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THESIS ABSTRACT 

The current literature on e-government implementation in South Africa informs this 

research that there is no framework to guide the implementation of e-government for local 

municipalities. The public sector does not adopt models that are designed and developed for 

their context. SA as a developing nation still battles with the implementation of e-government 

for local government. The research findings in this research depict that the implementation of 

electronic services is complicated, stagnant, and incoherent due to various factors that hinder 

its swift implementation. 

The research commenced its pursuit to identify the factors that hinder the 

implementation of e-government through conducting four areas of investigations, firstly, the 

study investigated 205 existing municipal electronic portals to establish the extent to which e-

portal offers the relevant e-services to the citizens; secondly, the study conducted a research 

survey and a sample of 579  citizens gave their perspective about e-government services that 

they receive from local municipalities; thirdly, the study also evaluated the City of Cape Town 

electronic services to ascertain its adoption; and finally, the study conducted in-depth 

interviews with 35 e-government experts to understand the factors that hinder the 

implementation of e-government in SA.  

The study selected three social theoretical approaches, namely structuration, activity, 

and agency theories to address the different contexts of the research. Structuration theory has 

aided the research to ask critical questions about the social structures in local government that 

affect implementation. The activity theory was used to provide some guidelines to investigate 

how e-government activities are implemented within the identified social structure. Finally, the 

agency theory was used to develop a model to guide the implementation of a successful e-

government model by employing a deductive approach.  

Keywords: e-government, collaboration, citizens, agents, actors, implementation, 

structuration theory, activity theory, agency theory, and municipalities 
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CHAPTER 1 

BACKGROUND OF THE RESEARCH STUDY 

  Introduction and study rationale 

The implementation of e-government in the local government of South Africa is still 

complicated, stagnant, and incoherent mainly because e-government stakeholders have not yet 

mastered the implementation of the electronic system to service the citizens. Local government 

is regarded as the direct service provider to the citizens however, there are several challenges 

that municipalities experience, hence, they fall short in terms of effectively delivering their 

mandate. Studies have found that the challenges are ranging from infrastructure issues to lack 

of technical skill set, lack of adoption to cultural issues, and lack of interoperability framework 

(Ifinedo, 2011; Kaisara & Pather, 2011; Karokola & Yngström, 2009; Mawela et al., 2017; 

Mukabeta Maumbe et al., 2008). Although researchers have found such challenges, they also 

fall short in terms of developing a theoretical framework that is relevant to the South African 

context. The current e-government research studies in South Africa mostly focused on 

highlighting e-government challenges without particularising the actual problems that are 

leading to high e-government failures in South Africa. The national government and some of 

the provincial governments have developed e-government policies, but these policies do not 

address the local government challenges as far as the implementation of e-government-for-

citizens.  

  

Electronic government is regarded as the application and use of information and 

communication technologies (ICTs) by the public sector to improve its back-end administrative 

services and enhance the front-end service activities (Zimmermann & Finger, 2005). E-

government aims to provide efficient distribution and management of information to the 

citizen; better service delivery to citizens; and empowerment of the people through access to 

information and participation in public and policy decision-making (Ntulo & Otike, 2013). By 

world trends, over the last decade, the Government of South Africa (GSA) has recognised the 

value of information and communication technologies and, more recently, of e-government in 

enhancing service quality standards and increasing policy overall efficiencies (Naidoo, 2019). 

The implementation of e-government is carried out through phases and the literature provides 

various e-government maturity models (K. Andersen & Henriksen, 2006; Andrea Di Maio; 
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Christopher H. Baum, 2000; Gumede, 2019; Hiller & Bélanger, 2001; Joshi & Islam, 2018; 

Layne & Lee, 2001b; Moon, 2002; Reddick, 2004; Shahkooh et al., 2008a; Siau & Long, 2005; 

Supriyanto & Mustofa, 2017; West, 2004) to provide a guideline and criteria to measure the 

implementation of electronic government. In the context of this research, there is a need to 

develop a framework that would provide methodological and practical guidelines for 

implementing a fully-fledged e-government-for-citizens in the context of South Africa.  

 The background of e-government implementation in South Africa  

According to UN (2018) e-government survey reported a significant improvement as 

South Africa became one of the two countries in Africa (South Africa and Tunisia) that rose 

from high to exceedingly high online service index (OSI). The e-participation index for SA 

was ranked 36 in 2018 as compared to 76 in 2016. The e-government development index 

(EGDI) seats at 0.6618 and SA was ranked 68 in 193 countries. According to the UN (2018), 

the EGDI assesses e-government development by measuring the readiness and capacity of 

national government institutions. However, it is the local government that provides many of 

the services to the citizens. The improvements measured by EGDI do not measure local e-

government progress and the implementation of e-government services in the local 

municipalities remains complex, stagnant, and incoherent (Mawela et al., 2017; van Veenstra 

et al., 2011). Moodley (2005) argued that complex social processes, technological 

complexities, and independent human agents have not been seriously factored into South 

African e‐government systems. Schwester (2009) mentions that the lack of concrete support 

and commitment from politicians and other public servants poses a challenge for e-government. 

The same can be said about financial provision where a lack of funding poses a challenge to 

the successful implementation of e-government initiatives (Nkohkwo & Islam, 2013).  

  

The implementation of fully-fledged e-service for citizen initiatives by developing 

countries is a challenging task due to impediments that simultaneously occur on the 

governance, organisational and managerial, and technical levels (van Veenstra et al., 2011). In 

developing countries researchers (van Veenstra et al., 2011) are of the view that research on 

public sector change and the implementation of information systems in government, often 

focuses on critical success factors, and the challenges are sporadically mentioned, hardly any 

research can be found that is focused on systematically identifying and categorising impeding 

factors. According to (Abrahams, 2009), e-government systems face challenges because of the 
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fragmented nature of government administration and its communications processes which lead 

to the malfunction of e-government systems. (Thakur & Singh, 2013) explain further that the 

malfunctioning e‐Government systems in municipalities delivered inconsistent bills and 

disruptions in the service provision. Hence, e-government in SA has never met complete citizen 

satisfaction (Rajapakse et al., 2012). 

  

The potential of what e-government can bring has not been fully realised and its 

capabilities have not been practically achieved. However, the South African government has 

made considerable progress in terms of ensuring electronic services are being developed. 

According to the Western Cape provincial government, “the portal and numerous other 

channels provide no or limited transacting capability” (WCG, 2012). (Naidoo 2011: 326) 

asserts that, ‘‘the continued roll-out of the ‘emerging phase’ is likely to characterise the bulk 

of e-government rollout for the near future, with limited online transactability and inadequate 

mechanisms that allow citizens to access frequently demanded services as close to the 

customer’s home as possible, such as walk-in or call-centres.” The emerging phase represents 

an official government entry point that contains information about the said government and 

citizens to other departments (Alfarraj et al., 2011). According to this research, the 

advancement of e-government maturity within the public sector relies heavily on having an 

effective e-government social structure that coordinates systematic processes (activities) 

needed to address complexities that negatively affect the development of e-service for citizens.  

 Research problem  

The census study of government portals in South Africa done in this study shows that 

there was not a single local government that provides fully-fledged functional e-government 

services for citizens. The fundamental problems that the research has identified pertain to the 

lack of conducive structures within the implementing agencies to implement e-government; the 

lack of appropriate activities to achieve e-government implementation and various factors that 

hinder the implementation of e-government-for-citizens. The existing literature on the local 

government of South Africa has not provided a relevant framework for a successful 

implementation of the fully functional portal for e-government-for-citizens. There is a need for 

an appropriate framework to guide the e-government implementation process, especially for 

municipalities. The fundamental problem that is addressed in this study is to develop a 

framework that guides local government on how to implement fully-fledged e-government and 
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take into consideration the use of agency theory to analyse the existing status quo. The existing 

e-government-for-citizen (G2C) portal at the municipal level is not interoperable nor does it 

provide an integrated service to the citizens. The e-portal does not offer citizen-centric services 

mainly because e-government actors’ inability to identify and diagnose the existing phenomena 

has led to the failure of implementing fully functional e-government services for local 

government.  

 Research objectives  

Research objectives are specific statements that indicate the key issues to be focused on in 

a research project (Thomas & Hodges, 2013). The primary research objective of this study is 

to develop a framework to guide the implementation of e-government-for-citizens for local 

government in South Africa. The secondary objectives are: 

• To investigate the critical factors that hinder the implementation of e-government 

within local government. 

• To investigate citizens’ perspectives concerning whether the existing e-government 

services meet their needs. 

• To investigate the e-government actors’ perspective on the implementation of e-

government-for-citizens. 

• To contribute to the development of the e-government-for-citizen body of knowledge 

by developing an e-government implementation model with a specific focus on local 

government in South Africa.  

Lastly, the aim is to conduct an empirical study to identify certain patterns within an 

empirical situation and construct a conceptual framework that addresses challenges that hinders 

the implementation of a fully-fledged e-service for citizens in municipalities of South Africa.  

 Research questions  

Research questions are an alternative to research objectives, where the key issues on which 

to be focused are stated in the question form (Thomas & Hodges, 2013). The research questions 

in this study sought to investigate the identified research problem including a primary research 

question and secondary research questions. The primary research question of this study is what 

are the factors that hinder the development of fully-fledged e-government in municipalities of 

South Africa. 
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• To what extent is the e-government services offered by local municipalities relevant to 

the needs of the citizens?  

• What is the e-government actors’ perspective in implementing e-government portals? 

• What is the citizens' perspective concerning e-government services offered by 

municipalities? 

• What is the adoption level of e-government services by citizens? 

 Concept definitions 

The following concepts are extensively discussed in Chapter 2.  

1.6.1. Defining e-government 

The use of ICTs in the public sector is referred to or known as e-government, which is 

meant for transforming government operations to improve effectiveness, efficiency, and 

service delivery (Forman, 2005) using electronic means. E-government is defined as the use of 

any ICT to improve government service delivery and its internal processes (Mukabeta Maumbe 

et al., 2008). Means & Schneider, (2000: 121) define e-government as the “relationships 

between governments, their customers, and their suppliers employing electronic technologies.” 

It is the “delivery of government information and services through the Internet or other digital 

means” (West, 2004: 16).  

1.6.2. Maturity levels of e-government 

Maturity can be considered a way of measuring how organisations evaluate their 

capabilities regarding what they seek to address (Curtis et al., 2015). Maturity models are 

regarded as conceptual multistage models for organisational development (Rosemann & de 

Bruin, 2005; Solli-Sæther & Gottschalk, 2010). According to the (United Nations, 2012), e-

government has four online service developments (further discussed in Chapter 2), which 

include emerging information services, enhanced information services, transactional services, 

and connected services. Various government organisations have adopted the UN e-government 

maturity model, including the Western Cape Government in South Africa.  
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1.6.3. Fully-fledged electronic government services 

The fully-fledged e-government service consists of a completely developed electronic 

service that cuts across the departments and ministries seamlessly. Government information, 

data, and knowledge are transferred from government agencies through integrated applications 

(United Nations, 2012). In the context of this study, fully-fledged electronic government refers 

to an e-service platform that provides an e-service maturity level that is aligned with a digitally 

transformed public sector to develop a citizen focus digital profile. 

1.6.4. Citizen-centric e-service delivery 

This refers to the citizen-centric approach where government departments develop a 

solution that prioritises the needs of citizens. This approach focuses on improving the 

relationship between government and its citizens by increasing information flow between them; 

it involves two-way communication and improving the service levels of government towards 

its citizens (Jahankhani, 2012; van Reijswoud & de Jager, 2007; Zahran et al., 2015). 

 Structure of the thesis 

The chapters are organised as follows.  

Chapter 2 provides a literature overview of e-government. It reflects on the existing 

body of knowledge by defining e-government and discussing e-government maturity models, 

the benefits of e-government, and the challenges of e-government. Chapter 3 provides the 

philosophy of science that underpins the research and outlines the theoretical framework; 

structuration, activity theory, and agency theory. Chapter 4 reflects on the research 

methodology of this study, the research approach of the study and provides the reason for 

selecting the approach. Chapter 5 discusses the research findings of three case studies namely, 

evaluation of the existing e-government portals, surveyed citizen perspectives on e-government 

services, and analysed the user (citizen) adoption of e-government services at the metropole 

level. Chapter 6 conducts an in-depth face-to-face interview to understand the human actor's 

perspective on e-government implementation within government units. Chapter 7 proposes a 

research framework to be used to implement e-government-for-citizens by local government 

municipalities. Chapter 8 provides the research contribution. 
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CHAPTER 2 

LITERATURE REVIEW 

 Introduction 

According to the Institute for Academic Development (2021), the literature review is a 

piece of academic writing that demonstrates knowledge and it includes a critical evaluation of 

material. This chapter searched for e-government material, evaluated the sources, and wrote a 

literature review in the context of the local government of South Africa. The local government 

in South Africa is largely regarded as the sphere that is responsible to deliver basic services to 

the communities (Akinboade et al., 2012; Madumo & Koma, 2019). According to Section 152 

(1) of the South African Constitution (1996),  the local government is mandated to provide a 

government that is democratic and accountable; to deliver services to the communities in ways 

that ensure sustainability; to stimulate socio-economic development; to establish an 

environment that promotes health and safety and to encourage community participation in 

government affairs. According to Madumo, (2012:50) the critical challenges facing 

municipalities, include corruption, maladministration, political instability, lack of 

administrative capacity, and lack of adequate financial control systems. (Akinboade et al., 

2012), stated that one of the municipal challenges is to provide effective and efficient service 

delivery. However, the use of technology in government has brought so many advantages and 

improvements to how the public sector conducts its operation to meet its objectives and the 

needs of citizens and the business sector (Gandía et al., 2016; Nam, 2018; Sundberg, 2019a; 

Welch et al., 2005). Citizens interact with the government for various reasons such as 

registering births, applying for child support, applying for an identity document, filing for 

income tax, opening businesses, applying for a job, registering bonds, influencing public 

policy, and many other services (Colesca & Dobrica, 2008; Hamilton et al., 2011; Kaisara & 

Pather, 2009). The delivery of public services is conventionally instigated by addressing the 

needs of the citizens. Hence, the development of electronic government for citizens (G2C) is 

paramount to fast-track the delivery of services by incorporating information and 

communication technology (ICTs) systems in the public sector to improve service delivery, 

increase productivity, and provide a cost-effective service (Kaisara & Pather, 2009; Nam, 2018; 

Sorn-in et al., 2015; Welch et al., 2005).  
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The use of electronic means came at a time when government departments around the 

world were experiencing immense pressure from citizens, who demanded greater transparency 

and accountability (Lee et al., 2005; Mawela et al., 2017; Ndou, 2004). Government 

departments have realised that one of the ways of addressing citizens' demands and their needs 

in an efficient manner is to develop citizen-centric approaches, where services are made 

available on electronic platforms. The use of ICTs has become an important tool for many 

governmental departments which enables public sector organisations to become more effective 

and efficient in delivering their services (Bertot et al., 2008; Layne & Lee, 2001a). The use of 

e-government services promises to transform the way government works (Sundberg, 2019b). 

However, the transformation of the public sector, especially at the municipality levels, has not 

yet been realised. The literature review in this chapter focuses on defining e-government, 

looking at the form of e-government, the e-government maturity levels, the development, and 

the use of e-government in local government. The literature also looks at the success factors of 

e-government in South Africa and identifies literature gaps in the context of a developing 

nation. The aim is to unearth complexities that hinder the successful implementation of citizen-

centric e-government in local government and it is imperative to review the existing literature 

so that the research may be appropriately aligned according to the key focus areas. The chapter 

discusses the concepts shown in Figure 1 below.  

 

 

Figure 1: Literature review concepts 
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 Defining e-government 

E-government is referred to as the use of ICTs to transform how the public sector 

operates to improve its effectiveness and efficiency in terms of service delivery (Forman, 2005; 

Sundberg, 2019b). E-government is defined as the use of any ICT to improve government 

service delivery and its internal processes (Mukabeta Maumbe et al., 2008). The intention to 

implement e-government services was based on the need to ‘help the public sector to deliver 

services and transform the relationship with citizens, businesses and other spheres of 

government’ (Grönlund & Horan, 2005). It is the application of the internet or other digital 

means which makes government more transparent and efficient, and enables government 

information and services to be delivered to citizens much faster and easier (Almarabeh & 

AbuAli, 2010; West, 2004). Table 1 below shows other definitions of e-government from 

various scholars.  

 

Table 1: E-government definitions  

Author/s E-government Definitions 

(Fountain, 2000) 

 

“…a government that is organized increasingly in terms of virtual 

agencies, cross-agency and public-private networks whose 

structure and capacity depend on internet and web.” 

(Durrant, 2006) 

 

“…utilisation of the internet and the world-wide-web for 

delivering government information and services to citizens.” 

(Heeks, 2002) 

 

The use of ICTs to improve the activities of public sector 

organizations. 

(Ndou, 2004) 

 

The use of ICT tools to reinvent the public sector by transforming 

its internal and external way of doing things and its 

interrelationships with customers and the business community. 

(Mukabeta Maumbe et al., 2008) 

 

It is the use of any information and communication technology-

based initiatives to improve government service delivery and 

internal process 

(Almarabeh & AbuAli, 2010) 

 

The use of ICTs offers citizens and businesses the opportunity to 

interact and conduct business with the government by using 

different electronic media such as telephone touchpads, fax, smart 

cards, self-service kiosks, e-mail, and the Internet. 
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(Malodia et al., 2021) 

 

Electronic government (or e-government) refers to the use of 

information and communication technology (ICT) applications to 

deliver various government services. 

 

There has been no consensus or agreement on the appropriate definition of e-

government (Yildiz, 2007). The definitions of e-government range from the use of the Internet 

as the delivery mode of government services, to ICTs being used as a tool to reinvent/ transform 

the public sector and building relationships between government and its customers (Gandía et 

al., 2016; Supriyanto & Mustofa, 2017). When e-government is precisely implemented it has 

the potential to improve public administration (organisational) such as providing easy access 

to information, interacting with office bearers, performing transaction activities conveniently, 

and transforming all PSOs into a single point of access (Jahankhani, 2012; Lee-Geiller & Lee, 

2019). Therefore, e-government substitutes the traditional delivery of government services, 

where the government users (citizens and business community) access government services 

directly by visiting government offices which is regarded as a face-to-face delivery. In this 

mode of delivery, citizens interact directly (face-to-face) with the office bearers with no 

mediating artefact (Azad & Faraj, 2008). 

  

The government offers various services which have been transformed into electronic 

services depending on the need of the customer (Forman, 2005; West, 2011). Services that are 

offered to government customers vary from government to government and are at the centre of 

government activities. The introduction of e-government brought mediating artifacts which are 

the use of any technological tool to access government services (Ebrahim & Irani, 2005; Ndou, 

2004; West, 2011). The ICTs play a mediating role through which services are provided by 

PSOs. This process has transformed traditional delivery into electronic services (e-services) 

delivery. In this model, citizens make use of digital platforms to engage, interact and perform 

a transaction with government entities (Belanger & Hiller, 2006; Valdés et al., 2011; van 

Reijswoud & de Jager, 2007; Welch et al., 2005). 

  

In the context of this research, e-government is defined as the use of information and 

communication technology (ICT) applications to deliver various government services 

(Malodia et al., 2021). For this research, e-government is considered a people, organisation, 

and technology (POT) related phenomenon. The research definition recognises the connection 

between government users (citizens and the business community), government departments 
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(national, provincial & local), and ICTs (technology-based solutions) as highlighted in Figure 

2 below.  

 

 

Figure 2: Interlinked relationship 

 

The definition emphasises that people, organisations, and technology should coexist to 

ensure effective and efficient delivery of services. The ICTs become tools that can be used by 

PSOs to host effective and efficient service delivery to citizens. Historically, the use of 

information systems in an organisation is to improve the efficiency of the internal business 

process (Malodia et al., 2021). Therefore, information systems become a tool that is used to 

ensure effective and efficient service delivery. According to Ochara-Muganda & van Belle 

(2010: 162) e-government is used as the “technology-based artifact for the transformation of 

public service delivery”. It is an instrument or tool which is “developed and shaped by humans” 

(Crawford & Hasan, 2006; Hasan, 1998) to enable the government to achieve its goals and 

objectives effectively and efficiently (Meerman, 2009; Stanimirovic & Vintar, 2013).  

  

E-government is an emerging technological tool that has contributed a great deal to 

governments across the globe. The e-government concept forms part of the digital revolution 

in the 21st century which has modernised how the government conducts its day-to-day business 

operation (Ndou, 2004; Sorn-in et al., 2015; D. M. West, 2004). E-government has the potential 

to build better relationships between government and the public by making interactions 

smoother, easier, and more efficient (Zarei et al., 2008). The use of e-government is believed 

to act as an enabler of public management reform and to make the public sector more effective 

and efficient in how it conducts its business operation (Ndou, 2004). Verdegem & Verleye 
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(2009: 487) emphasised that e-government is not about having computers or active websites to 

access government information, it is about the “transforming of the fundamental relationship 

between government and the public using the technology. It has offered governments around 

the world new possibilities for providing citizens and businesses with better and more efficient 

services.” (Verdegem & Verleye, 2009).  

 Forms of electronic government services 

Electronic government is divided into distinct categories namely, electronic 

government for citizens (G2C), electronic government for business (G2B), and electronic 

government for the government (G2G). According to Robertson & Vatrapu (2010), the major 

stakeholders for the electronic government are citizens (G2C), administrative bodies within 

government (G2G), and businesses (G2B). These categories present several types of 

government beneficiaries such as citizens, businesses, government employees, and the 

government itself. Each part has its readiness level (see e-government maturity section).  

 

  

Figure 3: Forms of e-government services  

 

2.3.1. E-government-for-citizen services 

This is the focal point of what this research is investigating. This form of e-government 

is known as government-to-citizens (G2C). The use of electronic means is a modern way of 

delivering services to citizens instead of using the traditional methods where government 

buildings served as a point that citizens must visit to access their services through face-to-face 

means (Sorn-in et al., 2015; Sundberg, 2019b). This traditional approach has been replaced by 

the contemporary approach where citizens can have access to services anytime and anywhere 

if they have internet connectivity (Puron-Cid, 2013). In South Africa, the municipality must 

ensure that there is an improvement in services for underdeveloped communities (Mawela et 

al., 2017). However, the roll-out of the G2C approach in South Africa is affected by various 
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challenges including but not limited to the lack of telecommunication and network 

infrastructure, especially in the rural communities as well as the high digital divide (Mawela et 

al., 2017). Welch et al., (2005) developed a hypothesis that Internet use, citizen satisfaction 

with e-government, and trust in government are interrelated. The desire to use ICTs to improve 

service delivery is underpinned by the availability of the Internet, increase citizen satisfaction 

and an element of trust in government is also required. Figure 4 below shows that citizens must 

have access to some form of technology-related tools to gain access and engage the 

government. This figure also depicts the role of government which is to develop technology 

tools such as electronic portals to deliver and interact with its citizens. This approach focuses 

on improving the relationship between government and its citizens by increasing information 

flow between them; it involves two-way communication and improving the service levels of  

government towards its citizens (van Reijswoud & de Jager, 2007). 

 

 

  

Figure 4: Government-to-citizens category 

 

This category aims to respond to the needs of the citizens by utilising electronic means 

where government services can be accessed without individuals visiting government offices 

(Fath-Allah et al., 2014; Jahankhani, 2012). An example of G2C among others is the e-

recruitment system that can allow Human Resource Departments to advertise vacancies 

electronically using the power of the internet as a tool to upload vacant posts with descriptions 

and requirements and accrue resumes, track application submissions, conduct evaluations, and 

assessments, as well as interviews and communicate with applicants to match them against the 

relevant post (Hogler et al., 1998). This two-way interaction between citizens and government 

officials using electronic means can eliminate long queues, paper-based recruitment, and 

overcrowding in government departments (Savoldelli et al., 2014).  
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2.3.2. E-government-for-businesses services 

The category of e-government known as government-to-businesses (G2B) shares some 

similarities with G2C; however, the context relates to improving the relationship between 

public administration organizations and enterprises (see Figure 5 below). Although the private 

sector is leading the e-commerce application development, the public sector has begun to 

derive insight to develop applications that support the business (Kim et al., 2014) such as e- 

filing systems to perform business tax-related transactions. 

.  

 

Figure 5: Government-to-business category 

 

This initiative is for facilitating interaction and adoption of e-services between 

government and business. This approach “enables government agencies to more efficiently 

work together and provide one-stop service to businesses” (Lee et al., 2005: 100). This category 

represents the most important component of e-government since its efficiency has significant 

implications in the high costs of traditional data and document transmissions (Isac et al., 2010: 

216).  

2.3.3. Electronic government-for-government services 

This form of e-government is known as government-to-government (G2G). Although 

e-government connects with its beneficiaries by creating an online conducive environment, the 

government must improve its back-end administrative processes. Administrative processes 

include the improvement of interaction among public institutions, the government information 

systems must speak to one another and have a coherent flow of information. According to Joshi 

& Islam, (2018), vertical integration of e-government systems is key as it would interconnect 

government departments that shared similar interests to avoid data replication and enhance 

service delivery. This category focuses on building intragovernmental relations between 
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government departments, public agencies, and other relevant institutions and integrating them 

with the front-end services. Integrating e-government systems would be able to help 

departments to operate seamlessly and eliminate delays. For instance, childbirth is registered 

by the Department of Health, and the Department of Social Services can get an update to 

prepare for the appropriate social grant. These e-health systems would have the physical 

address of the newborn child including the online birth certification and the information of the 

mother.  

  

The other example is that if there are changes in citizens' physical addresses, the citizens 

can log on to the e-government portal and update his/her details and the updated information 

will be synchronised to all departments. Hence, relations between government institutions 

(G2G) are very important mainly because “to solve some complex situations, it is necessary to 

process some of the information held by various institutions” (Isac et al., 2010). This category 

is more about the “relationship of government with its employees and it is considered as an 

effective way to, inter-alia, bring employees together and to promote knowledge sharing among 

them” (WCG, 2012: 10). Joshi & Islam, (2018), suggest that “it would be challenging for 

developing countries to achieve interconnectivity as it would require an excellent and reliable 

networking infrastructure. Therefore, developing countries could consider cloud-based 

integration as a potential solution for government integration at various levels without the need 

for physical networking infrastructure.”  

 Maturity models 

Maturity can be considered a way of measuring how organisations evaluate their 

capabilities regarding what they seek to address (Curtis et al., 2015). Maturity models are 

regarded as conceptual multi-stage models that describe a pattern for organisational 

development (Rosemann & de Bruin, 2005; Solli-Sæther & Gottschalk, 2010). According to 

Clark et al., (1999: 5), the “maturity model describes stages through which systems, processes 

or organisations progress or evolve as they are defined, implemented or improved.” The 

maturity level is a defined evolutionary plateau for organisational process improvement. Each 

maturity level is an important subset of the organisation’s processes, preparing it to move to 

the next maturity level. They are measured by the achievement of the specific and generic goals 

associated with each predefined set of process areas (CMMI, 2010). The stages represent 

ongoing activities that occur through time, each stage is related to the next (Doern & Pal, 1988). 



 

30 

 

The move from one stage to the next depicts the advancement of the maturity level of an 

organisation. Models are generated for the interpretation and description of the social 

phenomenon (Lau, 1999). 

2.4.1. E-government maturity models 

E-government maturity models represent the capability of a Public Sector Organisation 

to implement and sustainably operate an e-service portfolio (United Nations, 2012). These 

models play a critical role in ensuring that e-services achieve their full potential by applying 

the relevant model to e-Initiative activities. They are a “presentation of a more complex reality 

that has been oversimplified to describe and explain the relationship among variables and even 

sometimes to describe how something should happen” (Fanie et al., 2006). These maturity 

models provide a blueprint on how to develop and “implement e-government programmes in a 

country by redesigning the processes that support the new models of services delivery” (Valdés 

et al., 2011). The four-level e-government maturity model, promulgated by the United Nations 

in 2014, highlights emerging information services and enhances information services, 

transactional services, and connected services.  

 

  

Figure 6: United nations e-government maturity (2014) 

 

This model is widely adopted by nations. The Western Cape provincial government in 

South Africa has developed its e-government policy using the principles shared by the UN 

maturity model (WCG, 2012). 

2.4.1.1. Emerging information services 

This level is mostly regarded as the entry-level, where government information is 

published on government websites containing information on laws, regulations, public policy, 

governance, and various relevant documentation. The information has links to ministries, 

departments, and other branches of government (United Nations, 2014: 195). Sharing 

government information online is regarded as a cost-effective method as citizens do not 

necessarily need to visit government offices but can obtain updated information using 



 

31 

 

electronic means. Information about numerous services that are offered by the government is 

made available using electronic means (Blind, 2007; Fatima et al., 2019).  

2.4.1.2. Enhanced information services 

This is a second-level government website delivering enhanced one-way or simple two-

way communication between government and citizens (United Nations, 2014). At this level, 

citizens interact with government officials through synchronous and asynchronous 

transmission. A citizen can also obtain downloadable forms for government services and 

applications (United Nations, 2014). The advantage of this level is like level one where citizens 

can access government services at any time of the day and services are not bound to a certain 

building but made available using electronic means (Ndou, 2004; Netchaeva, 2002a). 

2.4.1.3. Transactional services 

Level three contains two-way communication engagement with citizens via 

government websites; this includes requesting and receiving inputs on government policies, 

programmes, regulations, etc. The electronic authentication of the citizen's identity is often 

needed to successfully perform or complete the exchange (Reddick, 2004; Siau & Long, 

2005a). The most common transactional services include filing taxes online or applying for 

certificates, licenses, and permits. This level also allows financial transactions i.e., where 

money is transferred to a secure network (United Nations, 2014) e.g., payment of traffic fines.  

2.4.1.4. Connected services 

The connected services level is where “government websites have changed the way 

governments communicate with their citizens. They are proactive in requesting information 

and opinions from the citizens using Web 2.0 and other interactive tools. E-services and e-

solutions cut across the departments and ministries seamlessly, information, data, and 

knowledge are transferred from government agencies through integrated applications (Liang et 

al., 2017; Rorissa et al., 2011). Governments have moved from a government-centric to a 

citizen-centric approach, where e-services are targeted to citizens through life cycle events and 

segmented groups to provide tailor-made services. Governments create an environment that 

empowers citizens to be more involved with government activities to have a voice in decision-

making” (United Nations, 2014). Connected services provide a seamless service for all 

departments; these services are hosted in a single electronic portal and all department systems 
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are fully integrated and connected. For example, if a citizen wants to update his/her home 

address, he/she can do so through the e-portal without using various platforms/departments. 

According to Wimmer & Tambouris (2002), e-government is oriented around user services 

where the website is a “one-stop” portal offering a comprehensive menu of services specifically 

tailored to the profile of the individual user.  

2.4.2. Other e-service maturity models 

The other maturity models shown in Table 2 below suggest various stages ranging from 

three to six. Most of the models share a similar classification of e-service levels; they evolve 

from a technological perspective and organisational complexities (Andersen et al., 2011; Azad 

& Faraj, 2008; Jahankhani, 2012). These models evaluate the standing and performance of the 

organisation; they also include the formulation of organisational strategies and policies, 

management of ICT, operative management, and organisational capabilities of human 

resources and the organisation overall (Valdés et al., 2011). It is important to note that each 

maturity has its unique developmental phases/building blocks.  

 

Table 2: Various e-government maturity models 

Authors Stage 1 Stage 2 Stage 3 Stage 4 Stage 5 Stage 6 

(Wescott, 

2001) 

Setting up 

an email 

system and 

internal 

network 

Enabling inter-

organizational 

and public access 

to information 

Allowing 2-way 

communication 

Allowing 

exchange value 

Digital 

democracy 

Joined-up 

government 

(Chandler & 

Emanuel, 

2002) 

Information Interaction Transaction Integration   

(West, 2004) Bill-board Partial services Portal Interactive 

democracy 

  

(Siau & Long, 

2005) 

Web 

presence 

Interaction Transaction Transformation e-democracy  

(Andersen & 

Henriksen, 

2006) 

Cultivation Extension Maturity Revolution   
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(Almazan & 

Gil-Garcia, 

2008) 

Presence Information Interaction Transaction Integration Political 

participation 

(Shahkooh et 

al., 2008) 

Online 

presence 

Interaction Transaction Fully integrated 

and transformed 

e-government 

Digital 

democracy 

 

(Kim & 

Grant, 2010) 

Web 

presence 

Interaction Transaction integration Continuous 

improvement 

 

(Chen et al., 

2011) 

Catalogue Transaction Vertical 

integration 

   

(Joshi & 

Islam, 2018b) 

Basic 

services 

Streamlined 

services 

Transaction 

services  

Service 

automation 

  

(Scholta et 

al., 2019) 

No-stop 

shop  

Limited no-stop 

shop 

One-stop shop    

2.4.2.1. Three stages of e-government maturity models 

Chen et al., (2011) and Scholta et al., (2019) developed three maturity models of e-

government. Chen et al., (2011) stated that the first stage is catalogue which is the online 

presence where downloaded forms are made possible. This stage is followed by the transaction 

stage to support online transactions and the third final stage is vertical integration which is the 

highest level.  

 

Table 3: Three stages of e-government maturity models 

Authors Stage 1 Stage 2 Stage 3 

(Chen et al., 2011) Catalogue Transaction Vertical integration 

(Scholta et al., 2019) No-stop shop  Limited no-stop shop One-stop shop 

 

Scholta et al., (2019) is the most recent study that developed a three-stage maturity 

model which provides a fresher perspective. The models recognise the move from non-stop 

shop to limited non-stop shop and then to one-stop shop. The focus of this model is based on 

three dimensions of integration where the data is collected at the beginning, then stored, and 

finally used (Scholta et al., 2019). 
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2.4.2.2. Four stages of e-government maturity models  

Some of the four-stage maturity models were developed by Andersen & Henriksen, 

(2006); Chandler & Emanuel, (2002); Joshi & Islam, (2018); West, (2004). In the e-

government maturity model by Chandler & Emanuel (2002) the first stage is information which 

prioritises making information available online. This stage is followed by the interaction of e-

government maturity which is about government officials engaging with the citizens using 

online means. The third e-government maturity stage is a transaction followed by the 

integration of services of various departments and agencies. West's (2004) e-government 

maturity model contains four stages as well, namely, billboards that share information online, 

this stage is followed by partial service delivery where users have the ability to use search 

engines to find the data they want. The third stage is the portal which is the one-stop shop so 

that the information and services can be located in a single place. The last stage is interactive 

democracy which pushes technology and feedback forms (see Table 4 below).  

 

Table 4: Four stages of e-government maturity models 

Authors Stage 1 Stage 2 Stage 3 Stage 4 

(Chandler & Emanuel, 

2002) 

Information Interaction Transaction Integration 

(West, 2004) Bill-board Partial 

services 

Portal Interactive 

democracy 

(Andersen & 

Henriksen, 2006) 

Cultivation Extension Maturity Revolution 

(Joshi & Islam, 2018b) Basic services Streamlined 

services 

Transaction 

services  

Service 

automation 

 

Andersen & Henriksen's (2006) e-government maturity model also has four stages 

namely, cultivation which is when horizontal and vertical integration are present; this stage is 

followed by the extension. The extension stage makes use of the Intranet and it is followed by 

the maturity stage where organisation becomes mature and its processes are transparent. The 

last stage is called revolution which shares data between organisations and applications are also 

shared across vendors. Joshi & Islam (2018) is also one of the recent e-government maturity 

models with four stages namely, the basic services stage which proposed the use of social media 

and establishment of a web presence to communicate with stakeholders. The basic service is 

followed by streamlined services which are complete and integrated services where 
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stakeholders may acquire a service without visiting the government department offices. The 

third stage is a transaction and it is followed by automated services which is the “fully matured 

state of e-government where users are proactively involved in government activities” (Joshi & 

Islam, 2018: 11).   

2.4.2.3. Five stages of e-government maturity models 

Siau & Long (2005); Shahkooh et al (2008) and Kim & Grant (2010) suggest 5 e-

government maturity stages, namely web presence as the first stage which offers limited 

information made available online. The web presence stage is followed by the interaction 

which mostly emphasise on downloadable forms. The third stage is a transaction which is about 

electronic payments, and next stage is horizontal and vertical integration, and the last stage is 

continuous improvement of each stage. However, these authors differ on the fifth stage which 

is e-democracy (Sian & Long, 2005), digital democracy (Shahkooh et al, 2008), and continuous 

improvement (Kim & Grant, 2010).  

 

Table 5: Five stages of e-government maturity models 

Authors Stage 1 Stage 2 Stage 3 Stage 4 Stage 5 

(Siau & 

Long, 2005) 

Web presence Interaction Transaction Transformation e-democracy 

(Shahkooh et 

al., 2008) 

Online presence Interaction Transaction Fully integrated 

and transformed 

e-government 

Digital 

democracy 

(Kim & 

Grant, 2010) 

Web presence Interaction Transaction integration Continuous 

improvement 

 

Siau & Long (2005) believes that e-democracy is a state in which people change the 

way they make political decision. Shakhkooh et al (2008) emphasis that digital democracy is 

about online voting, public forums, and opinion surveys. Kim & Grant (2010) offers a fresher 

perspective on continuous improvement. Continuous improvement is very important mainly 

because e-government changes every time, and observing the changes that come is vital. 

2.4.2.4. Six stages of e-government maturity models  

Wescott (2001) suggested six stages of the e-government maturity model namely, 

setting up email systems and an internal network that is meant to improve information sharing, 
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coordination, and providing feedback. The second stage is about enabling inter-organisational 

and public access to information. At this stage, information is shared and can be accessed by 

the public using the internet. The third stage is about allowing 2-way communication where 

citizens can make suggestions using e-mails. The fourth stage is allowing exchange value; and 

the focus on this stage is the ability for the citizens to be able to make secured payments, be 

able to tax-related applications, and renew licences. The second last stage is digital democracy 

which is about empowering the civil society and allowing citizens to vote and provide 

feedback. The last stage is joined-up government. This stage is concerned with vertical and 

horizontal integration where citizens can execute services seamlessly.  

 

Table 6: Six stages of e-government maturity models 

Authors Stage 1 Stage 2 Stage 3 Stage 4 Stage 5 Stage 6 

Wescott 

(2001) 

Setting up 

an email 

system and 

internal 

network 

Enabling inter-

organizational 

and public 

access to 

information 

Allowing 2-way 

communication 

Allowing 

exchange 

value 

Digital 

democracy 

Joined-up 

government 

(Almazan 

& Gil-

Garcia, 

2008) 

Presence Information Interaction Transaction Integration Political 

participation 

 

Almazan & Gil-Garcia (2008) also proposed six stages of e-government maturity 

models which includes the first stage which is about creating a website that provides static and 

limited information. The second stage is about the information which is frequently updated and 

various web pages being made available. The third stage is interaction, and this stage allows to 

download forms and interact with government officials. The fourth stage is a transaction that 

deals with secured web-based payments. The fifth stage is integration which offers a one-stop 

shop to the citizens. The last stage is called political participation which allows users to exercise 

their rights such as voting and participating in public forums.  

2.4.3. Analysis of e-government maturity stages   

Each e-government maturity stage provides a unique phase for a particular service to 

be offered. However, various authors suggest similar or different perspectives when it comes 
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to every layer of the e-government maturity model. In most cases, these maturity stages are 

phrased differently but have the same meaning. In Stage 1, (see Table 7 below) Chandler & 

Emanuel (2002); Kim & Grant (2010); Siau & Long (2005); West (2004) provide a similar 

understanding of this level of maturity which mainly prioritises the development of online 

information. However, Andersen & Henriksen (2006); Wescott (2001); Scholta et al., (2019) 

Joshi & Islam (2018) provide a different perspective about what should constitute Level 1 of 

e-government maturity. 

 

Table 7: Stage 1 e-government maturity models 

Authors Stage 1 

(Wescott, 2001) Setting up an email system and internal network 

(Chandler & Emanuel, 2002) Information 

(West, 2004) Bill-board 

(Siau & Long, 2005) Web presence 

(Andersen & Henriksen, 2006) Cultivation 

(Almazan & Gil-Garcia, 2008) Presence 

(Shahkooh et al., 2008) Online presence 

(Kim & Grant, 2010) Web presence 

(Chen et al., 2011) Catalogue 

(Joshi & Islam, 2018b) Basic services 

(Scholta et al., 2019) No-stop shop  

 

When it comes to the second layer of e-government maturity, a similar justification 

continues where authors such as (Chandler & Emanuel, 2002; Kim & Grant, 2010; Shahkooh 

et al., 2008; Siau & Long, 2005b) emphasise the importance of interaction whilst Chen et al., 

(2011); Joshi & Islam (2018); Scholta et al., (2019); Wescott (2001); West, (2004) propose a 

different justification as to what should constitute this layer of e-government maturity. 

Interestingly, Chen, et al., (2011), already paves the way to introduce the transaction stage 

which is predominantly known to be the third stage of e-government.  

 

Table 8: Stage 2 e-government maturity models 

Authors Stage 2 

(Wescott, 2001) Enabling inter-organizational and public 

access to information 

(Chandler & Emanuel, 2002) Interaction 
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(West, 2004) Partial services 

(Siau & Long, 2005) Interaction 

(Andersen & Henriksen, 2006) Extension 

(Almazan & Gil-Garcia, 2008) Information 

(Shahkooh et al., 2008) Interaction 

(Kim & Grant, 2010) Interaction 

(Chen et al., 2011) Transaction 

(Joshi & Islam, 2018b) Streamlined services 

(Scholta et al., 2019) Limited no-stop shop 

 

Speaking of the third stage of e-government maturity several authors as shown in Table 

9 below have predominantly highlighted that the transaction stage is the most relevant for this 

layer. The other authors proposed a more advanced level should be in this layer such as a one-

stop shop (Scholta et al., 2019); maturity (K. Andersen & Henriksen, 2006); portal (D. West, 

2004), and vertical integration (Chen et al., 2011). 

 

Table 9: Stage 3 of e-government maturity models 

Authors Stage 3 

(Chandler & Emanuel, 2002) Transaction 

West, 2004) Portal 

(Siau & Long, 2005) Transaction 

(Andersen & Henriksen, 2006) Maturity 

(Almazan & Gil-Garcia, 2008) Interaction 

(Shahkooh et al., 2008) Transaction 

(Kim & Grant, 2010) Transaction 

(Chen et al., 2011) Vertical integration 

(Joshi & Islam, 2018b) Transaction services  

(Scholta et al., 2019) One-stop shop 

 

The fourth stages of e-government maturity models mostly agreed on a transformed 

level that provides a seamless government. Although, most authors have used different 

terminologies, however what the authors propose is the development of integrated services. 

West (2004) and Andersen & Henriksen referred to interactive democracy and revolution 

respectively.  
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Table 10: Stage 4 of e-government maturity models 

Authors Stage 4 

(Chandler & Emanuel, 2002) Integration 

(West, 2004) Interactive democracy 

(Siau & Long, 2005) Transformation 

(Andersen & Henriksen, 2006) Revolution 

(Almazan & Gil-Garcia, 2008) Transaction 

(Shahkooh et al., 2008) Fully integrated and transformed e-

government 

(Kim & Grant, 2010) Integration 

(Joshi & Islam, 2018b) Service automation 

 

The fifth stages of e-government maturity models seek more than a seamless 

government, but a strong emphasis on having a digital or e-democracy (Westcott, 2001; Siau 

& Long, 2005; Shahkooh et al., 2008) whilst Almazam & Gil-Garcia (2018) propose 

integration. However, Kim & Grant (2010) highlights one of the most important elements 

which is the continuous improvement of e-government. The issue of continuous improvement 

of e-government is critical as it would ensure sustainability.  

 

Table 11: Stage 5 of e-government maturity models 

Authors Stage 5 

(Wescott, 2001) Digital democracy 

(Siau & Long, 2005) e-democracy 

(Almazan & Gil-Garcia, 2008) Integration 

(Shahkooh et al., 2008) Digital democracy 

(Kim & Grant, 2010) Continuous improvement 

 

Stage 6 as presented by Westcott (2001) and Almazan & Gil-Garcia (2008) proposed a 

need to prioritise joining up government and ensure political participation. However, Westcott 

(2001) does not say anything new in fact, joining up government refers to vertical and 

horizontal integration which was already proposed by various authors in the early stages. On 

the other side, Almazan & Gil-Garcia (2008) introduce political participation in a form of e-

voting and participation in public forums.  

 

Table 12: Stage 6 of e-government maturity models 
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Authors Stage 6 

(Wescott, 2001) Joined-up government 

(Almazan & Gil-Garcia, 2008) Political participation 

 

The models share some similarities mostly yearning for the development of an 

integrated and seamless service for citizens. Without a doubt, the transition from a traditional 

approach to using the internet or any technological tools is regarded as the new revolution to 

improve service delivery. These authors do recognise that there would be different maturity 

phases which are ‘less complicated’ (Layne & Lee, 2001) to more complicated phases which 

include vertical and horizontal integration of data to offer seamless services. The transaction 

phase is one of the most common stages that the majority of authors do agree is one of the 

important requirements.  

 Fully-fledged electronic government for citizens 

Fully-fledged electronic government for citizens in this research refers to the 

achievement of a technologically enabled environment where services are fully delivered to 

the citizens through electronic means. This is level is about the “fully mature state of e-

government where users are proactively involved in government activities” (Joshi & Islam, 

2018). This research defines electronic government as the use of any technological tool to 

transform government entities into a single portal where citizens can easily access information, 

have a seamless interaction, and perform transactional activities through a ‘vertically and 

horizontally integrated’ e-portal system.  

  

Layne & Lee (2001) stated that systems can be integrated in two ways: vertical and 

horizontal (see Figure 7 below). A vertically integrated system in the context of South Africa 

refers to local, provincial, and national governments connected for different functions or 

services of government. For example, in South Africa, the registration of drivers’ licences at 

the Department of Traffic, which is a local government, is linked up with the electronic national 

administration traffic information system (e-Natis). In vertical integration, the local systems 

are systems linked to the higher-level systems which share similar functionalities (Layne & 

Lee, 2001).  
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Figure 7: Dimensions and stages of e-government development (Layne and Lee, 2001) 

 

The horizontally integrated system is regarded as integration across different functions 

and services. For example, the South African Social Security Agency (SASSA) grant 

registration systems, under the Department of Social Development, can be linked with the 

national database of the Department of Home Affairs because the systems in both agencies talk 

to each other or work from the same database (Layne & Lee 2001). However, in South Africa, 

it is the government official that does the data capturing and there is no system by which 

citizens can log in within the comfort of their own homes. Hence, the need to develop a fully-

fledged e-service for citizens is paramount. The development of fully-fledged e-service for 

citizens is a level where technological and organisational complexities are demystified to 

completely integrate (vertical and horizontal) functions of government that directly speak to 

the needs of the citizens. It is a place where both citizens and government officials are agreed 

in utilising technology to meet their ends.  

 Impact of e-services in South Africa 

The provision of e-services has played a critical role both in the global and national 

landscape in terms of redirecting and helping open the boundary of government services. 

Before the institutionalisation of e-government initiatives within government departments, 

government operated like silos and had various bureaucratic processes. However, in the public 

sector, where e-services have been effectively employed, it has led to providing seamless 

delivery of services to government users and it has brought immense opportunities (as 
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discussed in e-services maturity models). (Zarei et al., 2008) stated e-government (as a tool or 

instrument) has the potential to help build better relationships between government and public 

or business by making interactions smoother, easier, and more efficient.  

  

Achieving seamless delivery does not come easily and smoothly; the government must 

go through a transformational process, moving from a traditional approach to an online 

approach. E-service maturity levels highlight how this transformation can be managed and 

implemented. The process is about the total delivery of public sector services via electronic 

means. The e-service activities are a key focus in the sense that they redefine and redirect 

government functions. The goal of government remains the same, but this changes the way the 

government delivers its goals. Researchers (Bertot et al., 2008; Hossain et al., 2011; Shackleton 

et al., 2004; van Reijswoud & de Jager, 2007) have suggested that the impact e-services can 

bring to government departments include better delivery of government services to citizens; 

improved interaction with business and industry; greater efficiency and better government 

management; improved government coordination and collaboration; enhanced public 

participation in the affairs of government and the democratic process and the democratic 

process; and bring people and government closer together. Furthermore, e-services can 

eliminate silos and integrate departments. Therefore, the total attainment or implementation of 

e-services is paramount, especially for developing countries like South Africa.  

 E-government services development in South Africa  

The United Nations global e-government Readiness Survey for 2008 observed that 

South Africa has a strong online presence. In 2014, the UN e-government ranking later reported 

a steady improvement with regards to e-government ranking; South Africa moved 8 steps up 

to position 93 as compared to the UN 2012 survey. The report also reveals that the “progress 

in Africa remains relatively slow and uneven. The regional e-government Development Index 

(e-GDI) in Africa is 0.2661. Six countries (Tunisia, Mauritius, Egypt, Seychelles, Morocco, 

and South Africa) have e-GDI values above the world average of 0.4712, placing them among 

the top 50 percent of the world. On the other hand, about 30 percent (16 countries) of the 54 

African countries are at the bottom 10 percent of the world ranking”. Section 4.2.2.1 in Chapter 

4, shows further developments as far as e-government implementation in South Africa. 
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These developments depict that the developing countries are slow in embracing and 

implementing the use of electronic government and that their commitment to increasing the 

maturity level has been plagued by various factors that limit the development of fully functional 

e-government platforms. For instance, the South African government has promoted Research 

participant regulatory ICT frameworks to implement e-government initiatives. However, 

poverty alleviation initiatives and social related issues such as unemployment become a 

priority. The government has put in place enabling ICT policies, poverty alleviation 

programmes, ICT infrastructures, and regulatory frameworks which as yet have not been 

effectively leveraged to enhance service delivery to its citizens (Mutula & Mostert, 2010). 

These enabling policies are the starting point in terms of doing away with hindrances that 

prevent a smooth implementation of digital services, but they compete for pertinent social 

issues to such that implementation of e-government is affected. 

 Challenges of developing an e-government for citizens in South Africa 

Some factors can influence the development of electronic government, especially in 

developing countries like South Africa. Most importantly, the lack of management of these 

factors negatively affects the outcome of the development of any tool. Research has shown that 

environmental, economic, social, and political factors are the main drivers that can negatively 

or positively influence any type of development. The measurement of e-readiness within a 

country gives us a better understanding of the challenges that a country experiences in terms 

of developing its digital services. The implementation of e-services, especially in a developing 

country like South Africa, is very complex. Several researchers (Ebrahim & Irani, 2005; 

Gebremichael & Jackson, 2006; Nkohkwo & Islam, 2013) have identified socio-economic 

issues, deficient ICT infrastructure, weak human capital, organisational, political will, 

budgetary constraints, and inadequate legal frameworks as contributing factors that hinder 

successful e-government initiatives. 

2.8.1. Socio-economic  

Developing countries are plagued with various challenges ranging from poverty 

alleviation to ensuring food security, housing, education, and healthcare; in addition, the 

government must develop broad goals relating to the safety, freedom, and economic well-being 

of its citizens (Mutula & Mostert, 2010). According to Mutula & Mostert (2010), “service 

delivery is an important priority in the post-apartheid South African government, therefore, 
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there is a disconnection between the e-government vision and the poverty alleviation 

programmes aimed at enhancing the standard of living of the people.” As much as the South 

African government has made strides concerning digitising some departmental activities, the 

most challenging issue is the expenditure on e-government alongside poverty alleviation 

programmes (Mutula & Mostert, 2010). For instance, unemployment in SA is currently 

standing at 35.3 percent (Stoddard, 2022) and, therefore, government expenditure is most likely 

to focus on issues such as creating jobs for its citizens.  

  

According to the South African Minister of Treasury Godongwana's (2022) budget 

speech, he said the government is taking steps to support education, health, and the fight against 

crime and corruption. The irony is that throughout the budget speech there is no mention of 

government investment in technology. The use of technology is not seen as one of the solutions 

to education, health, fighting crime, and corruption. Socio-economic issues take a bigger chunk 

and Mutula & Mostert (2010) advised that there is a need to infuse an e-government ethos in 

these social challenges to enhance service delivery.  

2.8.2. Digital divide  

The digital divide is also regarded as another threat in terms of fast-tracking e-services 

for citizens. A digital divide is “the gap between those with access to computers and the internet 

and those without” (Blau, 2002: 50). There is high smartphone penetration in South Africa 

(Malinga, 2016) which puts the issues of access and internet at the fingertips of citizens; 

however, data affordability remains a challenge due to the high unemployment rate mentioned 

above. The high penetration of smartphones has resulted in the current service providers, 

namely, MTN, Vodacom, Cell C, and Telkom, taking advantage of data users. Data in South 

Africa has become a commodity especially when it comes to those who are economically 

inactive due to unemployment. Therefore, the development of e-service for citizens portals will 

serve the privileged minority leaving out most citizens. Feng, (2003) stated that the lack of 

access to the internet among citizens was considered one of the barriers to e-government 

development.  

  

Lastly, the digital divide goes beyond having access to computers and the internet as 

the ability to use computers is critical. The lack or shortage of digital literacy in South Africa 

“leads to socio-digital exclusion” Forsyth, (1999) and may be regarded as another contributing 
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factor in hindering e-service for citizens' development. Public servants also need to acquire 

adequate digital literacy skills to ensure e-services are integrated into servicing the citizens, 

while, on the other side, citizens also need to be digitally shrewd and familiarise themselves 

with digital content. A telecentre is a shared facility that provides public access to ICTs 

(Latchem & Walker, 2001; Sumbwanyambe, 2011; Truster, 2003). These telecentres do not 

only provide information and communication service needed by the local community (Cisler, 

1998) but they also provide training and development to the members of the public; their role 

is to assist in human development and economic development (Breitenbach, 2013). Most 

developing countries suffer from the digital divide, and they may not be able to deploy the 

appropriate ICT infrastructure for e-government deployment (Ndou, 2004). According to 

Truster, (2003), for South Africa to address the digital divide, it must deal with a high level of 

inequities, a weak ICT infrastructure, a lack of ICT readiness in government as well as more 

pressing demands in the public service that makes ICT development a lower priority in budget 

terms.  

2.8.3. Deficient ICT Infrastructure 

The success in implementing a fully functional e-service for citizens relies on having 

the necessary and reliable ICT infrastructure in place. The ICT infrastructure is recognised to 

be one of the main challenges for e-government (Ndou 2004: 12). There is no prefix “e” without 

deploying an ICT infrastructure. The infrastructure is required to enable the appropriate sharing 

of information and open new channels of communication and delivery of new services (Kyobe, 

2011; Tapscott, 1996). The delivery of new services through e-government includes taking into 

consideration the maturity levels of e-government. Every stage requires considerable use of 

ICT infrastructure, let alone the ICT skill required. For example, let us consider Hiller & 

Bélanger, (2001) and how the implementation of this model requires ICT infrastructure.  

  

The Hiller and Belanger e-government maturity model consists of five stages: 

information, two-way communication, transaction, integration, and participation. For the 

information stage, websites that host the information for departments are ICT based; secondly, 

the two-way seamless communication requires citizens and government to interact using 

electronic emails, web-based synchronies or asynchronies communication tools; thirdly, to 

perform an online financial transaction, the secured electronic tools must be in place for citizens 

to use. The fourth stage, integration, is where all services are connected to a single e-portal 
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(Hiller & Bélanger, 2001); ICT infrastructure plays a pivotal role as this is a virtual connection 

of services. The last stage of Hiller & Belanger is participation which features political 

participation through deploying e-Voting and another e-participation component. Again, there 

is no prefix “e” without deploying ICT infrastructure. The maturity stages of e-government 

clearly show that there is a need for ICT infrastructure, just as the definition of e-government.  

2.8.4. Weak human capital  

Ndou (2004) emphasised that the lack of ICT skills is a major contributor in terms of 

hindering the successful implementation of e-government initiatives. Countries can have the 

best ICT infrastructure; however, ICT skills are very necessary to use and deploy the ICT 

infrastructure effectively and efficiently. Studies indicate that one of the problems that hinder 

the progression of e-government is caused by the lack of formal methods for developing and 

managing e-government initiatives (Matavire et al., 2010; Mukabeta Maumbe et al., 2008; 

Valdés et al., 2011). The view in this research is that e-government projects never fail on their 

own, but they are often failed by the actors (designers, developers, managers, etc.) who do not 

have the necessary skill to execute e-government projects. Mutula & Mostert (2009: 38) 

asserted that “South African ICT infrastructure is under-utilised to enhance service delivery” 

mainly because South Africa has a high digital divide and ICT literacy is still low and this 

affects the ability to roll out ICT infrastructure.  

  

According to Hashim & Jones (2007), human actors are the creators and transformers of 

any social system. ICT itself is a product of human creation; therefore, as much as there is no 

prefix “e” without deploying ICT infrastructure, there is also no “ICT” without human actors 

developing it. According to Lemieux, (1998), an organisation is made up of the following 

human actors: an operating core, a strategic apex, a middle line, a techno-structure, supporting 

staff, and ideology (Mintzberg, 1979). Lemieux (1998: 38) explains these components as 

follows: 

• an operating core: those individuals who perform the basic work of producing products 

and providing services (in other words, operational staff); 

• a strategic apex: the one or more full-time managers who oversee the entire system (in 

short, senior management); 
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• a middle line: in more complex organisations, managers of operational staff and 

managers of managers, both of whom create a hierarchy of authority between the 

operating core and the strategic apex; 

• a techno-structure: in still more complex organisations, a group of analysts who plan 

and control the work of others; 

• support staff: a group of individuals who provide internal services, such as a mailroom, 

legal counsel, or public relations office. 

  

These actors play a significant role in their own unique, different areas of expertise; 

unfortunately, developing countries suffer a great loss of expertise due to the brain drain. This 

skills shortage is exacerbated by the brain drain caused by skilled ICT personnel and 

professionals leaving to work in developed countries or moving from the public to the private 

sector (Mutula & Mostert, 2010). Without human capital that is ICT literate, developing 

countries will continue to experience challenges in deploying electronic government. The 

availability of appropriate skills is central to successful e-government (Ndou, 2004). (Bertot et 

al., 2008) emphasised that e-government challenges must be addressed with effective 

leadership and management. The strategic apex has an important role in terms of providing the 

required leadership and management. Mutula & Mostert (2010: 27) stated that e-government 

projects have tended to fail because of adopting technologies without the accompanying human 

skills and capacities to manage, integrate and sustain them.  

2.8.5. Organisational culture  

Although organisation capability is mostly driven by human agents, (Lemieux, 1998) 

also adds that the organisation’s ideology or culture plays a critical role. The organisational 

culture encompasses the traditions and beliefs of an organisation that distinguishes it from other 

organisations (Lemieux, 1998). However, when it comes to e-government, the public sector 

still needs to establish how this contemporary way of delivering services to citizens can be 

infused and become part of the organisational culture. The cultural norms for e-government 

still need to be redefined according to the implementing agency. Kanungo & Jain (2011) reveal 

that technology initiatives in government organisations are caught between competing 

requirements among various government agencies which make it difficult to promote 

technological innovation associated with e-government initiatives. Kanugo & Jain (2011) 

elucidate further that while government and public sector organisations can use culture to 
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positively impact efficiency dimensions of e-government performance, the dominant 

bureaucratic culture will tend to hinder systemic and enterprise-wide e-government 

performance. Lastly, there is a need to develop business ICT strategies that complement the 

organisation’s vision.  

2.8.6. Political will 

According to Schwester (2009), the lack of support from politicians and other 

bureaucrats poses a challenge for implementing a fully-fledged electronic service for citizens. 

Politicians play a critical role as they are expected to become advocates and key drivers in 

addressing the social ills that society faces. There is always a need for a strong political will 

countrywide, especially in developing countries. The lack of political will hinders the 

acceleration of e-services and delays the transition. With political will, government 

departments would not only accelerate the development of e-services but also promulgate e-

government laws and regulations which address the issues of “ICT securities to secure 

confidential transactions, governments will launch programmes to develop electronic 

signatures, electronic identity cards, and a public key infrastructure” (Zouridis & Thaens, 

2003). The formulation of e-government policies is important as they give guidelines and 

intentions of the government as to how e-services would be or can be implemented (Zouridis 

& Thaens, 2003). The policy will entail a feasibility study that gives projections, timelines, and 

financial expenditures.  

2.8.7. Budgetary constraints 

It is without a doubt that e-government services are costly, and the lack of funding poses 

a challenge (Nkohkwo & Islam, 2013:258). Primarily, e-government is regarded as a techno-

structure component (Zouridis & Thaens, 2003). It provides technological support for the 

organisation, and such support needs its human resources (actors) and ICT infrastructure. 

Although there is a notion that introducing e-government will cut the costs of doing business, 

the setting up of fully-fledged e-services for citizens does not come cheaply. The costs for 

building an e-government portal include hardware and software, data digitisation, and 

integration of numerous services (Kertesz, 2003). “Many e-government projects are not 

implemented for for-profit purposes but other objectives of public interest” (Kachwamba & 

Makombe, 2011: 116).  
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 Adoption of e-government services by citizens  

The higher the quality of the service being offered, the greater the adoption of such a 

service. Citizens continue to demand a high quality of services rendered by the government 

(Wisniewski, 2001). According to Kaisara & Pather (2009), the adoption of e-government 

services will be enhanced if the dimensions of e-service quality are taken into consideration 

during the planning and implementation of online services. The adoption of technology is 

influenced by numerous factors including but not limited to social, economic, environmental, 

and political factors. There have been several theories developed on technology acceptance by 

users. (Davis, 1989) developed a model called the Technology Acceptance Model (TAM). This 

model is an information systems theory that depicts how users (citizens) of information systems 

accept and use a technology (e-service for citizens platform). Davis puts forward two crucial 

factors that influence their decision to adopt the technology namely, perceived usefulness (PU) 

– which is defined as “the degree to which a person believes that using a particular system 

would enhance his or her job performance” (Davis, 1989). The second factor is perceived ease-

of-use (PEOU) defined as “the degree to which a person believes that using a particular system 

would be free from effort” (Davis, 1989).  

 

 

Figure 8: Technology acceptance model (1989) 

 

Once the user is satisfied by these two factors, the attitude towards using systems 

changes, and eventually the system would be used. The other studies about technology 

acceptance are the theory of reasoned action (Fishbein & Ajzen, 1975); the model of PC 

utilisation (Thompson et al., 1991); the Innovation Diffusion Theory (Moore & Benbasat, 

1991); and the Social Cognitive Theory (Compeau & Higgins, 1995).  

  

Venkatesh et al., (2003) make a significant contribution by reviewing the literature on 

user acceptance and formulating a unified theory of acceptance and use of technology 
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(UTAUT). UTAUT theorises four constructs -- performance expectancy, effort expectancy, 

social influence, and facilitating conditions -- that influence user acceptance and usage 

behaviour. In performance, expectancy is defined as the degree to which a user of technology 

believes the system will help him or her to improve their job performance. Effort expectancy 

is defined as the degree of ease associated with the use of the system. The easier it is to use the 

system, the greater the chances of using the system. Complicated systems draw fewer users. 

Social influence is defined as the degree to which an individual perceives that the system is 

used by others and, therefore, he or she needs to use the system. In other cases, individuals are 

recruited to use the system through their association with other people. Lastly, facilitating 

conditions are defined as the degree to which an individual believes that an organisational and 

technical infrastructure exists to support the use of the system (Venkatesh et al, 2003). The 

support structure plays a pivotal role not only to increase the adoption but also in the 

sustainability of the systems. Highly supported systems do well in terms of functionality.  

 E-government studies in South Africa 

According to Naidoo, (2019), the implementation of e-government initiatives is taking 

place on many fronts and in many ways in South Africa. (Pillay (2012), revealed that e-

government implementation in SA is plagued with many impediments such as the digital 

divide, lack of skills, and lack of penetration of technologies to all citizens have been 

determined as challenges to e-government. Despite these impediments, there are also several 

opportunities such as facilitating the sharing of information, offering a chance to reduce social 

isolation and marginalisation experienced by rural communities, providing a means of dialogue 

between rural communities and decision-making bodies, enhance literacy through distance 

education (Mutula & Mostert (2010: 42). Various scholars have shown a keen interest in 

investing several issues such as e-government adoption, e-government challenges, e-

government status, e-government implementation, e-government policies, e-government 

evaluation, e-democracy, etc. (Farelo & Morris, 2006; Kaisara & Pather, 2009, 2011; Karokola 

& Yngström, 2009; Kyobe, 2011; Mawela et al., 2017; Naidoo, 2001; Netchaeva, 2002b; 

Thakur & Singh, 2013; Truster, 2003). Most of the research studies conducted focus on the 

overview of e-government; and there are limited studies that focus on e-government provision 

in the local government, especially in the context of South Africa.  
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The local government in South Africa directly provides services to citizens, and the 

implementation of e-services to citizens is less explored and examined. Mawela et al., (2017) 

highlighted some reflections of e-government implementation in South African municipalities 

which include “the challenges in understanding the failures or successes of the e-government 

projects may be rooted in a lack of an appropriate measuring and evaluation framework that 

takes into account the municipal context”. According to Naidoo (2019: 322), the advances in 

technology hold immense potential for helping the South African government respond to its 

challenges namely, better service delivery, better procurement, efficient working, and better 

communication with citizens and businesses. However, for this to happen in SA requires strong 

and high-ranking political and bureaucratic leadership which can drive the efforts of 

collaboration in the spheres of government (Naidoo, 2019).  

 Advancement of e-government 

The e-government has had many shapes and forms and several terms have been used to 

further advance e-government research studies. The evolution of e-government gave rise to 

other e-government-related terminologies such as e-democracy, open government data, e-

voting, e-government, etc. E-government involves the use of information and communication 

technologies to facilitate government interaction with citizens, employees, businesses, and 

other governments (Joseph, 2013); however, some of these terminologies provide a similar 

meaning while others provide a different meaning. According to (Yildiz, 2007) there are 

concerns about the vagueness within the e-government literature; hence, there is an increase in 

the e-government-related concepts in an attempt to delineate what e-government is through the 

lens of these terminologies.   

2.11.1.  E-government to advance e-democracy  

Electronic democracy is one of the terms that has been included in the e-government 

literature in order to categorise e-government. E-government often comes with promises of 

increased benefits and hopes that the use of ICTs will transform the way governments work 

(Sundberg, 2019: 23). E-democracy focuses on the use of information and communication 

technologies to support democratic decision-making processes and to allow more effective and 

transparent engagement between government, business, and citizens (Sundberg, 2019). E-

government prioritises the use of ICTs to facilitate interaction, whilst e-democracy focuses on 

the use of ICTs to support the decision-making process. This speaks to the complex role of 
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how the government is structured especially if you look at different spheres of government. 

The e-government definition is not accommodative of the democratic element that needs to be 

enforced through the use of ICTs. According to Andersen & Henriksen (2006), a study of 110 

peer-reviewed articles acquired from different journals in the e-government literature found 

that 25% of studies focused on e-democracy. The e-democracy concept focuses on improving 

the participation process between the public sector and civil society. The e-democracy also 

leads to e-voting.  

2.11.2.  E-government to advance e-voting 

Since the inception of e-government, e-voting is one of the extensions of e-government 

and it is regarded as the use of information and communication technologies to support 

electoral processes or it is voting over the use of the Internet. The South African parliamentary 

voting takes place every 5 years and e-voting is part of e-democracy as it allows the electorates 

to decide who must govern them for the given period. Although South Africa has made 

significant strides in terms of accelerating the functional democratic processes such as allowing 

voters to register for elections using the Internet, however, when it comes to voting it is largely 

conducted through using a ballot paper.  

 

 

Figure 9: Voting process in SA extracted from IEC South Africa, (2022) 

 

According to the IEC South Africa (2022) on election day, voters would be verified if 

there are eligible to vote and their green bar-coded identity document is scanned using a zip-

zip machine. Every eligible voter will be issued with a slip of paper and an official will make 

a mark on the nail of the left thumb with ink. The ballot paper will then be issued to the voter 
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where the voter will mark the ballot paper in secret (see Figure 9 above). This is a time-

consuming manual voting procedure and to a certain extent, South Africa has experienced a 

decline in terms of participation voter participation during elections. According to Hasan et al., 

(2010), the use of information and communication technologies to manage the election process 

may have several advantages such as enhancing the voters’ scope for participating in the 

election and creating scope for more rapid adding of votes and distribution of seats. New 

technologies would also enable the election commission to promptly announce the election 

results within a short period. The risk of error in vote-tallying can also be largely eliminated 

and through all these steps, the elections can be made fair. (Hasan et al., 2010).  

 

Although e-voting or e-ballot has advantages that elevate the election processes, 

however some challenges need to be addressed. Firstly, in 2021 South Africa’s Parliament 

rejected the plan to introduce e-voting citing there is no provision for e-voting because the 

electoral laws stipulate that voters must vote in person at the voting station (Fokane, 2021). 

There is also an issue of ensuring security and transparency when processing and verifying 

votes and inclusiveness for rural voters who do not have reliable internet, electricity, and 

networks to cast their e-ballots (Fokane, 2021). Furthermore, there are also concerns about the 

possibility of electoral fraud, hacking, and the rigging of election results (Fokane, 2021). 

2.11.3.  E-government to advance E-administration  

The move of the traditional paper-based office into electronic means provides several 

advantages. E-administration is regarded as the use of ICTs by public administrators to carry 

out their activities, focusing on building relations with the citizen, and other public sector 

agencies as well as improving the internal functioning of their office (BASE-Gestió 

d’Ingressos, 2010). It is referred to as the use of ICT by the administration to deliver public 

services (Satry & Belkadi, 2019). Isaac, (2007) argues that e-administration reflects the use of 

technology by the government apparatus to improve access to information and public services 

for citizens, business partners, employees, other organisations, and government structures. E-

administration is about the use of technologies to improve the public sector’s processes of 

conducting their day-to-day business operations to ensure good governance. According to Satry 

& Belkadi (2019), e-administration aims at improving the internal and external administrative 

processes of the administration so that stakeholders like citizens, businesses, and employees be 

able to engage and share information swiftly. Satry & Belkadi (2019) further elucidate that the 
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administrative procedures that are improved include reducing financial cost and time, 

performance management, creating strategic interactions, and facilitation of empowerment.  

2.11.4.  E-government service on mobile devices 

The transition from e-government to Mobile government (m-government) is one of the 

most fundament milestones to access e-government services through using mobile phones. M-

government offers services to the user anywhere as mobiles are handheld devices, unlike 

desktop computing environments where the user and device must be in the same location (van 

Biljon & Kotzé, 2007). The move from desktop to mobile phones is to utilise the mobile or 

wireless technology features to provide location-based government services and information 

to officials, citizens, and businesses at any time and any place (Wirtz et al., 2018). Ishengoma 

et al., (2018) argued that the progressive strides to advance wireless and mobile technologies 

have increased the number of mobile subscribers and mobile technologies have also accelerated 

the use of mobile devices for government service delivery. It is important to note that m-

government also gives rise to m-administration, m-voting, m-democracy, m-justice, etc. just 

like e-government. Furthermore, e-government remains e-government and it is just that it is 

taking place on mobile phones. 

 Conclusion 

The chapter highlights that the development of e-service for citizens is an organisational 

related phenomenon that can address various challenges experienced by public administrators. 

who are required to deliver efficient and effective service, and are also eager to save time and 

costs. The chapter has extensively discussed the literature on e-government including different 

e-government maturity models that are designed to implement e-government services. These 

models depict a road map through which the public sector must travel during the process of 

implementation. A few challenges have been identified as a barrier that hinders the optimal 

implementation of electronic government. The chapter also discussed the literature on various 

technology acceptance models in the field of information systems including some of the 

advancements within e-government. The following chapter introduces the analytical 

framework. 
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CHAPTER 3 

RESEARCH METHODOLOGY 

 Introduction  

The methodology is the research process or approach that is used to instigate a 

procedure that will be employed during the study (Bailey, 1987). To conduct proper research, 

the researcher must select a proper research method to investigate the phenomena. Research 

methodology necessitates a reflection on the planning, structuring, and execution of the 

research to comply with the demands of truth, objectivity, and validity (Brynard & Hanekom, 

1997: 28)  The research design is the “blueprint or detailed plan for how a research study is to 

be conducted, operationalise variables so they can be measured, select a sample of interest to 

study, collecting data to be used as a basis for testing hypothesis and analyzing the results” 

(Grinnell, 1993). (Parahoo, 1997: 142) defines the research design as “a plan that describes 

how, when and where data are to be collected and analysed”. It is the researcher’s overall for 

answering research questions or testing the research hypothesis (Polit et al., 2001: 1767). The 

research method must be selected to find instruments that can be used to collect and analyse 

data. In this study, the aim is to select a method that will respond to the research questions and 

objectives as stated in Chapter 1 Sections 1.4, and 1.5, respectively. 

 Research onion 

This research used Saunders et al., (2007) research onion (see Figure 9 below) to guide 

and structure the study to attain its research objectives as stated in Chapter 1. The selected areas 

to collect and analysis data include cross-sectional (time horizons), mixed methods (choices), 

case studies and surveys (research strategies), deductive (research approach), and pragmatism 

(philosophy).  

3.2.1. Research philosophies  

This chapter discusses epistemological paradigms namely positivist, critical and 

interpretivist as well as social science analytical frameworks that underpin the study. The 

research philosophies influence the discourse of information systems such that it provides 

mechanisms how to construct methods of inquiry. Entman (1993: 56) defines a research 
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philosophy “as a general theory that informs most scholarship on the operation and outcomes 

of any particular system of thought and action.” These paradigms encompass all systems of 

interrelated practice and thinking that define the nature of the inquiry. Paradigm inherently 

reflects our beliefs about the world we live in and want to live in (Lather, 1986: 259).  

 

 

 

Figure 10: Research Onion (adapted: Saunders et al., 2007) 

 

Research philosophy is composed of two sets of fundamental assumptions namely, 

ontology and epistemology (Burrell et al., 2019). These assumptions are about knowledge and 

how to acquire it, as well as the physical and social world (Burrell et al., 2019; Hevner et al., 

2004). Ontology refers to the nature of being and how we see the world (Burrell et al., 2019; 

Nandhakumar & Jones, 1997) and it has to do with what constitutes reality and how we can 

understand existence (Raddon, 2010). Epistemology has to do with what constitutes valid 

knowledge and how we can obtain it (Raddon, 2010).  

  

According to (Mlitwa & van Belle, 2010: 68), “the choice of a paradigm is a highly 

contested subject in IS research, with decisions largely dependent on the researcher’s alignment 

with ontological and epistemological assumptions in and across the paradigms.” The 

ontological assumption in this study is based on studying the existing e-government-to-citizens 

portals to identify patterns that depict the lack of fully-fledged eG2Cs (Chapter 5). This 
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ontological assumption is about the nature of reality; and in the context of this study South 

Africa does not have a fully-fledged eG2Cs system, and this phenomenon dictates the 

epistemological assumptions to acquire knowledge as to what are the factors that hinder the 

development of a fully-fledged eG2Cs platform.  

3.2.1.1. Pragmatic paradigm  

This study yearns toward a pragmatic paradigm as it is often associated with mixed-

methods or multiple-methods (Creswell & Plano, 2011) where the quantitative and qualitative 

approach has been utilised to gain understanding and deeper knowledge on the implementation 

of e-government-for-citizens in local government. In this research, multiple forms of inquiry 

have been selected because pragmatism accepts that there can be single or multiple realities 

that are open to empirical inquiry (Creswell & Plano, 2011). (Yefimov, (2004) stated that a 

major underpinning of pragmatist philosophy is that knowledge and reality are based on beliefs 

and habits that are socially constructed. All knowledge is regarded as social knowledge (Burrell 

et al., 2019). This study tends to gather social knowledge by engaging and interacting with e-

government actors and conducting a survey to understand the citizens' perspective on e-service 

adoption. The aim is to provide new knowledge by proposing a model (see Chapter 7) and to 

contribute to the body of knowledge to aid e-government actors in the process of implementing 

e-government through using a socially constructed paradigm.  

3.2.1.2. The positivist paradigm 

Positivism is the research philosophy concerned with world views (Creswel, 2009). The 

positivist paradigm asserts that real events can be observed empirically and explained with 

logical analysis  (Kaboub, 2008)  In this study, the current state of e-government is investigated 

to explain the research observation as articulated in Chapter one. A positivist research 

perspective is dominant in information system research, and it regards scientific knowledge as 

consisting of irregularities, causal laws, and explanations of an objective world (Orlikowski & 

Baroudi, 1991). Positivist research is characterized by the formulation and testing of 

hypotheses and includes the use of methods such as surveys, laboratory experiments, formal 

methods, and numerical methods (Myers, 1997). The preferred research method for the 

positivist paradigm included quantitative using statistics (see Chapter 5), surveys of citizens 

(see Chapter 5), questionnaires (see Chapter 6), and structured interviews (see Chapter 6). In 

the context of this study, the perception of citizens and e-government actors is paramount. The 
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study on Research participants' perspectives is to understand their thinking on the existing e-

services offering and the implementation of e-government services.  

  

The pursuit of knowledge is based on ontological and epistemological assumptions 

where the study considers tapping into the source of knowledge through experience, expert 

opinion, and reasoning (Johnson & Christensen, 2008). The assumption is that people can 

obtain knowledge and use symbols to accurately describe and explain the objective reality 

(Cohen & Crabtree, 2008). According to the French Philosopher Auguste Comte (1798 – 1857) 

“true knowledge is based on the experience of senses and can be obtained by observation and 

experiment” as cited by (Cohen et al., 2002). As a philosophy, “positivism is in accordance 

with the empiricist view that knowledge stems from human experience. It has an atomistic, 

ontological view of the world as comprising discrete, observable elements and events that 

interact in an observable, determined and regular manner” (Collins, 2012: 38).“ If the 

researcher assumes a positivist approach, then it is believed that the researcher is independent 

of his/her research and the research can be purely objective. Independent means that the 

researcher must maintain minimal interaction with the research participants when carrying out 

the research” (Wilson, 2011). According to Klein & Myers, (1999), the presence of hypothesis, 

proposition, models, quantitative variables, and statistic inference of objective data can identify 

positivist research.  

3.2.1.3. Critical research paradigm 

According to Myers (2009), critical researchers assume that social reality is historically 

constituted and is produced and reproduced by people. Dobson (2002) emphasises further that 

the critical realist agrees that our knowledge of reality is a result of social conditioning and, 

thus, cannot be understood independently of the social actors involved in the knowledge 

derivation process. However, it takes issue with the belief that reality itself is a product of this 

knowledge derivation process (Dobson, 2002; Krauss, 2005). The critical approach accepts 

both qualitative and quantitative methodologies (Healy & Perry, 2000). Case studies and 

unstructured or semi-structured interviews can be used (Krauss, 2005). This study has some 

elements of critical realism through conducting various case studies by trying to understand 

several cases that are concerned with the research. Chapters 5 and 6 of this research depict case 

studies that were conducted by depicting quantitative and qualitative data. The data conducted 

will show the current state of e-government which is produced by e-government actors.  
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Information systems research is broad and multi-dimensional (Mingers, 2001) and it is 

important to select the appropriate research paradigm that will help with proper analysis. This 

thesis will conduct several research surveys as well as interviews with human subjects which 

will be later analysed to “produce an understanding of the context of the information system, 

and the process whereby the information system influences and is influenced by the context” 

(Walsham, 1995).  

3.2.2. Research Approaches  

There are two types of research approaches namely deductive and inductive 

approaches.  

3.2.2.1. Deductive analysis   

A deductive approach is “concerned with developing a hypothesis (or hypotheses) 

based on existing theory, and then designing a research strategy to test the hypothesis” (Wilson, 

2010: 7). It is explained as “reasoning from the general to the particular” (Pellissier, 2008: 3). 

This approach “follows the path of logic most closely. The reasoning starts with a theory and 

leads to a new hypothesis. The hypothesis is put to the test by confronting it with observations 

that either lead to confirmation or rejection of the hypothesis” (Snieder & Larner, 2009: 16). 

 

 

Figure 11: Deductive reasoning 

 

In a deductive inquiry, the hypothesis plays a major role as it is “the statement of 

expectation or prediction that would be tested by research.” According to (Sarantakos, 1998), 

“a hypothesis can be defined as a tentative explanation of the research problem or a possible 

outcome of the research.”  It is a statement or explanation that is suggested by knowledge or 

observation but has not, yet, been proved or disproved” (Macleod & Hockey, 1981). In this 

research, a deductive inquiry is most relevant in this study. Deductive reasoning starts with a 

theoretical framework to guide the study and followed a hypothesis (general statement) and 
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examines how the conclusion can be reached. The study is not interested in developing and 

testing hypothesis but uses an inductive approach.  

3.2.2.2. Inductive analysis  

The main purpose of inductive inquiry starts with the observations and theories 

formulated towards the end of the research and because of observation (Goddard & Melville, 

2004). According to Bernard et al., (2011), this inquiry “involves the search for a pattern from 

observation and the development of explanations (theories) for those patterns through a series 

of hypothesis.” 

 

 

Figure 12: Inductive reasoning 

 

According to Lodico et al., (2010), in an inductive approach, the researcher uses 

observations to build an abstraction or to describe a picture of the phenomenon that is being 

studied without the need to test any known existing theories or patterns. (Neuman, 2006) 

affirms inductive research starts with detailed observations of the world, which moves toward 

more abstract generalisations and ideas. Inductive is about theory development and this 

research focuses on deductive analysis. This research yearns toward the inductive theory, 

mainly because the research was conducted based on the observation that in South Africa, there 

is not a single local government out of 205 municipalities that has developed fully-fledged  

functional e-services for citizens. Observation is regarded as a starting point in the inductive 

theory (Beiske, 2007). Chapter 7 of this research proposes the framework for the study to 

provide solutions for this observation. The research has developed patterns through applying 

various research instruments (see Chapters 5 and 6) to investigate the phenomenon. Bryman & 

Bell (2011) posit that new theories are generated, it is also evident that as the data is analysed 

it may be found to fit into an existing theory. According to this research, the agency theory is 

one of the theories that fits the proposed framework in Chapter 7. 

Observation Pattern Theory/Model
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3.2.3. Research strategy 

The research strategy shows a procedure for how research must be carried out (Saunder 

et al, 2007). The research strategies that have been selected for this research include a case 

study and survey including the use of 3 theories (see Chapter 4) to guide the research study.  

3.2.3.1. Case study  

The case study research “focuses on one instance (or a few instances) of a particular 

phenomenon to provide an in-depth account of events, relationships, experiences or processes 

occurring in that particular instance” (Denscombe, 2010). This research has the following 

phenomenon of investigation: 

• Analysis  of the existing municipal e-portals,  

• Analysis  of citizen-centric e-service portal, and  

• In-depth interviews of e-government actors. 

A case study is regarded as an inquiry in which the researcher explores in depth a program, 

event, activity, process, or one or more individuals (Stake, 1995). A case study is defined “as 

an empirical inquiry that investigates a contemporary phenomenon within its real-life context, 

especially when the boundaries between phenomenon and context are not evident” (Yin, 1994). 

Yin, (1984), considers a case study as an “inquiry analysing a particular object of inquiry within 

its real-life context, even when the boundaries between the phenomenon and the context are 

not clear, and that multiple sources of evidence are used.” 

3.2.3.2. Analysis  of the existing municipal e-portals 

In this case, the research seeks to analyse 205 local municipal portals which are used to 

provide e-government services to the citizens. The objective of this case is to ascertain the 

extent to which these e-portals offer fully-fledged citizens-centric services. The Researcher 

will visit each portal and assess their level of e-government maturity (see Chapter 2 for the e-

government maturity model). The primary research question is to what extent do the municipal 

portals provide relevant electronic government services for their citizens? The secondary 

question is what is the e-government level for each portal? The case study will aid the research 

to understand the current phenomenon of implementing e-services within local government in 

South Africa. The research is investigating whether the local government is progressing in 

terms of developing matured e-government services for the citizens or not.  
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3.2.3.3. Detailed analysis of an e-service portal 

In this case, the focus is to investigate the extent to which citizens are adopting e-

government services. The City of Cape Town e-service portal is investigated to understand the 

adoption rate of e-services by the citizens and answer the following questions.  

• what is the adoption rate of e-services? 

• what are the most used e-services by citizens, and why? 

• who uses e-services the most in terms of gender? 

This case will aid the research to understand how the citizens are using the e-services. 

Analysing the e-services being offered by the City of Cape Town will also assist in identifying 

the problems about the adoption of e-services. 

3.2.4. In-depth interviews of e-government actors 

The in-depth interview was also one of the instruments that were used to collect data. 

The in-depth interviews were conducted to find a deeper insight into the implementation of e-

government projects with a specific focus on citizens; the aim was to uncover the perspective 

of those that are directly involved in the implementation of e-service for citizens. The 

Researcher used both unstructured and semi-structured interviews to encourage Research 

participants to give full answers and to share their knowledge about the subject. The interviews 

were recorded using a mobile phone device and the interviews were later transcribed and stored 

in a secured online platform only accessible using a password known by the researcher. One 

of the reasons for collecting data through interviews is because “data can be produced by using 

social interaction between the interviewer (researcher) and the research participant, so that 

research itself becomes a creative process in which the researcher becomes part of, as he/she 

designs and negotiates the research, frame research instruments and carry out fieldwork” 

(Patton, 1990).  

  

The purposive sample that was selected involves identifying and selecting individuals or 

groups of individuals who are knowledgeable about or experienced with a phenomenon of 

interest (Creswell & Plano, 2011). A purposive sampling technique implies that it is a non-

probability sampling method; so, the “elements selected for the sample are chosen by the 

judgment of the researcher.” (Black, 2010). Therefore, all the Research participants had direct 

involvement in the development and implementation of the e-government. Their involvement 
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varies depending on their level of responsibility. The total sample size is 35 which consists of 

e-government experts who are directly involved in the implementation of e-government in the 

different hierarchy structures. The Research participants’ samples that were interviewed are e-

government actors from strategical, tactical, and operational levels (see Table 13 below).  

• The strategic level includes senior executives who are responsible for strategic direction 

and decision-making for e-government for local municipalities in South Africa. The 

strategic level includes the Premier, Chief Information Officer, Chief Financial Officer, 

Head of Department, and Senior Managers. 

• The tactical level includes e-government actors who are responsible for managing e-

government initiatives. The tactical level research participants included project 

managers and e-government walk-in centre managers. 

• The operational level includes e-government actors who design and develop e-

government systems and support staff. The operational level research participants 

included e-government specialists, e-government walk-in centre support staff, and 

system development. 

•  

Table 13: Research participants  

Information sources Organizational structure 

Strategical Tactical Operational 

Interviews with local government officials 6 5 3 

Interviews with the provincial government officials 3 4 0 

Email correspondences  6 4 0 

Focus group  0 0 4 

Sub-total 15 13 7 

Total 35 

  

 

The Research participants are government officials from 14 local governments which 

include 6 strategic, 5 tactical, and 3 operational team members. The local government is mainly 

responsible to deliver direct services to the citizens. Additionally, the Researcher also 

conducted interviews with 7 government officials from the provincial government which is the 

2nd tier of government. The interviews comprise only 3 individuals from the strategic level and 

4 tactical levels. The rest of the participants were conducted via e-mail which were 6 strategical 

and 4 tactical from the local government. These participants were not readily available for face-
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to-face interviews and the questionnaire was sent to them. A focus group of 4 operational teams 

from Research participant 26 was available at the same time and the focus group was best 

suited to interview them all together. The research also used the meeting minutes from 

stakeholders concerning the conceptualisation of the project until implementation. These 

techniques were used to gather textual data on the e-service for citizens' projects in South Africa 

and to provide a better perspective on the implementation of a fully-fledged e-service for 

citizens in South Africa. 

  

The Table 14 below depicts the research participants' gender and education levels. 

Thirty-eight percent that contributed to the research were females while 62% were males. As 

far as the education level, 13% have obtained a postgraduate degree, 54% have obtained a 

bachelor’s degree and 33% have obtained a diploma. 

 

 

Table 14: Research participants gender and education level 

Gender % Education level % 

Female 

 

38 

 

Postgraduate 13 

Bachelor’s degree 54 

Male 62 Diploma 33 

High Primary  0 

Total 100%  100% 

 

The in-depth interview would be responding to the primary research objective of this study 

which seeks to understand the factors that cause the lack of implementation of fully-fledged e-

government-for-citizens in South Africa’s local government. The aim is to discover the: 

• causes of stagnation in implementing citizen-centric e-government services within local 

government. 

• impact of local government policies on the implementation of e-government in South 

Africa. 

• implementation strategies that e-government actors have used in implementing the 

existing incoherent e-government portals.  

The e-government actors are well placed to provide critical analysis of complex issues that 

they experience while implementing e-government initiatives.  



 

65 

 

3.2.4.1. Survey  

The understanding that is obtained from the maturity levels of existing e-portal and 

adoption of e-services resulted in developing a survey to investigate the perspective of citizens 

on e-government services (see Chapter 5 for research findings and Appendix E for 

questionnaire and survey results). The research developed a survey questionnaire and the 

Research assistants were appointed to collect data. Each Research assistant was tasked to 

collect data targeting at least 100 research respondents and the expected survey targeted to 

reach 800 responses but managed to achieve 579 research participants (see Table 15 below).  

 

Table 15: Research Survey  

Research Assistant (RA) Expected Target Achieved Target 

RA 1 100 70 

RA 2 100 56 

RA 3 100 77 

RA 4 100 82 

RA 5 100 66 

RA 6 100 65 

RA 7 100 80 

RA 8 100 83 

Total 800 579 

  

 

The survey collected quantitative data and qualitative data about citizen experiences 

with e-government services. The gender category was 56% were females and males were 44% 

and the total was ‘Single’, with 41% of records; ‘Married’, with 44.2% of records; and 

‘Widowed’, with 6.3% of records, among others, most affect the distribution.  
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Figure 13: Research participants gender 

 

This survey will aid the study to provide an understanding of the citizen’s perspectives 

on e-government services offered by their municipalities. It is important to gather information 

about the citizens on how they view e-government services.  

3.2.5. Choices 

The next research onion layer after the time horizon is research choices that focus on 

methods. Saunders et al (2007) stated that there a mono method, mixed methods, and multi-

method. This study selected a mixed method which is an approach to inquiry that combines or 

associates both qualitative and quantitative forms. The aim is to provide a rigorous approach 

to answering research questions (J. Creswell, 1998). 

  

3.2.5.1. Qualitative data collection 

Qualitative research is a form of inquiry that focuses on the way people interpret and 

make sense of their experiences and the world in which they live (Holloway & Wheeler, 2002). 

Researchers use qualitative research to generate descriptive data (Brynard & Hanekom, 1997b). 

The description of data results from “... a detailed, in-depth data collection, and involves 

multiple sources of information that are rich in context” (Creswell, 1998). Qualitative research 

has a set of methods and techniques for collecting and analysing data in the form of words, 

impressions, sentences, explanations, and context interpretations (Neuman, 2006). The 

qualitative data sources include observation and participant observation (fieldwork), interviews 

and questionnaires, documents and texts, and the researcher’s impressions and reactions 

(Myers, 2004). It involves the collection of data that is non-quantitative (Lofland & Lofland, 

56%

44%
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1995). This method contributes to interpretive (or phenomenology) related studies, especially 

case studies that are not based on positivist criteria (Klein & Myers, 1999). According to (Vaus, 

2002: 55) “qualitative methods are often regarded as providing rich data about real-life people 

and situations and being more able to make sense of behaviour and to understand behaviour 

within its wider context.” The main sources and procedures for qualitative data collection 

methods for this research include document/content analysis and in-depth interviews. Chapter 

6 of this research provides document analysis where local government policy documents are 

reviewed’ and it also includes in-depth interviews of 35 e-government actors to give their 

perspectives on matters affecting e-government implementation.  

3.2.5.2. Quantitative data collection  

According to Sheard (2018), quantitative deals with data that are numerical or that can be 

converted into numbers. Quantitative methods emphasise objective measurements and the 

statistical, mathematical, or numerical analysis of data collected through polls, questionnaires, 

and surveys, or by manipulating pre-existing statistical data using computational techniques. 

Quantitative research focuses on gathering numerical data and generalising it across groups of 

people or explaining a particular phenomenon (Babbie, 2010). The included research questions 

were: 

• To what extent does the existing e-portal address the needs of the citizens? 

• To what extent are you (citizen) satisfied with the e-services offered to you? 

• What is the adoption rate of the existing e-portal systems?  

• To what extent citizens had access to internet connectivity? 

The statistical data collection relates to investigating citizens’ perspectives to identify factors 

that inhibit the use of e-government services. The citizens' perspective is important to 

understand how citizens feel about e-services and how they can influence the e-government 

implementation process. 

3.2.6. Time horizon 

The next research onion layer is the time horizon, and this study selected cross-sectional 

timing instead of longitudinal timing. 
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3.2.6.1. Cross-sectional  

The cross-sectional is regarded as the research design that can be used to investigate a 

particular phenomenon at a specific point (Bryman, 2012; Flick, 2011). Figure 1 in Chapter 2 

shows the cross-sectional activities that this study has partaken to allow the collection of data 

in different stages.  

3.2.7. Techniques and procedures 

The first research onion layer is techniques and procedures which is about data 

collection and analysis.  

3.2.7.1. Data Collection and analysis   

Data collection is regarded as the systematic process of gathering and measuring 

information on variables of interest to answer stated research questions, test hypotheses, and 

evaluate outcomes (Dudovskiy, 2016). This research has made use of secondary data collection 

methods by reviewing data that is already published in books, newspaper journals, university 

repositories, e-government portals, etc. The primary data collection methods were used which 

entail qualitative and quantitative methods. The qualitative and quantitative are regarded as the 

data collection methods which refer to the strategies followed during a research process. This 

includes the selection, collection, preparation, and analysis of data with the conscious 

acknowledgment of the research paradigm (Hazra, 2014).  

  

Data analysis is conducted after the data collection and the data analysis will produce 

results based on the nature of the data collection method that was selected. In this research, 

qualitative data collection is dominating, and therefore, the qualitative analysis is applied which 

includes open coding where the public sector’s e-government-related “raw data is analysed to 

make sense of it” (Dudovskiy, 2016) and the analysis of the raw data includes interview 

transcripts, notes, audio recordings, and text documents. Quantitative data analysis for this 

research will entail “critical analysis and interpretation of figures and numbers and attempts to 

find the rationale behind the emergence of main findings” (Dudovskiy, 2016). However, is it 

also important for this research to underpin theoretical understanding in terms of analysis of 

the research findings hence deductive and inductive reasoning is used.  
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 Conclusion 

This chapter depicts how this research will be conducted by selecting various 

methodologies that are appropriate for this research. The chapter made use of the research 

onion (Saunders, et al, 2007) where the research philosophies were discussed, research 

approaches were identified, and research strategies were selected including research techniques 

and procedures. In the context of this research, to uncover complexities that hinder e-

government implementation, it needs such methods to be used by contextualising each section 

so that the study may yield the required results.  
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CHAPTER 4 

THEORETICAL FRAMEWORK 

 Introduction  

The theoretical framework section discusses three social theories, namely, structuration 

theory, activity theory, and agency theory which form the basis to analyse the research case 

studies.  A theory describes a “specific realm of knowledge and explains how it works” 

(Swanson & Chermack, 2013:6). It was formulated to explain, predict, and understand 

phenomena and, in many cases, to challenge and extend existing knowledge within the limits 

of critical bounding assumptions. It provides a structure that can hold or support a theory of a 

research study (Swanson & Chermack, 2013). Swanson & Chermack (2013) elucidated further 

that a theoretical framework also introduces and describes the theory that explains why the 

research problem under study exists. Fanie et al., (2006) define a theoretical framework as a 

“comprehensive, systematic, consistent and reliable explanation and prediction of relationships 

among specific variables. It is built on a combination of various concepts and models and 

attempts to present a full explanation and even prediction of future events.” Some researchers 

refer to a conceptual framework as the lens through which we view the world (Walsham, 1995); 

it presents the structure, the scaffolding, or the frame of the study (Merriam, 1998). The three 

theories namely, structuration theory, activity theory, and agency theory are used to 

complement the study in several ways.  

 

   

Figure 14: Theoretical framework 
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The fundamental problems that the researchers have identified pertain to the lack of 

conducive structures within the empirical situation; the lack of appropriate activities to achieve 

e-government implementation within the empirical situation and several factors that hinder the 

implementation of e-government-for-citizens. The theories have further explained the context 

as to how they fit into the study is also elaborated.  

 Structuration Theory 

Structuration theory (ST) was developed by Giddens (1984) and offers an ontology that 

accounts for the existence of society and organisations, persists, and changes across time and 

space (Brooks et al., 2008: 454). The use of Orlikowski & Baroudi's (1991) structuration theory 

in this study is to identify the social structures that influence the implementation of electronic 

service initiatives. The research observation highlighted in Chapter 1 reveals that the local 

government has not implemented fully-fledged e-government for its citizens. To investigate 

this claim, it is important to identify the social structures that are responsible for the 

implementation of e-government within the local government. According to Orlikowski, 

(1992), structuration is conceived as a social process that involves the reciprocal interaction of 

human actors and structural features of organisations. This research resides in the 

implementation of a single e-portal for municipalities in South Africa. The factors that would 

be identified are within a municipal social structure which is governed by “rules and resources, 

or sets of transformation relations, organised as properties of social systems” (Giddens 1984: 

25). Structuration theory holds that the rules and resources drawn upon the production and 

reproduction of social action are at the same time the means of system reproduction (Giddens 

1984: 19). In this respect, human social activities are recursive because they are continually 

recreated by the actors.  

 

In 1992, Orlikowski expanded Giddens's work of structuration theory (1982) and 

presented a practice lens through which to examine how people enact structures of technology 

use (Orlikowski, 1992; Pozzebon & Pinsonneault, 2005). This theory suggests that all human 

actions are performed within a pre-existing social structure and that social structure is created 

and shaped through the recursive interactions between institutional structures and individual 

actions. Orlikowski & Robey’s (1991) theory describes three dimensions of structures 

(signification, domination, and legitimation) that interact using modalities (interpretive 

schemes, resources, and norms) with human actions such as communication, power, and 
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sanctions. These dimensions provide meanings for and regulate individuals’ behaviours, and 

thereby both enable and constrain social interactions (Giddens, 1984). This depicts that social 

structure and agents are mutually constitutive (Giddens, 1990).  

 

 

Figure 15: Structuration theory (adapted from Giddens, 1984:29) 

 

The structure of significance represents the way agents can make sense of, understand, 

and communicate ongoing business processes (Giddens, 1984; Sydow & Windeler, 1998). The 

structure of significance informs us of the need for the public sector to implement e-

government-for-citizens as a tool to enhance the effectiveness and efficiency of local 

government. The interpretive scheme provides a roadmap as to what are the key requirements 

to ensure e-government is implemented. This requirement includes communication between 

human agents and social structures by applying modalities. This structure of significance 

provides a build-up as to what kind of resources and rules can be used by agents during 

interaction (Turner, 1986). It is important to note that structure is made of rules and resources 

or a set of transformation relations, organised as properties of social systems. According to 

(Roberts & Scapens, 1985), the structure is the objectification of past actions of past agents. 

Agent refers to any social unit that can make a difference whilst an agency is regarded as the 

continuous flow of conduct (Giddens, 1984). In this study, the rules include e-government 

policies to guide the implementation process and it also includes a strategic document that 

highlights the goal and objectives of municipalities. The resource in this context includes an 

analysis of the existing local government e-service portals.  
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The structure of domination represents agents having the power to execute and 

reproduce structures (Giddens, 1984; Sydow & Windeler, 1998). This structure tells us what 

can be done within the available resources. The power to execute and reproduce structures is 

linked with the availability of resources. According to (Roberts & Scapens, 1985: 449), power 

is understood as a transformative capacity meaning the power of human action to transform the 

social and material world. Organisational capability can be measured through the power of 

human agents in executing and reproducing structures. Giddens, (1992), highlights that the use 

of power in the organisation is mediated via the organisational resources that participants 

mobilise within the interaction. For Orlikowski & Robey (1991: 10), resources are structural 

elements that constitute organisational structures of domination. All social systems are marked 

by an asymmetry of resources, and the existing structure of domination is reaffirmed using 

resources. Therefore, resources comprise how power is exercised (Orlikowiski & Robey, 

1991). In the context of this research, the structures of domination inform us that the 

implementation of e-government lies in executive powers (principals) to give a mandate to 

system developers (agents) to develop an e-portal using the available resources. The power of 

executives to give mandate or execution within the available resources (means) within a social 

structure determines the extent to which the implementation of e-government is made possible.  

 

The structure of legitimation refers to norms being developed among actors (Giddens, 

1984; Sydow & Windeler, 1998). Norms are organisational rules or conventions governing 

legitimate or appropriate conduct. The use of sanctions by individuals as they interact creates 

a legitimatised code of conduct (Orlikowiski & Robey, 1991: 10). According to (Orlikowiski 

& Robey, 1999), these norms play an active role in the shaping of the institutional notions of 

legitimate behaviour as human actions are also guided by the norms. Norms give a statement 

of intent that reflects on the roadmap of the organisation. They legitimise structures as well as 

redirect human action. In the context of this research, norms give guidelines for the 

development of electronic services for citizens.  

 

In the research, it is critical not only to identify available resources for the development 

of electronic services but also to learn how human action interacts to make this eS4C a success. 

It is one thing to highlight needed resources, but it is another issue to determine how human 

activities are carried out using the same resources. The structures of legitimation inform us that 
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there is a need to understand and have applicable knowledge about the structures of 

significance and domination to create norms that will be sanctioned by agents through 

interaction between human actions and social structure.  

 

 Activity theory  

Now that the social structure has been analysed by using structuration theory, it is 

important to know what is happening within the identified structure. How are the rules and 

resources within this structure implemented? The activity theory is selected to provide an 

account of how human activities take place to address the identified rules and resources.  The 

activity theory (AT) was first the work of Russian psychologist Vygotsky in the 20th century 

and later extended by Leontiev, who developed a conceptual framework for a comprehensive 

theory of human activity (Leontiev, 1981). Later Engeström (1987) further extended activity 

theory by developing “a more concrete expression to this structure in the triangular 

representation” (Crawford and Hasan, 2007). Historical activity theory is a new framework 

aimed at transcending the dichotomies of micro and macro, mental and material, observation 

and intervention in the analysis and redesign of work (Engeström, 2000).  

 

Morf and Weber (2000: 81) describe activity theory as “a conceptual framework based 

on the idea that activity is primary, that doing precedes thinking that goals, images, cognitive 

models, intentions, and abstract notions like “definition” and “determinant” grow out of people 

doing things”. It is regarded as a “philosophical and cross-disciplinary framework for studying 

different forms of human practices as development processes, with both individual and social 

levels interlinked at the same time” (Kuutti, 1996: 25). Nardi and Kaptelinin, (2006) described 

activity theory as “an approach that aims to understand individual beings as well as the social 

entities they compose, in their natural everyday life circumstances, through analysis of the 

genesis, structure, and process of their activities”. Warmington, (2011: 144-145) highlighted 

that AT is concerned with understanding human activity in terms of the dynamics between 

actors, the mediating tools that they create to impact aspects of the world, and the rules and 

divisions of labour that structure activities (see Figure 16).   
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Figure 16: Human activity (Engestrom, 1987) 

 

The activity theory concepts include subjects, objects, instruments, community, rules, 

and division of labour. The subjects represent the workforce such as principals and agents (see 

agency theory below). According to Nardi (1993), it is a person or group engaged in an activity 

to achieve an object the subject motivates activities and gives direction to the action and object. 

Kaptelinin, Kuutti & Bannon (1995) further state that human activities are directed toward an 

object. The object is the prospective outcome of the activity which is motivating and directing 

the actors/subjects (Kaptelinin, Kuutti, and Bannon, 1995). The object gives the activity 

direction (Bjorke, 2004); Nandi, 1996) and it is characterized by the motive (Leontiv, 1978).  

 

The instruments are mediators of human thought and behaviour; activity theory 

proposes that activity cannot be understood without understanding the role of artifacts in 

everyday existence (Nardi, 1996). They provide a way of carrying out an activity (Mwanza, 

2002; Wertsch, 1997). Murphy and Manzanares (2008: 443) state that “instruments mediate 

the object of activity, they can be external, material (e.g. a textbook, a computer) or internal, 

symbolic (e.g. language). They take part in the transformation of the object into an outcome, 

which can be desired or unexpected.” The community comprises “individuals and groups, 

which are governed by a continuously refining explicit and implicit division of labour” (Allen, 

Karanasios & Slavova (2011: 783). It is within the pool of the community that the work can be 

distributed to and shared by relevant subjects as described by the division of labour (Bjorke, 

2004; Sam, 2012). The rules represent the sets of conditions for why actors acted in such a 

manner and its rules are mostly influenced by social conditions (Hashim and Jones, 2007). 

According to Hettinga (1998), the relation between subject and community is mediated by 

rules. Rules play a critical role within an activity system as they can either strengthen or 
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contravene the system. According to Engeström (1993: 67), rules are ‘‘the explicit and implicit 

regulations, norms and conventions that constrain actions and interactions within the activity 

system’’. Lastly, the division of labour provides for the distribution of actions and operations 

among a community of workers (Hashim, 2007). Division of labour is part of human activity 

which “mediates the relationship between object and community” (Hettinga, 1998). Division 

of labour describes how subjects share or distribute work either among themselves or with the 

rest of the community (Bjorke, 2004; Sam, 2012). In the context of this study, the fundamental 

observation through the lens of activity theory seeks to analyse human activities towards the 

implementation of e-government services which is guided by the existing rules and resources. 

 Agency Theory 

The agency theory is about two parties where a principal appoints a contracting agent 

to perform some work on its behalf (Baiman, 1982; Eisenhardt, 1989). The contract is used as 

a binding tool to guide the successful execution of project implementation. The type of contract 

between the principals (public sector managers) and agents (public sector employees) impacts 

the quality of the project outcome (Eisenhardt 1989). This forms an agency relationship that is 

subjected to three behavioural assumptions namely, rationality, effort aversion, and risk 

aversion (Eisenhardt, 1989; Milkovich, 1998). According to Baiman, (1990) rationality exists 

because it enables both parties to protect their interest through assessing the reasonableness of 

future liability. When it comes to effort aversion, the agent is interested in reducing the amount 

of work as possible without reducing its compensation (Bloom and Milkovich, 1998). The risk 

aversion exists because the contract security and compensation are solely the principal (Balkin 

et al, 2000). This research has adopted the agency theory by Mahaney and Lederer (2003) (see 

figure 17 below). The agency theory shows outcome, response, and environmental concepts. 

The outcome concept highlights that the project success in achieving the desired outcomes and 

achieving project goals depends on response “variables” namely, contract type and monitoring 

the project success (Mahaney and Lederer, 2003). 

 

The response concept highlights the importance of the monitoring system which is about 

observing the behaviour of the agent (Serapicos, Leite & Fernandes, 2019) who emphasise that 

the importance of a monitoring system “is intended to limit the abnormal activities of the 

agent”. When the principal is unable to monitor the agent’s efforts, and information asymmetry 

is high, the principal must transfer the risk to the agent through an incentive contract (Serapicos, 
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Leite & Fernandes, 2019: 4). Secondly, the “contract type influences project success and the 

monitoring of project progress” (Mahaney and Lederer 2003: 2). The contract establishes the 

relationship between the principal and agent, and it contains the expectations for each part 

(Eisenhardt, 1989; Baiman, 1998). It may include how the completed work will be remunerated 

including the responsibilities assigned to the agent (Baiman, 1990). Furthermore, goal conflict, 

shirking, privately held information, and task programmability variables affect the contract 

type.  

 

 

Figure 17: Agency theory (Maheney and Lederer, 2003) 

 

Goal conflict occurs when each party is driven by self-interests to maximise its gains 

(Koch et al, 2009). Whenever the agent pursues different goals from the principal is regarded 

as agency cost (Jansen and Meckling, 1979). Williams (1998) believes that risk aversion creates 

goal conflict mainly because the agent is more risk-averse than the principal, (Mahaney & 

Lederer, 2003). Mahaney and Lederer (2003) state that there are risks associated with the 

project, which include a goal conflict between the principal and agent. The agent shirking of 

project deliverables is mitigated through the principal monitoring the agent’s behaviour, 

(Sharma, 1997; Gottlieb and Moreira, 2013) hence, the principal rewards the agent for the work 

done, the more successful the project  (Mahaney and Lederer, 2003). Privately held information 

refers to an agent who misrepresents or provides false information to the principal for a self-

favorable outcome that satisfies the interests of the agent (Eisenhardt, 1989; Guinam, 

Cooprider & Faraj 1998). Task programmability refers to the degree to which the behaviour of 

the agents can be precisely discovered in advance. The agency theory is selected mainly 
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because it would aid the study in terms of analysing the variables that may lead to the e-

government projects success. Furthermore, the research employed deductive reasoning which 

is “concerned with developing a proposition based on the existing theory”. The agency theory 

is adapted and extended to guide the development of the research propositions.  

4.4. Relevance of the social theories 

Having illustrated the research problem, objective, questions, and research methods for 

this study, the activity theory is selected as the supporting theoretical framework for this study; 

it offers a better explanation of the empirical situation. The empirical observation is that social 

information systems such as e-government systems are created and transformed by human 

agents (Hashim and Jones, 2007). Therefore, when the implementation of the social systems 

does not yield the required results, it is important to investigate actors-related activities to 

explain the causes. The essence of analysing human activity is to describe and identify some 

actions / decision (through e-government policies) which were taken or carried out that has led 

to the lack of implementation of e-government. Furthermore, it is also important to note that 

whatever activities that the human actors are carrying, all these activities are taking place within 

a social structure hence the structuration theory also becomes relevant. Understanding the 

social structure is important as structures can influence the actions towards implementing the 

e-government systems. According to Rose & Scheepers (2001), human actors in their actions 

constantly produce, reproduce and develop the social structures which both constrain and 

enable them. For this research, it is important to find a chronological path that would pave the 

way toward relevant findings and research contributions. The structuration and activity theories 

assist to unearth the social structure that exists within an empirical situation including the 

activities that take place to ensure the implementation of e-government. However, identifying 

human activities and structure does not address the primary research question as stated in 

Chapter 1; hence, the agency theory (Mahaney and Lederer, 2003) is used to develop a 

framework that responds to the research problem and findings.  

4.5. Conclusion  

The chapter mainly focuses on the use of theories that underpin the study. The theories 

were selected to aid the research in terms of addressing the research objective which is to 

develop a framework to guide the implementation of e-government-for-citizens for local 
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government in South Africa. The development of this framework also addresses the research 

problem and for this to be possible various theories were used. 

 

CHAPTER 5 

RESEARCH FINDINGS 

5.1. Introduction  

This chapter has 3 sections namely, an analysis of the municipal e-government portal 

in South Africa; a survey of citizens to provide their perspective on the use of e-government 

portals; and an analysis of the City of Cape Town e-service portal.  

 

 

Figure 18: Chapter five research overview 

 

The research findings on the municipal e-government portal depict empirical analysis 

of the existing municipal e-portals. Section 3.2.3.2 in Chapter 3 shows how the analysis of 

municipal e-portals was conducted. The research findings on citizens' perspectives mainly 

provide what the citizens feel and think about the existing electronic services that they are 

using. Finally, the research findings on the City of Cape Town e-service portal are to establish 

the extent to which the needs of the citizens have been met at the metropole level. Metropole 

municipalities are regarded as service providers that offer various services which go beyond 

information but also transaction services, hence, it is important to ascertain the level of citizens' 

satisfaction. 
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5.2. Findings on existing municipal e-government portals in South Africa 

According to the constitution of the Republic of South Africa section 151, sub-section 

1 states that the local sphere of government consists of municipalities which must be 

established for the whole territory of the Republic. The municipal landscape in South Africa 

consists of 278 municipalities which comprise 8 metropolitan, 44 district, and 226 local 

municipalities.  The research findings in this section are to determine to what extent the 

municipalities have a digital presence or make use of the electronic portal. 

 

An electronic portal is an integrated electronic interface that hosts various electronic 

services such as government information and transactions as required by citizens and 

businesses. These e-portals are implemented by the government as an online platform to share 

information, interact with citizens, and perform transaction activities; and the aim is to provide 

connected electronic services to the citizens. However, the implementation of fully-fledged e-

portal initiatives is still a complex matter in many public sector organisations, especially in 

developing countries. The public sector itself is also a complex entity with different levels of 

operations, let alone infusing ICTs. Part of the research problem highlighted in Chapter 1 is 

that “implementation of electronic services by the municipalities is complex, stagnant and 

incoherent”. Therefore, there is a need to simplify the processes of implementing a fully-

fledged system; however, the process cannot be simplified without finding out (diagnosing) 

what is happening within the existing information systems (e-portals). The census on existing 

e-government portals was conducted in 2016 to lay the foundation for the study which 

motivated that although the local government had an online presence, however, fully-fledged 

e-portals were rare in South Africa.  

5.2.1. Research findings on district e-government portals 

The research findings in this section show that South Africa has made significant strides 

in developing electronic services within local government. South Africa is a country that 

embraces the use of digital technology to advance its mission in terms of serving its constituents 

(UN E-government Survey 2014). In the SA context, local government is made up of districts, 

metropole cities, and local municipalities. According to this research the district-level shows 

there is 98% (n=43 out of n=44 observed e-portals) implementation of e-portals which are used 

to share information for the citizens within a district.  
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Figure 19: District municipalities' digital presence 

 

The districts have also moved past the traditional approach in terms of sharing 

information through a technologically enhanced approach. Although there is a vast 

improvement in terms of infusing information systems, districts still experience a lack of 

advancing electronic services. Appendix 5 shows a list of all districts as well as their level of 

development. The 98% is for sharing of information and when it comes to other maturity levels, 

especially transaction and connected services, there is no evidence of improvement. The 

assumption is that part of not developing transactional services is because some of their 

metropoles have partially implemented such services.  

5.2.2. Research findings on metropole e-government portals 

           The metropolitan municipalities are the most progressive in terms of implementing 

electronic services for citizens. South Africa has eight major cities which are regarded as 

category A and these cities are responsible for coordinating the delivery of services within the 

area. Metropole is part of the local government which provides direct services to the citizens; 

hence, the research results for local government reveals an increasing trend in terms of e-

service development as compared to other spheres of government. 
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Figure 20: Metropolitan municipality's digital presence 

 

          The metropole cities are at the advanced level in terms of implementing e-portals as 

compared to other municipalities; there is 100% (n=8) development for the emerging level 

(online presence), and 88% (n=7) for both enhanced and transactional levels. The 

implementation of the first three levels of maturity has contributed to the partial 

implementation of connected government which shows 88% (n=7). However, a similar issue 

of system disintegration (silos) is also prevalent where the transaction-related systems are 

independently developed and hosted separately from the actual e-portal (see Appendix C). 

Appendix C shows a 100% (n=8) implementation of information e-portals as well as 75% (n=6) 

of e-services e-portals which mostly host transactional services. These separate transaction 

service e-portals allow citizens to log in and make payments for their services.  

5.2.3. Research findings of local municipalities 

          Although the total number of local municipalities is 226 the study investigated only 205 

municipalities mainly because it was the only list of municipalities that was published on the 

government websites (see appendix c below).  

 

 

Figure 21: Local municipalities' digital presence 

 

           94% (n=192) of local municipalities are active and have an online presence. They have 

implemented the e-portals for information sharing and have partially implemented the 

interactive level which mostly provides contact details information for municipalities. The e-

portals offer generic information and how to contact the municipality and there is no evidence 

of transactional services that are provided by these e-portals. The connected government or 

fully-fledged e-government is still a dream not yet realised.  
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The other issue that was identified within local government e-portals was that some 

municipalities have outdated information. For instance, the City of Matlosa e-portal - its vision 

“aspire to be a leading municipality by 2020 with satisfied stakeholders and a healthy, 

sustainable financial position”. However, in 2022, the vision is still the same and this reveals 

that the systems are not updated and still publish old information. Among the few, below are 

some of the issues that were also identified when perusing the local municipality e-portal. 

• Dawid Kruiper local municipality requests citizens to submit their meter readings 

online; however, this link is broken and it is not working.  

• Elundini local municipality requires citizens to log in to access the services; however, 

the e-portal does not have a link for the citizens to register.  

• Dihlabeng local municipality contains outdated documents which are no longer 

relevant to the citizens and some links within the e-portal are not working.  

• Emandlangeni local municipality - their e-portal contains a contact us section, however, 

the contact section contains only telephone details and no email is provided as 

compared to several other municipalities.  

• Emakhazeni local municipality has a section for Tourism, under this section, there are 

URL links such as accommodation, where to stay; where to eat; tourism map, events, 

and entertainment. However, all these links are blank, and no information is made 

available.   

• Emalahleni local municipality provides transactional services through using a public-

private partnership and this includes the payment of municipal services. 

• Enoch Mgijima local municipality also provides outdated information; for instance the 

e-portal has a vacancy post that is dated 2018.  

• Hessequa local municipality has a very interesting e-portal which is translated into 5 

different South African languages namely Afrikaans, English, Sesotho, isiXhosa, and 

isiZulu. This is the game changer that puts the citizens' interests first. The e-portal may 

not be able to provide fully-fledged services, however, because South Africa is a diverse 

country with different cultures. Hence, municipalities must be able to tap into these 

cultures to serve the interests of all citizens.  

• The Lekwa-Teemane local municipality is one of the e-portals that is not user-friendly;  

it is badly designed with information displayed all over.  

• Mamusa local municipality also has e-portals that have outdated information displayed. 

Its homepage still has the Mayor’s speech dated 2015/16; and the vacancy page is dated 
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2018, the tender information is between the 2014 – 2017 period and the copyright of 

information was created in 2013.  

 

          The research has found that 99% still offer the majority of their services using face-to-

face methods, such as buying electricity and paying municipal bills. The electronic portals 

mainly share information such as municipal bye-laws, contact details, information about the 

office bearers, etc. The other observation is that 100% of the e-portals that were investigated 

offer a vacancies section, however, 0% of the e-portals has a fully-fledged e-recruitment 

system. The citizens can view only the vacancies that are posted online, but they must use 

manual methods to apply for the vacancies. 

5.3. Secured e-portal  

          The study was also interested to find out how secure the e-portals were, and found that 

48% of the e-portals had Hypertext Transfer Protocol Secure (https) which is “is a combination 

of the Hypertext Transfer Protocol (HTTP) with the Secure Socket Layer (SSL)/Transport 

Layer Security (TLS) protocol” (Health IT, 2019). The e-portal needs to have secured platforms 

as it would create confidence for the citizens.  

5.4. Finding on citizens’ perspective 

          The study on citizens' perspectives is to ascertain what the general members of the public 

think of e-government services offered by local government. A random sampling survey was 

carried out to record their level of satisfaction. The gender category constitutes 56% of females 

and 44% of males. 
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Figure 22: Gender category 

 

5.4.1. Participants age group 

The age category was structured as shown in the Table 16 below and the majority age 

group that participated in this study is the older than 50 years group which constitutes 35.6% 

(n=207). The following category is age 25-34 year with 24% (n=139) and then the 35-49 years 

with 21.2% (n=123) and age between 18-24 constitute 18,8% (n=109). 

 

Table 16: Participants' age group 

Ages Participants Percentage 

18-24 109 18,8% 

25-34 139 24,0% 

35 - 49 123 21,2% 

Over 50 207 35,8% 

no response 1 0,2% 

 

This informs the research that the older generation is the highest user of e-government 

services with 57% and young people consist of 43%.  

5.4.2. Participants’ qualifications  

          Figure 23 below shows the count of gender by highest education level, Research 

participants with a University degree comprised 20.28% (n=117), Technikon qualifications 

were 4.48% (n=27), Diplomas were 15.77% (n=91). Matric was the highest population that 

participated with 36.4% (n=209), participants with some high schooling but did not obtain 

56%
44%

Female Male
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Matric comprised 15.25% (n=86); participants who had completed primary school were 3.12% 

whilst participants with some primary schooling but did not complete primary school were 

2.6%. The participants with no schooling at all were 1.21%; and lastly, 0.69% was left blank 

and did not provide any response. 

 

Figure 23: Count of education level 

 

5.4.3. Citizens' Access to internet connectivity  

Figure 24 below shows “how the survey participants are connecting to the Internet.” 

The survey reveals that the majority of Internet users which is 39.79% (n=225) are making use 

of their prepaid data through their cellular phones. The penetration of cellular phones has made 

access to various online services very easy and more accessible. Hence, the development of e-

services must be always mobile-friendly. This is followed by 35.6% (n=202) that are accessing 

the internet through wireless fidelity (Wi-Fi) which is one of the fast-growing networks 

available to citizens. Users with contracted data comprise 12.44% (n=73); this is followed by 

users without Internet connectivity comprising 5.24% (n=29), and 3.49% (n=20) for those who 

are making use of landline asymmetric digital subscriber lines (ADSL). The users who are 

making use of public institutions such as a public library is 2.44% (n=15); and only 0.7% (n=4) 

did not respond.  
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Figure 24:: Count of citizens connect to the Internet 

5.4.4. Place citizens access the e-government services  

          The study also analysed the places where the participants access the e-government 

services the most. Most participants who access e-government services are at home which 

constitutes 68% (n=395) of users. This is followed by 27% (n=106) of participants who access 

e-government services at the place of work. The public institutions are also the other places 

where users access the internet and it constitutes 7% (n=38). However, 3% stated that they do 

not have internet access whilst 2% did not respond and 1% indicated they access the internet 

anywhere.  

 

  

Figure 25: Place that citizens used to access e-government services 
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5.4.5. Citizens’ satisfaction level 

          The research question was to what extent are you satisfied with e-government services 

at the local government? The research survey conducted shows a very low level of citizen 

satisfaction (n=86 or 28%) as far as the e-government services offered. The 28% is made up of 

5% very satisfied, 10% satisfied, and 13% slightly satisfied. The dissatisfied citizens are 53% 

which is made up of 16% slightly dissatisfied, 18% dissatisfied, and 19% very dissatisfied.  

 

 

Figure 26: Citizens’ satisfaction level 

 

          These results clearly show discontent among the citizens about the e-services that are 

offered by the local government. This signifies that local government does not offer e-

government services that satisfy the needs of citizens. Surely, the results are based on the fact 

that e-government portals are providers of information but not the services that are required by 

citizens. The lack of fully-fledged e-government services has created an opportunity for the 

private sector to take advantage of creating these services which come with the high 

administration fee. The survey also reports that 18% remain neutral and claimed that they have 

never used any e-government services and they are not aware of what kind of e-government 

services are available to citizens and 1% did not respond to this research question. The follow-

up question asked the citizens to provide suggestions to assist local government to improve 
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their online service offerings. The responses to this question made further revelations that have 

led to the high dissatisfaction of citizens. 

5.4.6. Citizens' suggestions for improvement of e-government services 

          Figure 27 below shows the responses on which improvements would make citizens use 

e-government services more often. This research question aims to find out what suggestions 

citizens have so that they may use and adopt the e-service. The results showed that 27% 

(n=155) of the survey feels that the use of e-government services must be cheap to use because 

the data costs in South Africa are too high and it limits citizens in terms of using technology 

and also hinders the use of e-government services by citizens. Recently, there were protests by 

the #DataMustFall campaign claiming to reduce data costs because the “right to communicate 

is a basic right” (Sekhotho, 2017). Therefore, these respondents feels that they will be able to 

use e-government services if it is cheap to use.  

 

The ‘cheaper to use’ research finding is followed by 17.07% (n=98) of citizens claiming 

that e-government services must be ‘relevant’. This is a very important research finding 

because the lack of relevance is the recipe to reject the use of e-government services. This 

research finding also coincides with 13.76% (n=79) of research participants who stated that e-

government services must be citizen-centric. The more relevant the e-government services are 

the more they are citizen focus. The lack thereof will result in low adoption and a high rate of 

dissatisfaction among citizens.   
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Figure 27: Citizens' suggestions for improving e-government services 

 

          The research participants (15.16%) also call for an e-government system that is easy to 

understand, which also coincides with 8.54% of research participants who feel it must be “easy 

to use.” Complex electronic systems often lead to confusion because they are not easy to 

understand and not easy to use. Citizens will not use what they do not understand; hence it is 

paramount that the implementation of an e-service portal must focus on the needs of citizens. 

The survey also revealed that 15.16% (n=87) of respondents feel that e-government services 

must be “easy to understand”. The easier to understand the e-government services, the better 

the chances that citizens will adopt them and use them. The survey also highlights that 7.67% 

of citizens call for more e-government features that address their needs to be included.  

 

The current e-government features at the local government portals are providing 

information, and citizens cannot even apply for vacancies or renew their drivers' licences said 

the respondent. The Research participants (5.23%) feel that there is “nothing that would make 

them use e-government” because they do not think of using the Internet when they want some 

service to be rendered to them. For instance, when a citizen wants to renew the car license disc, 

what comes to mind is to visit a municipal traffic office. The thinking is to find a municipal 

building and speak face-to-face with someone who can be held accountable. The world of the 

Internet is often a faceless community and citizens do not have confidence that their services 
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will be answered using online means. According to the survey 5.03% of research participants 

“would like to be consulted on what kind of e-government services that they need as users”. 

One of the respondents highlighted that, “as citizens, we know what our needs are, but our 

needs are not available on e-government portals because we are not consulted when these 

systems are developed.” For e-government to be citizen-centric a wider consultation with the 

end-users should be carried out; and lastly, 0.52% left the question blank.  

5.5. Findings on the City of Cape Town e-service portal  

          Sections 5.2 and 5.3 in this chapter provide a general overview of e-portals and the 

citizen perspective on e-portal. This section provides an analysis of the actual usage of e-portal 

by the citizens with a specific focus on the City of Cape Town (CoCT) Metropole. The CoCT 

e-portal provides several direct e-services to the citizens and this study focuses on how the 

citizens have adopted and used these services. 

5.5.1. Population, registered users, and active users 

          The estimated population of the City of Cape Town stands at 4,014,765 citizens (City of 

Cape Town, 2016). The CoCT e-portal had a record of 610,280 registered users which 

constitute 15% of the population and 8.81% are the active users who use the system (see Figure 

28 below). 

 

 

Figure 28: City of Cape Town population 
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          This surely depicts a low adoption of e-services where over 90% of citizens either do not 

use the services or are unaware of such services.  

5.5.2. City of Cape Town adoption among gender  

          These e-services are used by males with 54% whilst 46% are females (see Figure 29 

below).  

 

 

Figure 29: Gender 

 

5.5.3. E-service adoption by citizens 

Figure 30 below shows the following services which are offered by the CoCT and these 

e-services are accessible to 353,707 active citizens which is 8.81% of the population. The most 

used e-service is careers with 45,56% which is where citizens search for vacancies and apply 

for them using electronic means. Vehicle licensing is used by 26,13% of the population, and it 

is followed by municipal accounts.  
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Figure 30: E-service adoption 

 

The prepaid electricity is used by only 4,67% and the development management, 

conveyancing, e-signage, informal training, and supplier self-service are all under 1%.  Figure 

31 below shows the actual usage percentage of these e-service categories according to gender 

lines. Out of the registered user, the research study shows only 13% of males and 7% of females 

that are using municipal accounts. Vehicle licensing shows that 15% of males were using this 

service whilst only 11% of females were also using this service. Figure 31 below also shows 

that careers are the most used category and females are leading only in terms of using this 

category with 24%, and males constitute 21%.  

 

 

 

Figure 31: E-service category along gender lines 
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The adoption of e-services is relatively low and they are all below 50% which clearly 

shows that there is still a long way ahead for citizens to gain confidence in the use of e-services. 

Section 5.3.6 above, gives a clear illustration of what may cause the lack of adoption of e-

government services by citizens.  

5.5.4. E-service registration over the years  

The adoption of e-services shows a steady increase which means the upward slope 

depicts that citizens are starting to recognize the use of digital platforms. However, there is still 

more that needs to be done to ensure that citizens are becoming aware of these services. Over 

the years e-government services show an improvement as far as e-portal registrations. Figure 

32 below shows an upward slope depicting an increase in terms of citizens registering in the e-

portal, however, the registration does not mean the system is adopted or used. 

 

 

Figure 32: Portal registrations 

 

5.5.5. Discussion of City of Cape Town e-portal case study 

Based on the above findings, even in an urban metropole such as Cape Town, e-

government still has a long way to go before the benefits thereof can be realised. Only 26% of 

the entire population totalling over 4 million people have registered to use the e-services portal. 

This makes up a total of only 610,280 people. For the country that was ranked the highest in 
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however, be because of the inequality of demographic and social factors. Another factor to 

consider is the number of citizens who are aware that the portal exists. E-government services 

are not advertised, resulting in only a few citizens being aware of the availability of e-

government services. Additionally, only 9% of the registered users have activated at least one 

of the services offered on the portal. This provides a total of 353,707 citizens that can be 

categorised as active users on the portal. This indicates the need for the services offered on the 

portal.  

 

As a country that struggles with high unemployment rates, it is not surprising that the 

most popular service on the portal would be careers (Basu, 2004). Interestingly, one would 

assume that the municipal accounts online service would be the most popular amongst citizens. 

The age-dependent investigation revealed that most portal users are aged between 16 to 34 

years old. With the majority being registered on the careers service, followed by the age group 

of 35 to 50 years. This provides an idea of the target market of the portal. Since most of the 

users are younger users, more services should be provided on the portal that interest and would 

be beneficial to the younger generation. If this is done, uptake of the portal would increase. 

The age-dependent differences reveal to a large extent the use of technology in society. The 

younger generation is more comfortable with, and is readily exposed to, technology as opposed 

to the older generation which grew up when technology was not as prominent as it is today. 

Thus, one would find e-government services are not readily provided since many factors have 

to be considered before provision of an online service can be provided. The extent to which the 

service must be simplified so that the user can understand how to use the service may result in 

oversimplified services which often leads to failure as it does not provide much more efficiency 

and effectiveness than the manual process. The gender analysis done on the portal has revealed 

that more male South African users are registered on the portal than female users. However, 

there is not a significant difference in the percentage of male versus female users.  

 

The investigation reveals that most of the users on the portal are South African users, 

with users from foreign countries taking up only 2% of the total registered users. This could be 

because the services offered on the portal are more focused on providing services to the local 

community. Users registered with foreign country details were found to be most users having 

dual citizenship. The e-services showed great promise in the year 2014 when registration of 

users seemed to have increased a great deal than previous years. Internet usage in South Africa 
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started to increase only in the year 2012; in previous years, internet access was not as readily 

available as it is today. However, the cost of data and the internet is still high although more 

citizens are finding ways of accessing the internet. Mobile phones make it possible for users to 

continuously have access to the internet. Nonetheless, most e-government services in South 

Africa are still implemented only for use on an internet browser. Few mobile applications for 

e-government have been implemented. The inclusion of mobile application uptake of e-

government will increase access, especially considering that most portal users are aged between 

16 to 50 years old. Mobile applications are popular amongst the younger generation. 

5.6. Conclusion 

This chapter began with a census of e-government portals to determine the extent to 

which the local government of SA has developed e-services for its citizens. The census is 

followed by a user survey to ascertain what citizens think about the existing e-service offering. 

Lastly, the chapter also focuses on the CoCT case study to understand how the citizens have 

used and adopted the citizen-centric portal. The study concludes that the local government of 

South Africa has made meaningful strides in terms of developing its online presence with a 

record of 192 out of 205 municipalities having their services offered through digital means. 

Although, these developed e-portals do not necessarily provide fully-fledged services, 

however, it is a starting point in terms of having an online presence. The other observation is 

the fact that the usage levels of e-services appear to be on a slow rise, a spike in user registration 

might occur again if proper innovations and advertising of the portal are carried out. Users tend 

to use services that have an attractive look and feel. The current e-services portal has a very 

simplified look and feel. However, with current developments in place to introduce a new look 

to the portal, additional users may be attracted to using the portal. With the increase in the need 

for adequate service delivery, the need for interactive e-government platforms rises. Additional 

analysis of another e-government platform provided by the City of Cape Town municipality is 

required. A comparison of the measurement of use could be carried out. This will indicate 

whether all e-government services have low uptake rates or if certain citizens are attracted to 

the need for a different e-government platform.  

 



 

97 

 

CHAPTER 6 

DISCUSSION ON E-GOVERNMENT ACTORS’ 

PERSPECTIVES 

6.1. Introduction  

The primary purpose of this study seeks to investigate factors that hinder the 

implementation of e-government-for-citizens, and various approaches have been employed 

such as providing an analysis of the existing e-portals in South Africa. Research on citizens’ 

perspectives on e-government was conducted including the research on e-government adoption 

within a metropole level. However, this research would not be complete without finding out 

the e-government actors’ perspectives on e-government implementation. Hashim & Jones 

(2007) state that actors are the creator and transformers of any system; hence their perspective 

is important as they are the designers, developers, and implementers of e-government portals. 

The above research studies have outlined the following problems. 

 

• Out of all the 205 e-portals that were analysed there is limited evidence, especially at 

the municipal level, that any of these provide fully functional citizen-centric services;  

• The lack of citizens adopting and using e-government portals is very much prevalent; 

and low levels of satisfaction are reported; and 

• Existing e-services do not meet the needs of citizens, 

 

The research findings necessitate that the researcher conducts interviews with e-

government actors who play a very important role as they are behind the e-government 

planning, researching, executing, and implementing of e-services. Table 2 in Chapter 3 of this 

study provides a detailed breakdown of the research interviewees ranging from a strategic, 

tactical, and operational level. This section also seeks to respond to the primary research 

question of this study which asks, “what factors cause the lack of implementing fully-fledged 

e-government-for-citizens in South Africa’s local government?” The following sub-questions 

are addressed: 
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• What causes the stagnation in implementing citizen-centric e-government services 

within local government? 

• What impact do the local government policies have on the implementation of e-

government in South Africa? 

• What implementation strategies have e-government actors used in implementing the 

existing incoherent e-government portals?  

 

Surely, several factors caused these problems and e-government actors are interviewed to 

give their perspectives on all the identified issues which hinder the successful implementation 

of e-government. The research will indicate the factors that contribute to this problem, 

including the current methods that are used during the process of implementing e-service for 

citizens within departments. The research interviews with e-government actors focused on the 

existing processes towards the implementation of an integrated citizen-centric e-portal system 

in South Africa. The aim of conducting interviews with various stakeholders was to provide 

the perspective of actors on e-government implementation and to uncover non-biased research 

results. Below are the research findings, arrived at from thematic analysis. The concept map in 

Figure 33 below depicts the research findings in this chapter.  

 

 

Figure 33: E-government actor's perspective 
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6.2. E-government implementation processes and challenges 

The empirical findings in this research are that there are challenges with the way the 

implementation processes of e-government are carried out within departments, and among 

various stakeholders. The structure is constituted by human agency (Giddens, 1991) and it also 

has rules and resources. The Researcher has found that there are structural incoherencies 

concerning the implementation of e-government. One of the senior e-government agents 

(research respondents) revealed that e-government activities are treated as a separate structure 

from the core business activities and most of the time they are not clearly defined. Research 

Participant 1 elucidated further that: 

 

 “When it comes to us [government units], the fundamental problem with the e-

government initiatives in South Africa is how it has been structured and its school of 

thought for the government. Government departments consider e-government as 

separate from the actual practice of the public service. It is [regarded] as a 

standalone entity. The assumption that is made is that e-government falls within an 

IT component, therefore, it gets delegated to the IT department and the idea that e-

government will transform the public sector remains a dream which will not be 

realised until government departments treat it [e-government] as an initiative that is 

part of their business improvement process.”  

 

Departments review and update their ICT plans on an annual basis to help to identify ICT 

initiatives to address the needs so that ICT projects may be created, funds are allocated, and to 

ascertain if there is an internal capacity to implement the e-government project or outsource its 

implementation.  

 

 

Figure 34: Implementation process of e-government within departments 
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6.2.1. Review and update e-government objectives  

“The existing e-government plans are not coherent nor align with the department’s day-to-

day business; hence, the implementation of a fully-fledged e-government platform will be a 

mammoth task to achieve” [Research Participant 1]. For instance, the Govern Mbeki 

municipality recognised that the use of ICTs is key to the realisation of the vision, goals, and 

objectives. Some of the Govern Mbeki Municipality's strategic objectives (2020-2021) are to 

ensure that:   

• ICT is properly structured and managed to minimise operational and business risk. 

• Effective systems and technologies are implemented to create a customer-centric 

working environment.  

• Business is appropriately governed, and a framework is implemented to ensure policies 

and procedures are being adhered to.  

• Appropriate ICT infrastructure and solutions are put in place to sustain the overall 

business capabilities and needs and in turn, improve productivity and enhance service 

delivery.  

• ICT is appropriately structured and capacitated with the appropriate number of 

appropriately skilled personnel to support businesses in delivering services to their 

residents and customers.  

• ICT appropriately plans and budgets for ICT investments and that investment spending 

aligns with the municipality’s business priorities and that current ICT investments are 

maintained to maximise their business value. 

     The Govern Mbeki Municipality's strategic objectives are well and good; however, 

Research Participants revealed that the Municipality cannot implement its ICT strategic 

objectives because departments will have to identify e-government projects and develop them 

and fund them which is a challenging task for municipalities. Metsimaholo local municipality, 

(2018) stated that, “they do not have the sufficient internal capacity to deal with its IT needs”. 

In 2018, Fezile Dabi local municipality revealed that, “the Municipality will in cooperation 

with the private sector, make available the benefits of modern technologies”; however, this is 

yet to be seen given its e-portal services.  
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6.2.2. Identify e-government projects  

Research Participant 2 feels that “identifying e-government projects should be an easy 

task mainly because actors need to investigate their existing services they are offering and find 

ways of how to automate these services. The existing framework that is used in identifying e-

government projects does not support nor encourage the development of a fully-fledged e-

government portal. E-government projects are identified based on problems that the department 

seeks to address; hence, e-government projects are implemented in silos” [Research Participant 

3]. ICT projects are easy to identify. However, Research Participant 4 revealed that, “there are 

no e-government programmes to support the projects. The programmes may include infusion 

of e-government services to citizens, training, and development of back-end and front-end 

support staff; hence the e-government projects fail”. 

6.2.3. Develop e-government projects  

According to Mnquma Local Municipality (2020), its strategic plan is to “develop a 

self-sustainable municipality that empowers its citizens socially and economically to ensure 

sustainable livelihood through promoting cutting-edge technological innovation.” The desire 

to create an environment that is conducive for citizens is vividly clear but the “proof of the 

pudding is in eating” is about producing results. For example, the e-portal system of Mnquma 

Municipality provides a section that displays vacancies. However, citizens may view only the 

available vacancies; applying for the vacancies still uses the traditional paper-based approach 

(download a form, print it, fill it in, and send it through a post office). Research Participant 4 

highlighted that “identifying a project may be easy but developing such a project is plagued 

with problematic where the e-government projects do not reach their full potential”. 

6.2.4. Funding for e-government projects 

          Research Participant 18 believes that, “e-government will always take a back seat as it 

is not regarded as one of the government priorities. Developing countries are under pressure to 

address poverty, create unemployment and improve the public healthcare”. The 

implementation of e-government is largely hampered as funds are not always available.           

Research Participant 22 revealed that the infusion of technology in government has several 

benefits; however, also automation of services shreds some vacancies which are mostly needed. 
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Government officials prefer to provide funds for such problematic areas instead of developing 

systems that would shred the jobs. 

6.2.5. Human Capacity 

According to Mhlonto Municipality (2018-2022), the use of ICTs is one of its priority 

areas and its objective is “to ensure adequate availability of critical ICT infrastructure in line 

with ICT strategy and governance policies”. However, “the Municipality experiences a major 

weakness which is the lack of IT personnel to implement the e-government projects.” The lack 

of human capital within the public sector poses a threat and human action is one of the most 

critical components during the implementation process of e-service for citizens' portals. 

According to Research Participant 26, when asked to comment on the slow pace of e-

government development, she revealed that 

“There is a shortage of ICT skills in government and. And although there are ways 

to address this shortage, they all take time to come to fruition. Note that this is not 

saying there are no skills, just a shortage. And therefore, the available skills are in 

high demand and usually captured by the corporate sector.” 

The shortage of IT personnel is one of the major factors that hinder the implementation 

of e-government. Engetou (2017) stated that insufficient personnel in the organisation has an 

impact on its performance.  

6.3. Lack of knowledgeable e-government decision-makers 

Research Participant 11 revealed that, “the implementation of e-government systems is 

based on a prerogative of decision-makers, and the current state of e-government in South 

Africa reflects their perception of what e-government systems should be like.” One of the 

fundamental problems that cause a lack of progression as far as e-government is concerned is 

that the decision-makers are not technocrats and are not knowledgeable or schooled on e-

government. Research Participant 5 noted that, “Departments are often led by non-IT 

personnel, and the IT skill shortage is the major problem, especially at the senior level where 

decisions are made. Non-technical personnel are responsible for the promulgation of e-

government policies without consulting the techy minds so that their plans are technologically 

savvy from the onset;” since the technocrats are often not regarded as decision-makers but are 

expected to implement the e-government policies. This often leaves a vacuum where the 



 

103 

 

advancement of e-government is not supported by technologically sound policies that are 

relevant and work towards achieving the goals of the department.  

 

The mandate to implement e-government is often at the hands of those who do not 

understand its potential. Research Participant 6 stated that, 

“it is important to note that the human action towards the implementation of e-

government systems often depends on how informed the decision-makers are with 

regards to integrating information, data, systems, and processes that would be utilised 

by various stakeholders. The existing decision-makers do not think like that, to some, 

the use of ICTs is having e-mails and a website to display the Department’s 

information.”  

 

Research Participant 8 raised another concern that, “there is a need for a mindset to be 

transformed, especially at the executive level.” For example, if the Department experiences 

long queues the decision will be to employ more people instead of automation. The decision-

makers will use their power to sanction what actions are to be taken, and they will communicate 

such actions to the relevant stakeholders as stated in the structuration theory. However, in this 

case, current knowledge about the deployment of e-government rests only with certain IT 

personnel (technocrats) who are not decision-makers. 

6.4. Lack of coordination 

It is quite clear that the implementation of e-government involves multi-stakeholders 

from various departments. The e-government systems are designed, developed, and 

implemented by actors using their knowledge and available resources. However, these actors 

must also be able to collaborate and work together. The agents must be able to make sense of, 

understand, and communicate ongoing business processes (Giddens, 1984; Sydow & Windeler, 

1998). The interviewees are concerned that what affects the implementation of fully-fledged e-

government is that departments always work in silos, and that there is a lack of coordination 

among Departments [Research Participant 6, Research Participant 7, Research Participant 10]. 

Chapter 5 of this research has shown various e-portal systems depicting disjointed e-

government projects produced by various Departments revealing the silo operation within the 

implementing structures.  
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“The implementation of a single e-government portal is not yet possible because the 

implementation process of e-services has not been properly managed due to incoherent human 

activities (action) towards developing e-portal services” [Research Participant 9]. There are 

many problematic issues that the e-government actors have identified during the face-to-face 

interviews, especially when it comes to the coordination of their work activities. Research 

Participant 12 revealed that, “ICT projects are mostly taking place in different Departments 

and the coordination of work activities can be difficult and regular meetings and broad 

communication are required to facilitate some actionable deliverables”. Research Participant 6 

revealed that the implementation of e-government requires coordinated work activities from 

various stakeholders to meet its objectives.  

6.5. Lack of public sector’s ICT architecture  

Sanati, et al., (2007: 3) state that, “technology solutions rarely deliver agility unless 

they are primarily focused on the business objectives.” The use of ICTs plays an incremental 

role in improving the public sector’s day-to-day operation and, without having an ICT 

architecture in place that defines its telecommunication structure, the potential of ICTs would 

not be realised. Research Participant 1 and Research Participant 4 are adamant that the public 

sector’s inability to invest in its ICT architecture stifles the implementation process of e-

government. The respondent further articulated that the use of ICTs can improve service 

delivery but without an ICT architecture that provides the public sector’s IT networks and 

services. The move from theory to practice is where the IT specifications are not only defined 

but implemented; the frameworks are tested to ascertain whether an IT solution that is provided 

is relevant. The problem with the public sector is that there are so many theoretical policies 

that cannot be translated into practice. The most senior Interview H revealed that, “it is a long 

way for the government to build a uniformed e-portal in South Africa, mainly because of the 

lack of business cases that speak to application integration and highlight needed technical 

abilities which in the end will inform the required government business architecture.” 

Interviewee H further elaborated that the ICT architecture should emphasise how to improve 

government internal systems and streamline business processes by providing integrated 

services that eliminate the silos.  
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6.6. Lack of interoperable government systems 

          The implementation of fully-fledged e-services for citizens requires the development of 

an interoperable e-service platform that provides an interconnected e-service [Research 

Participant 7, Research Participant 12]. According to Pardo, et al., (2012: 7), “e-government 

interoperability represents a set of multidimensional, complementary, and dynamic capabilities 

needed among these networks of organisations to achieve successful information sharing.” The 

creation of connectivity among networks, the development of new service integration 

capability, or as part of the countless efforts to leverage technology at all levels of government, 

interoperability is recognised as a key determinant for e-government maturity and development 

(Estermann, et al., 2009; Hjort-Madsen, 2006). The implementation of a single fully-fledged 

e-service platform for citizens should ensure interoperability to “help government use 

technology to improve government services and operations” (Pardo, et al., 2012).  

 

The e-government actors stated there is a need to consolidate the e-services to ensure 

that the lack of interoperability of government systems is addressed. The consolidation of e-

service systems is about creating a technology-to-technology service that allows departments 

to be interconnected and be able to speak to one another seamlessly. The key focus is on 

consolidating existing e-portals to use technology in a manner that improves government 

operations and makes smart decisions that would reduce cost and time. The public sector is 

already plugged into various inefficiencies for which technology has a solution. It is a matter 

of applying the appropriate information system tools. For example, the previous chapter 

showed that there are 205 local government municipalities, and that 192 out of 205 are active 

e-portals. These systems operate in silos and most of them offer similar services such as job 

recruitment. The research recommends consolidating the existing systems into a single e-portal 

system. Creating a single portal would allow citizens to make use of one single portal when 

applying for jobs instead of searching for jobs in 282 active portals which would require 

citizens to have unique, different login usernames and passwords. By consolidating the existing 

e-portals, the Researcher refers to merging them into a single e-service framework and 

eliminating the silos.  
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6.7. Lack of integration of the business process with the e-government 

regulatory framework  

According to the Research Participants, the integration of the public sector’s business 

process is paramount to eliminating silos. It is difficult to implement a fully functional e-

government system with isolated business processes. The respondent revealed that there is a 

need for a clearly defined business process that integrates the use of ICTs. For instance, e-

government is defined as the use of ICTs to improve day-to-day government operations. 

Government operation represents government business processes; however, the processes are 

not incorporated with ICTs. The existing government business processes are not as inclusive 

as how ICTs can be infused by departments so that they can translate departmental processes 

into an ICT-enabled environment [Research Participant 24]. Research Participant 17 

highlighted that, “as much as the national integrated ICT policy white paper outlines the 

overarching policy framework to transforming South Africa into an inclusive and innovative 

digital and knowledge society, the problem is at the departmental level where there is no 

knowledge as to how to achieve this business goal”. Section 6.3 above highlighted the lack of 

knowledge among the decision-makers who are unable to incorporate business processes with 

ICT.  

 

Although numerous e-government policies have been promulgated over time the major 

problem is that the departments have not developed business strategies that are aligned with 

the e-government policies (Research Participant 17). Therefore, the existing social structure 

does not have any form of resolution that influences the advancement of e-government at the 

department level. Devados et al (2003: 261) stated that, “the realm of social structure combines 

factors that influence the adoption of e-government, and the organisational needs of e-

government.” Without e-government business strategies that are aligned with the work of the 

department, the current human action towards the advancement of e-services is not yielding 

any positive results. What the respondents also revealed is that the departmental strategic 

documents do not articulate anything concerning how the infusion of e-government would be 

carried out. As much as some departments do recognise the role of ICTs as an enabler, 

respondents feel that there is a need to develop business strategies that are linked to the 

deployment or implementation of e-government.  
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Research Participant 18 also revealed that the development of business strategies is 

often led by non-technical personnel which is one of the challenges which makes it difficult to 

develop business activities that are enhanced using ICTs. The decision-makers who are not 

technically shrewd hinder the progress due to their decisions that are not in favour of e-

government. Business strategy refers to a method or plan that is aimed at bringing about the 

desired goal. In aligning business strategy with organisational policy, the aim is to produce 

actionable activities that will prioritise the infusion of ICTs. The public sector is busy with 

policy formulation without a thorough engagement in its business strategic direction. The 

policy provides sets of rules and regulations on the need to introduce ICTs, but business 

strategy speaks to what areas of the business must be digitised, how they must be digitised, 

what resources must be allocated, etc. According to Reffat (2006: 9) “Policymakers need to 

develop specific and reasonably attainable goals and understand what resources are available 

to achieve those goals.” However, it is important to note that every strategy and policy is 

complemented by how structural arrangements within the organisation are designed.  

6.8. Lack of an e-government legislative framework for local government 

Municipalities are regarded as entities that provide direct services to the citizens. 

According to Section 152 (1) of the RSA constitution (1996), one of the local government 

objectives is to ensure the provision of services to communities in a sustainable manner and to 

encourage the involvement of communities in the matters of local government. The Research 

Participants emphasise that the lack of an e-government legislative framework for local 

government has stifled the process of implementing e-services for communities and 

discouraged their involvement in the matters of local government. The respondent feels that 

policies/rules form part of the social structure; however, there is a lack of commitment at the 

departmental level in terms of leading the process of implementing government policies. 

Government at the national and provincial levels has promoted Research Participant e-

government policies, meaning they recognise the importance of incorporating ICTs to enable 

some of the processes. 

 

Policy implementation has always been a problem in South Africa, not only in e-

government policies but also in other policies throughout the sphere of government. This 

problem emanated from human actors who are unable to articulate the good intentions 

prescribed in the policies and put them into practice. According to Research Participant 3, the 
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factors that hinder the implementation of fully functional e-government systems do not start at 

the implementing agencies in government; everything starts with policies that set the 

government agenda as far as e-government is concerned [Research Participant 8]. 

Unfortunately, the e-government agents / actors responsible for implementing e-government 

are handed over a policy document for which they were not part of the process in terms of 

setting the e-government agenda. The national and provincial policies do not address the 

challenges faced by the local government as the local government has its regulation and 

services which are not like those of the national and provincial governments.  

 

According to Giddens, 1991, the structure of legitimation indicates the importance of 

norms and rules that can be used to sanction and authorise the required human action that 

advances e-government implementation. With e-government, policies are implemented 

through various e-government projects that work towards achieving the public sector business 

goals and objectives. However, implementing actors are often disempowered due to non-

existing appropriate strategies that support e-government projects. Research Participant 5 

stated that the legitimation of e-government projects has not been properly constructed, and 

actors are not schooled about the existing e-government norms. The e-government norms 

provide a statement of intent on strategic goals for the municipality which is to “provide a 

seamless service to citizens whereby they interact with the government without really knowing 

with which government department or sphere of government they are interacting” (WCG, 

2012: 6).  

6.9. Lack of political leadership  

The Research Participants also stated that the political leadership has not driven the e-

government agenda satisfactory mainly because politics set the tone as to what should happen, 

and that e-government is not the subject that is known at the political level. These structural 

arrangements are the driver of the business strategies and the implementation of e-government 

policies. The Researcher has observed that as much as the public sector is a complex entity, 

actors have produced social systems that make it difficult to cultivate a conducive environment 

where e-government is prioritised. Politicians are part of the actors who decide how the country 

should be governed, and surely political interference does not yield satisfactory results for e-

government.  
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6.10. Lack of cyber-secure e-portal 

Cyber-security plays an important role in terms of keeping the interconnect connection 

secured and safeguarding any sensitive data that is being sent between two systems to prevent 

criminals from reading and modifying any information transferred (DigiCert, 2021). According 

to the data analysis of the e-portal systems, only 2% of e-portals contained a secure sockets 

layer (SSL) in South Africa’s local government. An e-portal system is a place where the 

information of citizens can be accessed, and transactions can also be performed. One of the 

biggest threats to e-government adoption by citizens is the lack of cyber-secure systems; and 

over the years there have been high e-Crime incidents reported. Cyber-security becomes an 

important feature for e-portals as far as having the capability to protect both citizens and the 

government from cyber-crime-related incidents. The citizens and government conduct 

financial transactions with ranges from government tax, driver licences and vehicle 

registration, identity documents and passports, levies, fines, electricity, and so forth. These 

financial transactions must be performed in a secured e-platform that is constantly monitored 

for cyber-attacks. Cyber-attacks have a direct negative impact that affects the adoption of e-

services and, if these e-portals are not secured, the delivery of services, especially transactional 

services, will be negatively affected. Research Participants revealed that municipalities do not 

have cyber-security experts hence the existing e-portals are mostly sharing information that is 

not secured.  

6.11. Lack of system compatibility 

The lack of systems compatibility makes it difficult to integrate the systems of one 

department into the other. Section 6.6 reiterated the issue of lack of interoperability among 

government systems of which one of the hindering factors is developing compatible systems 

that will be easy to integrate. For example, the Department of Home Affairs has every citizen’s 

personal information such as date of birth, place of birth, home address, identity document 

number, etc. However, the Department of Health is unable to retrieve such data into its systems 

because of the lack of system compatibility and data privacy issues. Compatibity ensures that 

various kinds of files such as word processing documents, spreadsheets, data files, and emails 

can be shared between staff in various locations without any concerns about data conversion 

or inability to read other files. 
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          The issue of compatibility is not addressed during the initiation phase to influence the 

development of the e-portal system. It is evident that the implementation of a fully-fledged e-

portal does not happen overnight, it takes time. The e-portal perspective encompasses not only 

the services to the citizens and for the government, but its level of compatibility is paramount. 

The e-portal is used for numerous services such as citizen services, government services 

(government-to-government), e-government actors (employees) services, tourism (outsiders) 

services, etc. The compatibility of the portal is important because the end-users have various 

levels of expertise and knowledge in terms of using the e-portal, and the users also make use 

of different devices to access the e-portal. The compatibility of e-portals refers to building a 

system that also caters to mobile devices. The penetration of mobile devices has revolutionised 

how services can be offered to what are called mobile services (m-Services). The m-Services 

can make services available at a citizen’s fingertips anywhere and anytime; hence, the 

development of e-portals should be able to adapt to mobile applications such as Android and 

the iPhone Operation System (IOS).  

6.12. Lack of evaluation of the e-portal system to ensure e-service quality 

The e-portal system evaluation refers to the functionality of electronic systems. One of 

the problems identified in this research was the lack of evaluation of e-portal systems. Multiple 

e-portal systems are developed in silos with duplications across different government spheres. 

The development of an e-portal has several building blocks that are often not evaluated such 

as “identifying which services are problematic for the citizens” (Dudley, et al, 2015). There is 

a need for the government to measure the extent of citizen needs or dissatisfaction which is one of 

the ways governments can prioritise areas for improvement of the e-portal systems. This phase is 

more about measuring the effectiveness and efficiency of the developed portal, and the process 

of determining the adequacy of the e-government portal. This is one of the most critical stages 

as it can identify the success or failure of the project through “measuring the development 

towards the attainment of project goals/outcomes” (Cloete et al, 2006: 248). The evaluation 

must be applied in every stage of e-government, starting from the analysis until the 

implementation. Each stage is evaluated to establish whether a project or programme should 

continue, discontinue, be limited in certain aspects; or be expanded (Cloete et al, 2006: 248). 

According to Gupta & Jana (2003: 366), “government organisations should make a 

performance evaluation and see whether they are capable of doing the task and delivering 

services as expected.” Wang & Liao (2008) state that it is therefore important to measure the 
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success of G2C e-government systems from the citizen's perspective. The evaluation of e-

service systems becomes paramount to ascertain the next step to consider. The proper 

evaluation will guarantee the service quality, and the system development phase must be re-

examined and consider the report’s findings. It is critical to identify measures that would 

guarantee service quality before moving into e-service quality. Some of the identified 

issues/challenges during the evaluation process might have to do with the interconnected e-

service maturity model that has been applied which may have affected the e-portal 

development. E-service quality refers to the extent to which end-user satisfaction has been met 

as far as the delivery of online services is concerned.  

6.13. Conclusion 

The implementation of e-government in South Africa has made significant strides. 

However, the lack of a fully-fledged e-portal that provides a single point of access denotes that 

there is still much work to be done to implement a practical, fully-fledged electronic service. 

The research results provide practical experiences in terms of the extent to which e-portals are 

implemented. This research result has shown that municipalities are still behind in terms of 

taking full advantage of what ICTs can offer. The study revealed that the e-portals are mostly 

in level 1 of e-government maturity and that some have a partially implemented level 2 of e-

government maturity, while still others have little or no evidence in terms of implementation 

of e-government-for-citizens. The research results revealed that the thinking (theoretical 

aspect) around advancing electronic services is there; however, through studying the 

departmental strategic documents, it was revealed that the actual commitments with regards to 

implementing fully-fledged e-government are yet to materialise. What is vividly clear is that 

there are various strategic documents and e-government policy documents that provide the 

theoretical aspect in terms of implementing e-government services. Although these documents 

provide a roadmap in terms of implementing e-services, there is still a significant amount of 

work that must be done to move from theory to practice.  

 

The results of the research studies provide only empirical evidence that e-government 

in South Africa has not been fully implemented and also have paved the way for analysing an 

in-depth interview to investigate complexities that hinder a transition from e-government 

theory to fully-fledged e-government practice. This chapter discussed the outcome of the 

findings of the sub-study where in-depth face-to-face interviews of e-government actors were 
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conducted. The in-depth interviews that were conducted by the Researcher included strategic 

apex, project managers, technocrats, and supporting staff members who were responsible for 

the implementation of e-government initiatives in various parts of South Africa.
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CHAPTER 7 

EXTENSION OF AGENCY THEORY FOR E-GOVERNMENT 

IMPLEMENTATION IN LOCAL GOVERNMENT OF SOUTH 

AFRICA 

7.1. Introduction 

This study aims to provide solutions for the factors that hindered the implementation 

of e-government-for-citizens at the municipal level. The agency theory (see Chapter 4) was 

selected to guide the study in terms of developing the e-government framework that will 

provide a theoretical explanation of factors that influence e-government implementation in 

municipalities of South Africa. This chapter seeks to develop a model by adapting and 

extending agency theory to provide solutions for local government with a specific focus on 

South Africa. The study has identified some areas to be investigated (see Figure 35 below) in 

order to respond to various questions that assisted the research to develop 12 research 

propositions. The study has examined the 205 existing municipal e-portals to ascertain the 

extent to which these e-portals provide relevant e-services for the citizens. The second area of 

investigation was to determine the extent to which citizens are satisfied with the municipal e-

portal. The third area of investigation was to evaluate the City of Cape Town's e-portal services, 

and lastly, upon investigating the above research areas, the study then conducted a purposive 

sampling and interviewed the e-government actors to understand their perspectives taking into 

consideration the previous research finding from the previous areas of investigation. All the 

areas of investigation are very important as they gave rise to the propositions which are based 

on the deduction of agency theory.  

 

The study has identified that e-government implementation in local government often 

fails due to several factors that were revealed in Chapters 5 and 6. However, the use of agency 

theory provides insights into what local government needs to do to implement a successful e-

government-for-citizens. Agency theory focuses on how the two parties, namely a Principal 

and an Agent, impact the quality of the project's success (Eisenhardt 1989); hence, the focus 

of this framework is achieving e-government success that is influenced by collegial 

collaboration; implementation processes; and M&E processes 
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Figure 35: Roadmap to develop a model for e-government implementation 
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The study has sketched out a framework for implementing e-government projects (see 

Figure 36 below). For the sake of clarity, the researchers wanted to identify the features that 

are important for the e-government framework in the context of South Africa. The development 

of the framework below took into consideration the research findings in Chapters 5 and 6 

including applying the deductive approach through the lens of agency theory.  

 

 

 

Figure 36: Extended agency theory for implementing a successful e-government project 

 

 

Agency theory concepts as explained in Chapter 4 stipulate the need to consider the 

environment, response, and outcome variables to ensure project success. Based on the need to 

ascertain e-government project success, this study highlights that the first research was to 

address the environmental variables which point out the need to strengthen collegial 

collaboration by focusing on building strong collegial leadership and a collegial workforce 

which will lead to e-government project success. Upon consolidating the leadership-related 

issues, the second issues were the response variables which are about creating conducive 

implementation process which include the development of a holistic e-government policy for 

local government, and the development of appropriate contractual obligation which will lead 

to e-government project success. Part of the response variable also includes the monitoring and 

evaluation (M&E) process of the implementation processes. Figure 36 posits that e-government 
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project success is the desired outcome (outcome variable) which is influenced by the 

environmental and response variables. According to the extended agency theory, e-government 

projects involve multiple stakeholders in nature, and the more the silos within leadership and 

workforce are eliminated when it comes to implementing e-government projects, the better the 

response variables would be achieved and will lead to the project's success.  Below is the 

explanation of the theoretical concepts including research propositions that were developed. 

7.2. Theoretical concept clarification and research propositions  

The following section is about explaining the proposed model's theoretical concepts 

and highlights the research propositions.  

7.2.1. Environmental variables 

The study is on the premise that when there is no collegial collaboration among e-

government stakeholders, there is a high likelihood that the implementation process of e-

government will not be possible. Collegial collaboration in this study is defined as the ability 

of stakeholders to work together across disciplines to achieve mutual goals within a local 

government setting. The e-government project in nature requires collaborative multi-

stakeholders to ensure coherent implementation; however, this research has found that e-

government projects often failed due to weak or lack of leadership, and a lack of collegial 

workforce (see Figure 36 above). This study has made several postulations about collegial 

collaboration (CC) which are discussed below. These postulations will be tested in future 

research. The collegial collaboration which emphasises the importance of collegial leadership 

and workforce ensures that the implementation process is carried out and is monitored and 

evaluated constantly.  

7.2.1.1. Collegial leadership 

This study postulates that “strong leadership that works together translates to the 

development of a holistic e-government policy” [P1]. In the context of this study, collegial 

leadership is defined as a systematic process that involves collaborative actions among the 

strategic apex to achieve the required outcome within a local government setting. P1 highlights 

one of the important issues, namely, a need to establish a collaborative leadership focusing on 

developing an e-government framework to ensure e-government projects do not fail. The 

previous chapter revealed that local government does not have an e-government framework to 
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guide the workforce in terms of implementing e-government projects. There is a need to look 

beyond the technical expertise in terms of the implementation of e-government mainly because, 

in the context of this research, one of the reasons that lead to the failure of the e-government 

project is due to a lack of collegial leadership. According to the research findings, e-

government project failures are not necessarily the contracted agent’s (workforce) lack of 

technical skills or experience to develop integrated e-portals; it is because of weak or lack of 

collegiality among the strategic apex (principal-to-principal).  

 

The lack of collegial leadership causes municipalities to operate in isolation, leaders do 

not have measures in place to work collaboratively; and causes some defects in the 

implementation of e-government, such as establishing an appropriate institutional arrangement 

to coordinate, manage, and control the project successfully. By nature, the e-government 

project involves multi-stakeholders; therefore its design should have a multi-stakeholder 

approach so that leadership from various departments should be responsible for e-government 

to avoid developing projects in isolation. The Principal-to-Principal relationship (PPR) must 

be established across the public sector so that senior managers can ensure the smooth and 

successful implementation of the e-government project. According to Cortellazzo, et al., (2019: 

1), “Leaders are key actors in the development of digital culture, and they need to create 

relationships with multiple and scattered stakeholders and focus on enabling collaborative 

processes in complex settings”. The challenges of e-government must be addressed by effective 

leadership (Mcclure, 2001). The PPR refers to public sector managers working together to 

implement a unified electronic government portal. The relationship among public sector 

(Principal) managers is paramount in the implementation of e-government projects, and the 

over-concentration on technical expertise is secondary mainly because the project success 

depends heavily on how it is planned, executed through developing uniformed e-government 

framework.  

7.2.1.2. Collegial workforce 

The workforce represents the implementing agents that are directly involved in the e-

government implementation. In the context of this study, a collegial workforce is defined as a 

systematic process that involves collaborative actions among the implementing agents to 

achieve the required outcome within a local government setting. The workforce refers to the 

principal-and-agent relationship which has been identified as one of the mechanisms that are 
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important in the development and implementation of e-government services for citizens. The 

following research postulations relate to workforce involvement to ensure the implementation 

of e-services goes smoothly.   

 

P2 - E-government actors that are guided by the relevant e-government framework are likely 

to implement a successful e-government project. 

P3 - Collegial workforce that abides by contractual obligation is likely to implement a 

successful e-government project. 

P4 - When a collegial workforce implements an e-government policy and abides by its 

contract, there is a high likelihood that the e-government project will succeed.  

 

According to agency theory conflict occurs when each party becomes self-serving and 

it may lead to a relationship breakdown (Koch et al, 2009). The Research Participants 

highlighted that the current state of e-government implementation is the reflection of the lack 

of a collegial workforce, especially when it comes to principal and agent engagement. The 

principals represent the management public sector whilst agents represent operational staff. 

The postulation that agency theory makes is that problems often arise when co-operating 

parties have different attitudes towards risk and different goals” (Eisenhardt, 1989, Basu & 

Lederer, 2011). Among the problems are: 

 Goal conflicts that exist between Principal and Agent (Eisenhardt, 1989). 

Agents acting in their self-interest when goal conflicts (Eisenhardt, 1989). 

Agents’ misrepresentation of their true abilities (Eisenhardt, 1989). 

Lack of effort by the Agent known as shirking (Eisenhardt, 1989).  

 

In this research, the agency theory explains e-government implementation failure is 

attributed to the lack of collegial collaboration between Principals and Agents, and this has led 

to the development of e-government projects which are not guided by the e-government policy 

[P2], including the lack of abiding by contractual obligation [P3]; hence, collegial collaboration 

is important as it would play a very important role, especially in the development of e-

government policy and contracts.  

 

The public sector is a complex institution where the success of ICT projects is highly 

dependent on the interaction between the Principal and the Agent. The Principal-to-Agent 
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relationship plays a pivotal role in coordinating the e-government implementation. However, 

some of the challenges that were identified include the fact that e-government is a multi-

stakeholder, and the nature of implementing e-government projects entails multi-stakeholder 

involvement which is not always clear which e-government actors must be involved in the 

implementation of e-government. Furthermore, municipalities do not necessarily have a clear 

plan as to what needs to be done in terms of designing, developing, and implementing fully-

fledged e-government. The lack of a collegial workforce is one of the factors that lead to the 

high failure rate of e-government implementation. The relationship between Principals and 

Agents is non-existing and it has caused duplication of projects and further contributed to 

isolation. The Principals are the project leaders from start to finish working along with the 

contracted Agents. One of the identified issues that have led to e-government project failure is 

the fact that an Actor is operating in silos and there is a lack of coordination among Actors. 

The nature of the e-government project involves several actors; the Principals must have the 

ability to plan, coordinate, and manage the implementation process of e-government projects 

which is not the case. The e-government-related projects are shifted to the technology 

department which is not capacitated to understand what must be developed. The Actors 

revealed that there is no collaborative strategy that is in place which allows participating 

Principals and Agents to interact and engage with one another outside their immediate 

department. The lack of a collegial workforce also contributes to misaligned work activities.  

7.2.2. Response variables  

The response variables have two parts namely the implementation process and the 

monitoring and evaluation of the implementation process. The implementation process entails 

the development of e-government policy and contractual obligation whilst the monitoring and 

evaluation are for the implantation processes including the e-government project which is an 

outcome variable.  

7.2.2.1. Implementation process 

The implementation processes were highlighted as one of the fundamental factors that 

are crucial in e-government project success. In this study, the development of a fully-fledged 

e-portal at the local government level has been affected by the lack of decisive e-government 

policy and the lack of appropriate contractual obligations and e-government prototypes that are 

not citizen-centric. Under the implementation process, this research postulates that: 
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P5 - When the e-government actors’ contractual obligation is aligned with e-government 

policy, there is a high likelihood that the e-government project will succeed. 

P6 - When the e-government actors’ contractual obligation is aligned with the project 

outcome, there is a high likelihood that the e-government project will succeed. 

 

The lack of a holistic e-government policy framework is a problem, so the lack of 

developing an appropriate contractual obligation that is aligned with the e-government policy 

has led to the high failure of the e-government project. What drives e-government 

implementation also includes the development of a holistic e-government policy that is aligned 

with the contractual obligation. The following section focuses on the development of e-

government policy, contractual obligation, and e-government project.  

 

 

Figure 37: Implementation process 

 

7.2.2.1.1. Development of a holistic e-government policy 

One of the challenges of e-government implementation lies in the misalignment of the 

strategic objectives of e-government services (Karokola, 2012). According to De Brí & 

Bannister (2015), the e-government projects in developing countries are failing to align with 

the patterns of e-government maturity models, resulting in poor sustainability of these e-

government services. In SA, DPTS (2017) the national e-government strategy recognises the 

need to guide the digital transformation of public service into an inclusive digital society. The 

national strategy further defines e-government as the use of communication technologies 

(including mobile devices), websites, applications, and other ICT services and platforms to link 
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citizens and the public sector and facilitate collaborative and efficient governance (2017). 

However, although e-government implementation in SA dates back in 1995 as highlighted in 

the White Paper on the transformation of the public sector, the municipalities do not have any 

aligned strategic objectives to implement fully-fledged e-government services hence most of 

the e-portals are still at the developmental stage (DPTS, 2017).  

 

The agents within municipalities are unable to implement a fully-fledged e-government 

portal because there is no holistic e-government policy that guides their work activities. The 

implementation of e-government is influenced by a solid relationship among the relevant 

Actors, but most importantly the Principals play a leading role in developing aligned e-

government strategic objectives which are depicted in the policy framework document. The 

National e-government strategy provides a roadmap to guide the digital transformation of 

public service in South Africa into an inclusive society where all citizens can benefit from the 

opportunities offered by digital technologies to improve their quality. However, at the 

municipal level, there is no e-government framework to guide the local government to create 

an inclusive society through the digital transformation of its services. The inclusive e-

government framework helps to integrate the Actor's work activities and assists in creating a 

single contract to develop a single e-government portal. In the public sector, the legislative 

framework plays a pivotal role as it, “involves translating the goals and objectives of policy 

into an action” (Khan, 2016). It is quite clear that the public sector is a policy-driven entity, 

and that these policies provide a direction. Equally, the Principal and Agents have a 

responsibility to see to it that the e-government legislative framework is implemented through 

the establishment of the relevant programmes that fulfil the goals and objectives of the policy.  

 

The interpretation and articulation of the e-government legislative framework by 

Actors (Principal and Agent) are paramount mainly because they will lead to the establishment 

of the contractual obligation where the e-government programmes will be formulated and 

implemented. Hence, Naidoo (2010) emphasises the critical need for effective leadership to 

promote service delivery by local government in South Africa. (Cloete, 2012) states that, “The 

leadership vacuum was aggravated by a policy framework that was vague and inadequate to 

deal with the emerging importance of ICTs in government.” According to the Research 

Participants, the development of e-portal at the municipal level is not based on any e-

government framework mainly because there is no municipal e-government related framework. 
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Each department operates on silos, in fact. According to the national e-government strategy 

(2017: 30) it is the responsibility of the provincial administration to co-ordinate provincial and 

municipal e-government services with various departments and stakeholders. The fact that 

provincial administration is a co-ordinating agency has constricted the municipal 

administration from championing the implementation of e-government projects.  

7.2.2.1.2. Develop an appropriate e-government contractual obligation aligned with the e-

government policy framework  

Although there is a national e-government strategy plan which is high level, and local 

governments must align the national plans to fit the context of their local setting by developing 

contracts that are aligned with the e-government framework. The contractual obligation is an 

agreement signed by the Principal and Agents, and it is used as a term of reference that defines 

the purpose of the project and the structure of a project to accomplish a shared vision 

(Eisenhardt, 1989; Mahaney & Lederer, 2003). The assumption is that there is a high likelihood 

that the e-government project will succeed if the implementation of the e-government policy 

framework is aligned with the relevant contract [P5]. The contract determines the outcome of 

the e-government project because it stipulates the work that needs to be completed as guided 

by e-government policy. Contractual obligation plays a pivotal role because it “binds the 

Principal and the Agent” (Eisenhardt, 1989; Mahaney & Lederer, 2003). The Research 

Participants revealed that if departments do not have the necessary skill set then the external 

contractors will be appointed through a tendering system. However corruption is rife; and 

procuring the right skills through tender is always a challenge and this compromises the 

contractual obligation of e-government.  

 

In the context of local government, it is a sector that provides the actual delivery to the 

citizens. Each service delivery component is a citizen focus; however, the successful 

implementation of such services lies in the way the contracts are designed and developed. The 

e-government Actors highlighted that there is a lack of e-government knowledge within local 

government; hence the existing contracts or delivery measures are not e-government orientated. 

The agency theory posits that the contract type is formed based on the project specifications 

and it may not reflect how to implement the policy goals and objectives. The legislative 

framework guides what is to be implemented; and the Actors must see to it that the policy is 

implemented by establishing projects and programmes. The lack of e-government policy in 
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local government limits how the municipalities must design and develop e-government focus 

projects. Although the e-government implementation is highly influenced by the municipal 

intentions at this point, it is not yet clear what direction local government would like to pursue 

in implementing e-government.  

7.2.2.2. Monitoring the e-government implementation process  

Information is one of the driving forces for e-government and the monitoring 

instruments are solely relying on the existing information about the e-government policy and 

contracts that are used to guide the implementation. What does the contract obligation inform 

the Agents about the work to be done? What does the e-government policy intend to achieve? 

This is the information that produces knowledge about the formulation of e-government policy, 

information on constructing relevant contracts, and developing a successful e-government 

project. Therefore, this study is interested in monitoring the existing information about these 

variables. There is always confusion as to what must be monitored as far as e-government is 

concerned. The Research Participants stated that, “the overemphasising on the technical aspect 

of e-government has paralysed the implementation of e-government because pertinent issues 

that make up e-government are conscious or subconsciously side-lined.” Monitoring the e-

government implementation process (see Figure 38 below) is paramount and broader than the 

focus on the technical aspect. Sera & Beaudry (2007: 1) define monitoring “as a continuing 

function that aims primarily to provide the management and main stakeholders of an ongoing 

intervention with early indications of progress, or lack thereof, in the achievement of results.” 

Might & Fischer (1985) state that, “greater monitoring is presumed to produce greater project 

success.” Agency theory also suggests that appropriate monitoring increases the likelihood of 

project success (Mahaney & Lederer, 2003).  

 

Figure 38: Monitoring the e-government implementation process 
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The importance of monitoring the implementation process assumes that there is a high 

likelihood that the e-government project will succeed if there are monitoring systems to 

measure the implementation process.  

7.2.2.2.1. Monitoring of e-government policy 

This research postulates that, “there is a high likelihood that e-government 

implementation will succeed if the e-government policy is constantly monitored to ensure its 

relevance” [P7]. The failure to monitor the relevance of e-government policy is a concern that 

may cause problems in the future because e-government policy provides the blueprint on how 

e-services must be implemented, and also informs what type of e-government projects that 

must be established. The knowledge of e-government changes constantly and the Research 

Participants revealed that e-government policy does not necessarily adapt to such changes 

because there is poor or no monitoring mechanism in place. The delivery of services in the 

public sector is guided by policies that are outdated, incoherent, and no longer implementable. 

The policy should be a guiding framework to formulate relevant e-government contracts that 

would implement e-government projects. It is also critical to note that the intentions of e-

government are expressed in policies; however, e-government is not a ‘one size fits all’ where 

a national e-government policy serves as a guide for the local sphere. The local government 

has been falling behind in developing its e-government policy, meaning that the knowledge 

production about e-government is highly lacking which is the major problem for e-government 

implementation.  

 

One of the observations was the fact that there are several ICT-related policies that are 

promoted, especially at the national level. However, each policy that is promoted does not 

necessarily bring change, but often just creates new terminologies which dominate the 

discourse without providing a proper direction. Terminologies such as digital government, 

online government, open government, digital transformation, etc. are often used in newer 

policies but there is no proper implementation framework that particularises these strategies to 

the existing empirical situation.  

7.2.2.2.2. Monitoring of contractual obligation 

This research has established that there is a strong correlation between e-government 

policy that leads to creating a contractual obligation to influence e-government project success. 
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This research postulates that there is a high likelihood that e-government implementation will 

succeed if the e-government contract is constantly monitored to ensure its relevance [P8]. The 

monitoring of a contractual obligation is about measuring the implementing Agent’s behaviour 

to mitigate the shirking of project deliverables (Sharma, 1997; Gottlieb and Moreira, 2013). 

The monitoring is carried out to ensure Agents (e-government Actors) execute the e-

government project according to agreed-upon strategies identified in the e-government policy 

to achieve the desired outcome (Jawoski, 1988). Kirsh (1996) states that the Principal (senior 

management) exercises control over the Agent and acts to regulate or adjust the behaviour of 

the Agent. The study discovered that the contractual obligation is often measured far too late 

or not measured at all. Hence, shirking among e-government Actors was identified as one of 

the factors that hinder the successful implementation of e-government. Shirking is caused by 

the fact that senior management does not necessarily set measures in place which will ensure 

that e-government Actors are accountable for their contractual obligation. Furthermore, the 

senior management’s inability to manage or control multi-stakeholder projects also contributes 

to project failure. There is a high need to monitor e-government contracts to ensure compliance. 

7.2.2.2.3. Monitoring of e-government project  

The monitoring of the e-government project is one of the important activities to 

ascertain whether what the e-government policy intended is achieved, and the contract 

obligation is met. This research postulates that when the implementation process of an e-

government project is monitored, there is a high likelihood that factors that hinder the e-

government's success will be addressed [P9]. E-government projects become a manifestation 

of the contractual obligation which was carried out by the e-government Actors. Failure to 

closely monitor the e-government project has led to stagnant systems that are not updated, and 

lack relevance to the contemporary ways of delivering services to the citizens. Monitoring of 

e-government policy and contractual obligation emphasised the importance of monitoring the 

e-government policy and e-government contract which build up what an e-government project 

is. However, the e-government project itself must be monitored to ensure that it is relevant and 

that it addresses the contemporary needs of the citizens as identified. 

7.2.2.3. Evaluation of e-government implementation process 

Evaluation is the process of determining the value of things (Scriven, 1991). In this 

research, the value of e-government is a product that is determined. According to Sera & 
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Beaudry, (2007: 1) evaluation is the systematic and objective assessment of an ongoing or 

completed project, programme, or policy, and its design, implementation, and results. 

UNICEF, (2004) highlights the systematic and objective assessment concerning the relevance, 

effectiveness, efficiency, and impact of activities in the light of specified objectives. As far as 

e-government, evaluation plays a very critical role to ensure that the project is worth the 

investment. 

 

.   

Figure 39: Evaluation process of e-government implementation 

 

In the context of this study, evaluation is concerned with activities that oversee the 

value of e-government policy, e-government contracts, and e-government projects. Some of 

the research questions about evaluation included: what value do e-government policies have? 

Do e-government contracts produce the required project objectives? Is the e-government portal 

(final product) yielding the required results? The research results depict that the lack of 

evaluating of e-government policies, contracts, and e-portal is one of the factors that hinder the 

implementation of e-government. Hence, an evaluation should be carried out to determine if 

the e-government policy, contracts, and e-government prototype still provide the required value 

[P10; P11; P12].  

7.2.2.3.1. Evaluation of e-government policy 

Lacking formal procedures and reliable methodologies for the evaluation of e-

government policies and their long-term effects consequently results in poor quality 

conceptualisation, planning, and implementation of e-government policies (Stanimirovic & 

Vintar, 2013: 62). The lack of e-government policy evaluation is one of the biggest hindering 

factors which makes it difficult to determine the value of e-government. Hence this framework 

highlights the importance of evaluating e-government policy [P10] to determine its value and 

relevance, otherwise, the lack thereof may lead to e-government failure. P10 postulates that 
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there is a high likelihood that e-government projects will be redundant if the e-government 

policy is not evaluated. One of the reasons that e-government projects are outdated and not 

useful is that they are not evaluated. Throughout this study, e-government policy is recognised 

as one of the fundamental tools that are used to implement e-government projects; hence 

evaluating the policy is to determine the value it adds because the policy provides the e-

government intentions as developed by the stakeholders.  

7.2.2.3.2. Evaluation of contractual obligation 

Contract evaluation pertains to assessing if the obligations stipulated in the contract 

were met, and this P11 in this framework postulates that there is a high likelihood that e-

government projects will succeed if the contract obligation is evaluated. The research has 

identified some of the limitations in this study including that the e-government contracts were 

not evaluated, and conclusive findings cannot be made in terms of what the contract says about 

e-government implementation. The contracts are formed to implement e-government portals, 

and since there is no fully-fledged e-portal at the municipal level, they assume that the contract 

obligation was to create an information base, not a fully-fledged e-portal for local government. 

Every contract that was ever offered to internal or external Agents to implement was solely for 

information provision. The evaluation of the contractual obligations by senior management 

involves how Actors’ activities are examined to implement the projects, and includes 

examining the technical knowledge and the skills required to ensure project success before the 

work is conducted. Without it, the project will fail. The contracted e-government Actors are 

implementing the e-government objective; therefore the work that they do must be evaluated 

to determine whether they are addressing what the policy has tabled out. The evaluation of 

contracts is also important to ensure that they are honest and eliminate corruption. This is one 

of the most important steps because it posits the actual work activities towards building an e-

portal guided by the policy.  

7.2.2.3.3. Evaluation of e-government project 

Although so much emphasis has been made on the lack of e-government policy for the 

local government, this does not suggest there are progressive initiatives that have been made. 

However, the lack of evaluation of the e-government projects has caused problems; hence this 

study postulates that there is a high likelihood that e-government projects will yield the 

required results, if they are properly evaluated [P12]. There is currently no study that 
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determines the value of e-government portals at the local government level in South Africa. 

The Research Participants stated that it is a challenging task to determine the value of electronic 

services offered by these e-portals mainly because most services are offered through using the 

existing walk-in centre. The evaluation study that can be conducted can relate to e-portal user-

friendliness in terms of finding the information as it is the only service that is provided. It also 

evaluates the online services using web analytics which will help local government to ascertain 

in what it has invested as far as e-government projects, and to determine the value added. 

7.2.3. Outcome variable 

The outcome variable pertains to implementing a successful e-government project; and 

for that to happen the propositions from P1 – P12, which are the combination of environmental 

and response variables, must be carefully taken into consideration. Although the environmental 

variables emphasise the importance of building a formidable workforce [P1; P2; P3; P4;] that 

works together, there is a need for the response variables that take into the consideration 

implementation process and M&E of the implementation process [P5; P6; P7; P8; P9; P10; 

P11; P12].  

7.3. Research validity and reliability  

Evaluating the quality of research is very essential especially if the findings are to be 

utilised in practice (Noble & Smith, 2015). Validity is the precision with which the findings 

accurately reflect the data while reliability is about the consistency of the analytical procedures 

which includes the accounting for personal and research method biases that may influence the 

findings (Long & Johnson, 2000). Lincoln & Guba, (1985) suggests terminologies that are 

associated with credible research, namely truth value, consistency, neutrality (or 

confirmability), and applicability.  

7.3.1. Truth value  

Truth values recognise that multiple realities exist. The researcher may outline personal 

experiences and viewpoints that may have resulted in methodological bias clearly, and 

accurately presented participants’ perspectives (Lincoln & Guba, 1985). Before this study was 

conducted, the researcher reflected on his perspectivity by trying to identify the research 

phenomena to be investigated. This reflection has led to identifying 4 areas of investigation 

which can be regarded as “multiple realities that existed” and each area of investigation had its 
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primary research question and objectives (see Figure 35). To ensure validity and reliability the 

study further recorded and presented the Research Participants' perspectives as suggested by 

Lincoln & Guba. The Participants included a sample of 576 citizens who have filled out a 

survey questionnaire (see Appendix E) and a sample of 35 e-government Actors who shared 

their in-depth experiences (also see Chapters 5 & 6).  

7.3.2. Consistency  

According to Lincoln & Guba (1985) consistency relates to the “trustworthiness” of the 

methods that have been undertaken, and to the clear and transparent decisions made by the 

researcher. From the onset, the study made a clear description in terms of the research process 

to be undertaken. The research methods used are consistent, and have led to reliable research 

findings and the development of 12 research propositions. This research has used data 

triangulation in order to apply different methods and perspectives so that the research can 

produce a comprehensive research finding (Fraser & Greenhalgh, 2001; Long & Johnson, 

2000; Noble & Smith, 2015). Chapters 3 and 4 illustrated the research methods that were 

applied for data analysis and interpretations.  

7.3.3. Neutrality (or confirmability) and applicability 

As a researcher it is important that you remain neutral throughout the research process; 

and to remain neutral the researcher must discuss the emerging themes with the research team 

(Noble & Smith, 2015). Hence the research supervisor was consulted and helped in building 

and guiding the research to ensure it is truthful, consistent and applicable. Furthermore, 

research findings were presented to the e-government experts including the proposed model. 

 

Figure 40: The old model was updated 
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The old model that was presented to the research participant 

 

Update model as suggested by research participants after 

consultation.  

 

 

Lincoln & Guba, (1985) emphasise that consideration must be given to ascertain 

whether findings can be applied to other contexts, settings, or groups. (Long & Johnson, 2000) 

further elucidate that the research participants must be included to validate the research 

findings by inviting them to comment on the transcript and whether the final themes and 

concepts created adequately reflect the phenomena being investigated. The new model reflects 

with views of e-government experts who were part of the Research Participants. The 

development of the above model was validated in consultation with e-government experts 
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which includes officials who are directly involved in the implementation of e-government 

services.  

7.4. Conclusion  

According to the e-government Actors in Chapter 5, e-government policy paves the 

way in terms of being a starting point as far as implementing e-government projects. Without 

an e-government policy, Actors will not know what it is the municipality intends to do in 

developing its e-portal. Therefore, the success of e-government projects lies in various 

variables such as e-government Actors’ ability to collaborate [P1; P2; P3; P4], development of 

the implementation process [P5; P6], and the M&E of the implementation process [P7; P8; P9; 

P10; P11; P12]. This research aims to identify factors that have an impact in terms of 

implementing e-government but also to develop a framework that would assist local 

government municipalities in their quest for the implementation of e-government services for 

their citizens. The research findings in previous chapters have made many assertions on e-

government policy, and government contracts play an important role in developing e-

government portals. However, there is equally a need to establish a co-ordinated workforce to 

execute any e-government project. In summary, policy and contracts have a strong correlation 

to achieving e-government. But for e-government to be sustainable, there is a need to monitor 

and evaluate the implementation process. By doing so, the e-government portal will remain 

responsive and relevant to the needs of citizens.  
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CHAPTER 8 

CONCLUSION: SUMMARY, CONTRIBUTION, AND FUTURE 

RESEARCH 

8.1. Introduction 

 

The research aim of the study is to contribute toward understanding factors that hinder 

the implantation of e-government at the municipal level in South Africa. The research adopted 

multiple case studies; and it is argued that fully functional e-government initiatives can be 

successfully developed only if the implementation process of e-government is linked to the e-

government framework in the context of South Africa’s municipalities.  The next section 

provides an overview of the research to highlight how each chapter contributed to the research. 

The following section is the research contribution and its implications.  

 

 

 

Figure 41: Conclusion, summary, and contribution 

 

The chapter concludes the research by stating the research limitations and providing 

future research opportunities.  

8.2. Overview of the research  

The proposed methodology is based on a sample of the analysis of the existing e-

portals, surveys conducted, and in-depth interviews completed (see Chapter 3). The empirical 

analysis provides evidence that e-government implementation within the local governments 

has been significantly impacted because the existing traditional methods embedded within 
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local governments’ social structures do not accommodate the delivery of contemporary 

solutions. The literature provides a strong emphasis on using the e-government maturity model 

as a method to implement e-government. However, governments in developing nations find it 

difficult to implement the e-government maturity models as they are not a one-size-fits-all 

since they do not take into account the factors and issues that may affect the public sector. This 

necessitated a new methodology that focuses on particularised challenges faced by the 

developing nations as far as e-government implementation is concerned.  

 

The research proposed a new way in which South Africa can improve the 

implementation of its e-government projects initiatives and address their challenges at the same 

time. It provides e-government Actors with key focus areas to help them develop e-government 

projects. The implementation of e-government is regarded as a multi-stakeholder project, and 

the e-government Actors should ask themselves how they can collaborate or work together to 

develop an inclusive e-government policy that would assist them to create relevant contracts. 

There is a strong imperative for e-government Actors to work together to eliminate the silos 

and to redirect the implementation process. The other pertinent question for the e-government 

Actors is to ask how the implementation process would be monitored and evaluated? The 

implementation process in the framework focuses on e-government policy and the type of 

contract that would be developed so that the e-government may have fewer pitfalls and address 

challenges immediately. The framework addresses these questions by providing a method to 

be used to implement e-government projects and this framework provides guidance on how 

these processes relate to each other and should be constructed.  

 

8.3. Research contribution 

The research contribution can be classified under two main areas: a theoretical 

contribution to the academic body of knowledge, and a practical contribution for government 

officials and e-government practitioners / consultants.  

8.3.1. Theoretical contribution 

The theoretical contribution relates to “theory” which is defined as “a statement of 

concepts and their interrelationship that show how and why a phenomenon occurs” (Sutton and 

Staw, 1995). The theoretical contribution in this study is based on how the research responded 
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to the research questions and addressing the research objectives, thereby contributing to the 

academic body of knowledge around e-government. The study contributed by proposing the 

interrelated concepts (see Figure 36 above) to address the challenges relating to the high failure 

of e-government project implementation. The research argues that the model has the potential 

address to provide e-government actors guidance on steps to be followed in building capacity 

and improve the knowledge in terms of developing e-government projects. The model gives e-

government Actors a new perspective in terms of addressing the identified challenges which 

pertain to establishing the social structure responsible for the implementation process, the 

inability to operationalise the e-government Actors' activities within the social structure, and 

to establish the measuring tools for the implementation process. The model provides a 

comprehensive activity on setting up the collaborative team, implementation process, and 

monitoring and evaluation of the implementation process. The model provides a useful 

mechanism that integrates the e-government implementation process activities with a measure 

to monitor and evaluate each step.  

 

The model also recognises the need to develop the implementation process by providing 

e-government actors with responsibilities as far as the development of e-government policy, 

and particularised the policy into the contractual obligation which will be used by the 

implementing agents. The model also argues that there is a need to establish holistic monitoring 

and evaluation of the implementation process. In most cases, e-government portals are 

evaluated based on what they offer, forgetting what processes were being followed, and 

forgetting what tools and resources were provided. The holistic M&E that the model proposes 

to provide a new perspective and to avoid treating e-government prototypes as silos, is part of 

the bigger ecosystem whose processes are integrated starting from promulgating an inclusive 

e-government policy. Lastly, the model provides knowledge sharing for the various disciplines 

such as project managers, policy makers, system developers, and decision-makers who are 

responsible for the implementation of e-government projects.   

 

8.3.2. Practical contribution 

Agefalk (2014: 594) posits that the, “implication for practice can be enacted, observed 

and treated as new empirical data, and thus constitutes an additional empirical 

contribution”. Hence 12 propositions were developed precisely because of various empirical 

observations that were made through the study. The research investigated four areas (see Figure 
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35 above) namely 205 existing e-portals to understand the extent to which local municipalities 

offers relevant electronic services to their citizens; secondly, the citizens’ perspective was 

investigated to ascertain their understanding of e-government services offered to them; thirdly, 

the research conducted an evaluation of e-services to ascertain the adoption level; lastly, the e-

government Actors’ perspectives on e-government implementation were conducted. These 

empirical investigations have led to the 12 logical conclusions (proposition) that provides 

practical contribution (see Chapter 7 above). The practical contribution of this research is the 

detailed insight provided by these case studies. The case studies reveal that there is no fully-

fledged e-portal at the municipal level. This implies that for the effective implementation of e-

government, emphasis should be on developing a model for municipalities. This would help to 

guide the e-government Actors during the implementation process. The case studies also reveal 

that senior managers need to learn more about e-government so that as the decision-makers, 

they will be able to make informed decisions as far as e-government infusion.  

 

The other practical contribution is the model for analysing the process of implementing 

e-government initiatives to assist the e-government Actors. This model brings understanding 

by depicting how the e-government at the municipal level can be implemented; and this model 

can be used as a practical tool. The model is developed based on the empirical observation that 

there is a lack of fully functional e-service that would unify the building blocks of an e-portal. 

Although there are studies on the development of e-service delivery initiatives in developing 

countries, none of the studies focuses on developing fully-fledged e-service delivery for 

citizens in South Africa. This research has established that SA has electronic platforms for 

service delivery, and that these make SA’s empirical situation unique and thus require its own 

empirical situation, diagnosis / observation, so that the theoretical development would address 

such empirical observation. Hence, the conceptual framework is particularising to fit the SA 

experience. The research states that, “when the public sector digital transformation together 

with citizen digital profile is clearly articulated, it is likely the development process of e-service 

delivery will succeed.”  

8.4. Research limitations  

The case studies represented an interesting revelation as far as the state of developing 

the electronic service delivery platforms; however, after discovering that there are 205 existing 

e-portal platforms in South Africa, the researcher was unable to study the quality of the services 
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that these platforms provide for the citizens rather than revealing the level of government 

maturity for each municipal e-portal. The other limitation is that although the research 

proposition narrated the outcome of the research findings and the extension of agency theory, 

the framework was not tested due to COVID-19 regulations which restricted researchers to 

apply their research outcome within the observed empirical situation.  

8.5. Future research 

One area of future research is to investigate the various components that could measure 

the e-service quality within a single South African citizen-centric portal. Prior research into e-

service quality (Chen & Chang 2003; Pather, et al., 2004, Kaisara and Pather 2009) does not 

focus on South Africa in terms of evaluating the fully-fledged e-services platform and, although 

there is various research on e-service quality, South Africa has not developed a fully-fledged 

e-service platform. Hence, there is a need to further investigate how to measure components of 

e-service quality within a fully-fledged environment. Furthermore, the proposed framework 

needs to be tested in a real-world context within the observed empirical situation.  

8.6. Summary 

This study began with an observation that there is no fully-fledged e-government portal 

in the local government of South Africa. This observation was followed by identifying the 

areas of investigation as shown in Figure 35 in Chapter 7. The study highlighted various 

research issues that have led to the extension of agency theory for e-government 

implementation. The model was then sketched based on the research propositions which were 

influenced by the research findings and the use of agency theory. 
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Appendices 

 

Appendix A: Face-to-face Research Questions 

Research data source Title and Research Questions Data collection Instrument 

In-depth Face-to-face 

Interviews 

Executive Structure Questions 

Implementation of fully-fledged e-portal for 

citizens: 

What are the factors that hinder the implementation 

of a fully-fledged e-portal for citizens? 

What is the significance of e-service for citizens in 

government? 

Is e-portals important for citizens? 

What are the benefits of developing e-service for 

citizens? 

What is your understanding of electronic services for 

citizens? 

What is your understanding about the citizen-centric 

approach relating to e-government? 

What is your role in the implementation of e-

government for a citizen? 

Do you think e-government-for-citizens is 

developed? Please explain your response. 

E-government implementation by the department is 

very stagnant and its maturity level remains in the 

same place: 

What do you think is the cause of this stagnation? 

What do you think departments need to do to 

improve their e-government maturity level? 

Research participants: 

Strategic apex 

Middle managers 

 

 

 

 

 

 

 

 

 

 

 

In-depth Face-to-face 

Interviews 

Support Structure Questions 

What is your role in assisting and supporting 

departments to build their e-service for citizens 

initiatives? 

How do you support departments in terms of 

developing their e-government projects? 

Research participant s 

Support staff 
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What are the challenges that you normally 

experience when working with departments to 

implement an e-government project? 

What needs to happen to address these challenges? 

What is it that needs to happen for departments to 

start developing fully functional e-government-for-

citizens? 

In your opinion, do you think there are any 

managerial issues that affect the implementation of 

e-government? 

If so, how can these managerial issues be addressed? 

As an e-government support structure that manages 

e-service for citizens portal: 

What are the challenges that you experience in 

maintaining the portal? 

In your opinion, do you think departments are fully 

capacitated to contribute to the e-service for citizen 

portal? 

What are the key hindrances that cause the 

department to lag in terms of contributing to the e-

service for citizens portal? 

What is it that needs to happen for departments to 

fully embrace and start developing e-service for 

citizen initiatives? 

In-depth Face-to-face 

Interviews 

Technical structure Questions 

Technically speaking, what makes up an ideal e-

government portal? 

What are the technical glitches that hamper the 

implementation of a fully-fledged G2Cs Portal? 

How do these glitches affect the implementation of 

e-service for citizens? 

Research participant s 

Techno-structure 
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Appendix B: Metropolitan e-portals 

No Metropolitan Information e-portals address 
E-portal maturity -levels 

Emerging Enhanced Transaction Connected 

1 Buffalo City http://www.buffalocitymetro.gov.za/     

2 City of Cape Town http://www.capetown.gov.za     

3 Ekurhuleni https://www.ekurhuleni.gov.za/     

4 City of eThekwini http://www.durban.gov.za/     

5 City of Johannesburg http://www.joburg.org.za     

6 Manguang http://www.mangaung.co.za/     

7 Nelson Mandela http://www.nelsonmandelabay.gov.za     

8 City of Tshwane http://www.tshwane.gov.za     

Please note:  Developed  partially developed  not developed 
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Appendix C: Municipal e-portals 

No Local municipalities Province e-Portal Maturity levels 

Emerging Enhanced Transaction Connected 

1 !Kheis Local  Northern Cape Not available     

2 AbaQulusi Local KwaZulu-Natal http://www.abaqulusi.gov.za/     

3 Alfred Duma Local KwaZulu-Natal http://www.alfredduma.gov.za/     

4 Amahlathi Local Eastern Cape http://www.amahlathi.gov.za/     

5 Ba-Phalaborwa Local Limpopo http://www.phalaborwa.gov.za/     

6 Beaufort West Local Western Cape https://www.beaufortwestmun.co.za/     

7 Bela-Bela Local Limpopo http://www.belabela.gov.za/?     

8 Bergrivier Local Western Cape http://www.bergmun.org.za/     

9 Big 5 Hlabisa Local KwaZulu-Natal http://www.big5hlabisa.gov.za/     

10 Bitou Local Western Cape http://www.bitou.gov.za/     

11 Blouberg Local Limpopo http://www.blouberg.gov.za     

12 Blue Crane Route Local Eastern Cape http://bcrm.gov.za/     

13 Breede Valley Local Western Cape http://breedevallei.gov.za/     

14 Bushbuckridge Local Mpumalanga http://www.bushbuckridge.gov.za/     

15 Cape Agulhas Local Western Cape http://www.capeagulhas.org     

16 Cederberg Local Western Cape http://www.cederbergmun.gov.za/     

17 Chief Albert Luthuli Local Mpumalanga https://www.albertluthuli.gov.za/     

18 City of Matlosana Local North West http://www.matlosana.gov.za/     

19 City of Mbombela Local Mpumalanga https://www.mbombela.gov.za/     
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20 City of uMhlathuze Local KwaZulu-Natal https://www.umhlathuze.gov.za/     

21 Collins Chabane Local Limpopo http://www.collinschabane.gov.za/     

22 Dannhauser Local KwaZulu-Natal http://www.dannhauser.gov.za/     

23 Dawid Kruiper Local Northern Cape https://www.dkm.gov.za/     

24 Dihlabeng Local Free State https://www.dihlabeng.gov.za/     

25 Dikgatlong Local Northern Cape http://www.dihlabeng.gov.za/     

26 Dipaleseng Local Mpumalanga http://www.dipaleseng.gov.za/     

27 Ditsobotla Local North West https://www.ditsobotla.gov.za/     

28 Dr Beyers Naudé Local Eastern Cape https://bnlm.gov.za/     

29 Dr JS Moroka Local Mpumalanga https://www.moroka.gov.za/     

30 Dr Nkosazana Dlamini Zuma 

Local 

KwaZulu-Natal 
https://ndz.gov.za/   

  

31 Dr Pixley Ka Isaka Seme Local Mpumalanga https://www.pksdm.gov.za/     

32 Drakenstein Local Western Cape http://www.drakenstein.gov.za/     

33 eDumbe Local KwaZulu-Natal https://edumbe.gov.za/     

34 Elias Motsoaledi Local Limpopo http://www.eliasmotsoaledi.gov.za/     

35 Elundini Local Eastern Cape www.elundini.org.za     

36 eMadlangeni Local KwaZulu-Natal http://emadlangeni.gov.za/     

37 Emakhazeni Local Mpumalanga http://www.emakhazeni.gov.za/     

38 Emalahleni Local Mpumalanga https://www.emalahleni.gov.za/     

39 Lukhanji Local (delete) Eastern Cape http://www.lukhanji.co.za     

40 Emfuleni Local Gauteng https://www.emfuleni.gov.za/     
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41 Emthanjeni Local Northern Cape https://www.emfuleni.gov.za/     

42 Endumeni Local KwaZulu-Natal https://endumeni.gov.za/     

43 Engcobo Local Eastern Cape http://www.engcobolm.gov.za/     

44 Enoch Mgijima Local Eastern Cape https://www.enochmgijima.org.za/     

45 Ephraim Mogale Local Limpopo http://www.ephraimmogalelm.gov.za/     

46 Fetakgomo Tubatse Local Limpopo http://www.fgtm.gov.za/     

47 Ga-Segonyana Local Northern Cape https://ga-segonyana.gov.za/     

48 Gamagara Local Northern Cape https://gamagara.gov.za/     

49 George Local Western Cape https://george.gov.za/     

50 Govan Mbeki Local Mpumalanga https://www.govanmbeki.gov.za/     

51 Great Kei Local Eastern Cape https://greatkeilm.gov.za/     

52 Greater Giyani Local Limpopo http://www.greatergiyani.gov.za/     

53 Greater Kokstad Local KwaZulu-Natal https://www.kokstad.gov.za/     

54 Greater Letaba Local Limpopo http://www.greaterletaba.gov.za/     

55 Greater Taung Local North West http://www.greaterletaba.gov.za/     

56 Greater Tzaneen Local Limpopo http://www.greatertzaneen.gov.za/     

57 Hantam Local Northern Cape https://www.hantam.gov.za/     

58 Hessequa Local Western Cape https://www.hessequa.gov.za/     

59 Impendle Local KwaZulu-Natal https://www.impendle.gov.za/     

60 Ingquza Hill Local Eastern Cape https://www.ihlm.gov.za/     

61 Inkosi Langalibalele Local KwaZulu-Natal Not available     

62 Intsika Yethu Local Eastern Cape https://www.intsikayethu.gov.za/     
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63 Inxuba Yethemba Local Eastern Cape https://iym.gov.za/     

64 JB Marks Local North West Not available     

65 Joe Morolong Local Northern Cape Not available     

66 Jozini Local KwaZulu-Natal https://www.jozini.gov.za/     

67 Kagisano-Molopo Local North West Not available     

68 Kai !Garib Local Northern Cape https://www.kaigarib.gov.za/     

69 Kamiesberg Local Northern Cape https://www.kamiesberg.gov.za/     

70 Kannaland Local Western Cape https://www.kannaland.gov.za/     

71 Kareeberg Local Northern Cape http://www.kareeberg.co.za/     

72 Karoo Hoogland Local Northern Cape http://www.karoohoogland.gov.za/     

73 Kgatelopele Local Northern Cape https://kgatelopele.gov.za/     

74 Kgetlengrivier Local North West http://www.kgetlengrivier.gov.za/     

75 Khai-Ma Local Northern Cape https://www.kamiesberg.gov.za/     

76 King Sabata Dalindyebo Local Eastern Cape https://ksd.gov.za/     

77 Knysna Local Western Cape https://www.knysna.gov.za/     

78 Kopanong Local Free State http://kopanong.gov.za/     

79 Kouga Local Eastern Cape https://www.kouga.gov.za/     

80 Koukamma Local Eastern Cape https://www.koukammamunicipality.gov.za/     

81 KwaDukuza Local KwaZulu-Natal https://www.kwadukuza.gov.za/     

82 Laingsburg Local Western Cape https://www.laingsburg.gov.za/     

83 Langeberg Local Western Cape https://www.langeberg.gov.za/     

84 Lekwa Local Mpumalanga https://www.lekwalm.gov.za/     
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85 Lekwa-Teemane Local North West https://www.lekwateemane.co.za/     

86 Lepelle-Nkumpi Local Limpopo http://www.lepelle-nkumpi.gov.za/     

87 Lephalale Local Limpopo http://www.lepelle-nkumpi.gov.za/     

88 Lesedi Local Gauteng https://www.lesedilm.gov.za/     

89 Letsemeng Local Free State http://www.letsemeng.fs.gov.za/     

90 Madibeng Local North West https://www.madibeng.gov.za/     

91 Mafube Local Free State Not available     

92 Magareng Local Northern Cape https://www.magareng.gov.za/     

93 Mahikeng Local North West https://www.mahikeng.gov.za/     

94 Makana Local Eastern Cape http://www.makana.gov.za/     

95 Makhado Local Limpopo http://www.makhado.gov.za/     

96 Makhuduthamaga Local Limpopo http://www.makhuduthamaga.gov.za/     

97 Maluti-A-Phofung Local Free State Not available     

98 Mamusa Local North West http://www.mamusa.gov.za/     

99 Mandeni Local KwaZulu-Natal https://www.mandeni.gov.za/     

100 Mantsopa Local Free State http://www.mantsopa.fs.gov.za/     

101 Maphumulo Local KwaZulu-Natal http://maphumulo.gov.za/     

102 Maquassi Hills Local North West https://maquassihills.co.za/     

103 Maruleng Local Limpopo https://maquassihills.co.za/     

104 Masilonyana Local Free State http://www.masilonyana.fs.gov.za/     

105 Matatiele Local Eastern Cape https://www.matatiele.gov.za/     

106 Matjhabeng Local Free State http://www.matjhabeng.fs.gov.za/     
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107 Matzikama Local Western Cape https://www.matzikamamunicipality.co.za/     

108 Mbhashe Local Eastern Cape https://www.mbhashemun.gov.za/     

109 Merafong City Local Gauteng https://merafong.gov.za/     

110 Metsimaholo Local Free State https://www.metsimaholo.gov.za/     

111 Mhlontlo Local Eastern Cape http://www.mhlontlolm.gov.za/     

112 Midvaal Local Gauteng https://www.midvaal.gov.za/     

113 Mkhambathini Local KwaZulu-Natal https://www.mkhambathini.gov.za/     

114 Mkhondo Local Mpumalanga https://www.mkhondo.gov.za/     

115 Mnquma Local Eastern Cape http://www.amathole.gov.za/     

116 Modimolle-Mookgophong Local Limpopo https://www.mmlm.gov.za/     

117 Mogalakwena Local Limpopo https://www.mmlm.gov.za/     

118 Mogale City Local Gauteng https://www.mmlm.gov.za/     

119 Mohokare Local Free State https://www.mohokare.gov.za/     

120 Molemole Local Limpopo http://www.molemole.gov.za/     

121 Moqhaka Local Free State https://www.moqhaka.gov.za/     

122 Moretele Local North West https://moretele.gov.za/     

123 Moses Kotane Local North West https://moretele.gov.za/     

124 Mossel Bay Local Western Cape https://www.mosselbay.gov.za/     

125 Mpofana Local KwaZulu-Natal https://mpofana.gov.za/     

126 Msukaligwa Local Mpumalanga Not available     

127 Msunduzi Local KwaZulu-Natal http://www.msunduzi.gov.za/     

128 Mthonjaneni Local KwaZulu-Natal http://www.msunduzi.gov.za/     
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129 Mtubatuba Local KwaZulu-Natal https://mtubatuba.gov.za/     

130 Musina Local Limpopo https://www.musina.gov.za/     

131 Nala Local Free State http://www.nala.fs.gov.za/     

132 Naledi Local North West Not available     

133 Nama Khoi Local Northern Cape https://www.namakhoi.gov.za/     

134 Ndlambe Local Eastern Cape https://www.ndlambe.gov.za/     

135 Ndwedwe Local KwaZulu-Natal http://www.ndwedwe.gov.za/     

136 Newcastle Local KwaZulu-Natal https://newcastle.gov.za/     

137 Ngqushwa Local Eastern Cape https://ngqushwamun.gov.za/     

138 Ngwathe Local Free State http://www.ngwathe.fs.gov.za/     

139 Nkandla Local KwaZulu-Natal http://www.nkandla.org.za/     

140 Nketoana Local Free State http://www.nketoana.fs.gov.za/     

141 Nkomazi Local Mpumalanga https://www.nkomazi.gov.za/     

142 Nongoma Local KwaZulu-Natal https://nongoma.gov.za/     

143 Nquthu Local KwaZulu-Natal https://www.nquthu.gov.za/     

144 Ntabankulu Local Eastern Cape http://www.ntabankulu.gov.za/     

145 Nyandeni Local Eastern Cape https://www.nyandenilm.gov.za/     

146 Okhahlamba Local KwaZulu-Natal https://okhahlamba.gov.za/     

147 Oudtshoorn Local Western Cape http://www.oudtshoorn.gov.za/     

148 Overstrand Local Western Cape https://www.overstrand.gov.za/en/     

149 Phokwane Local Northern Cape https://www.phokwane.gov.za/     

150 Phumelela Local Free State Not available     
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151 Polokwane Local Limpopo https://www.polokwane.gov.za/     

152 Port St Johns Local Eastern Cape http://www.psjmunicipality.gov.za/     

153 Prince Albert Local Western Cape https://www.pamun.gov.za/     

154 Ramotshere Moiloa Local North West Not available     

155 Rand West City Local Gauteng https://www.randwestcity.gov.za/     

156 Ratlou Local North West https://www.ratlou.gov.za/     

157 Ray Nkonyeni Local KwaZulu-Natal https://www.rnm.gov.za/     

158 Raymond Mhlaba Local Eastern Cape https://www.raymondmhlaba.gov.za/     

159 Renosterberg Local Northern Cape Not available     

160 Richmond Local KwaZulu-Natal https://richmond.gov.za/     

161 Richtersveld Local Northern Cape https://www.richtersveld.gov.za/     

162 Rustenburg Local North West https://www.rustenburg.gov.za/     

163 Sakhisizwe Local Eastern Cape Not available     

164 Saldanha Bay Local Western Cape https://sbm.gov.za/     

165 Senqu Local Eastern Cape https://www.senqu.gov.za/     

166 Setsoto Local Free State https://setsoto.gov.za/     

167 Siyancuma Local Northern Cape https://www.siyancuma.gov.za/     

168 Siyathemba Local Northern Cape https://www.siyathemba.gov.za/     

169 Sol Plaatje Local Northern Cape http://www.solplaatje.org.za/     

170 Stellenbosch Local Western Cape https://stellenbosch.gov.za/     

171 Steve Tshwete Local Mpumalanga https://stlm.gov.za/     

172 Sundays River Valley Local Eastern Cape https://www.srvm.co.za/     
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173 Swartland Local Western Cape http://www.swartland.org.za/     

174 Swellendam Local Western Cape http://www.swartland.org.za/     

175 Thaba Chweu Local Mpumalanga http://www.tclm.gov.za/     

176 Thabazimbi Local Limpopo http://www.thabazimbi.gov.za/     

177 Theewaterskloof Local Western Cape http://www.twk.org.za/     

178 Thembelihle Local Northern Cape http://thembelihlemunicipality.gov.za/     

179 Thembisile Hani Local Mpumalanga http://www.thembisilehanilm.gov.za/     

180 Thulamela Local Limpopo http://www.thulamela.gov.za/     

181 Tokologo Local Free State http://www.tokologo.gov.za/     

182 Tsantsabane Local Northern Cape http://tsantsabane.gov.za/     

183 Tswaing Local North West http://tswaing.gov.za/     

184 Tswelopele Local Free State http://www.tswelopele.gov.za     

185 Ubuhlebezwe Local KwaZulu-Natal http://www.ubuhlebezwe.gov.za/     

186 Ubuntu Local Northern Cape http://www.ubuntu.gov.za/     

187 Ulundi Local KwaZulu-Natal http://www.ulundi.gov.za/     

188 Umdoni Local KwaZulu-Natal http://www.umdoni.gov.za/     

189 uMfolozi Local KwaZulu-Natal http://umfolozi.gov.za/     

190 uMhlabuyalingana Local KwaZulu-Natal http://www.umhlabuyalingana.gov.za/     

191 uMlalazi Local KwaZulu-Natal http://www.umlalazi.gov.za/     

192 uMngeni Local KwaZulu-Natal http://umngeni.gov.za     

193 uMshwathi Local KwaZulu-Natal http://www.umshwathi.gov.za/     

194 uMsinga Local KwaZulu-Natal https://www.umsinga.gov.za/     
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195 Umsobomvu Local Northern Cape http://www.umsobomvumun.co.za/     

196 Umuziwabantu Local KwaZulu-Natal http://www.umuziwabantu.gov.za/     

197 Umvoti Local KwaZulu-Natal http://www.umvoti.gov.za/     

198 Umzimkhulu Local KwaZulu-Natal https://www.umzimkhululm.gov.za/     

199 Umzimvubu Local Eastern Cape http://www.umzimvubu.gov.za     

200 Umzumbe Local KwaZulu-Natal http://www.umzumbe.gov.za/     

201 uPhongolo Local KwaZulu-Natal http://www.uphongolo.gov.za/     

202 Victor Khanye Local Mpumalanga http://www.victorkhanyelm.gov.za/     

203 Walter Sisulu Local Eastern Cape http://www.waltersisulu.gov.za     

204 Winnie Madikizela-Mandela Local Eastern Cape https://www.winniemmlm.gov.za/     

205 Witzenberg Local Western Cape http://www.witzenberg.gov.za/     
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Appendix D: District municipalities 

 

No 

 

Districts 

 

e-portals URL addresses 

E-portal maturity levels 

Emerging Enhanced Transaction Connected 

1 Alfred Nzo http://www.andm.gov.za     

2 Amajuba http://www.amajuba.gov.za     

3 Amathole http://www.amathole.gov.za     

4 Bojanala Platinum https://www.bojanala.gov.za     

5 Cape Winelands http://www.capewinelands.gov.za     

6 Capricorn http://www.cdm.org.za/     

7 Central Karoo https://www.skdm.co.za/     

8 Chris Hani https://www.chrishanidm.gov.za/     

9 Dr Kenneth Kaunda http://www.kaundadistrict.gov.za/     

10 Dr Ruth Segomotsi Mompati http://drrsmompatidm.gov.za/     

11 Eden http://www.edendm.co.za/     

12 Ehlanzeni http://www.ehlanzeni.gov.za/     

13 Fezile Dabi http://www.feziledabi.gov.za/     

14 Frances Baard http://francesbaard.gov.za/     

15 Gert Sibande https://www.gsibande.gov.za/     

16 Harry Gwala http://www.harrygwaladm.gov.za/     

17 iLembe https://www.ilembe.gov.za/     
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18 Joe Gqabi http://www.jgdm.gov.za/     

19 John Taolo Gaetsewe http://taologaetsewe.gov.za/     

20 King Cetshwayo http://www.uthungulu.org.za/     

21 Lejweleputswa http://lejweleputswa.co.za/     

22 Mopani http://www.mopani.gov.za/     

23 Namakwa http://www.namakwa-dm.gov.za/     

24 Ngaka Modiri Molema http://www.nmmdm.gov.za/     

25 Nkangala http://www.nkangaladm.gov.za/     

26 OR Tambo http://ortambodm.gov.za/     

27 Overberg http://www.odm.org.za/     

28 Pixley ka Seme http://www.pksdm.gov.za/     

29 Sarah Baartman http://www.cacadu.co.za/     

30 Sedibeng http://www.sedibeng.gov.za/     

31 Sekhukhune http://www.sekhukhunedistrict.gov.za/     

32 Thabo Mofutsanyana http://www.thabomofutsanyana.gov.za/     

33 Ugu http://ugu.gov.za     

34 uMgungundlovu http://www.umdm.gov.za     

35 uMkhanyakude http://www.ukdm.gov.za/     

36 uMzinyathi https://www.umzinyathi.gov.za/     

37 uThukela http://www.uthukela.gov.za/     

38 Vhembe http://www.vhembe.gov.za/     

39 Waterberg http://www.waterberg.gov.za/     
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40 West Coast http://westcoastdm.co.za/     

41 West Rand http://www.wrdm.gov.za/wrdm/     

42 Xhariep N/A     

43 ZF Mgcawu http://www.zfm-dm.co.za/     

44 Zululand http://www.zululand.org.za/     

Please note:  Developed  partially developed  not developed 
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            Appendix E: Survey 

 

Area where you 

reside/live in 

the Western 

Cape 

Home 

language 

Gender For how long you have 

been using a smart 

phone? 

Approximately 

how many 

hours per 

week do you 

use your smart 

phone? 

For how long 

you have been 

using the 

internet? 

How do you 

connect to the 

internet? 

Where do you connect to 

the internet most of the 

time? 

Which 

improvements would 

make you use 

technology more 

often to help 

improve your e-

governments? 

Age Highest 

educational 

level 

Khayelitsha Xhosa Male 1 - 3 years 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Grassy Park English Male 1 - 3 years 1 - 3 hours 1 - 3 years WiFi At home Easier to use older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Xhosa Male 1 - 3 years 1 - 3 hours 7 - 10 years Cell phone - 

Prepaid 

At home Cheaper 35 - 49 

years 

Some high 

schooling 

Bellville South English Male 1 - 3 years 1 - 3 hours 7 - 10 years Cell phone - 

Prepaid 

At home Nothing would make 

me use technology 

more 

older 

than 50 

years 

Matric 

(Grade 12) 
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- Senior 

Certificate 

Belhar Afrikaans Male 1 - 3 years 11 - 15 hours 1 - 3 years Cell phone - 

Prepaid 

At home More features older 

than 50 

years 

Diploma or 

Certificate 

           

Delft  Male 1 - 3 years 11 - 15 hours 4 - 6 years Cell phone - 

Contract 

At home Easier to use 35 - 49 

years 

No 

schooling 

Mfuleni Xhosa Male 1 - 3 years 11 - 15 hours 7 - 10 years Cell phone - 

Prepaid 

At home Easier to use 35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Delft Xhosa Male 1 - 3 years 15 - 20 hours 1 - 3 years At a public 

institution e.g. 

public library 

My high school has free 

hotspot 

Easier to understand younger 

than 16 

years 

Some high 

schooling 

Belhar English Male 1 - 3 years 15 - 20 hours 15 - 20 years WiFi At home Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Gugulethu  Male 1 - 3 years 15 - 20 hours 4 - 6 years Cell phone - 

Prepaid 

At work Cheaper older 

than 50 

years 

No 

schooling 

Gugulethu  Male 1 - 3 years 15 - 20 hours 4 - 6 years Cell phone - 

Prepaid 

At work Cheaper older 

than 50 

years 

No 

schooling 
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Belhar Xhosa Male 1 - 3 years 4 - 6 hours 1 - 3 years At a public 

institution e.g. 

public library 

At school Must take into 

account my needs 

and lifestyle 

 
Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar tsonga Male 1 - 3 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Diploma or 

Certificate 

Manenberg Afrikaans Male 1 - 3 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Lavender Hill Afrikaans Male 1 - 3 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Xhosa Male 1 - 3 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to use 35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar English Male 1 - 3 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At work Easier to incorporate 

into daily life 

older 

than 50 

years 

Technikon 

Athlone English Male 1 - 3 years 4 - 6 hours 1 - 3 years WiFi At home Easier to understand older 

than 50 

years 

Diploma or 

Certificate 
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Belhar Zulu Male 1 - 3 years 4 - 6 hours 4 - 6 years WiFi SCHOOL Easier to use 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Gugulethu Xhosa Male 1 - 3 years 4 - 6 hours 7 - 10 years At a public 

institution e.g. 

public library 

At work Easier to use older 

than 50 

years 

University 

Degree 

Nyanga Xhosa Male 1 - 3 years 4 - 6 hours less than a year Cell phone - 

Prepaid 

At home Cheaper 35 - 49 

years 

Some high 

schooling 

Elsies River English Male 1 - 3 years 4 - 6 hours less than a year Cell phone - 

Prepaid 

At home Cheaper older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Heideveld Afrikaans Male 1 - 3 years 4 - 6 hours less than a year WiFi At home Easier to understand older 

than 50 

years 

Some high 

schooling 

Belhar Xhosa Male 1 - 3 years 7 - 10 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Nyanga Xhosa Male 1 - 3 years 7 - 10 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand younger 

than 16 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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Delft Xhosa Male 1 - 3 years 7 - 10 hours 1 - 3 years Cell phone - 

Prepaid 

At work Easier to understand 25 - 34 

years 

Technikon 

Gugulethu Xhosa Male 1 - 3 years 7 - 10 hours 4 - 6 years WiFi At work Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Primary 

school 

Langa Xhosa Male 1 - 3 years 7 - 10 hours less than a year Cell phone - 

Contract 

At work Easier to use older 

than 50 

years 

University 

Degree 

Brakenfell Afrikaans Male 1 - 3 years less than 1 

hour 

1 - 3 years WiFi At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Retreat English Male 1 - 3 years less than 1 

hour 

11 - 15 years WiFi At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

25 - 34 

years 

University 

Degree 

Mitchell's Plain English Male 1 - 3 years less than 1 

hour 

7 - 10 years WiFi At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Some high 

schooling 

Belhar Afrikaans Male 1 - 3 years more than 20 

hours 

1 - 3 years Cell phone - 

Contract 

At home Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

University 

Degree 
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Strandfontein sotho Male 1 - 3 years more than 20 

hours 

1 - 3 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Elsies River Afrikaans Male 1 - 3 years more than 20 

hours 

1 - 3 years Cell phone - 

Prepaid 

At work Easier to understand older 

than 50 

years 

Some high 

schooling 

Wynberg English Male 1 - 3 years more than 20 

hours 

1 - 3 years WiFi At home Nothing would make 

me use technology 

more 

older 

than 50 

years 

University 

Degree 

Belhar English Male 1 - 3 years more than 20 

hours 

15 - 20 years WiFi At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

35 - 49 

years 

University 

Degree 

Mitchell's Plain Xhosa Male 1 - 3 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

35 - 49 

years 

Technikon 

Retreat English Male 11 - 15 years 1 - 3 hours 11 - 15 years Cell phone - 

Contract 

At home Easier to use 35 - 49 

years 

University 

Degree 

Mitchell's Plain English Male 11 - 15 years 1 - 3 hours 7 - 10 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

older 

than 50 

years 

Diploma or 

Certificate 
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Belhar English Male 11 - 15 years 11 - 15 hours 11 - 15 years Cell phone - 

Contract 

At work More features 16 - 24 

years 

University 

Degree 

Bellville English Male 11 - 15 years 11 - 15 hours 11 - 15 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Knysna Afrikaans Male 11 - 15 years 11 - 15 hours 11 - 15 years WiFi At home Easier to incorporate 

into daily life 

25 - 34 

years 

University 

Degree 

Lotus River English Male 11 - 15 years 11 - 15 hours 11 - 15 years WiFi At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Durbanville English Male 11 - 15 years 11 - 15 hours 11 - 15 years WiFi At work Nothing would make 

me use technology 

more 

16 - 24 

years 

University 

Degree 

  Male 11 - 15 years 11 - 15 hours 15 - 20 years Cell phone - 

Contract 

At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

older 

than 50 

years 

 

Porterville Afrikaans Male 11 - 15 years 15 - 20 hours 11 - 15 years Cell phone - 

Contract 

At home Easier to incorporate 

into daily life 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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Blackheath English Male 11 - 15 years 15 - 20 hours 11 - 15 years Cell phone - 

Contract 

At work More features 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Bellville English Male 11 - 15 years 15 - 20 hours 11 - 15 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Xhosa Male 11 - 15 years 15 - 20 hours 11 - 15 years Cell phone - 

Prepaid 

At work Cheaper 35 - 49 

years 

Technikon 

Nyanga Zulu Male 11 - 15 years 15 - 20 hours 11 - 15 years WiFi SCHOOL I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain English Male 11 - 15 years 15 - 20 hours 15 - 20 years Cell phone - 

Prepaid 

At home More features 25 - 34 

years 

Diploma or 

Certificate 

Mfuleni Xhosa Male 11 - 15 years 15 - 20 hours 4 - 6 years Cell phone - 

Prepaid 

At work Easier to incorporate 

into daily life 

35 - 49 

years 

Diploma or 

Certificate 

Langa Xhosa Male 11 - 15 years 15 - 20 hours 7 - 10 years WiFi At home Cheaper 35 - 49 

years 

University 

Degree 

Bonteheuwel English Male 11 - 15 years 15 - 20 hours 7 - 10 years WiFi At work Cheaper 16 - 24 

years 

University 

Degree 
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Bokaap English Male 11 - 15 years 4 - 6 hours 11 - 15 years WiFi At home More features older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Paarl Afrikaans Male 11 - 15 years 4 - 6 hours 11 - 15 years WiFi At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Diploma or 

Certificate 

Khayelitsha Xhosa Male 11 - 15 years 4 - 6 hours 11 - 15 years WiFi At school Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Lansdowne English Male 11 - 15 years 4 - 6 hours 15 - 20 years Cell phone - 

Contract 

At work Easier to incorporate 

into daily life 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Lansdowne English Male 11 - 15 years 4 - 6 hours 15 - 20 years Cell phone - 

Contract 

At work Easier to incorporate 

into daily life 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain English Male 11 - 15 years 4 - 6 hours 15 - 20 years WiFi At home More features 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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Kuilsriver Afrikaans Male 11 - 15 years 7 - 10 hours 11 - 15 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

Diploma or 

Certificate 

Retreat English Male 11 - 15 years 7 - 10 hours 11 - 15 years WiFi At home Cheaper 25 - 34 

years 

Diploma or 

Certificate 

Pinelands English Male 11 - 15 years 7 - 10 hours 15 - 20 years Cell phone - 

Contract 

At work Cheaper 16 - 24 

years 

University 

Degree 

Claremont English Male 11 - 15 years 7 - 10 hours 7 - 10 years Cell phone - 

Contract 

At home Cheaper 25 - 34 

years 

University 

Degree 

Mitchell's Plain Afrikaans Male 11 - 15 years 7 - 10 hours 7 - 10 years WiFi At work Cheaper 25 - 34 

years 

Some 

primary 

schooling 

kraaifontain Afrikaans Male 11 - 15 years 7 - 10 hours more than 20 

years 

Cell phone - 

Prepaid 

At home Cheaper older 

than 50 

years 

University 

Degree 

Elsies River Afrikaans Male 11 - 15 years less than 1 

hour 

7 - 10 years Cell phone - 

Contract 

At home Cheaper older 

than 50 

years 

University 

Degree 

Salt River English Male 11 - 15 years less than 1 

hour 

7 - 10 years Land line - 

ADSL 

At home More features older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Afrikaans Male 11 - 15 years more than 20 

hours 

11 - 15 years Cell phone - 

Contract 

At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 
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- Senior 

Certificate 

Athlone Afrikaans Male 11 - 15 years more than 20 

hours 

11 - 15 years Cell phone - 

Prepaid 

At home Easier to understand 25 - 34 

years 

University 

Degree 

mamre Afrikaans Male 11 - 15 years more than 20 

hours 

11 - 15 years WiFi At home Easier to incorporate 

into daily life 

25 - 34 

years 

Diploma or 

Certificate 

Mitchell's Plain English Male 11 - 15 years more than 20 

hours 

11 - 15 years WiFi At home More features 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Kenwyn English Male 11 - 15 years more than 20 

hours 

15 - 20 years WiFi At home Cheaper older 

than 50 

years 

Some high 

schooling 

Bellville South English Male 11 - 15 years more than 20 

hours 

15 - 20 years WiFi At school Easier to incorporate 

into daily life 

35 - 49 

years 

University 

Degree 

Parow East English Male 11 - 15 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Lotus River English Male 11 - 15 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Diploma or 

Certificate 

Elsies River English Male 11 - 15 years more than 20 

hours 

7 - 10 years WiFi At home Easier to incorporate 

into daily life 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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Parow English Male 15 - 20 years 11 - 15 hours 15 - 20 years Cell phone - 

Contract 

At work Easier to incorporate 

into daily life 

25 - 34 

years 

Diploma or 

Certificate 

Mitchell's Plain English Male 15 - 20 years 11 - 15 hours 15 - 20 years Cell phone - 

Prepaid 

At home Cheaper 35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Delft Afrikaans Male 15 - 20 years 11 - 15 hours 15 - 20 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Delft English Male 15 - 20 years 11 - 15 hours 15 - 20 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Kraaifontein Xhosa Male 15 - 20 years 11 - 15 hours 15 - 20 years Cell phone - 

Prepaid 

At work Cheaper 35 - 49 

years 

Diploma or 

Certificate 

 Afrikaans Male 15 - 20 years 15 - 20 hours 15 - 20 years WiFi At home Cheaper 25 - 34 

years 

Diploma or 

Certificate 

Delft English Male 15 - 20 years 15 - 20 hours more than 20 

years 

Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Kraaifontein Afrikaans Male 15 - 20 years more than 20 

hours 

15 - 20 years Cell phone - 

Contract 

At home Cheaper older 

than 50 

years 

Diploma or 

Certificate 
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Belhar IsiNdebele Male 15 - 20 years more than 20 

hours 

15 - 20 years Cell phone - 

Prepaid 

At home Easier to understand 25 - 34 

years 

University 

Degree 

 Afrikaans Male 15 - 20 years more than 20 

hours 

15 - 20 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

University 

Degree 

Ravensmead Afrikaans Male 15 - 20 years more than 20 

hours 

15 - 20 years Cell phone - 

Prepaid 

At work Easier to incorporate 

into daily life 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Athlone English Male 15 - 20 years more than 20 

hours 

7 - 10 years WiFi At home Easier to incorporate 

into daily life 

older 

than 50 

years 

Diploma or 

Certificate 

Belhar  Male 15 - 20 years more than 20 

hours 

7 - 10 years WiFi At home Easier to understand 25 - 34 

years 

Diploma or 

Certificate 

Bellville Zulu Male 15 - 20 years more than 20 

hours 

more than 20 

years 

WiFi At home Easier to incorporate 

into daily life 

25 - 34 

years 

University 

Degree 

Belhar English Male 15 - 20 years more than 20 

hours 

more than 20 

years 

WiFi At home Easier to use older 

than 50 

years 

 

Lansdowne English Male 15 - 20 years more than 20 

hours 

more than 20 

years 

WiFi At home More features 25 - 34 

years 

University 

Degree 

Strandfontein English Male 4 - 6 years 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

At home Cheaper 35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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Heideveld Afrikaans Male 4 - 6 years 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Zulu Male 4 - 6 years 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand 35 - 49 

years 

Some high 

schooling 

Athlone English Male 4 - 6 years 1 - 3 hours 1 - 3 years WiFi At home Cheaper older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain English Male 4 - 6 years 1 - 3 hours less than a year Cell phone - 

Prepaid 

At home Easier to use older 

than 50 

years 

Technikon 

Upington Afrikaans Male 4 - 6 years 11 - 15 hours 11 - 15 years Land line - 

ADSL 

At work Easier to incorporate 

into daily life 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Xhosa Male 4 - 6 years 11 - 15 hours 4 - 6 years Cell phone - 

Prepaid 

any where I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

16 - 24 

years 

University 

Degree 

Bonteheuwel English Male 4 - 6 years 11 - 15 hours 4 - 6 years Cell phone - 

Prepaid 

At home More features 16 - 24 

years 

University 

Degree 
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belville Afrikaans Male 4 - 6 years 11 - 15 hours 4 - 6 years WiFi At work Nothing would make 

me use technology 

more 

35 - 49 

years 

University 

Degree 

Khayelitsha Xhosa Male 4 - 6 years 11 - 15 hours 4 - 6 years WiFi on campus Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Kraaifontein Afrikaans Male 4 - 6 years 11 - 15 hours 7 - 10 years Cell phone - 

Contract 

At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

older 

than 50 

years 

Some high 

schooling 

Belhar Afrikaans Male 4 - 6 years 11 - 15 hours 7 - 10 years Cell phone - 

Contract 

At work More features older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

 English Male 4 - 6 years 11 - 15 hours 7 - 10 years WiFi At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

16 - 24 

years 

University 

Degree 

atlantis English Male 4 - 6 years 11 - 15 hours 7 - 10 years WiFi At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

University 

Degree 
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Blue Downs Venda Male 4 - 6 years 15 - 20 hours 11 - 15 years Cell phone - 

Contract 

At work More features 35 - 49 

years 

University 

Degree 

Mitchell's Plain English Male 4 - 6 years 15 - 20 hours 15 - 20 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Nyanga Xhosa Male 4 - 6 years 15 - 20 hours 4 - 6 years Cell phone - 

Prepaid 

At home Cheaper 16 - 24 

years 

Diploma or 

Certificate 

Retreat English Male 4 - 6 years 15 - 20 hours 4 - 6 years Cell phone - 

Prepaid 

tygervalley mall Must take into 

account my needs 

and lifestyle 

younger 

than 16 

years 

Primary 

school 

Pelican Park English Male 4 - 6 years 15 - 20 hours 7 - 10 years Cell phone - 

Contract 

At home More features 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Setswana Male 4 - 6 years 15 - 20 hours 7 - 10 years Cell phone - 

Contract 

At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

University 

Degree 

Bishop Lavis Afrikaans Male 4 - 6 years 15 - 20 hours 7 - 10 years Cell phone - 

Contract 

At work Easier to incorporate 

into daily life 

older 

than 50 

years 

Technikon 

Bellville English Male 4 - 6 years 15 - 20 hours 7 - 10 years WiFi At home Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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Belleville Zulu Male 4 - 6 years 4 - 6 hours 11 - 15 years WiFi 
 

More features 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Xhosa Male 4 - 6 years 4 - 6 hours 4 - 6 years Cell phone - 

Prepaid 

 
Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Bonteheuwel Afrikaans Male 4 - 6 years 4 - 6 hours 4 - 6 years Cell phone - 

Prepaid 

At home Easier to understand 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Delft Xhosa Male 4 - 6 years 4 - 6 hours 4 - 6 years Cell phone - 

Prepaid 

At home and work Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

Some 

primary 

schooling 

Brackenfell English Male 4 - 6 years 4 - 6 hours 4 - 6 years Land line - 

ADSL 

At home Easier to understand older 

than 50 

years 

Technikon 

Heideveld Afrikaans Male 4 - 6 years 4 - 6 hours 4 - 6 years WiFi At home Easier to understand older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain Afrikaans Male 4 - 6 years 7 - 10 hours 1 - 3 years WiFi At home Cheaper 35 - 49 

years 

Matric 

(Grade 12) 
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- Senior 

Certificate 

Kraaifontein Afrikaans Male 4 - 6 years 7 - 10 hours 1 - 3 years WiFi At home Easier to understand older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Retreat English Male 4 - 6 years 7 - 10 hours 11 - 15 years Cell phone - 

Contract 

At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Athlone English Male 4 - 6 years 7 - 10 hours 11 - 15 years WiFi At work More features older 

than 50 

years 

Diploma or 

Certificate 

Somerset West English Male 4 - 6 years 7 - 10 hours 15 - 20 years WiFi At home Easier to incorporate 

into daily life 

older 

than 50 

years 

University 

Degree 

Kuilsriver English Male 4 - 6 years 7 - 10 hours 15 - 20 years WiFi At work Easier to incorporate 

into daily life 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Paarl Xhosa Male 4 - 6 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Some high 

schooling 

Grassy Park English Male 4 - 6 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At home Cheaper 35 - 49 

years 

Matric 

(Grade 12) 
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- Senior 

Certificate 

Lansdowne English Male 4 - 6 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At home Easier to understand 16 - 24 

years 

Diploma or 

Certificate 

Somerset wet  Male 4 - 6 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Technikon 

Durbanville Xhosa Male 4 - 6 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At work Cheaper 25 - 34 

years 

Technikon 

goodwood English Male 4 - 6 years 7 - 10 hours 7 - 10 years Cell phone - 

Contract 

At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

older 

than 50 

years 

Some high 

schooling 

Mitchell's Plain English Male 4 - 6 years 7 - 10 hours 7 - 10 years Cell phone - 

Contract 

At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

University 

Degree 

Mitchell's Plain Afrikaans Male 4 - 6 years 7 - 10 hours 7 - 10 years Cell phone - 

Contract 

At work Easier to incorporate 

into daily life 

25 - 34 

years 

Technikon 

Belhar IsiSwati Male 4 - 6 years 7 - 10 hours 7 - 10 years Cell phone - 

Prepaid 

At home Cheaper 16 - 24 

years 

University 

Degree 

Athlone English Male 4 - 6 years 7 - 10 hours 7 - 10 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Diploma or 

Certificate 

Mitchell's Plain English Male 4 - 6 years 7 - 10 hours 7 - 10 years Cell phone - 

Prepaid 

At home I should be able to 

give feedback when 

35 - 49 

years 

Technikon 
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people design the 

technology that is 

supposed to help me 

Khayelitsha Xhosa Male 4 - 6 years 7 - 10 hours 7 - 10 years Cell phone - 

Prepaid 

At work Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Delft Xhosa Male 4 - 6 years 7 - 10 hours 7 - 10 years Cell phone - 

Prepaid 

Campus Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Grassy Park Afrikaans Male 4 - 6 years 7 - 10 hours 7 - 10 years WiFi At work Easier to incorporate 

into daily life 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Grassy Park English Male 4 - 6 years 7 - 10 hours 7 - 10 years WiFi University Easier to incorporate 

into daily life 

25 - 34 

years 

Diploma or 

Certificate 

Kuils River English Male 4 - 6 years less than 1 

hour 

4 - 6 years WiFi At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

younger 

than 16 

years 

Some high 

schooling 

Grassy Park English Male 4 - 6 years more than 20 

hours 

1 - 3 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

25 - 34 

years 

Technikon 
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Belhar  Male 4 - 6 years more than 20 

hours 

1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand 16 - 24 

years 

Some high 

schooling 

Delft Afrikaans Male 4 - 6 years more than 20 

hours 

11 - 15 years Cell phone - 

Prepaid 

At work Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Some high 

schooling 

Eersterivier Afrikaans Male 4 - 6 years more than 20 

hours 

11 - 15 years WiFi At home Easier to incorporate 

into daily life 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Delft Afrikaans Male 4 - 6 years more than 20 

hours 

11 - 15 years WiFi At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

Diploma or 

Certificate 

Nyanga Xhosa Male 4 - 6 years more than 20 

hours 

15 - 20 years Cell phone - 

Prepaid 

At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

goodwood English Male 4 - 6 years more than 20 

hours 

15 - 20 years WiFi both Easier to incorporate 

into daily life 

35 - 49 

years 

University 

Degree 

Khayelitsha Xhosa Male 4 - 6 years more than 20 

hours 

4 - 6 years Cell phone - 

Prepaid 

At home Easier to understand 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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Mitchell's Plain Afrikaans Male 4 - 6 years more than 20 

hours 

4 - 6 years Cell phone - 

Prepaid 

At home Easier to use older 

than 50 

years 

Some high 

schooling 

goodwood English Male 4 - 6 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

University 

Degree 

Athlone Afrikaans Male 7 - 10 years 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

At home Cheaper 35 - 49 

years 

Technikon 

Grabouw Afrikaans Male 7 - 10 years 1 - 3 hours 4 - 6 years Cell phone - 

Contract 

At home Cheaper 35 - 49 

years 

Diploma or 

Certificate 

Blue Downs Afrikaans Male 7 - 10 years 1 - 3 hours 7 - 10 years Cell phone - 

Contract 

At home Easier to use older 

than 50 

years 

Diploma or 

Certificate 

eersteriver English Male 7 - 10 years 1 - 3 hours 7 - 10 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Benoni English Male 7 - 10 years 1 - 3 hours more than 20 

years 

WiFi At home Easier to understand 35 - 49 

years 

Diploma or 

Certificate 

Mitchell's Plain English Male 7 - 10 years 11 - 15 hours 1 - 3 years WiFi At home Easier to use 35 - 49 

years 

Some high 

schooling 

Gugulethu English Male 7 - 10 years 11 - 15 hours 11 - 15 years Cell phone - 

Contract 

At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Technikon 



 

198 

 

Gugulethu Xhosa Male 7 - 10 years 11 - 15 hours 11 - 15 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Bellville Xhosa Male 7 - 10 years 11 - 15 hours 11 - 15 years Cell phone - 

Prepaid 

At work Cheaper 16 - 24 

years 

University 

Degree 

Ottery English Male 7 - 10 years 11 - 15 hours 11 - 15 years Land line - 

ADSL 

At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Elsies River English Male 7 - 10 years 11 - 15 hours 11 - 15 years WiFi At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar English Male 7 - 10 years 11 - 15 hours 11 - 15 years WiFi At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

25 - 34 

years 

University 

Degree 

Bellville Arabic Male 7 - 10 years 11 - 15 hours 11 - 15 years WiFi At home More features 25 - 34 

years 

University 

Degree 

Athlone English Male 7 - 10 years 11 - 15 hours 15 - 20 years WiFi At home I should be able to 

give feedback when 

people design the 

older 

than 50 

years 

University 

Degree 
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technology that is 

supposed to help me 

Swellendam English Male 7 - 10 years 11 - 15 hours 4 - 6 years Cell phone - 

Prepaid 

At work Easier to incorporate 

into daily life 

older 

than 50 

years 

University 

Degree 

Gugulethu Xhosa Male 7 - 10 years 11 - 15 hours 7 - 10 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

35 - 49 

years 

University 

Degree 

atlantis Afrikaans Male 7 - 10 years 11 - 15 hours 7 - 10 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

older 

than 50 

years 

Some high 

schooling 

Mitchell's Plain English Male 7 - 10 years 11 - 15 hours 7 - 10 years WiFi At work More features 16 - 24 

years 

University 

Degree 

Nyanga Xhosa Male 7 - 10 years 11 - 15 hours 7 - 10 years WiFi SCHOOL More features 25 - 34 

years 

University 

Degree 

Belhar Afrikaans Male 7 - 10 years 15 - 20 hours 1 - 3 years Cell phone - 

Contract 

At home Cheaper older 

than 50 

years 

Some high 

schooling 

Belhar TshiVenda Male 7 - 10 years 15 - 20 hours 11 - 15 years Cell phone - 

Prepaid 

At home Easier to use 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Ottery English Male 7 - 10 years 15 - 20 hours 4 - 6 years Cell phone - 

Prepaid 

At work Easier to incorporate 

into daily life 

25 - 34 

years 

University 

Degree 

Kraaifontein Afrikaans Male 7 - 10 years 15 - 20 hours 7 - 10 years Cell phone - 

Contract 

At home Cheaper 35 - 49 

years 

Diploma or 

Certificate 
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Belhar Afrikaans Male 7 - 10 years 15 - 20 hours 7 - 10 years Cell phone - 

Contract 

At home More features 16 - 24 

years 

University 

Degree 

Retreat English Male 7 - 10 years 15 - 20 hours 7 - 10 years Land line - 

ADSL 

At home Easier to incorporate 

into daily life 

16 - 24 

years 

University 

Degree 

goodwood English Male 7 - 10 years 15 - 20 hours more than 20 

years 

WiFi At home Easier to incorporate 

into daily life 

older 

than 50 

years 

Diploma or 

Certificate 

Belhar Afrikaans Male 7 - 10 years 4 - 6 hours 11 - 15 years Cell phone - 

Contract 

At work Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

University 

Degree 

Khayelitsha Xhosa Male 7 - 10 years 4 - 6 hours 11 - 15 years WiFi At home Cheaper 25 - 34 

years 

Some high 

schooling 

Langa Xhosa Male 7 - 10 years 4 - 6 hours 4 - 6 years Cell phone - 

Prepaid 

At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Langa Xhosa Male 7 - 10 years 4 - 6 hours 4 - 6 years Cell phone - 

Prepaid 

At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Bellville Afrikaans Male 7 - 10 years 4 - 6 hours 4 - 6 years WiFi At home Easier to use older 

than 50 

years 

Some 

primary 

schooling 

Thorton English Male 7 - 10 years 4 - 6 hours 7 - 10 years Cell phone - 

Contract 

At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 
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- Senior 

Certificate 

Belhar Xhosa Male 7 - 10 years 4 - 6 hours 7 - 10 years Cell phone - 

Contract 

At home Easier to incorporate 

into daily life 

35 - 49 

years 

Some high 

schooling 

Richwood English Male 7 - 10 years 4 - 6 hours 7 - 10 years Cell phone - 

Contract 

On the go Cheaper 25 - 34 

years 

Diploma or 

Certificate 

Strand Xhosa Male 7 - 10 years 4 - 6 hours 7 - 10 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

25 - 34 

years 

Diploma or 

Certificate 

Strandfontein English Male 7 - 10 years 4 - 6 hours 7 - 10 years WiFi At home Cheaper 25 - 34 

years 

Diploma or 

Certificate 

Grassy Park English Male 7 - 10 years 4 - 6 hours 7 - 10 years WiFi At home Easier to incorporate 

into daily life 

35 - 49 

years 

Technikon 

Athlone English Male 7 - 10 years 7 - 10 hours 11 - 15 years Cell phone - 

Prepaid 

At home More features 16 - 24 

years 

University 

Degree 

Athlone English Male 7 - 10 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At home Cheaper 35 - 49 

years 

Some high 

schooling 

Delft Afrikaans Male 7 - 10 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At home Cheaper 35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Xhosa Male 7 - 10 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At home Easier to understand 25 - 34 

years 

Diploma or 

Certificate 

Nyanga Xhosa Male 7 - 10 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Matric 

(Grade 12) 
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- Senior 

Certificate 

Khayelitsha Xhosa Male 7 - 10 years 7 - 10 hours 7 - 10 years Cell phone - 

Contract 

At home Easier to incorporate 

into daily life 

25 - 34 

years 

Some high 

schooling 

Mitchell's Plain Afrikaans Male 7 - 10 years 7 - 10 hours 7 - 10 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Hanover Park Afrikaans Male 7 - 10 years 7 - 10 hours 7 - 10 years Cell phone - 

Prepaid 

At home Cheaper 35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Afrikaans Male 7 - 10 years 7 - 10 hours 7 - 10 years Cell phone - 

Prepaid 

At home Cheaper older 

than 50 

years 

University 

Degree 

Delft Xhosa Male 7 - 10 years 7 - 10 hours 7 - 10 years Cell phone - 

Prepaid 

At work Cheaper 35 - 49 

years 

Diploma or 

Certificate 

Athlone English Male 7 - 10 years 7 - 10 hours 7 - 10 years WiFi At home Easier to incorporate 

into daily life 

25 - 34 

years 

University 

Degree 

Melkbos English Male 7 - 10 years 7 - 10 hours 7 - 10 years WiFi At home Easier to incorporate 

into daily life 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain Afrikaans Male 7 - 10 years 7 - 10 hours 7 - 10 years WiFi At home Easier to incorporate 

into daily life 

35 - 49 

years 

University 

Degree 
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Grassy Park English Male 7 - 10 years 7 - 10 hours 7 - 10 years WiFi At home Easier to incorporate 

into daily life 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

 English Male 7 - 10 years 7 - 10 hours 7 - 10 years WiFi At home Easier to use 35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Bellville South Afrikaans Male 7 - 10 years 7 - 10 hours 7 - 10 years WiFi At home More features older 

than 50 

years 

University 

Degree 

Bellville English Male 7 - 10 years 7 - 10 hours 7 - 10 years WiFi At home Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Diploma or 

Certificate 

Mitchell's Plain Zulu Male 7 - 10 years more than 20 

hours 

11 - 15 years At a public 

institution e.g. 

public library 

 
Nothing would make 

me use technology 

more 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Pinelands Xhosa Male 7 - 10 years more than 20 

hours 

11 - 15 years Cell phone - 

Contract 

At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Parow English Male 7 - 10 years more than 20 

hours 

11 - 15 years WiFi At home Cheaper 35 - 49 

years 

Matric 

(Grade 12) 
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- Senior 

Certificate 

Paarl English Male 7 - 10 years more than 20 

hours 

15 - 20 years Land line - 

ADSL 

At home Easier to incorporate 

into daily life 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Xhosa Male 7 - 10 years more than 20 

hours 

4 - 6 years Cell phone - 

Prepaid 

 
Easier to use 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Zulu Male 7 - 10 years more than 20 

hours 

4 - 6 years WiFi At work Cheaper 16 - 24 

years 

University 

Degree 

Athlone English Male 7 - 10 years more than 20 

hours 

7 - 10 years At a public 

institution e.g. 

public library 

public institution Nothing would make 

me use technology 

more 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Elsies River English Male 7 - 10 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Afrikaans Male 7 - 10 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At home More features 16 - 24 

years 

University 

Degree 

Strand Xhosa Male 7 - 10 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At home More features 25 - 34 

years 

Diploma or 

Certificate 
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Caledon Afrikaans Male 7 - 10 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Technikon 

Belhar English Male 7 - 10 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

Technikon 

 Zulu Male 7 - 10 years more than 20 

hours 

7 - 10 years WiFi 
 

Easier to incorporate 

into daily life 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Gugulethu Xhosa Male 7 - 10 years more than 20 

hours 

7 - 10 years WiFi At home Cheaper 25 - 34 

years 

University 

Degree 

Lansdowne English Male 7 - 10 years more than 20 

hours 

7 - 10 years WiFi At home Easier to incorporate 

into daily life 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Athlone English Male 7 - 10 years more than 20 

hours 

7 - 10 years WiFi At home Easier to incorporate 

into daily life 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Pinelands English Male 7 - 10 years more than 20 

hours 

7 - 10 years WiFi At home More features 16 - 24 

years 

University 

Degree 

Bellville Xhosa Male 7 - 10 years more than 20 

hours 

7 - 10 years WiFi on campus More features 16 - 24 

years 

Matric 

(Grade 12) 
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- Senior 

Certificate 

Kraaifontein Afrikaans Male 7 - 10 years more than 20 

hours 

more than 20 

years 

Cell phone - 

Contract 

At work Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

Diploma or 

Certificate 

Bonteheuwel English Male 7 - 10 years more than 20 

hours 

more than 20 

years 

Cell phone - 

Prepaid 

At work Cheaper 35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain English Male 7 - 10 years more than 20 

hours 

more than 20 

years 

WiFi Work and at home Cheaper 35 - 49 

years 

University 

Degree 

Belhar  Male I've never used a smart 

phone 

15 - 20 hours 7 - 10 years WiFi At work Cheaper 16 - 24 

years 

Technikon 

Belhar Xhosa Male I've never used a smart 

phone 

I've never used 

a smart phone 

1 - 3 years At a public 

institution e.g. 

public library 

At work Easier to understand 25 - 34 

years 

University 

Degree 

Surrey Estate English Male I've never used a smart 

phone 

I've never used 

a smart phone 

11 - 15 years WiFi At home Easier to use older 

than 50 

years 

University 

Degree 

Paarl Afrikaans Male I've never used a smart 

phone 

I've never used 

a smart phone 

4 - 6 years I don't have 

internet 

connectivity 

I ask someone to do it for 

me when necessary. 

Nothing would make 

me use technology 

more 

older 

than 50 

years 

Diploma or 

Certificate 

Belhar Afrikaans Male I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

  
Nothing would make 

me use technology 

more 

older 

than 50 

years 

Some high 

schooling 
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Kensington Afrikaans Male I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

At a public 

institution e.g. 

public library 

Library/ Clinic Cheaper older 

than 50 

years 

Some 

primary 

schooling 

Athlone English Male I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

Cell phone - 

Contract 

At home Easier to understand older 

than 50 

years 

Some high 

schooling 

Kraaifontein Afrikaans Male I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

 
Nothing would make 

me use technology 

more 

older 

than 50 

years 

Some high 

schooling 

Gugulethu Xhosa Male I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

i do not have internet cafe Easier to use older 

than 50 

years 

University 

Degree 

Bellville Swahili Male I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

I don't connect internet Easier to understand older 

than 50 

years 

Some high 

schooling 

Strand Afrikaans Male I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

I don't have internet 

connectivity 

Nothing would make 

me use technology 

more 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain English Male I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

i'd ask one of my children Easier to understand older 

than 50 

years 

Diploma or 

Certificate 

Athlone Afrikaans Male I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

No internet connection Cheaper older 

than 50 

years 

Some 

primary 

schooling 
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Hanover Park Afrikaans Male I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

nowhere Nothing would make 

me use technology 

more 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Kraaifontein Afrikaans Male I've never used a smart 

phone 

I've never used 

a smart phone 

less than a year I don't have 

internet 

connectivity 

 
Nothing would make 

me use technology 

more 

older 

than 50 

years 

Diploma or 

Certificate 

Strand Afrikaans Male less than a year 1 - 3 hours 4 - 6 years WiFi At home Nothing would make 

me use technology 

more 

older 

than 50 

years 

Technikon 

Elsies River Afrikaans Male less than a year 1 - 3 hours less than a year WiFi At home Easier to use older 

than 50 

years 

Some high 

schooling 

Crossroads Xhosa Male less than a year 4 - 6 hours less than a year At a public 

institution e.g. 

public library 

public institutions or 

restaurants like KFC 

Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Zulu Male less than a year 4 - 6 hours less than a year Cell phone - 

Prepaid 

At home Cheaper 35 - 49 

years 

Some high 

schooling 

Khayelitsha Xhosa Male less than a year 4 - 6 hours less than a year Cell phone - 

Prepaid 

At home Easier to use 35 - 49 

years 

Technikon 

Gugulethu Xhosa Male less than a year 4 - 6 hours less than a year WiFi At work Easier to understand 35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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Paarl SeSotho Male less than a year less than 1 

hour 

less than a year At a public 

institution e.g. 

public library 

Public Library Easier to use 35 - 49 

years 

Some high 

schooling 

Elsies River English Male less than a year less than 1 

hour 

less than a year Cell phone - 

Prepaid 

At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Kuilsriver Afrikaans Male more than 20 years 15 - 20 hours 11 - 15 years Cell phone - 

Contract 

home and work Nothing would make 

me use technology 

more 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Delft Afrikaans Male more than 20 years 4 - 6 hours more than 20 

years 

Cell phone - 

Prepaid 

At home Nothing would make 

me use technology 

more 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Wynberg English Male more than 20 years more than 20 

hours 

15 - 20 years WiFi both Nothing would make 

me use technology 

more 

35 - 49 

years 

University 

Degree 

Retreat English Male more than 20 years more than 20 

hours 

more than 20 

years 

Land line - 

ADSL 

At work Easier to use older 

than 50 

years 

University 

Degree 

Elsies River Afrikaans Female 
  

4 - 6 years WiFi At home Nothing would make 

me use technology 

more 

older 

than 50 

years 

Matric 

(Grade 12) 
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- Senior 

Certificate 

Mitchell's Plain Afrikaans Female 
 

1 - 3 hours 4 - 6 years Cell phone - 

Prepaid 

At home More features older 

than 50 

years 

Some high 

schooling 

Mitchell's Plain Afrikaans Female 
 

4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

 
Easier to understand older 

than 50 

years 

Primary 

school 

Rylands English Female 
 

4 - 6 hours 11 - 15 years WiFi At work Easier to understand 35 - 49 

years 

University 

Degree 

Crossroads Xhosa Female 1 - 3 years 
 

1 - 3 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Bothasig Afrikaans Female 1 - 3 years 1 - 3 hours 1 - 3 years Cell phone - 

Contract 

At home Easier to use older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

bredasdorp Afrikaans Female 1 - 3 years 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

 
Easier to understand older 

than 50 

years 

Primary 

school 

Ruyterwacht English Female 1 - 3 years 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

At home Cheaper older 

than 50 

years 

Some 

primary 

schooling 
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Delft English Female 1 - 3 years 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain English Female 1 - 3 years 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to use older 

than 50 

years 

Some high 

schooling 

Elsies River English Female 1 - 3 years 1 - 3 hours 1 - 3 years WiFi At home Easier to incorporate 

into daily life 

older 

than 50 

years 

Some high 

schooling 

Delft Afrikaans Female 1 - 3 years 1 - 3 hours 1 - 3 years WiFi At home Easier to understand older 

than 50 

years 

Primary 

school 

Grabouw Afrikaans Female 1 - 3 years 1 - 3 hours 11 - 15 years Land line - 

ADSL 

At home Cheaper older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mfuleni Xhosa Female 1 - 3 years 1 - 3 hours 15 - 20 years WiFi At home Easier to understand 25 - 34 

years 

University 

Degree 

Strand English Female 1 - 3 years 1 - 3 hours less than a year Cell phone - 

Contract 

At home Easier to use older 

than 50 

years 

Primary 

school 

Delft Afrikaans Female 1 - 3 years 1 - 3 hours less than a year Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Some 

primary 

schooling 



 

212 

 

Mitchell's Plain Afrikaans Female 1 - 3 years 1 - 3 hours less than a year Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Diploma or 

Certificate 

Bishop Lavis Afrikaans Female 1 - 3 years 1 - 3 hours less than a year I don't have 

internet 

connectivity 

With your children on 

their smartphones 

Easier to understand older 

than 50 

years 

Primary 

school 

Delft Xhosa Female 1 - 3 years 11 - 15 hours 1 - 3 years 
 

At home Easier to incorporate 

into daily life 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Athlone English Female 1 - 3 years 11 - 15 hours 1 - 3 years Cell phone - 

Prepaid 

At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Strand Zulu Female 1 - 3 years 11 - 15 hours 4 - 6 years At a public 

institution e.g. 

public library 

SCHOOL Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mfuleni Xhosa Female 1 - 3 years 11 - 15 hours 4 - 6 years WiFi At work Nothing would make 

me use technology 

more 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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Bellville South Afrikaans Female 1 - 3 years 15 - 20 hours 1 - 3 years WiFi At home Easier to use older 

than 50 

years 

Some high 

schooling 

Belhar English Female 1 - 3 years 15 - 20 hours 7 - 10 years WiFi At university Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Delft Afrikaans Female 1 - 3 years 4 - 6 hours 1 - 3 years Cell phone - 

Contract 

At home Cheaper 35 - 49 

years 

Some high 

schooling 

Elsies River Xhosa Female 1 - 3 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Diploma or 

Certificate 

Hanover Park English Female 1 - 3 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Cheaper older 

than 50 

years 

No 

schooling 

Mitchell's Plain Afrikaans Female 1 - 3 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Cheaper older 

than 50 

years 

Some high 

schooling 

Ravensmead Afrikaans Female 1 - 3 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mfuleni Xhosa Female 1 - 3 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

older 

than 50 

years 

Some high 

schooling 
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Fisantekraal Xhosa Female 1 - 3 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand 35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Heideveld Xhosa Female 1 - 3 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand 35 - 49 

years 

Diploma or 

Certificate 

 Afrikaans Female 1 - 3 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Some high 

schooling 

Delft Xhosa Female 1 - 3 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

Some high 

schooling 

Delft Xhosa Female 1 - 3 years 4 - 6 hours 1 - 3 years WiFi At home Easier to understand 35 - 49 

years 

Primary 

school 

Elsies River English Female 1 - 3 years 4 - 6 hours 1 - 3 years WiFi At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Xhosa Female 1 - 3 years 4 - 6 hours 4 - 6 years Cell phone - 

Prepaid 

At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Kraaifontein Afrikaans Female 1 - 3 years 4 - 6 hours 4 - 6 years WiFi At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Some high 

schooling 
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Athlone English Female 1 - 3 years 4 - 6 hours less than a year Cell phone - 

Contract 

At home Easier to understand older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Afrikaans Female 1 - 3 years 7 - 10 hours 1 - 3 years Cell phone - 

Contract 

At home Easier to understand older 

than 50 

years 

Some high 

schooling 

Westbank Xhosa Female 1 - 3 years 7 - 10 hours 1 - 3 years Cell phone - 

Prepaid 

At home Cheaper 16 - 24 

years 

Some high 

schooling 

Belhar Zulu Female 1 - 3 years 7 - 10 hours 1 - 3 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

University 

Degree 

Mitchell's Plain Afrikaans Female 1 - 3 years 7 - 10 hours 1 - 3 years Cell phone - 

Prepaid 

At home Cheaper older 

than 50 

years 

Some high 

schooling 

Khayelitsha Xhosa Female 1 - 3 years 7 - 10 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Some high 

schooling 

Delft Afrikaans Female 1 - 3 years 7 - 10 hours 1 - 3 years WiFi At home Cheaper 25 - 34 

years 

Technikon 

Gugulethu Xhosa Female 1 - 3 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At home Cheaper 35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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goodwood English Female 1 - 3 years 7 - 10 hours 4 - 6 years Land line - 

ADSL 

At home Easier to incorporate 

into daily life 

older 

than 50 

years 

Diploma or 

Certificate 

Mfuleni Xhosa Female 1 - 3 years 7 - 10 hours 4 - 6 years WiFi At work Cheaper 25 - 34 

years 

University 

Degree 

Mitchell's Plain Afrikaans Female 1 - 3 years less than 1 

hour 

1 - 3 years I don't have 

internet 

connectivity 

i don't have access Nothing would make 

me use technology 

more 

35 - 49 

years 

Some high 

schooling 

Athlone English Female 1 - 3 years less than 1 

hour 

4 - 6 years WiFi At home Easier to understand older 

than 50 

years 

University 

Degree 

Elsies River Afrikaans Female 1 - 3 years less than 1 

hour 

less than a year WiFi At home Cheaper older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

 Xhosa Female 1 - 3 years more than 20 

hours 

1 - 3 years Cell phone - 

Contract 

At work Easier to use 25 - 34 

years 

Diploma or 

Certificate 

Belhar Xhosa Female 1 - 3 years more than 20 

hours 

1 - 3 years Cell phone - 

Prepaid 

At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Zulu Female 1 - 3 years more than 20 

hours 

4 - 6 years 
 

School/University Cheaper 35 - 49 

years 

University 

Degree 
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Belhar Afrikaans Female 1 - 3 years more than 20 

hours 

4 - 6 years Cell phone - 

Prepaid 

At home Cheaper older 

than 50 

years 

University 

Degree 

Mitchell's Plain English Female 1 - 3 years more than 20 

hours 

4 - 6 years Cell phone - 

Prepaid 

At home Easier to understand 16 - 24 

years 

University 

Degree 

Athlone English Female 1 - 3 years more than 20 

hours 

4 - 6 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

eersteriver Xhosa Female 11 - 15 years 
 

15 - 20 years Cell phone - 

Prepaid 

At home 
 

older 

than 50 

years 

Diploma or 

Certificate 

Nyanga Xhosa Female 11 - 15 years 
 

more than 20 

years 

WiFi At home Cheaper 25 - 34 

years 

University 

Degree 

Mitchell's Plain English Female 11 - 15 years 1 - 3 hours 11 - 15 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Some high 

schooling 

Bellville English Female 11 - 15 years 11 - 15 hours 11 - 15 years Cell phone - 

Prepaid 

At home More features 16 - 24 

years 

Diploma or 

Certificate 

Bellville English Female 11 - 15 years 11 - 15 hours 11 - 15 years WiFi At home Easier to incorporate 

into daily life 

25 - 34 

years 

Diploma or 

Certificate 

Athlone English Female 11 - 15 years 11 - 15 hours 11 - 15 years WiFi At home Easier to incorporate 

into daily life 

older 

than 50 

years 

Some high 

schooling 
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Brackenfell English Female 11 - 15 years 11 - 15 hours 15 - 20 years WiFi At home Cheaper 25 - 34 

years 

University 

Degree 

Hanover Park English Female 11 - 15 years 11 - 15 hours 7 - 10 years Cell phone - 

Contract 

At home Easier to use 35 - 49 

years 

Some high 

schooling 

Athlone English Female 11 - 15 years 11 - 15 hours 7 - 10 years WiFi At home Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

Diploma or 

Certificate 

Strandfontein English Female 11 - 15 years 11 - 15 hours 7 - 10 years WiFi At work Easier to incorporate 

into daily life 

25 - 34 

years 

Diploma or 

Certificate 

Mitchell's Plain English Female 11 - 15 years 15 - 20 hours 11 - 15 years Cell phone - 

Contract 

At work Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

 Afrikaans Female 11 - 15 years 15 - 20 hours 11 - 15 years Cell phone - 

Prepaid 

At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

35 - 49 

years 

Diploma or 

Certificate 

Hanover Park English Female 11 - 15 years 15 - 20 hours 11 - 15 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Diploma or 

Certificate 

Strand Afrikaans Female 11 - 15 years 15 - 20 hours 11 - 15 years Cell phone - 

Prepaid 

At work Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Some high 

schooling 
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Belhar English Female 11 - 15 years 15 - 20 hours 11 - 15 years WiFi At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

SUNNIGDALE Xhosa Female 11 - 15 years 15 - 20 hours 11 - 15 years WiFi At home Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Bellville English Female 11 - 15 years 15 - 20 hours 11 - 15 years WiFi At home Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

University 

Degree 

Lansdowne English Female 11 - 15 years 15 - 20 hours 15 - 20 years WiFi At home Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Lansdowne English Female 11 - 15 years 15 - 20 hours 15 - 20 years WiFi At home Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain Afrikaans Female 11 - 15 years 4 - 6 hours 4 - 6 years Cell phone - 

Prepaid 

At home Easier to understand 35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Lansdowne English Female 11 - 15 years 7 - 10 hours 11 - 15 years Cell phone - 

Contract 

At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 
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- Senior 

Certificate 

Kraaifontein Afrikaans Female 11 - 15 years 7 - 10 hours 11 - 15 years WiFi At home Nothing would make 

me use technology 

more 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Durbanville English Female 11 - 15 years 7 - 10 hours 11 - 15 years WiFi At work More features 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain Xhosa Female 11 - 15 years 7 - 10 hours 15 - 20 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

35 - 49 

years 

Diploma or 

Certificate 

Khayelitsha Xhosa Female 11 - 15 years 7 - 10 hours 4 - 6 years WiFi At work Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Delft Xhosa Female 11 - 15 years 7 - 10 hours 7 - 10 years Cell phone - 

Prepaid 

At home Easier to understand 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Paarl Afrikaans Female 11 - 15 years 7 - 10 hours 7 - 10 years Land line - 

ADSL 

At home Easier to incorporate 

into daily life 

older 

than 50 

years 

University 

Degree 

Stellenbosch Shona Female 11 - 15 years 7 - 10 hours more than 20 

years 

Cell phone - 

Prepaid 

At home Easier to understand 35 - 49 

years 

Diploma or 

Certificate 
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Nyanga Xhosa Female 11 - 15 years I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

no internet Nothing would make 

me use technology 

more 

older 

than 50 

years 

Some high 

schooling 

Mitchell's Plain English Female 11 - 15 years less than 1 

hour 

4 - 6 years WiFi At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Some high 

schooling 

Worcester Afrikaans Female 11 - 15 years more than 20 

hours 

11 - 15 years Cell phone - 

Contract 

At home Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar English Female 11 - 15 years more than 20 

hours 

11 - 15 years Cell phone - 

Contract 

At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

University 

Degree 

Paarl Afrikaans Female 11 - 15 years more than 20 

hours 

11 - 15 years Cell phone - 

Contract 

At work More features 35 - 49 

years 

University 

Degree 

Belhar Afrikaans Female 11 - 15 years more than 20 

hours 

11 - 15 years Cell phone - 

Prepaid 

At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Afrikaans Female 11 - 15 years more than 20 

hours 

11 - 15 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Diploma or 

Certificate 

Mitchell's Plain  Female 11 - 15 years more than 20 

hours 

11 - 15 years Cell phone - 

Prepaid 

At work Cheaper older 

than 50 

years 

Some high 

schooling 
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Belhar Afrikaans Female 11 - 15 years more than 20 

hours 

11 - 15 years Cell phone - 

Prepaid 

At work Easier to incorporate 

into daily life 

35 - 49 

years 

Some high 

schooling 

Khayelitsha Xhosa Female 11 - 15 years more than 20 

hours 

11 - 15 years Cell phone - 

Prepaid 

I have to buy my own 

internet bundles 

Cheaper 25 - 34 

years 

Diploma or 

Certificate 

Zeekoevlei English Female 11 - 15 years more than 20 

hours 

11 - 15 years Land line - 

ADSL 

home and work Cheaper 25 - 34 

years 

University 

Degree 

muizenberg English Female 11 - 15 years more than 20 

hours 

11 - 15 years WiFi At home Cheaper 16 - 24 

years 

Diploma or 

Certificate 

Kensington English Female 11 - 15 years more than 20 

hours 

11 - 15 years WiFi At home Easier to understand 16 - 24 

years 

University 

Degree 

Mitchell's Plain English Female 11 - 15 years more than 20 

hours 

11 - 15 years WiFi At home More features 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Delft Xhosa Female 11 - 15 years more than 20 

hours 

11 - 15 years WiFi At work Cheaper 25 - 34 

years 

University 

Degree 

Heideveld Afrikaans Female 11 - 15 years more than 20 

hours 

11 - 15 years WiFi At work Easier to incorporate 

into daily life 

25 - 34 

years 

Diploma or 

Certificate 

Hanover Park English Female 11 - 15 years more than 20 

hours 

15 - 20 years Cell phone - 

Prepaid 

At work Easier to incorporate 

into daily life 

35 - 49 

years 

Diploma or 

Certificate 

Mitchell's Plain English Female 11 - 15 years more than 20 

hours 

15 - 20 years WiFi At home Easier to incorporate 

into daily life 

35 - 49 

years 

Some high 

schooling 

Lansdowne English Female 11 - 15 years more than 20 

hours 

15 - 20 years WiFi At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

Diploma or 

Certificate 
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Elsies River Afrikaans Female 11 - 15 years more than 20 

hours 

4 - 6 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Xhosa Female 11 - 15 years more than 20 

hours 

7 - 10 years Cell phone - 

Contract 

At home Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

University 

Degree 

Elsies River English Female 11 - 15 years more than 20 

hours 

7 - 10 years WiFi At home Easier to incorporate 

into daily life 

16 - 24 

years 

Diploma or 

Certificate 

Mitchell's Plain Afrikaans Female 15 - 20 years 1 - 3 hours 11 - 15 years Land line - 

ADSL 

At home Easier to use older 

than 50 

years 

Primary 

school 

Belhar Afrikaans Female 15 - 20 years 11 - 15 hours 11 - 15 years WiFi At work Easier to use older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Lansdowne English Female 15 - 20 years 7 - 10 hours 15 - 20 years WiFi At home Nothing would make 

me use technology 

more 

35 - 49 

years 

University 

Degree 

Athlone English Female 15 - 20 years more than 20 

hours 

15 - 20 years WiFi At home Easier to incorporate 

into daily life 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Bonteheuwel Afrikaans Female 15 - 20 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At home I should be able to 

give feedback when 

25 - 34 

years 

Matric 

(Grade 12) 
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people design the 

technology that is 

supposed to help me 

- Senior 

Certificate 

Kensington English Female 15 - 20 years more than 20 

hours 

more than 20 

years 

WiFi At home Easier to understand older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain English Female 15 - 20 years more than 20 

hours 

more than 20 

years 

WiFi At home Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

Diploma or 

Certificate 

Mitchell's Plain English Female 15 - 20 years more than 20 

hours 

more than 20 

years 

WiFi At work Cheaper 25 - 34 

years 

University 

Degree 

Mfuleni Xhosa Female 4 - 6 years 
 

11 - 15 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Technikon 

Hawston Afrikaans Female 4 - 6 years 
 

7 - 10 years WiFi At home Easier to incorporate 

into daily life 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Delft Afrikaans Female 4 - 6 years 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

35 - 49 

years 

No 

schooling 

Mitchell's Plain Afrikaans Female 4 - 6 years 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Some high 

schooling 

Mitchell's Plain English Female 4 - 6 years 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to use 35 - 49 

years 

Some high 

schooling 
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Manenberg Afrikaans Female 4 - 6 years 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

older 

than 50 

years 

Some 

primary 

schooling 

goodwood English Female 4 - 6 years 1 - 3 hours 1 - 3 years WiFi At home Cheaper older 

than 50 

years 

Some high 

schooling 

Strandfontein Afrikaans Female 4 - 6 years 1 - 3 hours 1 - 3 years WiFi At home Easier to understand older 

than 50 

years 

Diploma or 

Certificate 

goodwood English Female 4 - 6 years 1 - 3 hours 11 - 15 years Cell phone - 

Prepaid 

At home Easier to understand 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Lansdowne Xhosa Female 4 - 6 years 1 - 3 hours 4 - 6 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Delft Afrikaans Female 4 - 6 years 1 - 3 hours 4 - 6 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Zulu Female 4 - 6 years 1 - 3 hours 4 - 6 years Cell phone - 

Prepaid 

At home Cheaper 35 - 49 

years 

Technikon 
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Mitchell's Plain English Female 4 - 6 years 1 - 3 hours 4 - 6 years WiFi At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

older 

than 50 

years 

University 

Degree 

Kraaifontein English Female 4 - 6 years 1 - 3 hours 7 - 10 years Cell phone - 

Contract 

At home Easier to understand 25 - 34 

years 

University 

Degree 

Elsies River Afrikaans Female 4 - 6 years 1 - 3 hours less than a year Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Delft Afrikaans Female 4 - 6 years 1 - 3 hours less than a year Cell phone - 

Prepaid 

At home Easier to use older 

than 50 

years 

Some high 

schooling 

Mitchell's Plain English Female 4 - 6 years 11 - 15 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Some high 

schooling 

Belhar Sepedi Female 4 - 6 years 11 - 15 hours 1 - 3 years Land line - 

ADSL 

At home Cheaper 35 - 49 

years 

Diploma or 

Certificate 

Kraaifontein Afrikaans Female 4 - 6 years 11 - 15 hours 4 - 6 years WiFi At home Easier to incorporate 

into daily life 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Sunningdale Xhosa Female 4 - 6 years 11 - 15 hours 7 - 10 years WiFi At home Easier to understand 25 - 34 

years 

Diploma or 

Certificate 
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Blue Downs English Female 4 - 6 years 11 - 15 hours 7 - 10 years WiFi At work and at home Cheaper older 

than 50 

years 

Diploma or 

Certificate 

Elsies River Afrikaans Female 4 - 6 years 15 - 20 hours 1 - 3 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

Some high 

schooling 

Bellville Zulu Female 4 - 6 years 15 - 20 hours 7 - 10 years Cell phone - 

Prepaid 

At home 
 

16 - 24 

years 

University 

Degree 

bellvell Xhosa Female 4 - 6 years 15 - 20 hours 7 - 10 years Cell phone - 

Prepaid 

At home More features 16 - 24 

years 

University 

Degree 

Belhar English Female 4 - 6 years 15 - 20 hours 7 - 10 years WiFi At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Athlone English Female 4 - 6 years 15 - 20 hours 7 - 10 years WiFi At home Easier to incorporate 

into daily life 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Afrikaans Female 4 - 6 years 15 - 20 hours 7 - 10 years WiFi SCHOOL Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Heideveld English Female 4 - 6 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

25 - 34 

years 

Matric 

(Grade 12) 
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- Senior 

Certificate 

Delft Xhosa Female 4 - 6 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Grassy Park Afrikaans Female 4 - 6 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand 35 - 49 

years 

Some high 

schooling 

Grassy Park Afrikaans Female 4 - 6 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Afrikaans Female 4 - 6 years 4 - 6 hours 1 - 3 years WiFi At home Easier to use older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Xhosa Female 4 - 6 years 4 - 6 hours 1 - 3 years WiFi At work Easier to incorporate 

into daily life 

35 - 49 

years 

Some high 

schooling 

Mitchell's Plain Afrikaans Female 4 - 6 years 4 - 6 hours 11 - 15 years Cell phone - 

Contract 

At work Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Delft Xhosa Female 4 - 6 years 4 - 6 hours 11 - 15 years Cell phone - 

Prepaid 

At home Easier to understand 25 - 34 

years 

Matric 

(Grade 12) 
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- Senior 

Certificate 

Khayelitsha Zulu Female 4 - 6 years 4 - 6 hours 4 - 6 years Cell phone - 

Contract 

At home Easier to understand 35 - 49 

years 

Diploma or 

Certificate 

Athlone English Female 4 - 6 years 4 - 6 hours 4 - 6 years Cell phone - 

Contract 

At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain English Female 4 - 6 years 4 - 6 hours 4 - 6 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

older 

than 50 

years 

Some high 

schooling 

Delft Afrikaans Female 4 - 6 years 4 - 6 hours 4 - 6 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Some high 

schooling 

Athlone English Female 4 - 6 years 4 - 6 hours 4 - 6 years Land line - 

ADSL 

At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

older 

than 50 

years 

Diploma or 

Certificate 

Southfield English Female 4 - 6 years 4 - 6 hours 4 - 6 years Land line - 

ADSL 

At work Cheaper older 

than 50 

years 

Some high 

schooling 

Athlone English Female 4 - 6 years 4 - 6 hours 4 - 6 years WiFi At home Cheaper older 

than 50 

years 

Diploma or 

Certificate 



 

230 

 

Lansdowne English Female 4 - 6 years 4 - 6 hours 4 - 6 years WiFi At home Easier to use 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Athlone English Female 4 - 6 years 4 - 6 hours 4 - 6 years WiFi At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain Afrikaans Female 4 - 6 years 4 - 6 hours 7 - 10 years Cell phone - 

Contract 

At home More features older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Xhosa Female 4 - 6 years 4 - 6 hours 7 - 10 years Cell phone - 

Prepaid 

both More features 35 - 49 

years 

University 

Degree 

Panorama English Female 4 - 6 years 4 - 6 hours 7 - 10 years WiFi At home Cheaper 35 - 49 

years 

Diploma or 

Certificate 

Belhar Afrikaans Female 4 - 6 years 4 - 6 hours more than 20 

years 

WiFi At home Easier to understand older 

than 50 

years 

Diploma or 

Certificate 

Delft Xhosa Female 4 - 6 years 7 - 10 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to use 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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Grassy Park English Female 4 - 6 years 7 - 10 hours 1 - 3 years Cell phone - 

Prepaid 

At my Sister's house Cheaper older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Bellville Sepedi Female 4 - 6 years 7 - 10 hours 15 - 20 years WiFi At home Easier to understand 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Lavender Hill Afrikaans Female 4 - 6 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

 
Easier to incorporate 

into daily life 

25 - 34 

years 

Diploma or 

Certificate 

Lotus River English Female 4 - 6 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Diploma or 

Certificate 

 Afrikaans Female 4 - 6 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At work Cheaper 35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Elsies River Afrikaans Female 4 - 6 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At work Easier to incorporate 

into daily life 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

 Afrikaans Female 4 - 6 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At work Easier to incorporate 

into daily life 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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Ashton Afrikaans Female 4 - 6 years 7 - 10 hours 4 - 6 years WiFi At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Kraaifontein English Female 4 - 6 years 7 - 10 hours 4 - 6 years WiFi At work Cheaper 25 - 34 

years 

 

Pelican Park English Female 4 - 6 years 7 - 10 hours 4 - 6 years WiFi At work Nothing would make 

me use technology 

more 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Paarl Afrikaans Female 4 - 6 years 7 - 10 hours 7 - 10 years Cell phone - 

Prepaid 

At work Cheaper older 

than 50 

years 

Diploma or 

Certificate 

Monte Vista English Female 4 - 6 years 7 - 10 hours 7 - 10 years WiFi At home Easier to incorporate 

into daily life 

older 

than 50 

years 

University 

Degree 

Khayelitsha Xhosa Female 4 - 6 years more than 20 

hours 

11 - 15 years At a public 

institution e.g. 

public library 

clinic I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

25 - 34 

years 

Some high 

schooling 

Belhar Xhosa Female 4 - 6 years more than 20 

hours 

11 - 15 years WiFi At school Easier to incorporate 

into daily life 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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Delft Xhosa Female 4 - 6 years more than 20 

hours 

4 - 6 years Cell phone - 

Contract 

At work Easier to incorporate 

into daily life 

35 - 49 

years 

Some high 

schooling 

Blackheath Afrikaans Female 4 - 6 years more than 20 

hours 

4 - 6 years WiFi At home Easier to use 35 - 49 

years 

Technikon 

Belhar Afrikaans Female 4 - 6 years more than 20 

hours 

4 - 6 years WiFi Campus Easier to incorporate 

into daily life 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Afrikaans Female 4 - 6 years more than 20 

hours 

4 - 6 years WiFi Campus Easier to incorporate 

into daily life 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Bellville Xhosa Female 4 - 6 years more than 20 

hours 

4 - 6 years WiFi SCHOOL More features 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain English Female 4 - 6 years more than 20 

hours 

4 - 6 years WiFi University More features 16 - 24 

years 

University 

Degree 

Lansdowne English Female 4 - 6 years more than 20 

hours 

7 - 10 years Cell phone - 

Contract 

At home Cheaper 35 - 49 

years 

Diploma or 

Certificate 

Belhar  Female 4 - 6 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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Khayelitsha Xhosa Female 4 - 6 years more than 20 

hours 

7 - 10 years WiFi At work Easier to understand older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Xhosa Female 4 - 6 years more than 20 

hours 

more than 20 

years 

Cell phone - 

Prepaid 

At work Cheaper 35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Elsies River Afrikaans Female 4 - 6 years more than 20 

hours 

more than 20 

years 

WiFi At home Easier to use older 

than 50 

years 

University 

Degree 

Ottery English Female 7 - 10 years 
 

11 - 15 years Cell phone - 

Contract 

Campus Easier to understand 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain Xhosa Female 7 - 10 years 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Technikon 

Durbanville English Female 7 - 10 years 1 - 3 hours 15 - 20 years WiFi At home Easier to use older 

than 50 

years 

Diploma or 

Certificate 

Athlone English Female 7 - 10 years 1 - 3 hours 4 - 6 years Cell phone - 

Prepaid 

At work Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

University 

Degree 
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Mitchell's Plain English Female 7 - 10 years 11 - 15 hours 1 - 3 years WiFi At home Easier to understand 35 - 49 

years 

Some high 

schooling 

Belhar Xhosa Female 7 - 10 years 11 - 15 hours 11 - 15 years WiFi At home Easier to incorporate 

into daily life 

16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Kraaifontein Afrikaans Female 7 - 10 years 11 - 15 hours 11 - 15 years WiFi At home More features 25 - 34 

years 

University 

Degree 

Kraaifontein Afrikaans Female 7 - 10 years 11 - 15 hours 11 - 15 years WiFi At home More features 25 - 34 

years 

University 

Degree 

Lansdowne English Female 7 - 10 years 11 - 15 hours 15 - 20 years WiFi At home Easier to incorporate 

into daily life 

older 

than 50 

years 

University 

Degree 

Manenberg Afrikaans Female 7 - 10 years 11 - 15 hours 4 - 6 years WiFi At home Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Diploma or 

Certificate 

Khayelitsha Xhosa Female 7 - 10 years 11 - 15 hours 7 - 10 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

belville Xhosa Female 7 - 10 years 11 - 15 hours 7 - 10 years Cell phone - 

Prepaid 

At home Easier to understand 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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 Xhosa Female 7 - 10 years 11 - 15 hours 7 - 10 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

University 

Degree 

Khayelitsha Xhosa Female 7 - 10 years 11 - 15 hours 7 - 10 years Cell phone - 

Prepaid 

At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Xhosa Female 7 - 10 years 11 - 15 hours 7 - 10 years Cell phone - 

Prepaid 

At work I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Xhosa Female 7 - 10 years 11 - 15 hours 7 - 10 years Cell phone - 

Prepaid 

At work I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Ottery English Female 7 - 10 years 11 - 15 hours 7 - 10 years WiFi At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar English Female 7 - 10 years 11 - 15 hours 7 - 10 years WiFi At home Easier to incorporate 

into daily life 

16 - 24 

years 

Matric 

(Grade 12) 
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- Senior 

Certificate 

Grassy Park English Female 7 - 10 years 11 - 15 hours 7 - 10 years WiFi At work Cheaper 25 - 34 

years 

Diploma or 

Certificate 

Stellenridge 

Bellville 

English Female 7 - 10 years 11 - 15 hours more than 20 

years 

WiFi At work Easier to incorporate 

into daily life 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Parkwood English Female 7 - 10 years 15 - 20 hours 11 - 15 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

University 

Degree 

Kraaifontein Xhosa Female 7 - 10 years 15 - 20 hours 11 - 15 years Cell phone - 

Prepaid 

At work Cheaper 16 - 24 

years 

Diploma or 

Certificate 

Belhar Afrikaans Female 7 - 10 years 15 - 20 hours 11 - 15 years WiFi At work Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

University 

Degree 

Grassy Park English Female 7 - 10 years 15 - 20 hours 4 - 6 years Cell phone - 

Contract 

At university Easier to incorporate 

into daily life 

25 - 34 

years 

University 

Degree 

platterkloof Xhosa Female 7 - 10 years 15 - 20 hours 4 - 6 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

Primary 

school 

Randburg Xhosa Female 7 - 10 years 15 - 20 hours 7 - 10 years Cell phone - 

Contract 

At home More features 16 - 24 

years 

University 

Degree 

Randburg Xhosa Female 7 - 10 years 15 - 20 hours 7 - 10 years Cell phone - 

Contract 

At home More features 16 - 24 

years 

University 

Degree 
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Mitchell's Plain English Female 7 - 10 years 15 - 20 hours 7 - 10 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Kuilsriver English Female 7 - 10 years 15 - 20 hours 7 - 10 years WiFi At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

 Afrikaans Female 7 - 10 years 15 - 20 hours 7 - 10 years WiFi At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

University 

Degree 

Belhar Afrikaans Female 7 - 10 years 15 - 20 hours 7 - 10 years WiFi At work Easier to incorporate 

into daily life 

older 

than 50 

years 

Some high 

schooling 

Belhar Afrikaans Female 7 - 10 years 4 - 6 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand 35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Afrikaans Female 7 - 10 years 4 - 6 hours 11 - 15 years Cell phone - 

Prepaid 

At work Cheaper older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Nyanga Xhosa Female 7 - 10 years 4 - 6 hours 15 - 20 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Matric 

(Grade 12) 
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- Senior 

Certificate 

Mitchell's Plain English Female 7 - 10 years 4 - 6 hours 4 - 6 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

older 

than 50 

years 

Some high 

schooling 

Strandfontein English Female 7 - 10 years 4 - 6 hours 4 - 6 years WiFi At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Diploma or 

Certificate 

Kraaifontein Xhosa Female 7 - 10 years 4 - 6 hours 7 - 10 years Cell phone - 

Contract 

At work Cheaper 25 - 34 

years 

Some high 

schooling 

Khayelitsha Xhosa Female 7 - 10 years 4 - 6 hours 7 - 10 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

16 - 24 

years 

University 

Degree 

Belhar English Female 7 - 10 years 4 - 6 hours 7 - 10 years Cell phone - 

Prepaid 

At work Easier to use 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Kraaifontein English Female 7 - 10 years 4 - 6 hours 7 - 10 years WiFi At home Easier to incorporate 

into daily life 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Kuilsriver Afrikaans Female 7 - 10 years 4 - 6 hours 7 - 10 years WiFi At work Easier to understand older 

than 50 

years 
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Strandfontein English Female 7 - 10 years 7 - 10 hours 11 - 15 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Rondebosch English Female 7 - 10 years 7 - 10 hours 11 - 15 years WiFi At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Ruyterwacht English Female 7 - 10 years 7 - 10 hours 11 - 15 years WiFi At home Easier to use 35 - 49 

years 

Diploma or 

Certificate 

Hanover Park English Female 7 - 10 years 7 - 10 hours 11 - 15 years WiFi At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

25 - 34 

years 

University 

Degree 

Claremont English Female 7 - 10 years 7 - 10 hours 4 - 6 years Cell phone - 

Contract 

At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

University 

Degree 

Khayelitsha Xhosa Female 7 - 10 years 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Diploma or 

Certificate 

Southfielf English Female 7 - 10 years 7 - 10 hours 4 - 6 years WiFi At home Easier to use older 

than 50 

years 

Some high 

schooling 
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Mfuleni Xhosa Female 7 - 10 years 7 - 10 hours 7 - 10 years Cell phone - 

Prepaid 

At home Cheaper 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Xhosa Female 7 - 10 years 7 - 10 hours 7 - 10 years WiFi At work Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Tokai English Female 7 - 10 years less than 1 

hour 

more than 20 

years 

WiFi At work Easier to incorporate 

into daily life 

35 - 49 

years 

University 

Degree 

Belhar Setswana Female 7 - 10 years more than 20 

hours 

11 - 15 years Cell phone - 

Contract 

Wherever I am More features 16 - 24 

years 

University 

Degree 

Nyanga Xhosa Female 7 - 10 years more than 20 

hours 

11 - 15 years Cell phone - 

Prepaid 

At home Cheaper 16 - 24 

years 

University 

Degree 

Khayelitsha Xhosa Female 7 - 10 years more than 20 

hours 

11 - 15 years Cell phone - 

Prepaid 

everywhere Easier to incorporate 

into daily life 

16 - 24 

years 

University 

Degree 

Mitchell's Plain English Female 7 - 10 years more than 20 

hours 

11 - 15 years WiFi At home More features 25 - 34 

years 

Diploma or 

Certificate 

Lansdowne English Female 7 - 10 years more than 20 

hours 

11 - 15 years WiFi At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Xhosa Female 7 - 10 years more than 20 

hours 

11 - 15 years WiFi At work Cheaper 25 - 34 

years 

University 

Degree 
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Retreat Xhosa Female 7 - 10 years more than 20 

hours 

11 - 15 years WiFi At work Cheaper 25 - 34 

years 

University 

Degree 

Bellville South IsiZulu Female 7 - 10 years more than 20 

hours 

11 - 15 years WiFi Northlink college wifi Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Elsies River Afrikaans Female 7 - 10 years more than 20 

hours 

15 - 20 years Cell phone - 

Contract 

Every where I go! Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Lansdowne English Female 7 - 10 years more than 20 

hours 

15 - 20 years WiFi At home Easier to incorporate 

into daily life 

25 - 34 

years 

Diploma or 

Certificate 

Khayelitsha Xhosa Female 7 - 10 years more than 20 

hours 

4 - 6 years Cell phone - 

Prepaid 

At home Easier to use 25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Setswana Female 7 - 10 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Gugulethu Xhosa Female 7 - 10 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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Bellville Swahili Female 7 - 10 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At home Easier to incorporate 

into daily life 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain English Female 7 - 10 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Xhosa Female 7 - 10 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At work Cheaper 25 - 34 

years 

Diploma or 

Certificate 

Stellenbosch Xhosa Female 7 - 10 years more than 20 

hours 

7 - 10 years Cell phone - 

Prepaid 

At work Cheaper 35 - 49 

years 

Diploma or 

Certificate 

Stellenbosch Xhosa Female 7 - 10 years more than 20 

hours 

7 - 10 years Land line - 

ADSL 

At work Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

Diploma or 

Certificate 

Belhar Xhosa Female 7 - 10 years more than 20 

hours 

7 - 10 years WiFi At home Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar English Female 7 - 10 years more than 20 

hours 

7 - 10 years WiFi At home Cheaper 35 - 49 

years 

University 

Degree 

Athlone English Female 7 - 10 years more than 20 

hours 

7 - 10 years WiFi At home I should be able to 

give feedback when 

people design the 

25 - 34 

years 

Diploma or 

Certificate 
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technology that is 

supposed to help me 

Mfuleni Xhosa Female 7 - 10 years more than 20 

hours 

7 - 10 years WiFi At school Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Grassy Park Afrikaans Female 7 - 10 years more than 20 

hours 

7 - 10 years WiFi At work Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

Diploma or 

Certificate 

Factreton Afrikaans Female 7 - 10 years more than 20 

hours 

more than 20 

years 

Cell phone - 

Prepaid 

At home Cheaper older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Grassy Park English Female 7 - 10 years more than 20 

hours 

more than 20 

years 

Land line - 

ADSL 

At home Easier to incorporate 

into daily life 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

 Xhosa Female I've never used a smart 

phone 

I've never used 

a smart phone 

1 - 3 years Cell phone - 

Prepaid 

At home Cheaper 35 - 49 

years 

Some high 

schooling 

Bishop Lavis Afrikaans Female I've never used a smart 

phone 

I've never used 

a smart phone 

1 - 3 years I don't have 

internet 

connectivity 

Dont have internet Easier to incorporate 

into daily life 

older 

than 50 

years 

Primary 

school 

Fractreton English Female I've never used a smart 

phone 

I've never used 

a smart phone 

11 - 15 years Cell phone - 

Prepaid 

At home Cheaper 35 - 49 

years 

Matric 

(Grade 12) 
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- Senior 

Certificate 

Nyanga Zulu Female I've never used a smart 

phone 

I've never used 

a smart phone 

4 - 6 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Primary 

school 

Parow  Park Afrikaans Female I've never used a smart 

phone 

I've never used 

a smart phone 

4 - 6 years Cell phone - 

Prepaid 

At home Easier to use older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Gugulethu Xhosa Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

At a public 

institution e.g. 

public library 

public institution Easier to incorporate 

into daily life 

older 

than 50 

years 

Some high 

schooling 

Mitchell's Plain Afrikaans Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

Cell phone - 

Contract 

At home Easier to understand 35 - 49 

years 

Primary 

school 

Mitchell's Plain Afrikaans Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

Cell phone - 

Prepaid 

At home Cheaper older 

than 50 

years 

Some high 

schooling 

Khayelitsha Xhosa Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

University 

Degree 

Parow Afrikaans Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

Cell phone - 

Prepaid 

At home More features older 

than 50 

years 

Some high 

schooling 



 

246 

 

Khayelitsha Xhosa Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

 
Cheaper older 

than 50 

years 

Some high 

schooling 

Gugulethu sotho Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

 
Nothing would make 

me use technology 

more 

older 

than 50 

years 

Some high 

schooling 

 Afrikaans Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

 
Nothing would make 

me use technology 

more 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Khayelitsha Xhosa Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

At home Cheaper older 

than 50 

years 

No 

schooling 

Mitchell's Plain English Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

Do not connect to the 

internet at all 

Easier to understand older 

than 50 

years 

Primary 

school 

Hanover Park Afrikaans Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

Does not own a mobile 

device 

Easier to understand older 

than 50 

years 

Some high 

schooling 

Delft Xhosa Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

I don't have internet 

connectivity 

Cheaper older 

than 50 

years 

Some 

primary 

schooling 

uitenhage Xhosa Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

I don't use the internet Easier to understand older 

than 50 

years 

Matric 

(Grade 12) 



 

247 

 

- Senior 

Certificate 

Belhar Afrikaans Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

Internet cafe Cheaper older 

than 50 

years 

Some high 

schooling 

Belhar Afrikaans Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

Never Easier to incorporate 

into daily life 

older 

than 50 

years 

Primary 

school 

Belhar Afrikaans Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

never, i dont have a phone Easier to use older 

than 50 

years 

Some 

primary 

schooling 

goodwood Afrikaans Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

no internet 
 

older 

than 50 

years 

Some 

primary 

schooling 

Mitchell's Plain English Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

no internet access Nothing would make 

me use technology 

more 

older 

than 50 

years 

Primary 

school 

Mfuleni Xhosa Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

NOT I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain Afrikaans Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

nowhere Easier to understand older 

than 50 

years 

Primary 

school 
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Athlone English Female I've never used a smart 

phone 

I've never used 

a smart phone 

I've never used 

a smart phone 

WiFi At home Nothing would make 

me use technology 

more 

older 

than 50 

years 

Technikon 

Delft Afrikaans Female I've never used a smart 

phone 

I've never used 

a smart phone 

less than a year At a public 

institution e.g. 

public library 

library Nothing would make 

me use technology 

more 

older 

than 50 

years 

Some 

primary 

schooling 

Phillipi Zulu Female I've never used a smart 

phone 

less than 1 

hour 

I've never used 

a smart phone 

I don't have 

internet 

connectivity 

when my child is home Must take into 

account my needs 

and lifestyle 

older 

than 50 

years 

Some 

primary 

schooling 

Gugulethu Sepedi Female less than a year 1 - 3 hours 1 - 3 years 
 

At home Cheaper 35 - 49 

years 

Some high 

schooling 

Belhar Afrikaans Female less than a year 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

At home Easier to use older 

than 50 

years 

Some high 

schooling 

Bishop Lavis Afrikaans Female less than a year 1 - 3 hours 1 - 3 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

Some high 

schooling 

 Afrikaans Female less than a year 1 - 3 hours 1 - 3 years Land line - 

ADSL 

At home Nothing would make 

me use technology 

more 

older 

than 50 

years 

Some 

primary 

schooling 

Lansdowne English Female less than a year 1 - 3 hours 1 - 3 years WiFi At home Easier to incorporate 

into daily life 

16 - 24 

years 

University 

Degree 

Belhar Afrikaans Female less than a year 1 - 3 hours 4 - 6 years Cell phone - 

Prepaid 

At home Easier to use older 

than 50 

years 

Some high 

schooling 
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Khayelitsha Xhosa Female less than a year 1 - 3 hours less than a year Cell phone - 

Prepaid 

At home Cheaper older 

than 50 

years 

Technikon 

Crossroads Xhosa Female less than a year 1 - 3 hours less than a year Cell phone - 

Prepaid 

if i have data Cheaper older 

than 50 

years 

Some 

primary 

schooling 

Mitchell's Plain English Female less than a year 1 - 3 hours less than a year Land line - 

ADSL 

At home Easier to understand older 

than 50 

years 

Some high 

schooling 

Bellville Xhosa Female less than a year 4 - 6 hours 1 - 3 years At a public 

institution e.g. 

public library 

library Cheaper 16 - 24 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Belhar Afrikaans Female less than a year 4 - 6 hours 4 - 6 years Cell phone - 

Contract 

At home Cheaper 35 - 49 

years 

Diploma or 

Certificate 

Athlone Afrikaans Female less than a year 4 - 6 hours 4 - 6 years Cell phone - 

Prepaid 

At home Easier to use older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Lansdowne English Female less than a year 4 - 6 hours 4 - 6 years WiFi At home Easier to incorporate 

into daily life 

16 - 24 

years 

University 

Degree 

Gugulethu Xhosa Female less than a year 4 - 6 hours 4 - 6 years WiFi At home More features 35 - 49 

years 

Diploma or 

Certificate 
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Grassy Park English Female less than a year 4 - 6 hours less than a year Cell phone - 

Prepaid 

At home I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Mitchell's Plain English Female less than a year 4 - 6 hours less than a year I don't have 

internet 

connectivity 

do not have internet Easier to understand older 

than 50 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

Nyanga Xhosa Female less than a year 7 - 10 hours 4 - 6 years Cell phone - 

Prepaid 

At home Must take into 

account my needs 

and lifestyle 

25 - 34 

years 

Some high 

schooling 

Belhar Afrikaans Female less than a year 7 - 10 hours less than a year Cell phone - 

Prepaid 

At home Cheaper older 

than 50 

years 

No 

schooling 

Bokaap English Female less than a year less than 1 

hour 

less than a year At a public 

institution e.g. 

public library 

library Easier to understand older 

than 50 

years 

Some high 

schooling 

Ruyterwacht Afrikaans Female less than a year less than 1 

hour 

less than a year Cell phone - 

Prepaid 

At home Nothing would make 

me use technology 

more 

older 

than 50 

years 

Some high 

schooling 

Mitchell's Plain Afrikaans Female less than a year more than 20 

hours 

1 - 3 years Cell phone - 

Prepaid 

At home Easier to understand older 

than 50 

years 

Primary 

school 
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Ottery English Female more than 20 years 1 - 3 hours 1 - 3 years Land line - 

ADSL 

works from home so both 

home and work 

I should be able to 

give feedback when 

people design the 

technology that is 

supposed to help me 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 

 Afrikaans Female more than 20 years 15 - 20 hours 15 - 20 years WiFi At home Easier to understand older 

than 50 

years 

Diploma or 

Certificate 

Nyanga Xhosa Female more than 20 years 4 - 6 hours 11 - 15 years Cell phone - 

Contract 

both Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

University 

Degree 

Belhar Afrikaans Female more than 20 years 4 - 6 hours more than 20 

years 

Cell phone - 

Prepaid 

At home Easier to use older 

than 50 

years 

Some high 

schooling 

Kuilsriver Afrikaans Female more than 20 years more than 20 

hours 

more than 20 

years 

Cell phone - 

Contract 

At work Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

University 

Degree 

Grassy Park English Female more than 20 years more than 20 

hours 

more than 20 

years 

WiFi At home Cheaper older 

than 50 

years 

University 

Degree 

Mfuleni Xhosa Female more than 20 years more than 20 

hours 

more than 20 

years 

WiFi At home Easier to incorporate 

into daily life 

35 - 49 

years 

Matric 

(Grade 12) 

- Senior 

Certificate 
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muizenberg swiss-

german 

Female more than 20 years more than 20 

hours 

more than 20 

years 

WiFi At home More features older 

than 50 

years 

University 

Degree 

Ottery English 11 - 15 years 7 - 10 hours 11 - 15 years Cell phone - 

Prepaid 

At work Easier to incorporate 

into daily life 

25 - 34 

years 

Matric 

(Grade 12) 

- Senior

Certificate 

Athlone English 7 - 10 years 7 - 10 hours 11 - 15 years WiFi At home Must take into 

account my needs 

and lifestyle 

35 - 49 

years 

Diploma or 

Certificate 




