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ABSTRACT

Social Informatics is the field of study concentrgton the social aspects of Information
and Communication Technologies (ICT) utilisationthwiresearchers in the field
concentrating on aspects such as human interaatitn ICTs, the effect of certain
hardware and software on utilisation and the ihpiaat the use of ICTs have on the
daily lives of people in society. One of the aredere the use of ICTs can have a huge
influence is on governmental service delivery, vehigtrese tools can be used to speed up
processes, beef up security, provide access togdigsdminate information, and be used
in virtually all government departments to provalenore effective and efficient service

to all its people.

The aim of the study was to examine the use, imgadtinteraction of ICTs for service

delivery among Civil Servants in the uMhlatuze ar€lae study was carried out using
both qualitative and quantitative methods througivesy research. The objectives of the
study were: to determine the nature of the serviegglered in the three targeted
Departments (Education, Health and Social Developmto establish the types of ICTs
currently in use by Civil Servants in uMhlatuzearto explore how the Civil Servants
interact with ICTs in the municipality, to explotee impact of the Civil Servants

interaction with ICTs, to determine the trainingeds of the Civil Servants, in so far as
effective ICT utilisation is concerned, to determinsers level of satisfaction with the

standard of service delivery, to outline the chajkes faced in the service provision.

Data was collected via questionnaires that werensitdd to the three departments by the
researcher. Interviews were also conducted with bl servants and their clients. The
aim of the interviews was to get their personalnagis on problems facing service
provision. The number of responses from the disted questionnaires varied:
Education (21), Health (9) and Social Developmésit (Managers from the three
departments were interviewed with an aim of un@ading types of services they offer
to clients, clients satisfaction with service o#féerto them, the use of computers in

providing services, the level of computer literaaynong staff (Civil Servants),



difficulties experienced when providing services dbients, and the effect of the

availability of computers in providing service dery.

The study revealed that not all ICT tools are galheravailable and/or used by civil
servants in the uMhlatuze Municipality It was afeand that most new technologies
were neither used, nor available, or could not beessed by civil servants in the
departments, e.g. the Internet, laptop computeastabdses, video cameras, video
recorders, sound/tape recorders, overhead progectord information systems. The
government also does not appear to make much ussdf and television, which are
mediums that are often used in this country for mwwomication. The researcher
recommended that the government should ensures#itdt civil servant has a computer
linked to the Internet on his or her table. All gafale ICT tools should also be provided
to the different departments because they deal aiffarent social needs everyday that
may require different solutions. A lack of skills dperate a number of ICTs, especially
the computers was identified as a serious impedinereffective service delivery.
Therefore it was recommended that the Departmengsdacation, Health and Social
Development send their staff for training on thdécednt utilization of ICT tools,
specifically computer related training. It was het recommended that computer literacy
courses and refresher courses be offered on ancahthasis in order to elevate the level
of computer literacy among the civil servants, esgly for programmes such as Word

processing, Excel and PowerPoint which are usedstldaily in the public service.
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GLOSSARY OF TERMS

Civil servant - A person employed by the government.

Civil service - It is a government department in a country (Hgrr2000).

Demarcation — the location in a facility where the network \8ee provider supplies the point of
connectivity for internal writing and end user gguent

Department — a section of a large organisation such as argownt, business, or university (Hornby,
2005).

Government— the organisation that is the governing authaftg political unit.

ICTs — An acronym that stands for Information and Comitation Technologies. It is an electronic
means of capturing, processing, storing, and concating information.

IT - Information Technology

Social informatics— the systematic, interdisciplinary study of ttesign, uses, impact and consequences
of information technologies (IT) that takes intocagnt their interaction with institutional and aukl
contexts (Kling, 1999).

Welfare — practical or financial help that is providedieof by the government, for people or animals
(Hornby, 2005).
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PORTAL - Portsmouth Online Real Time Traveller
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Sl - Social Informatics
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CHAPTER 1

BACKGROUND OF THE STUDY

1.1 Introduction

The term “Social Informatics” or “sosioinformatikiiriginated in the early 1980s from Stein
Braten a Norwegian Sociologist in Oslo (Rosenbak®®0:6). In 1996 Rob Kling together
with a group of researchers who had an interesidirancing critical scholarship about the
social aspects of computerisation, met to dischssrelatively new field of study (Agre,

1996; Kling, 1999). During the discussions, it wagreed that the dispersion of related
research in a wide range of journals and the uskfferent terminologies was hindering both
research on the topic and the abilities of “redeaansumers” to find important work on this
topic (Kling, 2000). From debates in publishemlrcesas to what this “new” research field
should be calledyeneral consensus was eventually reached that emeomame for the field

would be helpful, and after significant deliberaticthe term “social informatics” was

adopted.

Over the ensuing years, a number of definitionsdegtriptions as to what exactly is meant
by “social informatics” have been offered. Rosembaand Sawyer (n.d.) found that
researchers from fields as varied as Computer &ejeninformation Science,
Communications, Sociology, Anthropology, Informati®ystems, Management Science,
Education and Library Science have all been ingasiig the ways in which Information
and Communication Technologies (ICTs) and the pewogio design, manage and use them
shape and influence each other in different samakexts. A solid working definition was
offered at a workshop held at the Indiana Universit1997 by Kling (1999:n.p.): “Social
informatics refers to the interdisciplinary studytioe design, uses and consequences of ICTs
that takes into account their interaction with itagional and cultural contexts”. According to
Kling, SI can, therefore, be seen as the study h&f $ocial aspects of computers,

telecommunications, and all related technologies.

Pigg in Kling (1999: n.p.) describes Sl as the gtaflithe role of information technology in
social and organisational changes and vice vetsia.cbncerns the ways in which the social

organization of IT is influenced by social forceslgractices.



At a seminar focusing on the field in Indiana, Sswdefined as the study of the relationship

between social systems and ICTs (Kling, 1999: n.p.)

Kling (2000: n.p) suggests that the cultural anstitutional contexts in which ICTs are
embedded influence the ways in which they are agesl, the kinds of workable
configurations that are proposed, how they are empinted and used, and the range of
consequences that they have for organisations #ed social groupings. In this sense, ICTs
can most usefully be conceptualised as “socio-teahrsystems”, meaning that they are
composed of an interrelated and interdependent @hixpeople, their social and work
practices, the norms of use, hardware and softvilaeesupport systems that aid users, and

the maintenance systems that keep the ICTs opgratin

According to Kling (2000:n.p.) ICTs are sometimeterred to as “technologies of freedom”
because of how they extend the capabilities of lgeapd organisations. It is common for
many technology-centered accounts of new ICTs tohasise the ways in which they enable
new kinds of actions that were previously more lgpslifficult or impossible, e.g. access to
more data, instant communication, etc. Organisatiamformatics researchers have found
that ICTs can restructure workplaces through thgswa which they are incorporated into
the everyday lives of those who use them. ICTs lenpbople and organisations to reduce
some of the communicational restrictions of spacel dime in ways that were

incomprehensible in the not too distant past.

Almost all the above definitions see Social Infotice as the study of the use of ICT/IT
technologies to support ways in which the societyg businesses do their daily tasks. The
inclusion of ICT in the way people do their bussés to make sure that the product at the
end is of good quality and that work can be donarireasy way, yet at a cheaper rate, for
example, the Internet has changed the way comntioncs done in businesses and within
the society at large where a person in Europe camnunicate via email to someone in
South Africa in seconds. All definitions above @meagreement that Social Informatics is

ICT/IT versus Society and organisations.

From the descriptions above and based on the pensg® on offer from different

disciplines, the study of social informatics magiude the following:



a) Infrastructure .

This includes telecommunications, telecentres, ward (computers, telephones, fax
machines, etc.) and software (e.g. Windows XP ancrddoft Office). The term
“telecommunications” refers to the exchange ofiimfation over significant distances
via electronic means (Telecommunications, 2008TEJecenters are public places
where people can access computers, the Interngtothier digital technologies that
enable people to gather information and createnlead communicate with others
while they develop essential 21st-century digitalls (Fillip and Foote, 2007: v).
The primary goal of a telecenter is to provide fhublic with tools that enhance
communication and the sharing of information. A twem of administrative and
operational arrangements are possible; hence ilgh@ pointed out that community
telecentres differ from organisational franchisegpvate cybercafés. Whatever the
management model, there is general consensushih&tlecenter concept is a valid
development tool (Etta, 2003).

b) Human factors such as acceptance, attitudes, #ki training, awareness and

the use and adoption of ICTs.

While IT has made all sorts of new activities pbksiand either completely
transformed or added new features to old activifpepple do not easily shed their
old habits and practices with the every newly iduced technology (Borgman,
2000). Many factors influence the process of adoptsuch as household-specific
characteristics, community-level factors, and tngbnal arrangements and policies.
These factors must be taken into account when ptieghto persuade people to
adopt any product. Further complications arise wthiéierent cultures are involved,
since each set of factors for each culture willbaidy differ as well. For example,
Europe and North America are the strongest couninethe field of technology.
They are at a high level in terms of the generdblipis rate of adoption and
acceptance; people have had many years to gettasedw technologies, which
comfortably fit into their lives. Most people in \ddoping countries are still
struggling to adopt and accept IT (computers andrhet) because of traditional

ways of living.



The new breach in the storage capacity and speedromunications capability of

digital information devices have had far reaching aometimes unnoticed effects on
families, communities, institutions and democrgttocesses. It is, therefore, not
surprising that, with the speed of their developtneultures in developing countries
have problems adapting to these technologies (@lilBackground and Technology
Acceptance: Evaluation of ICT projects that bridige digital divide, n.d). Generally

speaking, people in developing countries are ukiigs, and many ICT projects are
in place, but despite all the new initiatives, thex still a lack of skills when it comes
to use and poor awareness of such initiatives. rGtbmmon problems experienced
include insufficient telecommunications infrastwet and Internet connectivity,

expensive Internet access, absence of adequataalejaegulatory frameworks, and
a shortage of requisite human capacity (CulturatkBeound and Technology

Acceptance: Evaluation of ICT projects that bridge digital divide, 2005).

Benton (2007:2) believes that the managers andtdirgenerals in the governments’
various departments should not and cannot be ighafithe IT systems that are
available to run their departments effectively. Mk-Nguka, the previous Deputy
President of South Africa, warned that senior mara@cross a range of levels in
government cannot be expected to widen or trangfewledge of ICTs if they
themselves are not aware or trained to use sué¢haod services (Benton, 2007:2).

c) Policy and legal framework, which constitutes th implementation of an ICT
policy, e-governance and universal access.

The main function of e-government is to allow goweent to provide the public in
general and business in particular with electr@tcess to its services and policies.
Universal access in South Africa is promoted by theversal Service and Access
Agency of South Africa (USSASA), which function terms of the regulatory policy
framework. USAASA is mandated to promote and createsnvironment wherein
people are aware of the uses of ICT tools and louse such services/tools, and to
intervene where necessary so that marginalised@aog able to gain access to ICTs
(SA Yearbook, 2008:114). Telecenters, for examipédp meet the goal of 'universal
access' by providing community-based access totdoyy (Cisler, 1998:1). An ICT

framework within South Africa is intended to helgtcountry achieve its economic,



social upliftment, and empowerment goals. The diiis and other initiatives is for

South Africa to become a key player on the glodl arena (Herselman, 2003).
d) Support — maintenance, sustainability and manageent.

To maintain and sustain ICTs in organisations ¢resee that the tools function for a
long time), someone has to take responsibility tloeir proper functioning by
screening them for any errors that may occur audistheir intended purpose. The
management of ICTs includes measures for theirineia case they are rendered
inoperable, how they are maintained in terms of-agay functioning, and their
maintenance in supporting employees in executieg tiasks at work (Herselman
2003.)

e) Impact.

This refers to the speed with which the computarsao their work the quality of the
work produced by the ICTs, the sharing of resoufdesa, printers, fax machines,

etc.), and accountability (Herselman: 2003.).

1.1.1 Purpose and application of social informatics

A major aim of the field is identifying the role &€Ts in the social context in the society at
large, or in more specific and intimate settingsl€C2006:1). According to Fillip and Foote
(2007:v), social informatics is concerned with thee of digital technologies to support
community, economic, educational, and social dguraknt by reducing isolation, bridging
the digital divide, promoting health issues, cregigconomic opportunities, and reaching out
to youth. Social informatics aims to ensure thathitgcal research agendas and system

designs are relevant to people’s lives (Kling, 2608).

Additionally for a government, Chadwick and Maydn.n.p.) suggest that IT can have the

following uses:
IT makes it easier for businesses and individuabieal with the government,

* Enables the government to offer services and indtion through new media like the

Internet or interactive TV;



* Improves communications between different partgafernment so that people do
not have to be asked repeatedly for the same imfibom by different service
providers;

* Gives staff at call centers and other offices Ibedteess to information so that they
can deal with members of the public more efficigathd more helpfully;

* Makes it much easier for different levels of goveemt to work together, e.g. central
government with local authorities or the voluntagctor, or government with third
party delivery channels such as post offices argbel sector companies and

* Helps government to function like a learning orgatiopn by improving access to and

the organization of information (Chadwick and Mayd.:n.p).

1.1.2 The establishment and development of Southdan ICT application initiatives

Several initiatives have been introduced in thentguto provide/develop the necessary
infrastructure through which the government canpfuervices or e-government to the

public. These include:

* SITA (State Information Technology Agency)

This was established in 1999 to consolidate andrdorate South Africa’s’ IT
resources to achieve savings through scale, inerekdivery capabilities, and
enhance interoperability. SITA focuses on providieifective and efficient ICT
products and services across the three spherewefrgnent, i.e. National, Provincial
and Local government (SITA, 2008:1).

+ Govtech.

Following its motto. “collaborate, innovate and idei”, Govtech aims to promote
knowledge sharing and foster dialogue among variGUsrole players who share a

common interest in transforming government (Govit@€98:1),

e Arivia.kom.

Arivia.kom is a leading South African IT solutionempany and service provider. It

focuses on high-end business-technology solutibassupport the public sector and



large private sector corporate that are primariljuased within Africa. IT

infrastructure solutions implemented include foammple:

— Spoornet (IT infrastructure Outsource)

— Eskom (Full IT outsource)

— Natref (Local Area Network LAN upgrade)

— Capital Alliance (Business Continuity Manageme®GM — implementation with
Comparex Africa)

— Department of Water Affairs and Forestry(Applicasoand IT infrastructure
support outsource agreement)

- The State Information Technology Agency (VirtualivBte Network —VPN —
enabled government core network, with technologypBad by Nortel Networks)

- Botswana Ministry of Agriculture (IT infrastructunmplementation), (Arivia.kom,
2008:n.p.)

* Universal Service Agency

The Universal Service Agency (USA) in South Afrisan official body set up by the
Telecommunications Act of 1996 to promote the attant of universal service by
encouraging, facilitating and offering guidance hwitespect to any scheme that

provides universal access or universal service jéain, 2000).

e Acacia.

The Acacia initiative is an international prograesmned to empower sub-Saharan
communities by giving them the opportunity to upelg ICTs for their own social
and economic development. This initiative is aregnated programme of research,
development and demonstration projects that addissses of applications
technology, infrastructure, policy and governartega, 2003).

e Savant

The South African Technology Vanguard (Savant) ipudlic-private partnership
between the government and several key playersanSouth African technology

industry. Savant promises to accelerate the dewedap of the country’s growing



information, communications and electronics sectansl promote the country’s

innovations abroad (Savant to promote SA techngl2g3).

* Infraco.

Infraco’s objective is to act as a provider of lwhoand capacity through fibre-optic

cables to other operators like Neotel (Benton, 2007

1.1.3 Information and Communication Infrastructure in South Africa

According to Kling (1999:n.d.), South Africa hasstmost developed IT infrastructure in
Africa. ICT infrastructure is the backbone of ICPppéications, and encompasses all
equipment, carrier technology, functionality, acilesity, and operating systems or software
(Kling 1999: n.p.).

ICT infrastructure in South Africa can be categedisinder the following:

. Cellular or Mobile industry.

Over the years, South Africa has witnessed tremgndgowth in the country’s
cellular phone industry. South Africa has four @pers, namely Vodacom, MTN,
Cell C and Virgin Mobile. In July 2007, Telkom estited that the Sim card
penetration of the cellular industry in South A#ristood at an estimated 89% of the
population. In February 2007, Vodacom deployed nmtban 90 000 community-
service telephones to South Africa’s under-serviaeghs. Vodacom’s community
phone services have become invaluable sources wépeeneurial activity for
hundreds of community phone-shop operators. Sinselaunch in 1994, the
Community Phone Shop concept has expanded into coioation centres where
budding entrepreneurs, job seekers and schoolrehildccess essential business
communication services, such as faxes, e-mailgfamdhternet, daily (SA yearbook,
2008:116).



Community radio and TV.

Today, the South African Broadcasting Corporatio(83ABC) national television
network consists of three full-spectrum free-toehiannels and one satellite pay-TV
channel aimed at audiences in Africa. Combined ,fridbe-to-air sound broadcasting
stations reach a daily adult audience of almostm#lon people via the terrestrial
signal distribution network and a satellite signaauth Africa has more than four
million licensed television households. Between 58861 60% of all programmes
transmitted are produced in South Africa. Locallpdquced television programmes
are augmented by programmes purchased abroad,yaralfroductions undertaken
with other television programming organizations2007, the SABC’s national radio
network consisted of 15 public broadcast-servickoratations and three commercial
radio stations, both broadcasting in 11 languagesyell as an external radio service
in four languages that reached an average daillt addience of 19 million South
Africans (SA yearbook, 2008:120).

Internet.

South Africa's online audience has grown by oved%®?over the past two years,
particularly as high broadband prices have slowdyted to decrease (SA yearbook,
2008:115)

GCIS (Government Communication and Information Sysem).
GCIS was established under the terms of Secti@®@uBgection 2 and 3) of tlirublic
Service Act (199%and officially launched on the £&f May, 1998. GCIS's vision is

to help meet the communication and information seedthe government and the

public in order to ensure a better life for all. IS& mission is to provide leadership
in government communication and to ensure that pghklic is informed of the
government's implementation of its mandate. Théegyss located in The Presidency
and is behind the launch of the new Government Conitation System. The CEO
of GCIS is the official spokesperson for the goveent, and attends and services the
Cabinet. A high premium is placed on developmemmonication that emphasises
direct dialogue, especially with people in disadeged areas. GCIS is involved in

drafting communication strategies and programmeshe whole of government at



national level, and integrating the communicatigmerations of all government
departments (SA yearbook, 2008:1).

1.1.4 Governmental service delivery

The Republic of South Africa (RSA) is a constitatd democracy that is overseen by three
structures of government, namely the National, i@al and Local governments. It is
divided into nine provinces, each with its own praial legislature. All these governmental
structures derive their powers and functions frdmee Constitution of the RSA (Cape
Gateway, 2009: n.p.).

According to Kate (2003:n.d.), e-governance is taofeechnology-mediated processes that
are changing both the delivery of public servicesl @ahe broader interactions between

citizens and government.

According to Environmental Service Delivery in Sodtfrica (n.d.), service is defined as an
activity or action that satisfies the needs of spe. In other words, it is the manner in which
a customer’s needs are met. The government of Jdutta is responsible for rendering the

following services to the South African public:

* Birth — services relating to pregnancy, child care, fcation of birth details, and

counseling

» Parenting — child benefits, child documents, child abuseppdithg a child and

maintenance

* Education and training — schools, tertiary institutions, education, SE8Ad further

education and training
* Youth services— sex and relationships, drug and alcohol abuskyating
* Relationships— marriage and domestic violence
* Living with a disability — providing benefits and health services for dis@lpersons

 The world of work — setting up and running your own business, govent
employment, employer and employee rights, safetythat work place, accident

compensation, taxation, unemployment insurance,fand SETA

» Social benefits- social services and banking
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A place to live— housing subsidies, deeds registry, land invagiostal services and

shelter homes

Transport — driving and learning to drive, motor vehicleistgation, and testing of a

motor vehicle

Travel outside South Africa— passports, foreign services and foreign citiagns
Sports and recreation— leisure, sports and recreation

Citizenship — personal identification and voting

Dealing with the law — reporting crime, suing, being arrested, obtaniegal
representation, maintenance, estate of the decepskck administration, firearms,

complaints, prison administration
Retirement and old age- financial needs and grants

Death — registration of death and estate of the dece¢g@auath African Government
Services, 2008)

Other than e-governance, the South African govemrhas also initiated two other service

delivery initiatives, namely Vision 2014 and Bathele.

Vision 2014 was introduced to attempt to achieweftlowing:

to reduce unemployment by half
to reduce poverty by half
to provide the skills required by the economy

to ensure that all South Africans are able to febkercise their constitutional rights

and enjoy the full dignity of freedom and

to provide a compassionate government serviceet@éople (Health Summit, 2000)

Not all the Vision 2014 principles are directly IG&lated but the principlesi’d provide a

compassionate government service to the peaubel’“To ensure that all South Africans are

able to fully exercise their constitutional rightsxd enjoy the full dignity of freedom”

requires a civil service geared to disseminatermétion to the people and provide fast,
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efficient and effective service delivery programnigsis implying the use of ICT as far as

practically possible.

Batho Pele (a Sotho translation for “People First’an initiative that aims to:
* encourage service orientation among public seryants
» fight for outstanding service delivery; and
» Commit to the constant improvement of service aelv

Batho Pele is a mechanism that encourages citizehsld public servants accountable for
the level of service delivery that they receiveingsthe 8 principles of Batho Pele, i.e.
consultation, setting service standards, increasingess, ensuring courtesy, providing
information, openness and transparency, redredse yar money the government aims to
introduce a improved service delivery agenda (B&blke, 2003). Undoubtedly, ICT need to
play a major role especially in terms of accessnformation, providing information and

openness and transparency.
1.2 Contextual Setting

The City of uMhlathuze is situated on the northteasst of KwaZulu-Natal, South Africa.

It is a progressive city striving to achieve a ®ssful balance and synergy between industry,
the region’s rich environmental assets progressaey industries (Mondi paper, Richards
Bay Minerals, Transnet, BHPBIlliton, and Foskordaie community (uMhlatuze News,
2005).

UMhlatuze municipality was established on th® &f December, 2000, following the
demarcation process and the local government efectilt encompasses the towns of
Empangeni, Richards Bay, Esikhawini, Ngwelezanezl&s, Vulindlela and Felixton, as
well as the rural areas under Amakhosi Dube, MklazanKhoza, Mbuyazi and Zungu
[these areas are rural areas surrounding the udidabunicipality which are ruled by
traditional leaders called Amakhosi. (uMhlatuze Ne®005).

Richards Bay is considered to be the region’s itvéalsand tourism hub, Empangeni the
commercial hub, and Esikhawini the largest subérlvariety of government departments

are scattered throughout the various towns commgrisiMhlatuze City, such as the
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Departments of Education, Health, Social Welfarel &vopulation Development, Home

Affairs, and Arts and Culture.

The Department of Education has a regional oficcEmpangeni. The department caters for
teachers’/educators’ problems, employment oppdrisnisalary/fees problems, and all other
issues concerning the daily running of schoolfiedrea. To assist with their daily activities,
the department uses variety of ICT tools. The mebes observed ICT tools such as
computers, telephones, fax machines, the Integatail, a television and video machine.
Records containing their client’s profiles are stbon computer databases, thus necessitating
access to computers. The local Department of Eturcatfers the following services:
* education and training — services involving schotgstiary institutions, education,
SETA, and further education and training;
» schools — admission to a public school, the rerggste of matric certificates, home
schooling, registration as a teacher and
» tertiary institutions — national student financat scheme (NSFAS), registration
with a higher education institution, evaluationfofeign qualifications, verification
of qualification achievements, national automatedhigal information retrieval,
registration as a forensic scientist, special tegjisn as a professional scientist,
registration as an environmental scientist, reg@fi€in as a professional natural

scientist, appealing against the refusal of regfi€tn, and private higher education.

The Department of Health is concerned with sertitegneeds of clinics and hospitals in the
region, as well as the staff servicing these iastihs. The department is also responsible for
supplying the general public with information onalie issues. The ICT tools observed in
their offices include computers, fax machines, rim¢ services, and a television and video
machine. The Department of Health offers the foltay\services:
* health services to the local municipalities (i.dinics and hospitals), non-
governmental organizations and traditional healers;
* health services to the local municipalities (i.dinics and hospitals), non-
governmental organizations and traditional healers;
» health care services to all the above areas;
» the formulation of policies and legislations, noramsl standards for health care;

* ensures the appropriate use of health care resyurce
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» coordinates information systems and monitors natibealth goals;

* regulates the public and private health care sgctor

* ensures access to cost-effective and appropriatehrmommodities and

» liaises with health departments in other intermallcagencies and countries (South
African Yearbook, 2008:2).

The Department of Social Welfare and Population dlgyment has regional offices in all
the townships within the uMhlatuze city’s boundayi@as well as in Richards Bay itself.
Observations by the researcher showed that the tlidIs in the department include
computers (for access to their client databasEphenes, televisions, fax machines, and e-

mailing facilities. The Department of Social Devyateent offers the following services:

» child adoption. Adoption is the final resort whdhastempts at reuniting a child with
its biological family have failed. The Registrar Afloptions has to keep an accurate

register of all the adoptions that take place endbuntry;

» early childhood development. Permission to esthtdisd register an early childhood
development centre or when applying for changesaro existing registration
certificate, by a person, organisation or commumityst be obtained from the
Department of Social Development nearest to the@geed centre. Registration of
the proposed centre is liaised by the Departmett wie local authority and the
Minister concerned. The Department is also respbagor monitoring the required

standards of service delivery by the centres;

» care dependency grant. A care dependency gramt(épa caring for a disabled
child) is a monthly payment from the governmentpt&mple who care for children
with severe disabilities and/or who are in needudiftime and special care. These
people could be parents, foster parents, or thoBe have been appointed as

caregivers by the court Care dependency grantf(aprd 2009) is R960;

» child support grant. A child support grant is mompeyd to the primary care giver of a
child to cater for the child’s basic needs. Thddchupport grant (as of April 2009) is
R240;

» disability grant. A disability grant is an incomegn to people who are physically or
mentally disabled, unfit to work or unable to suggbemselves. A person can get a

permanent disability grant if disability will cantie for more than a year and a
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temporary disability grant if his/her disability Wcontinue for a period of not less
than six months or for a period of not more thaalw months. The maximum grant
(as of April 2009) is R1010 per month;

foster care grant. Foster care is an essentiallyaamd child welfare service for

children and families who have to live apart farestain period of time. Placement of
affected children and the eventual re-uniting witkir families is the responsibility

of the Department. The grant (as of April 2009R&830;

grant in aid. A grant in aid is an additional gramtarded to persons who are in
receipt of an old age grant, disability grant or weteran’s grant, and who need
fulltime care from another party. A grant in aichnat stand alone.

The grant amount (from April 2009) is R240;

pensions or old age grant. An old age grant is athhp income provided by the
South African Social Security Agency to older peoplhe grant is only paid out to
people whose financial income is below a certauelleThe income and assets of the
applicant and their spouse are also assessed bydpartment to find out if they
qualify and what their entitlement is. The old agant (from April 2009) is R1010
per month;

social relief of distress grant. Social relief o$tcess is the temporary provision of
assistance intended for persons who are in sudlesstte, that they are unable to
meet their families’ most basic needs;

non-profit organisation registration. The NGO Dtmrate within the Department of
Social Development registers organisations undemibn profit Organisations Act,
No.71 of 1997. The primary purpose of this Act ¢ @éncourage and support
organisations in a wide range of work by creatingeaabling environment for NGOs
to flourish; in other words setting and maintainadpquate standards of governance,

accountability and transparency and

substance abuse treatment. Substance abuse iss@n’peoverindulgence in and
dependence on an addictive substance, especiatihalor drugs. Prevention and
rehabilitation programmes are initiated within coomties and schools to make
learners aware of the harmful effects of substaimese and how to prevent them

(South African Social Security Agency: 2009).
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The Department of Home Affairs Department housegoraal offices in the cities of

Richards Bay and Empangeni and the surrounding gbiwa. These offices are equipped

with computers, fax machines, and telephones fonnsonicating with clients and Head

Offices. The Department of Home Affairs offers tbBowing services to the public:

identity — initial issue and reissue of temporalgritity documents;

travel documents - tourist passports, temporarggass, child passports, documents
for travel purposes, emergency travel certificateaxi passports, official passports,
crew member certificates, replacement of new for8mith African tourist passports
(for example, tourists who run out of blank visgplacement of lost/stolen tourist
passports, replacement of lost/stolen child passpplacement of lost/stolen travel
documents and the replacement of a lost or stoken passport;

citizenship - registration of foreign birth, apg@tion for naturalisation, application
for retention of citizenship, application for exetiop from loss of citizenship,
application for resumption of citizenship, applioatfor renunciation of citizenship,
determination of citizenship status, ‘To whom ityn@ncern’ letters, and duplicate
copies of naturalisation certificates;

birth — registration of a birth (within 30 days birth); registration of a birth (late
registrations) - after 30 days, after one yearafter 15 years; registration of a birth
outside South Africa, and application for a birdrttficate;

adoption — record adoption;

marriage — registration of marriage, application &omarriage certificate (abridged
and unabridged), consent to marriage of a mindterlef confirmation of marital
status and online verification of marital status;

death — registration of death, application for atbecertificate, registration of a death
outside South Africa and

amendments +e-reqgistration of a child born out of wedlocklacement of a

biological father's particulars in the birth regpsion of his child registered as born

out of wedlock placement of a forename or surname in a birth tredisn of a

person regqistered without a forename or surpagh@nge forename(s)change

surname of a minor, change surname of majors, ehgegder and correction of

error(s) (The Department of Home Affairs, 2009:n.p.
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When using the addressww.gov.zaall the services of government can be obtained and
different forms to apply for services are availafoléhose that can access internet. Internet is

growing and community telecenters are progressmigraaching remote areas these days.

1.3 Statement of the problem

Since the advent of democracy in 1994, the Souttic#i government has pledged to
improve the government services rendered to thieeeBbuth African population. To reach
this goal, the government has implemented a numibiitiatives and programmes (such as
Vision 2014 and Batho Pele) to enhance servicealgii In order to help attain these ideals,

the government has introduced ICTs to most of ttherartments.

While there is extensive ICT infrastructure (e.gletenters, telecommunication systems,
computer networks, Internet services, the cellolabile industry, GCIS, etc.) in place to
improve service delivery to the people, there déiteconstant complaints from across South

Africa, from all the population groups, about wesakvice delivery.

In response to these complaints, the governmentumed a survey within different

government clusters, such as the governance anhigthation cluster; the social, economic,
justice, crime prevention, security, and internadiorelations clusters; to determine why
complaints continue to persist. The survey revetilatiskills, staff capacities and the budget
allocated for human resources were the greatesaabs to the use of ICTs for effective

service delivery in the country (Appel, 2007:n.p).

Other problems cited included the fragmentationsefvices (where people have to visit
many offices and departments to satisfy their seruieeds), inferior turnaround time
(government departments were very slow to reacsexvice requests), and the lack of

consistent electrical power to deliver efficientvsees (Gosebo, 2008).
The study, therefore, probed the availability, isdéition and impact that the introduced

technologies have made on service delivery, andhehé has brought about any changes in

the way that civil servants deliver services tarthastomers.
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1.4 Aim of the study

This study examined the use, availability, inta@cand impact of ICTs in three government

Departments within the uMhlatuze Municipality, lretcontext of service delivery.

1.5

Objectives of the study

The objectives of the study included the following:

1.6

to determine the nature of the services rendered;

to establish the types of ICTs currently in usetlhg civil servants in uMhlatuze
municipality;

to explore how the civil servants interact with KCif the municipality;

to explore the impact of the civil servants’ intdian with ICTs;

to determine the training needs of the civil setsamn so far as effective ICT
utilisation is concerned,

to determine users level of satisfaction with seaddf service delivery and

to outline the challenges faced in service provisio

Research Questions

The above objectives were achieved by posing th@fimg research questions:

1.7

What is the nature of the services rendered by aMhé municipality?

What ICTs are found and utilised in the public seat uMhlatuze municipality?

How do civil servants interact with ICTs in thespdrtments?

What is the impact of ICTs on the departments?

What are the ICT training needs of the civil setsam uMhlatuze government
departments?

Are users/clients satisfied with the level of seevidelivery offered to them by
uMhlatuze civil servants?

What challenges are experienced by both civil ses/and clients or users in the

utilisation of ICTs in civil service in uMhlatuzeogernment departments?

Significance of the study

The government of South Africa has many issuesdtilhineed to be addressed concerning

the effective use of ICTs by government departmeiRts the government to be able to

improve on (its) service delivery promises, it ne¢ol be aware of the current status of the
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use of ICTs in service delivery. The study wouldréfore provide government officials with
an insight into the current levels of utilizatiohl€Ts and the problems, if any, associated

with their use (planning and policy formulation).

Scholars may also find this study of interest,ta®uld provide them with a good indication
of the efficiency of ICTs in service delivery, andw (efficient or inefficient use) can impact
on the end-users or recipients of the service.,Thiturn, could lead to new research in the

field of social informatics.

Although this study was carried out as a requirdm@mwards a Masters Degree in
Information Sciences, it has helped the researdgagm extensive knowledge on social
informatics, and will be used as a stepping stomeatds achieving what the researcher has

always envisaged - a Doctor of Philosophy in Infation Sciences.

1.8 Scope and limitations

Due to time constraints and the large number af servants working for the government
departments in uMhlatuze, the researcher limitedstiudy to 3 public sectors, namely the
Departments of Education, Health, and Social Welfdocusing on all the levels of

management (i.e. top, middle and lower managemetii)n the selected departments.

Although it would have been interesting to covelr take public sector departments in
uMhlatuze, such a project would required more tand resources, which the researcher did

not have. Funding constraints also limited theaed®er’'s scope.

1.9 Dissemination of information

According to Blurtit (2006:n.p), dissemination offarmation is defined as the process of
making information available to the general publibe findings from this study are intended
to reach as many readers as possible. To do teigra methods will be used, i.e.:
Presenting the results at conferences, throughnsesnand workshops, publication of the
findings in refereed journals and providing the vensity library with copies of the

dissertation.
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1.10 Dissertation Layout

Chapter 1. The chapter consist of the introduction and bawmkgd (of the study) —
Contextual setting, statement of the problem, amd abjectives of the study, research
guestions, significance of the study, scope anditdimons of the study, dissemination of
information, chapter layout, glossary and defimitad terms.

Chapter 2: Literature review — The literature review explomesearch already done by
knowledgeable researchers (empirical studies) acadeamics in the field of social
informatics and ICTs.

Chapter 3: Methodology — A detailed description and explamatf the research design and
methods, target population, research instrumeatrspbng, data collection procedures and
problems experienced during the study.

Chapter 4: Data Presentation and Analysis — The chapter tepon the data using
tabulations, graphs, charts, tables, figures asdrg®ions.

Chapter 5: Discussion of results — The chapter discussesahent issues arising out of the
findings.

Chapter 6: The concluding chapter provides a summary and thakes recommendations

on the study.

References
Appendices

1.11 Summary

The South African government has invested substdntiowards making technological
infrastructure available for both their own depahts and the public to use. From the
overview it was clear that a number of serviced ti@ departments under study are
providing are already using ICT tools like compsat@nd telephones to enhance service
delivery. In addition the South African governméas introduced ICT initiatives to take the

country forward in terms of service delivery.

The next chapter will present the literature review
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CHAPTER 2
LITERATURE REVIEW
2.1 Introduction

What comprises the literature review for the stadg books, journals, conference papers,
research publications and to a lesser extent affgovernment publications (which are not
academic, essentially). These were all read andutimd to give an integrated review of

literature on the study. Busha & Harter (1980:768iirte a literature review as “an in-depth

analysis, synthesis and evaluation of informatiourses to gain insight and understanding of
the problem under investigation,” According to Neum{2000:445), this in-depth analysis is

based on the assumption that knowledge accumukatesthat we learn from and build on

what others have done.

According to Kling (2000:n.p.) ICTs are now so ade®d that it is possible for a person to
be at the highest point on Earth - Mount Evereahd make a satellite telephone call to
anyone in the world. The ICT industry continuegytow at an exponential rate, branching
into a wide array of specialties. Key among theme software engineering, hardware
development, networking, telecommunications andfididl Intelligence (Kling, 1999:n.p).

As each of these branches develops more enhanoddqgbs and services, every discipline
(particularly science, business and health) finsislfi constantly re-examining its ICT needs
and (re)adapting ICT tools that are more relevantst purposes. Kling (1999:n.p.) believes
that using ICTs in organisations and society caaily improve the way we do things. This
view is shared by Becta (2003:n.p.) and Veron (2001 who see the assimilation of ICT in
organisations and society improving the way worll aammunication is done on a day-to-

day basis.

The way in which businesses and governments efectity store, access, and deliver
information is critical in shaping the effectiveses these organisations. To use technologies
effectively and efficiently, organisations suchthe government need to develop an overall
framework and strategy for their application, amgidran organisational structure in place to
manage the development of the strategies and @vetts&ir implementation. This is
particularly necessary given the rapid rate at Wwhieese technologies are evolving (Becta,
2003:n.p; Veron, 2001:n.p.).
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According to Souter (1999:n.p.) as early as the airthe last century the influence of ICTs
on the daily lives of people can be seen as follow:

« human beings communicate every day of their lisswork, home, church, in
school, etc. currently, ICTs are making this comication easier and significantly
faster, for example, in an office environment thisreo need to physically go to other
offices to talk to a colleague. One simply phones-mails the said person and waits
for their response through a telephone or commystem.

« ICT is a technology that allows many things to beelin seconds, very cheaply and
affordably. Fax and e-mail, for example, are cheam®re reliable and quicker than
alternatives such as post and courier services.

« the speed of evolution makes technology grow védmgap within a short space of
time, for example, Personal computer (PCs) are olmvtechnology compared to

laptop technology.

According to Spears, Postmes, and Wolbert (2000:imporganisational applications, the
advantages of new communications technology beaoore evident, particularly in terms
of how they improve performances and in their poénto increase productivity.
Organizations generally use ICT for three functions

* as a tool for teamwork;

» as a vehicle for organisational communication and

* as atool to aid decision making process

Teamwork is one of ICTs’ main growth areas, oftefemred to as CSCW (Computer-
supported Co-operative Work). The idea is thatetdgy can make communication very
possible for people living in completely remote amehrough e-mail and SMSs (Short
Message Services). This involves "virtual teamdtjclv often lead to the development of
networked organisations. Communication is very ifigant in all organisations. Without

communication, an organisation is “dead” and seatypueopardised in terms of its

productivity (Spears, Postmes, and Wolbert 2000:.n.p

One can say when combining the above definitiorms$ the term ICT, works around the

concepts growth, improvement, communication spead productivity in as far as

technology is concerned. The researcher sees I€Tbs that organisations use to improve
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their growth, increase communication within theistgcand organizations at a very high
speed while doing their business yet cheaper. Withs these days information can be
shared, and distributed very easily, but it carhigilighted that trained staff are needed to
use such technologies.

In this chapter, the concept of IT and ICT, and Historical development of ICTs are
reviewed. Attention is also given to the globalyiédn and specifically the South African
ICT infrastructure. E-government initiatives in &t and nationally are also discussed to
illustrate the impact of ICTs on governmental segvdelivery. Lastly, the challenges and
opportunities of implementing ICTs in governmeras gervice delivery and communication

on a national and international scale are discussed

2.2 IT and ICT: conceptual analysis

According to De Sutter, (2003:n.p.) Information fieclogy (IT) is not only about
computers, software or services, but about a coatibm of all these elements, capped with a
vision of how technology can help an organisati@hieve its goals. When using IT,
departments have to do more with less. This unfiatily depends on the skills of the
personnel working in the departments, because doilog with less (with IT) requires very
skilled personnel. Information and CommunicatiorcArelogies (ICT) have come to play a
fundamental role in the daily lives of citizensyakitionising work and leisure and changing
the rules of doing business. To create an assdcsateiety would mean utilising technology
to delivery public information, services and trasigans in a well-organised manner for the

convenience of citizens and business organisafiwerweg, n.d.).

According to ITU (2007:11) Information and Commuation Technology is a term used to
express the convergence of information technolbgyadcasting and communications (e.g.
the Internet). ICTs are enablers of communicatioggionally, nationally and internationally
- and of information sharing, knowledge and develept (ITU, 2007:11). According to De
Sutter(2003:n.p.) ICTs are a compound of various setgoofds, applications and services

used for producing, distributing, processing aatsforming information.

Holistically, ICTs thus enhance many aspects ofdaiy lives of a society, for example,

patients in hospitals can now get their HIV/AIDSuks within an hour, instead of days,
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because of the technologies that have been impleshan hospitals. An individual can
withdraw money in seconds from a computerised Aatech Teller Machine without having
to stand in queues waiting for assistance frombtreker/teller, and matriculants do not have
to wait for newspapers to see their results. Ifthave their cell phones they just SMS their

examination numbers and their results are sermsim t

2.2.1 ICT uses and benefits

ICT applications are useful in facilitating the é&pment of various aspects of society.
They can be used in fields like public administiatiwhere they enhance the social,
economic and political developments of the citizeinr general. They can also be used for
rural and urban development; the establishmenteldcéntres in rural communities, for
example, facilitates economic empowerment, while bieo telephony improves
communications, enabling rural entrepreneurs t@ kalks with markets that are outside their
communities. ICT applications are also useful ie tield of transport where they improve
road, air and rail transportation. They are esplgciavaluable in air transport control and
the monitoring of freight and day-to-day transpgystems. In this category, smart cards in
developed countries help facilitate the smooth aip@n of the transport system (payment for
parking meters, identification of authorised pagkispace occupants, etc.) (Mansel and
When, 1998).

Day and Grewan (2003:5) posit that ICTs can alsoubed to deliver instructions

interactively to people with input-processing-outpapabilities, which can be used to
improve computer tutorials that support the readind understanding of text. They further
state that in Africa, there are ICT technologiesessing, such as human language
technology, which use speech recognition softwhet tan process input from different
users with very little training. Other technologiesich as text-to-speech technology, can

read text from emails, web pages or typed text (&ay Grewan, 2003:5).

Megan (n.d.:n.p.) lists a few usesI@fTs in society as follows:
« Delivering services Services that are currently delivered by ICTs amach
improved. For instance, many library users can navew their books and pay their
fines online or over the telephone. Hence ICTdifate access to services, allowing,

for example, Internet users to search for jobshennternet.
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» Sharing innovation: Through the Internet, users are able to share exctiange
information free of charge. Most of this is duetb@ open source (OS) platform,
which allows organisations to get information anck mnd expand it so that it can
meet the needs of their clients or users. Goodbadpractices are therefore shared,
preventing organisations from using resourcesemvent the wheel.’

« Back office processesMobile technologies, such as mobile phones aptbtes, can
be used to deliver services in remote areas thraonghile workers who stay in
contact with the main office and allow staff to @ss and record information when
needed

» Collaborative working: In order for any organisation to be successhdreé must be
collaboration between and within various depart®ment sections within an
organisation for efficiency and joint services. KC@an play a big role in making the
communication and sharing of information possibiet, just between public service
providers, but also with users.

* Reaching userslt is the right of every citizen to receive progeiblic services. The
Internet provides access to ‘hard to reach’ indigld by transgressing geographical
boundaries to bring together individuals with niangerests, thus giving them a
stronger voice. With the usage of ICTs a lot cdmddone much easier than it has
been the case in the old days for example, lon@ tago it took 3-4 months to
communicate with a person abroad, but now withitili@duction of emails it can

only take seconds to communicate with that pertegén n.d:n.p).

According toSopchokcha(2004:n.p.) ICT benefits may include:

e convenience: improved access, less time consumiagaiction;

» customization: service offerings tailored to sitizens™ specific needs;

* improving transparency and built trust;

* more active citizen interaction and democratic ipg@tion in decision-making
process and

* improved public service

Both authors thus agree that ICTs are improvingwiag business is done specifically in
terms of terms of access, delivery and savingnoéti
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2.2.2 IT uses or benefits

According to Borade (2009:1) the following may leeis as IT benefits:

* globalization —interdependent system has made sharing of infoomatniversally
to be easy and has ended linguistic problems iferéifit continents. Through IT
communication is not cheaper but is available 24/7.

» computerised Internet business 4T has made a lot of businesses to go to the
Internet for their own productivity and to increatheir number of clients, since
using/surfing the Net is much easier and cheapesn Epeople in isolated (remote)
areas are able to get into Internet and do business

e communication revolution —IT has made specialist from different field of wddk
be able to expand their system, programs, and &ss@s at the same time through
the use of IT which they can use at any time.

* low cost business options the use of emails, telephones, cell phones etenzale
communication to be easy. When organisations diness they communicate via

emails in seconds and the business is done.

2.3 Background to ICT development

2.3.1 Computing History

“A computer is an electronic device, operating urttée control of instructions stored in its
own memory, that can accept data, process theatatarding to specified rules, produce
results, and store the results for future use” (@&, Shelly and Vermaat, 2007:6).

Mechanical relays were the switching units thatematilised in 1940s in Computers. They
work in such a way that they were opening and obpsthile doing the calculations. It is said
that Mechanical Relays were used in Zuses macluh&930s. History tells us that around
1950s the Vacuum Tubes took over from Mechanicé&yRe The Vacuum Tubes were used
in Atanasoff-Berry Computer (ABC) as its switchingits instead of relays. This was a very
huge technological advance since vacuum tubes gmrfdrm calculations significantly and
more proficient than relay machines. Unfortunatehis technology could not last long
because they could not be made smaller than thelvegywere made and they had to be put

closer to each other because of their heat georrakhe transistor came into the picture as
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was highly recognised as a revolutionary develognmBme development of this device was
seen as a result of series of developments in ppécations of physics by many authors
from “Fire in the Valley,” Transistors changed cartgrs from being a big machine into a
commodity like a Televison set, thanks to the tls@entists: John Bardeen, Walter Brattain
and William Schockley (Muganda, 2001:2).

The integrated circuit, which was invented andadtrced in the 60’s, is a very small silicon
computer chip made up of even smaller transistbogles and resistors (Sexton, 2007:n.p.).
The microprocessor differed from its predecessexsabse thousands of smaller integrated
circuits could now fit onto a single silicon chifhis progress led to the eventual
development of a mouse and keyboard. The chipspaiged the way for the development of
RAM (Random Access Memory), which allows data tosbered and updated on a chip
(Sexton,2007:n.p.). Various other technological alepments have since seen
microprocessor technology evolved to the point whee witnessed the birth of the new HP
touch smart PCs in the year 2008 (E-week chanrstién 2008:n.d.). This system gives
users access to information by tapping or sweefieg fingers across a screen, providing

consumers with special features for music, pha@od,web access e.g. the iphone.
2.3.2 Telecommunications history

Telecommunication is the exchange of informatioerosignificant distances via electronic
means (Telecommunications, 2008:1). The historthefdevelopment of telecommunication
dates back to 1700, when Claude Chappes inventedS#maphore - a windmill-like
structure that enables people to relay messagetis&nces of up to 20 miles (Tyco
telecommunications, 2006: n.p). The extraordinaghhological advances of the 19th
century brought about sweeping changes, many otlwhkvere made possible by the
introduction of mechanically generated electriaity1832. With this ability (i.e. to flow
electrons down copper wire), European inventors atene and Cooke, and right behind
them, Morse and Vail in the United States, develogbe telegraph. And so the
telecommunications industry was born (Tyco telecamications, 2006: n.p.).

Developments and new initiatives in telecommunar&i have experienced phenomenal
growth over the last few decades, from 56-kbps mdehich are now available for high-
speed communication over standard telephone limgbe development of Virtual Private
Networks (VPNs) based on L2TP and IP security tegles. There is also the Backbone
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Network Service (VBNS), which implements connetyivior the next-generation Internet
using IP-over-ATM and runs on a SONET 622.08-Mbijagfprm, and the growing maturity
of desktop video-teleconferencing (VTC) and cabledems that could exploit cable
television connectivity (Benato, n.d.). Other sfgaint developments have been the
establishment of Internet Protocol version 4 (IPfef)reliable transmission over the Internet
in conjunction with the Transport Control ProtoddCP), and the standardisation of
Asymmetric Digital Subscriber Lines (ADSL) usingsdiete multi-tone techniques to allow
greater services to be provided over the Plain Déephone Service (POTS) (Tyco

telecommunications, 2006: n.p.).

ADSL is a high-speed communication technology #llatwvs one client modem, like that at a
remote terminal (RT), to be connected at one ckatfiae (CO) modem through one twisted
pair telephone line forming a loop. ADSL modemsérait digital data at a high rate over
existing twisted pair telephone lines that unitestomers to digital networks. Duplexed
ADSL modem transmits in one frequency band andivesan a second, disjoint frequency
band. ADSL modems can use two competing modulasicmemes: discrete multi-tone
(DMT) and carrier less amplitude or phase modufe{(f©@AP). Discrete multitone (DMT) is a
modulation technique commonly employed in variougital subscriber line (XxDSL)

communication systems (Electronics information mali 2007:1). According to Helmig

(2001:2) there is a difference when downloadingeausing ADSL and V.90 modems: when
using V.90 modem it can approximately be 5.7 Kileldsec, while with ADSL

approximately it can take 90-100 Kilobyte/sec. thiigves that ADSL is very fast in terms of

speed.

In 1998, Ericsson, IBM, Intel, Nokia, and Toshibanaunced joint operations to develop
Bluetooth, which now allows wireless data exchalpegveen handheld computers or cellular
phones and stationary computers; in the same JEHIOBASE-T standardisation for 1
Gigabits per second (Gbps) Ethernet was initiaBshéto:n.p). Present day developments in
telecommunications are unabashedly moving forwaadd in the process radically
influencing the way people communicate and senarindition locally, nationally and across

borders (Benato:n.p).

IPv4 technology is now replaced by the Internettdtl, version 6 (IPv6) which is believed
to be the future of Internet. The impetus for thheation of IPv6 was because of the

following problems encountered when using IPv4 nedbgy:
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the exhaustion of the IPv4 address space;

the exhaustion of the capacity for global routiablés;
complexities in configurations;

poor security at the IP level and

poor delivery of real-time data (Kumar 2006:1).

The IPv6 creation will thus aims at the eliminatiohall the above mentioned problems,

especially since The IPv6 technology increasedntimaber of bits for addressing. It uses

128-bit addressing expressed in hexadecimal forasabpposed to IPv4 which used 32-bits.

The advantages of using IPv6 are as follows:

efficient management of address space;

enhanced security support;

easy maintenance of administration TCP/IP;

elimination of the network address translation (NAdle and

better mobility support (Kumar, 2006:1).

2.4 Global ICT infrastructure

According to Kling (1999: n.p) ICT infrastructurs the backbone of all ICT applications.

Adequate ICT infrastructure should contain, on ager most of the following:

equipment, which may include stand alone and/owowded computer hardware,
modems, local area networks, etc;

intranets or a campus wide backbone connecting LAbsal area network) and
multi-organization networks;

operating systems;

accessibility;

carrier Technology, e.g. satellites technology saslWSATs (Very Small Aperture
Terminal) and wireless radio and television;

fiber-optic technology, unshielded twisted pairgd @oaxial technology;

sufficient bandwidth and routers availability amapiortant in ensuring that all
information products can be accessed efficientig a

functionality, i.e. email, Internet access, confeiag tools, multimedia tools, etc.
(Kling, 1999: n.p.)
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Huge investments in ICT infrastructure in mainlyeleped countries have contributed to
great advancements in the utilisation of ICTs, b@dh business and service delivery

purposes, and for private utilisation.

According to Pavlotsky (2008:n.p) Russia spent dM@rbillion on ICT products in 2008.
Russian small and medium businesses (SMBs) hawe ialgested heavily in highly
technological computer systems. Consequently, Ruess proved to be the highest spending

ICT country in the region.

According to Mait (2008:n.p.), the ICT industry Japan has extended its focus far beyond
the manufacturing of equipment to furthering maiatece and management services and
creating audio, video, print and digital conterihe$e new developments are going to boost
the ICT market in Japan. Japan is ranked 2nd invitréd (with 72.7%) by the ICT Industry

Competitive Index. Japan’s ICT infrastructure hagrbdeveloping at a rapid rate over the
past few years. It has featured the fastest brambbannection speeds and highest Internet
penetration rates globally. Owing to these develes) the country has witnessed the very
quick assimilation of multi-function mobile telepi®s, which contain cameras, barcode
readers, music players and contact-less paymentidms, and has seen an exponential

growth in the number of people using the Interii{, 2008:n.p.).

Japan has over 100 million mobile phones subsailvdnich is nearly 80% of its population,
and is leading the way in third-generation (or 3@pbile telephony. Japan has introduced the
Mobile Number Portability (MNP), which allows custers to keep their new number when
switching to a new carrier. The country is alsangsn video conferencing and other means
of visual communication. A lot of companies and amgations are opting for video

conferencing to do their operations and improverimdl communications (Mait, 2008:n.p.).

Nielsen (2007:n.p) posits that the United Statesdilisthe world’s technological powerhouse,
confirmed by the results of the Networked Readiradex (NRI). The US is said to be a
Global leader in the ICT industry because of thaligpof its market environment for ICT.

The country has improved a lot in its ICT infrastire, ICT penetration and the use of e-

government.
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According to the United Kingdom (UK) Trade and Istraent Services (2008:n.p), the UK is
another example of a global leader, with strond&f Infrastructure than countries like
Germany, France, Italy and Spain. In the UK, tha/gtisation of major ICT service
providers led to greater competition and lower ggicThis has strengthened the ICT
infrastructure that is necessary for companiesresger, such as e-business, availability of

broadband, availability of Wi-Fi, and the provisiohsecure servers.

The E-readiness Rankings placed the UK among hé @ocountries in the world based on
the results compiled by the Economist Intelligefdsit (EIU). These rankings measure
economic, technological, political, infrastructurahd social factors that relate to the
development of e-business. The UK has a 24.9% piwet rate of broadband technology,
which is the highest percentage compared to theog&an Union average of 20%.
Broadband subscribers in the UK enjoy the secoghdsit number of verified Wi-Fi hotspots
globally behind the US. The UK also has the highesbber of secure servers in Europe, and
is 39 globally behind the USA and Japan (UK trade aneéstment services, 2008:n.p.).

2.5 ICT infrastructure in Africa

According to Mutula and Van Brakel (2007:231) IChpstly the Internet, has a very
important role on the operations of businessesiaddclared to be vital for the survival and
economic escalation of many countries. LookingGlt Lisage in Africa it can be noted that
there are barriers that hinder the use of ICT endbntinent, for example: Rizk in Mutula and
Van Brakel (2007:236), in the study of e-readine$sthe business sector in Egypt,
established that the reason for the poor usag€®$ Wwere unqualified personnel and the
lack of awareness on ICT usage or technology. Theher state that for that reason the
government of Egypt has included computer learimngany schools and universities in the

country, so as to build a skilled based society.

ICTs are a powerful way to boost economic growttl enitiate poverty reduction in Africa.
ICTs increase efficiency, provide access to new ketar and services, create new
opportunities for income generation, and improveegoance by giving a void® the poor
(Lisham, 2008:1).

According to Lisham (2008:1), the current spread ase of ICT in Africa depends on a

number of factors, namely:
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* infrastructure — its availability, operation and maintenance. Th@udes not only
ICT infrastructure, but also transport and elettiric

e access- characterised by public access facilities, thsterce of relevant content,
adequate capacity at different levels, and promiskperiences with respect to
mobile telephony.

* supportive enabling environments- includes specific regulatory frameworks and
an overall policy framework that promotes soundnecoic and political governance
(Lisham 2008:1).

For governments to utilise ICTs for their own adistirative functions, as well as, for

service delivery and information dissemination msgs, these tools (Intranets, databases
(online), telephone, mobile phones, televisionjaadideo cameras, video recorders, sound
or tape recorders, overhead projectors, fax mashafigital cameras, printers, scanners, data
projectors, diskettes, copy machines, etc.) nedxktavailable to the government workers as

well as to the citizenry in general (Van Brakel &fisenga, 2003:n.p.).

Africa has many different types of modern ICT istracture available, such as satellite-
based telephony, mobile cellular phone servicegitadi satellite television, computers,
facsimile services, satellite radio services, angnynmore (Van Brakel and Chisenga,
2003:n.p.). However, Africa is still behind compdute the rest of the world in terms of ICT

infrastructure and development, as explained below.

Although Africa has shown major improvements in I@&Chnology due to the arrival of

mobile telephony, it is still behind the rest oétivorld. Tanzania, in East Africa has made
major improvements in ICT development, especiallymobile telephony, and the reason
behind its success was the regulatory policiesgowtrnance. Although Tanzania is one of
the small countries in Africa, but it was seen ks Pioneer in the Sub-Saharan Africa
because of the good governance and regulatoryigmiic as far as ICT market development
is concerned (Maitland and Van Gorp, 2008:64). Tipere below indicates how Africa is

seen in as far as Internet usage is concernedoudth South Africa is regarded as the top
country in terms of infrastructure, the latest int# stats indicate that it is number 4 on the

list.
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Figure 1: Internet usage by top 10 African countries
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2.5.1 Telecommunication facilities
According to NEPAD’s ICT infrastructure programnred), a number of factors hinder the
economic participation of Africa in the world, atiekse include:

» the high cost of access for end-users to foreignenvsatellite telecommunication

providers for cross border, regional and intermatidelecommunications ;

* high internet costs;

* low bandwidth;

e poor ICT infrastructure and

* unreliable communication facilities.

NEPAD, through its Heads of State and Governmemtldmenting Committee (HSGIC),
introduced measures to try and improve the way I@f&s functioning. The NEPAD ICT
infrastructure programme was introduced to ovetbeecompletion of a fibre optic ring
around Africa, connecting all African countries ath@ world at large through submarine
cable systems (NEPAD ICT infrastructure programme.,). The key features of the NEPAD

ICT infrastructure programme are:
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» the establishment of a submarine cable for Easic&Af(EASSy). This cable will
complete the fibre optic ring around the Africarastiine in conjunction with other
similar submarine cable systems and

» the rationalization and development of the ICT Bilmend Network for East and
Southern Africa, as well as for Central, West armithiern Africa - connecting these
countries with their neighbors, ensuring that elactd-locked country is connected

to at least two cable landing stations (NEPAD I@ffastructure programme, n.d.).

2.5.2 Desktop Computers

Many people around the globe have PCs in their lsoamel in their work places, but this is
not the case in Africa. In fact, the availabiliti desktop computers in Africa is the lowest
compared to the rest of the world. Statistics piesi by the International

Telecommunications Union (ITU) indicate that in 20@frica had 1.23 desktop computers
per 100 inhabitants (Van Brakel and Chisenga, 2008is is in sharp contrast to 3.95 for
Asia, 20.01 for Europe, 27.49 for the Americas, 88®4 for Oceania. This dismal number
can be attributed to the high cost and low earnofgsost people on the continent. Another
reason for the inability of African organisatiorsdfford computers is that the import rates
and sales tax imposed on computers is very higimpater prices in the developed world

have gone down, but not in African countries (Vaak&l and Chisenga, 2003).

2.5.3 Telephone Facilities

Currently Africa has poor fixed-line infrastructy@nd this has resulted in a high growth in
mobile penetration (Africa - Pan-African Operatd2809. In fact, Africa’s telecoms future
is predicted to be bright, with opportunities fangce providers, equipment vendors and
investors. For example, in early 2007, Africa exgered a growth of 90 percent in
telephone subscriptions, resulting in over 35 wonllfixed lines available for use by the end
of that year ITU (2007:n.p), Despite this growthreless solutions are increasingly used to
serve as substitutes for the inadequacy of fixed-infrastructure (Gray 2008:7; Paul Budde
Communications, 2007:n.p). According to ITU (2008)n 93.3% of telephone owners are
mobile telephone consumers, and 1.7% are fixedtélehone users. Communication at the

work place is now mainly being performed through tise of cellular phones. The use of
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mobile phone services has also become more atteactimost people because of their value
added services, e.g. data transmission, short gessnding (SMS), WAP-based internet

access, and even financial transactions (JenseamiBrakel and Chisenga, 2003).

2.6 ICT infrastructure in South Africa
2.6.1 ICT policies
The South African government’s policies in relattodCT are founded on two major pillars:
» thefirstis that ICTs are there to make sure $leatices to the people of South Africa
are delivered faster, cheaper, better and in aisizdtle manner to all its citizens; and
* the government’'s policy is that ICT tools and imhation are key drivers of
economic and societal development. This simply mdhat ICTs should create a
better life for the people of South Africa (The $idency, 2007:1).

2.6.2 Mobile or cellular telephony

The cellular industry in South Africa has witnesseimendous growth over the years, and
currently there are four mobile operators, ham&gdacom, MTN, Cell C, and Virgin
Mobile. All the operators have experienced tremeisdgrowth over the past few years.

Table: 1 shows the number of subscribers registergdeach operator.

Table 1: Cellular subscribers

CellC MTN Vodacom Virgin
Mobile
6.4 million 90.7 million 39.6 million 603.000

Sources: Mochiko (2008), SA yearbook (2009/10:118gbb (2009), Wireless Federation
(2009)

2.6.3 Broadcasting (RADIO AND TV)

2.6.3.1 Radio

The South African Broadcasting Corporation SABQ& tountry’s first public broadcaster,
had its first news broadcast on thé"bf July 1950. The daily news bulletin at the timas
only in English, Afrikaans Radidien years later, on thé'df June 1960, Radio Zulu, Radio
Xhosa and Radio Sesotho were added to its repertoir2007, the SABC’s national radio
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network consisted of 15 public broadcast-serviaBoratations and three commercial radio
stations, broadcasting in 11 languages; as welhasxternal radio service in four languages
that reached an average daily adult audience ahilln. SABC News provides news and

current affairs services to both SABC radio aneéwision. There is a public broadcasting-

service radio station for each language group (8#tlyook, 2008:120).

2.6.3.2 Television

On the &' of January, 1976, a single channel televisionisernwas initiated in South Africa.
Today, the SABC television network consists of ¢hill-spectrum free-to-air channels and
one satellite pay-TV channel aimed at audiencesfiica. A daily adult audience of almost
20 million people is reached via the terrestrignai distribution network and a satellite
signal. 2008 recorded four million licensed telewis households in South Africa (SA
yearbook, 2008:121).

More than 60% of the programmes transmitted viaSABC are produced in South Africa.
Television news is supplied by SABC news teams lwhaport from all parts of the country
using modern portable electronic cameras and Bee-fequipment through more than 220
television transmitters. 18% - 20% of the SABC’gdstrial television channels’ airtime is
donated (during prime time) to news and news-rdlapgogrammes (SA yearbook,
2008:121).

MultiChoice launched high definition television (HW) in the South African market, the
first of its kind in Africa. HDTV has a resolutiasf 1280 x 720 or more, which is almost the
double of standard TV. The two types of HDTVs a1 and plasma (Da Silva, 2008).

2.6.3.2.1 E-TV
E-TV is South Africa's second-biggest privately-@artelevision channel, with an average
viewership of 10 665 000. The channel appealsdweis of either gender (54.1% male and

45.9% female) across all races and income and raggpg (SA yearbook, 2008:122).
2.6.3.2.2 M-Net

M-Net was launched in 1986 and is South Africalstfiprivate subscription television

service. M-Net channels are delivered through anedoterrestrial and digital satellite
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distribution, and offer movies, sport, children’'sogrammes, international and local series,

and local reality shows.

MultiChoice Africa (MCA) was formed in 1995 to mageathe subscriber services of its
sister company, M-Net, and became the first compamythe continent to offer digital
satellite broadcasting. Operations include subsciibanagement services and digital
satellite television platforms, which broadcastifeo and 48 audio channels, 24 hours daily
(GCIS in Kwake, 2007:62).

2.6.4 The Internet

The Internet has become a mainstream form of neediaan integral part of modern life. The
Internet market research company, Nielsen//Net, mateced that the number of South
African citizens registered online has grown bytod21% over the last few years. In May
2007, some 3, 9 million active unique browsers weggstered in South Africa, representing
a 121% increase on the number in May 2005 (SA yed;n2008:115). By the end of 2007,
South Africa had registered at least 7.8 milliorerss which is an increase of about 163
percent (Finn, 2008:n.p.).

In South Africa, men constitute the majority ofdmiet users at approximately 54% (2.15
million) of the total Internet population. In ternaf age, the 25 - 34 year-old group
dominates, constituting around 36% (1.42 millioers} of the online population. The second
largest group, the 35- to 49-year olds, amount toriher 35% (1.37). The majority of the
Internet population speaks English and most of ¢dhéne content is in English (SA
yearbook, 2008:115).

According to ITU (2008:n.p), South Africa has exdee the 1 million broadband subscriber
mark. Telkom has 415 000 ADSL subscribers, Vodabas 360 000 3G/ HSDPA data card
users, while MTN has 120 000 3G/HSDPA data cardsuse the South African network.
The total number of ADSL and HSDPA subscribers am®to 895 000.

2.6.5 Telecommunications Context
South Africa is a leader in ICT development in A#&; and the 20th-largest consumer of IT

products and services in the world. The country &asetwork that is 99% digital, and

includes the latest in fixed-line, wireless andeBi¢ communications. As such, it has the
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most developed telecommunications network on thatiment. Several international

corporations, recognized as leaders in the IT seofterate subsidiaries from South Africa
(SA yearbook, 2008:112).

2.6.5.1 Telecentres

Telecenters have been praised as part of the @oltdi development problems around the

world because of their ability to provide acces$dds. A large number of telecenters have

been introduced and implemented by different gavemts and organisations around the

globe. One category of telecenters are referreMuttipurpose Community Telecenters,

which provide public access to a variety of commation and information services. These

centers are especially seen as narrowing the dlligiivide” in remote, rural and

disadvantaged communities (Dymond and OestmannColé and Roma (2001:2).

Examples of a few South African Telecenters include

Gaseleka TelecentreThis was the first telecenter to be establishedhay South
African Universal Service Agency (USA) in 1998. @keka started out by only
offering access to equipment. It has since branahea various other services
according to need and opportunity. Most people céonghone calls, sending and
receiving faxes, and photocopying. Schools in ttea aise it to bulk-copy question
papers and reports and/or type curricula, repond schedules on computers.
Computer training is a major service provided by @aseleka telecenter (Benjamin,
n.d).

Wudinna Telecenter. This service center caters for the Central/Narthigyre
Peninsula. It was started as a small office thab@duced modern technology to rural
people, and this remains the main focus of theeterit offers services such as
printing and teaching computer literacy to the lmmammunity (Parker, 2004:1).
Mamelodi Telecenter This centre is situated in the Mamelodi Townshipretoria,
also known as the Mamelodi Community Informatiomv@es (MACIS). The
centre trains the community and facilitates tragniand enjoys good community
networks. The greatest challenge the centre factst illiterate people (the ‘target’
community) do not visit the centre because theynateskilled enough to use the
technologies available in the centre (Cole and Rprd@01:57).
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In contrast, public ICT access centers are vergrde, varying in the clientele they serve and
the services they provide. Some are for-profithsag private-sector cyber cafés. These cater
for those who are able to pay for the time spetinerand are fairly popular with the youth,

who play computer games, Net surf or chat onliren{&ine, n.d).

2.7 ICT infrastructure in uMhlatuze Municipality
Umhlatuze municipality has relatively well develdpkCT infrastructure, supported by the
general ICT infrastructure available in South AdricThe ICT infrastructure found in the
uMhlatuze municipality includes the following:

« computers in virtually all businesses and offices;

» telephones lines;

» fax machines;

e copy machines;

* internet connection lines/points provided by Telkom

* mobile phone technology and cell phones are avaikather on contract or as a pre-

paid option and

e anumber of shops selling or maintaining ICTs.

2.8 E-government

E-government refers to government agencies’ utiisaof ICTs that have the ability to
transform relations with citizens, businesses, atker arms of government. These
technologies can serve a variety of different eeds, better delivery of government services
to citizens, improved interactions with businesd ardustry, citizen empowerment through
access to information, or more efficient governmaranagement. Possible net benefits
include less corruption, increased transparen@atgr convenience, revenue growth, and/or
cost reductions (The World Bank, 2008:n.p.). UNESQDO08: n.p) confirms this, by
describing e-governance as the public sector’s afskCTs to improve information and
service delivery, encourage citizen participationdecision-making processes, and make

governments more accountable, transparent andigéfec

Government departments should be able to serviopl@eefficiently. Since they are the

biggest service provider in a country, the govemimshould ensure that all people,

39



irrespective of race, religion and/or educatiorteree equal treatment, services, and access
to information. The ICT tools used in e-governmshbuld, therefore, be able to reach all
people, even in remote areas. ICT tools provideens with a platform to voice their
complaints and concerns, even when they are nettaldontact government offices directly.
Citizens should, for example, have access to thephene numbers of the various
departments, and their e-mail addresses and cealhepmumbers, so that they can

communicate with civil servants at any time (Rogalvernment of Bhutan, 2006:n.p).

According to van Jaarsveldt and van Rooyen (mwhgn a government decides to introduce
e-government into its service delivery systemshduld first ensure that the general mindset
of the public servants is fine with the changes;abee people normally fear change,
especially with new technologies. The governmemukh also engage with the public to

inform and convince them about the importance aivhiatages of e-governance and the
ICTs that enable it.

In order for e-government to make an impact on isendelivery, there needs to be
collaboration and partnerships between all paitieslved, i.e. customers, the government,
private organisations, businesses, and so on.d-anel Morris (2006.) view e-governance as
a participatory process that requires continuopsitiand feedback from the customers (the
public, businesses and officials who use e-goventraervices), who voice their ideas for

the improvement of services.

According to IDABC European e-government servi@g0{:3), the vision for e-government

should address three main domains:

* E-government : the application of IT intra-govermta operations (government to
government or G2G);

* E-service : the application of IT to transform tkelivery of public services
(government to citizens or G2C) and

e E-business : the application of IT to operationsfggened by government in the

manner of G2B transactions (e.g. procurement).
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2.8.1 E-government applications

IDABC (Interoperable Delivery of European e-goveemn Services to public

Administrations, Businesses and Citizens) Europeagovernment services (2007:10)
defines an e-government application as any inteeagbublic service that is delivered
electronically and offered either entirely or partly public administration or with the

authorisation of public administration for the maltdenefit of the end user (which may
include citizens, legal persons and/or other adstriiions) and the public administration.
Any form of electronic service, including stand+ado software, web applications, and
proprietary interfaces offered locally (e.g. ataxdl office counter using an electronic
device), can be considered to be an e-governmgtitcafion, provided that a certain degree

of interactivity is involved.

According to Link Centre (n.d.), the following typ®f e-government applications can be
found in any government structure in the country:

* electronic administration — strengthens governméot government (G2G)
interactions for more efficient internal processes;

» electronic services — strengthens the deliveryuddlip services to citizens and the
business community;

» electronic business — strengthens the businessaatitens between the government
and the business community (G2B);

» electronic citizen — strengthens the interactiotwben the government and the
citizens (G2C), thus permitting citizens more aetparticipation in governance and
democratic processes and

e electronic society — strengthens interaction betwgevernment and the civil
society, thus ensuring more efficient and effecipegtnerships in service delivery

and democratic governance.
Doorgapersad (n.d) believes that e-government @gpins can help fight corruption and

bribery, improve citizen empowerment and partiagggtenhance accountability, and

increase service delivery.
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Different countries and governments have engagechdklves in different e-government

initiatives and examples therefore abound. Somenples are briefly presented below to

illustrate how e-governance is applied in varioosraries and cities:

South Africa. In South Africa, e-government projects like the &y portal, one-
stop shops, etc, enhance service delivery and eeghactape. Through these projects,
citizens are able to interact with the governmertheut untimely restrictions
(Doorgapersad,n.diccording to IDABC European e-government servi@g0{:4),
the South African Department of Home Affairs alsasives to re-define the
relationship between the government and SA’s @i8zeA smartcard-ID that
automates fingerprints is under development, aeddévelopment of an electronic
Population Registry is also under way. Through keme Affairs National
Information System (HANIS) project, citizens carcess birth and death registration
forms online. For the country, the extent to whidnsparency, accountability and
predictability (of rules and procedures) are maderities will determine how much

e-government will work against corruption.

England (the Portsmouth intelligent transportation). The city of Portsmouth in
England started its PORTAL (Portsmouth Online Raale Traveller) in 2004. The
aim of the project was to improve the public trasrsgtion services to its bus users,
estimated at 41 000. The PORTAL uses a wirelesadtwand (Wi-Fi) network that
transfers information and Internet services to shedters equipped with displays and
touch screens. Data is collected from On-Boardd @BUs) from 300 buses, and is
then wirelessly transmitted to central serverdhatRortsmouth City Council Traffic
Control Centre (TCC). The information is then traitsed to bus shelters providing
the users with a range of services, including buiva times, timetables, free e-
mails and a wide range of travel and informatiorvises. The network is said to be

less expensive to operate than using GPRS techn(@itatson, 2006: n.p.).

Canada (the Tillsonburg innovative service delivery. The town of Tillsonburg in

the city of Ontario in Canada improved its opemaicand delivery of services
through its broadband network initiative. This toveteived an award for being the
best in providing e-government services to its camity. The e-government

initiative was introduced because the town’s irdéroommunications and non-
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integrated financial and management systems weyergmased, which led to delays
in the delivery of internal and external servicBactors that led to the systems’
success were connectivity, leadership, trainingplainning, and speed of operations
(Matson, 2006: n.p.).

Texas (Corpus Christi) The city of Corpus Christi in Texas has introdiids own
network to computerise municipally owned utilityngees to reduce costs and
achieve improved operating competences. The Autnnbeter Reading (AMR)
system and wide broadband network were introdugedhb Northrop Grumman
Corporation to the city. The network was introdutedgeneral purposes and public
safety. The network equips the city with the AMRstgyn, collecting water meter
data from residential properties and businesses.network transmits data over the
city’s wireless network to the customer informatiamnd billing system. The city is
expected to save significantly through this netwbécause field personnel will no
longer be required to manually read meters evenytm@atson, 2006: n.p.).

2.8.2 E-government — challenges and opportunities

According to Coleman (n.d.), e-governance offerposfunities for at least ten major

administrative and democratic improvements, i.e.:

cheaper and more effective management and progessinformation;

the free flow of information across departmentsermips and layers within
government;

more professional administrators, supported by dstatized, electronically-
embedded decision-making systems;

the routine provision of services according to inspeal rules, as opposed to client’s
arrangements;

transparency, particularly in relation to the pn@ruent of government services;
opportunities to work in partnership with the ptvasector in modernizing
governmental processes;

the free flow of information between government aitizens;

the strengthening of intermediary democratic iofiths, such as parliaments, local
government, civil society organizations, and theependent media;

opportunities for citizens to participate more dihgin policy development and
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e opportunities to combine traditional and modern huds of accountability

(Coleman, n.d.).

According to the EDC Center for Media and Commumathd the NYS Forum (n.d.), the
challenges facing the proper implementation of vegoment in society are as follows:

A ‘disconnect’ in e-government and digital divide plicies There should be a

study to check the needs of the underserved orinadiged communities concerning

the need for e-government, since the lack thereafdclead to failure or improper
implementation. A strategy should also be in placey and close the digital divide
between government and under serviced communities.

* Unnecessary bells and whistlesGovernment online services should be designed
such that they are easy to access; user-unfrieseilyices tend to discriminate
against physically disabled people, people withtéoh bandwidth, and people with
poor IT skills.

» Lack of accessible standardsThe formats that are implemented by policy makers
in government documents should be easy to access.

* Insensitivity to readability levels. When creating documents for the public, the
government should ensure that they (the documengsin a readable format that is
appropriate to the targeted public.

» Linguistic barriers. The government should see to it that the docusnemratated for
public use are in a language that every citizenthef country can understand,
irrespective of whether they are a majority or mityan terms of the population.

* E-government facility user-unfriendliness The government should ensure that e-
government facilities are as user friendly as fmsgio avoid confusion on the side
of the user.

* Obsoleteness of equipmentThe government should move to new technologies
once they are available, as by doing so, effecégsrand accuracy are improved.

* Funding challenges Technology is expensive and needs to be mairtaateall
times; hence government should make sure that tisefending in place for e-
government facilities.

* Non- engagement of the private sector and civil smty. The government cannot

afford all the costs alone, especially since tetdmorequires some expertise that
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the government might not have. Support from thevgtei sector and non-
governmental organisations are therefore essential.

* Lack of public engagement The general public tends to avoid dabbling in
government activities, so failure to encourage jguparticipation in e-government
programs could lead to a widening of the digitatidi that exists between the
government and the public it is serving (EDC CefweMedia and Community and
the NYS Forum n.d.)

According to Gosebo (2008:n.d.), while the Southicsin government has implemented a
number of e-government initiatives, there are stiline additional challenges that hinder the
proper implementation of e-governance within theggomental context, such as:

* A fragmented government serviceAn example would be when a person wants to
register a company and does not know which depattioego to, since two or three
different departments is allegedly involved. Ongeated, lack of knowledge about
the processes and procedures of that departmerg ihafery difficult to quickly
complete the process.

e Poor turnaround times. Theoretically, many documents can and shoulcehdy in
a short space of time, only to find that it takemeks or months for the documents to
be processed. For instance, when applying for antity document, in theory it
should take hours, but practically it takes on8 taonths.

* Access — There is a big problem with access, for notcéizens or government
officials have access to ICT tools or know how pe@te them efficiently.

* Power failures. The manufacturers of ICT tools assume that ewstylin South
Africa has full access to power. However, interrops to the electricity supply
create huge problems for businesses and individigdignt on ICTs for service
delivery and communication. Large communities also astill generally facing

problems with lack of electricity and can therefem@ply not fully utilise ICT tools.

2.9 Government and service delivery

The Environmental Service Delivery in South Afr{cad.) defines a service as an activity or
action that satisfies a person’s needs. Publiaaelivery is there to improve the lives of
the public in matters of policy, for which a paudiiar public service organisation (e.qg.
municipality) is officially responsible. Electron®ervice Delivery (ESD) is a method used to
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deliver services and conduct business with custenseippliers and stakeholders to achieve
local government developmental goals of improvedtamer services and business

efficiency in a sustainable way (Averweg, n.d).

The use of ICTs has been an instrumental factochanging and renovating public
administration, particularly because ICTs provitevith a faster means to access accurate
information. New technologies, therefore, pave wag for a different type of governance.
Electronic governance has as its goal the improwemokinternal administration processes,
the rendering of better public services, and disfiimg the gap that separates government
from society (Dmochowski, 1996). This requires Icegrvants to adapt and be able to utilise
ICTs effectively in their service delivery to thergeral public, although some ICT tools are
not always user friendly (fax machines, for example

In terms of IT, Dmochowski (1996) argues that ivé&y important to differentiate between
the availability of information, accessibility tle&f, and the ability to utilise it. Civil servants
cannot only focus on new IT to transfer data in lthe of ‘state-to-citizen’, because they
should be aware that groups of citizens might beaded by low literacy levels, weak

telecommunications infrastructure, cost, etc. Cisdrvants therefore must not provide
citizens with too many forms of e-government, egline chat forums, meetings, voting,
debates, petitions, and so on; because potengad nsay experience problems in identifying

their required services and subsequently becomediscouraged (Dmochowski, 1996).

2.10 Government and service delivery in South Afria

The Environmental service delivery in South Afr{cad.) notes that the constitution of South

Africa goes further than other countries’ constttng in guaranteeing the right to basic

services for all South Africans. Every individuashthe right to have access to health care,
sufficient food and water, sanitation servicescteleity and social security. These services
are the responsibilities of the local sphere of egpment. The provincial sphere of

government has the primary responsibility of soselice delivery.
Social service delivery involves, for example, tvevision of health services, education,

housing and social development. The provincial gavent therefore plans, budgets for, and

implements programmes aimed at delivering a braage of services directly to people.
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On a much broader scale, there is the nationalrsgifegovernment, which is responsible for
functions that affect the whole country or that uieg uniformity. This sphere’s
responsibilities include foreign affairs, safetydasecurity, defense and home affairs. The
national sphere of government develops policiesghale service delivery in the provincial
and local spheres (such as broad education pqglidiee national government then monitors
and supports the implementation of these polidies. also bound to deal with issues that

arise between the provinces (Environmental se@t®ery in South Africa: n.d.).

2.11 Training needs for effective ICT use and efféige service delivery

For civil servants to effectively use ICTs to delivservices to the public, and for the public
to benefit from these services and be able to tp@vernance, skills that allow both parties
to use the available ICTs are necessary. AccordmgSouth Australia Government
(2006:n.d), ICT training is very important, espdlgian remote areas where there is a great
need to increase the acceptance of online infoomaéind services. Training and skills

development should therefore certainly includerimeand computer training.

The Presidential National Commission on Informat8wctiety and Development (2008:n.d.)
points out that South Africa is in dire need ofkéls development for service delivery and
developmental purposes. The commission suggestadegories of e-skills that should be
mastered:
e ICT skills for modern life outside the workplaces.idigital literacy/e-literacy.
» ICT skills in the work place to respond to chanipelBusiness processes and industry
structures, i.e. e-skills.

e Technical skills for the specialists required fGifland related industries.

Mbola (2008:n.d) suggests that South Africa isnigyto improve the skills of the public
through ICT training. The country has inauguratedaskills Academy of South Africa with
the aim of increasing the countries’ ICT systembe Tacademy will also improve the
development of professional qualifications in tl&T lindustry. The former president of
South Africa, Thabo Mbeki, stated that it is vamypiortant to train a large number of people,
so that if any emigrate to other countries, SouiticA will still be left with enough skilled

workers to maintain competition (Mbola, 2008:n.d).
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2.12 Challenges and opportunities for implementingICT as service delivery

instruments in South Africa

Since 1997, there has been a significant shorthgkilted personnel in SA, which remains a
threat to in the successful service delivery itikes of government. This skills shortage has
had a negative effect on the lives of ordinary peap the country (Mkhize, 2007:n.p.).
Although South Africa’s government has investedvilgan the acquisition of computers for
all government departments, civil servants stilligtjle to use the machines effectively, as

computer literacy remains a problem.

Benton (2007:n.d.) confirms that managers withisegoment departments are not skilled in
the use of technology. As a result, they cannotenae of newly introduced technological
resources that the government has put in placaharee service delivery to the public. It is
very difficult for unskilled managers to assessway in which ICT tools are used by civil

servants.

Other challenges cited by the Leadership and vioiCT in Parliament (n.d.:n.p.) include:

* high bandwidth costs;

e limited access to the Internet and technology —ympeople in South Africa,
especially those in rural areas, do not have acte#ST facilities. High illiteracy
rates also influence people’s ability to use tifasdities when available;

* resistance to organisational change - as orgaomsathange the way they provide
services and do their work, employees also neadiapt to these changes. However,
in most cases, employees resist changes to oldimgorkethods, which makes the
implementation of ICTs as working tools very ditfit

e computer literacy — many organisations have conmmmjstems in offices, but they
are not used by staff due to their inability to trsem and

* lack of knowledge and information management coemp@és — there is very little
that a person can do without knowledge (or knowdmowledge is power, and a
staff member with little or no knowledge (of ICT@&)ll never perform as well as

someone who knows all about ICTs.
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2.13 Summary

This chapter has discussed ideas and opinions @heutse and history of ICTs in general,
before focusing on discussions surrounding theadd€Ts in government departments to
improve service delivery, also known as e-govereaite literature review has brought to
light that the social aspects of computers, telenanmications and related technologies are
crucial in shaping organisational and social relaiand in enhancing the ways in which
social settings influence the use and design ofsi@rganisational informatics researchers
have found that ICTs can restructure workplacesdhas how they are incorporated into the
everyday lives of those who use them. ICT explmitatin organisational and societal
contexts in Africa faces many challenges, mostheht stemming from Africa’s problems
with ICT use and connectivity. Major challenges line lack of expertise, inadequate
infrastructure, and poor funding. South Africa biieady implemented several e-governance
programmes; some have met with success and somesdesNonetheless, many problems
still hinder the full implementation and acceptarutethese programmes, stemming from
both civil servants themselves and the public imegal.

The research methodology will be discussed in the chapter (Chapter 3).
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CHAPTER 3
RESEARCH METHODOLOGY
3.1 Introduction

This chapter sets out or describe the researchouetibgy used, the target population, the
sampling process and sample size, research ingttameéata collection procedure, data

analysis and problems experienced in the field.

3.2 Research Methodology

Sarantakos (2007:32) defines methodology as thare¢hieal principles and framework that
underpin how research is done from within the canté a particular paradigm. In other
words, methodology translates the principles oa@a@igm into the language of research and
shows how the world can be explained, handled,cgmred or studied. Greaves, Kirby and
Reid (2006:97) define methodology as a step-by-skap of what data gathering instruments
the researcher will use, how the population willseéected, how data management strategies

are likely to be utilised as well as ethical stgis.

Methodology depends on the research model emplbyea researcher in a given project,
and includes basic knowledge related to the subiketresearch methods in question, and
the framework employed in a particular context.dasislly, every investigation has its own
distinct methodology and every researcher emplay®hher own methodology, which may

vary from study to study (Sarantakos, 2007:33).

According to Neuman (2006:79) research methodolegywhat makes social science
scientific. Research methodology is concerned witparticular method of inquiry that
provides answers to questions like:

What are researchers trying to do when they coneseiarch?

How do researchers conduct research?
Methodology is divided into two paradigms, i.e. gquiative and qualitative research, and

while Neuman (2006:151) asserts that they diffemeny ways, he also explains that they

complement each other as well.
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Qualitative research method -With this method, data is presented in the forrwofds and
images from documents, observations and transcrijgtsording to Neuman (2006:151),

gualitative research relies on interpretive oricaitsocial science. Qualitative studies apply
logic in practice (the logic of how research isuatly carried out) and follow a non-linear

research path. Qualitative researchers interpeetmbrld through cases and contexts. Their
emphasis lies on conducting detailed examinatidreases that arise in the natural flow of
social life. Qualitative researchers try to presauthentic interpretations that are sensitive to
specific social-historical contexts. Dooley (19%R? defines qualitative research as social

research based on field observations analysed wittatistics.

It is open and flexible in virtually all respectsrimarily because the research process is
influenced by the respondent. In qualitative redeathe researcher maintains direct or close
contact with the respondent and uses a dynamimapprwhile investigating phenomena.
Qualitative research is holistic (studies the whotet) and places priority on studying
similarities (Sarantakos 2007:55).

Quantitative research method— Data in quantitative research is presented asbets
garnered from precise measurement. Most quangtatesearchers rely on a positivist
approach to social science. They apply reconstlucgic (the logic of how to do research
that is highly organised and restated in an idedJiformal, and systematic language), and
follow a non-linear research path. Quantitativeeagshers speak the language of variables
and hypotheses. Their focus lies in precisely niagwariables and testing hypotheses that
are linked to general causal explanations (Neur2@®6:151).

According to Sarantakos (2007:55) the purpose ahtjtative research is to explain social
life. It is nomothetic (interested in establishilagv-like statements, causes, consequences,
etc) and its primary function is to test theori@siantitative research employs an objective
approach and is etiological (interested in why dgkitnappen) and ahistorical (interested in
explanations over space and time). It is a cloggutcach (i.e. strictly planned) and the
research process is predetermined. In gquantitategearch, the researcher maintains a
distance from the respondent. The approach iscstauil rigid and employs an inflexible
process. A lot of priority is placed on studyinffeliences (Sarantakos 2007:55).
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3.3 Method and Research Design

Methods are tools for data generation and anallysectically, methods are the main tools of
social scientists and are chosen on the basisitefiarrelated to or even dictated by the
major elements of the methodology in which they emgbedded, such as perception of
reality, definition of science, perception of hunagings, purpose of research, and type of
research units (Sarantakos, 2007:34).

This study used both qualitative and quantitatippraaches in a survey research method.
Survey research samples a number of respondentalhave to answer the same questions.
Through a survey, researchers can measure margbles) test multiple hypotheses, and
infer temporal order from questions about past Wel@® experiences or characteristics
(Neuman, 2003:276).

The study used mixed methods because the reseavah&zd to get the different viewpoints
of its target population. The researcher felt tha qualitative method would provide
detailed data which is relevant when solicitingieas views from respondents, while also
using quantitative method may solicit informatitvatt may have not been covered by another
method. Furthermore, adopting both approaches edswliability in the study. The two

methods may counter check each other.

According to Neuman (2003:276) survey researchlesabresearcher to gather information
about their target population without undertakinganplete enumeration (details). This
study undertook the same approach; only a sampteeopopulation was studied and the

results from this group were used to generalizasddout the entire population in question.

Bierkens, Brus, Gruijter and Knotters (2006:1) defsurvey as collecting information on an
object with a spatial scope through observatiorsuch an extent that potential changes of

the object during the observation are minor.

Ocholla (n.d.) explains that survey research iseuadten either with questions in a written
guestionnaire (mailed or handed out to people)wmnd an interview, when respondents’
answers are recorded. The researcher does not uetrihe situation or condition (as in an
experiment) - people simply answer questions. Aieyiresearcher often uses a sample or a
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smaller group of selected people (e.g. 150 stujiamis then generalizes the results onto a

larger group (e.g. 5,000 students) from which thalker group was chosen.

3.4 Population

Neuman (2006:224) defines a population as a lamg® pf cases or elements, such as

persons, groups of people, organisations, writteuchents, symbolic messages, or even the
social actions under investigation. He further megi a population as the abstract idea of a
large group of many cases from which a researctavsia sample and onto which results

from a sample are ultimately generalised. In fdawt term universe is sometimes used

interchangeably with population (Neuman, 2006:2P%oley (1995: 133) sees a population

as the process whereby researchers generalisélfeansample all potential elements.

The target population is a concretely specifiedjdagroup of many cases from which a
researcher draws a sample and onto which resolts & sample are generalised (Neuman,
2006:224).

This study targeted civil servants in the uMhlatdenicipality from the Departments of

Education, Health and Social Development as welihasclients seeking service from the
above mentioned departments. For the purposesoétidy, only three Departments were
selected, i.e. the Department of Education, theaDepent of Health, and the Department of
Social Development, because of logistical, finah@ad time constraints. It was also
assumed that findings of these three departmenttdwovide enough insight to generalise

about the situation in all government departmeitisiged within the area of study.

The three departments were specifically selectechlse they are responsible for the
delivery of a number of services that directly affthe daily lives of most of the country’s
population. It was consequently assumed that tdepartments would be at the forefront of
ICT utilisation in order to streamline their semidelivery to the public. However, it was
also hypothesised that this may not (always) be#ise from observing people often having
to queue for many hours or being frustrated witlicisis who are ineffective and
cumbersome in their dealings with their problembe Btudy, therefore, chose the three
departments as its population (Education, Health Social Development departments)
because it was thought that they would give a \geryd indication of whether or not ICTs

are used, and their effectiveness with regardnacedelivery.
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3.5 Sampling

Sampling enables the researcher to study a rekatsreall number of units in place of the

target population, and in doing so, obtain datd tharepresentative of the whole target
population. Sampling is, therefore, the processhafosing the units of the target population
that are to be included in a study (Sarantakosy/2@®). For the purposes of this study,
sampling was used to select the limited numbeegpondents from the entire population so
that they can represent the whole population. Atiogrto Sarantakos (2007:141), sampling
is generally divided into two approaches, namebbpbility and non-probability sampling.

3.5.1 Non-probability sampling

This method is less strict and makes no claim dépresentativeness. It is generally left up to
the researcher or the interviewer to decide whigmpme units should be chosen, and is
employed in exploratory, observational and/or datilie research (Sarantakos, 2007:141).
Non-probability sampling is further sub-divided antdifferent types, i.e.; haphazard

(accidental or convenience sampling), quota samplurposive or judgemental, snowball
sampling, deviant case sampling, sequential samplmd theoretical sampling. Dooley
(1995: 135) defines non-probability sampling as amgthod in which the elements have
unequal chances of being selected. Jackson (200fuBer explains that non-probability

sampling is likely used because it is less expenand much easier to generate samples.

Non-probability sampling was used in this studyeafically the judgemental or purposive
sampling technique, to select the departments ihlatdze city. Purposive sampling is an
acceptable kind of sampling for special situatighieuman, 2006:222). In judgemental
sampling, the researcher gets all possible casssfithparticular criteria, using various
methods (Neuman, 2006:220). Neuman (2006:222) tassleat in purposive sampling,
researchers purposely select subjects who or wiichheir, opinion, are thought to be
relevant to the research topic. The researcherusayurposive sampling to select members
of a difficult-to-reach, specialised population.rpasive sampling is appropriate for the
selection of unique cases that are especiallynmitive (Neuman, 2006:222).

Once the departments were selected, a sample esesefrom all the civil servants

working in the Departments of Education, Health &wtial Welfare in the uMhlatuze

municipality. The following sample sizes were stdec
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Table 2: Sampling frame and sampling size

Departments Total of Employees | Sample size
Education 132 33

Health 103 20

Social Development; 12 12
Esikhaleni

Social-Development 13 13
Ngwelezane

Social Development Richards06 06

Bay

Total 266 84

The sample sizes for each department were caldu&t&% for Education, 5% for Health,
and 100% for Welfare (Esikhaleni, Ngwelezane anch&ids Bay). A sample of 3% was
opted for from the Department of Education becauné servants from this department (all
132 of them) are employed throughout the distvittich geographically speaking, covers up
to Nkandla and Eshowe. For convenience purposdgeomployees from the Department of
Education’s head office based in the uMhlatuze Mipaiity (in Empangeni) were targeted,
as it was assumed that their answers would be geptative of the situation in all the other
regional offices. A sample of 5% was selected ftbmDepartment of Health because there
were (at the time of writing) 103 employees workinghe Umfolozi district, which covers
an area that extends beyond the boundaries ofMidatuze Municipality. This percentage
was also chosen because some of the Departmermtaithf$ employees are not office-based,
which makes them difficult to trace. Their seleotiwvould have made it difficult for the
researcher to distribute and retrieve questionsaifeence the decision was made to
concentrate only on the office-based staff. Siti made the population size much smaller,

the percentage was raised to at least get viapléd.in

All the civil servants from the Department of Soéddevelopment were selected because the
social workers employed at these offices (Esikhgwigwelezane and Richards Bay) were
very small in number. There was no reason to sathgie when all of them (100%) could
participate.

Generally, it was observed that employees frometlilepartments do not all work in offices

(office-based); some work in the surrounding comitiesy for example a few employees

55



from the Department Education (circuit inspectogs) to schools for evaluation and
supervision; the Department of Health has inspedtuat go to clinics and hospitals to check
and evaluate their work and progress; and the Dmpat of Social Development has social
workers that go out and visit old-aged people #irthespective homes or care centres, or go
to courts to listen to maintenance cases or agsgble with other social ills that generally

afflict society.

Once the sample sizes were determined, questi@snaiere randomly distributed within
each targeted departmental office because offia ate often busy with visits to other
offices in the arealhese employees come to the district office onlemkhere are special
meetings, otherwise they are out in the communibykimg, for example in mobile clinics
The questionnaires were distributed to those staifnbers who were available and in their
offices during the distribution of the questioneair For the managerial interviews, a sample
of managers was also selected. To select this sarti@ purposive sampling method was
used, as each department has one manager respdiositiie services of that department or
office, and these formed the population (3) reqlifer the interviews. The study also
sampled clients that were coming to make use of sbevices offered by the three
departments. The researcher conducted interviewh wlients that were haphazardly
selected from the departments’ premises. Only @ntdi from the Department of Education
and 4 from the Department of Social Developmentewszlected and interviewed, as no

clients visited the Department of Health.

3.6 Research Instruments

The most common types of research instrumentsdralsor survey research are interviews,

observation and questionnaires.

3.6.1 Interviews

The goal of survey research interviews is to ob&aicurate information from other persons.
The interview is a short-term, secondary sociaranttion between two strangers with the
explicit purpose of one (the interviewer) obtainisygecific information from the other [the

interviewee] (Neuman, 2006:304). The main advant#gée interview schedule is that the
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respondents get time to face the researcher, aischtbre in-depth information is likely to be

received.

In a survey interview, the interviewer asks quewio The respondents share their feelings
and opinions to the interviewer. The interviewernian-judgemental and does not try to
change the respondent’s opinions or beliefs, attholie or she does try to obtain direct
answers to specific questions. The interviewer @vanaking ritual responses that may
influence a respondent and makes every attempedk genuine answers. The respondent
provides almost all the information. The interviewentrols the topic, direction, and pace by
keeping the respondent “on task” and containinglemant diversions. The interviewer

attempts to maintain a consistently warm, but seri@and objective tone throughout.

Respondents should not evade questions and aretedp® provide trustful, thoughtful

answers (Neuman, 2006:305). Interviews can eiteadmducted face-to-face, telephonically

or via email (Neuman, 2006:300).

Interviews were conducted with managers and cliengsch of the departmental offices.
The interview schedule asked (civil servants) wgrestions concerning:

e services rendered to the public;

the public’s level of satisfaction with servicdidery;
e use of computers for service delivery;

» the impact of computers on service delivery;

» the challenges faced in service delivery and

* how computers can be used to improve services.

The interview schedule for clients (public) consisof nine questions, i.e.:
* services required by the clients;
» frequency of visits to departmental offices;
» satisfaction with service delivery;
* problems faced when seeking assistance;
e opinion on the use of computers to improve serdelevery;
» utilization of computers if available to obtain &ees;
* improvement of services and

¢ accessto ICTs at home.
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3.6.2 Questionnaires

A questionnaire is an instrument used to provide risearcher with the information they
need to formulate data for a study (Sarantakos72d@). The researcher weaves questions
together so that they flow smoothly. The questianenasked both closed and open ended

type of questions.

The use of questionnaires is very common in theiakosciences. In most cases,
guestionnaires are employed as the only methocataf dollection. In other cases they are
combined with other methods. In either case theyadministered to the respondents by mail
or personally by the researcher. The main chaiatiteof this method is that data is offered
by the respondents with limited interference on pilaet of research personnel (Sarantakos,
2007:223).

For the purposes of this study, a questionnaireusasd to collect data from the civil servants
in the three selected departments. The questiannais opted for because questionnaires are
less expensive, produce quick results, can be asatplat the respondent’s convenience,
offer greater assurance of anonymity, and the tqresthemselves are stable, consistent and
in uniform measure (i.e. without variation).

The researcher administered the questionnaireseHinasthe departments in question, i.e.
Education, Health and Social Development, and enatyeed dates, they were collected

again. The questionnaire consisted of six parts:

» Part one Personal information (job titles, gender and level of education)

e Part two —ICT accessibility (of access to ICT tools like computers, internet
services, etc.)

e Part three dypes of ICT applications and servicegICT tools available and used
in the department, problems experienced when usifigtools, use of ICT tools in
the office or when servicing the public)

» Part four —The level and range of use/interaction with ICTqlevel of ICT use by
staff, time spent using ICT tools, how ICTs areduleg staff, etc.)

» Part five —Impact of ICTs tools and services(which ICT tools are considered
effective for office use)

» Part six —Training needs(where ICT training is required)
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3.7 Procedure of Data Collection

Prior to the field study, the departments weretetsby the researcher to seek permission to
conduct research. In each case, a letter writterihbyLibrary and Information Science
Department was presented, outlining the study atrdducing the researcher. Unfortunately,
the managers of the three departments had notaghithorise the study. The researcher was
advised to write to the cluster managers in Ulundtio, as it turned out, also had no right to
grant permission. Eventually the researcher wassadvto write to the Head of the
Department in Pietermaritzburg for permission, raftdich the field study could proceed.
This process was completed over a two month period.

The departments responded positively - Table 2 shbe distribution and response rate. The
guestionnaires were returned via the receptionigach department. The respondents were
asked to place the completed questionnaires irxahat was placed by the researcher in the
reception area, from where they were collectecheragreed dates.

Table 3: Questionnaire Responses (Procedure of DaGollection)

Departments Handed Out Received Back| Percentage
Education 33 21 64

Health 20 09 45

Social Development ;12 05 42
(Esikhawini)

Social Development | 13 07 62
(Ngwelezane)

Social Development | 6 6 100
(Richards Bay)

Total 84 48 58

The reason for the low response rate was that gluhie time of distribution it was late
November when a number of civil servants were @vde Some of them did not return the
guestionnaires to the agreed upon collection p@mextract the largest number of responses
possible the researcher gave the respondents datlary/February to return the
guestionnaires, but still there were not a hugernetrate, and some have mislaid the
guestionnaire. Due to time constraints the researetas forced to continue with the
responses he got. It was also reasoned that a &8%h rate was big enough to make general
assumptions about the situation in the Departmemdger study.
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3.8 Data Analysis and Presentation

Once data is collected, it is essential that drganised in such a way that conclusions may
be drawn. According to Sarantakos (2007:313) thecews of data processing and of
converting raw data into meaningful statements tilemmvise known as the analysis and
interpretation of data. According to Neuman (2068)1 data analysis is a technique used to
gather and analyse the content of text. Conterdrgefo words, meanings and pictures,
symbols, ideas, themes or messages that can bewuoated. In this study, the data was

analysed manually, and tables and descriptions ussé to present the results.

3.9 Constraints

The whole research exercise was eventually suedebkiwever, the researcher encountered

a few problems before, during, and after the fatidly.

3.9.1 Before going on to the field

The nature of this study necessitated funding fexternal sources, in this particular case,
the university. The process of getting funds wasgeated, with a lot of procedures that

had to be followed before funds could be secuteok more than two months to obtain the
funds that enabled the researcher to distributeqtestionnaires. The Faculty Research
Committee first had to review the research propbsé#dre it could be approved. The project
then had to be registered with the research comeniind only after this was done could the
researcher apply for research funds, which hadbteig a committee for approval as well.

All of this proved time-consuming.

As already mentioned, the researcher also hadkidoagpermission to conduct research at
the targeted departments (Education, Health anéalSDevelopment), a process that took

more than 2 months to complete.

3.9.2 Conducting the field study

The researcher encountered a few problems whildumtimg the field study. For one, some
staff members did not honour their appointments nwitee researcher set out to receive
guestionnaires or provide clarity on some sectioihthe questionnaires that were deemed
unclear by the staff. The researcher often arready, only to find that there was a meeting

60



at the same time as the scheduled appointmenthabstaff members were not present at
work and had not informed [the researcher] of tlabisence. Another problem was that on
occasion, the researcher missed appointments iwedrtate at the various departments
because of the lateness of staff visited prior teeio scheduled appointments. Further

problems encountered in each department are destistow.

3.9.2.1 The Department of Education

By the time the researcher was granted permissionas already November, thus many
employees were at marking centres where they wegharge of supervising the marking
process of the 2007 Grade 12 papers. The reseadeungied to return in February to
distribute the questionnaires. This worked welbgghen, all the staff members were back

from their holidays, and the questionnaires weramgeted and returned as agreed.

3.9.2.2 The Department of Health

In November 2007, 20 questionnaires were giverméoManager of Human Resources who
promised to distribute them to the department’s legges. However, because the majority
of staff members were on leave at the time, the &uiResources Manager misplaced the
guestionnaires and then requested the researchethier return in February to administer
them again. This was done, and the completed questires were submitted on the agreed

date.

3.9.2.3 The Department of Social Development

The employees targeted in this department were lynasocial workers, seeing as
administration clerks and administrators are naésrworking for the Department of Social
Development (they now belong to the SASSA - SoutiicAn Social Security Agency). The
social workers were found to be very busy peoplanbst cases they were not available in
their offices because of their busy schedules. ;Tbfisn when the time came to collect the
guestionnaires, it was found the social workersmdithave sufficient time to address them.
The researcher kept checking for the outstandirggtipnnaires until he was satisfied of the

responses.

It was also difficult to trace clients who used thepartment for interviews, as most of the

clients who were on the premises at the time wédepeople who could not understand
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English. The researcher was forced to translatejtiestions into isiZulu so that they could
understand. At a later stage, the answers werslataad back into English. Four clients were

eventually interviewed.

3.9.3 After conducting the field study

A lot of time was wasted due to the problems entared before the field work could
commence. The study work plan was totally disruptesdulting in late nights and a working
holiday. There was also a problem encountered dutie analysis of the collected data.
Since the researcher had planned to use the &@itiBackage for Social Sciences (SPSS), of
which he is not an expert, an analyst was arrangedwas, however, not available during
the time scheduled for the analysis, forcing theeaecher to wait until he had returned. This
also took up too much time, eventually resultinghie (researcher’'s own) manual analysis of
the data. Manual analysis is when a researchemasssientific method but count with his or

her own hands.

3.10 Summary

This chapter has discussed the methods used tergddlta for the study. The population of
this study consisted of three departments (Edutati@alth and Social Development) from
the uMhlatuze Municipality. The study used purpessampling for the general respondents.
The study also used the interview schedule toviger managers and a few clients who were
on the premises of the various departments, usiaghdwzard sampling to select the

respondents.

The next chapter presents the data analysis. (Ehédpt
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CHAPTER 4

DATA PRESENTATION AND ANALYSIS

4.1 Introduction

Chapter four presents the data and analyses theadabrding to the objectives and items in
both the questionnaire and the interview scheduldse questionnaires gathered data
pertaining to personal information, ICT accesdijiltypes of ICT applications and services,
the level and range of use or interaction with IQhe impact of ICT tools and services, and
the training needs of the civil servants. The saahgitaff members from the Departments of
Education, Health and Social Development were gihensame questionnaire to complete
and the results were analysed separately for eaphrtinent to draw a comparison in the

ways they each use ICT tools and services to resgteices to the public.

As noted earlier, the researcher also interviewadous employees and clients from the
three departments. One manager from each officeimtassiewed, and four clients from
each of the Departments of Education and Sociale@gment were approached. Clients
from the Department of Health were not interviewsetause they primarily consist of
traditional healers, Non-Governmental Organisatidh850s) and municipalities who

generally do not visit the department’s premisesévice delivery.

The responses were analysed manually. The anallyii® questionnaires is presented first,

followed by the interview results.

4.2 Profile of respondents
4.2.1 Departmental representation (N=48)

The Department of Education produced the highesteun of responses (21; 44%) followed
by the Department of Social Development (18; 3884 lastly the Department of Health (9;

19%), as shown in Figure 1 below.
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Fig 2: Department representation
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4.2.2 Personal Information
4.2.2.1 Current Job Titles

This question sought to ensure that a wide spectiustaff members were included in the
analysis. It was noted that in all three departsiethie respondents were from all sectors, i.e.
administration (clerks), office (subject advisosmcial workers, health promoters) and
management (deputy chief director, environmentahlthe practitioner, development

practitioner).
The results presented in Table five suggest that wiothe respondents were administration

clerks - a job that was common across all the thegartments - followed by deputy

directors (the public servants mandated to dedd thi¢ general public on a daily basis).
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Table 5: Job title (N=48)

Education (N=21) Health (N=9) Social Development
(N=18)

Staff Job Title Staff Job Title Staff Job Title

Description Number % | Description Number %  Descoipt| Number | %
n

Office based 2 10 | Environmental 11 | Clerk 2 11

Educator Health

Practitioner

Deputy Chief 1 5 Health Promoter 1 11 Develop-| 3 17

Education ment

Specialist practitioner

Educator 2 10| Administration 11 | Social 8 44

Clerk worker

Subject Advisor 3 14| Nurse 4 4%  Administral 6
tion
support
head

None 3 14 | Secretary 1 11  Supervisorl 6
-Social
worker

Curriculum 1 5 No response 1 11 Typist 1 6

Specialist

Assistant director| 1 5 Office 2 11
manager

Personnel officer 1 5 Admini- | 1 6
stration
clerk

FES-Office based| 1 5

educator

Senior education | 1 5

specialist

Co-coordinator 1 5

Senior 1 5

administration

clerk

Administration 1 5

clerk

Secretary 1 5

Deputy chief 1 5

director

4.2.2.2 Qualification levels of the Civil Servants

Table 6 indicates that most of the respondentsattathed a Bachelors Degree. A number of
respondents from the Department of Education htdnad further qualifications, such as
Masters degrees (4) and other post-graduate quaidns (10). Most of the staff members,
therefore, generally appear well educated. The egat of Social Development possessed
10 respondents with Bachelors Degrees, 3 with gastuate qualifications, and one with a
Masters Degree. Most respondents from the Depattofddealth had Diplomas (4), with 1
Masters and 1 Bachelors Degree, and 2 post-grafpiemas.
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Table 6: Level of Qualification (N=48)

Education (N=21) Health (N=9) Social Development (N=18)

Qualification | Response| % | Qualification | Responses %] Qualification | Responses| %

Bachelors 3 14 | Diploma 4 45| Diploma 2 11

Degree

Post-graduate | 9 43 | Certificate 2 22| Certificate 3 17

Diploma

Masters 4 19 Post-graduate| 1 11 | Masters 1 6

Degree Diploma Degree

Certificate 4 19 Masters 1 11 | Bachelors 10 55
Degree Degree

Honors 1 5 Bachelors 1 11 | Post-graduate| 2 11

Degree Degree Diploma

4.2.3 Gender distribution

Figure 2 shows that there were more female (34;)#E%pondents than male (14, 29%) in
the surveyed departments. The nature of the workeda and by the departments —
stereotypically is in favor of females - is posgibkhind this. This is particularly the case in
the Departments of Social Development and Healtierer most of the social workers were

female.

Fig 3: Gender distribution
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4.2.3.1 The management level of the respondents

There were no responses from the top managemerd, acen though questionnaires were
also distributed to this group. Managers are bueypfe and, therefore, do not always have

the time to complete surveys. Most of the resporsesived were from middle management,
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i.e. deputy directors and middle managers. Therskt@rgest group of respondents consisted
of ordinary staff members who were not involvedaimy managerial or senior positions.
Lower management includes supervisors and depuhageas. The results are summarised
in Figure 3.

Fig 4. Level of management
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4.2.3.2 Access to ICT tools

The civil servants were required to indicate whethey had access to ICTs. The results in
Table 4 illustrate that tools like computers (180%), fax machines (18; 100%), copy
machines (18; 100%), printers (18; 100%), overh@agectors, Intranets (11; 52%), mobile
phones (14; 67%), diskettes and telephones (18%)1@@t used frequently, particularly in
the Department of Education and the DepartmentesltH. Video cameras (4; 44%), video
recorders (4; 44%), the Internet (3; 33%), scannedio, data projectors, and databases
recorded seldom use in the departments. The Departof Social Development recorded
the lowest amount of access, particularly to mopiienes, television, radio, video cameras,
video recorders, sound/tape recorders, overhegdatoos, the Internet, and data projectors.
The Internet is a modern way of providing accessmformation, but Table 7 suggests that

there does not really seem to be abundant accéss tany of the departments.
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Table 7: Access to ICT tools (N=48) A=Accessible NA=Not Accessible
ICT tools and Education (N=21) Health (N=9) Social Development (AL8)
Services

% NA % A % NA % A % NA Do

Computer, i.e. PC 18 8p 3 14 8 89 0 0 18 100 1 6
Laptop Computer g 38 11 52 2 22 5 56 4 22 9 50
Internet 3 14 1§ 8¢ 3 3B 4 44 2 12 0 56
Intranets 11 52 ¢ 43 i 78 1 11 4 p2 9 50
Databases (online) P 10 15 T1 3 33 5 56 3 17 9 50
Telephone 19 9( 2 1p 7 18 0 0 18 100 0 0
Mobile phones 14 67 b 24 3 33 3 33 2 12 12 67
Television 5 24 13 61 3 3B 4 44 0 0 12 67
Radio 3 14 15 7] 1 11 5 56 0 0 12 67
Video Cameras K 14 16 16 3 33 4 44 0 0 12 67
Video Recorders 1 b 1B 86 1 11 4 A4 0 0 12 67
Sound/tape recorders 3 14 14 67 1 11 5 56 0 0 12 67
Overhead projector 15 711 4 19 4 A4 4 44 0 0 12 67
Fax machines 19 9D P 10 8 39 0 0 18 100 0 0
Digital camera 2 10 14 6l 4 44 3 33 0 0 12 67
Printer 17 81 3 14 8 89 D 0 18 100 1 6
Scanners 5 24 18 61 3 33 4 A4 3 17 7 39
Data projector 4 19 14 6|7 7 18 1 11 0 0 11 61
Diskette 16 76 3 14 3 8P 0 0 6 33 8 Al
Copy machines 14 9D P 10 8 89 0 0 18 100 0 0
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4.2.4 Civil servants’ level of access to a computésr work purposes or service delivery

Civil servants were asked whether they have adoeascomputer system where they work or
in their offices where they assist the public. Tiesults in Table 8 below indicate that
computers are now generally available in Publicv&atis’ Office. A number of respondents

indicated that they could access computers in tféages and even at home.

Table 8: Access to a Computer (N=48)

Descriptions Education (N=21) | Health (N=9) Social
Development
(N=18)

Number | % Number| % Number %

Share in Office 2 10 1 11 5 28

At home 4 19 1 11 0 0

In Office 5 24 4 44 6 33

Laptop 6 29 1 11 1 6

Both at home and | 5 24 3 33 4 22

Office

No response 2 10 2 11

4.2.5 Access to Internet Services

The results in Table 9 below indicate that in neastes, the Internet is not available for use by
the departments to deliver services to the puldicoodo their daily work. Across all the
departments, there was generally no access tmtemeét. Where it exists, Internet access is
shared, which is a problem because one cannottigécsurf the Internet and produce good
results when one is expected to share with otletexrnet can be used to download important
documents or forms that people need on daily baggevernment departments. E-mails can

be sent to enquire some applications that were rtaldead offices.
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Table 9: Access to Internet Services (N=48)

Education (N=21) Health (N=9 Social Development (N=18)
Description | Number | % | Description | Number | % | Description | Number | %
No access 10 48/ No access 3 33 No access 13 72
Share in 1 5 Via Laptop | 2 22 | At home 2 11
Office and Mobile
phone

Via Laptop | 5 24 | In Office 2 22 AtPC 1 6

where |

assist public
Both at 1 5 Share in 2 22 | Sharein 3 17
home and Office Office
office
In Office 2 10
At home 5 24

4.2.6 Availability of ICT applications for office use or public service
In order to be able to deliver services quickly &fficiently, civil servants need to have ICTs
physically available. With this question, the resbar wished to determine whether or not civil

servants have accessl@r tools that would enable them to improve serdeévery.

Table 10 below indicates that availability is a lgemn with regard to certain ICT tools in
government departments. The only ICT tools thatgamerally available, even then mostly for
office use, are tools such as telephones, computepy machines, printers, fax machines and
(on occasion) Intranets. Tools that are somehaoavaitable include: laptop, television, radio,
digital camera, databases (online) and video canéditae results clearly show that ICT tools
are more readily available for office use than goblic service delivery. The Department of
Education reportedly has computers (14; 66% edotrgnets (13; 62% each), telephones (12;
57% each), printers (14; 66% each) and copy mashib®2; 57% each). The Department of
Health has computers (8; 89% each), Intranets§%; @ach), telephones (8; 89% each), mobile
phones (5; 56% each) and fax machines (7; 78% geanH)printers, data projectors, diskettes
and copy machines (8; 89% each). The Departme&boial Development has a large number
of computers and telephones (17; 94% each), amdfaxsmachines (15; 83% each), printers
(12; 67% each) and copy machines (14; 78% each).
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Table 10: Availability of ICT applications (N=48) OU=0ffice Use PS=Public Service

ICT tools and Education (N=21) Health (N=9) Social Development
Applications (N=18)
ou % PS % |OU | % PS % ou % PS | %

PC 14 66 3| 14 8 89 1| 11 17 94 4 22
Laptop Computer 6 29 3| 14 2 22 3| 33 5 28 0 0
Internet 2 10 0 0 3 33 1| 11 3 17 0 0
Intranets 13 62 0 0 7 78 1 11 5 28 2 11
Databases (Online) 0 O 1 5 4 44 1| 11 3 17 0 0
Telephone 12 57 3 14 8 89 3 33 17 94 5 28
Mobile Phones 7 33 2| 10 5 56 3| 33 0 0 1 6
Television 2 10 0 0 2 22 2| 22 0 0 1 6
Radio 2 10 0 0 0 0 1| 11 0 0 1 6
Video Cameras 1 5 3| 14 3 33 4| 44 0 0 1 6
Video Recorders 0 0 3| 14 1 11 3| 33 0 0 1 6
Sound/Tape recorders 3 14 1 5 1 11 2| 22 0 0 1 6
Overhead projector 8 38 4| 19 3 33 3| 33 0 0 1 6
Fax machines 10 48 2 10 7 78 2 22 15 83 4 22
Digital camera G 0 1 5 3 33 4| 44 0 0 1 6
Printer 14 66 1 5 8 89 2| 22 12 67 4 22
Scanners 6 29 0 0 4 44 3| 33 3 17 1 6
Data projector 4 19 0 0 8 89 2| 22 0 0 1 6
Diskette 8 38 1 5 8 89 1| 11 3 17 1 6
Copy machines 1p 57 3| 14 8 89 2 22 14 78 5 28
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4.2.7 Problems encountered when using ICT tools

The use of ICTs can pose many problems to its uS@ese problems can quite often inhibit
users of ICTs from working efficiently, or they ckrad users to rather opt for paper-based or
manual analyses. This question, therefore, sowgiakentify the problems that civil servants

face when using ICT tools for work purposes or migithe service delivery process.

Table 11 shows that ICT skills’ shortages are moigtic especially among civil servants in
the Department of Health, while lesser so amongther two departments. According to the
respondents, a number of services cannot be usetbdhe lack of proper training, creating
problems for those wishing to connect PCs to netsjosend e-mails, use PowerPoint,
operate data projectors, use the spreadsheet, withkdatabases, surf/use the Internet, or
simply set up computers. The printer is the onbl tbat all the respondents had no problem
using, as the results illustrate. Employees from Bepartment of Health did not have
problems with file management facilities, the WindoOperating System, and keyboard
functions; major problems reported by the departirmeamployees were in using computers
for accounting in spreadsheets (56% each), maintaiRCs (56% each), operating video
cameras (67% each) and operating scanners (56% @asmall number of respondents from
the Department of Education reported very few potd in using certain ICT tools, for
instance connecting to networks in PCs and trotbleting (38% each), and setting up PCs,
operating video cameras, and operating scanne® €®h). Very few respondents from the
Department of Social Development indicated problenhsit those that did cited
troubleshooting (44% each); operating data projsaiging PowerPoint, sending e-mails and
setting up PCs (39% each); and operating video @snesing the Internet, and connecting
networks to PCs (33% each).
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Table 11: Problems experienced when using ICT tooknd Services (N=48)

Problems Education Health Social
(N=21) % (N=9) % Development %
(N=18)

Cannot use file management facility on PC 5 24 0 0 3 17
Cannot use Windows Operating System effectively 2 10 0 0 1 6
Do not have effective keyboarding skills 3 14 0 0 3 17
Cannot use word processing facility in the PC 2 10 2 22 0 0
Cannot use PC for accounting in a spreadsheet 6 29 5 56 5 28
Cannot use Databases 6 29 3 33 5 28
Cannot use presentations programmes i.e. PowerPpint 2 10 1 11 7 39
Cannot send an e-mail 1 5 1 11 7 39
Do not know how to use Internet 2 10 1 11 6 33
Do not know how to connect Network into PC 8 38 4 44 6 33
Cannot set up PC 7 33 2 22 7 39
Cannot maintain PC 4 19 5 56 4 22
Cannot solve troubleshooting problems 8 38 4 44 8 44
No ICT support team in the Department 4 19 4 44 1 6
Cannot operate tools such as the video camera 7 33 6 67 6 33
Cannot operate tools such as the data projector 210 3 33 7 39
Cannot operate tools such as the scanner 7 33 5 56 5 28
Cannot operate tools such as the printer 0O O 0 0 0 0
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4.2.8 ICTs utilised for work or service delivery puposes

ICT tools can be used for various purposes depgndimthe work environment and what
output is expected from their users. This quessiomght to establish what ICTs are used by
the civil servants for specific work-related puressThe respondents indicated (see Table 12)
that all of the mentioned ICT tools are used in diepartments, albeit mostly for the same
work. Respondents from the Department of Educatimted that tools such as the telephone,
fax, PCs and e-mail are frequently used. The Pidsnost used tool in the Department of
Education. Responses indicate that employees fhrenrDepartment of Social Development
used ICT tools less than the other departmentsgtample, the Internet is only used for
research purposes and PowerPoint for presentatfmgerPoint can also be used for graphic
design. Other departments also made use of poogeahd PCs. The Department of Health is
the only department that organised educationalstalken generally assisting the public,
which is very impressive because talking to peapkaways better than communicating with
them via computers and telephones. Intranets wadkeused by the Department of Education
for both educational and research purposes.
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Table 12: ICT tools used for work (N=48)

Work Done Education Health Social Development
To collaborate with | Internet, Telephone, Fax,
Civil Servants Telephone, Cell phone, Telephone,
e-mail, Fax, Cell phone
Cell phone e-mail,
PC
To communicate withl Internet, Telephone, Internet,
colleagues world- Fax, Cell phone, Telephone,
wide Cell phone, Fax, Fax,
e-mail, e-mail, e-malil
Telephone PC
To disseminate Fax, Telephone, Fax,
departmental Internet, Cell phone, Telephone,
information e-mail, Fax, e-mail
e-mail,
PC, Pamphlets
For research purposes Intranets, Telephone, Internet
Internet, Cell phone,
PC, Fax,
Telephone e-malil
For educational Fax, Overhead Radio,
purposes PC, projector, Video TV,
Intranets, recorders, Video recorders
Internet, Telephone,
Telephone Cell phone,
Fax,
e-malil
For word processing| PC PC Word processing,
PC
For Internet access Cell, PC Internet,
PC, laptop,
Internet PC
To create/accessa | PC PC Excel,
spreadsheet PC
For records Telephone, PC Electronic filing,
management PC, PC
electronic filing
For presentations PC, Laptop, PowerPoint
Data projector, Overhead PC,
projector, PowerPoint Data projector
For database Cell phone, PC Internet,
searching PC Online databases
For information Disks, PC Internet, PC Disks, PC, Internet
retrieval
For printing Printer Photo copier, Photo copier,
printer, Printer
To assist the general| Telephone, Educational talk, | TV,
public PC, Telephone Radio
Fax
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4.2.9 Frequency of use or interaction with ICT apptations

This question aimed to determine the level of USKC® tools by civil servants in the service
delivery process. The results in Table 13 indi¢htd computers, telephones, fax machines,
printers, and copy machines are generally usediémty by civil servants, while sound/tape
recorders and Intranets are seldom used. In theareent of Education, respondents
indicated that they frequently made use of comgutiErx machines and printers (17; 81%
each), telephones (18; 86% each), copy machines7(® each), mobile phones (14; 67%
each), and diskettes (11; 52% each). There are smtsethat had never been used by most of
the respondents in the Department of Educatiory siscdecision support systems (14; 67%
each), and databases, video cameras and managefoemation systems (12; 57% each).
The Department of Health’s respondents frequentigdutools like overhead projectors,
digital cameras and copy machines (7; 78% eack)camputers and Intranets (6; 67% each).
Video cameras and video recorders (6; 67% eachke watually never used in this
department. Respondents from the Department ofaB@mvelopment frequently used the
printer (18; 100% each), fax machines and compuyters 94% each), copy machines (15;
83% each), and telephones (14; 78% each). Todlsatbavirtually never used by employees
from the Department of Social Development inclute tnternet, radio, video recorders,

overhead projector, data projectors, and manageim@nination systems (6; 33% each).
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Table 13: Level of use of ICT Applications (N=48) O=0ften S=Seldom N=Never
ICT tools and Services Education (N=21) Health (N39 Social Development (N=18)

O| % S % N| % | O | % |S| % N % O % S % | N %
PC 17 81| 2 10| 2| 10| 6| 67|2| 22 0 0| 17 94 1 6| O 0
Laptop Computer 6 29| 5 24| 10| 48 1] 11|2 22 4 44 1 6 3 17] 5 28
Internet 3] 14| 8 38| 10| 48| 2| 22|1 11 4 44| 2 11 3 17| 6 33
Intranets 5 24| 9 43| 7| 33| 6| 671 11 1 11| 1 6 2 11| 5 28
Databases (Online) 0| 4 19| 12| 57| 1| 11|2| 22 4 44| 1 6 0 0| 5 28
Telephone 18 86| 2 10| O 0| 7|78|1 11 0 0| 14 78 1 6| 1 6
Mobile phones 14 67| O 0| 3| 14| 4] 44|0 0 3 33| 6 33 1 6| 5 28
Television 6] 29| 4 19| 10| 48| 2| 22|2| 22 4 44| 6 33 0 0| 3 17
Radio 5 24| 4 19| 11| 52| 2| 22|1 11 4 44| 6 33 0 0| 3 17
Video cameras ] 5/ 6 29| 12| 57| 1] 11]1 11 6 67| O 0 2 11| 6 33
Video recorders ( 0| 6 29 11| 52| 1| 11|1 11 6 67 1 6 2 11| 6 33
Sound/tape recorders 0| 11 52 7| 33| 1] 11|3| 33 4 44| 1 6 3 17| 4 22
Overhead projector 33| 8 38| 5| 24| 7| 78|1 11 0 0 0 0 1 6| 6 33
Fax machines 1y 81| 3 14| O O] 1| 11)1 11 4 44| 17 94 1 6| O 0
Digital camera 4 10| 7 33| 11| 52| 7| 78|1 11 0 0 1 6 3 17| 4 22
Printer 17/ 81| 1 5/ 1 5| 2| 22|1 11 3 33| 18| 100 0 0| O 0
Scanners 1 5] 10 48| 9| 43| 1| 11|4| 44 2 22| 1 6 2 11| 5 28
Data projector @ 0| 9 43| 8| 38| 2| 22|3 33 2 22 0 0 1 6| 6 33
Diskette 11] 52| 5 241 2| 10| 1| 11|0 0 3 33| 2 11 3 17| 5 28
Management Information 1 5| 4 19, 12 57| 1| 11|1 11 3 33 1 6 0 0|l 6 33
Systems
Information systems 14| 4 19| 11| 52 1] 111 11 4 44 1 6 0 O 5 28
Decision support systems 5| 2 10, 14| 67| 1| 11|1 11 0 0 0 0 1 6| 5 28
Copy machines 15 71| 5 24| 1 5/ 7] 78|0 0 0 0| 15 83 1 6| 1 6
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4.2.10 Time spent per day when using ICTs for offecor public service

This question sought to gain an insight into theoam of time that civil servants spend per
day using the different ICT tools that are avagatd them to service the public and do other
office-related work. Table 14 Indicates that a nembf ICT tools are not used at all, for
example video cameras, video recorders, soundperrecorders, scanners databases, laptops,
and the Internet. Respondents from both the Departtiof Education (8) and the Department
of Health (7) indicated that they used computelgadt 6-10 hours a day for their work. Fax
machines are used more often by all the departmbuatsonly for less than an hour a day.
Possibly, this is because the fax machine is udetita communicate with the Head Offices
whenever something is needed or when correspondernoebe received from other Offices
or the Head Office. The telephone is also usedufatly - between 1-5 hours - although more
respondents from the Department of Health usddnts:10 hours per day).

In most cases, respondents use the telephone tomwoicate with anyone that might need
assistance. Other respondents indicated that tbeg mobile phone for more than 16 hours
for both public (where the public can phone andugmegabout certain services) and office use
(where civil servants uses phone to communicate gach other within the department or to
communicate with head office). Employees may optlics when the telephone lines in their
offices do not function, and in any case, privatttscare not allowed in most offices. All the

departments’ employees indicated that they mossigdulCTs for office-related work as

opposed to public service. The respondents alscatet! that they generally did not spend

more than 10 hours per day using ICTs.

Five civil servants from the Department of Educatissed mobile phones for office use
between 11-15 hours per day. Civil servants from Erepartment of Social Development
seem to use less ICT tools for both office and ipulvork. They mentioned that they use
computers (13) between 1-5 hours per day; theyiatboated that they use fax machines (10)
and printers (7) for less than an hour. Telephdigwere used by the respondents between 1-
5 hours per day (for office use, not public seryiaehile copy machines (9) were used for
less than an hour per day and for office use dRéspondents from the Department of Health
used few ICT tools for less than an hour everydlagjatter include fax machines (5), printers
(4) and copy machines (5). All these tools are uUseaffice work only. Respondents from
the Department of Education used a number of IQistdor less than an hour per day,

including Intranets (7), overhead projectors (@ fmachines (8), copy machines (8), printers
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and data projectors (5). PCs (8) and telephoneasa®@ by respondents from that department
between 6-10 hours per day. Generally, the resolt$able 14 indicate that there is a
significant problem in the way that ICT tools arsed by civil servants because it
demonstrates that there is no interaction betwbemtand the public communicating or
performing their functions using ICT tools. Verywfgespondents indicated they used ICT

tools to interact with the public.
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Table 14:

Time spent per day using ICTs for officer public service (N=48)

O=0Office

P=Public

ICT Education (N=21) Health (N=9) Social Developmen(N=18)
Less 1-5 6-10 11-15 More None Less 1-5 6-10 11-15 More None Less 1-5 6-10 11-15 More None
than 1 hours hours hours than 16 than 1 hours hours hours than 16 than 1 hours hours hours than 16
hour hours hour hours hour hours
ojp/jO|P|O|P|O|P|IO|P|O|P|O|P|O|P|O|P|O|P|O|P|O|P|O|P|O|P|O|P|O|P|O|P|O
PC 1 2 6 0 8 4 2 0 1 q p. L P L 0 0 7 1 0 0 0 0 0 0 2 03 3 3 0 0 0 0 q a
Laptop 2 0 3 1 4 1 o O q g & p P D (o] 1 0 1 0 |0 0 |0 5 1 0| 0 0| O 0ol O of 0 1
Internet 5 2 1 2 1 0 of O q g & | L D o |0 2 |0 0 |0 0 |0 4 |0 0Ol 00| O 0| O 0ol O of 0 3
Intranets 7 1 3 2 0| O o O q g & p L D 1 0 6 |0 0 |0 0 |0 3]0 2|1 0| O 1{ O 0ol O of 0 1
Database 2 0 0 1 0 0 0 0 g q 1 fl i} 0 1 0 0 1 0 0 0 0 4 0 1 1 0 1 0 0 0 0 q 2
Telephone| 4 0 6 3 5 2 3 3 1 q 1 L L D 2 0 5 1 0 0 0 0 0 0 6 27 0 2 0 0 0 0 0 (0
Mobile 3 1 3 1 2 0 5 3 1 1 3 | D D 1 1 0 |0 0 1 0 |0 3]0 0| 0 1{ O 0ol O of 0 g
Phone
Television 1 1 2 3 2 0 o O 1 g & B D D 1 0 0 |2 0 |0 0 |0 51]0 0| 00| O 0| O 0ol O of 0 3
Radio 0 1 3 2 1 0 0 0 1 q 1 D D 0 1 0 1 0 0 0 0 4 0 0 00 0 1 0 0 0 0 0 2
Video 3 0 0 2 0 1 0 0 g q 1 fl i} 0 0 0 1 1 0 0 0 0 5 0 (0] 0 0 0 0 0 0 0 q 3
Camera
Video 1 0 0 2 1 1 o O q q 11 f il 0 0O |0 1 1 0 |0 0|0 6 0 (0] 0| O ol O of o 0 a
Recorder
Sound/ 3 1 0 3 1 0 0 O q q 11 f il 0] 0O |0 0 |0 0 |0 0|0 6 0 (0] 0| O ol O of o 0 a 3
Tape
Recorder
Overhead 7 1 7 1 0 0 1 0 1 q Li L L D 0 0 1 1 0 0 0 0 5 0 0 00 0 0 0 0 0 0 0 3
Projector
Fax 8 0 5 2 0| O 1 3 2 g 4 | il D 5 |0 1 |2 0 |0 0 |0 2 0 |1@ 4|1 0 1 0 of o 0 a 1
Digital 1 0 1 2 1 1 0 O q g & il il D 1 1 1 1 0 |0 0 |0 4 |0 0 10| 0 0| O 0ol O of 0 P,
Camera
Printer 5 1 6 1 0 0 1 1] 1 q 4 L L D 4 0 2 2 0 0 0 0 1 0 7 06 1 1 0 0 0 0 0 (0
Scanner 4 1 1 0 2 0 0 0 g q 1 b i} 0 2 0 1 1 0 0 0 0 4 0 (0] 1 0 0 0 0 0 0 q 2
Data 5 1 41 0 0| O 0 O q g 7 p s D 3 |0 1 1 0 |0 0 |0 0|0 0| 00| O 0| O 0ol O of 0 P,
Projector
Diskette 5 0 2 1 3 0 of O q g 3 | il D 2 0 1 |0 0 |0 0 |0 3]0 1] 0| O 1{ O 0] O of 0 P,
Copy 8 0 4 0 2 2 2 0 1 q p. L L D 5 0 1 2 0 0 0 0 0 0 9 05 1 2 0 0 0 0 0 1
Machine
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4.2.11 Period of availability or use of ICT tools

This question sought to determine the amount of @il servants already used ICT tools for
work purposes and/or service delivery. The redgtevided in Table 15 on the next page)
show that quite a number of ICT tools have (thu¥ i@ver been used to provide services by
the Department of Education, for instance: databg4®), video cameras and decision
support systems (14), video recorders and managaniermation systems (13), information
systems and sound/tape recorders (12), laptopsearthers (11), the Internet (10), and data
projectors (9). On the other hand, there are thG3etools that have been available in the
department for over 10 years, e.g. the telephog, (fadio (12), television (11), copy
machines (10), fax (9), computers and printers 8)st of the Department of Health’s
respondents indicated that they had not used a eunfblCT tools, including the Internet,
scanners, management information systems, infoomaslystems, and decision support
systems (4). Tools that have reportedly been ad febetween 2-5 years are computers,
Intranets and telephones (4). Most respondents tharDepartment of Social Development
stated that they have been using telephones (8yid®n and fax (8), radio (7), printers and
copy machines (6) for over 10 years. Mobile pho(@shave been used by most of the

respondents for 5-10 years, while computers (7) ehdween used 2-7 vyears.
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Table 15:

Length of time ICTs have been utilised bgach department (N=48)

ICT tools and
Services

Education (N=21)

Health (N=9)

Social Development (IL8)

Less
than a
year

1-2
years

2-5
years

5-10

Over

years | 10
years

Not
use

Less | 1-2
d | than | years

year

2-5
years

5-10
years

Over
10
years

Not
used

Less
than

year

1-2
years

2-5
years

5-10
years

Over
10
years

Not

used
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4.2.12 Effectiveness of ICT applications or serves for work

The results in Table 16 reflect that commonly fol@d tools in offices are the ones that the
civil servants believed to be very effective inistisg them in their daily work. These include
computers, copy machines, fax machines, mobile goand telephones. Computers (18;
86%), the telephone (17; 81%), printers (17; 81f#), machines (15; 71%), copy machines
(15; 71%) and mobile phones (11; 52%) were perceite be the most effective by
respondents from the Department of Education. Téealltment of Health’s respondents cited
the following ICT tools as most effective in therfoemance of their daily duties: computers,
fax, printers and copy machines (7; 78%); Intranteiephones and data projectors (6; 67%);
and laptop computers (5; 56%). Respondents fromDigartment of Social Development
cited the following ICT tools: computers, fax anopg machines (18; 100%); printers (17;
94%); and telephones (16; 89%). Tools regardeduss éffective’ include scanners, data
projectors, overhead projectors and sound/taperdec Information systems, management
information systems, and decision support systemr® wot known to most of the surveyed

civil servants and were therefore either perceagdot effective, or simply not used at all.
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Table 16:

Effectiveness of ICT applications at worKN=48) VE=Very Effective E=Effective NE=Not Effecive

[92]

ICT applications and Education (N=21) Health (N=9) Social DevelopmeniNE18)
Services
VE| % |[E | % [N | % |V | % | E |[% [N % |VE | % |E |% | NE %
E E E

PC 18 86 1 5 Z 10 v 78 0 0 0 0 18 100 0 0 0
Laptop Computer 9 43 L 5 5 24 5 b6 2 22 1 11 8 44 16 1 6
Internet 8 38 2 1g 5 24 A4 44 4 44 0 0 6 33 2 |11 1
Intranets 7 33 g 24 1 19 6 67 1 11 1 11 6 33 1 6 1 6
Databases (Online) 5 3 14 6 P9 3 |[33 4 |44 0 0 2 15| 63 1 6
Telephone 17 81 3 14 2 10 6 57 2 22 0 0 16 89 2 |11 0 0
Mobile phones 11 52 4 19 3 14 5 56 3 33 0 0 8 44 21 1 6
Television 5 24 2  1g 6 29 g 22 4 44 2 P2 5 27 3 |17 1 6
Radio 2 10 4 19 1 38 P22 3 33 1 N1 5 27 2 |11 1
Video cameras 2 10 65 29 5 24 4 44 3 |33 1 11 4 22 B7 2 11
Video recorders 1 5 B 38 5 24 4 14 3 33 0 0 4 22 16 1 6
Sound/tape recorders 10 7 B3 4 |19 1 |11 1 |11 5 56 2 11 3 17 1 6
Overhead projector 1 48 7 33 3 14 2 |22 1 |11 5 56 a1 3| 17 1 6
Fax machines 15 71 2 10 3 14 7 [78 1 ]11 0 0 18 [100 16 1 6
Digital camera 1 5 i 29 5 24 3 33 1 1 0 0 4 22 4212 0 0
Printer 17 81 2 1g 2 10 7 78 1 11 0 0 17 94 2 |11 16
Scanners 3 14 8 38 4 19 3 83 3 33 1 11 0 0 6 | 33 0
Data projector 2 1( 8 3B 4 19 6 67 2 22 0 0 2 11 22 1 6
Diskette 7 33 6 29 4 19 g 22 3 33 4 44 2 11 3 |17 16
Management Information Systems 3 14 2 10 8 |38 2 222 | 22 1 11 2 11 1 @
Information Systems 4 19 P 10 8 38 4 44 1 11 1 11 a7 1 6 1 6
Decision support systems 10 2 1o 7 |33 3 |33 1 |11 111 1 6 2| 11 1 G
Copy machines 15 71 2 10 2 10 7 [78 0 0 0 0 18 ]100 16 0 0
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4.2.13 Training required in ICT applications

The aim of this question was to identify the typéraining that would enable civil servants to
effectively use ICT tools for service delivery andbrk related purposes. Table 17 clearly
indicates that a lot of training is required byilkcgervants to improve their ability to use ICT
tools. Most respondents indicated that they woilld 1o receive computer training, perhaps
because it is the tool most used to store, retraae disseminate the information necessary
for civil servants to operate efficiently. The fmNling were also identified as areas in which
civil servants need more training: PowerPoint pnest@ns, file or records for management,
publishing, accessing the Internet, database sSegtchvord processing, and delivering
presentations. The Department of Social Developnvea$ the only department whose
respondents required advanced training in areds asicreating spreadsheets, file or records

management and information retrieval.
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Table 17: ICT applications or areas where trainingis required (N=48) T=Training KT=Kind of Traini ng
Areas Education (N=21) Health (N=9) Social Developemt (N=18)
Training | % | KT Training % |KT Training | % | KT
needed needed needed

To use computer programme tg 10| 48 | Advanced 2| 22| Not specified 4 22| Not specified

serve public effectively training

Publishing 11 52| Basic training 1| 11| Basic training 3 17| Basic training

Word Processing D 42 | Basic training 1| 11| Basic training 4 22| Not specified

Internet access B 38 | Basic training 0| O | Basic training 11 61 | Basic training

Creating spreadsheets 838 | Basic training 2| 22| Basic training 6 33| Advanced
training

File or records for management 1467 | Basic training 3| 33| Basic training 7 38| Advanced
training

Compiling bibliographies 7 33| Basic training 3| 33| Basic training 1 6| Not specified

Preparing presentations using 12| 57| Basic training 2| 22| Basic training 12 67 | Basic training

PowerPoint

Database searching 942 | Basic training 3| 33| Basic training 5 28| Not specified

Information retrieval 8 38| Basic training 2| 22| Basic training 4 22| Advanced
training

E-mailing 5| 24| Basic training 0| O | Basic training 8 44| Basic training

To use the fax machine 3| 14| Basic training 0| O | Basic training 0 0| Not specified

efficiently

To use copy machine efficiently 419 | Basic training 0| O | Basic training 0 0| Not specified

Delivery of presentations 0 42 | Basic training 2| 22| Basic training 4 22| Not specified
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4.2.14 Respondent’s solutions to problems
The respondents’ were asked to suggest how thdepnskfacing them could be resolved
and how the obstacles to ICT utilisation for entehservice delivery could be overcome.

Each department’s respondents provided their owatisos.

The Department of Education

» Staff should have access to all the ICT tools abédl in their departments; there
should be no tools for only select groups of peagtlin the departments. The
latest technology should be availed to everybodytiqularly those who are at
the front line in providing services to the public.

* South Africa is striving forward technologically cathe government is trying
hard to introduce new technologies to improve serdelivery. Thus in order to
keep up, departments should ensure that thatrefibers’ skills are constantly
updated and developed.

* Members of the public have different problems ttexjuire different types of
resources and solutions; the departments must éramegh resources to manage
or cover all their clients. There should, for exdéenpe enough computers

because most government services are now compmderis

The Department of Health

» Skills development through workshops and semirstedff should be empowered
with the skills they need to use the new technel®dhat are constantly being
introduced in government systems. This would egtdit¢he technical problems
encountered when using ICTs to enhance serviceaugli

» Sufficient funds. For any organisation to run efifegly, it must have enough
funds to function. Funds would enable the runnihgeminars and workshops to
improve employees’ skills and increase the numberesources that might
enhance service delivery.

» Education and training. Education is the motheswfcess - every organisation

or department needs educated staff to serviceuhbcp Civil servants who are
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not trained in their respective jobs would put goyernment or organisation out
of business as they would not be able to perforemékie most basic tasks.
Enough resources. Every department needs resouocdsinction; without
resources there is no service. Departments angodernment should ensure that
all the departments never run short of stationferyexample.

Internet connections and Web access. The governatentld provide Internet
access to all members of staff in all the departmenhis would allow e-mail
communication; the staff would also be able to vibeir departments’ websites
for the latest developments and/or other activiiash respective department is
engaged in.

Properly functioning computers for all employeesm® departments still use
very slow and old types of computers that cannetate tasks at a high speed,
which is necessary when servicing a large numbecliehts. Some of these
computers cannot even read memory sticks whichnave commonly used to
store large amounts of data.

Computer literacy courses. At least everything tlgmtdone in government
requires a computer, so it is necessary for degatsnto arrange courses for
their staff to learn how to use computer systenijout computer skills there is
very little that one can do nowadays in a workimyienment, particularly in

government.

The Department of Social Development

ICT training is required to enable the staff tofpan their daily tasks effectively.
Staff members need to have their skills developgdnsively in order for them
to be able to participate in the different prograesroffered by their department.
Staff members require more resources to ensurenthik is executed within a
short space of time, e.g. copiers and printers.

Internet connection and access. The Internet haante an essential tool without
which work cannot be effectively done. Through int&t connectivity,
information, e-mails and departmental websites lsaraccessed within a very

short space of time.
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The above results indicate that the current ladkadhing was seen by all the respondents
as a major obstacle to the effective use of ICTstod lot of civil servants do not have the
skills to use technological devices or to evendméces such as the Internet, databases,

information systems, digital cameras, scanners, etc

The availability of and access to ICT tools wasodtgghlighted as a major problem a
number of ICT tools that could be used to enhamceice delivery are not available to
most staff members. Even when they are physicalbilable within a department, a
number of these resources cannot be accessedlyustliadr because the civil servants do
not have the necessary skills to operate them, ecalse access is only limited to
management. The Internet is acknowledged as amjpaable information resource, but
most of the respondents indicated that they hacacuess to it or lacked the skills

necessary to work on the Internet computer liteamyrses.

Respondents from all three departments lamentedhtikeof resources that would help
them service the public in a more effective waym8aof the resources they mentioned
include printers, photocopiers, new computers gupdpwith Internet access, and enough
funds to run the departments smoothly. Respondgsibspointed out that it takes time for
the government to upgrade resources. Computer garoges in particular quickly grow

outdated and need to be upgraded regularly. Mifrasteases new software almost

annually and this on its own calls for constanteggkand training.

4.2.15 The impact of ICT use in government
4.2.15.1 ICT tools in changing the way civil servaa work to communicate

with colleagues

This question aimed to get respondents views ortheher not ICT tools are changing
the way work or communication is done within depeamts by civil servants or in

servicing the public. The answers received aredistelow under each department.

The Department of Education
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With the assistance of ICTs, work is accomplishemtareffectively, efficiently
and accurately. Computers especially guarantegaogu

Greater ease of communication. ICT tools remove ghaper-based system of
communication (posts to all). With e-mail, one caommunicate with a
colleague in London within seconds.

ICT tools are very fast and can store more workm@aters can store large
volumes of data in their memories; mobile phones @so load more
information.

ICT tools allow the staff to stay updated and infed about world events. Tools
such as e-mails and the Internet keep departmemnistantly updated with the
latest information.

Improved ease with which one can install and reg¢rigork. A lot of ICT tools
are user-friendly, which makes the loading andieeai of information easy. It

literally takes seconds to do what would normadlget hours.

The Department of Health

ICT tools provide effective communicatioWith ICT tools, it is guaranteed that
when one is looking for somebody, he or she woeldble to reach that person
either via their telephone, mobile phone or throaghail.

Speed - information can be retrieved very fast.

A lot of work does not need to be done physicallyr@anually. For example,

there is no need to post letters or written comathie; communication is done

electronically through computers.

The Department of Social Development

ICTs ensure that work is done effectively, espécialth computers.

Reports are now typed using computers which saves @f time and is much
neater that handwriting.

Faxing is easier than post - a faxed document takesites to reach its

destination as opposed to post that could take sveek
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» Telephone access eases communication - with taphehe one can talk to the
person required at any time, depending of courselather or not that person is
available.

* Things are generally more organised. ICT tools nthkegs more professional
and easy to execute.

» Communication is made much easier, even globaHlgmag facilities enable
people to send message that can reach their déestimeerseas in seconds.

» Capturing data is easy with computers.

* |ICT tools ease communication with the public andleegues. These days
communicating is easy because one need not wasbfoeone to be in an office
to talk; some mobile phones are equipped with tiberhet for e-mail access, and

in any case one can phone or send SMSs.

Clearly, all the departments’ employees were of view that the use of ICT’s has
resulted in work being done more effectively. Comination has also become more

effective and efficient, especially with the helfpcomputers.

The respondents also felt that with ICT tools ldoenputers, record keeping has improved
dramatically. ICTs are very fast when executirgk$a e.g. very huge documents can be
quickly retrieved through computers. The e-maililfigcgreatly assists communication
within departments and among the civil servantsnedves - the world can literally be
traversed in seconds.

The respondents also noted that with ICTs, thimgsnaore organised, e.g. faxing and
phoning speed up communication and thus save &inetyped reports make work neater

and are generally easier to understand.

4.2.15.2 Internet as a change agent or assistington servicing the public
Respondents were asked about their views on whetheot the Internet is changing the
way work or communication is done within departnsdoy civil servants or in servicing

the public. The responses are provided below.
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The Department of Education

The public does not need to always physically camehe department for
information or help now that there is the Internet.

It is easier to disseminate information. Informatzan be sent via e-mail, SMSs,
or telephonically.

Through the Internet, the public gets to know metseut the things that are done

by the department, including new services or chamgéhe department.

The Department of Health

The Internet is not for all staff members althouigis available; therefore it has
not changed the work methods of most staff members.

Websites that are accessible to staff members \sagable only via a select
number of computers.

The department has a website that can be accegsbd general public for more

information on its services and health-relatedassu

The Department of Social Development

There is a website for the department which carateessed by the general
public.

The Internet saves time and enables persons to oamoate over great distances
via e-mail.

The Internet is reliable because a lot can be geHieising its resources done
through Internet.

The staff searches the Internet to gain access etevant departmental
information.

Information dissemination is very easy.

The above responses reflect that the Internetti@imays available to departments to the

extent required by the respondents, thus hampsengce delivery to the public. A large
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number of respondents could not comment on thefuiegss of the medium as it was only

availed to senior management, and they therefaraati use it.

The Internet is believed to save time and imprai@ability. The use of the Internet also

eases the dissemination of information. All thepoeglents’ indicated that their various

departments have websites.

4.2.16 Recommendations as to how to improve the dpgations and use of ICT tools

The responses were as follows

The Department of Education

The department should provide more resources ®sthff to function properly.
Tools that are highly necessary include computerigphones, photocopiers,
scanners, the Internet and Intranets.

Staff members need to be exposed to the lateshaémyy. Technology is
advancing on a day-to-day basis; the governmedepartments should adapt to
the latest technology to gradually close the gapvéen those that are moving
forward with technology and those that are standtilbor being left behind.
Access to ICT tools should be improved. Some toatsot be accessed by some
staff members, e.g. computers and the Internet.sfff members should be
provided with the same opportunity to use thesésteo that they can assist the
public without complaining about their lack of assdo these resources.

Enough training should be introduced to enabld s@ivants to operate the ICT
tools effectively. A lot of staff indicated thatety need training to better operate
the ICT tools in their offices. Departments shoptdvide more training so that
there no problems when servicing the public wittvigentroduced ICT tools.
Every employee must have access to his or her avmpater. All work in
government or in departments requires the knowledgecomputer. This means
that every employee should operate his or her acwwnpeaiter and avoid sharing

resources because this wastes a lot of time wheitisg the public.
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The Department of Health

Training and adequate ICT tools. The DepartmentHeglth requires more
training on the use of ICT tools to make sure #w@tice delivery is effectively
achieved. In so doing, the department should alsékensure that there are
enough resources in the office to assist the paniccto generally do daily office
work.

The ICT tools provided by the department to ashistpublic should be available
or accessible to all staff members to ensure tienwhey assist the public, they
do so within a short space of time. There wouldceptiélly be no queues in the
corridors if everybody had access to his or her ¢mals with which to service
the public.

Skills development - not all staff members havegkis necessary to work with
ICT tools, so the staff should be given the opputyu (through workshops,
seminars, etc) to empower themselves with the sskitcessary to meet the
demands of this technological world.

The Department of Social Development

All staff members should have Internet access. AclEn be done with the

Internet, e.g. e-mail access, downloading necesdapartmental documents,
access to the latest departmental developments,Tét Internet has to be
accessible to all staff members, particularly thtysst are able to achieve a lot
through it.

E-mail accounts for all members of staff. Commutiicahas vastly improved

since e-mails were introduced - there is no needutoaround looking for a

colleague when one could just e-mail that persoth @teive a response in
virtually no time.

The staff should have access to laptop so that wark be carried out over
weekends. Laptops suit social workers because dheyby design, computers
that one can carry everywhere one goes. A laptagdvallow staff members to

continue with their work, even during their spanmeet at home.
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* Improve employee’s access to computer programmksna&nner of jobs these
days requires a computer to streamline the worlkgs® or operations; when
government employees do not have access to corsptitery work very slowly
because they are forced to use traditional waysooimunicating/interacting
(e.g. writing letters and documents by hand). Véittomputer, a lot can be done
within a short space of time and with greater aacwr

* The department could have all the required ICTgoblt if the staff members
are not sufficiently literate to operate such todlsey could be a waste of
government’s money. Training is highly necessaryprove the skills of staff

members.

The issue of training is mentioned by respondemtsh fall three departments. Some felt
that workshops could be used to alleviate the prablalthough ongoing training
programmes would possibly be more effective. It tthesremembered that most of the
civil servants were employed before ICTs had suchngact on governmental service
delivery. It was also recommended that traininguthdoe extended to cover the use of
various kinds of ICT tools.

The sharing of resources (such as computers agphiahes) slows down the progress in
departments because one employee has to wait éhembefore being able to continue
with their work. It was, therefore, felt that if dastaff member could operate his or her

own computer system, jobs could be executed walhimuch shorter period of time.

Availability and access to ICT tools was also nadasda recommendation to improve the
service delivery of civil servants. For instandes telephone is accessible only on request
through a switchboard operator, which sometimesgak lot of time since other civil
servants may also be in need of the service. An@kemple is the limited access or total
lack of access to the World Wide Web, which isgongicant provider of all aspects of the

latest information (Education, Health, Social Deyghent, etc).
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Funding from government is also recommended to lerggpartments to equip themselves
with the latest technology, which, even though epee, is necessary. Departments would
then be able to provide up-to-date information e fpublic and to service them as
efficiently as possible. Social workers recommegdthat their department should be
provided with laptop computers so that they coubdtloeir work during their spare time,

during weekends or even during holidays.

4.3  Managers Analysis

Service delivery to the public is currently a goweent ‘buzzword’, and all their

departments, therefore, endeavor to provide mdieiesft services. ICTs are important in
their ability to assist in this mission. The maimaof the interviews was, therefore, to
determine what specific services are offered byhedepartment and whether ICTs have

made any impact on the service delivery of the depnts.

4.3.1 Service delivery
The first question aimed to determine the type eWises the departments offer to the

public. The following answers were received from thanagers of each department.

The Department of Education
Respondents in this Department said in their own wals that,
* ‘We are committed to helping the public achievericy.’
* ‘We are also committed to developing the public&f sufficiency through
education and by giving them life skills so thaytltan be independent.’
» ‘We assist the public with relevant materials aacent information pertaining to
education.’
* ‘We equip the public with the skills they need &eunodern technology in order
for them to be in line with the citizens of othe&veloping countries.’

* ‘We are exercising and implementing the Batho Beltegies.’

The Department of Health
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The Department of Health respondents, in their owrwords said that,

‘We offer health services to local municipalitie®( clinics and hospitals),
traditional healers and Non-Governmental OrgarorstiNGOs).’

‘We offer healthcare services to all of the above.’

‘We formulate health policies, legislations, noramsl standards for healthcare
and

Ensure the appropriate use of healthcare resources.

‘We co-coordinate information systems and monittional health goals and
‘We regulate public and private healthcare sectors.

We ensure access to cost-effective and approprestith commodities.

Liaise with health departments in other internatlagencies and countries.’

The Department of Social Development

Respondents from the Social Development said that,

4.3.2

‘We offer social services to the public, particiyaChildren, women, the youth,
the disabled and older persons.’

‘We offer child protection services, crime preventi attend to substance abuse
matters, and assist with victim empowerment.’

‘We offer services such as grants to the disabhebichildren (créche grants).’
‘HIV/AIDS services, development and research, andchmunity development
work, for instance projects focusing on sustainalilelihoods, youth
development, and institutional capacity building.’

‘We also offer social relief care and support sersi’

‘We do general administrative work’

Client satisfaction

In order to assess whether service delivery iscetfe, it is necessary to determine what

the level of customer satisfaction is. This questitherefore, sought to gauge the

departments’ managerial perceptions of their ciiergatisfaction levels with their

services.
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The Department of Education

The view of respondents was that owing to certdiallenges that are facing the
department, it was difficult to satisfy all. Proble stem from access to sufficient
physical and human resources (e.g. a general swpffice materials). Environmental
factors also pose a lot of obstacles, for examplaes(regional) areas are not easily
accessible, crime is rampant, and there are fabybis. Each of these issues prevented
officials from reaching specific areas.

The Department of Health

It was the view of the Department that, generallgnts seem satisfied, since the
Department did not receive many complaints abowiaes. Its because people are not
the same, some are never satisfied; from timente twve receive complaints. Complaints

could be received at different times but that s infrequent.

The Department of Social Development

The respondent felt that there was a huge senagogadd for it but unfortunately had few
employees because social work is a scarcely achekid. There are very many orphans
and there was a huge waiting list for services thauild satisfy the needs of the public at
large.

In my opinion, some clients indicated satisfactialthough there were complaints. People
are not the same and have different needs. Some waaim problems that the Department

could not resolve with, but in such instances thegee referred to other parties..
Technologically, the Department was not that adednso it would still use paper in

most cases; computers are mainly used for typipgrte. As the Social Development

Department, we are rarely used computers as faengcing the public is concerned.
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Geographically, the Department had many peoplestaice, thus it could not satisfy all

needs of the public at one go, especially withlitnéed resources that it had.

The Department said that, some people are senwcedeir homes, so it had a huge
problem with transport (too few cars are availabss well as bad road infrastructure.
Some areas are not easily accessible, especiaflggdwainy days. It often failed to
provide services to such areas. This situationccounlderstandably cause dissatisfaction
on the side of the clients.

Each social worker is also expected to serviceeziBp group of people. If that social
worker is promoted or resigns from her or his positit causes problems because those

clients have to be moved to somebody else who naigbtoach that case differently.

4.3.3 Utilisation of ICTs
This question aimed to provide an insight into tise of computers during the service delivery
process, and also to determine what the perceimgadt thereof is on the whole process. The

departments’ managers answered as follows, in tvairwords

The Department of Education

» ‘Computers have been used for more than a decadamithe department, but
their utilization is still minimal because somefttaembers have no knowledge
of how to use them (computers). An even greateblpm, however, is that in
some offices, there are no computers at all.’

* ‘The computers that are used have a lot of impadeims of processing data,
results, data capturing, and the storage of infaonaas they help the staff
achieve faster results and have reduced the naesktpaper files.’

The Department of Health
The Department of Health officially said that:
* ‘Within the district, there are not that many seed that need a computer in

order to be dealt with, except perhaps for typind storing a document.”’
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» ‘Computers are used to access the departmentahétt(in existence since 2000)
for communication purposes, but this is not usedravide services to our
clients. Their use thereof has had a huge impatgrins of the speed at which
communication is executed. Communication is novy eesl there is no need to

move around physically to maintain contact witheoty

The Department of Social Development
For this Department the senior officers in theimomords said that:

» ‘Every social worker now has a computer on histnen desk to use for work
purposes. This has led to a huge improvement invtit& environment as reports
are now typed and very neat. Computers have teamplab we just type the
information in, which saves time and produces ateureports.’

* ‘The introduction of computers in our departmentedaback to 1997, but they
have been introduced at different periods in alaffices within the department.
They have made a huge difference in service dgligeer the years, and the e-
mail facility has made the HOD's (Head of Departti@rcommunication very

easy.’

4.3.4 Level of computer literacy
This question sought to determine perceptions eriabel of computer literacy of the civil
servants and the overall attitude towards the fig®mputers in servicing the public. The

respondents indicated the following.

The Department of Education
The Department's official said that,

* ‘Most of the staff displays a positive attitude sras computers because work is
reduced with their help. They keep a lot of docutsém their memory and make
it easy to produce learning materials for schoold @ process data after it has
been collected.’

* ‘Most of the staff can use computers for basic sastthough most still need

some development.’
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The Department of Health

The senior official of this Department said that,

‘Generally, the attitude is good, especially amtmgse working with computers

on a daily basis. The staff members are very haspthey see work being done
much faster than before. The only staff members dh@ not computer literate

are the cleaners.’

‘Basic computer training is given to the staff mergwho work with computers

on daily basis.’

The Department of Social Development

For the Department of Social Work, senior staftighat,

4.3.5

‘Staff have a very positive attitude towards the of computers, and majority of
them can use computer application programs sucWasl Processing pretty
well.’

‘They are willing to learn, and the department pieg basic computer literacy
sessions to improve their level of computer knogéet

‘Staff can also use e-mail accounts, although few computer systems have
them.’

‘Through their personal training and departmentasistance (i.e. through
computer lessons), most of the staff is now compiterate and work is moving
very fast.’

Difficulties experienced in the provision o$ervice delivery programmes

The aim of this question was to determine the dliffies the department’s face in

delivering services to the public.

The Department of Education

Physical and human resources - we simply do na¢ h#i\the required resources.

As mentioned earlier, environmental factors alssepouge stumbling blocks.
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The Department of Health
The senior official of this Department said that,

» ‘Lack of resources is a problem. For instance, eghier not enough space to
accommodate all the service stations that we nedthve as a department. We
can't service our clients freely because of thevaitability of space. Even in
hospitals, there is a shortage of space in wardsrevpatients share the same
buildings.’

» ‘Road infrastructure is a problem. For exampleg patient living in a deep rural
area needs an ambulance, the roads are oftenloBsuature that the ambulance
has to park at a considerable distance and themp&aried for kilometers to
reach help. This sometimes results in a patienhgdyon the way to the
ambulance.’

* ‘There is a shortage of mobile clinics in areas ghbere are no fixed clinics. In
most cases, one mobile clinic services a very layjgegraphical area; these
clinics also move and are not available at nights.’

» ‘Transport (ambulances) is a big challenge, espgadrarural areas where people
are living in scattered settlements and places evharar cannot reach. We do not
have enough ambulances to serve the multitudegriregihelp.’

* ‘There are not enough computers to satisfy the s\@el have. When we apply
for them, it takes time for the applications to d&@proved (let alone the time
taken to deliver them). All the applications hagegb through the head office,
and from there they are sent to SITA (State InfaronaTechnology Agency) for
approval and delivery.’

* ‘The main challenge we face is the shortage ofgssibnal staff, i.e. doctors,
pharmacists, nurses and radiographers. A lot efdiss that require trained staff,
which we simply do not have enough of. There istaf overtime being worked

by the available professionals, but this is nohdais any good.’

The Department of Social Development
The senior official of this Department said that,
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* ‘Currently, we don’'t have Management Informatiorstgyns.’

* ‘There aren’t enough e-mail accounts to enable easymunication within the
department. During server down-times, we experienicg of difficulties since e-
mails are now used quite extensively.’

» ‘Limited Internet access. With the Internet, we \Wbeasily adapt to the changes
that may occur in the department by just downlogdithe necessary
documentation informing us of those changes.’

* ‘There are times when the network is not reliable.’

» ‘IT support is not enough to support the numbeoftites that we have.’

* ‘Our biggest problem is resources, particularlyng@ort. Our offices support
people coming from deep rural areas and there @entany clients to be
serviced, so we can’t assist them with our smak@enel numbers.’

* ‘Some of our offices suffer from space-related peots - factors such as storage
space are causing havoc. Since the department wededl into Social
Development and SASSA (South African Social Segukigency), we all need
space and resources to service our different cliandl their different needs.’

* ‘We don't have cell phones to communicate with beldwork staff in case we
need to communicate with them.”’

* ‘Laptop computers are urgently needed because afiaair employees work in
remote areas. This would alleviate the need to camadework at the computers in
the offices. If laptops were available, work coblldone onsite.’

» ‘Troubleshooting and repairs are a challenge, agelyeon IT Staff from the
regional offices for computer repairs. This takdstaf unnecessary time.’

» ‘Computer viruses are also a major challenge. Siveeely on IT staff from the
regional offices, we have to wait for them to seevior update anti-virus
programmes, otherwise significant damage is doneth®y viruses to our

documents.’

4.3.6 The effect of the availability of computersmimproving service delivery
This question sought to determine whether the useomputers could improve the

departments’ current service delivery to the public
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The Department of Education
« Computers are very much needed and can improveicserdelivery
tremendously.
» Access to the Internet would improve our work calgglenormously.
o Computers would seriously improve service delivbgy allowing the staff to
move away from paperwork and do a lot of work etmutally. This would

enable work to be done within a much shorter sphtiene.

The Department of Health
» Computers first need to be available to improveriserdelivery (currently they
are mostly unavailable and therefore not used). départment should certainly
provide computers with Internet access, so thatceeld access the latest
developments in the department and don’t have tib fea circulars each and
every time; we could instead use the Net and get rétevant information

timorously.

The Department of Social Development

» E-mail services would boost communication withia tlepartment.

» By providing full access to the Internet, the scopevorkers as well as clients
would be widened.

» By having Intranets, communication between thel ggrvants and the Head of
Department would be improved.

* Management Information Systems would improve serdilivery.

» Computers would allow the staff to track the infatran of clients, like their
intake (when the client was first serviced), aneso

By having all records stored electronically, accmsthem is made much easier and

faster.

4.4 ICT use
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Clients using the services offered by the departeerre targeted by way of interviews.
The Department of Health’s clients did not formtpafr the interview schedule - their
clients consist of traditional healers, NGOs anditipalities who were not easy for the

researcher to reach.

4.4.1 Services required by clients
This question sought to determine the kind of sewieach client required from the

different departments.

The Department of Education
They responded as follows in their own words:
» Client 1: ‘I need applications for rendering focehsces in schools around the
district.’
» Client 2: ‘I submitted claim forms for services demed to the department.’
» Client 3: ‘l applied for a Matric certificate.’

» Client 4: ‘I renewed teaching contract.’

The Department of Social Development

They responded as follows in their own words:
» Client 1: ‘'l applied for an old age pension.’
» Client 2: ‘'l applied for a child support grant.’
» Client 3: ‘'l applied for foster care.’

» Client 4: ‘I review child grant application.’

4.4.2 Frequency of departmental visits
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The clients were asked the number of times theyectonthe department for services.
Frequent visitors would be better able to provide®ginion of improvements/or their lack

thereof in service delivery over time.

The Department of Education
They responded as follows in their own words:
» Client 1: 'l come every three months to renew mgtcact.’
» Client 2: ‘This is my first time coming for help.’
* Client 3: ‘I have come here several times wheubinsit my claims.’

» Client 4: ‘I normally come to check schools thajuie service of supplies.’

The Department of Social Development

They responded as follows in their own words:
» Client 1: ‘'l used to come for the renewal of myldisupport grant.’
* Client 2: 'l come several times.’

» Client 3: 'l have been here a number of times gytmapply for a pension.’

4.4.3 Satisfaction with service delivery

This question sought to determine the level ofséattion of the clients with the type of
services they received when they went to a depattfoe assistance. Responses from the
Department of Education’s clients ranged from besagsfied (she/he got the required
form) to being left unsatisfied. Two indicated thaey were partly satisfied. Of the
respondents from the Department of Social Developnane was satisfied and the one
was not satisfied at all.

4.4.4 Problems faced during the service delivery press

When asked whether they faced problems in dealiitly thie respective departments,

their answers were as follows:
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The Department of Education

Client 1: This client said that, ‘sometimes thegress is very slow and it takes
time to process the claims. Computers are sometm@srtedly not working.
There isn’'t enough staff to service all the clients

Client 2: This client said that, ‘there is favasiti in the supply of tenders.
Customer care is questionable. | once stayed foe i@n an hour waiting to be
serviced. There are a lot of people waiting todrised and a limited number of
computers. There is a lot of sharing of computers.’

Client 3: Client 3 said that ‘stationery is somegsnnot available, especially
forms. Some staff members are not computer litexatecannot deal with clients

using computers.’

The Department of Social Development

Client 1: ‘This client said that, 'customer carenist practiced; for example, if
you are a newcomer, there is no one to give yoections as to where you
should go.’

Client 2: This client said that 'favouritism - someople are attended to before
others, even though they arrived late.’

Client 3: This client said that, ‘there isn’t enbustaff to deal with all clients.’
Client 4: This client said that, 'there aren’t egbuworking materials, e.g.
stationery, and particularly application forms.’

Client 5: This client said that, 'files sometimest dost, and you have to come
back a number of times.’

Client 6: This client said that, ‘there are not egle computers to deal with the
clients’ demands; the staff share computers, wknelktes a lot of the clients’

time.’

4.4.5 Improvement of service delivery through usef@omputers

The question aimed to solicit the client’s viewsvamether or not the introduction of

computers has improved the service delivery ofgygartments.
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The Department of Education

Client 1: This client said that, 'they are helpiagot, but since there are not
enough, one can't see that they are really helpimgproving service delivery.’
Client 2: This client said that, 'yes, computervdn@hanged the world and the
way work is done. Computers can simplify a veryidlfit task in a few seconds.’
Client 3: This client said that, 'i know nothingali computers; | just filled the
application form for my Matric certificate and leftwas not helped with/through

a computer.’

The Department of Social Development

Client 1: This client said that, ’i think it hasdaise civil servants just do things
on the computer and the results come very fastyihiag they do has been
improved with the availability of computers.’

Client 2: This client said that, 'they have in pdmt because computers are not
enough, the difference they make is sometimesleat.c

Client 3: This client said that, ’i know nothingali computers. | hear people say
they do a lot of things.’

Client 4: This client said that, 'yes, becausegiiare now done more easily than
before.’

4.4.6 Ability to use computers from home or at thelepartment for improved service

delivery

This question sought to determine the clients’ighib use computers on their own when

they are given a chance to do so at the departhsangce points or from home. It also

aimed to determine what problems would hinder susage. The following answers were

received.

The Department of Education

Client 1: This client said that, 'no, | don’t kndvow to use a computer.’

Client 2: This client said that, ‘yes, because I@mputer literate.’
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Client 3: This client said that, 'yes | can, altgbu am not used to the programs
they use at the Department of Education to rumr therk.’
Client 4: This client said that, ‘no | don’t knowe system they are using to

service their clients.’

The Department of Social Development

Client 1: This client said that, 'yes | can, be@utearned how to use a computer
at a training college.’

Client 2: This client said that, 'no, because |I'td&now how to use a computer.’

4.4.7 Suggestions for improvements in service dedity

The clients were asked what can be done to impseméce delivery in the various

departments. They suggested the following:

The Department of Education

Client 1: This client said that, 'providing servisttions within the departments
where people can use computers themselves in agplgr services. More
computer literate staff and more computers, sovloek can be done faster.’
Client 2: This client said that, 'eradicating famism and having enough

stationery at all times.’

The Department of Social Development

Client 1: This client said that, 'by servicing pé@fairly - all people are equal,
there is absolutely no need for staff members tgaga in favoritism when they
service people.’

Client 2: This client said that, 'employing moreafst members. There is a
shortage of staff into some departments which slosverything down,
particularly in instances where one staff membartbaservice a large number of

people. This often leads to long queues that déremattended.’
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» Client 3: This client said that, 'more working mas. Some departments keep
running out of tools/resources that can also adtbnipe slow processing-rate of
the departments.’

» Client 4: This client said that, 'clear directiosisould be provided to first-time
clients. Some departments are located in largalingi$ with no signs pointing to
where the different services are offered. Sociaktigpment clients are mostly old
people who can’t walk up and down the steps, seethave to be directions and
staff members to assist the public.’

* Client 5: This client said that, 'the number of qmuters needs to be increased so

that civil servants don’t have to share them.’

4.4.8 ICT availability at home for improved servicedelivery
Clients were asked whether they possessed compnutdrsir homes, and also what other
types of ICTs are available in their homes thatld¢quotentially be used to improve

governmental service delivery.

The Department of Education
» Client 1: This client said that, 'yes, | have a qurter. | have a laptop computer,
telephone, television, radio, mobile phone andniernet.’
» Client 2: This client said that, 'i have a telewisji mobile phone, radio, and
telephone.’
» Client 3: This client said that, 'yes, | am in pession of a computer, fax
machine, radio, television, telephone, mobile phondeo camera, and video

recorder.’

The Department of Social Development
» Client 1: This client said that, ‘no | don’t haveamputer at home’

» Client 2: This client said that, 'yes, | have a&p#one, computer, mobile phone,
radio and television. *

4.4.9 Opinions on the feasibility of delivering sesices at home using ICTs
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This question sought to determine whether or na #ervices provided by the
departments can be provided to clients in their é®mith the help of a computer, cell

phone or other ICT devices. The following answeeseneceived:

The Department of Education
» Client 1: This client said that, 'no they cannot.’
* Client 2: This client said that, 'yes. Forms to lgpfpr tenders can be faxed to me;

I'd fill them in and sign them, then fax them baokthe department.’

The Department of Social Development
» Client 1: This client said that, ‘no they cannot’
» Client 2: This client said that, 'yes, if they gaimone or allow us to phone and
apply for grants.’

4.5 Summary

A large number of the respondents from the statha departments indicated that they
lacked the ability to use a number of ICT toold tt@uld help them effectively service the
public. They, therefore, cited the need for tragnprogrammes that would allow them to
learn the necessary skills. It was also revealet thany relevant ICT tools like
databases, the Internet, overhead projectors, srgnmnformation systems, radio,
television, and laptop computers were not in uséheydepartments under investigation.
The Internet is not often used by civil servantewiservicing the public, even though it
is regarded as an excellent informant in all aspeddt life, and even while it is
acknowledged that the e-mail is the best way ofroamicating with people from around
the world within the space of seconds.

Interviews with both the staff and clients reveadlledt there are problems that hinder the

use of ICTs in enhancing service delivery to thbligu It was generally noted that there

are not enough staff in the departments to sertrieepublic. ICT tools also were not
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enough to service large numbers of people, paatlyultools such as computers,
telephone lines, laptops, and mobile phones. It alss said that the Internet and e-mail
facilities are not accessible to all staff membeithough there is a lot of necessary

information that can be obtained through thesestool

Interviews with clients indicated that there idl $avouritism in some of the departments,
in that some staff members pick their friends datrees from the queues and service
them first at the expense of the people who canmmg garly to seek services. Clients
mentioned that there were not enough resourcegrtace them because at times they
came for services and were told that there wereayers or forms and/or that the

computers were not working.

Chapter five discusses these and other findings.
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CHAPTER 5

DISCUSSION

5.1 Introduction

The primary aim of the study was to examine theafd€Ts to improve service delivery
to the public in a chosen number of government depmts in the uMhlatuze
Municipality. This chapter discusses the findingsni responses to two sets of data
collection tools, namely questionnaires and twemnview schedules. The responses were
obtained from civil servants and clients from thepBrtments of Education, Health and
Social Development in the uMhlatuze Municipalitgsuies that are discussed in this
section include, among others, the types of ICTstased by civil servants; their level of
interaction with ICT tools and services; level afcass to the ICT tools, specifically
referring to Internet services; the amount of tispgent using ICTs for work-related
purposes; the ICT training needs of civil servaalignt satisfaction with service delivery;
and challenges and suggestions for improvement vetfard to the use of ICTs for

service delivery.

5.2 Nature of the Services Provided by the Civil Qmartments

As a starting point, the study set out to inveséghe nature of the services provided by
the three selected civil service departments. Tipasgcular departments were selected
because they provide core services that influeteae day to day activities of the
populations they serve. Thorough investigatiorthef use of ICTs in these departments
could, therefore, enable the benchmarking of otiher service departments. A literature
review of the services provided by the selectedadegents summarily revealed the
following:

» The Department of Education provides servicesingdb education and training,
administration of schools and tertiary institutipnand accreditation of
programmes and quality assurance (South Africane@owuent Services, 2008).

* The Department of Health serves the needs of sliard hospitals in the region
as well as the staff servicing these institutiolms.aligning with international

standards, the department liaises with Health Degants in other international
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agencies and countries and provides health-reletedmation to the general
public. The department is also responsible for fdating health care policies,
legislation, and norms and standards for healté.car

» The Department of Social Development offers sesvigtated to child adoption,

early childhood development and the administratibwmarious grants.

Given the magnitude and the significance of theseices, the use of ICTs is inevitable
(see Section 5.3). This is confirmed by Sopchok¢@@d4, n.p.) who states that ICTs can
benefit service delivery by improving access to/ges and ensuring less time consuming
interaction; customizing service offerings tailoredcitizens’ specific needs; improving
transparency and building trust; encouraging moceiva citizen interaction and
democratic participation in decision-making; imgray citizen services; and delivering

accurate and dependable services.

5.3 ICT utilisation by Civil Servants

According to Enakrire and Onyenania (2007:n.p)htetogical networking in Africa is
mainly hampered by the continent’'s weak ICT (infation and communication
technology) infrastructure. As indicated previousiyChapter 2 and concurred by Mutula
and Mostert (2008), the ICT infrastructure of amoy acts as backbone to its ability to
provide ICT utilities and services that can effeely be used by the government and the
general public. Through the use of ICTs at govemtnievel, improved service delivery
and access to vital development information caprogided to the citizens of a country.
Enakrire and Onyenania (2007:n.p), however, poinot t¢hat digitised strategic
information for improved and sustainable developirismon-existent in most African
countries. This is mainly because of the contireeigeneral lack of exposure to what

freely accessible communication technologies catodmprove the flow of information.

In contrast, South Africa has relatively a well d®ped ICT infrastructure, providing
both the government and the general public withresgdo information and many ICT

tools and services (see Chapter 2). With most deeel governments’ current emphasis
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on improved and effective service delivery, Soutfricd’s ICT initiatives should,

therefore, be seen in a very positive light.

In the course of the last decade, the South Afrgavernment has invested heavily in
providing ICT tools to its departments in orderelevate and improve the standard of
service delivery to the public (Mutula and Most@®08). ICT services were introduced
to ensure that services are provided in a muchteshdime than previously possible
through manual methods (Megan, n.d.). Table Stilates the number and variety of ICT
tools made available to the respective departmétidsvever, the fact that ICTs are
available does not necessarily indicate use, omwis®d, it also does not indicate that
they are used to improve service delivery; for eglenthe Department of Education only
had three computers to render services to the @uith only one (computer) at the
Department of Health and 4 at the Department ofébdevelopment. The same trend
was noted with the other available ICT tools (sexbl& 9). The findings, therefore,
suggest that despite the government’s best intentiC TS are still generally not used in

many of the government offices, particularly natéahancing service delivery.

There are many possible reasons for this, sucacksof funds on the side of government,
lack of lobbying on the side of departmental mansgand/or the influence of human
factors such as fear of change, poor acceptanagitde towards ICTs, lack of skills and
awareness, and slow adoption of ICTs among thd. atéth respect to staff related
issues, Borgman (2000) notes that although the radwéormation or any other new
technology makes possible all sorts of new acéigjtipeople still find it very difficult to

discard old habits and practices.

As indicated in Sections 2.6 and 2.7, a large waraé ICTs, such as computers, fax
machines, digital cameras, and telephones (bottitenand mobile) were available and
could potentially be used by the government tolifate the delivery of government
services to the public. The type of ICTs used gahedepends entirely on the services
rendered. As revealed in Sections 4.2.3 and 4tl2ebe were a large number of ICT tools
that were either not available or not used (wheailable) by civil servants in all the

departments, such as video cameras, video recosbanmsners, radio, data projectors, and
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databases. Even recent technologies such as teemdhtand e-mail, which greatly
enhance communication, were generally not availableised by the departments in
guestion (Section 4.2.9). The ICT tools most comyaised by civil servants in all the
departments include computers, telephones, fax imeshand copy machines. Mobile
phones were also used quite often by civil servanthie Department of Health, while
Intranets were popular in the Departments of Edocaind Health. The under-utilisation
of ICT tools and equipment within the public seescsector is critical as it hinders
effective service delivery and quality of servidéis issue can be addressed through
intensive training; by updating skillssuring that quality tools are available for kyoimplementing effective
policies; and instituting a positive attitude byaféttowards ICT utilisation (The Development of the Plan
Development Framework: The Guidelines and Genearmatiples: n.d.). Furthermore, it is
essential to make IT literacy and basic computkilissa requirement for promotion and

employment within the civil service sector.

It was found that civil servants in each departmemerutilized or did not use a number
of ICTs that were specifically available to them $ervice delivery. As indicated in Table
9, most of the respondents from the Departmentdoicktion indicated that they did not
use several of the available ICTs, e.g. the Inte(®&%), video recorders (86%), video
cameras (76%), online databases, and radio (716hd&ape recorders, data projectors,
digital cameras, and scanners and television (6d€h)e Of course, the poor use of ICT
tools by this department could be because it dams necessarily need the above

mentioned ICT tools to deliver its services.

Civil servants from the Department of Health indéchthat laptop computers, online
databases, radio and sound/tape recorders (56%), ebthrnet, television, video

recorders, video cameras, overhead projectors e@athers (44% each) were not readily
used to enhance service delivery. The poor uskesktICTs might once again reflect the
type of services offered. The main exception wolbddthe Internet, which is always
potentially useful. However, as previously mentinihe Internet is not freely available

to the department’s offices for service deliverygmses.
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A similar pattern was observed at the DepartmenSadial Welfare. The department
normally deals with social issues, e.g. offeringgens to old-aged citizens or offering
grants to children. For this reason, there mayb®oainy need for this department to use
some of the ICT tools to deliver services to thélpy such as video recorders, video

cameras and data projectors.

5.4  Access to ICT tools

The findings of the study suggest a varied levelaofess to ICT tools in all three
departments. Certain ICT tools could be accessasonme departments but not in others.
This is evident in Table 6, which illustrates foraenple that the Internet, video cameras,
video recorders and the radio were the least aibbed€T tools in the Department of
Education, with each receiving a score of over 7®le access to these tools was found

to be reasonable in the other departments.

The number of ICT tools available and the levehofess to most of these ICT tools by
civil servants in Umhlatuze Municipality was gerigrdound to be low. This is again
illustrated in Table 6 where a number of ICT towmisall 3 departments were cited as
inaccessible. The South African Government hadhiced a lot of IT-related initiatives
to assist or uplift the level of use of ICT toolg yovernment employees, such as SITA
(State Information Technology Agency), Govtech, &y Arivia.kom, Acacia and
Infraco, to name a few. Given the findings, thesgatives do not appear to be effective
at the lower tiers of government. Part of the peabkould be that no training sessions are
offered to civil servants to help them understand lthese initiatives work and/or how
they could benefit from them. For this reason, mler of civil servants working in the

lower levels of government don’t even know how tmba computer system.

The fact that there is limited access to ICT tdoyscivil servants suggests that the
services offered may be slow and/or poor. This e@soborated by the staff during the
interviews, where some indicated that they didnibw how to operate a computer
system. A few civil servants from the Social Deyslent Department also indicated that

because they service a large geographical arnsayeéty difficult to service the population
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properly because of lack of access to ICT tooleuRhthese tools, such as computers and
the Internet, be made more accessible, bettercgedalivery could take place. However,
they also pointed out that lack of electricity immy of the areas would hamper the use of
ICTs, even if they were accessible.

According to the Data Protection Staff HandbookO@Q@), the Internet can lead to
enhanced business opportunities and advantages wtitisad properly and responsibly.
For example, departments can improve the way theyce the public by communicating
via email with those that have access to emailisesvand with computer literate citizens
who cannot physically go to their nearest officexduse of their age or because of
disability or illness. Kuye and Naidoo (n.d.) susfgethat the Internet makes
communication possible between three basic entiti@nely businesses, government and
the citizens. The Internet improves the way peagleess government services. As in the
above example, people can send emails to ask feices, and have the opportunity to
download useful government news directly from thmtednet without visiting any
government office. Through the Internet, the goment has developed websites for each
department that allow citizens to log in and get ldtest information about the services
offered by the departments, while sitting in fraita computer. The reliability of the
Internet provides citizens with better informatiand new knowledge, allowing them to

make faster and more informed decisions.

Despite all the obvious advantages of the Intearet its associated services, these
services were in most cases not used by most ofeffndents in the departments in
guestion. The respondents suggested that the reasom for this poor or non-use is
hierarchical - those in lower departmental posgiaio not have access to Internet
services; Internet services are mostly availablesenior management’s work stations
only. Table 9 highlights this: 10 (48%) respondeinten the Department of Education

indicated that they did not have access at alh&lhternet, 3 from the Department of
Health (33%) cited the same, and 13 from the Dapant of Social Development (72%)

indicated that they didn’t have Internet access.
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From the interviews with clients, it also becameaclthat lack of access to available
Internet-based governmental services contributédlients) having to waste a lot of time
in queues or trying to locate where the servicesrandered. If the government could
connect Internet to its employees’ workstations praperly train its staff to use Internet
services and add public Internet stations that diallbw the computer literate public to
access the information they may be looking forptaof time could be saved, effectively
doing away with the long queues in our governmédfites today. The government has
already acknowledged that it should make Interpetises available to civil servants in
order for them to improve service delivery to thibdlic. Similarly, the Internet should be
made available to clients at appropriate accesgpuiithin the municipality to reduce the

long queues that form at departmental offices.

5.5  The level of satisfaction of clients with theesvices rendered

The levels of satisfaction of the clients with teervices varied, with some clients
indicating satisfaction and others not. Reasonsdfssatisfaction included favouritism,
the incompetence of civil servants, the observemttabe of computer systems (which
resulted in civil servants sharing computers tasaghe public), and the civil servants’
lack of computer skills. All of these resulted low progress and long queues. Constable,
Mabena and Majanja (2007:3) have argued that sswieed to be provided neutrally,
reasonably, justifiably and without bias. The iatewees suggested that in many cases
there is a shortage of stationery in some depattheffices, where a client would come
for a service only to be told that there are non®available. This would understandably
cause a lot of unhappiness on the part of clightsossible solution would be providing
computer terminals which clients could use to @illt their forms. Another common
complaint had to do with the slow pace at whiclvises are rendered. For example, one
respondent stated that it sometimes took up tohweo's to service one or two people, this
could stem from the small number of civil servaentgployed by the different departments

and/or the lack of ICTs to speed up procedures.

The Department of Public Service and Administrat{@08:n.p.) states that national

departments and provincial administrations areiredquo publish standards for the level
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and quality of the services they provide. Servitendards must be relevant and
meaningful to the individual user. This means thaly must cover the aspects of service
that matter most to users as revealed through suttation process, and set up in terms
that are relevant and easily understood by the#rsusr clients. To attain these lofty
ideals, serious investment in ICT tools and théniimg of staff for optimal utilisation

should be considered by office managers.

5.6 Frequency of ICT utilisation by Civil Servantsfor official use or rendering
public services

According to the Ghana Resource Centre (2008:ritpjs very important for all
government employees to equip themselves with #hest ICT skills to reflect the
government’s drive to enhanservice deliveryFrom the findings of the study, it became
clear that although the departments were equipfzed @egree) with useful ICT tools,
they were not frequently used for service delivérgr example, in the Department of
Education (see Table 13), a fairly high number®@T tools were not used on a regular
basis or for long hours. Tools in this categorylude laptops, the Internet, Intranets,
television and digital cameras, databases and scgnvideo, sound/tape recorders, radio
and data projectors, PCs, telephones and prirdeeshead projectors and fax machines.
At the Department of Health, videos, sound/tap@ndars, laptops, television, overhead
projectors and digital cameras infrequently, wiil@s, Intranets, and telephones were the
only tools used between 6-10 hours a day to sethie@ublic. Fax machines and printers
were generally used at least 1-5 hours a day. Basdle above results, this department
generally uses the ‘normal’ ICT tools found in goweent departments for most of the
day. The same trend could be observed in the Depattof Social Development where
very little time was generally spent on ICT todls; example fax machines, printers and
copy machines were used for less than an hour ,andale PCs and telephones were only
used between 1-5 hours a day. From the aboveclear that in most cases, departments

still provide services using manual methods, eagep and pen, instead of computers.

5.7 Training needs in the utilisation of ICT tools
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The Ghana Resource Centre (2008:n.p) suggestsréi@ing sessions for civil servants
and community members would allow them to use toriiged ICT knowledge and skills
in their daily work and activities. Petty (2007:n.plso argues that because of
governments’ continuous move towards e-governmahtre, civil servants should be
involved in ICDL (International Computer Driving ¢@nse) programmes that would help
them empower themselves with the necessary ITsskdlthat they may be able to assist

the public effectively with ICT-related services.

Lack of training has been identified as a seriobstacle to ICT-enhanced service
delivery. This is highlighted by the results in T@ll7, where for instance in the
Department of Education, respondents stated thatri&ining was necessary to help them
effectively use computers (48%), for publishing %92 electronic records management
(67%), PowerPoint presentations (57%), databaseliag and word processing (42%
each), Internet access and creating spreadshe®¥ €éach). Respondents from the
Department of Health stated that training was reaogsn electronic records management
and database searching (33% each), using computgragnmes, creating spreadsheets,
PowerPoint presentations and information retrig2®% each). At the Department of
Social Development, respondents indicated that tleguired training in areas such as
PowerPoint presentations (67%), Internet acces$o)6k-mailing (44%), electronic
records management (38%), creating spreadsheetsisamg computer programs (22%
each). From the interviews with employees from tbgpective departments, it became
clear that many of the problems in using ICTs stehfinom the following:

* most of the employees from the Department of Edoicatere employed before
the tools were introduced to government. Many headen attended any training
that could empower them and ensure that they wbaldeady for any changes
that would occur (as far as ICTs are concerned).

* interviewees from the Department of Social Develeptrsuggested that a poor
understanding of how a computer works and how it ba used to improve
service delivery becomes a serious obstacle whempueters start being used

more and more often for service delivery.
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» the Department of Health's interviewees saw thewmeselas being computer
illiterate and therefore unable to deliver the gervevels expected from them
when using ICTs such as computers.

The fact that some civil servants could not opemten basic computer application
programmes that normally get used in offices, sashNord processing, Word perfect,
Excel and or Powerpoint, is a significant challen@kearly, civil servants require training

that covers virtually all recently-introduced IC®ots because they are hardly able to
operate the most basic of these (tools). The featt such a high number indicated that
they require basic training suggests that veryelittCT-related knowledge or no

knowledge at all currently exists among civil serga The government should, therefore,

urgently train its employees if it expects to aecale service delivery through ICTs.

5.8 ICTs and service delivery: issues and challenge

According to Skweyiya (1998:6), achieving a chaggoublic service sector is based on
the quality of human resources. The challenge Bngure that the skills and capacity of
the public servants are regularly improved to nthet changing requirements of the
public they serve. The current lack of specifidlskamong civil servants needs to be
addressed in order to upgrade their capacity toveteuality services. A challenge
mentioned by staff was the inability and frustratithey experienced when providing
services to their clients via computer systemse@sgfly when an error occurs during the
process and they are unable to solve the problanthis case, clients have to leave
without getting assistance. There are currentlyageigeneral training programmes, such
as Public Service Orientation Training, Ethics &adues, Customer Service, and Guides
for Public Policy Development that public servacas choose from in order to attain the
skills necessary to service the public effectivéjpwever, the question remains as to
whether there are any real efforts being made dvige effective ICT training to those
staff members who need it.

A major challenge facing clients when they visivgmment departments is the amount

of time (usually hours) it takes to process thifigs claims. Often, computers intended
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for service delivery are not functional, resultimgpeople standing in long queues while
waiting for assistance. Shortage of staff and laickaining only compound the problem.
The latter seems to be particularly endemic tocafris confirmed by Maphunye (n.d.),
who reports that the shortage of skilled persommeilany African countries is sometimes
related to unsuitable recruitments and appointmehtt lead to bad governance,

maladministration and mismanagement.

Benton (2007:n.d) also mentions that managers migfavernment departments are not
normally that skilled in the use of technology. &sesult, they cannot make use of newly
introduced IT resources that are meant to enhare&s delivery to the public. It follows
that if the managers are not skilled, they canuetgaately assess and promote the way
ICT tools are used by the civil servants.

During the interviews with clients, some complaindt files with their particulars
sometimes get lost, resulting in them having tobgok repeatedly or sometimes being
instructed to start afresh and reapply for the saameices. This is often either the result
of human error or could mean that there is no prdigee management system in place.
ICT tools such as computers can solve this prolidenause they can be used to save all
the records of a client that attended a departioerst service, ensuring that his or her file

can be easily retrieved from the system when nacgss

Sharing of resources was also cited as a challbegause it can be extremely time
consuming. Civil servants don’'t have the same t&sliwhen it comes to using ICT tools;
thus it may take a while for one staff member toieee a document while others have to
wait. It may also happen that some staff memberg want to work on a different
programme altogether, thus slowing the computerrdtwy having to keep switching

between programmes. This is an especial problenm Wiexe is a lack of skills.
Many of the problems can be addressed by dedicdfieé mangers and by a government

that is serious in its quest to deliver efficieatvdces to the public. This does, however,

also require employees that are open-minded and &aositive attitude towards change
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and customer care. As suggested by the civil sésyarore resources, such as computers,
telephones, photocopiers, and scanners, would weptbeir efficiency. Furthermore,
services such as the Internet and Intranets shbattbme common place in their
workspaces and not just be allocated to senior ganant. A strong sentiment for the
acquisition of the latest available technology a0 expressed as it would help civil

servants bridge the digital divide.

5.9 Conclusion

The study revealed that not all ICT tools are galheravailable and/or used by civil
servants in the uMhlatuze Municipality. The onlyTI@ols found and sometimes used by
civil servants, at least in their daily tasks ofvégng the public and performing their

office duties, include computers, telephones, facxmmnes, printers, and copy machines.

It was also found that most new technologies weteused, not found, or could not be
accessed by civil servants in the departments, thg. Internet, laptop computers,
databases, video cameras, video recorders, soutagpp@mrecorders, overhead projectors,
and information systems. The government also doeappear to make much use of radio

and television, which are mediums that are oftesdus this country for communication.
Several problems have also been discussed in hiister, such as skills shortages, the
need for training, and the problems encounterednwhieing to share resources (e.g.

computers).

The next Chapter discusses summary, conclusiomegmaadnmendations. (Chapter 6)
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CHAPTER SIX
SUMMARY, CONCLUSIONS AND RECOMMENDATIONS

6.1 Introduction

This chapter summarises the research findings aogopes recommendations for the
uses, impact and interaction of information tecbgms among civil servants in the
uMhlatuze Municipality. The aim of the study wadrwgestigate social informatics in the
context of service delivery in uMhlatuze MuniciggliThe objectives were set to break
the aim down into more specific, measurable, antely units. The objectives of the

study were as follows:

* to determine the nature of services provided,;

» to establish the types of ICTs currently in usaidMhlatuze Civil Servants;

* to explore the type of interaction with ICTs amo@gvil Servants in the
uMhlatuze Municipality;

* to explore the impact of interaction with ICTs argo@ivil Servants in the
uMhlatuze Municipality;

» to determine training needs of Civil Servants infas as the effective ICT
utilization is concerned,

» to determine challenges faced in service provisioth

» to determine user satisfaction with services dejive

6.2. Summary
This section summarises the findings under eacthefstudy’s objectives. It serves to

illustrate how the research questions and objestivere answered.

6.2.1 The nature of services provided by Civil Seants in uMhlatuze Municipality

The services (described in section 1.1.6) to thelipudiffers according to which
Department offers them.

The Department of Social Development offers sosgalices to the public such as child
protection service, crime prevention, substancesabmatters, victim empowerment,

disabled and child care (creche grants). HIV/AIE8vies are also provided including
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others such as development and research, commdesvglopment work for instance:
projects like sustainable likelihood, youth devehmmt, institutional capacity building

and support, social relief care and support sesyi@ad general administrative activities.

The Department of Education offers services likallssto use modern technology in
order to be up to date with the latest technoldgiezelopments in the country, providing
access to relevant materials and recent informagiertaining education, instituting
educational initiatives and life skills course tmyide the general public the opportunity

to become self sufficient and independent, andddyihg the public to become literate.

The Department of Health offers health care sesvioedMunicipalities, traditional healers
and non-governmental organisations.

6.2.2 Types of ICTs used by Civil Servants

As a starting point, the study aimed to identifg thpes of ICTs used by civil servants in
the Departments of Education, Health and Socialelzgment. The study found that
there was a considerable variety of the ICT toalailable in the three departments.
Computers, telephones, fax machines, copy machpregers and mobile phones were
among the most common ICT tools being used irhalldepartments. In terms of the tools
not used by the respective Departments differehess been identified, for example in
the Department of Social Development tools suchtelevision, radio, video cameras,
video recorders, tape records, sound records, eadrprojectors and data projectors are
not used,. The reason may be that there are nongedhat include clients that may need
tools like radio, television and sound recordingdso there are no services rendered that

require the need for data projectors.

At the Department of Education ICT tools such as liternet, video recordings, and
video cameras are not regularly used for servitirggcommunity, the reason may be
because there are no specific services that need tewls in the department. In the
Department of Health ICT tools including the Intetnradio, video recorders, video

cameras, and laptops are not used for serviceauglto their clients.
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Of interest, the study determined that these untseld have been available for quite a
while in these departments, yet it is not utilis6dzen the fact that such departments exist
for providing a valuable service to society, therpise is that every tool available in these

departments should be used to enhance serviceegeliv

Additionally, the study also found that indeed t&d tools that were utilised improved

the services provided to the clientele, for examipl®epartment of Social Development,
computers are used to make applications for grants to check the status of those
applications when the clients are inquiring abdem. In the Department of Education
department telephones are used to communicateselihols in checking their day to day
running and also to communicate with the Head ©fflo the case of the Department of
Health computers are used to create records fentsliwho are admitted in hospitals by
the department, and telephones are used to chedfatghto day running of the hospitals
and to report problems that may be encountereterins of the frequency of the use of
these services, the study found that they were aseadaily basis to provided service to

the intended clients.

6.2.3 Civil servants interaction with ICTs

The interaction between Civil Servants and ICT godiffers between the departments
under study.

According to respondents from the Department ofdation computers (18; 86%), the
telephone (17; 81%), printers (17; 81%), fax maekil5; 71%), photocopy machines
(15; 71%) and mobile phones (11; 52%) were perceteebe the most effective and the
tools mostly interacted with. It was indicated ®gpondents from this Department that
South Africa is forging ahead technologically ahdttgovernment is striving to introduce
new technologies to improve both service deliveng ghe living standards of all the
people, However, training in using these techn@sgvas seen as imperative so as to be
able to use those technologies effectively so sleatice delivery can also improve. The
greater ease of communication; the eradication lod paper-based system of

communication, the speed at which these ICT toamtswork as well as the large volumes
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of data that can be stored by some of the ICTs baee cited as some of the reasons why
they prefer to interact with these ICT tools.

The Department of Health’s respondents cited asntbst effective ICT tools in the

performance of their daily duties as computers, faters and copy machines (7; 78%),
intranets, telephones and data projectors (6; 67§ laptop computers (5; 56%).
According to the respondents the main reasonsferacting with ICT tools are that they
improve communication and make it easy to get lobldny person using either a mobile
phone, telephone, or email. These tools also deerttee amount of work that has to be
done manually, for example, there is no need ta [@dters, because communication is
now done in seconds through the use of computéis.iit turn improves service delivery
as answers can be received faster and informatsseminated to the client at their

workplace or at home.

Respondents from the Department of Social Developnmeracted mostly with the
following ICT tools: computers, fax and copy maasn(18; 100%); printers (17; 94%);
and telephones (16; 89%) as these tools gave thermost effective way of servicing
their clientele. Respondents from this departnratitated that ICT tools should be more
freely available in departments for improved sezvidelivery, for example having
computers ensures that there is no handwritingepbnts, but that it is typed out neatly
and stored on file management systems for lategrnadf Also e-mails are sent to
Supervisors and even to head office. Faxing doctsnare also preferred as it is much
easier that mailing, as a faxed document takestesrno reach its destination as opposed
to mail that could take weeks.

All the above mentioned tools are used on dailysbiasall the Departments. Computers
were especially found to be the most effective arut interacted with tool because of
the governments systems, software and informatiored on computers that enable the

civil servants to utilise them in providing serviwethe public.

6.2.4 The impact of interaction with ICTs on servie delivery.
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The study found that the availability and use off$Chad a huge impact on service
delivery. From the results it became clear thas¢éhcomputers are now used for almost
everything that is done in the Departments. Telaphoare the most common type of
communication between Departments and among the sgwants themselves. On a
daily basis documents are printed, faxed or phofmet as part of service delivery. This
is in line with Souter’s (1999) statements on tin@act that ICT tools have on the day to

day running of an organisations (see section 2.1)

In terms of using laptop technology for serviceid®ly the impact has not yet been
significant, but it can be assumed that this tetdmowill become common place in the

near future.

6.2.5Training needs of Civil Servants for the effectivdCT utilisation

The training in the use of specific ICTs, espegiatbmputers, has been identified by the
civil servants in all the Departments as a hugalnée all the departments training in
computer literacy and the other available of IC®l$othrough workshops and seminars
have been identified as of the utmost importancaining in the proper usage of e-malil
services and internet were also identified by la#l tepartments as crucial. Publishing,
database searching, file/records management, mgparesentations using PowerPoint,
and information retrieval were other areas that thgpondents indicated they need
training on. As could be seen from the resultshapter 4, lack of training was among the
most pertinent reasons why certain ICT tools ateoptimally utilised. The apparent lack
of training in utilising ICT effectively is supp@d by the responses by clients from
especially the Department of Education which ingidathat staff members are seen as

not computer literate and unable to deal with ¢§arsing computers.

6.2.6 Challenges faced by the Departments in rendag services to the clients or
customers in uMhlatuze Municipality
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Limited Internet access is seen as a major chalémat hinders easy flow of information

and communication within the Departments, amongdiwé servants themselves and
between civil servants and their clients. Somehef ¢ivil servants are not office based,
meaning that they have to service the communitiesresthey are located, for example
mobile clinics. As many of the areas being serviezlgeographically remote and void of
telecommunications infrastructure for landlines aothputer networks it becomes very
difficult for civil servants without mobile techrady to directly communicate with their

respective offices in case they need assistanaayother job related matter. The lack of
raining in the usage of most of the ICT tools idig challenge that civil servants

themselves face, rendering many tools that carsbé to vastly improve service delivery

time useless.

Within each Department specific challenges werentilied that hampered effective
service delivery, for example, the Department otiéadion only has very limited work
ICT resources such as computers, and the intefiiet. Department of Health also
experienced a lack of resources both in terms g$iphl space as well as, resources such
as computers since the current number of avail@ol@puters are not enough to
accommodate all the work to be done on it. Thep abgperience a critical shortage of
professional staff who are computer literate enotmdeal with the ever changing
technology. Respondents from the Department ofebdevelopment cited the lack of
access to the Internet and its associated sersiggs as e-mail as their major challenge
since they believe that though the use of emaimsngonication between themselves and
with their clients can be improved a lot. IT sugpse their other challenge because they
have a lot of in operate machinery that cannotidedfin time to be able to support the
work load. The lack of mobile phones is anotherlehge since they are needed when
Social Workers are visiting remote areas whereetta@e no landlines to communicate

with their offices for assistance.

6.3 Summary
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The purpose of this study was to examine the dstweness, and impact of ICTs in the
context of service delivery within three governmelepartments operating within the

uMhlatuze Municipality.

It was found that some ICT tools such as computelgphones, fax machines, printers,
photocopy machines, and intranets are commonlyiablaj accessible and often utilised

by civil servants to render services to the public.

The impact of the interaction with ICTs is both atge and positive. Negative in the

sense that it creates problems for those staff reesnimable to the most commonly used
ICTs but also specifically the computer, whilestpositive in a sense that for those Civil
servants that are ICT literate enough to operafett®ls their work becomes easier and

they can deliver services more effectively.

The government however, still has a lot to do ideorto enable all the Departments to
utilise ICTs efficiently and effectively in serviaelivery. Other than providing enough,
and the correct ICTs, many training needs were asatified of which government

officials should take heed since a lack of skiltgpedes most opportunities for effective
service delivery. This fact was also corroboratgdh® reaction received from the clients

interviewed.

6.4 Recommendations

These recommendations emanate from the resultscamdusion of the study. Their

adoption should improve the use of Information &wmmunication Technologies in the
context of service delivery specifically in the dbr departments studied, but also in

government departments in general.

6.4.1 More ICT tools for Civil Service
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Most governments have engaged themselves broadheinse of ICT tools to improve
their service delivery. All three Departments stéaddiseem not to have access to, and
therefore can not utilise important communicationndormation tools such as E-mails
and the Internet for service delivery and/or totbeir daily work. ICT tools such as
digital cameras, video cameras and recorders, scemoverhead projectors and databases
should be introduced to the Civil Service becausayrof them can used profitably for
improved service delivery, e.g PowerPoint presemtabr TV programmes on health
related issues can be created and shown to patigiting in queues to see the clinic
sisters. As it was mentioned by respondents irthal Departments that tools such as
computers and laptops were not enough to ensurgerbservice delivery it is
recommended that the government departments dadindad staff needs in terms of ICT
tools required and to strive diligently to budgedasupply the required tools and the

required infrastructure to each department.

6.4.2 Availability and Accessibility to Internet ard e-mail services

The Internet and e-mail facilities should be introed or made available to everybody in
the civil service, so that the communication ansseimination of information becomes
easier and faster. Of the three Departments stualbedss to the Internet for service
delivery was not available. The same could be §aich the e-mail facility. Through
Internet e-mail services are made available tosuaich speeds up communication and

provides a cheap medium of communication.

As many government departments are scattered all the country, some of them in
extremely remote areas, access to the Interneteamdil services, either by way of a
computer network or through a mobile phone, becweEry important. Other than
allowing inter-departmental communication this fiégicould also be used to decrease
time spent waiting in queues for information by tipablic, as they could be
communicated with without having to be physicallyegent. It is, therefore,
recommended that Internet access to all computadslaptops in each department be
made mandatory. If a communication network areavailable mobile phones providing

Internet access should be issued to all staff menfbe office use.
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6.4.3 Training in the utilisation of ICT tools

A lack of skills to operate a number of ICTs, espicthe computers has been identified
as a serious impediment to effective service defivkt is, therefore, recommended that
the Departments of Education, Health and Socialeldgpment should send their staff for
training on the efficient utilisation of ICT toolspecifically computer related training.
Computer literacy courses and refresher courseddihe offered on a continual basis in
order to elevate the level of computer literacy agthe civil servants. Programmes such
as Word processing, Excel and PowerPoint whichusel almost daily in the public
service should also be continually mounted. Wheew staff member has been recruited
into a department managers should see to it tlaetpeople are given proper training so
as to understand the system in place at the tionesxfample, old staff members should do
the so-called “show and tell” session to show ne@miners how things are done within
the department. As for new software’s departmeritsulsl require from private
companies who develop programmes to also trairstdi® so as for them to understand
how that program operates. Training can be onsherev staff members are able to

develop and assist each other, or if budgets akkaernal courses can be attended.

6.5  Suggestions for further research
The study focused on uMhlatuze Municipality alolid@s necessary in future to look at
other Municipalities as well to determine how these or interact with Information and

Communication Technologies to improve service @siv

The study also targeted only three Departmentdhlatuze Municipality, and it should,
therefore, be extended to include all other Depamnts) operating within the Municipal
borders. The study can also be extended to coeewttiole district Municipality and even

go as far as covering the whole province of KwaZuaial.
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APPENDIX 1
Questionnaire

QUESTIONNAIRE FOR THE ACCESS, INTERACTION, USE AND IMPACT OF
INFORMATION AND COMMUNICATION TECHNOLOGIES AMONG CIVIL
SERVANTS UN UMHLATUZE AREA: A SOCIAL INFORMATICS STUDY.

Dear Respondent

My name is Mduduzi Ntetha, a Masters student registered with the University of
Zululand in the Department of Library and Information Science. | am carrying out
a study on “The access, interaction, use and impact of Information and
Communication Technologies among the Civil Servants in uMhlatuze area.

A Social Informatics study”

The questionnaire is constructed in such a way that most questions require you
to tick the answers. This should take approximately 15 minutes of your

time. No names should be provided. You are assured of your rights, including the
right of consent, protection from disclosure of information and respect for your

privacy. Anonymity and confidentiality are promised and maintained.

Thank you for your cooperation
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SECTION ONE: PERSONAL INFORMATION

Please tick the appropriate box when answering the following questions.

1. Please indicate the civil service to which you currently belong (i.e.

Department/ministry)

Education [ 1(2)
Health [ 12)
Social Development [ 13)

2. Please indicate your current job title (e.g. Educator)

3. Highest level of qualification:

Certificate [1@
Diploma [1@)
Bachelor’'s degree [ 1(3)
Post-graduate diploma [1@
Masters degree [ 105)
Doctoral degree [ 1(6)
Others, [ 1()

Others, please specify..........covviiiiii i,

4, Gender
Male [ 1)

152



Female [ 12

5. Please indicate your Management level

Top management [ 12)
Middle Management [ 12)
Lower Management [ 13)
None of the above [ 14

SECTION TWO: ICT ACCESSIBILITY

6. How do you rate the accessibility of ICT tools and services in your

organization?

ICT tools and services 1. 2. Not
Accessible | accessible

Computer i.e. PC
Laptop computer
Internet

Intranets
Databases (online)
Telephone

Mobile phones
Television

Radio

Video cameras
Video recorders
Sound/tape recorders
Overhead projector
Fax machines
Digital camera
Printer

Scanners

Data projector
Diskette

Copy machines
Other specify
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Others please specify

If they are not accessible, what could be reason for that?

7. Do you have access to a computer? (You may select more than one)

Yes on my desk in my office
Yes we share in the office
Yes at home

Both at home and in the office
Mobile e.g. lap top

No

Other, please specify

8. Do you have access to Internet services? (You may tick more than one)

Yes at my workstation where |
assist the public

Yes on my desk in my office
Yes we share in the office
Yes at home

Both at home and in the office
Mobile(e.qg. lap top computer
and mobile phone)

No

Other, please specify
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SECTION THREE: TYPES OF ICT APPLICATIONS AND SERVICES

9. Which of the following ICT applications and services are available in your

institution or organisation for office use or to serve the public?

ICT products and services | Office use Public
for office use service
Computer i.e. PC
Laptop computer
Internet

Intranets

Databases (online)
Telephone

Mobile phones
Television

Radio

Video cameras
Video recorders
Sound/tape recorders
Overhead projector
Fax machines
Digital camera
Printer

Scanners

Data projector
Diskette

Copy machines
Other specify

10. What problems have you encountered in using ICT tools and services? (You

may select more than one)

| cannot use the file management facility on the computer

| cannot use the Windows Operating systems effectively

I do not have effective keyboarding skills

| cannot use the word processing facility in the computer.

| cannot use the computer for accounting purposes using a
spreadsheet

| cannot use databases
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| cannot use the presentations programmes e.g. PowerPoint

| cannot send an E-mail

| do not know how to use the Internet

I do not know how to connect Network into my PC

| cannot set-up my PC

| can not maintain my PC

| can not solve troubleshooting problems

No ICT support team in the department

| cannot operate tools such as the video camera

| cannot operate tools such as data projector

| cannot operate tools such as scanner

| cannot operate tools such as printer

Other please SPECITY ... ...ttt e e

11. Which ICT do you use for the following (only indicate ICTs next to those
options that you use)

To communicate with friends and relatives

To collaborate with civil servants

To communicate with colleagues world-wide

To disseminate departmental information

For research purposes

For education purposes

For word processing

For Internet access

To create/access a spreadsheet

For records management

For presentations

For database searching

For Information retrieval

For printing

To assist the general public

Others please specify
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SECTION FOUR: THE LEVEL AND RANGE OF USE OR INTERACTION WITH
ICTs

12. What is your level of use or Interaction with ICT applications? (You may

select more that one)

ICT tools and Often Seldom | Never
services

Computer i.e. PC
Laptop computer
Internet

Intranets
Databases (online)
Telephone

Mobile phones
Television

Radio

Video cameras
Video recorders
Sound/tape recorders
Overhead projector
Fax machines
Digital camera
Printer

Scanners

Data projector
Diskette
Management info.
Systems
Information systems
Decision support
systems

Copy machines
Other specify

13. How much time per day do you spend using the following ICTs for office or

public service purpose?
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ICT tools and
services

Less 1-5
than 1

hour

hours

6-10
hours

11-15
hours

More
than
16
hours

None

Computer i.e. PC

Laptop computer

Internet

Intranets

Databases (online)

Telephone

Mobile phones

Television

Radio

Video cameras

Video recorders

Sound or tape
recorders

Overhead projector

Fax machines

Digital camera

Printer

Scanners

Data projector

Diskette

Copy machines

Other specify

O=0OFFICE

P=PUBLIC

14. How long have you been using the following ICTs?

ICT tools and services

Les than
ayear

1-2
years

2-5
years

5-10
years

Over
10
years

Not
used

Computer i.e. PC

Laptop computer

Internet

Intranets

Databases (online)

Telephone

Mobile phones

Television
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Radio

Video cameras

Video recorders

Sound or tape recorders

Overhead projector

Fax machines

Digital camera

Printer

Scanners

Data projector

Diskette

Management info.
Systems

Information systems

Decision support systems

Copy machines

Other specify

SECTION FIVE: IMPACT OF ICTs TOOLS AND SERVICES

15. Which of the ICT application or services do you consider effective in your

work?

ICT applications & services | 1. Very 2. 3. Not
effective | Effective | effective

Computer i.e. PC

Laptop computer

Internet

Intranets

Databases (online)

Telephone

Mobile phones

Television

Radio

Video cameras

Video recorders

Sound or tape recorders

Overhead projector

Fax machines

Digital camera

Printer

Scanners
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Data projector

Diskette

Management info. Systems

Information systems

Decision support systems

Copy machines

Other specify

SECTION SIX: TRAINING NEEDS

16. In which ICT applications or areas do you require training? (You may select

more than one) and explain what kind of training you need.

Training Kind of

Training

To use the computer programme used to serve the

public efficiently

Publishing

Word processing

Internet access

Creating spread sheets

File or records management

Compiling bibliographies

Preparing presentations using PowerPoint

Database searching

Information retrieval

E-mailing

To use the fax machine efficiently

To use the copying machine efficiently

Delivery presentations

Others please specify

17. Please suggest solutions that can solve those problems.
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18. What would you propose as recommendations in improving the applications

and use of ICTs in your institution or organisation?

19. How do you think ICTs have changed the way in which you do your work or
communicate with colleagues or the public? Please provide as much detail as

you can and as many examples as you can

20. Explain how has the Internet changed or helped your Department in servicing

the public? Does your Department have website?

THANK YOU VERY MUCH FOR PARTICIPATING AND COMPLETING THE
QUESTIONNAIRE
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APPENDIX 2

Interview Schedule for Civil Servants in the Departments

Interview Schedule for Civil Servants in the Deparnents: Education, Health and
Social Welfare in uMhlatuze Municipality.

1. What service/s do you deliver to the public?
2 What is the level of satisfaction of the publichwtour service delivery?
3. Do you use any computers to provide services?df waen did you start

using the computers and what has been the impact?

4, What is the attitude of staff towards the use ahpaters? Do they have skills
to use the computers?
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Thank you for your time.
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APPENDIX 3
Interview Schedule for Clients in the Departments

Interview Schedule for Clients and Customers in thé®epartments: Education,
Health and Social Welfare in uMhlatuze Municipality.

1. What service have you come here for?
2 How often do you come to seek service from thisceff
3. Are you satisfied with the service you are proviaeth? If not, what

problem/s do you face when you come to seek sefmoce this Office?
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6. Do you think that some of the services providecktuamn be provided to you
at home? If yes, what are they?
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Thank you for your time.
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