeholder, and it is 
hard to mobilise them if the project is still new. 
Their ability to mobilise citizens is an advantage 
that the project team can leverage off.  

 

 

Knowledge and skill 

The knowledge and skills that citizens have can 
support or hinder the alignment process of DCE 
projects. Citizens capacity or lack thereof will 
impact the implementation of ICTs. The 
knowledge citizens have on the local 
government processes, technology and the 
project will enable more effective engagement. 

 

 

Attitude towards citizen 
engagement 

The most important input from citizens is their 
attitude towards engagement. Attitude towards 
citizen engagement impacts alignment. The 
more the citizens are willing to engage the more 
they will be open to tools and projects that 
support the process. Attitude will impact how 
they perceive the initiative and the use of the 
technology. The perception that users have on 
the technology before and during 
implementation impacts the attitude citizens 
have on ICTs. The attitude of citizens can be 
determined by how the government responds 
to them and availability of effective ways to 
communicate with them.  

Media Access Media is an essential tool in alignment that 
should be used to reach a wider audience. In 
particular local radio is an excellent mode of 
communication to reach marginalised areas 
and allows for engagement. The use of media 
platforms assists in educating more citizens 
about the project.  

 

c) Local Government Institutions 

This input is largely impacted by the alignment process.  It could be noted that some of the 
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alignment factors in this input are generated from the appropriation process, in particular, the 

integration and alignment process. Within local government, issues surrounding, weak leadership, 

vacancies in critical positions, poor financial management, lack of transparency and 

accountability, and communication with communities have been seen as the standard factors 

affecting service provision (The Presidency, 2014; GGLN, 2016).  DCE alignment is impacted by 

social factors that include the organisational culture, structure and management support. The 

institution, employees, have an impact on how ICTs are used in the organisation.  

Table 7.3  Factor impacting Local Government Institution 

Input Alignment Factors Impact of alignment factor 

 

 

 

 

 

 

 

 

 

 

 

Local government 
Institutions 

 

 

 

Organisational Culture 

It is vital to establish the role that organisational 
culture will impact change. Organisational culture 
pays a crucial role in promoting innovation 
(Alsaeed, Adams and Boakes, 2014). If positive 
norms are shared within the municipality, they can 
stimulate new ideas that assist in implementing and 
adopting new approaches (Adams and Van Rooyen, 
2017). There is a need for an adaptive 
organisational culture as the introduction of 
technology will bring up new processes and 
mechanism of accomplishing tasks 

 

 

Organisational structure 

Similarly, to the organisational culture, the 
Organisation structures of an organisation need to 
be flexible to changes. Most internal structures of 
Local Government institutions are usually large and 
complex to change. Implementing new processes 
will affects the process and structure of an 
organisation. The change brought about by ICTs will 
be difficult to implement if the structure is inflexible. 

 

 

 

Organisational readiness 

Organisational readiness refers to the level of 
preparedness of an institution including the people 
that implement change. High readiness will be 
accompanied by users that are more cooperative, 
are initiative and apply greater determination in 
implementing the new processes.  DCE initiatives 
have often failed due to inability to establish 
readiness for change. Organisational readiness is 
comparatively low in Local government than in 
businesses to users and members of the institution. 
Therefore, they are characterised by viewing the 
change as irrelevant and undesirable and barely 
participate and support in the planning.  

Management 
commitment and support 

Management commitment and support are a vital 
driver of organisational change in an organisation. 
More so in change brought about by the 
implementation of ICTs. Therefore, it is important to 
capture management commitment and support at 
the initial stages. A critical challenge is an inability 
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to make good decisions that will support and 
improve the procedures and processes. This affects 
the implementation and adaptation of ICTs. The 
dedication and leadership are important outcomes 
of that result in the success of change. The 
leadership style of management in Local 
Government impacts how the municipality 
functions. Effective leadership will impact 
organisation readiness in it encourages employees 
to be innovative and in a place where they can 
realise the need for change and embrace it.   

 

 

Level of ICT support 

For the ICT-based initiatives, there is need to 
establish a strong ICT support with adequate 
resources and employees. There is need to ensure a 
more stable internet and constant technical changes 
from which equally skilled employees are required. 
ICT related change requires a specific level of skill 
and knowledge in technology.  

 

 

 

 

Human capacity 

Substantial human and financial resources are 
required to sustain direct citizen feedback 
mechanisms, which require commitment and 
capacity.  Human capacity is a key contributor to an 
organisations performance. Factors such as, 
experience and skills of individuals were valuable in 
reaching organisational objectives and it is easier to 
adapt to change. Resource-constrained local 
government often have a significantly large number 
of vacant roles leaving the existing employees with 
more significant tasks. Adequate human capacity is 
vital for organisational change. 

 

Capacity 

There is a need to understand the influence local 
government’s capacity has in to adapt and 
responding to change. Most local governments are 
situated in marginalised communities and do not 
have the capacity to provide adequate service 
delivery. Despite that most municipalities have the 
ability to improve financially they still have a long 
way to go.  

 

 

Training 

Training is an important aspect of ICT 
implementation and change management. Lack of 
training for users affected by DCE initiative has led 
to failure and inability to change. Due to high staff 
turnover, there has to be repeated training sessions 
on the use of the DCE ICTs. 

 

 

Political influence 

Political interference is a main cause of poor service 
delivery (Ndaba, 2014). Political influence impacts 
the way ICTs are adopted and implemented. 
Negative consequences may arise, where there is 
sudden change political influence due to lack of 
continuity in most municipal contexts.  

 
 
 

There are three government tiers these include the 
National Government, Provincial Government and 
Local Government. It is imperative for the first two 
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Inter-organisational 
relations 
 

levels support the mandate of the Local 
Government. The support can be through 
establishing and creating new ways of supporting 
service provision. Lack of support and lack of inter-
organisational relations can be the downfall of a 
municipality.  

 

7.2.3 Outputs  

Outputs are outcomes that are generated from the system. The results depend on whether the inputs 

acted as an opportunity or constraint in the alignment process, which leaves the outputs to be less 

predictable. The outputs of the alignment process are linked to the interests of Digital Citizen 

Engagement. Increased citizen engagement and participation from using the ICTs will encourage 

accountability, transparency and engagement.  

a) Citizen engagement and participation 

Citizen engagement and participation increase with the new innovative platforms that are being 

created to facilitate communication. The citizens should have a platform to hold the municipality 

accountable for resolving issues as the system provided evidence-based information. The factors 

that are generated from citizen engagement and participation include increased accountability and 

transparency, engagement and active citizenship, and empowerment, as detailed in Table 7.4. 

Table 7.4: Citizen Engagement and Participation Output 

Outcome Outputs Impact of Factor 

 

 

 

 

 

 

 

 

Accountability and 
Transparency 

 

 

The activation of people’s ability to voice out their opinion 
and encourage their participation in decision-making, 
promote collective action in holding the government 
accountable. Lack of accountability in government 
institutions is the most significant factor for failures in 
service provision.  Alignment of DCE initiatives with 
government process will encourage increased 
transparency as the ICTs will enable the citizens and the 
government to track issues. 
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Citizen 
Engagement and 
Participation 

 

 

 

Engagement and 
Active Citizenship 

 

Alignment and adoption of the ICTs will increase 
engagement as they provide a platform that facilitate 
effective, timeous two-way communication. It also assists 
the Municipality to engage more internally within 
departments to resolve service delivery issues. Increased 
engagement from the implementation of ICTs will educate 
citizens and give them the ability and opportunity to 
indulge in activities that assist in making the community a 
better place.  

 

 

Empowerment 

The provision of information is meant to assist in educating 
citizens by also empowering them with participation 
mechanisms. Citizens are often empowered through citizen 
engagement activities that provide a platform for them to 
voice their issues and needs.  

 

b) Government Responsiveness 

Government responsiveness is an important factor generated by the appropriation process. As one 

of the challenges that municipalities face it is a key outcome of the process to increase government 

responsiveness. Factors that increase government responsiveness are departmental cohesion, 

capacity building, and reduced duplication. 

Table 7.5: Government Responsiveness Output 

Outcome Outputs Impact of Factor 

 

 

 

 

 

 

Government 
Responsiveness 

 

 

Capacity building 

Government responsiveness is dependent on capacity and 
willingness. The alignment of ICTs and communication 
processes will increase the ability of the government to drive 
citizen engagement with more evidence-based planning. 
Capacity building will be accomplished for municipal staff 
through training provided on strategy formulation and ICT use.  

 

Reduced Duplication 

The implementation of ICTs provides a central reporting 
system which can play a role in addressing departmental silos 
and encourage the staff to work together. 

 

 

Departmental 
Cohesion  

It can be established that a tracking will ensure government 
responsiveness. Increased responsiveness will enable them to 
collect data for reporting. The ICTs adopted will introduce an 
improved way of communication which entails a centralised 
reporting system. Increased communication within the 
departments, can assist in tracking issues. Therefore, they can 
work together better to address issues reported. 

 

 

Closing the feedback 

Feedback is communication received after sending out a 
message or providing a service. Most local institutions do not 
provide feedback or communicate well to the community and 
also struggle to collect information from the people. The 
implementation and alignment of ICTs will assist in obtaining 
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loop information from the community which supports in evidence-
based planning.    

 

c) Social Cohesion 

It is a broad concept that covers several components such as a sense of belonging, social exclusion, 

citizen engagement and trusts. Social cohesion unifies a society. It could be deduced that social 

cohesion unites a community. Social cohesion input will increase trust, awareness and sensitivity. 

Table 7.6: Social Cohesion Output 

Outcome Outputs Impact of Factor 

 

 

 

 

Social Cohesion 

 

Trust 

Knowledge of increased engagement increases levels of trust. It has 
been prominently realised that citizen engagement leads to 
increased levels of confidence in institutions. There is increased 
trust when citizens are involved in the alignment process  

 

 

Awareness 

Effective engagement increases awareness of local government 
processes and capacity. Availability of knowledge assists in the 
citizens being more sensitive in how they approach and report to 
the municipality. This will in turn encourage the municipality 
responsiveness. This is important as it leads to difficulty in 
accessing information, lack of urgency and power to effect change 
by the public. 

 

Sensitivity  

Increased awareness and knowledge in the local government 
institutions will enable the citizens to be more sensitive to the 
current situation of constrained resources in a municipality and be 
able to communicate their needs better. 

 

7.3 Conclusion 
The need for a Digital Citizen Engagement (DCE) Alignment strategies to assist in facilitating 

communication has led to the development of the DCE alignment framework. The framework is 

structured in a way that acknowledges factors that negatively or positively impact the alignment 

process to produce results. The main components of the framework are the inputs, Appropriate 

Process and Outputs. The alignment process involves six steps which a project should go through. 

The six steps are relationship building and problem identification, needs assessment, strategy 

formulation, process re-engineering, implementation and continuous evaluation. The integration 

and alignment process is iterative, and new factors may arise from each iteration.  The first stage 

is not iterative as it aims to inform the whole process. The alignment process emphasises building 

relationships and the understanding the context and problem before defining objectives. The other 

stages are iterative as there is unpredictable of elements and a need for continuous improvement. 
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Each context will differ therefore there is need to understand where and how ICTs can support the 

processes within the organisation. It is also important to note the engagement between the citizens 

and state throughout the process is vital as it assist in planning and helps identify factors that may 

impact alignment. Factors that impact the process are identified and are called inputs. For a DCE 

initiative, these include the technology development and use, stakeholder support and local 

government. Factors that impact alignment under these vary according to context and are realised 

through literature and the appropriation process. The implication of these factors then assists in 

establishing how DCE ICTs can efficiently be aligned to generate the ideal outputs.  
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 Chapter 8: Conclusion and Future Research 

 

 

 

 

Chapter 8 rounds up by concluding the research study. It outlines the aspects presented in the 

research and identifies future areas of study. 
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8.1 Introduction 
There is an increased need for effective communication between local government and citizens in 

South Africa, in order to improve citizen engagement. This has given rise to digital citizen 

engagement initiatives that aim to facilitate communication between citizens and resource-

constrained local government. Many of these initiatives have failed at the implementation and 

adoption stage due to lack of strategy and models for guiding the process. The research study 

establishes that there is a need for digital citizen engagement initiatives that use these ICT tools to 

be aligned to the communication processes to improve citizen engagement and facilitate a more 

transparent and accountable government.  A digital citizen engagement framework was developed 

from the findings in literature and data in a resource-constrained context. The data was collected 

and analysed to create the alignment framework, by identifying factors that hinder or support the 

alignment process. This Chapter concludes the research study of aligning local government 

communication processes with digital citizen engagement, to promote effective citizen 

engagement and service delivery. The research contributions are indicated, and future areas of 

study are presented. 

8.2 Research questions  

Research question 1: What are the information and communication-related challenges 

associated with service delivery in resource-constrained local municipalities? 

This question was addressed in Chapter 2 of the literature review, and within the empirical 

investigation of a real-life case study. The purpose of this question was to establish the challenges 

within resource-constrained municipalities. The purpose of this question is to establish the amount 

of communication related challenges that have been faced by local municipalities.  It also aimed 

to assist and see the impact the challenge has on service delivery. This question was aimed at also 

illustrating the interrelatedness of the challenges being faced with communication or lack thereof 

in providing services. It was revealed that among the three levels of government, local government 

is responsible for providing basic services to the community. Most of these local government 

institutions are resource-constrained and are faced with various challenges in providing services 

to the community. These challenges include lack of capacity, lack of implementation policies, 

inability to clear backlog, and increased service delivery protests. The majority of these challenges 
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have been linked to lack of communication between government and citizens. This chapter assisted 

in identifying factors within local government that may support or hinder effective communication 

for service delivery. 

Research question 2: What role does citizen engagement play in supporting service 

delivery in resource-constrained local municipalities’? 

This questioned aimed to identify the link between the challenges identified in RQ1 with citizen 

engagement. It helped establish how citizen engagement can be used to support service delivery 

in under resourced municipalities. This can be used by municipalities to address challenges that 

they have that are linked to communication. This research question was addressed in Chapter 3 

through an understanding of recent literature on supporting local government service delivery 

through citizen engagement. This chapter provides an investigation of the role of citizen 

engagement and its importance at local government level. Citizen engagement assists in achieving 

good governance (accountability and transparency), empowerment of stakeholders, and increasing 

social cohesion. However, there are some limitations that have been noted in engagement, 

including lack of participation, lack of awareness of citizens’ rights, and lack of capacity by the 

local government. The empirical investigation also identified the impact that Civil Society 

Organisations have on a project, and the need for shared goals and aims to assist as the project 

evolves. It is also important to create spaces where stakeholders can progressively engage. What 

has emerged over the years is a need for more sustainable ways to communicate, that assist in 

eradicating some of the citizen engagement challenges.  

Research question 3: How can innovative ICTs be used to support citizen engagement to 

improve communication in resource-constrained local municipalities? 

Research question three was addressed in Chapter 4 as it sought to understand the need for 

alignment of such projects, as well as, stipulate how it can be conducted. The purpose of this 

question was to establish how ICTs can be used to improve service delivery by facilitating 

communication and improving citizen engagement. Innovative ICTs have been used to facilitate 

communication. The use of the Adaptive Structuration Theory (AST) will assist future projects to 

guide the identification of factors that impact and are generated from the alignment of technology. 
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In particular, this theory will be useful in investigating inputs that affect the alignment of digital 

citizen engagement projects in various contexts. In this study these inputs include technology, 

stakeholder support, and local government institutions and they can either impact the alignment 

process negatively or positively. This alignment process unraveled organically leading to the 

creation of a new DCE alignment cycle at local government level. The DCE alignment process 

derived can be further used to guide the alignment of such initiatives in resource-constrained 

environments. The researcher used a pragmatist approach to provoke practical solutions to guide 

the alignment of digital citizen engagement initiatives. The paradigm can be used in future projects 

to get practical unique solutions that resolve their issues through in-depth analysis of a context. 

Research question 4: How can communication processes of a resource-constrained local 

municipality be aligned with innovative ICTs to support citizen engagement? 

A reflective approach was taken on data collected to identify factors and how they impact and 

relate to each other to align efficiently with communication processes. The main purpose of this 

question was to enable other initiatives to effective align their projects with processes in a more 

efficient and sustainable way by improving citizen engagement. The use of a case study approach 

assisted in establishing how the alignment might occur and the factors emerged from data 

collected. A pragmatic approach was used to identify practical alignment factors that impact digital 

citizen engagement in a real-life resource-constrained environment. Understanding these 

observations and interactions will assist in identifying how the factors impact the alignment 

process and efficient outcomes that can be generated. 

8.3 Outline of the research 

Chapter 1: Introduction 

This chapter introduces the research study by providing a background on service delivery and the 

challenges that have been faced in resource-constrained municipalities, in relation to 

communication. The research identifies challenges related to the lack of communication at local 

government level and how citizen engagement can be used to address them. The chapter also 

outlines the questions to be investigated to support and develop the alignment and how it can be 

conducted to produce a digital citizen alignment framework. 
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Chapter 2-4: Literature Review 

These Chapters investigated research questions 1 to 3 focusing on understanding the 

communication challenges at local government; the role citizen engagement has in improving the 

provision of service delivery, and how ICTs can be used as an innovative and sustainable solutions 

to improve citizen engagement and in turn service delivery.  

Chapter 5: Methodology 

This chapter detailed how the research study was accomplished by applying the pragmatist 

philosophy, and the case study research strategy. The research followed an abductive approach 

which consists of both deductive and inductive approach taken in conducting the study. The 

Adaptive Structuration Theory (AST) that was used to guide the study was also presented and 

discussed. 

Chapter 6: Case study exploration 

Chapter 6 detailed the results from the case study exploration of Makana Municipality that was 

used to investigate the factors that impact the alignment of DCE projects such as, MobiSAM. The 

DCE projects used innovative tools to facilitate effective citizen engagement, which include a 

Website, social media applications (Facebook and Twitter), SMS and Email. It also provided the 

lessons derived from the implementation and adoption of a DCE in a real-life context.   

Chapter 7: Proposed Framework 

This chapter outlines the Digital Citizen Engagement framework that has been developed through 

the analysis of data and literature. It details keys factors to consider and how they impact the 

alignment process to produce positive outputs of engagement, cohesion, and responsiveness. 

8.4 Contribution of the Research 

The findings of this research study can inform and guide DCE initiatives of sustainability or 

resilience factors to consider when implementing in local government institutions. The application 

of innovative ICT tools can provide a platform where key stakeholders can effectively 

communicate service delivery issues. It will reduce the number of frustrated citizens who complain 

about lack of communication and trust in local government. Encouraging and facilitating an 

increase in citizen engagement can lead to increased awareness, trust, and sensitivity, which will 
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go a long way in impacting how they engage with local government. The research can be 

generalised to other similar resource constrained municipalities. 

8.4.1 Contribution to research methodology 

The pragmatist philosophy was applied in a resource-constrained context to develop a digital 

citizen engagement framework. The developing process relied on literature and the researcher’s 

experience in the field and analysis of data collected.  The process followed, drew on Vakolas 

process re-engineering and the Adaptive Structuration Theory to develop the framework in a 

resource-constrained municipality. Through the pragmatist approach the digital citizen 

engagement alignment framework was formulated from an analysis of a real-life resource-

constrained context through a DCE project (MobiSAM). The researcher was immersed in the study 

and in turn assisted in the identification and explanation of alignment factors, and provided 

solutions to contribute to general practice (Patton, 1988; Bertilsson, 2004). This framework is 

applicable to resource-constrained municipalities at local government level. 

8.4.2 Development of DCE alignment framework 

This research contributes to new knowledge as there is no alignment framework in resource-

constrained environments for DCE initiatives. Challenges faced by e-government have been well 

researched and solutions have been suggested on how to improve. However, Digital citizen 

engagement initiatives are still being researched and no recommendations have been documented 

on how to implement and align them in local municipalities that are resource constrained until 

now. This framework provides a lens of key inputs, processes and outputs that guide the alignment 

of DCE projects in resource-constrained municipalities at local government level. 

8.5 Implications for practice 
The main contribution of the research study is to provide digital citizen engagement initiatives 

with a guideline from empirical data on how to align their technologies within a resource-

constrained environment. The findings of the framework are from real-life contexts that make them 

unique as they are tailored to a specific context that is resource constrained. The results state that 

the process will continually evolve and improve through a reflective nature of the appropriation. 

Due to the challenges DCE initiatives faced in facilitating communication, this framework will 

encourage them to have to reconsider how they operate. If they do not take this into account, the 

projects will keep facing the challenges that they have been facing. Local government and citizens 

through training and workshops will have the skill to adopt ICTs and effectively use them. A 



 

 

Chapter 8: Conclusion and future research 

192 

 

significant number of researchers believe that the introduction of ICTs in the government is the 

solution to service delivery challenges, however, this research presents that service delivery can 

be improved through a more communication focused type of governance, Digital Citizen 

Engagement (Cordella and Tempini, 2015). 

8.6 Limitation 
Alignment in local municipalities is not a once off process due to the challenges that they 

encountered. Therefore, there was a need for a more extended investigation to identify more factors 

and for the ongoing sustainable operation of the project. The framework covers key factors that 

impact and are generated from the alignment process. The impact of these factors, however, differs 

depending on the local government context. Therefore, the extent to which an outcome is fulfilled 

also varies. Social cohesion and government responsiveness might not increase significantly. The 

organisational culture was a big hurdle in data collection as some municipal staff were not as 

forthcoming to participate in the research more so the project at large. There was resistance from 

the technicians that played a vital role in providing feedback, and this will take time to establish. 

The researchers view evolved as the project progressed. The initial investigator bias was due 

assumptions of government as a whole, based on negative past experiences. However, at the end 

of the research study, the researcher had a better understanding of the context that could impact 

the reliability of results. Though the researcher did not impose any of their limitations and 

assumptions on the data collected it was important to note their thoughts and feelings throughout 

the research. 

8.7 Future research 
The research study followed an exploratory approach which gives rise to opportunities for future 

research. There are two important beneficiaries to digital citizen engagement initiatives, which are 

the government and the citizens. The research focuses on the government side that is usually 

neglected in DCE contexts. Nonetheless, DCE, undertaking a focused study on citizens for future 

research will be valuable. As both stakeholders are important for alignment to be effective. 

 

8.7.1 Implementation of framework 

The Case study used had just implemented a DCE initiative and had not gone beyond two years 

which is relatively little time in a resource-constrained context. Evaluating a project that had gone 

beyond that would have risen from the alignment process which would contribute largely to the 
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framework. Also, as it is an iterative project, more factors would have been realised as time 

progressed through lessons from previous iterations. 

8.7.2 Applying and adapting to other local government institutions 

The digital citizen alignment framework was developed for resource-constrained for all levels of 

government. The framework can be applied to various municipalities, though impacting factors 

may change according to context. As the mere presence of new opportunities (or system inputs) 

does not necessarily generate the same result when applied in differing circumstances (Niederman, 

de Vreede, Briggs and Kolfschoten, 2008); it is important to investigate each context before 

introducing technology to identify its specific needs. This is emphasised in the alignment process 

as it encourages conducting investigations to understand the context that will enable developing 

the best solution (technology) that can support the process.  

8.8 In closing 
There is growing frustration from citizens caused by inadequate services delivery of basic services 

from local government. The local government has been facing various challenges that have 

impacted its capacity to provide basic services. The problems include dilapidated infrastructure, 

lack of capacity, power cuts and water outages (Farelo and Morris, 2006). The challenges being 

faced by most municipalities in providing services has led to the introduction of technology to 

enhance and support their processes. Recently with the rise in communication-related challenges, 

innovative ICTs have been implemented in order to try and facilitate communication. However, 

ICTs are merely enablers of change and not a solution for development (Gomez and Pather, 2012; 

Heeks and Molla, 2009; Toyama, 2011).  DCE initiatives have failed to sustain their projects in 

local government due to lack of alignment guidelines at the local government level. Though 

critical, it is evident that such an alignment framework is impacting the success of DCE initiatives 

in the South African context, especially at the local municipal level (Naidoo, 2007; Krasner and 

Risse, 2014). Consequently, there is a need for a guiding framework to support the alignment of a 

municipal communication processes and service delivery operations with innovative ICTs to 

encourage citizen engagement in local municipalities that are resource-constra
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