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Abstract 
The purpose of the survey was to assess and evaluate determinants of the 
demand for e-government services among public sector employees in Lim-
popo Province. The survey was based on data gathered from 823 public 
servants and community-based stakeholders who work on public service 
delivery at a local community level. The 823 participants of the survey were 5 
senior project managers, 5 senior managers working on finance-related is-
sues, 6 Directors and Deputy Directors working on policy and govern-
ance-related issues, 4 technical managers, 15 mayors and their assistants, 
and 788 stakeholders working in the 5 Districts of Limpopo Province (Cap-
ricorn, Mopani, Sekhukhune, Vhembe and Waterberg) at various local 
communities in Limpopo Province (South African National Department 
of Public Service and Administration, 2022). Quantitative methods of data 
collection and analyses were used for conducting the survey. Indicators of 
the use of e-government services were measured based on a composite 
index developed by the United Nations Department of Social and Eco-
nomic Affairs (2022) for developing nations. The study found that the 
perceived demand for e-government services in Limpopo Province was 
54.01%. Results obtained from multivariate analysis (ordered logit regres-
sion analysis and log-linear analysis) showed that the use of e-government 
services was significantly influenced by 3 predictor variables. These pre-
dictor variables were the need for South African identity document appli-
cations and related services, the need for social grant services, and tax-related 
services.  
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1. Introduction 
1.1. Introduction and Background to Study 

The main aim of the survey was to assess and evaluate determinants of the de-
mand for e-government services among public sector employees in Limpopo 
Province. The efficient delivery of e-government services is a key indicator of ef-
ficiency in the provision of essential public services by the United Nations De-
partment of Social and Economic Affairs (2022). The ability to render electronic, 
digital or online public services to the people is a highly reliable indicator of effi-
ciency in public service delivery. Denmark has managed to be a global leader in 
efficient public service delivery by way of using digital and online services for 
implementing the provision of public service delivery that is tailor-made to mu-
nicipal residents and ratepayers (Snow, Hakonsson, & Obel, 2016). The other ex-
amples of nations in which public services are provided efficiently by using digi-
tal or online services are Canada, the United Kingdom, Singapore, Australia and 
South Korea (Manoharan, Ingrams, Kang, & Zhao, 2021). The authors have 
shown that the efficient use of e-government services enables local municipali-
ties to offer optimal municipal services at an affordable cost. The process is ideal 
for ensuring the delivery of efficient municipal service delivery and for ensuring 
accountability to the people. 

The theory of reasoned action (Fishbein, 1979) provides a theoretical basis for 
the survey. That is, public sector employees must possess the right attitude and 
behaviour to earn their salaries by working hard and honestly at the workplace. 
They must be people who take pride in rendering public service to the people. 
Such employees take pleasure in embracing the use of appropriate technology 
for rendering essential services to the people. The focus of the study is to assess 
and evaluate predictors of the use of e-government procedures among public 
sector employees and community leaders who are responsible for public service 
delivery in Limpopo Province. 

The survey was based on data gathered from 823 public servants and commu-
nity-based stakeholders who work on public service delivery at a local commu-
nity level. The 823 participants of the research were 5 senior project managers, 5 
senior managers working on finance-related issues, 6 Directors and Deputy Di-
rectors working on policy and governance-related issues, 4 technical managers, 
15 mayors and their assistants, and 788 stakeholders working in the 5 Districts of 
Limpopo Province (Capricorn, Mopani, Sekhukhune, Vhembe and Waterberg) 
at various local communities in Limpopo Province (South African National De-
partment of Public Service and Administration, 2022). 

Studies conducted by Twala (2014: p. 159), Adedokun and Zulu (2022: p. 127) 
and Worku (2022: p. 1321) on municipal service delivery have found that the abil-
ity of local municipalities and Government Departments to offer e-government 
services to the South African general population has a significant benefit for the 
national economy. Khanyile, Nzimakwe, and Mthuli (2021: p. 973) have shown 
that e-government services are essential for ensuring the provision of highly effi-
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cient municipal service delivery. Kanyane, Mutema, and Zikhali (2022) have 
shown that e-government services are a requirement for resolving account-related 
queries from residents and ratepayers. Surveys conducted by Khale (2015: p. 
678) and Khale and Worku (2015: p. 754) in the City of Tshwane have found 
that e-government procedures are essential for ensuring satisfactory compliance 
with good governance principles stipulated by King (2019). The key aspects of 
such principles are accountability to the people, transparency, objectivity and 
fairness to residents and ratepayers who live and conduct business in South Af-
rican municipalities. Hsu and Liao (2022: p. 7) have provided a matrix of indi-
cators of accountability to the people at the municipal level. E-government pro-
cedures are highly conducive to ensuring adequate compliance with business eth-
ics and professional integrity in the course of municipal service delivery (Fourie 
& Malan, 2020: p. 3; Harris, 2020: p. 290). 

Folly (2021: pp. 355-366) has listed down indicators of satisfactory service de-
livery in the South African power industry. The author has shown the dire need 
for promoting competition and restructuring by allowing the private sector to 
compete fairly and openly with public sector entities such as Eskom. Ferreira 
(2021) has shown that the use of appropriate technology is a key requirement for 
discouraging underperformance, corruption and unethical conduct among em-
ployees and managers working in public service delivery institutions including lo-
cal municipalities and state-owned enterprises. Fashoro and Barnard (2021: p. 4) 
have pointed out that e-government services are vital for ensuring value for money 
in public procurement and supply chain processes. The use of e-government ser-
vices is helpful for minimising the cost of public service delivery, and for ensur-
ing the delivery of speedy services to the people. 

Dikotla and Legodi (2022: p. 27) and Ede and Jili (2020: p. 51) have shown 
that e-government services are essential for ensuring speedy municipal services 
to the people in all economic sectors. Erasmus (2021) and Carmichael (2022: p. 
3) have shown that e-government procedures are vital for alleviating the current 
rate of municipal protests over poor service delivery quality. Bowman (2020: p. 
395) has argued that e-government processes are essential for enabling state-owned 
enterprises to use their budgets according to plan. The annual report published 
by Eskom (Pty) Ltd. (2021) shows that local municipalities owe about R50 Bil-
lion and that the power utility company is struggling to maintain its aging infra-
structure due to a lack of funds and specialised skills in engineering and power 
generation. Andreoni, Creamer, Mazzucato, and Steyn (2022: p. 238) have ar-
gued that Eskom could use e-government processes for minimising its existing 
level of cumbersome bureaucracy and the loss of valuable funds and assets. In 
this regard, the study conducted by Darsono, Wong, Nguyen, Jati, and Dewanti 
(2022: p. 69) shows that the use of e-government processes is an essential require-
ment for ensuring accountability in state-owned enterprises and public service de-
livery institutions. It follows that it is the duty and responsibility of elected govern-
ments and local municipalities to pave the way for the adoption and implementation 
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of e-government processes at all levels. 
Alexander, Runciman, Ngwane, Moloto, Mokgele, and Van Staden (2018: p. 

28) have pointed out that accountability is promoted effectively by embracing 
digital processes that are part and parcel of e-government processes and proce-
dures. The authors have shown that the task of auditors and accountants is made 
significantly easier by embracing online and digital processes that constitute 
e-government functions. 

Alexander, Berrisford, Nkula-Wenz, Ndhlovu, Siame, Watson, and Zinnbauer 
(2022) have highlighted the benefit of using e-governance services to the people. 
Key among the benefits is the deterrence of corruption and the promotion of 
honesty and professional integrity among civil servants whose duty is to render 
essential services to people who require the services for survival. The authors 
have provided examples from Zambia and South Africa to support their argu-
ments. The need to enhance the quality and efficiency of municipal services is 
paramount in rural regions of Limpopo Province. Rural people living in Lim-
popo experience socioeconomic obstacles such as poor quality of education, il-
literacy, poor health service delivery, unemployment, poor and decaying infra-
structure, inefficient distribution of social grants, poverty, unemployment, and 
lack of economic opportunities. In order to address these socioeconomic obsta-
cles, it is essential to use e-government services by laying out the necessary ICT 
infrastructure and by providing skills-based training to public servants working 
in local municipalities. 

1.2. Literature Review 

Surveys conducted by Thomas (2021), Qhobosheane (2018), Rudin and Sanders 
(2021), Schoute, Gradus, and Budding (2021), Plantinga and Adams (2021), 
Porogo (2022) and Porogo and Kalusopa (2021) have shown the dire need for 
e-government processes and procedures as a means of ensuring value for money 
in public sector service delivery institutions. The model constructed by Schoute, 
Gradus, and Budding (2021) has been embraced internationally for minimising 
the abuse and waste of municipal resources. People living and working in South 
African local municipalities often protest over poor municipal service delivery. 
International best practice shows that e-government processes and procedures 
are highly valuable for rendering services with efficiency at a reasonable cost. 
The requirements for using e-government processes and procedures are invest-
ing in ICT infrastructure and the training of public sector employees on how to 
use digital technology for rendering service delivery to the people. 

The survey by Lancaster (2018: p. 29) shows that e-government processes and 
procedures are vital for cutting down the operational cost of service delivery to 
the people without lowering service quality standards. The survey by Klug (2016: 
p. 41) has shown that e-government processes and procedures are essential for 
combating corruption and underperformance among public sector employees. 
Schoute, Gradus, and Budding (2021) have identified a matrix of indicators that 
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are highly valuable for monitoring and evaluating the efficient delivery of public 
sector services to the people. The authors have identified common obstacles such 
as lack of specialised skills, inability to monitor and evaluate the performance of 
employees, lack of infrastructural capacity, lack of budget, and failure to col-
laborate with the private sector. In this regard, rural regions and provinces lose 
much more in comparison with urban regions and city centres. Yakobi, Scholtz, 
and Vom Berg (2022: p. 347) have pointed out that lack of Information Com-
munication Technology (ICT) skills and infrastructure is a key obstacle to the 
use of e-government services in all parts of South Africa. It is quite difficult to 
use or provide e-government services in the absence of the relevant set of ICT 
skills and ICT infrastructure. Employees who are required to offer e-government 
services to the public need to be adequately trained on how to use ICT infra-
structure, computer programmes and digital equipment. Tukamuhabwa (2015) 
has shown that the use of digital or online procurement services is highly helpful 
for keeping, exchanging, auditing and verifying financial records that are related 
to public procurement and supply chain services in Government Departments. 
The author has pointed out the need for acquiring appropriate ICT skills and 
digital machines and infrastructure in order to be able to use e-government pro-
cedures effectively. Tsabedze and Kalusopa (2018) have conducted a study in 
Eswatini and have found that a successful delivery of e-government service de-
pends upon the availability of appropriate funding, technical training and ICT 
infrastructure. The authors have argued that it is not possible to benefit from 
e-government services in cases where there is no funding for the purchase of 
digital equipment and ICT infrastructure as well as commitment for training 
employees on how to use e-government services effectively. Although e-government 
services are highly beneficial for effective service delivery and sound planning, 
they require adequate ICT infrastructure, training, operational budget and trained 
manpower. 

The South African National Department of Public Service and Administration 
(2022) has introduced Minimum Interoperability Standards (MIOSs) for technical 
standards and processes that need to be followed in the course of rendering 
e-government services to the people. The Department has introduced a series 
of policy-related policies between 1994 and 2016 with a view to rolling out 
e-government services to the people in all economic sectors. A few examples of 
these policies are the Public Service Act of 1994, the Electronic Communications 
and Transactions Act (ECTA) of 2002, the Batho Pele Gateway policy of 2004, 
the Information Society and Development Plan (ISADP) of 2007, the National 
Development Plan of 2011, the e-Government framework of 2012, the Depart-
ment of Telecommunications and Postal Services and transfer of e-government 
mandate from DTPS and SITA of 2014, policies developed by the Provincial 
Governments of Gauteng and the Western Cape in 2015, the National ICT Inte-
grated Policy White Paper of 2016, the Development of the National e-Government 
Strategy and Roadmap of 2016. A policy document published by the South Afri-
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can National Department of Telecommunications and Postal Services (2022) has 
published a policy that governs all aspects of the provision of all e-government 
services to South Africans. The document indicates that the State Information 
Technology Agency (SITA) and Government Information Technology Officers 
Council (GITOC) are tasked with the development of ICT-related infrastructure, 
capacity building and the training of public sector employees on e-government 
processes and procedures. 

Todd and McCauley (2021) have shown that South Africa faces key challenges 
in terms of the need to expand and upgrade decaying infrastructure in order to 
be able to roll out efficient services to the people in areas such as electricity, wa-
ter and e-government services. Mid-year estimates published by Statistics South 
Africa (2021) indicate that South Africa has a population of size 59, 906, 330 
people. Shava and Mazenda (2021) have pointed out the need for ethical consid-
erations in the provision of public services to the people. The authors have high-
lighted the need for upholding the Batho-Pele Principle of serving the people 
with humility, honesty and personal integrity. While e-government services are 
highly helpful for ensuring efficient service delivery, installing the digital infra-
structure required for e-government services and training public sector employ-
ees on ICT-related skills is equally necessary (Worku, 2022). 

Ngcamu (2019) has shown that the low level of e-government services is 
caused by lack of awareness about the benefits of digital services, lack of appro-
priate ICT capacity, inadequate skills in using digital technology among public 
sector employees and poor leadership. Poor technological infrastructure and the 
high cost of procurement of digital technology are main barriers to the effective 
use of e-government services. 

Nokele and Mukonza (2021) have shown the benefits of e-government ser-
vices to the population living in Limpopo Province in areas such as applications 
for identity documents, birth certificates and marriage certificates. The authors 
have shown that the main benefits are speedy service delivery and the deterrence 
of corruption. South Africa has 257 local municipalities in which speedy services 
are required by all categories of South Africans in various economic sectors. The 
use of e-government services is highly beneficial for ensuring efficient, afford-
able and hassle-free services to South Africans. Examples from countries such as 
Denmark, Singapore and South Korea show that e-government services are stra-
tegically highly beneficial to the people. 

The survey by Parbanath, Ndebele, Nyide, and Ndlovu (2022) indicates that it 
is essential to promote highly efficient, reliable and affordable public and mu-
nicipal services in all local municipalities to minimise protests over poor service 
delivery. Munyoka (2020) has found that ordinary citizens can be encouraged to 
adopt e-government processes and processes as a means of reducing the burden 
of promoting awareness and adherence to municipal bylaws that are helpful for 
the implementation of e-government processes. Munyoka and Manzira (2013) 
have shown that it is essential to promote literacy and awareness about the po-

https://doi.org/10.4236/jssm.2023.163013


A. Moloto, M. Muchie 
 

 

DOI: 10.4236/jssm.2023.163013 227 Journal of Service Science and Management 
 

tential benefits of e-government services in all Sub-Saharan African countries. 
By providing economic incentives to ordinary citizens, it is possible to reduce the 
cost and bureaucracy of implementing e-governance procedures. A key incentive 
is the provision of free and highly subsidised education on the use of digital tech-
nology among the youth. 

Mullon and Ngoepe (2019) have proposed an integrated framework to pro-
mote awareness about e-government service delivery and the adoption of digital 
methods of e-government procedures that are helpful for paying up municipal 
service delivery fees. The majority of South African local municipalities often fail 
to pay for electricity services and for the upgrade and maintenance of municipal 
infrastructure. The provision of incentives is helpful for encouraging people to 
pay their service fees to local municipalities and power utility companies. 

Mulamba (2021: p. 329) and Mpehle and Mudogwa (2020) have shown that it 
is essential and highly helpful to provide incentives to residents and ratepayers 
to use digital technology for paying up municipal service fees promptly. A few 
suitable examples are free training opportunities and the supply of digital 
equipment and ICT infrastructure to local municipalities. Motepe, Hasan, and 
Shongwe (2022) have pointed out that the use of digital technology makes it easy 
to make payments for services rendered by local municipalities and utility com-
panies. Mosweu (2019) has conducted a study in Botswana and has found that 
the use of digital technology is highly beneficial for promoting awareness about 
good citizenship and for the promotion of prompt payments of municipal ser-
vice fees. 

Mishra and Geleta (2020: p. 242) have pointed out that e-government proce-
dures are essential for enhancing the level of satisfaction of residents and rate-
payers with the quality of municipal service delivery. Municipal protests often 
result in harm to infrastructure and the loss of employee morale in local mu-
nicipalities. Anger arising from lack of satisfaction over municipal service deliv-
ery is highly volatile and too costly for South African local municipalities. It is 
possible to use e-government processes for ensuring the delivery of highly effi-
cient municipal services to the people. 

Outside South Africa, in the African continent, e-government services are ac-
tively used and promoted in Mauritius, Seychelles, Tunisia and Kenya (United 
Nations Department of Social and Economic Affairs, 2022). The report shows 
that with relatively meagre financial resources, Kenya has done relatively better 
than South Africa in terms of using e-government services for public service de-
livery. The report attributes the difference to a vibrant ICT sector and better col-
laboration between public and private sector operators. The survey by Kashaija 
(2022: pp. 41-55) shows that Kenya has managed to roll out e-government ser-
vices in local municipalities successfully by expanding ICT capacity, installing 
digital infrastructure, training public servants on the use of digital technology, 
and promoting awareness education among urban and rural people. The author 
has shown that Kenya has managed to extend e-government services to people 
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living and working in Nairobi, Mombasa, Nakuru and Kisumu by way of in-
stalling ICT and telecommunications infrastructure and by training public sector 
employees, community-based stakeholders and entrepreneurs. The experience 
from Kenya shows that it is highly valuable to work with the private sector and 
to give incentives to the general population for encouraging people to embrace 
digital platforms and e-government technology. 

Mwangi, Irura, and Makori (2022: pp. 12-18) have shown that e-government 
services are given a top priority by the Kenyan Government. This is evidenced 
by the intense collaboration and strategic partnership between public and private 
sector companies in terms of rolling out digital infrastructure, the training of 
people working on e-government processes, and the provision of incentives to 
individuals and businesses using e-government services. The Kenyan Govern-
ment has adopted a Vision 2030 strategic plan in which it has managed to en-
hance its efficiency in the collection of tax revenue by using e-government ser-
vices and procedures. 

In Kenya, e-government procedures are used for issuing and renewing iden-
tity documents, passports, birth certificates, marriage certificates, job applica-
tions and the recruitment of people into the public service. E-government ser-
vices are used for providing municipal services such as water, electricity, sanita-
tion, waste management, and for monitoring and evaluating the quality of mu-
nicipal services that are provided to residents and ratepayers. The services are 
also used for resolving account-related queries from residents and ratepayers at 
the municipal level and for ensuring compliance with ethical conduct and good 
governance principles. 

1.3. Objectives of Study 

The objective of study was to assess and evaluate the extent to which e-government 
processes are used effectively for rendering routine service delivery in Govern-
ment Departments in the Province of Limpopo, South Africa. 

2. Methods and Materials of Study 

The study was based on quantitative data sets gathered from 823 participants 
working in Limpopo Province. Data was gathered on 36 socioeconomic factors 
that used for the assessment of the quality of e-government services (the provision 
of essential public and municipal services by using digital and online methods) by 
the United Nations Department of Social and Economic Affairs (2022) in all parts 
of the world. According to the United Nations Department of Social and Eco-
nomic Affairs (2022), Denmark, Singapore, Canada, the USA, Germany, Aus-
tralia, the United Kingdom and South Korea are examples of nations in which 
e-government services are provided efficiently and reliably to the people. The 
key differential factors are the availability of advanced telecommunications and 
digital infrastructure, a high rate of literacy, respect for the principles of account-
ability to the people, adherence to good governance principles and political com-
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mitment to uphold the rule of law by public servants and elected governments. 
E-government services are highly effective and efficient methods of providing 
essential socioeconomic, health-related and educational services to the general 
population. Electronic services are easily verifiable, speedy, affordable, and diffi-
cult to delay or cover-up. They discourage incompetence and political interfer-
ence and are difficult to abuse. Electronic services can be provided non-stop to 
all deserving people. Thus, it is highly desirable for national governments to rely 
on electronic services to meet service delivery expectations of their populations. 

The South African National Department of Public Service and Administration 
(2022) aspires to render the following essential services to all people living and 
conducting business in the Republic of South Africa in accordance with the 
South African Batho-Pele Principle of serving the people with humility and 
complete devotion, pride and loyalty. The basic moto of the Batho-Pele Principle 
is to provide all services that are owed to the people efficiently, promptly, and 
with complete respect, accountability, professionalism, honesty, integrity, dedi-
cation and pride. These are all key aspects of good leadership and accountability 
to the people. The provision of highly efficient and affordable e-government ser-
vices requires digital infrastructure, low cost of telecommunications, electricity 
services, high rates of literacy, and the ability to create an economically enabling 
working environment for business enterprises (Worku, 2022). 

According to the South African National Department of Public Service and 
Administration (2022), e-government services need to be provided to all people 
who live and work in South Africa in areas related to identification cards and 
passports, birth and death registrations, marriage services, postal and telecommu-
nications services, social grant services, safety and security services, primary health 
care services, educational services, business registration and license renewal ser-
vices, tax-related services, municipal services involving electricity, water, sanita-
tion, waste removal, municipal rates and taxes, housing services, disaster man-
agement and relief services, emergency and rescue services, road and transporta-
tion services, license registrations for vehicles, driver’s licenses, employment-seeking 
services, skills-related training services, voter registration services, pension ser-
vices, poverty alleviation services, information dissemination and awareness ser-
vices, and infrastructural services. These areas account for the main areas of de-
mand from the public. According to a study conducted by Van Karnenbeek, 
Salet, and Majoor (2021), the main obstacle to the successful implementation of 
e-government services in South Africa is lack of computer literacy, poor infra-
structure, and lack of efficiency in implementing policies that have been formally 
endorsed by the South African Government. 

The sample size of study was equal to 823. Table 1 shows designations of the 
823 participants of study. The 823 participants of research are 5 senior project 
managers, 5 senior managers working on finance-related issues, 6 Directors and 
Deputy Directors working on policy and governance-related issues, 4 technical 
managers, 15 mayors and their assistants, and 788 stakeholders working in the 5 
Districts of Limpopo Province (Capricorn, Mopani, Sekhukhune, Vhembe and 
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Waterberg) at various local communities in Limpopo Province (South African 
National Department of Public Service and Administration, 2022). Quantitative 
methods of data collection and analyses were used for conducting the survey. 
Frequency counts and percentages, two-by-two crosstab analyses, ordered logit 
regression analysis (Hosmer & Lemeshow, 2013) and log-linear analysis (Agresti, 
2018) were used for performing univariate, bivariate and multivariate data analy-
sis. As part of the survey, all available data sets were analysed through the Preto-
ria-based specialist research institution LEAP (Pty) Ltd. Thus, the survey could 
be viewed as a census (Levy & Lemeshow, 2013). 

Table 2 shows the profile of the 823 participants of the survey. The table 
shows that the overall perceived level of demand for e-government services was 
54.01% by the standards of the United Nations Department of Social and Eco-
nomic Affairs (2022). About 79.43% of participants displayed satisfactory aware-
ness about the potential benefits of e-government services to the people by the 
standards of the United Nations Department of Social and Economic Affairs 
(2022). About 49.75% of participants had access to the internet. About 4.26% of 
participants used their cell phones for accessing the internet. About 9.98% of 
participants used an internet café for accessing the internet. About 13.38% of 
participants had access to the internet at home. About 64.84% of participants 
used workplace facilities to have access to the internet. About 51% of participants 
had access to the internet. About 73% of participants were computer-literate. That 
is, they were capable of using the computer for having access to the internet, 
read their messages, reply to their messages, and take appropriate actions such as 
contacting the relevant authorities and seeking appropriate help. These estimates 
are similar to estimates published by the United Nations Department of Social 
and Economic Affairs (2022) for developing nations of the world. 

Table 3 shows the demographic profile of the 823 participants of the survey. 
About 12.17% of participants possessed matric-level education. About 8.39% of  

 
Table 1. Designations of participants of survey (n = 823). 

Designations of participants and their duties and responsibilities Number 

Mayors and their assistants 15 

Senior project managers who are responsible for implementing projects that 
are duly approved at municipal level 

5 

Auditors and accountants who are responsible for compliance with financial 
regulations stipulated by the South African National Treasury 

5 

Directors and Deputy Directors who are responsible for the implementation 
of policy and governance-related issues 

6 

Technical managers who are responsible for providing IT-related support 4 

Members of local communities in Limpopo Province who liaise with 
Government Departments on behalf of their communities in the 5 Districts of 
Limpopo Province (Capricorn, Mopani, Sekhukhune, Vhembe and Waterberg) 

788 

Total 823 
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Table 2. Description of eligible respondents of study (n = 823). 

Variable of study Number (percentage) 

Overall perceived level of demand for 
e-government services by the standards of the 
United Nations Department of Social and 
Economic Affairs (2022) 

Yes: 444 (54.01%) 
No: 378 (45.99%) 

Perceived level of awareness about the potential 
benefits of e-government services 

Good: 61 (7.42%) 
Above average: 148 (18.00%) 
Average: 444 (54.01%) 
Below average: 104 (12.65%) 
Poor: 65 (7.91%) 

Level of access to the internet Good: 39 (4.74%) 
Above average: 54 (6.57%) 
Average: 316 (38.44%) 
Below average: 302 (36.74%) 
Poor: 111 (13.50%) 

Source of access to the internet Cell phone: 35 (4.26%) 
Internet café: 82 (9.98%) 
Internet at home: 110 (13.38%) 
Internet at work: 533 (64.84%) 
None: 62 (7.54%) 

Level of computer literacy Good: 11 (1.34%) 
Above average: 316 (38.40%) 
Average: 272 (33.09%) 
Below average: 160 (19.46%) 
Poor: 63 (7.66%) 

 
Table 3. Demographic profile of participants of study (n = 823). 

Personal characteristics of participants Number (percentage) 

Highest level of formal education of 
participants 

Doctoral degree: 11 (1.34%) 
Master’s degree: 50 (6.08%) 
Bachelor’s or Honour’s degree: 289 (35.16%) 
Diploma: 303 (36.86%) 
Certificate: 69 (8.39%) 
Grade 12 or less: 100 (12.17%) 

Age categories of participants 30 years or less: 54 (6.57%) 
31 to 40 years: 445 (54.14%) 
41 to 50 years: 140 (17.03%) 
51 to 60 years: 138 (16.79%) 
61 years or more: 45 (5.47%) 

Gender of participants Male: 542 (65.94%) 
Female: 280 (34.06%) 

Race categories of participants African: 433 (52.68%) 
White: 232 (28.22%) 
Coloured: 139 (16.91%) 
Asian: 18 (2.19%) 
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them had certificates. About 36.86% of them had diplomas. About 35.16% of 
them had Bachelor’s or Honour’s degrees. About 6.08% of them had Master’s 
degrees. Eleven of the 822 participants had Doctoral degrees. About 6.57% of 
participants had ages of 30 years or less. About 54.14% of participants had ages 
of 31 to 40 years. About 17.03% of participants had ages of 41 to 50 years. About 
16.79% of participants had ages of 51 to 60 years. About 5.47% of participants 
had ages of 61 years or more. Just under 66% of participants were male, whereas 
the remaining 34% of participants were female. The majority of participants 
(53%) were African. The percentage of white participants was 28%. The per-
centage of coloured participants was 17%. Asian participants accounted for just 
above 2%. 

These estimates are similar to estimates published by the United Nations De-
partment of Social and Economic Affairs (2022) for developing nations. 

Table 4 shows statistics for the perceived level of demand for digital or online 
identity document services. The perceived level of demand for digital or online 
identity document applications and related services (applying for identity docu-
ments, following up on applications, making payments for identity documents, 
reporting lost identity documents, and reporting changes in addresses and con-
tact details) was 91.24%. The perceived level of demand for digital or online 
birth registration and related services was 65.45%. The perceived level of de-
mand for digital or online passport and related services was 72.51%. These esti-
mates are similar to estimates published by the United Nations Department of 
Social and Economic Affairs (2022) for developing nations. 

Table 5 shows statistics for the perceived level of demand for digital or online 
health, water and sanitation services. The perceived level of demand for digital  

 
Table 4. Perceived level of demand for digital identity document and related services (n = 
823). 

Type of service required and perceived level of 
demand for the service 

Number (percentage) 

Perceived level of demand for digital or online 
identity document and related services 

Good: 17 (2.07%) 
Above average: 132 (16.06%) 
Average: 601 (73.11%) 
Below average: 36 (4.38%) 
Poor: 36 (4.38%) 

Perceived level of demand for digital or online birth 
registration and related services 

Good: 90 (10.95%) 
Above average: 164 (19.95%) 
Average: 284 (34.55%) 
Below average: 195 (23.72%) 
Poor: 89 (10.83%) 

Perceived level of demand for digital or online 
passport and related services 

Good: 11 (1.34%) 
Above average: 318 (38.69%) 
Average: 267 (32.48%) 
Below average: 163 (19.83%) 
Poor: 63 (7.66%) 
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Table 5. Perceived level of demand for digital health and water-related services (n = 823). 

Type of service required and perceived level of 
demand for the service 

Number (percentage) 

Perceived level of demand for digital or online 
health-related services 

Good: 39 (4.74%) 
Above average: 54 (6.57%) 
Average: 327 (39.78%) 
Below average: 305 (37.10%) 
Poor: 97 (11.80%) 

Perceived level of demand for digital or online 
water-related services 

Good: 2 (0.24%) 
Above average: 60 (7.30%) 
Average: 407 (49.51%) 
Below average: 229 (27.86%) 
Poor: 124 (15.09%) 

Perceived level of demand for digital or online 
sanitation-related services 

Good: 17 (2.07%) 
Above average: 427 (51.95%) 
Average: 240 (29.20%) 
Below average: 54 (6.57%) 
Poor: 84 (10.22%) 

Perceived level of demand for digital or online 
waste management services 

Good: 12 (1.46%) 
Above average: 316 (38.44%) 
Average: 270 (32.85%) 
Below average: 159 (19.34%) 
Poor: 65 (7.91%) 

 
or online health-related services was 51%. Such services entail opening up files, 
making appointments for physical examination and laboratory tests, making 
payments for services and medicines, launching account-related queries, report-
ing current health condition, collecting medical certificates, seeking vaccination, 
immunisation and primary health care services, seeking maternal and child 
health services, obtaining health education, and asking for emergency assistance. 
The perceived level of demand for digital or online water-related services (ap-
plying for water services, opening up municipal water accounts, launching ac-
count-related queries, reporting water leaks, and asking for emergency assis-
tance) was 57%. The perceived level of demand for digital or online sanita-
tion-related services (applying for sanitation services, opening up municipal ac-
counts, launching account-related queries, reporting sanitation problems, and 
asking for emergency assistance) was 83%. The perceived level of demand for digital 
or online waste management services (applying for waste management services, 
opening up municipal accounts, launching account-related queries, reporting 
waste-related problems, and asking for emergency assistance) was 73%. These 
estimates are similar to estimates published by the United Nations Department 
of Social and Economic Affairs (2022) for developing nations. 

Table 6 shows statistics for the perceived level of demand for digital or online 
municipal electricity services. The perceived level of demand for digital or online 
municipal electricity services (opening up a municipal electricity account, making  
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Table 6. Perceived level of demand for digital municipal electricity services (n = 823). 

Type of service required and perceived level of 
demand for the service 

Number (percentage) 

Perceived level of demand for digital or online 
municipal electricity services 

Good: 90 (10.95%) 
Above average: 162 (19.71%) 
Average: 286 (34.79%) 
Below average: 195 (23.72%) 
Poor: 89 (10.83%) 

Perceived level of demand for digital or online 
municipal housing services 

Good: 12 (1.46%) 
Above average: 317 (38.56%) 
Average: 268 (32.60%) 
Below average: 160 (19.46%) 
Poor: 65 (7.91%) 

Perceived level of demand for digital or online social 
grant-related services 

Good: 191 (23.24%) 
Above average: 498 (60.58%) 
Average: 54 (6.57%) 
Below average: 36 (4.38%) 
Poor: 43 (5.23%) 

 
payments for electricity services, launching account-related queries, reporting 
electricity problems, and asking for emergency assistance) was 65%. The per-
ceived level of demand for digital or online municipal housing services (applying 
for a municipal house, and following up on a submitted application) was 73%. 
The perceived level of demand for digital or online social grant-related services 
(applying for social grants, collecting payments, and launching payment-related 
queries) was 90%. These estimates are similar to estimates published by the 
United Nations Department of Social and Economic Affairs (2022) for develop-
ing nations. 

Table 7 shows statistics for the perceived level of demand for digital or online 
environmental services. The perceived level of demand for digital or online en-
vironmental services is 74%. The perceived level of demand for digital or online 
education-related services is 62%. The perceived level of demand for digital or 
online skills-based training services is 50%. These estimates are similar to esti-
mates published by the United Nations Department of Social and Economic Af-
fairs (2022) for developing nations. 

Table 8 shows statistics for the perceived level of demand for digital or online 
disaster and relief management services. The perceived level of demand for digi-
tal or online disaster and relief management services is 65%. The perceived level 
of demand for digital or online emergency and rescue services is 63%. The per-
ceived level of demand for digital or online poverty alleviation services is 54%. 
The perceived level of demand for digital or online job application services is 
74%. These estimates are similar to estimates published by the United Nations 
Department of Social and Economic Affairs (2022) for developing nations. 

Table 9 shows statistics for the perceived level of demand for digital or online 
postal services. The perceived level of demand for digital or online postal services is  
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Table 7. Perceived level of demand for environmental services (n = 823). 

Type of service required and perceived level of 
demand for the service 

Number (percentage) 

Perceived level of demand for digital or online 
environmental services 

Good: 19 (2.31%) 
Above average: 357 (43.43%) 
Average: 231 (28.10%) 
Below average: 124 (15.09%) 
Poor: 91 (11.07%) 

Perceived level of demand for digital or online 
education-related services 

Good: 401 (48.78%) 
Above average: 105 (12.77%) 
Average: 13 (1.58%) 
Below average: 225 (27.37%) 
Poor: 78 (9.49%) 

Perceived level of demand for digital or online 
skills-based training services 

Good: 37 (4.50%) 
Above average: 54 (6.57%) 
Average: 318 (38.69%) 
Below average: 305 (37.10%) 
Poor: 108 (13.14%) 

 
Table 8. Perceived level of demand for digital safety and security services (n = 823). 

Type of service required and perceived level of 
demand for the service 

Number (percentage) 

Perceived level of demand for digital or online 
disaster and relief management services 

Good: 89 (10.83%) 
Above average: 73 (8.88%) 
Average: 377 (45.86%) 
Below average: 195 (23.72%) 
Poor: 88 (10.71%) 

Perceived level of demand for digital or online 
emergency and rescue services 

Good: 37 (4.50%) 
Above average: 59 (7.18%) 
Average: 422 (51.34%) 
Below average: 231 (28.10%) 
Poor: 73 (8.88%) 

Perceived level of demand for digital or online 
poverty alleviation services 

Good: 85 (10.34%) 
Above average: 77 (9.37%) 
Average: 288 (35.04%) 
Below average: 275 (33.45%) 
Poor: 97 (11.80%) 

Perceived level of demand for digital or online job 
application services 

Good: 12 (1.46%) 
Above average: 314 (38.20%) 
Average: 281 (34.18%) 
Below average: 151 (18.37%) 
Poor: 64 (7.79%) 

 
74%. The perceived level of demand for digital or online vehicle registration and 
license services is 73%. The perceived level of demand for digital or online road 
and transportation-related services is 72%. These estimates are similar to esti-
mates published by the United Nations Department of Social and Economic  
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Table 9. Perceived level of demand for digital postal services (n = 823). 

Type of service required and perceived level of 
demand for the service 

Number (percentage) 

Perceived level of demand for digital or online postal 
services 

Good: 19 (2.31%) 
Above average: 355 (43.19%) 
Average: 233 (28.35%) 
Below average: 124 (15.09%) 
Poor: 91 (11.07%) 

Perceived level of demand for digital or online 
vehicle registration and license services 

Good: 11 (1.34%) 
Above average: 316 (38.44%) 
Average: 273 (33.21%) 
Below average: 159 (19.34%) 
Poor: 63 (7.66%) 

Perceived level of demand for digital or online road 
and transportation-related services 

Good: 11 (1.34%) 
Above average: 317 (38.56%) 
Average: 270 (32.85%) 
Below average: 161 (19.59%) 
Poor: 63 (7.66%) 

 
Affairs (2022) for developing nations. 

Table 10 shows statistics for the perceived level of demand for digital or 
online pension payment and related services. The perceived level of demand for 
digital or online pension payment and related services is 98%. The perceived 
level of demand for digital or online marriage and related services is 97%. The 
perceived level of demand for digital or online community awareness programmes 
is 74%. The perceived level of demand for digital or online death and related ser-
vices is 97%. The perceived level of demand for digital or online voter registra-
tion and related services is 74%. These estimates are similar to estimates published 
by the United Nations Department of Social and Economic Affairs (2022) for 
developing nations. 

Table 11 shows statistics for the perceived level of demand for digital or 
online methods for enhancing efficiency in tax collection. The perceived level of 
demand for digital or online methods as a means of enhancing efficiency in tax 
collection is 90%. The perceived level of demand for digital or online methods 
for enhancing efficiency in death-related services is 97%. The perceived level of 
demand for digital or online methods as a means of enhancing voter registration 
services is 74%. These estimates are similar to estimates published by the United 
Nations Department of Social and Economic Affairs (2022) for developing na-
tions. 

Table 12 shows statistics for the perceived level of demand for digital or 
online methods for deterring corruption and underperformance. The perceived 
level of demand for digital or online services as a means of promoting account-
ability to the people is 73%. The perceived level of demand for digital or online 
services as a means of deterring corruption is 73%. The perceived level of de-
mand for digital or online services as a means of deterring underperformance by  
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Table 10. Perceived level of demand for digital pension-related services (n = 823). 

Type of service required and perceived level of 
demand for the service 

Number (percentage) 

Perceived level of demand for digital or online 
pension payments and related services 

Good: 249 (30.29%) 
Above average: 545 (66.30%) 
Average: 13 (1.58%) 
Below average: 12 (1.46%) 
Poor: 3 (0.36%) 

Perceived level of demand for digital or online 
marriage and related services 

Good: 235 (28.59%) 
Above average: 547 (66.55%) 
Average: 18 (2.19%) 
Below average: 18 (2.19%) 
Poor: 4 (0.49%) 

Perceived level of demand for digital or online 
community awareness services 

Good: 19 (2.31%) 
Above average: 353 (42.94%) 
Average: 236 (28.71%) 
Below average: 123 (14.96%) 
Poor: 91 (11.07%) 

Perceived level of demand for digital or online death 
and related services 

Good: 232 (28.22%) 
Above average: 546 (66.42%) 
Average: 21 (2.55%) 
Below average: 19 (2.31%) 
Poor: 4 (0.49%) 

Perceived level of demand for digital or online voter 
registration and related services 

Good: 19 (11.07%) 
Above average: 356 (43.31%) 
Average: 235 (28.59%) 
Below average: 121 (14.72%) 
Poor: 91 (11.07%) 

 
Table 11. The use of digital methods for enhancing tax collection (n = 823). 

Type of service required and perceived level of 
demand for the service 

Number (percentage) 

Perceived level of demand for digital or online 
tax-related services 

Good: 191 (23.24%) 
Above average: 498 (60.58%) 
Average: 54 (6.57%) 
Below average: 36 (4.38%) 
Poor: 43 (5.23%) 

Perceived level of demand for digital or online death 
and related services 

Good: 232 (28.22%) 
Above average: 546 (66.42%) 
Average: 21 (2.55%) 
Below average: 19 (2.31%) 
Poor: 4 (0.49%) 

Perceived level of demand for digital or online voter 
registration and related services 

Good: 19 (11.07%) 
Above average: 357 (43.43%) 
Average: 231 (28.10%) 
Below average: 124 (15.09%) 
Poor: 91 (11.07%) 
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Table 12. The use of digital methods for deterring corruption and underperformance (n 
= 823). 

Type of service required and perceived level of 
demand for the service 

Number (percentage) 

Perceived level of demand for promoting 
accountability to the people by using digital or 
online services 

Good: 12 (1.46%) 
Above average: 317 (38.56%) 
Average: 271 (32.97%) 
Below average: 157 (19.10%) 
Poor: 65 (7.91%) 

Perceived level of demand for deterring corruption 
by using digital or online services 

Good: 12 (1.46%) 
Above average: 316 (38.44%) 
Average: 276 (33.58%) 
Below average: 153 (18.61%) 
Poor: 65 (7.91%) 

Perceived level of demand for deterring 
underperformance by using digital or online 
services 

Good: 12 (1.46%) 
Above average: 316 (38.44%) 
Average: 274 (33.33%) 
Below average: 155 (18.86%) 
Poor: 65 (7.91%) 

Perceived level of demand for promoting 
knowledge dissemination by using digital or online 
services 

Good: 18 (2.19%) 
Above average: 375 (45.62%) 
Average: 234 (28.47%) 
Below average: 126 (15.33%) 
Poor: 69 (8.39%) 

 

public service employees is 73%. The perceived level of demand for promoting 
knowledge dissemination by using digital or online services is 76%. These esti-
mates are similar to estimates published by the United Nations Department of 
Social and Economic Affairs (2022) for developing nations. 

The survey entailed collecting data on 36 socioeconomic factors that affect the 
provision of e-government services in the province of Limpopo. Data reduction 
was carried out by using crosstab tests (Beh & Lombardo, 2021). The Pearson 
chi-square statistic was used for ranking the 36 socioeconomic factors in order 
of importance. Table 13 shows the list of these 36 factors that are associated with 
the use of digital or online services in order to strength from top to bottom. Fac-
tors that are significantly associated with the use of e-government services have 
large observed chi-square values and small probability values. The table shows that 5 
of the 36 factors are significantly associated with the use of e-government services. 
These 5 factors are the following: 

1) Identity document applications and related services; 
2) Social grant services; 
3) Tax services; 
4) Poverty alleviation services; 
5) Electricity services. 
Subsequent multivariate analysis was performed by using a stepwise backward 

elimination procedure with a probability cut-off point of 0.20. The process  
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Table 13. Order of strength of association of variables with use of e-government services (n = 823). 

List of 36 factors associated with the use of e-government services Observed 
chi-square value 

P-value 

Identity document applications and related services 46.4239 0.0000 

Social grant services 44.5864 0.0000 

Tax services 34.3742 0.0000 

Poverty alleviation services 30.8419 0.0000 

Electricity services 26.5123 0.0000 

Race category 25.5836 0.0000 

Birth registration and related services 25.4158 0.0000 

Skills-based training services 22.0483 0.0000 

Age of respondent 21.8382 0.0000 

Health services 21.1931 0.0000 

Water services 20.9907 0.0000 

Educational services 20.5876 0.0000 

Internet access 20.1396 0.0000 

Internet source 15.8136 0.0030 

Job application services 14.0043 0.0070 

Underperformance deterrence services 13.9000 0.0080 

Housing services 13.8933 0.0080 

Vehicle registration and license services 13.8140 0.0080 

Computer literacy 13.5886 0.0090 

Accountability promotion services 13.5500 0.0090 

Road and transport services 13.4425 0.0090 

Waste services 13.2851 0.0100 

Corruption deterrence services 13.2163 0.0100 

Highest level of formal education 13.1920 0.0220 

Passport application and related services 13.0909 0.0110 

Awareness promotion services 6.2870 0.1790 

Pension services 5.1614 0.2710 

Marriage registrations and related services 4.1016 0.3920 

Death registrations and related services 3.9606 0.4110 

Knowledge dissemination services 1.3607 0.8510 

Voting services 1.2960 0.8620 

Community awareness services 1.0725 0.8990 

Postal services 1.0153 0.9070 

Environmental services 0.9981 0.9100 

Sanitation services 0.8691 0.9290 

Gender 0.8493 0.3570 

https://doi.org/10.4236/jssm.2023.163013


A. Moloto, M. Muchie 
 

 

DOI: 10.4236/jssm.2023.163013 240 Journal of Service Science and Management 
 

identified 3 influential predictor variables that are shown in Table 14 below. The 
table displays odds ratios, probability values and 95% confidence intervals of 
odds ratios (Hosmer & Lemeshow, 2013) for the 3 influential predictor variables. 

The results displayed in Table 14 show that the use of e-government services 
is significantly influenced by 3 predictor variables. These 3 predictor variables are 
the following: 

1) Identity document applications and related services; 
2) Social grant services; 
3) Tax services. 
The odds ratio of the variable “Identity document applications and related 

services” is 4.08. This indicates that the need for identity documents and related 
services enhances the demand for e-government services by a factor of 4.08 among 
the population living and working in Limpopo Province. 

The odds ratio of the variable “Social grant services” is 3.69. This indicates 
that the need for social grant services enhances the demand for e-government 
services by a factor of 3.69 among the population living and working in Limpopo 
Province. 

The odds ratio of the variable “Poverty alleviation services” is 2.95. This indi-
cates that the need for poverty alleviation services enhances the demand for 
e-government services by a factor of 2.95 among the population living and work-
ing in Limpopo Province. 

Standard diagnostic procedures were used for assessing the reliability of the 
fitted ordered logit regression model. The fitted logit model had the ability to 
accurately classify 76.69% of observations. A probability value of 0.4104 was ob-
tained from a goodness-of-fit test developed by Hosmer and Lemeshow (2013). 
This figure of 0.4104 is greater than 0.05 or 5%. This finding confirms that the 
fitted ordered logit regression model is theoretically reliable. 

Log-linear analysis (Agresti, 2018) was used for identifying key predictor va-
riables that significantly influence the level of perceived demand for e-government 
services. Table 15 shows that the perceived demand for e-government services 
was significantly influenced by 3 predictor variables. These 3 predictor variables 
were the need for identity document applications and related services, the need 
for social grant services, and the need for tax-related services. These findings 
were similar to findings obtained from ordered logit regression analysis. Stan-
dard diagnostic tests were used for assessing the reliability of the fitted log-linear  

 
Table 14. Odds ratios estimated from ordered logit analysis (n = 823). 

Predictors of the use of e-government 
services 

Odds ratio P-value 
95% confidence 

interval 

Identity document applications and 
related services 

4.08 0.0000 (3.81, 4.35) 

Social grant services 3.69 0.0000 (3.42, 3.96) 

Tax services 2.95 0.0000 (2.68, 3.22) 
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Table 15. Results obtained from log-linear analysis (n = 823). 

Factors associated with demand for e-government services P-value 

Identity document applications and related services 0.0000 

Social grant services 0.0000 

Tax services 0.0000 

 
model. The tests showed that the fitted model was quite reliable. 

3. Discussion of Results 

The study has found that the perceived demand for e-government services in 
Limpopo Province was 54.01%. Results obtained from multivariate analysis have 
shown that the use of e-government services was significantly influenced by 3 
predictor variables. These 3 predictor variables were the need for South African 
identity document applications and related services, the need for social grant 
services, and tax-related services. 

The annual report published by the South African National Treasury (2021) 
for the financial year 2019/2020 shows that there are 1.3 million employees 
working in national and provincial government Departments who were paid 
R567 Billion in salaries and employee benefits. The annual report published by 
the South African National Department of Public Service and Administration 
(2022) for the financial year 2020/2021 shows that 73% of the budget allocated to 
South African Government Departments at national and provincial levels is used 
up for paying salaries and employee benefits and that only 27% of the budget is 
available for providing essential public services to the people. The dire implica-
tion is that South African local municipalities are often unable to pay for the 
maintenance and upgrade of municipal infrastructure in areas such as repairing 
broken water and sewerage pipes, water storage, purification and distribution 
systems, electrical substations and power generators, the repair and maintenance 
of health facilities, educational facilities, roads, street lights and public buildings. 

A report published by Statistics South Africa (2021) shows that the South Af-
rican public sector consists of 2.2 million employees. These are 455,701 national 
government employees, 1,118,748 provincial government employees, 311,361 
local government employees, and 275,851 employees employed by public facili-
ties such as libraries, parks, zoos and education and training institutions. A re-
port published by the World Bank (2022) points out that the South African pub-
lic sector is weighed down by obstacles such as too many employees, lack of 
skills that are specific to job descriptions of employees, a skewed distribution of 
assets, inability to perform adequately, inability to objectively monitor and eva-
luate the performance of employees, inability to enforce municipal bylaws, lack 
of accountability to the people, lack of transparency, lack of good leadership, 
failure to use land optimally, poor implementation of work plans, inadequate 
property rights, low competition, the political appointment of employees who 
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lack the ability to perform adequately at the workplace, and the abuse of public 
resources. Although there have been recommendations to trim the bloated size 
of the public sector, the size of the public sector has kept increasing steadily 
since April 1994 due to the employment of black South African employees in the 
public sector in large numbers and rates. 

Tomaselli (2021: p. 4) has pointed out that the main benefit of e-government 
services in developing nations is mitigating corruption and alleviating under-
performance by employees. Digital processes allow clients and customers to de-
mand verification and evidence of service delivery in writing, with copies to all 
relevant line function managers and stakeholders. The study conducted by Snow, 
Hakonsson, and Obel (2016) shows that customers and stakeholders often de-
mand evidence of service delivery from municipal employees and that the ability 
to provide evidence of service delivery is a key indicator of success and achieve-
ment in Denmark. Services are rendered digitally, with proper records and evi-
dence. All claims are readily verifiable to the satisfaction of municipal employees 
and clients alike. No resources are wasted on bureaucratic processes, lengthy 
telephone calls and long queues. Municipal services that are rendered routinely 
in smart cities such as Copenhagen in Denmark are a result of investment on ICT 
infrastructure and skills-based training on how to use digital technology in the 
course of municipal service delivery. 

The survey conducted by the United Nations Department of Social and Eco-
nomic Affairs (2022) shows that developing nations Such as South Africa must 
be capable of using Geographic Information Systems (GISs) for enhancing the 
current level of service delivery. GIS technology is helpful for determining spa-
tial relationships and physical locations. Developing nations do not have a com-
plete and functional GIS system for all local municipalities, especially for rural 
local municipalities. There is also a shortage of appropriately trained GIS spe-
cialists in local municipalities. As a result, vulnerable rural communities are left 
out often. 

Digital transmission enables viewers to receive a much better quality of pic-
ture on television. It is much more efficient than analogue transmission. How-
ever, it requires the installation of ICT infrastructure and signal processors. Dig-
ital transmission has transformed the television industry in South Africa. Digital 
transmission has enabled viewers to choose from a wide variety of local and in-
ternational streaming programmes at an affordable cost. Digital transmission has 
also added value to radio programmes, tele-text programmes, interactive com-
munication and services, interactive games, and the exchange of valuable infor-
mation among stakeholders. 

The survey by Boshoff (2022: p. 14) has identified barriers such as poor deci-
sion making processes, reluctance to embracing new ideas and concepts, un-
helpful organisational culture, lack of budget for implementing technological 
change and training, organisational culture that is not willing to accept reasona-
ble risk, lack of ICT skills among public sector employees, inability to expand 
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ICT and digital infrastructure, lack of commitment for upgrading technical skills 
and knowledge among public sector employees, and failure to secure and protect 
public resources. The South African State Information Technology Agency 
(SITA) is responsible for building the ICT capacity required for providing effi-
cient e-government services in Government Departments. Abrahams and Burke 
(2022) have pointed out that not enough progress has been made so far in set-
ting the stage for an efficient roll out of e-government services due to lack of ICT 
skills, shortage of technicians in the ICT field and lack of budget in Government 
Departments. 

Two key areas in which e-government services are highly needed for enhanc-
ing efficiency in service delivery areas are the distribution of social grants and 
the management of South African roads and traffic by using the electronic Na-
tional Traffic Information System (e-NaTIS). Both functions are highly depen-
dent upon the availability of adequate ICT skills, budget and appropriate infra-
structure. Trent and Joubert (2022) have shown that e-government services are 
not being rolled out due to technical ICT-related difficulties, lack of technical 
skills, and failure to have employees trained on ICT-related skills. The authors 
have shown that most of the existing central databases are not easily accessible 
and user-friendly. The Batho-Pele Principle of rendering public services to the 
people entails serving the people with humility, dedication and efficiency. In or-
der to make good on this undertaking, it is essential to invest and upgrade the 
existing ICT infrastructure in service delivery institutions. 

4. Conclusion 

The study has found that the perceived demand for e-government services in 
Limpopo Province was 54.01%. Results obtained from the multivariate analysis 
have shown that the use of e-government services was significantly influenced by 
3 predictor variables. These predictor variables were the need for South African 
identity document applications and related services, the need for social grant 
services, and tax-related services. The effective use of e-government services can 
only be achieved by way of ensuring the allocation of adequate budget, enough 
number of highly skilled ICT and telecommunications engineers and project 
managers with a proven track record to lead the process. It is also essential to 
foster collaboration and partnership between public and private sector compa-
nies. The study by Kock and Govender (2021) has shown the need for account-
ability, good leadership and compliance with ethical principles. 

Surveys conducted by Meyer and Overen (2021: p. 4273) and Motepe, Hasan, 
and Shongwe (2022) have shown that a lack of efficiency in service delivery can 
be effectively addressed by adopting e-government and digital modes of service 
delivery. In this regard, the key requirement is the promotion of awareness about 
the benefits of e-government processes, and the task of securing adequate finance 
for installing ICT infrastructure in local municipalities that are hard-pressed for 
resources and skilled manpower. 

https://doi.org/10.4236/jssm.2023.163013


A. Moloto, M. Muchie 
 

 

DOI: 10.4236/jssm.2023.163013 244 Journal of Service Science and Management 
 

5. Recommendations 

In view of the results obtained from the survey, the following recommendations 
are made to the Limpopo Provincial Government and the South African Na-
tional Department of Public Service and Administration. The study has shown 
that it is essential to train public servants who are responsible for providing ser-
vices to the people on how to use digital technology and e-government applica-
tions and processes. The study has also shown the need to invest in the upgrad-
ing of ICT infrastructure and to allocate enough operational budgets. The study 
has shown the need for monitoring and evaluation processes for assessing the 
level of performance of employees and the quality of services that are provided 
to people. Accordingly, the following recommendations are appropriate: 
• Employees working on ICT-related services should be equipped with appro-

priate equipment and training opportunities, so that they are capable of ren-
dering services effectively; 

• The state of the existing ICT infrastructure should be critically assessed and 
evaluated to make sure that it is adequate for providing services; 

• An investment should be made in the training of employees who are respon-
sible for service delivery to the people; and 

• Monitoring and evaluation techniques should be used for ensuring satisfac-
tory performance by all employees who are responsible for providing services 
to the people. 
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