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Abstract: 

E-participation platforms have become essential in modern governance, promoting transparency, 

efficiency, and improved service delivery in local municipalities. Over the past decade, municipalities 

across South Africa have transitioned from traditional administrative processes to digital platforms, 

aligning with global e-governance trends. This paper critically examines the digital transformation of 

municipal service delivery, focusing on the adoption of e-participation tools such as the Oracle System 

CX, Supplier Self-Service (SSS) Portals, and mobile applications. It explores the impact of these digital 

solutions on citizen engagement, service accessibility, and municipal responsiveness. Furthermore, the 

study highlights key challenges to digital adoption, including socio-economic disparities, digital literacy 

gaps, and infrastructural limitations, particularly affecting low-income and elderly populations. Using 

contemporary theoretical frameworks such as the Public Sphere Theory, the Technology Acceptance 

Model (TAM), and Participatory Governance Theory, the paper evaluates the effectiveness of digital 

governance initiatives. Finally, policy recommendations are proposed to bridge the digital divide, 

enhance public participation, and foster an inclusive, technology-driven municipal ecosystem across 

South Africa. 
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Introduction 

E-governance has revolutionized how municipalities engage with citizens, leveraging digital technology 

to enhance transparency, efficiency, and public participation (Heeks, 2019). The concept of e-

government emerged in the late 20th century, driven by advancements in information and 

communication technology (ICT) and the increasing need for responsive, citizen-centric governance 

(Fang, 2022). Governments and private sector entities worldwide have played a crucial role in 

developing digital infrastructure, streamlining administrative processes, and fostering public 

engagement through online platforms (OECD, 2018). 

Globally, e-governance has yielded notable successes, particularly in countries like Estonia, Singapore, 

and the United Kingdom, where digital service delivery has significantly improved citizen access to 

government services (UN E-Government Survey, 2022). In Africa, countries such as Kenya and Rwanda 

have adopted digital governance frameworks to enhance transparency and reduce bureaucratic 

inefficiencies (Mutula & Wamukoya, 2017). South Africa has also made strides in digital transformation, 

with national and local governments implementing e-participation initiatives such as the Presidential 

Hotline, GovChat, and municipal service portals to foster greater citizen engagement (Mothobi & 

Gillwald, 2018). 

At the local government level, municipalities across South Africa have progressively transitioned from 

manual processes to digital platforms to improve service delivery (Reddy, 2020). Historically, many 

municipalities faced challenges such as long queues, lost paperwork, and delayed responses to citizen 

inquiries. The adoption of digital tools—including online service portals, mobile applications, and 

customer management systems—has sought to address these inefficiencies while aligning with global 

best practices in digital governance (Naidoo & Fourie, 2021). 

Despite these advancements, significant challenges remain. Socioeconomic disparities, digital literacy 

gaps, and infrastructural constraints continue to hinder the full-scale adoption of e-participation 

platforms, particularly among marginalized communities (Brown & Grant, 2020). This paper explores the 

historical evolution of municipal service delivery, the role of emerging digital tools, and the varied 

reception among citizens of different demographic groups. By critically analyzing these aspects through 

theoretical frameworks such as the Public Sphere Theory, the Technology Acceptance Model (TAM), 

and Participatory Governance Theory, this study aims to provide data-driven policy recommendations 

to enhance inclusivity, bridge the digital divide, and foster a more engaged citizenry within South Africa’s 

local municipalities 
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Literature Review 

E-governance has emerged as a transformative force in public administration, reshaping the way 

municipalities interact with citizens and deliver services. Over the past few decades, advancements in 

information and communication technology (ICT) have driven governments to abandon traditional, 

paper-based systems in favor of digital platforms that promise greater transparency, efficiency, and 

citizen engagement. In South Africa, this transformation is particularly significant as local municipalities 

strive to enhance citizen engagement through e-participation platforms such as mobile applications, 

Oracle Customer Experience systems, and supplier self-service portals. This essay reviews the relevant 

literature on the evolution, theoretical foundations, and challenges of e-participation in local governance, 

situating South Africa’s experience within a broader global context. 

Early efforts in digital governance focused largely on automating routine administrative tasks, such as 

online bill payments and complaint registrations, to alleviate the inefficiencies inherent in manual 

processes (Heeks, 2019; OECD, 2018). Municipalities worldwide have been quick to recognize the 

benefits of transitioning to digital systems, which not only streamline service delivery but also create an 

avenue for citizens to become active participants in governance. In developed nations such as the 

United Kingdom and Singapore, digital platforms have been integrated into a wide range of public 

services, serving as early indicators of the transformative potential of e-governance. In Africa, countries 

like Kenya and Rwanda have adopted similar frameworks, harnessing the power of mobile technology 

and cloud-based solutions to address inefficiencies and foster transparency (Mutula & Wamukoya, 

2017). South Africa, meanwhile, has embraced digital transformation in its municipal sector through 

initiatives including the Presidential Hotline, GovChat, and various local service portals, which 

collectively aim to bridge the gap between citizens and government (Mothobi & Gillwald, 2018). 

At the core of the digital transformation narrative are the concepts of e-governance and e-participation. 

E-participation specifically refers to the use of digital tools to involve citizens in public decision-making, 

thereby transforming traditional models of engagement. This process creates what is often referred to 

as a modern digital public sphere a space in which citizens can access information, provide feedback, 

and influence policy. The concept is rooted in Habermas’s Public Sphere Theory, which contends that 

open, inclusive dialogue is essential for democratic governance (Habermas, 1989). Such dialogue, 

facilitated by digital platforms, is critical for ensuring that governance is both responsive and 

accountable. Alongside this, Participatory Governance Theory emphasizes the need for inclusive 

decision-making processes, arguing that genuine citizen participation must move beyond mere tokenism 

to truly empower individuals in the policy-making arena (Arnstein, 1969). In this context, the Technology 

Acceptance Model (TAM) offers additional insight by elucidating how factors such as perceived ease of 

use and perceived usefulness drive the adoption of these technologies (Davis, 1989). When citizens 
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find digital interfaces both accessible and beneficial, their likelihood of engaging with these platforms 

increases a finding that is central to understanding the variable success of e-participation initiatives. 

Empirical studies provide further evidence of the benefits and limitations of digital governance initiatives. 

For instance, global benchmarks such as Estonia’s secure digital identity system and Singapore’s 

integrated government portals demonstrate that well-designed digital infrastructures can significantly 

enhance both service efficiency and citizen satisfaction (UN E-Government Survey, 2022). South African 

municipalities have followed suit; cities like Cape Town and Johannesburg have implemented digital 

platforms to improve service delivery and accountability. However, despite these advances, persistent 

challenges remain. The digital divide, characterized by unequal access to technology and the internet, 

continues to hinder the full potential of e-governance. Citizens in rural areas, the elderly, and those from 

low-income backgrounds often face significant barriers due to limited digital literacy and inadequate 

infrastructure (Govender, 2020; Nkosi, 2019). Moreover, resistance to technological change, particularly 

among populations more comfortable with traditional service delivery methods further complicates the 

adoption of digital platforms (Mendes & Pimenta, 2021). 

Data security and privacy concerns also play a critical role in shaping public trust in e-participation 

systems. As municipalities increasingly digitize their service delivery, the risk of cyberattacks, data 

breaches, and unauthorized data use becomes more pronounced. Ensuring robust cybersecurity 

measures is imperative for maintaining citizen confidence and sustaining the momentum of digital 

transformation, particularly in light of legal frameworks such as the Protection of Personal Information 

Act (POPIA, 2013). 

In addressing these challenges, the literature emphasizes the necessity of a comprehensive policy 

approach. Enhancing digital literacy through targeted training programs, expanding infrastructural 

investments in broadband and public Wi-Fi, and promoting user-centric design in digital platforms are 

critical steps for fostering an inclusive digital environment. Additionally, incorporating hybrid service 

models where digital platforms complement rather than replace traditional methods can ensure that all 

citizen segments remain engaged in the governance process. These policy recommendations are 

aligned with the Batho Pele principles, which advocate for transparent, consultative, and citizen-centric 

public service delivery. 

In conclusion, while the promise of digital transformation in South African municipalities is substantial, 

realizing its full potential requires a concerted effort to address the digital divide, build trust in technology, 

and promote inclusivity. The literature suggests that by leveraging theoretical frameworks such as the 

Public Sphere Theory, Participatory Governance Theory, and the Technology Acceptance Model, 

policymakers can better understand both the opportunities and limitations of e-participation. Future 

efforts must focus on integrating robust technological infrastructure with comprehensive policy initiatives 
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to create a truly inclusive and responsive digital governance ecosystem. The evolution of e-participation 

not only represents a technological change but also a fundamental shift in how citizens interact with 

their governments, ultimately paving the way for a more engaged and democratic society. 

Methods and Data 

This study adopts a qualitative research approach to examine the impact and effectiveness of e-

participation platforms in local municipalities. The qualitative methodology is chosen for its capacity to 

provide an in-depth understanding of governance processes, citizen experiences, and the institutional 

challenges associated with digital transformation (Bryman, 2016). A case study design is employed, 

focusing on a local municipality as a representative example of digital governance implementation. This 

design facilitates a detailed exploration of municipal e-participation strategies, offering insights into their 

successes and limitations (Yin, 2018). 

Data collection involves document analysis, reviewing municipal reports, policy documents, and 

government publications related to digital governance and e-participation. Secondary sources such as 

journal articles, legislative frameworks (e.g., Municipal Systems Act, 2000, and Protection of Personal 

Information Act, 2013), and international e-governance best practices are also considered. Media 

reports and municipal service delivery audits provide supplementary insights into citizen engagement 

trends. Thematic analysis is used to identify key themes such as digital transformation, accessibility, 

service efficiency, and citizen engagement, focusing on patterns in governance challenges, benefits, 

and policy recommendations. A comparative review of e-governance models in other metropolitan 

municipalities is also included to assess the relative effectiveness of digital strategies (Creswell, 2017). 

To enhance the credibility and reliability of the study, multiple data sources are triangulated, ensuring 

that findings are supported by a diverse range of empirical and policy-based evidence (Denzin & Lincoln, 

2018). The study’s alignment with legal frameworks and municipal policies ensures that 

recommendations are contextually relevant and actionable. This comprehensive approach provides a 

robust, evidence-based assessment of e-participation in local municipalities, offering valuable insights 

into how digital transformation can enhance municipal governance and service delivery. 

Results and Discussion 

Evolution of Service Delivery in Local Municipalities 

The evolution of service delivery within local municipalities in South Africa has undergone significant 

transformation, particularly over the past few decades. Historically, service delivery was largely paper 

based, with residents required to physically visit municipal offices for bill payments, complaint 

registrations, and other essential administrative functions. This system, reliant on manual processes, 

https://doi.org/10.51137/wrp.ijarbm.2025.pnee.45786
https://www.wr-publishing.org/


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

an Open Access journal by Wohllebe & Ross Publishing, Germany. 

Volume: 06 Issue: 01 Year: 2025 

https://doi.org/10.51137/wrp.ijarbm.2025.pnee.45786  

 

 

 

Wohllebe & Ross Publishing, Germany – The Open Access Publisher. 

More information and current publishing opportunities at wr-publishing.org 

led to inefficiencies such as long queues, misplaced documents, and slow service delivery. As South 

Africa’s urban and rural populations grew, the demand for faster, more efficient services became 

apparent, placing increasing pressure on municipal resources and staff. This prompted various 

municipalities to seek innovative solutions to modernize service delivery and improve citizen 

accessibility. 

For example, Cape Town Municipality began exploring digital systems in the early 2000s, introducing 

online billing and payment systems to reduce congestion at municipal offices. By 2010, the city 

implemented a user-friendly online platform that allowed residents to pay municipal bills and access 

services remotely. This was a significant step toward digitizing service delivery, and it greatly improved 

efficiency for tech-savvy users. However, similar to other municipalities, the introduction of these digital 

platforms highlighted the challenges faced by elderly citizens, low-income households, and individuals 

with limited digital literacy. Cape Town responded by offering support at local service centers, helping 

these groups navigate the new digital system. 

In Johannesburg Municipality, service delivery transformation took a slightly different route, focusing 

heavily on digital communication and engagement. Between 2015 and 2017, Johannesburg introduced 

a comprehensive customer relationship management (CRM) system designed to enhance citizen 

engagement by allowing residents to submit complaints, track resolutions, and request services online. 

This system streamlined previously cumbersome processes and helped improve transparency. 

However, technical glitches and inconsistent internet access in certain areas, particularly in informal 

settlements, presented significant barriers to successful implementation. The municipality made efforts 

to mitigate these challenges by creating community outreach programs and mobile units to assist 

residents without stable internet access. 

Similarly, Nelson Mandela Bay Municipality made strides in enhancing its service delivery infrastructure 

by introducing a digital platform for municipal service requests. Between 2016 and 2018, the municipality 

rolled out a centralized online platform for billing, service complaints, and information access. This 

initiative was well-received in more urbanized areas, but rural residents faced difficulties due to the lack 

of broadband connectivity. To address this, Nelson Mandela Bay implemented digital literacy programs 

and established kiosks with free internet access in strategic locations, such as community centers, to 

assist underserved populations. 

In eThekwini Municipality, service delivery modernization gained significant momentum from 2014 

onward. The municipality introduced online billing and payment systems between 2014 and 2016, 

aiming to reduce physical visits to municipal offices and improve service efficiency. However, the digital 

divide became evident as elderly citizens and low-income individuals struggled with digital literacy, which 

hindered their ability to fully utilize these new systems. In response, eThekwini launched community 
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outreach programs and set up digital assistance centers to help these groups adapt to the digital tools. 

By 2017, the municipality introduced a centralized supplier database for procurement, reducing 

paperwork and increasing transparency. Though the system was designed to reduce corruption and 

streamline processes, it faced technical glitches and limited training opportunities for suppliers, 

highlighting the need for continuous improvements and capacity-building. 

By 2019, eThekwini took another leap forward with the introduction of the Oracle CX system, a digital 

platform designed to enhance customer engagement and automate service requests. This system 

replaced manual complaint-handling processes, allowing residents to submit queries and track their 

resolution in real time. The launch of Oracle CX was a significant advancement in the municipality’s 

digital service delivery strategy, improving both response times and accountability. Yet, similar to 

previous initiatives, the success of Oracle CX was heavily reliant on user adoption, emphasizing the 

ongoing need to promote digital literacy and bridge the digital divide. 

By 2023, eThekwini had expanded its digital service offerings even further with the launch of the 

eThekwini Mobile App and the Supplier Self-Service (SSS) Portal. The mobile app consolidated various 

municipal services, enabling residents to report faults, pay bills, and access local news from their 

smartphones. Meanwhile, the SSS Portal streamlined the tender submission process, offering suppliers 

a more efficient and transparent way to engage with the municipality. These advancements represented 

a significant leap toward a fully digital municipal service framework, reducing reliance on physical 

interactions and improving efficiency. However, despite these gains, disparities in digital access and 

literacy remained, particularly in rural and underserved areas, underscoring the ongoing need for 

targeted interventions to ensure that all residents can participate in the digital service delivery landscape. 

Overall, the evolution of service delivery in local municipalities across South Africa illustrates the ongoing 

shift from traditional, paper-based systems to more efficient, digital platforms. While urban municipalities 

have generally been quicker to adopt and adapt to these technologies, rural municipalities continue to 

face challenges related to infrastructure, digital literacy, and accessibility. The success of digital 

transformation in local municipalities relies on a balanced approach that integrates technological 

innovation with targeted strategies to address the needs of all citizens, particularly those in marginalized 

communities. 

Transforming Municipal Service Delivery Through Digital Innovation in South 

Africa 

The digital transformation of municipal service delivery has become a critical focus for local governments 

across South Africa. Various municipalities, from urban centers to rural areas, are leveraging advanced 

technologies to streamline services, improve accountability, and enhance citizen engagement. These 
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initiatives, though varying in scope, demonstrate the growing importance of e-governance tools in 

achieving more efficient, transparent, and inclusive local governance. 

Oracle Customer Experience (CX): Revolutionizing Customer Engagement 

The Oracle Customer Experience (CX) System is a powerful digital tool that is transforming municipal 

service delivery in various South African municipalities. Designed to streamline interactions between 

citizens and municipal departments, Oracle CX integrates artificial intelligence, data analytics, and 

automation to enhance service efficiency, responsiveness, and accountability (Oracle, 2022). 

Municipalities like Cape Town and Johannesburg have adopted similar platforms to modernize their 

customer service operations. These systems replace traditional manual methods, enabling quicker and 

more accurate processing of customer queries, complaints, and service requests. This approach 

significantly reduces delays and improves user satisfaction by facilitating immediate assistance through 

AI-driven chatbots and automated response systems (Gartner, 2021). 

A key advantage of Oracle CX is its ability to automate operations, thereby minimizing the need for 

human intervention. For example, Pretoria and Durban have both implemented AI-driven tools that allow 

residents to get instant responses to frequently asked questions or service disruptions, without the need 

to visit municipal offices or wait in long queues. By doing so, municipalities reduce the burden on staff 

while enhancing the consistency and accuracy of the service provided. Furthermore, real-time tracking 

and data analytics capabilities enable municipal officials to monitor service requests and proactively 

allocate resources where needed. For instance, if Johannesburg faces frequent water outages, the 

system allows for early detection of these issues, leading to faster resolutions (Hadebe, 2025). 

While Oracle CX enhances transparency through feedback features, allowing residents to rate services 

and track complaints, challenges such as digital literacy gaps and cybersecurity concerns persist, 

especially in rural municipalities (UNDP, 2022). To address these barriers, municipalities must invest in 

public education campaigns and robust cybersecurity frameworks to ensure data privacy and increase 

user confidence (POPIA, 2013). 

E-Municipality Apps: Enhancing Service Accessibility and Transparency 

The introduction of municipal mobile apps is another milestone in South Africa's digital service delivery 

transformation. Municipalities like eThekwini and Cape Town have launched mobile platforms that 

consolidate essential services, including fault reporting, bill payments, and access to local news, into a 

single accessible interface (Tshabalala, 2025). This aligns with global trends in e-governance, where 

digital tools are used to improve operational efficiency and citizen engagement. 

For example, the eThekwini Mobile App enables residents to report service issues such as water leaks, 

power outages, or potholes in real time, and track the resolution process. This functionality reduces the 
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dependency on traditional reporting methods, which often involve long waits and inefficient processes. 

The app also facilitates bill payments, giving residents the ability to pay municipal accounts remotely, 

which improves revenue collection and eliminates the need for physical visits to payment centers (Moloi, 

2025). Additionally, the app includes features for submitting meter readings, thereby reducing billing 

inaccuracies and fostering greater trust in municipal billing practices. 

However, as with other digital initiatives, the implementation of mobile apps faces challenges, 

particularly in rural areas where access to smartphones, internet connectivity, and digital literacy may 

be limited. Municipalities must invest in initiatives such as public Wi-Fi zones, community training 

workshops, and digital literacy programs to ensure that all residents, particularly those in underserved 

communities, can fully benefit from these advancements (Xaba, 2025). 

The Supplier Self-Service (SSS) Portal: Modernizing Procurement and 

Promoting Inclusivity 

Municipalities have also embraced digital solutions in procurement processes, with the Supplier Self-

Service (SSS) Portal being a notable example. Initially, procurement processes in local municipalities 

were paper-based and often inefficient, leading to delays, corruption, and lack of transparency. The 

implementation of digital procurement platforms has modernized these processes, enabling vendors to 

submit tender applications, track their statuses, and receive payment updates electronically. This 

approach fosters transparency, reduces administrative burdens, and enhances competition among 

suppliers (Ncube, 2025). 

For instance, Nelson Mandela Bay introduced the SSS Portal as part of its broader e-governance 

strategy, allowing vendors to access procurement opportunities and submit tenders online. This 

approach levels the playing field for small businesses, which previously faced barriers to participation in 

municipal tenders. Additionally, it reduces the costs associated with physical submissions, such as travel 

and administrative expenses (Mbhele, 2025). 

However, as with other digital platforms, challenges remain for rural suppliers who may lack the digital 

literacy or technological infrastructure to engage with these systems. To address this, municipalities 

must offer training and support, as seen in eThekwini Municipality, where digital support centers and 

workshops have been set up to assist vendors in using the system (Ncube, 2025). 

A Step Toward More Transparent and Efficient Local Governance 

The evolution of municipal service delivery through digital tools like the Oracle CX system, mobile apps, 

and procurement portals is a testament to South Africa’s growing focus on digital governance. While 

these innovations have improved service efficiency, citizen engagement, and transparency, significant 
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challenges remain, particularly in bridging the digital divide. To ensure that all citizens, regardless of 

their socio-economic status or geographic location, can benefit from these advancements, municipalities 

must continue investing in digital literacy, infrastructure, and inclusive programs. 

As South African municipalities expand their digital portfolios, it is essential to foster inclusivity, ensure 

data privacy, and continuously refine these platforms to meet the evolving needs of residents. By doing 

so, local governments can create more responsive, transparent, and citizen-centric governance 

frameworks that ultimately enhance service delivery across the country. 

Enhancing Citizen Engagement through Digital Feedback and Support 

Mechanisms in South African Municipalities 

As South Africa transitions toward digital governance, municipalities like eThekwini and Cape Town are 

integrating digital platforms to enhance service delivery and citizen engagement. Innovations such as 

the Customer Service Questionnaire (CSQ) and Sizakala Customer Service Centres exemplify 

inclusive, transparent, and efficient local governance. 

Digital Feedback Tools: The Customer Service Questionnaire (CSQ) 

Municipalities like eThekwini and Polokwane use CSQs to gather real-time citizen feedback on services 

like water, waste, and billing (Hadebe, 2025). This shift from traditional surveys to automated systems 

allows for instant data analysis, facilitating quicker responses to service issues (OECD, 2021). Cape 

Town, for instance, uses CSQ data to allocate resources more effectively.Beyond service assessment, 

CSQs strengthen accountability and citizen-government relations, aligning with the Batho Pele 

Principles, which prioritize consultation and redress (Republic of South Africa, 1997). However, 

challenges like limited digital literacy and access persist, especially in rural or low-income communities. 

Cities like Johannesburg and Nelson Mandela Bay are addressing this by offering multilingual support 

and offline options (UNDP, 2022). 

Sizakala Customer Service Centres: Bridging the Digital Divide 

In eThekwini, Sizakala Centres play a vital role in digital inclusion. While initially aimed at decentralizing 

municipal services, they now assist residents with using platforms such as the eThekwini Mobile App, 

Supplier Self-Service Portal, and CSQs (Tshabalala, 2025). These centres also provide support for 

service requests, digital payments, and e-form submissions. Importantly, Sizakala Centres educate 

citizens through workshops on digital tools and e-governance, reinforcing Batho Pele Principles of 

access and consultation. They also offer hybrid engagement by collecting verbal feedback and entering 

it into digital systems, ensuring inclusivity and responsiveness (Xaba, 2025). 

https://doi.org/10.51137/wrp.ijarbm.2025.pnee.45786
https://www.wr-publishing.org/


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

an Open Access journal by Wohllebe & Ross Publishing, Germany. 

Volume: 06 Issue: 01 Year: 2025 

https://doi.org/10.51137/wrp.ijarbm.2025.pnee.45786  

 

 

 

Wohllebe & Ross Publishing, Germany – The Open Access Publisher. 

More information and current publishing opportunities at wr-publishing.org 

Addressing Digital Literacy and Inclusivity 

Municipalities such as Tshwane and Port Elizabeth face challenges where low-income residents lack 

internet access or digital skills (Moloi, 2025). To counter this, municipalities are investing in Wi-Fi zones, 

digital literacy programs, and multilingual interfaces (UNDP, 2022). These interventions are critical to 

ensuring no group is excluded from e-governance. 

Batho Pele Principles and Digital Governance 

E-participation initiatives strongly reflect South Africa’s Batho Pele Principles, which demand 

transparency, consultation, access, and accountability in public service (Republic of South Africa, 1997). 

• Consultation and Inclusivity: Platforms like the eThekwini Mobile App allow citizens to 

engage without attending physical meetings, although offline methods remain essential. 

• Service Standards: Systems like Oracle CX offer real-time tracking and resolution of 

service complaints, supporting standards set by the Municipal Finance Management Act 

(2003) (National Treasury, 2021). 

• Access: Free public Wi-Fi, subsidized data, and training programs are needed to ensure 

equitable access, as outlined in the Electronic Communications and Transactions Act (2002) 

(World Bank, 2022). 

• Transparency: Portals like Supplier Self-Service (SSS) promote fair and visible 

procurement practices, aligning with the Promotion of Access to Information Act (PAIA) 

(2000) (OECD, 2021). 

• Redress Mechanisms: Digital dashboards and ticketing systems like Oracle CX offer 

immediate tracking of complaints, improving responsiveness (Public Administration 

Management Act, 2014). 

• Innovation: Smart city tools in eThekwini use AI and geospatial data for predictive planning 

and waste management, reinforcing goals of the National Development Plan 2030 (Kumar 

& Prakash, 2021). 

Challenges of E-Participation in Local Municipalities 

The shift from traditional governance to e-participation platforms presents several challenges. While 

digital governance aims to improve efficiency, transparency, and citizen engagement, it also introduces 

barriers that municipalities must address. These include technological barriers, socio-economic 

disparities, resistance to change, digital exclusion, data security concerns, and governance limitations. 
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Technological Barriers 

A major issue is the digital divide, many low-income and rural residents lack internet access and reliable 

electricity, limiting engagement with digital platforms (Gurstein, 2020). Additionally, digital literacy 

remains low among older adults and those with limited education, excluding them from e-governance 

(UNDP, 2022). Municipalities must promote digital literacy and ensure user-friendly platforms for all skill 

levels. 

Socio-Economic Disparities 

Municipalities like Johannesburg and Cape Town reveal unequal access to technology across income 

groups. While wealthier citizens engage more easily with digital tools, poorer residents often lack 

devices and internet access (World Bank, 2021). High data costs also limit middle-income participation. 

This deepens inequalities, benefiting high-income users disproportionately (Basu, 2020). Subsidized 

access, public Wi-Fi, and affordable data plans are needed to bridge this gap. 

Resistance to Change and Digital Exclusion 

Older populations often prefer traditional governance methods and distrust digital systems (Mendes & 

Pimenta, 2021). Similarly, individuals with disabilities face exclusion due to the lack of accessibility 

features like screen readers or multi-language support (OECD, 2021). Inclusive platform design and 

hybrid models that combine digital and face-to-face services can help improve accessibility. 

Data Security and Privacy 

Citizens fear data misuse and cyber attacks, which undermines trust in e-governance (OECD, 2021). 

Municipalities must adhere to the Protection of Personal Information Act (POPIA, 2013) and promote 

cybersecurity awareness to safeguard personal data and boost public confidence. 

Governance and Administrative Challenges 

E-participation success depends on effective administration. Many municipalities face internal 

inefficiencies, poor coordination, and limited technical skills (Kumar & Prakash, 2021). Delays in policy 

implementation and weak regulatory frameworks further hinder progress. To address this, municipalities 

must streamline operations, train staff, and establish clear governance structures for digital platforms. 

Relevant Constitutional Acts and Policies 

The digital transformation of municipal services aligns with several constitutional and legislative 

frameworks in South Africa. The Constitution of the Republic of South Africa (1996) mandates equitable 

service delivery and access to government resources for all citizens. This constitutional mandate 

https://doi.org/10.51137/wrp.ijarbm.2025.pnee.45786
https://www.wr-publishing.org/


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

an Open Access journal by Wohllebe & Ross Publishing, Germany. 

Volume: 06 Issue: 01 Year: 2025 

https://doi.org/10.51137/wrp.ijarbm.2025.pnee.45786  

 

 

 

Wohllebe & Ross Publishing, Germany – The Open Access Publisher. 

More information and current publishing opportunities at wr-publishing.org 

underscores the importance of making e-participation accessible to all, regardless of socio-economic 

status. 

Additionally, the Electronic Communications and Transactions Act (ECTA) (2002) provides a legal 

foundation for digital transactions and e-governance practices, supporting the digitalization of municipal 

services. The Municipal Finance Management Act (MFMA) (2003) promotes financial accountability and 

transparency in municipal operations, with digital platforms offering an opportunity to enhance 

governance efficiency and service delivery. 

Furthermore, the Promotion of Administrative Justice Act (PAJA) (2000) ensures that all administrative 

actions, including digital interactions with government, adhere to principles of fairness, access, and 

transparency. Municipalities must incorporate these legal frameworks into their digital initiatives to 

ensure that e-participation platforms are fair, equitable, and transparent. 

Benefits of E-Participation in Local Municipalities  

E-participation platforms offer local municipalities a range of benefits that enhance governance, 

transparency, and service delivery. By digitizing operations, municipalities improve efficiency, 

streamlining processes, reducing delays, and optimizing revenue collection through automated systems 

like the Oracle CX and Supplier Self-Service portals. These tools not only accelerate service delivery 

but also free up municipal staff to focus on strategic governance tasks. 

Transparency and accountability have also improved. Digital systems provide audit trails and real-time 

access to municipal data, reducing opportunities for corruption and ensuring fairer procurement 

practices. At the same time, digital transformation leads to significant cost savings. By shifting from 

paper-based processes to online services, municipalities cut administrative expenses and reduce 

congestion at service points. 

Importantly, e-participation strengthens civic engagement. Platforms such as the eThekwini Mobile App 

allow residents to report issues, provide feedback, and access municipal updates, promoting inclusive 

governance and broader citizen involvement. Moreover, digital access enhances service delivery for 

marginalized groups, including people with disabilities and those in remote areas, by offering multi-

language support and 24/7 service availability. 

Lastly, digital governance supports environmental sustainability. By reducing paper usage and 

embracing cloud-based systems, municipalities contribute to a greener, more cost-effective public 

administration model. Overall, e-participation is a vital tool for creating efficient, transparent, and 

inclusive local governance. 
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Conclusion 

The digital transformation of municipal governance, as illustrated by eThekwini Municipality, signifies a 

major step toward improved service delivery, transparency, and active citizen participation. Platforms 

such as Oracle CX, mobile applications, and the Supplier Self-Service Portal have enabled streamlined 

administrative functions and introduced new avenues for civic engagement. However, persistent 

challenges, including digital exclusion, limited literacy, cybersecurity threats, and institutional inertia 

reveal that technology alone is insufficient. A coordinated, inclusive strategy is vital for sustainable e-

governance. To guide future practice and policy, the following key takeaways summarize the most 

important results and implications: 

Theoretical Implications 

• Digital inclusion is central to participatory governance: Technology must be paired with 

equity-driven strategies to support democratic ideals. 

• E-participation extends the Batho Pele principles: Transparency, consultation, and 

accessibility are more achievable through digital means but must be deliberately 

incorporated. 

• Hybrid service models reflect adaptive governance: The blend of online and offline 

channels represents a theoretical shift toward multi-modal public service delivery. 

• User-centered design theories gain relevance: Usability, accessibility, and feedback 

loops must be embedded into e-governance frameworks for sustained adoption. 

Practical Implications 

• Bridge the digital divide: Prioritize free public Wi-Fi, subsidized data, and affordable 

devices in underserved areas. 

• Invest in digital literacy: Implement community-based training, particularly for the elderly 

and less digitally inclined. 

• Design inclusive digital platforms: Ensure tools are multilingual, user-friendly, and 

compatible with assistive technologies like screen readers. 

• Strengthen data protection: Comply with POPIA and implement robust cybersecurity to 

safeguard user trust. 

• Launch awareness campaigns: Promote adoption through traditional and digital media, 

leveraging NGO and private sector partnerships. 

• Enhance functionality with innovation: Use AI and citizen feedback to continuously 

improve platform responsiveness and user satisfaction. 
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• Maintain hybrid services: Keep in-person centres, assisted kiosks, and helplines to 

support digital newcomers and ensure inclusivity. 

By embracing a holistic approach, bridging digital divides, enhancing literacy and inclusivity, 

safeguarding data, raising awareness, improving platform design, and maintaining hybrid services—

municipalities can build more democratic, participatory, and resilient governance systems. This inclusive 

digital transition, rooted in Batho Pele principles, can empower all citizens and strengthen the future of 

local governance in South Africa. 
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