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Abstract: 

Digital transformation has become central to public sector reform globally, with e-governance positioned 

as a mechanism to enhance transparency, efficiency, and citizen-centred service delivery. In South 

Africa, however, persistent service delivery backlogs, infrastructure failures, and administrative 

weaknesses in local government raise critical questions about whether digital public administration has 

translated into tangible improvements in municipal performance. While policy frameworks promote 

digitalisation, the understanding of its governance and service-delivery implications remains 

fragmented. This study examined the relationship between e-governance reforms and service delivery 

outcomes in South African local government. The study was grounded in the Technology Acceptance 

Model, which provided a framework for understanding how perceived usefulness and ease of use 

influence the adoption and utilisation of digital systems within municipal contexts. The study adopted a 

qualitative secondary research design, drawing on academic literature, government reports, Auditor-

General findings, and policy documents. A thematic analysis was employed to identify recurring patterns 

in administrative efficiency, institutional capacity, accountability mechanisms, and citizen engagement. 

The paper submits that e-governance reforms have improved administrative functions, including 

financial reporting, information management, and internal communication. However, the impact of digital 

transformation on frontline service delivery remains uneven due to institutional capacity constraints, 
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inadequate infrastructure, digital skills shortages, weak governance practices, and socioeconomic 

inequalities. The study further found that digital systems strengthen procedural transparency but do not 

automatically translate into improved accountability or service responsiveness in the absence of 

effective leadership and institutional commitment. This study contributes to the fields of public sector 

management and digital transformation management by examining how e-governance reforms 

influence organisational performance, institutional capacity, accountability systems, and service delivery 

outcomes in municipalities. By analysing the managerial dimensions of digital transformation within local 

government, the study provides insights into how public institutions can leverage technology to improve 

operational efficiency, strengthen governance processes, and enhance organisational effectiveness in 

resource-constrained environments. 

Keywords: 

E-Governance, Digital Public Administration, Municipal Service Delivery, Institutional Capacity, South 
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Introduction  

Digital transformation has emerged as a defining feature of contemporary public sector reform, with e-

governance widely promoted as a driver for improved effectiveness, transparency, and citizen-centred 

service delivery (Chasakara, 2026; Mohiuddin, 2025). E-governance is grounded in the broader 

development of Public Administration and the integration of Information and Communication Technology 

(ICT), which involves utilising digital platforms, data systems, and online interfaces to improve the 

accessibility and responsiveness of government services. From a public sector management 

perspective, digital transformation represents a strategic management approach aimed at improving 

organisational performance, enhancing operational efficiency, and strengthening decision-making 

processes within government institutions. As such, e-governance has become an important component 

of digital transformation management, which focuses on how organisations leverage technology to 

optimise resources, improve service quality, and achieve organisational objectives. Bhanye and 

Shayamunda (2025) and Balaji (2025) highlighted that globally, governments have progressively 

embraced digital technologies to strengthen administrative efficiency, reinforce accountability, and 

promote participatory governance. 

However, the extent to which these reforms translate into tangible improvements in service delivery 

remains contested, in developing contexts characterised by institutional fragility and socio-economic 

disparities. Juta (2023), Mamokhere (2025), Mofokeng et al. (2025) and Nkabinde and Lekhanya (2024) 

agree that in South Africa, local government plays a crucial role in providing critical services such as 

water, sanitation, electricity, and waste management. However, despite progressive legislation and 

policy frameworks that endorse digitalisation, municipalities continue to face service delivery challenges, 

including infrastructure deficits, financial mismanagement, and governance failures. Oversight 

institutions, such as the Auditor-General of South Africa, repeatedly identify systemic deficiencies in 

municipal performance, prompting questions regarding the efficacy of reform programs, such as e-

governance (AGSA, 2020, 2024, 2025). These challenges have significant implications for public sector 

management, affecting organisational effectiveness, resource utilisation, institutional sustainability, and 

municipalities' capacity to fulfil their developmental mandates. 

Although digital technologies have been implemented to enhance financial management, reporting, and 

public participation, their influence on fundamental service delivery outcomes remains inconsistent and 

is poorly understood. The existing body of literature offers valuable insights into the potential benefits of 

e-governance, such as improved administrative efficiency, enhanced data management, and greater 

transparency and accountability (Dike, 2019; Sarifudin & Damanik, 2024; Sharmin & Chowdhury, 2025). 

However, much of this scholarship tends to adopt a technocratic viewpoint, neglecting the complex 

relationships between digital technologies and local governance dynamics. Limited attention has been 
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paid to how institutional capability, political-administrative relations, and socio-economic factors 

influence the effectiveness of digital changes in municipalities. Limited research has examined e-

governance through the lens of digital transformation management and organisational capacity 

development, particularly regarding how digital reforms shape managerial effectiveness, organisational 

performance, and institutional resilience within local government. 

This disparity is evident in the South African context, where differences in municipal capacity and 

resource allocations yield varied reform outcomes. This study examines the relationship between e-

governance initiatives and municipal service delivery performance in South African local government. It 

aims to examine whether digital public administration has resulted in significant improvements in 

municipal performance or whether structural and governance constraints undermine its transformative 

potential. The study contributes to the fields of public sector management, digital transformation 

management, and organisational capacity development by providing insights into how municipalities 

utilise digital technologies to improve organisational performance, strengthen governance systems, and 

enhance service delivery outcomes. In doing so, the study advances understanding of the managerial 

dimensions of digital transformation within public sector institutions operating in resource-constrained 

environments.  

The article is structured as follows. The next section reviews the theoretical and empirical literature on 

e-governance and service delivery. This is followed by a discussion of the research methodology and 

analytical approach. The findings section presents key themes emerging from the analysis, focusing on 

administrative efficiency, institutional capacity, accountability mechanisms, and citizen engagement. The 

article concludes by reflecting on the implications for policy and practice, and by proposing 

recommendations to improve the effectiveness of digital governance reforms in South African 

municipalities.  

Theoretical Framework 

This paper applied the Technology Acceptance Model (TAM) as a theoretical framework to examine the 

relationship between e-governance reforms and service delivery outcomes in South African local 

government.  

Technology Acceptance Model (TAM) 

The Technology Acceptance Model (TAM), developed by Fred Davis in 1989, provides insight into the 

process by which people embrace and utilise new technology (Dike, 2019; Ozili, 2025; Sharmin & 

Chowdhury, 2025). Tahar et al. (2020) noted that the theory posits that two primary elements, perceived 

usefulness and perceived ease of use, influence an individual's interest in adopting a technology system. 

In the context of e-governance, the TAM is crucial for understanding the relationship between municipal 
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officials and the public with digital platforms implemented for service delivery. Victor (2025) found that 

staff rely more on ICT when systems are user-friendly and do not require complex training. This implies 

that the usefulness of the system depends much on how easy and simple it is. Nkgapele and 

Mokgolobotho (2024) noted that weak internet connectivity and system complexity discouraged the use 

of digital systems. These two constructs are both connected to this study, which focuses on the 

relationship between e-governance reforms and service delivery outcomes in South African local 

government. 

Despite its widespread application, the TAM has faced criticism for its limited focus on individual-level 

behavioural outcomes, often overlooking broader institutional, political, and socio-economic factors that 

shape technology uptake. Critics such as Venkatesh et al. (2003), who subsequently expanded the 

paradigm into the Unified Theory of Acceptance and Use of Technology (UTAUT), contend that TAM 

oversimplifies complex adoption environments in public-sector contexts. It fails to adequately address 

concerns such as digital inequality, organisational culture, and governance capacity, which are essential 

in South African municipalities. The efficacy of TAM relies on its simplicity, empirical strength, and 

predictive capability in evaluating user adoption of digital technology. It provides a useful foundation for 

analysing why e-governance initiatives may succeed or fail at the user level, focusing on digital skills 

gaps and resistance to change. 

Literature Review 

Digital Governance and Administrative Efficiency in Local Government 

E-governance reforms have transformed municipal government administrative procedures, particularly 

in financial management, data integration, and internal coordination. Mengich and Onyango (2025) 

indicate that the implementation of digital financial management systems, e-procurement platforms, and 

performance monitoring dashboards has optimised record-keeping, minimised paperwork, and 

accelerated administrative decision-making in South African municipalities.  Municipalities utilising digital 

reporting systems have demonstrated improved audit outcomes, largely due to improved 

documentation, traceability, and compliance (AGSA, 2022, 2023, 2024, 2025). The findings indicate that 

digital governance has improved the organisation and efficiency of administrative systems in 

metropolitan and well-resourced municipalities. 

However, the literature suggests that these efficiency improvements are inconsistent and frequently 

limited to back-office operations. Masiya et al. (2021) observe that whereas municipalities might 

demonstrate improvements in internal processes, these advancements do not invariably result in 

improvements in service delivery outcomes, such as reliable water supply or waste collection. In 

municipal contexts, officials may accept digital technologies for compliance and reporting, where 
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benefits are immediate and measurable, but may be unwilling to implement complex systems that 

directly influence service delivery operations. This indicates that improvements in administrative 

efficiency are associated with selective adoption patterns influenced by user perceptions. Enhancing 

the usability and perceived relevance of digital technologies for frontline service operations is crucial to 

extending efficiency advantages beyond internal administration. 

Institutional Capacity, Digital Inequality, and Implementation Constraints 

The effectiveness of e-governance in local government is linked to institutional capability and the 

broader socio-economic context in which municipalities operate. Nkgapele and Mokgolobotho (2024) 

and Ngcobo and Mbandlwa (2025) indicate that many South African municipalities face persistent 

challenges, including insufficient ICT infrastructure, unstable electricity supply, constrained financial 

resources, and a shortage of skilled and qualified employees. These limitations hinder the execution 

and success of digital initiatives. Municipalities in rural areas face significant challenges, including 

inadequate broadband connectivity and high poverty levels, that affect institutional preparedness and 

public access to digital services (Djatmiko et al., 2025; Moloto, 2025; Omweri, 2024). The advantages 

of e-governance tend to concentrate in urban areas, worsening inequality in service delivery. 

The perceived simplicity of use is influenced by the availability of infrastructure and technical assistance, 

whereas perceived utility is determined by the degree to which digital systems correspond with local 

needs and capabilities. Municipal officials are less likely to fully adopt systems that are difficult to run or 

do not effectively address urgent service delivery challenges. Individuals without digital literacy or 

internet connection may regard e-governance platforms as unattainable or insignificant. Badda (2025) 

contend that external factors, including organisational support, training, and infrastructure, substantially 

affect user acceptance, resulting in strengthening the explanatory capacity of the TAM in intricate 

contexts. Digital governance is inherently linked to capacity-building initiatives; investments in 

infrastructure, skill development, and institutional support are essential to improving the acceptance and 

effectiveness of e-governance systems (Omweri, 2024). This viewpoint emphasises the need for 

context-aware implementation techniques that account for variations in municipal capability. 

Accountability, Citizen Engagement, and Service Delivery Outcomes 

E-government is frequently associated with greater transparency, accountability, and citizen 

engagement in municipal governance. Barabanov and Usacheva (2024) note that digital platforms, 

including online complaint systems, municipal websites, and social media channels, have created new 

avenues for engagement between municipalities and residents. Cheniki et al. (2020) argue that these 

platforms allow residents to report service delivery concerns, obtain information, and evaluate municipal 

performance. This has enhanced communication and responsiveness in metropolitan areas with well-

developed digital communication plans. Open data initiatives and online publication of municipal reports 

https://doi.org/10.51137/wrp.ijarbm.818
http://www.wr-publishing.org/


International Journal of Applied Research in Business and Management (ISSN: 2700-8983) 

Volume: 07 Issue: 08 Year: 2026 

https://doi.org/10.51137/wrp.ijarbm.818  

 

 

 

 

Discover publication opportunities: 
www.wr-publishing.org 

have improved transparency, enabling residents and oversight entities to examine government activities 

more effectively. 

Despite these advancements, a relationship between e-governance and improved accountability 

remains inconsistent. Citizen engagement through digital platforms is often limited by insufficient 

awareness, lack of trust, and usability issues. The Technology Acceptance Model elucidates these 

patterns by emphasising the significance of user perceptions in influencing engagement. If citizens find 

digital platforms challenging to navigate or ineffectual in addressing their concerns, their desire to 

engage declines (Nkgapele, 2024). Municipal officials may reduce response to digital feedback if they 

do not regard it as relevant or essential to their performance assessment. This results in a disparity 

between the accessibility of digital tools and their effective utilisation in fostering accountability. 

Successful e-governance necessitates not only technological implementation but also the cultivation of 

trust, improvements in system usability, and the incorporation of digital engagement into formal 

accountability frameworks. Digital platforms, when aligned with institutional incentives and reinforced by 

active citizen engagement, are more likely to enhance service delivery outcomes. 

Research Method 

This study employed a qualitative research methodology to examine the relationship between e-

governance initiatives and municipal service delivery performance in South African local government.  

Search Strategy  

The research utilised secondary data from academic books, government reports, and peer-reviewed 

articles published in reputable databases, including Google Scholar, Semantic Scholar, DOAJ, Scopus, 

university repositories, and ResearchGate. This selection of the databases was based on their extensive 

disciplinary coverage, indexing of high-quality peer-reviewed articles, and recognised use in desktop 

reviews published in prestigious academic journals. These databases were considered authoritative, 

multidisciplinary platforms that offer comprehensive access to research literature in e-governance. Their 

inclusion mitigated selection bias and guaranteed the acquisition of both globally and regionally indexed 

research outputs, encompassing African scholarship that is frequently under-represented in smaller 

databases. 

To ensure transparency and replicability of the search process, a comprehensive search strategy was 

developed. The aim was to capture peer-reviewed literature focused on e-governance reforms and 

service delivery outcomes in South African local government. Boolean operators were employed to 

amalgamate the keywords: ("e-governance" AND "service delivery" AND "South Africa") ("digital 

governance" AND "municipalities" AND "performance outcomes") ("ICT adoption" AND "local 

government" AND "public service delivery") ("electronic government" OR "e-government") AND 
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("accountability" AND "transparency") ("digital transformation" AND "public administration" AND 

"efficiency") ("municipal governance" AND "technology adoption" AND "service delivery challenges") 

("smart governance" AND "local government" AND "citizen engagement") ("information systems" AND 

"municipal performance" AND "South Africa") ("e-services" AND "digital inclusion" AND "local 

municipalities"). 

Selection Criteria 

Studies were selected according to predetermined inclusion and exclusion criteria to guarantee 

relevance and quality. The inclusion and exclusion criteria are outlined below (Table 1). 

 

Table 1: Inclusion and Exclusion Criteria 

Source: Researchers’ own construction 

Data Analysis 

Thematic analysis is a systematic strategy for identifying, organising, and interpreting patterns of themes 

within a dataset (Braun & Clarke, 2006, 2021; Maguire & Delahunt, 2017). Braun and Clarke (2021) 

assert that thematic analysis enables researchers to identify and comprehend collective meanings and 

experiences by focusing on significance across a dataset. This technique facilitated the identification 

and interpretation of commonalities in the discourse surrounding a subject. Through thematic analysis, 

the researchers effectively focused on evaluating meaning across the entire dataset or on an in-depth 

examination of a particular aspect of a phenomenon. Data analysis commenced with understanding the 

dataset, though it is crucial to understand the context around it as well. This phase was followed by code 

generation, which serves as the basis for the entire theme analysis process. Braun and Clarke (2006) 
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defined coding as the process of finding, categorising, and annotating text or content segments that are 

significant or pertinent to resolving research questions. Themes and subthemes emerged from the 

dataset through systematic coding. Codes were further categorised into broader descriptive themes that 

explain data patterns relevant to the study topic, which are then examined, refined, and elaborated upon 

for clarity. The last phase of the analysis involves reporting and deliberating on the findings. 

Results  

This section presents the findings of the qualitative research, synthesising evidence from 37 sources on 

e-governance reforms, digital transformation, and municipal service delivery in South Africa. The 

findings identify recurring themes (Table 2) such as administrative efficiency, institutional capacity, 

accountability mechanisms, digital readiness, and citizen engagement, all of which collectively influence 

the effectiveness, responsiveness, and sustainability of service delivery within local government 

municipalities. 

Table 2: Themes emerging from the study 

Source: Researchers’ own construction 

The VOSviewer Version 1.6.20 co-occurrence analysis was employed to identify patterns in the literature 

on e-governance reforms and service delivery outcomes in South African local government. Rather than 

simply listing keywords, the software mapped the relationships among concepts by analysing their 

frequency of occurrence and link strengths across the selected studies. The analysis revealed strong 

connections between administrative efficiency, institutional capacity, digital readiness, accountability, 

citizen engagement, and service delivery outcomes, indicating that these concepts constitute the core 

dimensions of digital governance within municipalities. The proximity of keywords within the network 

reflects their close conceptual relationship and demonstrates how digital transformation influences 

multiple aspects of municipal governance and performance.  

The visualisation generated four colour-coded clusters corresponding to the study's themes: 

Administrative Efficiency and Process Automation; Institutional Capacity and Digital Readiness; 

Accountability Mechanisms and Governance Practices; and Citizen Engagement and Service Delivery 

Outcomes. The clustering illustrates that improvements in administrative systems, digital infrastructure, 
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accountability processes, and citizen participation are interconnected and collectively shape service 

delivery performance. The VOSviewer mapping, therefore, provided an empirical basis for the thematic 

analysis, demonstrating that the effectiveness of e-governance reforms depends on integrating 

technological innovation, institutional capacity, governance accountability, and citizen-centred service 

delivery. 

 

 
Figure 1: Co-occurrence network map, VOS viewer Version 1.6.20 

Source: authors’ construction 2026 

Administrative Efficiency and Process Automation 

The results demonstrate that e-governance initiatives have significantly improved administrative 

efficiency in South African municipalities, in financial management, record-keeping, and internal 

communication. Digital systems, including electronic financial reporting platforms, integrated billing 

systems, and automated workflow tools, minimised manual operations while improving the quality and 

timeliness of administrative outputs. The findings align with the AGSA (2025) audit outcomes, indicating 

that municipalities that have implemented digital systems demonstrate improved compliance with 

reporting standards and reduced documentation errors. These tools have improved interdepartmental 
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collaboration by allowing real-time data sharing and oversight, thus reinforcing internal accountability 

and oversight procedures. 

The study argues that these efficiency improvements are predominantly limited to back-office functions 

and do not consistently translate into improvements in frontline service provision. Despite improvements 

in administrative systems, challenges such as infrastructure maintenance delays, service disruptions, 

and inadequate responsiveness to community needs persist. This suggests that the benefits of process 

automation are not completely incorporated into operational service functions. In many cases, electronic 

tools are primarily used for compliance and reporting rather than to improve service delivery planning 

and implementation. The findings indicate a partial transition, in which administrative modernisation has 

occurred without a corresponding improvement in service delivery performance, underscoring a 

disconnect between internal efficiency and external outcomes. 

Institutional Capacity and Digital Readiness 

The findings indicate that institutional capability remains a critical determinant of the efficacy of e-

governance initiatives implemented in local government. Municipalities like the City of Cape Town 

Metropolitan Municipality, with sufficient financial resources, stable governance, and access to skilled 

personnel, are more effectively equipped to deploy and maintain digital systems. This finding correlates 

with Nkgapele and Mokgolobotho (2024), who argue that these municipalities tend to exhibit higher 

levels of digital maturity, characterised by integrated ICT infrastructure, continuous staff training, and 

effective technical support systems. In contrast, municipalities with constrained resources face 

significant challenges, including outdated infrastructure, inconsistent internet connectivity, and a 

shortage of qualified ICT specialists. These constraints limit the adoption and effective utilisation of 

digital technologies, leading to inconsistent implementation within the local government landscape. 

The results indicate that digital preparedness is linked to organisational culture and leadership 

commitment. These findings affirm the scholarly observations of Matlala (2025) who contended that 

municipalities that emphasise innovation and allocate resources to capacity-building efforts are more 

likely to realise significant results from digital changes. In instances of resistance to change or limited 

managerial support, digital systems are underutilised or abandoned. The findings underscore the 

ongoing digital inequality between urban and rural municipalities, impacting both institutional capacities 

and public access to electronic services. The effects of e-governance are inconsistent and vary 

considerably depending on local circumstances. These patterns underscore the importance of aligning 

digital initiatives with broader capacity development strategies to ensure their effectiveness and 

sustainability. 

https://doi.org/10.51137/wrp.ijarbm.818
http://www.wr-publishing.org/


International Journal of Applied Research in Business and Management (ISSN: 2700-8983) 

Volume: 07 Issue: 08 Year: 2026 

https://doi.org/10.51137/wrp.ijarbm.818  

 

 

 

 

Discover publication opportunities: 
www.wr-publishing.org 

Accountability Mechanisms and Governance Practices 

The implementation of e-governance technologies has produced mixed impacts on accountability and 

governance practices in municipalities. Digital platforms have strengthened transparency by facilitating 

access to information and improving oversight of municipal operations. This result highlights that the 

online publishing of financial accounts, performance reports, and procurement data has facilitated 

improved scrutiny of municipal operations by oversight bodies and the public. This is supported by 

Bukhari et al. (2021), who argue that digital audit trails and automated reporting systems have 

strengthened corporate controls, minimising potential for errors and augmenting compliance with 

regulatory mandates.  

The results suggest that the presence of digital systems does not automatically lead to improved 

accountability outcomes. Municipalities persistently encounter governance challenges, such as 

inadequate oversight, limited consequences management, and ongoing audit findings (Mabizela & 

Malinga, 2025). This indicates that technology systems alone cannot resolve deeply rooted governance 

challenges. These findings are also echoed by Lindquist and Huse (2017), who argue that the 

effectiveness of digital accountability tools is predominantly contingent upon their application within 

established institutional structures. In the lack of political will or ineffective enforcement of accountability 

measures, digital platforms often operate as procedural tools rather than as transformative instruments. 

The results underscore the need for greater integration between technical systems and governance 

processes to ensure that digital changes significantly improve accountability. 

Citizen Engagement and Service Delivery Outcomes 

The results indicate that e-governance created new opportunities for public participation through digital 

platforms, including municipal websites, online service portals, and social media channels. These portals 

enable citizens to obtain information, submit service requests, and report service delivery challenges 

with greater convenience. Dondolo (2024) highlighted that in municipalities where these systems are 

actively maintained and promoted, there is evidence of stronger interaction between officials and 

communities, as well as timely responses to specific service-related enquiries. This indicates that digital 

tools can improve interaction and information dissemination, leading to more responsive governance. 

Despite these breakthroughs, the effect on service delivery outcomes remains inconsistent.  

A significant number of residents, especially in rural and economically disadvantaged areas, encounter 

challenges, including restricted internet access, inadequate digital literacy, and insufficient 

understanding of accessible platforms (Ngcobo & Mbandlwa, 2025). These challenges limit significant 

participation and constrain the scope of e-governance initiatives. Even where engagement occurs, it 

does not always result in improved service delivery, as municipalities may lack the capacity or resources 

to respond effectively to reported issues. The findings, therefore, indicate that while digital platforms 
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have the potential to strengthen citizen engagement, their influence on actual service delivery is 

mediated by broader institutional and socio-economic factors. This highlights the need for a more 

integrated approach that combines digital innovation with inclusive access strategies and improved 

service delivery capacity. 

Discussion 

This paper offers a detailed examination of the relationship between e-governance reforms and service 

delivery outcomes in South African local government, revealing that digital transformation has produced 

inconsistent, contingent outcomes rather than systemic improvement. The results indicate that the most 

reliable improvements are seen in administrative areas, especially in financial management, reporting 

precision, and internal coordination. These improvements reflect the capacity of digital systems to 

formalise processes, reduce discretion in routine tasks, and improve information availability. The 

ongoing service delivery backlogs, infrastructure shortcomings and citizen dissatisfaction indicate that 

administrative modernisation has not translated into equivalent gains in frontline service provision 

(Mollah, 2025). This divergence underscores a structural disconnect between internal efficiency and 

external performance, raising important questions about the assumed linear relationship between 

digitalisation and developmental outcomes in local governance. 

Institutional capability serves as a critical factor influencing the extent and sustainability of digital reform. 

The findings indicate that municipalities with strong administrative frameworks, highly skilled staff, and 

stable leadership are better positioned to embed digital technologies into routine operations and derive 

measurable benefits. In contrast, municipalities with limited capacity experience fragmented 

implementation, underutilisation of systems, and, in some cases, complete failure of digital initiatives. 

This unevenness reinforces spatial and socioeconomic inequalities within the local government 

framework, leaving rural and under-resourced communities persistently disadvantaged. The evidence, 

therefore, supports the proposition that digital governance functions as an amplifier of existing 

institutional conditions rather than a corrective mechanism. Where governance systems are functional, 

digitisation improves performance; in weak systems, it maintains inefficiencies in a digital form. 

The relationship between e-governance and accountability is complex and dependent. The paper 

indicates that digital platforms strengthened procedural transparency by facilitating improved access to 

information, enhancing audit trails, and enabling more organised reporting. These advancements 

enhance transparency in municipal operations and create opportunities for oversight. The ongoing 

existence of irregular expenditure, inadequate consequence management, and recurring audit findings 

suggests that transparency does not automatically lead to accountability. The disparity between 

information accessibility and enforcement capability remains significant. This indicates that 

accountability is inherently a political and institutional process that cannot be addressed just through 
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technology solutions. This claim is echoed by Namyenya et al. (2022), who contend that digital tools can 

improve accountability through monitoring and disclosure, but their effectiveness depends on 

enforcement mechanisms, ethical leadership, and institutional commitment to governance principles. 

Citizen engagement through digital platforms presents another area where potential and practice 

diverge. The rapid growth of electronic communication platforms has increased exposure of municipal 

operations and created further opportunities for public engagement. In line with this, Nkgapele and 

Mokgolobotho (2024) argue that in municipalities with higher digital maturity, these platforms have 

enabled more immediate communication and, in some instances, quicker responses to service-related 

concerns. However, the trend indicates limited and inconsistent participation, influenced by digital 

exclusion, socioeconomic inequality, and decreased trust in governmental institutions. The findings 

suggest that access to digital platforms does not ensure meaningful participation when citizen 

contributions are not consistently incorporated into decision-making processes or connected to tangible 

service improvements. This highlights a significant shortcoming of techno-centric governance 

frameworks, which tend to prioritise access over influence. 

The findings challenge deterministic assumptions that posit digital transformation as an inherently 

progressive component in public administration. The study shows that e-governance outcomes are 

influenced by institutional capacity, organisational behaviour, and the socioeconomic setting. The South 

African context demonstrates that digital reform is linked to the structural realities of local government, 

encompassing fiscal constraints, political dynamics, and historical inequities. The success of e-

governance depends on its integration into comprehensive governance reform initiatives that address 

these underlying conditions. The study highlights the need for a revised e-governance strategy that 

emphasises coherence in governance, leadership commitment, and capacity development. Investments 

in digital infrastructure and systems must be complemented by ongoing initiatives to develop human 

capital, improve organisational learning, and cultivate a culture of accountability and responsiveness. 

Only through a cohesive approach can digital transformation transcend procedural improvements and 

significantly impact local government development. 

Conclusion  

This study analysed the relationship between e-governance reforms and service delivery outcomes in 

South African local government, with specific attention to administrative efficiency, institutional capacity, 

accountability, and citizen engagement. The findings highlighted that, although digital transformation 

strengthened internal administrative functions by overcoming governance and structural challenges, it 

also introduced new challenges. The research indicates that digitalisation alone cannot address 

enduring municipal dysfunctions in environments marked by insufficient institutional capacity, 

inadequate infrastructure, limited technical proficiency, and socioeconomic disparities. The efficacy of 
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e-governance depends on governance coherence, leadership dedication, organisational preparedness, 

and the congruence of digital systems with local developmental contexts. The study contributes to the 

growing discourse within Public Administration by illustrating that technological reform should be 

understood as part of a broader institutional transformation process rather than as an isolated technical 

intervention. 

The study recommends that South African municipalities adopt a more cohesive, contextually sensitive 

strategy for e-governance. More funding should focus on strengthening institutional capacity through 

digital skills development, infrastructure development, and ongoing technical support, especially in 

under-resourced and rural municipalities. Municipalities must integrate digital systems more closely into 

operational service delivery to ensure technological reforms deliver substantive improvements for 

communities rather than remain confined to administrative compliance. A stronger accountability 

framework and oversight mechanisms must accompany digital reforms to ensure transparency 

translates into effective governance outcomes. Government departments and municipal leadership 

should further promote inclusive citizen engagement strategies by improving digital accessibility, public 

awareness, and responsiveness to community inputs. A coordinated approach that combines 

technological innovation with institutional reform, ethical leadership, and socio-economic inclusion is 

essential for e-governance to contribute meaningfully to sustainable and equitable service delivery in 

South African local government. 
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