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Abstract: 

Effective risk management has become a critical component of governance and sustainable service 

delivery within public sector institutions. This study examines the factors influencing the effectiveness of 

risk management in the Department of Employment and Labour in the Western Cape, South Africa, and 

explores how these factors contribute to sustainable organisational performance and long-term service 

delivery outcomes. A qualitative research approach was adopted to gain an in-depth understanding of 

the organisational, governance, and operational dynamics shaping risk management practices within 

the Department. Data were collected through qualitative methods, enabling the exploration of 

participants’ experiences, perceptions, and insights regarding the implementation of risk management 

processes. The findings reveal that organisational factors such as leadership commitment, institutional 

capacity, communication processes, organisational culture, and digital transformation significantly 

influence the effectiveness of risk management. Importantly, the study demonstrates that effective risk 

management contributes to sustainability by enhancing organisational resilience, improving decision-

making, strengthening governance structures, and ensuring consistent and reliable service delivery over 

time. The integration of structured frameworks such as ISO 31000 and governance principles such as 

the King IV Report on Corporate Governance plays a vital role in promoting accountability, transparency, 

and long-term value creation. Overall, the study highlights that strengthening leadership support, 

improving risk management systems, and advancing digital capabilities are essential strategies for 

enhancing governance effectiveness and achieving sustainable service delivery in the public sector. The 

study contributes to the growing body of knowledge on sustainable risk governance and provides 

practical insights for improving risk management practices in government institutions. 
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Introduction  

Effective risk management is a fundamental component of sound governance and sustainable 

organisational performance, particularly within public sector institutions responsible for delivering 

essential services to citizens (Pemmasani & Abd Nasaruddin, 2022). These institutions operate in 

complex and dynamic environments characterised by regulatory pressures, resource constraints, and 

increasing public expectations for efficiency, accountability, and long-term service sustainability. In this 

context, the development of robust risk management practices is essential not only for operational 

effectiveness but also for ensuring the continuity, resilience, and sustainability of public service delivery 

(Asnawi et al., 2023). In the public sector, risk management is closely linked to governance and 

accountability frameworks that guide organisational behaviour and ethical decision-making. In South 

Africa, frameworks such as the King IV Report on Corporate Governance promote ethical leadership, 

accountability, and effective risk oversight, all of which are essential for sustainable value creation 

(Mothabi, 2022). Similarly, international standards such as ISO 31000 provide structured principles for 

identifying and managing risks in a way that supports long-term organisational sustainability and 

resilience (Efe, 2023). This study focuses on the Department of Employment and Labour (DEL) in the 

Western Cape, which plays a critical role in promoting employment, regulating labour relations, and 

ensuring compliance with labour legislation (Syed, 2023). The effectiveness of risk management within 

the Department is therefore central to achieving its strategic objectives and ensuring sustainable, 

reliable, and high-quality service delivery. However, despite the presence of governance frameworks, 

public sector institutions often face challenges such as limited capacity, resource constraints, and weak 

integration of risk management into operational processes, which can undermine sustainability and 

service performance (Jasir et al., 2023; Sikhupelo & Amoah, 2026). Drawing on theoretical perspectives 

such as Agency Theory and Stewardship Theory, this study examines how governance and 

organisational dynamics influence risk management effectiveness. While Agency Theory emphasises 

accountability and oversight, Stewardship Theory highlights ethical leadership and organisational 

responsibility, both of which are essential for sustainable governance outcomes (Rajala & Jalonen, 2025; 

Steinfeld, 2023). Despite growing attention to risk management in public administration, there remains 

limited empirical evidence on how risk management contributes to sustainable service delivery within 

the Department of Employment and Labour in the Western Cape. This study addresses this gap by 

exploring the organisational and governance factors influencing risk management practices and 

proposing an integrated framework aimed at enhancing both risk management effectiveness and long-

term service delivery sustainability. The study's objectives are as follows: 

1. To identify the key factors influencing risk management effectiveness within the Department 

of Employment and Labour in the Western Cape. 
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2. To examine how these factors affect the implementation of risk management practices within 

the department. 

3. To assess the impact of risk management effectiveness on organisational performance and 

service delivery outcomes. 

4. To propose and develop integrated risk management framework for sustainable service 

delivery in the department of employment and labour 

Literature Review 

Effective risk management is crucial in public sector governance and performance, particularly for 

institutions serving citizens amid complex regulations, financial limits, and public demands for 

transparency. It aids in anticipating threats and enhancing service delivery. According to Efe (2023), the 

ISO 31000 Risk Management Framework serves as a global benchmark that promotes proactive risk 

management in organisational decision making. In South Africa, the King IV Report on corporate 

governance emphasises ethical leadership, accountability, and effective risk oversight within public 

institutions (Institute of Directors in Southern Africa, 2016). Theoretical frameworks such as Agency 

Theory and Stewardship Theory explain governance dynamics by emphasising the importance of 

oversight mechanisms as well as the empowerment of managers within organisations (Schillemans & 

Bjurstrøm, 2020; Singh et al., 2025). However, obstacles such as resource limits and poor 

communication hinder effective risk management implementation in public sector organisations. The 

Department of Employment and Labour exemplifies the need for robust risk management due to its 

regulatory role, yet its effectiveness remains under researched, particularly in the Western Cape. This 

study aims to identify factors affecting risk management and offer recommendations for enhanced 

practices and service delivery outcomes. 

Departmental Transformation in Risk Management  

Departmental transformation in risk management is essential for enhancing governance and service 

delivery in public sector institutions, particularly within the Department of Employment and Labour. This 

transformation entails integrating risk management into strategic planning and operational activities, 

fostering a risk-aware culture, and improving inter-departmental communication. Frameworks like ISO 

31000 promote proactive risk management at all operational levels, while the King IV Report on 

Corporate Governance highlights ethical leadership and accountability. Ultimately, effective risk 

management transforms internal controls, boosts organizational resilience, and aids in accomplishing 

strategic goals and improved service delivery (Mahama, Sutton, & Arnold, 2022). 
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Departmental Infrastructure Development 

Pemmasani and Abd Nasaruddin (2022) argue that effective departmental infrastructure significantly 

supports risk management practices and service delivery within public sector organisations. In the 

context of the Department of Employment and Labour, infrastructure refers to the institutional structures, 

operational processes, technological resources, and organisational systems that enable the department 

to effectively carry out its mandate. Through enabling effective communication, data management, 

monitoring, and reporting procedures, adequate infrastructure aids in the use of risk management 

techniques. Well-developed infrastructure systems allow departments to manage operational issues, 

detect possible risks, and guarantee regulatory compliance (Corina, 2025). The integration of 

appropriate technological systems further enhances the department’s ability to implement internationally 

recognised risk management standards such as the ISO 31000 Risk Management Framework, which 

promotes structured processes for risk identification, assessment, and mitigation (Hardjomidjojo, 

Pranata, & Baigorria, 2022). Additionally, the King IV Report on Corporate Governance's emphasis on 

accountability, openness, and efficient oversight is supported by a robust infrastructure. However, poor 

infrastructure such as out-of-date information systems, a lack of technology resources, or a small 

organisational capacity may make it more difficult to apply risk management techniques successfully 

and have a detrimental impact on the results of service delivery (John & Richard, 2024). Therefore, 

boosting the Department of Employment and Labor's overall performance and increasing the efficacy of 

risk management need strengthening departmental infrastructure. 

Departmental Dynamics 

The efficiency of risk management procedures and the general performance of public sector 

establishments are significantly influenced by departmental dynamics. Departmental dynamics at the 

Department of Employment and Labour refer to the relationships between staff members, decision 

making procedures, leadership styles, and communication styles that affect how organisational 

operations are carried out (Alkuwari, 2025). For risks to be appropriately detected, evaluated, and 

managed, the department's many units must effectively coordinate, collaborate, and communicate with 

one another. Strong leadership and supportive management practices also foster a risk-aware 

organisational culture in which employees actively participate in risk management processes (Cai, 

2023). The adoption of structured risk management standards such as the ISO 31000 Risk Management 

Framework emphasises the importance of integrating risk management into organisational culture and 

daily operations. In addition, governance principles outlined in the King IV Report on Corporate 

Governance highlight the importance of ethical leadership, transparency, and accountability in guiding 

organisational behaviour and decision making (Institute of Directors in Southern Africa, 2016; 

Efe,2023,). However, weak communication, limited collaboration, and ineffective leadership within 

https://doi.org/10.51137/wrp.ijsbe.701
http://www.wr-publishing.org/


International Journal of Sustainability in Business and Economics (ISSN: 3052-6752) 

Volume: 02 Issue: 03 Year: 2026 

https://doi.org/10.51137/wrp.ijsbe.701   

 

 

 

 

Discover publication opportunities: 
www.wr-publishing.org 

departments may hinder the successful implementation of risk management practices. Therefore, 

strengthening departmental dynamics through improved communication, leadership support, and 

employee engagement is essential for enhancing risk management effectiveness and improving service 

delivery within the Department of Employment and Labour. 

Departmental Infrastructure 

Departmental infrastructure is vital for effective risk management and service delivery in public sector 

institutions like the Department of Employment and Labour. It encompasses organisational systems, 

structures, technological resources, and operational processes that enable efficient function and 

achievement of strategic goals. Adequate infrastructure enhances communication and coordination, 

aiding in risk identification and management. Modern technology integration supports compliance with 

risk management standards like the ISO 31000 framework and fosters governance principles outlined 

in the King IV Report. Conversely, inadequate infrastructure can hinder risk management practices and 

service delivery, making it essential to strengthen departmental infrastructure for improved performance 

(Sikhupelo, & Amoah, 2026). 

Strategic Risk Management Advancements, Adoption and Integration 

Mızrak (2023) acknowledges that, strategic risk management advancements are crucial for enhancing 

governance and performance in public sector institutions, particularly in the Department of Employment 

and Labour. These advancements involve aligning risk management with strategic planning, adopting 

frameworks like ISO 31000 for proactive risk identification and mitigation, and integrating risk 

considerations into policy development. The King IV Report underscores the necessity of embedding 

risk management in organizational strategy under leadership oversight for accountability. According to 

Saxena, Tripathi, and Jain (2024) successful implementation necessitates strong leadership, continuous 

capacity development, and appropriate technological support, ultimately improving resilience, internal 

controls, and service delivery outcomes. 

Strategic Skills Development and Capacity Building 

According to Ayyad, Radwan, Khalil, Al-Marzooqi, and AlDah (2026) strategic skills development and 

capacity building are crucial for enhancing risk management and service delivery in public sector 

institutions, particularly within the DEL. Developing employee competencies ensures effective risk 

management integration into operations. Skilled personnel can better identify risks, conduct 

assessments, and create mitigation strategies. Continuous training and professional development 

programs enhance understanding of risk management, improve response to challenges, and foster 

accountability and risk awareness. Adopting international standards like ISO 31000 and governance 

guidelines from the King IV Report underscores the importance of leadership in governance and risk 
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oversight. Thus, investing in these areas is essential for improving risk management and service delivery 

(Efe, 2023).  

Impact of Enhancing Service Delivery on Departmental Risk Transformation 

Enhancing service delivery significantly transforms risk management practices in public sector 

departments, particularly the Department of Employment and Labour. This enhancement necessitates 

proactive and integrated risk management approaches to tackle operational challenges and meet citizen 

needs effectively (Sakyi et al.,2024). Strengthening service delivery systems compels departments to 

improve risk identification, internal controls, and monitoring mechanisms, fostering structured risk 

management in line with the ISO 31000 framework. Furthermore, governance principles from the King 

IV Report emphasize ethical leadership and accountability, ensuring risk management aligns with 

organizational performance. As service expectations rise, departments must continuously adapt risk 

strategies to address emerging risks and enhance operational efficiency, ultimately leading to more 

responsive and effective risk management systems (Shibambu & Ngoepe,2025). 

Strategies for Advancing Digital Transformation in Risk Management and 

Service Delivery 

According to Koilakonda (2024), digital transformation in public sector institutions is essential for 

strengthening governance and improving risk management practices, particularly in departments 

responsible for service delivery such as the Department of Employment and Labour. By adopting 

modern information and communication technologies, the department can improve processes, decision-

making, and risk systems. Notable digital tools include data management systems and automated 

monitoring, which aid in identifying and responding to risks efficiently. The integration of frameworks like 

ISO 31000 supports better risk management and transparency, while principles from the King IV Report 

emphasize innovation and accountability. Ultimately, strategic digital initiatives can boost operational 

efficiency and service quality for the public (Alkuwari, 2025). 

Theoretical Framework 

The study’s theoretical framework explores governance, accountability, and risk management within the 

DEL in WC by integrating four key perspectives illustrated in Figure 1: Agency Theory, Stewardship 

Theory, the ISO 31000 Risk Management Framework, and the King IV Report on Corporate 

Governance. These perspectives provide a comprehensive lens for understanding the factors 

influencing risk management effectiveness and organisational performance in public sector institutions 

(Steinfeld, 2023; Singh et al., 2025). Agency Theory explains the relationship between principals and 

agents and emphasises the importance of accountability, monitoring mechanisms, and governance 

structures in ensuring that organisational decisions align with public interests. However, the theory has 
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limitations, as it assumes that individuals are primarily motivated by self-interest, which may not always 

reflect the behaviour of public officials who act in the interest of organisational goals (Burnell et al., 

2026). In contrast, Stewardship Theory views public officials as intrinsically motivated stewards who 

prioritise organisational and societal interests, highlighting the importance of trust, leadership 

commitment, and collaboration. Nevertheless, this perspective may underestimate the potential for 

conflicts of interest if strong accountability mechanisms are absent (Steinfeld, 2023; Singh et al., 2025). 

The ISO 31000 Risk Management Framework provides a structured and systematic approach to risk 

identification, assessment, and mitigation, although its successful implementation depends on 

organisational capacity, leadership support, and institutional commitment (Hardjomidjojo et al., 2022; 

Efe, 2023). Similarly, the King IV Report on Corporate Governance promotes ethical leadership, 

transparency, and integrated governance practices; however, its effectiveness largely depends on the 

extent to which organisations implement its principles within their governance systems (Institute of 

Directors in Southern Africa, 2016; John & Richard, 2024). Collectively, these perspectives complement 

one another by combining accountability mechanisms, leadership stewardship, and structured risk 

management processes, thereby strengthening the understanding of risk management effectiveness in 

public institutions and highlighting the importance of governance, leadership, and organisational 

practices in improving service delivery outcomes (Schillemans & Bjurstrøm, 2020; Rajala & Jalonen, 

2025). 

Agency Theory 

According to Schillemans and Bjurstrøm (2020) Agency Theory delineates the relationship between 

principals (like citizens or authorities) and agents (public managers), emphasizing conflicts of interest 

when agents' personal goals misalign with principals' objectives. In public sector risk management, it 

stresses the necessity of oversight, monitoring, and accountability to ensure adherence to organizational 

goals. The theory also highlights reporting, audits, and performance evaluations as critical for 

diminishing information asymmetry and enhancing transparency in decision making  

Stewardship Theory 

Stewardship Theory suggests that managers and public officials are motivated to act as responsible 

caretakers of organizational resources when equipped with suitable governance and institutional 

support. It emphasizes the importance of trust, empowerment, and collaboration, indicating that 

managers can achieve organizational objectives more effectively when they feel both supported and 

accountable. In risk management, this theory advocates for fostering a risk-aware culture and providing 

adequate resources, which can enhance risk management processes and improve overall service 

delivery outcomes (Singh, Vishvakarma, & Kumar, 2025).  
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ISO 31000 Risk Management Framework 

Efe (2023) maintains that ISO 31000 Risk Management Framework offers global principles and 

guidelines for effective risk management in organizations, advocating a systematic approach to risk 

identification, analysis, evaluation, treatment, and monitoring. It emphasizes integrating risk 

management into decision-making and governance, promoting proactive risk handling. Within the 

Department of Employment and Labour, adopting ISO 31000 can boost organizational resilience, 

enhance internal controls, and facilitate evidence based decision-making, ultimately improving 

operational efficiency and service delivery. 

King IV Report on Corporate Governance 

The King IV Report on Corporate Governance offers guidance for ethical governance in South African 

organisations, focusing on ethical leadership, accountability, transparency, and risk oversight for 

sustainable performance. It stresses the role of governing bodies and senior management in 

implementing and monitoring risk management processes in line with organizational goals. For public 

sector institutions like the Department of Employment and Labour, following King IV principles bolsters 

governance, accountability, and stakeholder trust, facilitating effective service delivery (Institute of 

Directors in Southern Africa, 2016). 

Integrating the Four Perspectives 

By integrating agency theory, stewardship theory, ISO 31000, and King IV, the study provides a 

comprehensive analysis of risk management in the public sector. It emphasises the significance of 

decision making, accountability, oversight, and ethical behaviour, and illustrates how these frameworks 

collectively influence risk management practices and service delivery in the Department of Employment 

and Labour. 

 

Figure 1: Conceptual Framework of Risk Management Effectiveness & Service Delivery Improvement 
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Integration of Theoretical Perspectives 

Stroumpoulis & Kopanaki (2022) maintains that comprehensive understanding of the organisational and 

governance aspects influencing risk management effectiveness and service delivery in the Department 

of Employment and Labour is achieved through the integration of theoretical perspectives. This study 

integrates governance frameworks such as the King IV Report on Corporate Governance and the ISO 

31000 Risk Management Framework with theoretical perspectives including Agency Theory and 

Stewardship Theory to provide a comprehensive understanding of risk management practices and 

governance dynamics (Institute of Directors in Southern Africa, 2016; Efe, 2023; Schillemans & 

Bjurstrøm, 2020; Singh et al., 2025). Agency theory highlights the importance of monitoring and control 

to ensure public officials act in stakeholders’ best interests, while stewardship theory emphasizes trust, 

empowerment, and the role of leadership in encouraging responsible management of organizational 

resources. The governance principles of King IV, which support moral leadership, openness, and 

responsible risk supervision, and ISO 31000, which provide systematic procedures for risk identification, 

assessment, and mitigation, complement these theoretical viewpoints (Herz, 2026). A comprehensive 

understanding of how organisational systems, managerial conduct, and governance structures interact 

to affect risk management procedures and service delivery results is made possible by the integration 

of these frameworks. The basic theoretical framework shows how risk management procedures and 

governance structures affect managerial conduct, which in turn affects the Department of Employment 

and Labor's service delivery results, as shown in Table 1. As a result, this integrated approach offers a 

strong analytical lens for analysing the variables influencing risk management efficacy and figuring out 

ways to improve service delivery (Burnell, Fisher, Stevenson, & Kuratko, 2026). 

Alignment of Theoretical Perspectives with the Research Objectives 

 

Theoretical 

Framework / 

Perspective 

Key Focus of the Theory / Framework Link to Research Objectives 

Agency 

Theory 

Emphasises accountability, monitoring, and control 

mechanisms to ensure that managers act in the 

best interests of stakeholders. It highlights the 

importance of oversight structures and 

governance systems in organisational decision-

making. 

Supports the objective of examining how 

governance structures and 

organisational oversight influence risk 

management effectiveness within the 

Department of Employment and Labour. 
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Stewardship 

Theory 

Focuses on trust, leadership support, and 

empowerment of managers to act as responsible 

stewards of organisational resources. It 

emphasises collaboration and commitment to 

organisational goals. 

Supports the objective of understanding 

how leadership practices, organisational 

culture, and employee engagement 

contribute to effective risk management 

and improved service delivery. 

ISO 31000 

Risk 

Management 

Framework 

Provides internationally recognised principles and 

structured processes for risk identification, 

assessment, mitigation, and monitoring. It 

promotes integration of risk management into 

organisational strategy and decision-making. 

Supports the objective of identifying key 

factors affecting risk management 

practices and examining how structured 

risk management processes can improve 

organisational performance and service 

delivery. 

King IV Report 

on Corporate 

Governance 

Emphasises ethical leadership, accountability, 

transparency, and effective risk oversight within 

organisations. It promotes good governance 

practices in both private and public sector 

institutions. 

Supports the objective of providing 

recommendations for strengthening 

governance, risk oversight, and 

organisational practices to enhance 

service delivery in the Department of 

Employment and Labour. 

Table 1: Linking Theoretical Perspectives to the Research Objectives 

Methods and Data 

Research Design 

This study employed a qualitative research approach to investigate the variables affecting the 

effectiveness of risk management in the Western Cape Department of Employment and Labour. A 

qualitative approach was considered appropriate because it enables a comprehensive understanding of 

participants’ experiences, perceptions, and insights regarding risk management practices within the 

department. This approach allows researchers to explore complex organisational processes and gain 

deeper insights into participants’ perspectives (Groer et al., 2025). The research design enabled the 

collection of rich and detailed data on the organisational and governance factors influencing the 

implementation of risk management procedures and their impact on service delivery. 

Research Approach 

This study followed an exploratory research approach, as limited empirical research exists on the 

specific factors influencing risk management effectiveness within the Department of Employment and 

Labour in the Western Cape. An exploratory approach allows researchers to investigate complex 
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organisational phenomena and identify patterns, relationships, and insights that contribute to a better 

understanding of the research problem. This approach was therefore considered suitable for examining 

the dynamics of risk management practices within the department (Mantula et al., 2024). 

Study Population and Sampling 

The study focused on employees of the DEL in Western Cape involved in risk management tasks. Eight 

participants with pertinent experience were chosen using a purposive sampling technique, allowing for 

the gathering of deep and significant insights. The very small sample size was deemed adequate in 

accordance with qualitative research standards because the emphasis is on depth of understanding 

rather than statistical generalisation. Additionally, the achievement of data saturation the point at which 

no new themes or insights arose from the data collected, suggesting that enough information had been 

gathered to satisfy the research objectives justified the sample size (Hossan et al., 2023). Data 

saturation was achieved, confirming that enough information was gathered to represent participants' 

perspectives on risk management effectiveness. Inclusion criteria mandated direct involvement in risk 

related activities, while exclusion criteria ruled out those lacking relevant expertise. The recruitment 

process ensured ethical standards were met, leading to the collection of rich qualitative data on factors 

influencing risk management and service delivery within the department (Stratton, 2023). 

Data Collection Methods 

Semi-structured interviews were employed for gathering data, allowing participants to provide extensive 

comments on their experiences and thoughts on the department's risk management practices. The semi-

structured method gave the researcher the freedom to ask follow-up questions and investigate 

developing issues during the interviews. This strategy allowed for the collection of detailed qualitative 

data on the problems, opportunities, and organisational elements that influence risk management 

effectiveness and service delivery (Mazhar et al.,2021). 

Data Analysis 

The acquired material was examined using theme analysis. This approach entails detecting, arranging, 

and interpreting reoccurring patterns and themes in qualitative data. The researcher thoroughly 

analysed the interview replies, coded the data, and organised related concepts into themes that highlight 

the important elements impacting risk management procedures in the department (Rahman et al., 2022). 

Thematic analysis allowed the study to discover key themes such as departmental infrastructure, 

departmental dynamics, strategic risk management advancements, talent development and capacity 

building, and digital transformation (Squires, 2023). 
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Ethical Considerations 

Research ethics are crucial for studies involving human participants, ensuring their rights and wellbeing 

are prioritised. This study within the Department of Employment and Labour in the Western Cape 

adhered to key ethical principles, such as obtaining informed consent, which ensures participants 

voluntarily agree to participate after being informed of all relevant details (Mazhar et al., 2021; Squires, 

2023). It also prioritised non-maleficence by minimizing harm, focusing on organisational rather than 

personal issues to protect participants' reputations. Confidentiality and anonymity were maintained by 

not disclosing participants’ identities and securely storing data. Finally, institutional approval was 

obtained, ensuring compliance with ethical standards and transparency. Overall, these practices 

enhanced the study's credibility and integrity while safeguarding participant rights (Rahman & Reza, 

2022) 

Results  

Demographic Profile of Participants 

A purposive sampling technique was employed to select participants with relevant expertise in risk 

management, internal audit, finance, and governance within the DEL. Selection criteria included (i) direct 

involvement in risk management processes, (ii) a minimum of three years’ professional experience, and 

(iii) familiarity with organisational risk management frameworks such as ISO 31000 and COSO 

Enterprise Risk Management Framework (Hardjomidjojo et al., 2022; Efe, 2023). Table 2 presents the 

demographic profile of the participants included in this study, outlining their roles, functional areas, and 

years of professional experience within DEL. The purpose of this table is to enhance transparency by 

demonstrating that the selected participants possess relevant expertise in risk management, 

governance, and service delivery functions. By capturing a diverse range of positions across key units 

such as risk management, internal audit, compliance, and operations the table highlights the breadth of 

perspectives incorporated into the study. Furthermore, the inclusion of participants with substantial 

experience strengthens the credibility and trustworthiness of the findings, as their insights are grounded 

in practical knowledge of organisational processes. The table also supports the study’s methodological 

rigour by providing evidence of purposive sampling and ensuring that the data collected are both 

contextually rich and analytically meaningful. 

Participant 

Code 

Position/Role Department/Unit Years of 

Experience 

Area of Expertise 

P1 Risk Manager Risk Management 

Unit 

10+ years Enterprise Risk 

Management 

https://doi.org/10.51137/wrp.ijsbe.701
http://www.wr-publishing.org/


International Journal of Sustainability in Business and Economics (ISSN: 3052-6752) 

Volume: 02 Issue: 03 Year: 2026 

https://doi.org/10.51137/wrp.ijsbe.701   

 

 

 

 

Discover publication opportunities: 
www.wr-publishing.org 

P2 Internal Auditor Internal Audit 8 years Audit & Compliance 

P3 Finance Manager Finance 

Department 

12 years Financial Risk 

P4 Compliance 

Officer 

Compliance Unit 6 years Regulatory 

Compliance 

P5 Senior Manager Operations 15 years Strategic Risk 

P6 Risk Officer Risk Management 

Unit 

5 years Risk Assessment 

P7 HR Manager Human Resources 9 years Operational Risk 

P8 Programme 

Manager 

Service Delivery 

Unit 

11 years Service Delivery 

Risk 

Table 2: Demographic Profile of Participants 

Interview Protocol and Thematic Coverage 

To enhance transparency and demonstrate the alignment between data collection and the study 

objectives, Table 3 presents an overview of the semi-structured interview protocol used in this study. 

The protocol was designed to capture key dimensions of risk management practices within the DEL, 

including governance structures, operational risk processes, and the application of established 

frameworks such as ISO 31000 and COSO ERM. The interview guide was organised into thematic 

sections that reflect the study’s theoretical foundations and conceptual framework, enabling a systematic 

exploration of behavioural, structural, capability, and contextual factors influencing risk management 

effectiveness. This structured yet flexible approach ensured consistency across interviews while 

allowing participants to provide detailed, context-specific insights. The use of a clearly defined interview 

protocol further strengthens the credibility and dependability of the findings by demonstrating 

methodological rigour and alignment with the research objectives. 

Section Focus Area Example Question 

A Governance How is risk management integrated into organisational decision-

making processes? 

B Risk Management 

Practices 

What are the key challenges affecting the effectiveness of risk 

management in your unit? 
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C Framework Application How are ISO 31000 and COSO ERM frameworks applied within 

the Department? 

D Organisational 

Capability 

What skills, systems, or resources support effective risk 

management? 

E Contextual Factors How do external and internal factors influence risk management 

practices? 

Table 3: Interview Protocol Overview 

Discussion 

The main theme and subthemes presented in this study were developed in response to Objective (i), 

which sought to identify the key organisational and governance factors influencing risk management 

practices within the Department of Employment and Labour in the Western Cape. Through thematic 

analysis of the collected data, several recurring patterns emerged, leading to the development of one 

central theme and seven supporting subthemes that collectively explain the factors affecting risk 

management effectiveness and service delivery within the department. 

Digital Transformation and Technological Enablers 

Desouza and Dawson (2023) maintains that digital transformation is essential for effective risk 

management and sustainable service delivery in the public sector. This study reveals that although the 

Department of Employment and Labour has initiated digital projects, their fragmented implementation 

hinders overall effectiveness (Nakiwanda, 2025). Current research emphasizes that technologies like 

artificial intelligence, cloud computing, data analytics, and automation are key drivers of public sector 

transformation, improving efficiency, transparency, and decision-making (Knoesen 2025). To implement 

digital transformation in risk management, organizations should adopt technologies that support 

integrated risk identification, real-time monitoring, and data-driven decision-making (KPMG, 2024). 

According to Organisation for Economic Co-operation and Development (OECD) (2025) argues that key 

technologies include enterprise governance, risk, and compliance (GRC) platforms for centralized 

oversight, data analytics tools for better risk indicator interpretation, cloud computing for enhanced data 

accessibility, and artificial intelligence for predictive risk analysis, summarised in Table 4. Digital workflow 

systems enhance departmental coordination, decrease silos, and improve risk management 

consistency. These technologies promote transparency, accountability, and service efficiency, vital for 

sustainable public sector delivery. Consequently, adopting advanced digital tools is both a technological 

necessity and a strategic imperative for better risk governance and long-term organizational 

sustainability (Unit4, 2025). 
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Technology/Platform Function in Risk 

Management 

Benefit for Sustainability 

Enterprise Risk Management (ERM) 

Systems (e.g., GRC platforms) 

Centralised risk identification, 

assessment, and reporting 

Improved governance, 

accountability, and 

integration 

Data Analytics Tools Real-time analysis of risk 

indicators and performance 

data 

Enhanced decision-making 

and transparency 

Cloud Computing Platforms Data storage, accessibility, 

and system integration 

Scalability, efficiency, and 

continuity 

Artificial Intelligence (AI) & Machine 

Learning 

Predictive risk analysis and 

automation 

Proactive risk mitigation 

and organisational 

resilience 

Digital Workflow Systems Process automation and 

communication 

Improved efficiency and 

reduced operational silos 

Cybersecurity Systems Protection of organisational 

data and systems 

Enhanced trust, data 

integrity, and sustainability 

Table 4: Digital Technologies Supporting Risk Management and Sustainable Service Delivery 

Main Theme: Enhancing Risk Management Effectiveness to Improve Service 

Delivery 

The study examines risk management enhancements to improve service delivery in the Western Cape 

Department of Employment and Labour. Effective risk management is shown to facilitate program 

implementation, decision-making, and governance, allowing for proactive risk identification and 

improved institutional performance methods (Mahama et al., 2022; Asnawi et al., 2023). Furthermore, 

enhanced internal controls and resource allocation support service delivery. Governance frameworks 

like the King IV Report and ISO 31000 are highlighted for their emphasis on ethical leadership and 

systematic risk management processes. The study concludes that promoting coordination, leadership 

commitment, and robust risk management systems is essential for effective governance and improving 

service results in public sector organizations (Institute of Directors in Southern Africa, 2016; John & 

Richard, 2024). The study's thematic map, which is shown in Figure 2, emphasises how crucial it is to 

improve risk management efficacy in order to enhance service delivery at the Western Cape DEL.  
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Figure 2: Thematic Map of Risk Management Factors Influencing Service Delivery 

Sub-Themes 

The findings reveal that enhancing risk management effectiveness is central to improving service 

delivery within the DEL. Thematic analysis identified key sub-themes, including governance and 

accountability, risk management practices, framework application, organisational capability, and 

contextual factors. Participants highlighted challenges such as fragmented processes, limited 

integration of frameworks such as ISO 31000 and COSO ERM Framework, and capacity constraints. 

Despite these challenges, respondents acknowledged that effective risk management contributes to 

improved efficiency and service delivery outcomes. These findings demonstrate the critical link between 

structured risk management practices and organisational performance in the public sector. Table 5 is an 

illustrative responses based on thematic interpretation and thematic coding of participant responses. 

Sub-Theme Code Description Illustrative Participant Response 

Governance and 

Accountability 

Weak oversight Limited 

enforcement of risk 

policies 

“Risk management policies exist, 

but monitoring and enforcement 

are inconsistent across units.” (P2) 
 

Leadership 

commitment 

Management 

support for risk 

processes 

“Senior management is 

increasingly prioritising risk, but 

implementation is still uneven.” 

(P5) 
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Risk Management 

Practices 

Fragmented 

processes 

Lack of integration 

across departments 

“Risk management is done in silos, 

which affects coordination and 

effectiveness.” (P6) 
 

Reactive 

approach 

Risk handled after 

occurrence 

“We tend to respond to risks after 

they happen instead of proactively 

managing them.” (P3) 

Framework 

Application 

Partial 

implementation 

Limited use of 

formal frameworks 

“We are aware of ISO 31000, but it 

is not fully embedded in daily 

operations.” (P1) 
 

Compliance-

driven 

Focus on audit 

requirements 

“Risk management is often done to 

satisfy audit requirements rather 

than improve performance.” (P4) 

Organisational 

Capability 

Skills gaps Lack of technical 

expertise 

“There is a shortage of skilled 

personnel in risk management.” 

(P7) 
 

Resource 

constraints 

Limited tools and 

systems 

“We do not have adequate systems 

to support effective risk 

monitoring.” (P6) 

Contextual 

Factors 

Regulatory 

pressure 

Influence of external 

audits 

“Audit findings push us to improve, 

but changes are often short-term.” 

(P2) 
 

Service delivery 

demands 

Operational 

pressures 

“High workload affects our ability to 

focus on risk management 

properly.” (P8) 

Service Delivery 

Outcomes 

Improved 

efficiency 

Better processes 

through risk 

management 

“Where risk is properly managed, 

service delivery becomes more 

efficient.” (P5) 
 

Delays and 

inefficiencies 

Poor risk 

management 

impact 

“Weak risk management leads to 

delays in service delivery.” (P3) 

Table 5: Thematic Coding of Participant Responses 
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Thematic Coding Explanation 

Thematic analysis was conducted using a systematic coding process involving open coding, 

categorisation, and theme development. As shown in Table 6, initial codes were derived from 

participants’ responses and grouped into broader categories, which were then synthesised into key sub-

themes aligned with the study’s conceptual framework. These sub-themes were further integrated into 

the overarching theme of enhancing risk management effectiveness to improve service delivery. This 

structured coding process provides a clear audit trail from raw data to final themes, thereby enhancing 

the transparency, credibility, and analytical rigour of the study. 

Level 1: 

Open Codes 

Level 2: Categories Level 3: Sub-Themes Main Theme 

Weak 

monitoring 

Governance gaps Governance and 

Accountability 

 

 

 

 

 

 

 

Enhancing Risk 

Management Effectiveness 

to Improve Service Delivery 

Lack of 

enforcement 

Control weaknesses Governance and 

Accountability 

Silo-based 

processes 

Poor integration Risk Management 

Practices 

Reactive 

responses 

Limited proactiveness Risk Management 

Practices 

Limited ISO 

usage 

Framework gaps Framework Application 

Audit-driven 

focus 

Compliance orientation Framework Application 

Skills 

shortage 

Capacity issues Organisational Capability 

System 

limitations 

Resource constraints Organisational Capability 

Audit 

pressure 

External influence Contextual Factors 

Workload 

pressure 

Operational constraints Contextual Factors 

Table 6: Thematic Coding Framework 
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Conclusion  

This study investigates factors affecting risk management effectiveness within the Department of 

Employment and Labour in the Western Cape and its impact on public sector service delivery. Key 

findings indicate that effective risk management enhances governance, decision-making, and the 

implementation of departmental programs. Influential factors include leadership commitment, 

infrastructure, culture, communication, and digital technology integration. The study emphasises 

structured governance frameworks, such as the King IV Report and ISO 31000, to promote 

accountability and transparency. Integration of risk management into planning processes improves 

service delivery outcomes by enabling proactive risk identification and resource allocation. The research 

accentuates the importance of enhancing governance structures and adopting digital initiatives to 

strengthen risk management systems and improve public service delivery. 

Theoretical Framework Outcomes  

An integrated risk management system that combines theoretical perspectives with real-world 

application to improve sustainable service delivery within the Department of Employment and Labour is 

shown in Figure 3. Oversight and responsibility are provided through governance and leadership roles, 

which are based on agency and stewardship ideas. Established frameworks like ISO 31000 and the 

COSO Enterprise Risk Management Framework are used to operationalise risk management 

procedures, guaranteeing organised risk identification, assessment, monitoring, and reporting 

(Schillemans & Bjurstrøm, 2020; Singh et al., 2025; Efe, 2023; Institute of Directors in Southern Africa, 

2016). The Resource-Based View and Dynamic Capabilities theory, which emphasise the significance 

of skills, systems, and adaptability, support organisational capability. These components make it 

possible to incorporate risk management into day-to-day operations under the guidance of systems and 

contingency theories, guaranteeing alignment with organisational context. In the end, the framework 

improves performance, accountability, and efficiency in service delivery. Through feedback and 

monitoring systems, a continuous improvement loop based on stakeholder theory guarantees continual 

adaptation (Koilakonda, 2024; Shibambu & Ngoepe, 2025). 

Figure 3 illustrates the practical implementation of the integrated risk management framework, 

demonstrating how governance and leadership structures guide risk management processes, which are 

supported by organisational capacity and systems. These processes are embedded into daily 

operational workflows, leading to improved service delivery outcomes such as efficiency, quality, and 

accountability. The framework further incorporates a continuous improvement loop, ensuring that 

feedback, monitoring, and adaptation enhance organisational performance over time. 
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Figure 3: Integrated Risk Management Framework for Sustainable Service Delivery in the Department 
of Employment and Labour (Western Cape) 

Figure 3 illustrates not only the conceptual relationships between governance, risk management, and 

service delivery but also the practical flow of implementation, showing how risk management processes 

are embedded into organisational structures, operational activities, and continuous improvement 

mechanisms within the Department. 

Implementation of the Framework 

The implementation of the proposed framework (see Figure 3) requires a structured and integrated 

approach that aligns theoretical foundations with practical organisational processes within DEL. At the 

governance level, clear roles, responsibilities, and oversight mechanisms must be established to 

strengthen accountability, consistent with Agency and Stewardship theories. Building on this foundation, 
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risk management processes guided by ISO 31000 and COSO ERM Framework should be embedded 

into daily operational workflows through systematic risk identification, assessment, monitoring, and 

reporting aligned with strategic objectives (Institute of Directors in Southern Africa, 2016). To support 

effective implementation, organisational capacity must be strengthened through continuous training, 

skills development, and the enhancement of technical competencies, reflecting principles from the 

Resource-Based View and Dynamic Capabilities theory. In addition, the integration of digital tools and 

systems is essential to enable real-time risk monitoring, data-driven decision-making, and improved 

communication across functional units (Hardjomidjojo, Pranata, & Baigorria, 2022). The 

operationalisation of these processes should be adaptable to organisational context, as emphasised by 

Contingency and Systems theories, ensuring alignment with both internal structures and external 

regulatory requirements. Subsequently, through performance indicators, feedback loops, and frequent 

reviews, the framework integrates systems for ongoing monitoring and assessment. By encouraging 

openness and responsiveness to stakeholder expectations, this is consistent with stakeholder theory. 

By integrating risk management into organisational operations and culture, this integrated approach 

improves decision-making, strengthens governance, and ultimately supports long-term service delivery 

success (Nibel et al., 2025). 

Implications 

Practical Implications 

Furthermore, the study highlights how crucial it is to implement organised risk management frameworks 

in order to facilitate proactive risk detection and mitigation. Organisations can include risk management 

into strategic planning and operational activities with the use of frameworks like the ISO 31000 Risk 

Management Framework, which offer methodical guidance (Hardjomidjojo, Pranata, & Baigorria, 2022). 

By implementing such frameworks, the Department of Employment and Labour may increase its ability 

to handle uncertainty, strengthen organisational resilience, and guarantee long term service delivery. 

Policy Implications 

According to Patwa, Paul, Vittal, Jadhav, and Ranjan, (2026) findings have useful ramifications for 

organisational culture and leadership in public sector organisations. The study shows that encouraging 

a risk aware organisational culture requires employee involvement, effective communication, and 

leadership commitment. It is possible to enhance coordination in risk management procedures and 

facilitate prompt reactions to new hazards that could impact service delivery by promoting departmental 

unit collaboration and bolstering internal communication channels. 
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Theoretical Implications 

Kehinde (2025 maintains that, the study also emphasises the significance of capacity building and digital 

transformation in bolstering risk management procedures. Using digital technology for data 

management, reporting, and risk monitoring can boost evidence based decision making processes and 

increase organisational efficiency. In a similar vein, ongoing training and skill building initiatives can 

boost the department's institutional capacity by enhancing workers' proficiency in risk management and 

governance procedures (Malahleha et al., 2024). 

Research Implications 

Ultimately, by offering empirical insights into the organisational determinants influencing risk 

management efficacy within the Western Cape Department of Employment and Labour, the study adds 

to the body of knowledge already available on public sector risk management. As a result, the results 

lay the groundwork for further studies on risk governance, public sector accountability, and methods for 

enhancing service delivery in governmental organisations (Zhai et al., 2024). 

Study Limitations 

Despite valuable insights, the study has several limitations. Firstly, focusing on the Department of 

Employment and Labour in the Western Cape may limit the generalisability of findings to other provinces 

or public sector institutions in South Africa due to differing contexts and governance structures. 

Secondly, employing a qualitative approach with a small sample size restricts the generalisation of 

findings, despite purposive sampling ensuring relevant participant knowledge. Lastly, reliance on 

participants' perceptions may skew insights, suggesting future research should incorporate diverse data 

sources for a more comprehensive analysis of risk management practices in public sector institutions. 

Prospects for Future Research 

Future research should expand upon this study by investigating risk management practices across 

various government departments and provinces in South Africa. Comparative analysis of public sector 

institutions may reveal key organisational and governance factors affecting risk management 

effectiveness and service delivery. Researchers could employ mixed-methods approaches, 

incorporating both qualitative and quantitative data to gain a deeper understanding of these practices. 

Quantitative studies could measure the effects of risk management systems on performance, efficiency, 

and accountability. Additionally, examining the impact of digital transformation and emerging 

technologies on enhancing risk management systems in government could be beneficial. Additional, 

exploring how leadership practices and organisational culture relate to risk governance could offer 

insights for improving governance and service delivery in public sector entities. 
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