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FROM THE EDITOR’S DESK

2	 SERVICE DELIVERY REVIEW | Volume 11 No. 3 of 2018

Welcome to the first edition of the 
electronic Service Delivery Review 
(e-SDR) magazine. The need to 
change from a hard to soft edition of 
the quarterly publication has been 
considered for a long time. Weighing 
the costs of production versus value for 
money was always the foremost reason 
for the change. Another major factor 
was the need to move with the times, as 
the saying goes.

Transitioning from hard copies to a digital 
format means that we can now produce 
each edition of the SDR magazine at a 
fraction of the cost. Moreover, the advent 
of the internet has opened up near infinite 
communication avenues among millions 
of people (without having to spend a 
cent). In the end, the various forms of 
internet-powered publishing mean that 
the traditional notion of a “readership” 
has fast become redundant. 

As part of a pilot of three magazines 
planned for this financial year, this 
first edition of the e-SDR represents a 
tentative step towards this brave new 
world of digital publishing and the even 
bigger world context that underpins it. 
Indeed, this step marks the SDR team’s 
initial foray into the world of the much 
vaunted fourth industrial revolution.  

The idea of the fourth industrial 
revolution is associated with Professor 
Klaus Schwab, who is the founder 
and executive chairman of the World 
Economic Forum (WEF). Professor 
Schwab is also author of the book, 
Fourth Industrial Revolution, which is 
a phenomenon that he describes as a 
fusion of technologies and the natural 
worlds that is “blurring the lines between 
the physical, digital and the biological 

spheres.” In cinematic sci-fi terms, think 
of the machine-humans (cyborgs) of 
Terminator or the surrealistic The Matrix. 
In reality, though, Professor Schwab’s 
fourth industrial revolution is as real as 
the technologically powerful iPhones 
that adorn many a pocket. The fourth 
industrial revolution foretells a force for 
good or ill. Just like the gadgetry that is 
the mark of 21st Century life, the advent of 
the fourth industrial revolution presumes 
a trade-off between, for example, 
convenience and “Big Brother” types of 
surveillance. 

There is also concern that the quest for 
the previously unimaginable levels of 
efficiencies that result from robotisation 
will make human labour redundant. 

It is therefore fitting that the inaugural 
e-SDR magazine focuses on a number 
of articles that may help shed light 
on this new terrain that marks the 
fourth industrial revolution, especially 
as it relates to the public service or 
e-government. n
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Government has resolved to spend 
the year celebrating the centenary and 
memory of former president Nelson 
Mandela, his legacy and his exemplary 
life of service. In 2018, we also cherish 
and celebrate the legacy of Albertina 
Sisulu, one of the stalwarts in the fight 
for a just post-apartheid South Africa. 
Both these leaders (and many more 
before and after them) have left us a rich 
legacy of commitment and visionary 
leadership. Their teachings are a worthy 
source of learning and deserving of 
emulation by all public servants. 

In one of his speeches, former president 
Nelson Mandela famously observed that 
changing the world begins with changing 
the self. This is a truism that aptly applies 
to public servants, whose very mission 
is to change the lives of South Africans 
for the better.  The change that we have 
to initiate within us as public servants 
starts with maintaining high standards 
of professionalism and ethics that are 
worthy of imitation by our peers and 
colleagues. It means finding ways of 
doing things differently in cases where 
current efforts are no longer efficient 

and effective. In essence, this means 
that the heightened sense of renewed 
commitment to service delivery ought 
to start with public servants themselves, 
especially as we work towards attaining 
the ideal public service as envisaged in 
the National Development Plan (NDP). 

When President Cyril Ramaphosa, 
during the 2018 State of the Nation 
Address, echoed the words of the 
legendary jazz musician Bra Hugh 
Masekela, in his song, Thuma Mina 
(Send Me), he might as well have 
been referring to the renewed sense 
of purpose and commitment to Batho 
Pele that is so urgent and critical to the 
public service. As a public service, we 
need public servants who will heed the 
call of President Ramaphosa and say, 
Send Me, because: I Belong, I Care, 
I Serve. Early this year, the Ministry 
for Public Service and Administration 
(MPSA) hosted the fifth annual National 
Batho Pele Excellence Awards. The 
awards epitomised the spirit of coming 
forward and going that extra mile in the 
service of the public and in the truest 
spirit of Thuma Mina. As a mechanism 

to professionalise the public service, 
the awards are also part of the big 
picture, which is building a capable and 
developmental state.  

Furthermore, mechanisms such as 
the NatiOnal Batho Pele Excellence 
Awards are central to learning and 
knowledge management in the public 
service. The awards are as much about 
peer-to-peer learning and providing a 
platform to showcase good practise 
as they are a means for gauging the 
satisfaction of citizens with the quality 
and levels of service that government 
provides.  

More than at any other time, the year 
in which we celebrate the centenary 
of the birth of former president Nelson 
Mandela and the legacy of struggle 
stalwart Albertina Sisulu, particularly 
calls for the renewal of our commitment 
as servants of the people of South 
Africa. n

Minister for the Public Service and 
Administration Ms Ayanda Dlodlo, 
MP

Rekindling Mandela’s spirit 
of public service
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President says YES to  
business buy-in 
Boosting government efforts at upskilling the youth through 
public-private partnerships, President Cyril Ramaphosa 
welcomed the buy-in of business leaders as part of preparations 
for the launch of the Youth Employment Service (YES). Held 
in early March, the session brought together chief executives 
and other senior leadership from a broad range of leading 
corporations, state-owned enterprises and employment and 
skills development initiatives. The session involving business 
leaders was part of the build up to the launch of the YES 
initiative in the first quarter of 2018. 

“Government is prepared to work with the private sector as 
partners in creating value and solving key problems facing 
the country. YES will lift the hope of many young people and 
demonstrate that we are able to achieve a great deal through 
dialogue,” said the President.

Addressing YES partners, President Ramaphosa thanked 
the business community for opening the doors of opportunity 
for young South Africans. He assured business that Cabinet 
was “very enthusiastic” about the YES initiative as a means to 
create career pathways for young people. n

SAnews.gov.za

For the Special Investigating Unit (SIU), 2017 was a demanding 
year. Working with other law enforcement agencies, in the past 
year the SIU recovered about R20,5 million on behalf of the 
state and identified a further R63 million as the value of money 
and/or assets potentially recoverable by the state. The unit 
also referred 168 matters for disciplinary action and submitted 
six reports to the Presidency.

The SIU is probably the most powerful government agency in 
South Africa when it comes to corruption investigations. The 
unit is also one of the most feared in the country, rivalled only 
by the police’s priority crimes unit, the Hawks. In its 21-year 
history, the SIU has been at the heart of several high-profile 
cases, some successful and some controversial. The agency, 
as complicated as its work may be, remains as powerful as 
ever. When it was established in 1996, the SIU mandate was 
to investigate serious malpractices or maladministration in 
the administration of state institutions, state assets and public 
money. The SIU was also to investigate any conduct that 
may seriously harm the interests of the public. To date this 
mission, which hangs on its reception wall, greets visitors at 
the agency’s headquarters in Meyer’s Park, Pretoria.  

Hundreds of SIU investigators worked around the clock to 
finalise cases and ensure that perpetrators of corruption 
were brought to book. Fraudsters, con artists and corrupt 
individuals, both in the public and private sector, are not really 
friends of the SIU. The three Mpumalanga officials languishing 
in jail for defrauding a municipality of R2,95 million are just 
an example of the many unscrupulous officials who have 
been at the receiving end of the SIU’s wrath in the past year. 
The SIU was also instrumental in exposing corrupt practices 
at the South African Social Security Agency (Sassa), where 
investigators were able to identify beneficiaries that were not 
entitled to specific grants. The beneficiaries of the grants 
worked with corrupt Sassa officials to milk the state of millions 
of rand. 

Although it is not entirely straightforward, Caroline Mampuru, 
deputy head of the SIU, says the SIU does allow members 
of the public to walk in at the unit’s offices to report cases 
of corruption. The unit has offices in eight of the provinces, 
the exception being the Northern Cape. For members of the 
public who may want to report corruption but wish to remain 

anonymous, the SIU has an email service where anonymous 
tipoffs can be sent. The SIU’s interim results for 2017 indicate 
that the unit continues to be a catalyst for fighting corruption 
in South Africa. Last year alone, the unit received nine new 
proclamations allowing it to investigate matters including fraud 
in the Eastern Cape Department of Social Development, and 
corruption and maladministration at the Thabazimbi Local 
Municipality in Limpopo and the Gauteng Department of 
Health. 

Mampuru’s role is to make sure that operations at the unit and 
its eight divisions across the country are efficient for it to carry 
out its mandate of forensic investigations. A good day for her 
is seeing a team of investigators working very hard to save the 
South African government billions of rand that would otherwise 
be misused through corruption. n

SIU in numbers 
168 The number of referrals made 

for disciplinary, executive and/or 
administrative action

R20,5 million The actual value of money and/or assets 
that have been recovered for the state

39 The number of referrals made to the 
relevant prosecuting authority

R63 million The value of money and/or assets 
potentially recoverable

686 The number of investigations closed out 
under a published proclamation

R197 million All these figures are reflected in the SIU 
2017 report.

SAnews.gov.za

How the SIU recovered 
millions of rand
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Gauteng Health MEC Dr Gwen 
Ramokgopa says snaking queues for 
chronic medication at health facilities 
will soon be a thing of the past with the 
launch of the Pharmacy Dispensing Unit 
(PDU). The PDU is the first of its kind 
in Africa. It operates like an ATM; only 
in this case it dispenses medication, 
giving it the name the ‘ATM pharmacy’.

“We have leveraged the ICT and 
digitilisation economy to benefit the 
health of our people. The PDU will 
assist us to reduce congestion in 
public healthcare facilities,” said MEC 
Ramokgopa. The Health department, in 
partnership with non-profit organisations 
Right to Care and Right ePharmacy, 
launched the PDU in Alexandra. 
According to the MEC, the PDU had 

been tried and tested during its pilot 
phase, which saw 4 000 patients 
withdraw their medicines at the ATM 
pharmacy. A total of 18 000 medicines 
were dispensed during its trial. The PDU 
uses world class technology that allows 
patients to enter their unique PIN code 
to withdraw medication handpicked by 
a robotic arm. Using a two-way Skype-
like audio-visual interaction feature, 
patients can also receive counselling at 
the ATM pharmacy. 

The MEC said the counselling option 
ensures that the safety of patients is 
not compromised. The Skype feature 
ensures that safety is not compromised. 
Patients can interact with pharmacists 
on how to use their medication and find 
out about the side effects before the 

medicine is dispensed. In Gauteng, over 
40 000 patients receive their medication 
off-site as part of the department’s 
strategy to decongest healthcare 
facilities. The PDU is also expected 
to increase the reach to HIV and Aids 
patients and to reduce the number 
of patients who default on chronic 
medication. The MEC said the facility will 
be rolled out to other parts of Gauteng, 
with the next stop being Soweto and 
Diepsloot. “I hope this [PDU] will assist 
us in achieving our target of reaching 
the missing two million patients who 
should be on anti-retroviral treatment 
in South Africa. It will also help us with 
adherence to ART medication,” said the 
MEC. n

SAnews.gov.za

Withdraw your medication at the ‘ATM pharmacy’

Cooperative Governance and Traditional 
Affairs Minister Dr Zweli Mkhize says 
the ministry has resolved to step in to 
support dysfunctional and distressed 
municipalities in a bid to improve 
service delivery. The minister briefed the 
media at the Imbizo Centre following two 
weeks of briefings from the ministry’s 
stakeholders, including the Cogta 
provincial leadership. 

“The Ministry of Cooperative Gover-
nance and Traditional Affairs, through 
its implementing agent, the Municipal 
Infrastructure Support Grant, has 
decided to intervene extensively and 
urgently in dysfunctional municipalities 
and those in distress, in relation to 
the development and maintenance 
of infrastructure,” Minister Mkhize 
said. The minister noted that despite 
government’s successful infrastructure 
delivery programme over the past 
20 years, accompanied by technical 
capacity-building initiatives over the 
years, municipalities still struggle to use 
the funds allocated to them. He said 
based on the department’s assessments 
and reports, the performance of a 
majority of all municipalities was still 
lagging.  Seven per cent of the country’s 
municipalities are classified as well 
functioning. About 31% are reasonably 
functional, while some 31% are almost 
dysfunctional. The remaining 31% are 
dysfunctional, Minister Mkhize said. 

Technical support teams are to be 
dispatched to struggling municipalities. 

Since 2012-13, a total of R3,4 billion in 
Municipal Infrastructure Grant (MIG) 
transfers was stopped and reallocated 
from underspending municipalities to 
better spending municipalities. Minister 
Mkhize said this is not ideal, as it has an 
inadvertent consequence of penalising 
municipalities with a lower capacity, 
which “punishes” poorer communities.

“This cannot continue. Alternatives must 
be found to support service delivery 
to poorer communities,” said Minister 
Mkhize.  The minister added that over 
the same period, municipalities failed 
to spend a total of R8,2 billion. Between 
2013-14 and the current financial year, 
a total of 55 municipalities had their 
annual MIG allocations stopped at least 
twice. An analysis revealed that these 
municipalities have various inherent 
constraints that impede spending. The 
minister said that their poor performance 
means these municipalities can be 
regarded as distressed or dysfunctional. 

“We are approaching the provinces and 
municipalities with a concrete proposal 
in the spirit of cooperative governance, 
in accordance with our mandate. The 
situation requires the urgent deployment 
of Municipal Infrastructure Support 
Agent (MISA) technical capacity 
experts, in the form of district technical 
support teams, who will provide support 
to municipalities towards improving 
service delivery.  The focus of the teams 
will be to provide infrastructure planning, 
delivery, operation and maintenance 

as well as infrastructure management, 
financial management as well as 
governance and administration issues,” 
he said. The deployment will emphasise 
the provision of scarce skills such as civil 
engineering, construction and project 
management, financial/accounting ex-
pertise, town and regional planning, 
as well as expertise in governance and 
administration. 

It is envisaged that these teams will build 
permanent capacity in these munici-
palities beyond project implementation, 
the minister said. “Importantly, all 
supported municipalities will be expect-
ed to develop and adopt financial 
recovery plans to ensure that they 
become financially stable and have 
the capacity to independently fund 
their commitments. “Given the difficult 
situation that our country faces as a 
water scarce country, consideration 
is being given to the need to curb the 
non-revenue water losses through 
improving water conservation and water 
demand management in municipalities. 
Municipalities contribute to water losses 
through poorly maintained infrastructure 
within their water reticulation networks 
and improper asset management. A 
reduction in water losses will save the 
precious commodity, while contributing 
towards improved revenue collection 
and reliability of water supply,” Minister 
Mkhize said. 

nSAnews.gov.za

Government steps in to support dysfunctional municipalities
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Government has been ordered to 
pay victims of the mental healthcare 
marathon project a total of R1,2 million 
each by no later than 19 June 2018. Life 
Esidimeni arbitrator and retired deputy 
chief justice Dikgang Moseneke made 
the order as he read out a condensed 
version of his 100-page judgment on 
20 March, 2018. Justice Moseneke said 
the marathon project was inhumane and 
stripped victims of their dignity.

“Every element of the marathon project 
trampled on the dignity of the mental 
health care users in every way. The 
users were stripped of their dignity in life 
and death,” said the arbitrator. A total of 
R1 million is to be paid to the victims for 
constitutional damages for the violation 
of their human rights. In addition,  
R200 000 is to be paid by government, 
divided into R20 000 for funeral expenses 
and R180 000 for the shock and trauma 
endured by the families. Justice 
Moseneke, who donated his arbitration 
fees to designated law schools, also 
ordered that a remembrance monument 
be erected at a public place to remind 
future generations of the importance 
of the case and of the plight of mental 
healthcare users. 

The award comes after the arbitration 
hearing saw families, senior government 
officials from the health department, 
members of the executive council of the 

province and non-profit organisations 
give testimony about the marathon 
project. In a shocking move, in 2016 the 
former Health MEC Qedani Mahlangu, 
who was fingered as the leader of the 
project, ordered that mental healthcare 
users who were based at the Life 
Esidimeni healthcare facility be moved 
to cut costs.

The contract between the mental 
health care facility, Life Esidimeni and 
the Department of Health, had been in 
place for over 30 years. It was brought 
to a halt under the direction of the former 
MEC who instructed the former head of 
department, Barney Selebano, Head 
of Mental Health Makgabo Manamela 
and Chief Director of Planning Levy 
Mosenogi, to scrap the contract.

The termination of the contract resulted 
in the deaths of over 140 patients due 
to septicaemia, freezing to death by 
hypothermia and, in some instances, 
hunger. The arbitrator wholly rejected 
Mahlangu’s reasons for the move 
based on the contradictory testimony 
by Finance MEC Barabara Creecy, who 
said the Department of Health was given 
the lion’s share of the provincial budget 
year on year.

“Ms Mahlangu’s reasons for the move 
of the patients were irrational, unlawful 
and unconstitutional. The move was 

a serious breach in healthcare user 
protocol,” said Justice Moseneke.

The mass move transferred patients 
to unlicensed and ill-equipped NGOs. 
“Patients were transported in bakkies, 
some with their limbs tied, this was 
cruel, inhumane and deeply degrading. 
The mental healthcare users were 
moved without proper identification and 
medical records and were set up for 
death,” said Justice Moseneke.

Harrowing accounts of the lack of care 
at the NGOs were given by Justice 
Moseneke who painted a grim picture 
of the state of affairs of these facilities. 
“One of the first patients to die was 
Ms Deborah Phetla. Her post-mortem 
revealed that she had brown paper and 
plastic bags in her stomach, which she 
ate,” said Justice Moseneke.

Justice Moseneke said his office has 
supplied the South African Police Service 
with a full record of the proceedings, but 
denied the request that he order the 
SAPS to investigate. He said that they 
should do their job as mandated by the 
Constitution.

Sadly, 44 patients who were part of the 
marathon project are still unaccounted 
for and remain as missing persons. n

SAnews.gov.za

Life Esidimeni victims’ families awarded R1,2 million
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The Government Employees Pension 
Fund (GEPF) and Public Investment 
Corporation (PIC) reassures its members 
and pensioners that their benefits and 
pensions are not at risk. The GEPF 
adheres to strict regulations governing 
its financial liability to members, 
beneficiaries and pensioners, as well 
as its financial soundness. Moreover, 
the GEPF has confidence in the PIC’s 
ability to prudently invest funds on its 
behalf in terms of the agreed investment 
mandate. The GEPF constantly monitors 
and evaluates the PIC’s performance in 
accordance with its investment policy 
and mandates. 

The GEPF would like to reiterate and 
to assure its members, pensioners and 
beneficiaries that their pension benefits 
are safe. They are also reminded that 
GEPF is a defined pension benefit fund, 
which means the benefits are defined 
in terms of the rules of the Fund. The 
benefits are paid in terms of the rules 
and are not dependent on the investment 
returns of the fund or on the level of 
employer contributions. Members and 
pensioners should therefore not focus 
inordinately on the ordinary and normal 
fluctuations of the Fund’s individual 
investments, which is of greater interest 
to the GEPF Board of Trustees and the 
Minister of Finance. 

In the financial year 2015-16, the Fund’s 
assets grew to over R1,6 trillion. The 
GEPF achieved an overall investment 
performance return of 4% during this 
time. This enabled the Fund to grant 
a pension increase of 5,3% to its 
pensioners, which was above 100% of 
the Consumer Price Index (CPI) of 4,8% 

Your retirement saving is safe with GEPF, PIC

as at November 2015. This is higher 
than the 75% increase recommended 
by the rules of the Fund. 

The GEPF’s investment strategy also 
uses a liability-driven approach that 
takes into consideration expected future 
benefit payments, the actuarial position, 
other long-term objectives, and the risk 
to the overall solvency of the Fund, which 
reflects steady growth and a sustainable 
long-term investment. 

The GEPF has a solid track record of 
safeguarding the value of active mem-
bers’ retirement savings and protecting 

its pensioners against inflation. It is 
currently one of a very few large defined 
benefit pension funds in the world that is 
100% funded after the 2008-09 financial 
crisis. This reflects the Fund’s robust 
investment strategy and its ability to 
adapt to dynamic and turbulent market 
forces. 

The GEPF affirms that the well-being of 
all of its members and pensioners is its 
reason for existence. n

www.gepf.gov.za
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A few words on the fourth 
industrial revolution 
Professor Klaus Schwab, has observed 
the emergence of what he describes 
as the fourth industrial revolution. 
According to the founder and executive 
chairman of the World Economic Forum 
(WEF), this particular revolution is 
not only “characterised by a range of 
new technologies that are fusing the 
physical, digital and biological worlds,” 
it is also having a profound impact 
on governments, economies and 
industries, and even challenging ideas 
about what it means to be human. 

The seeds of the fourth industrial 
revolution have already been sowed. 
They are seen in major transformations 
across spheres of human activities; 
scientific breakthroughs and discoveries 
in the fields of artificial intelligence, 
robotics, 3-D printing, big data, the 
Internet of Things and biogenetics. 
These developments bring science 
fiction to life.  

The fourth industrial revolution is already 
transforming our daily lives, carrying with 
it opportunities and threats. The benefits 
could be numerous and, in many cases, 
they are unknown since they will be 
the result of forthcoming advances in 
science and technology. The fourth 
industrial revolution also carries risks 
that will need to be managed. However, 
the changes are not necessarily going 
to be linear; they will not simply be 
extensions of whatever currently exists. 
Furthermore, the pace of change is 
even harder to predict, short of the 
assumption that it will be at an ever-
increasing rate as artificial intelligence 
takes up a greater role in enabling and 
enhancing change. Although the scope 
and pace of change are debatable, 
there is little doubt that governments are 
soon going to have to grapple with some 
very serious challenges. 

As this new era begins, governments 
need not plan for a dramatic new 
future. Rather, they need to ask the ‘big 
questions’ that begin to structure the 

debate now so that they have a clear 
understanding of how society expects 
them to respond as issues arise. The 
quintessential examples are those 
from the sharing economy like Uber or 
Airbnb, and the threat they pose to the 
taxi and hotel industries by being able 
to avoid a lot of red tape imposed upon 
these sectors by government. Despite 
their respective launches years ago, 
many governments are still struggling to 
find appropriate responses to these new 
business models. 

The fourth industrial revolution holds the 
potential for significant transformation 
across sectors of society. Governments 
cannot let the conversation unfold in a 
forum where those at the fringes have 
no voice. For that reason, governments 
have a crucial role to play in structuring 
the debate and in ensuring that all 

segments of society are represented 
fairly, especially since changes are likely 
to profoundly affect the way all citizens 
live. 

Governments should be at the frontier 
and not simply respond to develop-
ments post-hoc. They should be defin-
ing the boundaries, setting limits so that 
the private sector does not set the tone 
via technological innovations that leave 
public authorities in a bind. Private sec-
tor actors need to be involved in forth-
coming debates, but public values have 
to be at the forefront of considerations. 
Through foresight, planning and other 
tools as necessary, governments have 
to identify trends in order to determine 
where and how they ought to intervene 
to manage upcoming developments. 

The fourth industrial revolution and the government of the future: 

Taking stock of the future of government
In this article, Dr Ian Roberge takes stock of how the fourth industrial revolution is likely to have an impact on the 
idea of government the world over.   
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The paradox for public 
management – the good
The effect of the fourth industrial 
revolution on the public sector may well 
be paradoxical. The fourth industrial 
revolution reveals questions about 
governmental organisation and how 
the public service delivers programmes 
and services to citizens. There are 
opportunities for greater government 
effectiveness and increased efficiency 
in service delivery. At the same time, 
there will be tremendous pressure 
on public authorities to rethink and 
change the way government operates. 
Governments may also face tremendous 
fiscal pressure if confronted with ever-
increasing inequalities. Furthermore, 
governments’ role in society and in the 
economy will once more be scrutinised.
 
There is a narrative that sees govern-
ments being able to take full advan-
tage of the opportunities provided by 
the fourth industrial revolution. Gov-
ernments’ capacity for policy work 
and evidence-based policy to address 
economic and social problems could 
increase as a result of the creation of 
a new wealth of knowledge. Due to 
management reforms from the 1980s 
onward, there has been much concern 
about the policy capacity of govern-
ments. The fourth industrial revolution 
could turn this around, making a vast 
amount of knowledge available for evi-
dence-based decision-making. 

Governments will also, as per current 
trends, be able to use new and evolving 
online technologies to better serve 
citizens directly. Governments could 
deliver services effectively and at a 
reasonable cost as a result of advances 
in robotics. Robotics, coupled with the 
Internet of Things could, for instance, 
enhance healthcare and homecare 
service delivery. Frontline and service 
delivery jobs could easily be done 
by robots, and citizens could easily 

be accommodated via the internet. 
At the municipal level, to highlight 
a simple example, robots could in 
the not-so-distant future do much 
of the maintenance work for parks 
and recreation. The fourth industrial 
revolution could lead to a more effective, 
leaner and cheaper government. 
Governments may be able to, as the oft-
stated maxim suggests, provide more 
and better services for less. The fourth 
industrial revolution could, thus, lead 
to improved policymaking and policy, 
increased effectiveness and efficiency 
and better programmes and services for 
citizens.   

The paradox for public 
management – potential 
risks
There are, however, many risks that 
lurk and that challenge this optimistic 
scenario. The fourth industrial revolution 
could strain governments and public 
services. Government services will 
be needed even more, especially to 
address rising wealth inequalities. 
The welfare state will be under heavy 
pressure due to existing trends 
such as an ageing population, and 
new possible realities such as high 
unemployment and increased welfare 
needs. Governments will still be relied 
upon to deliver key services such as 
healthcare, education and welfare. The 
demand for government services will 
be high, but public authorities may not 
have the financial capacity to deliver the 
goods due to slow growth. As has often 
been noted, the state has never been 
as contested as it is today, yet citizens’ 
expectations continue to grow. The 
fourth industrial revolution may further 
exacerbate this tension. 

Governments could, therefore, face major 
policy and service delivery challenges 
without having the means to meet the 
demand of citizens. Furthermore, as 

part of the fourth industrial revolution, 
public administration may be one of 
the few repositories of good solid full-
time employment. Governments could 
possibly embrace robotisation under 
pressure from the public to deliver 
more for less, but this could erode its 
workforce and decrease the number of 
available ‘good jobs’. 

What are the likely impacts of the 
fourth industrial revolution on our 
institutions and democratic practices? 
If not managed, the fourth industrial 
revolution has the potential to generate 
serious political, economic and social 
upheavals. Governments could be 
faced with non-options as private 
sector actors structure what is possible 
via technological innovations without 
sufficient public debate or restraint. 
Institutional sclerosis and path-
dependency, may see governments 
have problems adapting, especially if 
the pace of change is extremely rapid. 
How will the government, in this context, 
defend the public interest, and promote 
and preserve the public good?   

Ethical and moral dilemmas
The fourth industrial revolution gives 
rise to a number of policy-related ethical 
questions, and government will have to 
participate in resolving these dilemmas. 
As an example, the fourth industrial 
revolution creates multiple opportunities 
to improve healthcare as a whole, and 
more specifically, homecare service 
delivery. Advances in robotics and the 
advent of the ‘smart home’ provide 
opportunities for people to stay in their 
home longer and still obtain the care they 
need. The development of ‘smart home’ 
technologies also offers the possibility of 
providing efficient and quick emergency 
services. The use of robots as nurses or 
companions, although it raises ethical 
issues, could allow substantive cost 
savings from replacing human labour. 

Beyond practical considerations, 
there are important and difficult to 
resolve ethical issues that need to be 
considered. The literature in this field, 
most importantly, has focused on the 
relationship between human and robots. 
The rise of robots generates a number 
of ethical considerations that range from 
the invasion of privacy as a result of the 
‘smart home’ to the risk of attachment 
to a machine for frail and elderly 
individuals. 
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For as robots of today (and the future) 
become increasingly social – autono-
mous (insofar as they initiate action), 
adaptive (act in response to their physi-
cal and social environment), personified 
(convey an animal or human persona), 
and embodied (the computation is em-
bedded in the artefacts rather than just 
in desktop computers or peripherals) – 
it seems likely that children and adults 
will not only interact with them ‘as if’ they 
were social others, but also begin to feel 
about them and treat them as having 
life, mental states, sociality and moral 
worth (Melson et al., 2009: 563). 

The development of robots and artificial 
intelligence show great promise for 
homecare, but it also raises serious 
ethical concerns. 

The argument is not that governments 
need to solve these debates per se. 
Government agencies and frontline 
workers must already consider these 
types of issues. Governments need to 
take the time now to think concretely 
about how the technology is to be 
used, how to make sure citizens benefit 
from it, and how to minimise risks 
while accounting for moral and ethical 
matters. Doing so is important to avoid 
some future disputes over the imposition 
of technology upon society. 

While government has always faced 
concerns of ethics, this time the 
concerns strike at the very nature of 
humanness and a possible resolution 
might be for government to entrench 
the right of humanity to the unmitigated 
individualism that separates us from 
machines via a new code that would 
address more directly, among other 
topics, human-robot interaction. There 
are substantive ethical issues across 
policy fields and governments are going 
to need to be particularly attentive 
in areas where the most vulnerable, 
such as the elderly, are going to need 
protection.

Conclusion 
The fourth industrial revolution is in its 
early stages. Its development will not 
be linear, nor will it be predictable. As 
mentioned earlier, the fourth industrial 
revolution may bring about currently 
unimaginable changes. It could also be 
disrupted by wars, conflict, terrorism, 
and/or organised crime. Governments 
thus need to exercise good judgment 
in thinking about the fourth industrial 
revolution. We suspect that the most 

likely countries to fare well in this new 
age are those that will have taken the 
time to analyse the potential and the 
risks associated with the fourth industrial 
revolution. It is our contention that 
governments can, and need to, assist 
in structuring and managing these 
transformations as they unfold. They 
must do so with a view to protecting and 
enhancing the public good. n

*This article is an edited version of 
the research note that Dr Ian Roberge 
kindly gave us permission to re-use. 
Dr Roberge is Associate Professor of 
Political Science at Glendon College, 
York University, Toronto, Canada.   



E-government

11Volume 11 No. 3 of 2018 | SERVICE DELIVERY REVIEW

Economists and political analysts agree 
that electronic government, through 
Information and Communication 
Technologies (ICTs), has played a 
significant role in Africa’s economic 
(and political) development in recent 
years. It is therefore not surprising that 
the National Development Plan (NDP) 
identifies ICT as a “critical enabler of 
economic activity” in South Africa (SA). 
The NDP also recognises access to, 
and the application of, ICT as critical 
enablers in the fight against poverty.

As a result, the South African government 
allocated billions of rand to ensuring 
greater broadband access in the 
country. In line with NDP priorities, the 
National Treasury allocated R1,9 billion 
to SA Connect to invest in high-speed 
internet connections in public buildings, 
schools and hospitals. This allocation 
gave life to SA Connect’s first phase, 
which the national government adopted 
as its broadband policy in 2013. The 
policy was to deliver internet access to 
90% of the country’s population by 2020, 
and 100% by 2030 compared to today’s 
low level of access, which hovers just 
below 30%.

Both the 2014 and 2016 United Nations 
E-Government Surveys recorded a pos-
itive global trend towards higher levels 
of electronic government development 
in Africa. The surveys noted that 
governments were increasingly adopting 
e-government applications to close the 
gap between their bureaucracies and 
citizens. To this end, e-government 
is widely seen as fundamental to 
ensuring more transparent and 
accountable government. But what 
exactly is e-government? According 
to the United Nations, e-government is 
the use of information and communi-
cation technology to facilitate 
“policy integration, enhance public 
accountability, promote participation 
for more inclusive societies as well as 
ensure equitable and effective public 
services for all, particularly for the 
poorest and most vulnerable groups.” 
The UN believes that e-government can 
ensure that governments become “more 
efficient, provide better services and 
respond to demands for transparency 
and accountability.” 

Furthermore, the World Bank states 
that e-government can produce “better 
delivery of government services to 
citizens” while improving interactions with 
business and industry. This empowers 
citizens by giving them access to 
information and encourages a more 
efficient management of government. 
The benefits of e-government, ac-
cording to the World Bank, “can be less 
corruption, increased transparency, 
greater convenience, revenue growth, 
and/or cost reductions” in the delivery of 
services to ordinary citizens.

Right signals
When it comes to e-government in SA, 
we are considered to be moving in the 
right direction! The 2016 United Nations 
E-Government Survey - conducted 
during 2015 and 2016 - revealed a 
positive trend towards adopting and 
implementing e-government. According 
to the UN, “countries in all regions are 
increasingly embracing innovation 
and utilising ICTs to deliver services, 
increase transparency and engage 
people in decision-making processes.”

The UN E-Government Development 
Index (EGDI) focuses on “three 
components: provision of online 
services, telecommunication 
connectivity and human capacity.” It 
also “highlights a number of trends, 
insights and recommendations in the 
areas of integrated services, open data, 
e-participation and bridging the digital 
divide.” 

The 2016 E-Government Survey 
also revealed a new trend towards 
implementing integrated online one-
stop public service platforms, aimed at 
making it easier for citizens to access 
and interact with their governments. 
However, despite e-government making 
it easier for people to interact with public 
administration, no African country made 
it into the top 50 of the list of countries 
leading in e-government development.
 
Mauritius, ranked 58th overall, is ranked 
first in Africa, with Tunisia ranked second 
and South Africa coming in third.

Slow and uneven progress
Despite Africa recording phenomenal 
growth in ICT revenues and infrastruc-
ture investment by the private and pub-
lic sectors, serious challenges remain 
for the strategic development of e-gov-
ernment. This is why the E-Government 
Survey cautioned that progress in Africa 
remains relatively slow and uneven. 

Some of the challenges include 
governments not playing their part by 
developing and introducing “effective 
policies to reduce access costs for 
mobile broadband,” and failing to 
increase connectivity and decreasing 
the digital divide. 

According to the E-government Survey 
and several other research reports, 
in 2001 SA was initially ranked first in 
Africa for e-government. However, it has 
since either remained static or slipped 
lower in the global ranking. Tunisia and 
Mauritius are now regarded as the two 
highest-ranked countries in Africa, with 
South Africa, Egypt, Seychelles and 
Morocco following closely behind. 

The World Economic Forum’s Global 
ICT report for 2015 also confirmed that 
South Africa had dropped five places 
to 75th on its Network Readiness 
Index (NRI). The NRI “measures 143 
economies in terms of their capacity 
to prepare for, use and leverage ICTs.” 
Initially, SA occupied position 37 on the 
Global ICT report. Linked to this, the 
NDP confirmed that South Africa had 
lost its status as the “continental leader 
in internet and broadband connectivity.” 

The Western Cape Government 
(E-Government Strategy 2012-2019) 
also acknowledged that the province 
and South Africa “have regressed 
significantly when compared to other 
developing countries and cities.”

However, the NDP identified that through 
e-government: 
•	 Technology could be used to solve 

some of the biggest challenges in 
education and health

•	 Educational materials could be 
delivered electronically to remote 
villages

Digitised citizens: 
from e-government to e-governance

In this article Brent Simons argues that while South Africa has an impressive array of e-government initiatives, more 
still needs to be done in the areas of e-participation and accountability. 
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•	 The national health information 
system could link to secure, online, 
electronic patient records and other 
databases, such as for financial, 
pharmacy, laboratory and supply-
chain management data

•	 Focused digital information could 
be accessed on web-based and 
mobile data entry and retrieval, and 
linked to the existing district health 
information system, which would 
be continuously and incrementally 
modernised 

•	 Efficient cellular phone networks 
and technology could provide 
a range of services, break new 
frontiers in fighting diseases and 
lower the cost of water purification

The use of digital communications has 
changed society in ways that are not yet 
fully understood. It is clear, however, that 
young people have embraced the new 
media, and this represents a potentially 
powerful means of fostering social 
inclusion.

Digitised citizens: 
from e-government to 
e-governance
According to the NDP, developments in 
“science and technology are fundamen-
tally altering the way people live, con-
nect, communicate and transact, with 
profound effects on economic growth 
and development.” Technology is re-

garded as key to equitable economic 
growth because the technological rev-
olution underpins economic advances, 
improvements in health systems, edu-
cation and infrastructure. Therefore, the 
NDP affirms that all South Africans must 
be able to acquire and use technology 
to ensure that they do not fall victim to a 
“digital divide”.

Recent reports indicate that South Af-
rican citizens are becoming more ac-
tive on the internet and social media in 
particular. As a result, the capacity now 
exists for greater numbers of citizens to 
interact with government via ICT. This 
can be seen as a clear signal to the 
South African government to increase 
its capacity to expand e-government, 
which will, according to Farelo and Mor-
ris (2006), lead to higher levels of “inter-
active dialogues” and greater levels of 
accountability.

Since its launch on 4 February 2004, 
Facebook garnered more than 13 mil-
lion South African participants. Twitter, 
which turned 11 on 21 March 2017, has 
close to 8 million active South Africans. 
In 2002, Kuye identified e-government, 
e-governance and e-participation as 
core areas that will have “profound ef-
fects” on how government functions 
while making democracy and public ad-
ministration “more immediate and more 
direct.”

Silber (2012) reminds us that we are in 
the midst of a “social media revolution” 

which has produced greater opportuni-
ties for governments to engage with its 
citizens. The UN views e-government 
as an essential ingredient to increase 
transparency and accountability while 
promoting active citizen participation. To 
this end, countries are encouraged to:
•	 Ensure freedom of expression 

and open access to publicly held 
information

•	 Increase transparency, 
accountability and effectiveness 
of public sector institutions by 
providing government information 
online.

For this reason, the next phase of 
e-government in SA must focus on 
practical implementation to ensure 
that we achieve the objectives outlined 
in the NDP: Vision 2030. A failure to 
properly manage the evolution from 
e-government to e-governance will result 
in a digital gulf developing between our 
citizens and government.  

In Africa, Tanzania is the leader in 
e-consultation. However, only 48% 
of African countries currently share 
information with their citizens online. 
The UN recognises that while there 
is progress throughout Africa, “more 
resources, technologies and capacities, 
and robust national policies encouraging 
the use of public engagement e-tools” 
are needed to accelerate progress. n

Top 10 e-government countries in Africa

Country Region Sub-Region OSI HCI TII EGDI EDGI
Level

2016
Rank

Mauritius Africa Eastern Africa 0,7029 0,7067 0,4596 0,6231 High 58

Tunisia Africa Northern Africa 0,7174 0,6397 0,3476 0,5682 High 72

South Africa Africa Southern Africa 0,5580 0,7253 0,3807 0,5546 High 76

Morocco Africa Northern Africa 0,7391 0,4737 0,3429 0,5186 High 85

Seychelles Africa Eastern Africa 0,4058 0,6861 0,4624 0,5181 High 86

Cape Verde Africa West Africa 0,4565 0,6031 0,3629 0,4742 Medium 103

Egypt Africa Northern Africa 0,4710 0,6048 0,3025 0,4594 Medium 108

Botswana Africa Southern Africa 0,2826 0,6553 0,4215 0,4531 Medium 113

Libyan Arab Jamahiriya Africa Northern Africa 0,1087 0,7588 0,4291 0,4322 Medium 118

Kenya Africa Eastern Africa 0,5580 0,5169 0,1808 0,4186 Medium 119

*Note: 	 UN e-government Survey, 1.e. 2003, 2004, 2005, 2008, 2010, 2012, 2014 and 2016.



Countries by region with open standards datasets in five or more sectors (education, 
health, government spending, social welfare, labour and environment)

Africa Americas Asia Europe Oceania
Ethiopia, Kenya, 
Malawi, Senegal, 
Uganda

Brazil, Canada, 
Colombia, Costa Rica, 
Dominican Republic, El 
Salvador, Guatemala, 
Mexico, Paraguay, 
United States of 
America, Uruguay

Bahrain, India, Japan, 
Mongolia, Pakistan, 
Philippines, Republic 
of Korea, Singapore, 
Uzbekistan

Andorra, Austria, 
Croatia, Denmark, 
Estonia, Finland, 
France, Germany, 
Hungary, Ireland, 
Italy, Lithuania, 
Luxembourg, 
Netherlands, Norway, 
Romania, Russian 
Federation, Serbia, 
Spain, Sweden, 
Switzerland, 
Macedonia (TFYR), 
United Kingdom of 
Great Britain and North 
Ireland

Australia, New 
Zealand, Tonga

Governments that advertise their vacancies online. Only nine countries in Africa 
currently do this.
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Number of countries not offering 
government vacacies online

Number of countries offreing 
government vacancies online
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Unlike its counterparts in sub-Saharan 
Africa (SSA), SA’s e-government strategy 
shows evidence of growing progress. 
Analysts believe that, although there is 
room for improvement, the South African 
government’s use of information and 
communication technology (ICT) to 
deliver basic services to its citizens has 
progressed. 

Having realised that ICT plays a key role 
in modernising government services 
and has benefits for service delivery, 
the SA’s government had developed its 
own e-government policy framework. 
The framework proposed using ICT to 
improve government’s efficiency and 
effectiveness, and to enhance citizens’ 
convenience and their access to 
government services. 

Notable e-government services intro-
duced to date include the National 
Treasury’s e-tender publication portal, a 
central supplier database, e-Home Affairs 
and the SA Revenue Services’ e-filing 
system. Local government departments 
have also introduced specific initiatives 
such as Gauteng’s e-invoicing service, 
the City of Ekurhuleni’s online system 
for paying rates, and the City of Cape 
Town’s digitised government information 
system to enable easy access for its 
citizens.

ICT research analyst at Frost & 
Sullivan Africa, Mauritz Venter, says SA 
fares relatively well when compared 
to its counterparts in SSA. “Major 
e-government goals include reducing 
costs whilst enhancing service 
delivery, expanding the national 
broadband rollout, particularly to 
rural marginalised communities, and 
improving national computer literacy 
and ICT skills. Metropolitans like Cape 
Town, Johannesburg and Tshwane 
have implemented local government 
e-strategies and, in doing so, have 
allowed their constituents unparalleled 
access and connectivity to the internet 
economy and its inherent benefits.” 
Richard Hurst, director of Enterprise 
Research at Africa Analysis, says that 
there are some high points as well 
as low points in the progress of the 
e-government strategy, but overall there 
has been some good progress.

According to Gavin Holme, country 
manager for Africa at Wipro, the 
first step on the journey to true 
e-government services is to replace 
all legacy infrastructure. “Latest-
generation enterprise technologies have 
the potential to improve financial and 
operational management within public 
sector entities, and enhance service 
delivery to citizens.

“By simplifying and standardising on 
certain technology sets, government is 
able to create operational efficiencies 
and more easily fulfil its various 
mandates.”

Gauteng shows the way
Gauteng is taking the lead as one 
of SA’s most modernised provinces, 
having achieved major e-government 
objectives. In 2015, the Gauteng 
Provincial Government established the 
Department of e-Government as part 
of a restructuring process to ensure 
that departments in the province were 
able to talk to each other seamlessly. 
Gauteng Premier David Makhura says 
that his administration will continue 
to invest in ICT infrastructure as the 
province positions itself as a driver of 
SA’s digital economy, a hub of research 
and innovation in SSA.

Together with its local municipalities, the 
Gauteng Provincial Government plays 
a key role in deploying and using ICT 
to deliver education, healthcare and 
other government services, he added. 
“Our goal remains that of being a smart 
province and we will continue to invest 
significantly in ICT infrastructure and 
be a leader in e-government services. 
High-speed internet connectivity is 
a critical foundational infrastructure 
requirement for success of our govern-
ment’s modernisation agenda.”

No skills, high costs
While there is growing evidence that 
SA’s e-government strategy is taking 
great strides, pundits note that there are 
factors hindering it. According to Hurst, 
the development of e-government 

in SA faces the same challenges as 
seen by the private sector, such as 
the lack of an adequate skills pool to 
develop e-government services and 
solutions, and a dearth of skills within 
organisations.

“In addition, there is the challenge of 
infrastructure and access to services; 
one of the main barriers is the cost of 
access to these services,” he says. 
Laura Caetano, ICT research analyst at 
Frost & Sullivan Africa, notes that some 
of the primary factors hindering the 
efficient rollout of e-government plans in 
SA are, in part, due to the inconsistent 
implementation and view of technology 
development across municipal govern-
ments and departments.

She explains, “Different government 
departments, and levels of government, 
pursue individual strategies, which 
results in an incompatibility of systems 
on a national scale, potentially limiting 
growth in the future at a time when 
convergence and alignment will be 
necessary. Cost is another hindrance, 
as the national budget does not allow 
for the expensive technologies required 
to reach e-government objectives. A 
larger portion of the budget needs to 
be allocated to ICT spend, as there 
are significant socio-economic benefits 
that can be derived.” However, it’s not 
all doom and gloom, as there are areas 
that can be improved to ensure that 
government effectively implements 
the e-government strategy. Fadzai 
Deda, an ICT research analyst at Frost 
& Sullivan Africa, says that strategic 
partnerships are critical to ensuring that 
government can adequately deliver on 
its e-government strategy.

“Essentially, creating an enabling 
environment through consistent policy 
development and implementation, 
education of constituents to promote 
uptake and ensuring adequate access 
to capital where necessary.” Hurst 
concludes that government has taken 
some bold steps, but perhaps there 
is a need to develop e-government 
champions within the public sector 
who can take projects and nurture 
them, while increasing stakeholder 
participation or buy-in. n

SA’s e-government strategy showing progress

South Africa’s e-government strategy progresses better than those of neighbouring countries, writes iWeb’s IT in 
government editor, Simnikiwe Mzekandaba.
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Much has been said and written about the 
advent of the fourth industrial revolution, 
which represents a technological leap 
of fantastic magnitude. According to 
the executive chairman of the World 
Economic Forum (WEF), Professor 
Klaus Schwab, the fourth industrial re-
volution is the fusion of technological 
and the ecological spheres that at once 
holds great promise and yet is a source 
of much unease. Nonetheless, whatever 
the unfolding fourth industrial revolution 
portends, it is a reality that needs to 
be prepared for and anticipated if the 
threats are to be mitigated. 

Uzair Younus, an analyst at Albright 
Stonebridge Group, likens the fourth 
industrial revolution to boarding a bullet 
train as it passes the platform at an 
incredible speed. Younus argues that 
the world’s policy-makers ought to figure 
out ways of helping the majority of the 
world’s population to somehow board 
the fast moving bullet train or risk being 
a casualty in its path. In his words, the 
“basic reading and writing skills” that 
humanity traditionally prides itself on 
will not suffice. Instead, the “workforce 
of the fourth industrial revolution must 
know how to write and read computer 
codes and work in conjunction with 
sophisticated hardware and software.”

Knowledge intensive 
There is evidence that the South 
African economy is transitioning to 
knowledge intensive industries, but 

the pace is not at fast enough. Recent 
data on the structure of the Gauteng 
economy indicates that the mining and 
manufacturing sectors, which for many 
years have been the backbone of the 
Gauteng economy, have now reached 
their peak. The data also indicates that 
the trajectory of the services sector, 
which until recently was a major driver of 
the Gauteng economy, is becoming flat, 
suggesting that the services sector in 
our province has reached or is nearing 
its peak. Notably, the emerging and 
fast-growing sectors of the Gauteng 
economy are the knowledge intensive 
sectors. An emerging trend is that the 
majority of foreign direct investment 
(FDI) into the Gauteng economy is 
directed towards firms in the knowledge 
economy. Last year, for example, 
software and ICT services firms attracted 
the most FDI, benefitting 104 firms 
involved in 110 projects. This is followed 
by 57 communication firms involved in 
64 projects.  Also of significance is that 
Gauteng is the most technologically 
intensive province in our country, with 
84,3% of Gauteng households having 
access to a functional cellular phone 
and 65% having internet access – which 
is significantly higher than the national 
average of 53,5%.  Clearly, the fourth 
industrial revolution is upon us.  

Gauteng is ready to lead
The province is riding this wave in 
its determination to be the leader in 
innovation, research and development. 

Gauteng’s is the first provincial gov-
ernment to set up a Department of 
e-Government in the country as part 
of the drive to becoming a smart, 
innovation-driven and knowledge-based 
economy. The provincial government 
has consequently invested huge re-
sources and energy in preparing for 
the fourth industrial revolution and the 
development of a new industrialisation 
agenda not just for South Africa, but 
the African continent as well. There 
is an urgent need to craft a collective 
response to the opportunities and 
challenges brought about by the forth 
industrial revolution – a response that 
must, of necessity, be integrated and 
comprehensive, involving all stake-
holders such as the following: 

•	 The Gauteng Innovation Hub, the 
National Centre for Scientific and 
Industrial Research, universities and 
private sector innovation centres 
are playing a strategic role in the 
Gauteng innovation ecosystem.  

•	 Signing a ground-breaking 
memorandum of understanding 
with all Gauteng-based universities 
to foster collaboration on building 
an innovation ecosystem, skills 
development, infrastructure 
development as well as investment 
in innovation and research and 
development.  

•	 The Gauteng government is 
investing in the rollout of broadband 
infrastructure to enable citizens’ 
access to information and to help 

Building a smart province

Gauteng Premier David Makhura explains how his province is catching up to the digital age and the fourth 
industrial revolution.*
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modernise our economy and 
change the way public services are 
delivered.  

•	  Over 1 500 kilometres of network 
fibre have been installed across 
Gauteng. There are 1 066 Gauteng 
broadband network access sites 
– schools, health sites, libraries 
and community centres.  Our goal 
is to achieve 100% broadband 
connectivity in Gauteng by 2020.   

 

Young and digital future
Both the demographic realities of 
the country and, specifically, of the 
province suggest that no development 
intervention is worthwhile if it does not 
address the peculiar challenges that 
young people face in society. As a 
result, the majority of programmes by 
the provincial government mainstream 
the youth sector as a matter of course, 
in addition to the execution of the youth-
biased interventions. 

The Gauteng Innovation Hub, through 
its CodeTribe Academy – a year-long 
software development programme 
collaboration with mLab Southern 
Africa – has trained over 120 township 
youth.  More than 100 technology start-
up firms are incubated at the Innovation 
Hub. This is not enough; hence, going 
forward we will increase our investment 
to increase support to township ICT 
entrepreneurs and technology start-ups.   

The smart schools programme is a 
foundation-level intervention that is 
aimed at building the kind of skills 
and knowledge that the new economy 
requires by deploying ICT to enhance 
the quality of education and transform 
the educational experience and skills 
profile of learners and teachers. 
Currently, our smart schools programme 
has delivered 1 800 classrooms, which 
have now been converted into smart 
classrooms. It has now become a norm 
in Gauteng that every new school built 
comes fully equipped with state-of the-
art technology, free Wi-Fi and smart 
classroom equipment.

Through the eKasiLabs Innovation Cen-
tres, the province supports entrepre-
neurs and youth with their innovations 
and fast tracks the establishment of 
sustainable and innovative businesses. 
Seven eKasiLabs have thus far been 
established across Gauteng; in Sowe-
to, Ga-Rankuwa, Alexandra, Tembisa, 
Mohlakeng, Sebokeng and Mamelodi, 
and three more labs will be completed 

this year. The eKasiLabs are central to 
turning brilliant initiatives by young peo-
ple into viable businesses to ensure that 
they participate meaningfully in the new 
fields of the fourth industrial revolution.  

In addition, the flagship youth develop-
ment programme, Tshepo 1 Million, 
is working with 27 private sector 
companies to impart digital skills 
and provide employment and entre-
preneurship opportunities to young 
people in our province. Collectively, 
these youth-oriented initiatives reflect 
the fact that young people are the future 
and the future is digital. They are also 
indicative of the determination on the 
part of the provincial government to 
create the conditions and opportunities 
that will ensure that young people are 
equipped with the right set of skills and 
aptitudes to cope with the challenges 
and seize the opportunities of the fourth 
industrial revolution.  

Radical social and 
economic change 
South Africa’s past and its many 
legacies mean that every facet of society 
should fall under the test of radical 
social and economic transformation. 
And a big part of this is helping black 
businesspeople and township-based 
entrepreneurs to understand that 
radical socio-economic transformation 
is not only about transforming existing 
monopoly industries. It is also about 
positioning black businesses and 
township enterprises to be leaders 
and catalysts in the new industries of 
the future.  It is already encouraging to 
note that Gauteng has a number of new 
black-owned, women-owned and youth-
owned businesses that are making major 
breakthroughs in the digital economy 
space as drivers of manufacturing 4.0 
and the fourth industrial revolution.  
There are a lot of black entrepreneurs 
who own companies that are involved 
in cutting-edge innovation and globally 
competitive advanced manufacturing.

For instance, Teddy Daka runs ANSYS, 
which is a black-owned cyber security 
company that is among the major new 
players in the global cyber security 
industry. But while South Africans 
may not be paying as much attention 
to this initiative as they should, other 
countries are very keen to use ANSYS 
capabilities. TUB, a black women-
owned software company run by Ms 
Thuthu Khumalo and Ms Nana Sabelo, 
is yet another company that is making 

waves in cutting-edge technology. This 
company has developed advanced 
defence information technology systems 
for some of South East Asia’s economic 
tigers. This is a young but very promising 
business in the digital economy, which 
trains and employs mainly young 
people. In Watloo near Mamelodi, 
another South African black-owned 
technology company, DARTCOM, 
manufactures fibre optics, and is part 
of a growing number of amazing stories 
about how the fourth industrial revolution 
and the digital economy is unfolding in 
the Gauteng province.  

The deployment of big data, artificial 
intelligence, biotechnology, nano-
technology, 3-D printing and The Internet 
of Things can significantly improve the 
way governments serve citizens. It can 
help solve a range of problems from 
safety and security to climate change 
mitigation. Moreover, the exploitation 
of the new technological innovation 
and scientific knowledge can aide the 
goal of more equitable and democratic 
societies, as inclusive economies must 
exist side by side with democratic and 
participatory politics.  

The fourth industrial revolution has 
the greatest potential to change lives, 
especially those of young people. The 
best way to take full advantage of the 
digital revolution is to prepare the nation’s 
youth, businesses and government 
to be fully digital.  Abraham Lincoln is 
often credited with the following quote: 
“the best way to predict the future is to 
create it.” n
 
*This article is an edited version of 
the premier’s opening address at 
the Gauteng Technology Innovation 
Conference.
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Governments have traditionally relied 
on nation-wide networks of fixed and 
mobile infrastructure, postal mail and 
call centres to provide services and 
information to their citizens. However, 
both the speed and the impact of 
technological changes on societies are 
disrupting the old ways of delivering 
services and forcing government 
institutions to reinvent new ones to better 
interact and serve citizens. 

Western Cape 
modernisation programme 
and e-government strategy
The Western Cape government has 
adopted an integrated service delivery 
strategy that provides for services 
through its Thusong Service Centre 
and Community Development Worker 
programmes. The province is also 
refocusing its efforts to use Information 
Communication Technology (ICT) 
as an enabler to improve its internal 
capabilities and to render its services in 
a manner that puts citizens first. 

By integrating services across different 
departmental websites and service 
channels, the province intends to offer 
a range of seamless e-government 
services without citizens necessarily 
knowing which department or what 
level of government they are dealing 
with. In order to achieve this, numerous 
databases maintained by the various 
departments will be integrated. 

The intention is for citizens and service 
users to be able to access services and 
information irrespective of the service 
channels that are used. The province 
currently offers a number of services 
that can be delivered electronically 
and envisages that this number will 
increase. Citizens will be able to submit 
information/forms electronically and 
be able to apply for services online or 
transact online. These services can 
be accessed on the website www.
westerncape.gov.za. 

 Multi-channel delivery and the modernisation of 
government services

Trevor Holdsworth provides snapshots of how government institutions are fundamentally reshaping 
their services in the new digital era.

Western Cape mobile Internet kiosk

The province has also invested exten-
sively to implement a broadband strat-
egy that will improve the telecommuni-
cations infrastructure and ICT skills and 
usage. Over 4 000 government facilities 
in the province are linked. The intention 
is also for every citizen in every village 
and town to have access to affordable 
high-speed broadband infrastructure 
services. At least one public ICT access 
facility in every ward will have this fast 
connection.

For citizens that currently do not have 
access to ICT (computers or cellular 
phones), delivery of e-government 
services will be done through Cape 
Access e-Centres, multi-purpose 
centres, municipal offices or any other 

government office – the concept is 
to be able to offer varied services 
from anywhere that government has a 
physical footprint in the Western Cape. 

Cape Access e-Centres provide less 
privileged and rural communities across 
the Western Cape with access to ICT. 
Each e-centre is furnished with counters 
and chairs and has a fully-functional 
Local Area Network. Members of the 
e-centres are able to use the computers 
and the internet for free to access 
e-mails, information and services. They 
may also print a maximum of 10 pages 
per person per day. The e-centres also 
provide free basic computer training as 
well as accredited computer training. 
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The Huduma Kenya Programme is 
a Vision 2013 flagship project of the 
Government of Kenya. “Huduma,” 
which means service in Swahili, is part 
of a government plan to fully transform 
service delivery across the public 
service. The aim is to use innovation, 
including the digitisation of services 
and the establishment of integrated 
technology platforms, to transform the 
quality of public service delivery in the 
country and to provide all citizens with 
access to services and information. 

The programme will establish five one-
stop-shop service channels as platforms 
for integrated service delivery, including 
Huduma centres, the Huduma web 
portal, the Huduma mobile platform, 
the Huduma call/contact centre and the 
Huduma payment gateway.  

The Huduma programme has attracted 
recognition for its exemplary and 
innovative services. It received a 
United Nations Public Service Award 
in the category improving the delivery 
of public services, and the African 
Public Service Awards in the special 
recognition category.

The success of the programme has 
been attributed to various critical 
factors, including top-level government 
support; the review of Kenya’s regulatory 
framework for public sector service 
provision; and the establishment of a 
formal governance structure that brings 
together all government stakeholders 

to implement the programme. The 
programme is fully funded through 
a special budget approved by the 
country’s National Assembly. 

During the rollout phase, existing 
government post offices, that were being 
used sub-optimally, were identified as 
sites for Huduma centres. In essence, 
the conversion of these offices into one-
stop service centres greatly reduced the 
initial costs that would have gone into 
constructing or renting office space for 
the centres.

Services and process innovation 
strategies were developed to automate 
the various services. The roll-out 
started with fewer, less complex 
service systems in the pilot phases, 
followed by the integration of more 
complex forms of public services with 
advanced infrastructure, technology 
and interconnectivity requirements. By 
integrating ICT solutions with service 
provision, the Huduma centres have 
significantly improved the efficiency and 
speed with which public services are 
provided. n

Huduma centre (image: www.hudumakenya.go.ke)

Kenyan government Huduma multi-channel 
service delivery strategy

Huduma centres: these 
are physical centres that 
amalgamate and provide 
several informational and 
transactional public services 
of different ministries from one 
single location. The design of all 
Huduma centres is based on a 
uniform architectural layout.

eHuduma web portal: 
this online portal provides 
integrated services offered by 
various government ministries, 
departments and agencies. 
Citizens are able to transact 
services electronically.

mHuduma mobile platform: 
this platform will offer 
M-Government services to 
citizens from their mobile 
phones,   computers and 
personal digital assistants 
(PDAs).

Huduma call/contact centre: 
this call centre will provide 
access to services using a 
single dialling prefix that citizens 
can use to enquire about 
services offered by different 
government agencies. This is a 
toll-free service. 

Huduma payment gateway: 
this is a unified and integrated 
channel used to facilitate 
payment for various government 
services, using various pay 
options such as debit cards and 
Paypal among others.

Huduma payment card:  
for the payment of selected 
government services.

HUDUMA DIRECTORY 
OF SERVICES
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Singapore’s 
integrated 
government (iGov) 
programme
The Singapore government has imple-
mented an integrated government 
(iGov) programme that is not only 
about using electronic means to deliver 
integrated services at the front-end, 
but more importantly, also integrates 
the government internally. This involves 
integrating processes, systems and 
information. Information Communication 
Technology (ICT) is now an integral part 
of the government’s operations. Various 
e-government channels have been 
developed, including:

•	 M-Government: the objective 
of this initiative is to increase the 
adoption of mobile services. It 
includes a shared mobile number 
repository, a mobile payment 
solution, and a common mobile 
authentication system for access 
to all Singapore’s e-services and 
m-services. Although each user has 
a unique password, a common SMS 
number is used for all government 
services. This makes it easier for 
users who only need to remember 
one password when transacting 
with various services and do not 
have to remember a different 
telephone number for each agency. 

•	 CitizenConnect centres: to 
assist citizens or residents who 
do not have access to, or who 
need help with, a computer or 
the internet to transact online with 
government. Such centres have 
been established across the island. 
CitizenConnect officers assist the 
public to transact services online, 
help them to find information from 
government websites and to contact 
government agencies. Each centre 
is equipped with internet-enabled 
PCs.

•	 eCitizen portal: The portal (www.
ecitizen.gov.sg) organises services 
based on the needs of citizens 
rather than how government 
agencies are organised. It has 
eliminated the need to log onto 
several websites to access the 
services of different government 
departments. 

•	 A feature called MyInfo has also 
been introduced on the eCitizen 

website so that Singaporeans will 
only need to provide personal data 
once, instead of doing so for every 
electronic transaction.

The advent of e-government has its 
origins in the Singaporean government’s 
decision to computerise the civil 
service in 1981. The government’s 
progressive and meticulously crafted 
national ICT programmes established 
a strong foundation to transform 
the public service, coupled with a 
holistic e-government framework. 
Over a 20-year period the govern-
ment introduced many e-government 
services, ranging from simply providing 
information to conducting complex 
business transactions. Among the 
distinguishing features of the Singapore 
e-transformation journey are committed 
political and public service leadership; 
public-private collaboration; investment 
in competitive information infrastructure; 
and early attention to ICT literacy and 
user adoption capability.

Take away points
•	 As citizens become more ICT 

literate they are likely to develop 
higher expectations about how 
services and information should 
be provided. The impact of 
technological transformation 
will become even greater in the 
future as the demographic group 
born after the 1990s spend more 
time online participating in social 
networks, and generating and 
consuming large amounts of 
information. 

•	 As technology progresses, more 
and more service delivery channels 
are likely to become available. It will 
become necessary for governments 
to engage citizens and other 
service users about how delivery 
mechanisms should be crafted. 

•	 Service analysis will be required to 
identify the most suitable channels 
for service delivery and user 
segmentation. User monitoring 
could also assist to identify 
particular user preferences.

•	 Technology alone cannot guarantee 
that the benefits of multi-channel 
service delivery will reach all 
parts of society. Some groups and 
individuals who are not comfortable 
with new technologies may strongly 
prefer to use face-to-face channels 

or to speak to someone over the 
phone to resolve an issue. Therefore 
a multi-channel delivery strategy 
should include a mix of conventional 
service channels as well as the 
rapidly advancing ICT and mobile 
telecommunication applications  
that are becoming available.

•	 The current roll-out of broadband 
across South Africa will support the 
provision of e-services and promote 
ICT literacy in communities. Mobile 
technology could be used to deliver 
new and innovative services. For 
citizens who do not have access 
to such devices, consideration 
should be given to establishing 
ICT-equipped community centres, 
including walk-in ICT centres and 
mobile kiosks. Services that could 
be provided at such facilities 
include basic communications, 
such as voice, facsimile, e-mail 
and the internet. The latter 
provides access to public and 
quasi-public sector services such 
as telemedicine and distance 
education, municipal government 
services and private sector services 
such as telecommuting. 

Conclusion
These case studies show that modern-
isation initiatives take time to develop 
and mature. Political championship, top 
level leadership and longer-term funding 
are important, as are clear digital 
strategies, appropriate governance 
arrangements and institutional frame-
works. E-government, in particular, 
takes time to implement as it generally 
requires a comprehensive restructuring 
of government infrastructure, systems 
and processes and the development of 
a tech-savvy workforce. n



E-government

20	 SERVICE DELIVERY REVIEW | Volume 11 No. 3 of 2018



E-government

21Volume 11 No. 3 of 2018 | SERVICE DELIVERY REVIEW

The capital city
The City of Tshwane has expanded its free Wi-Fi network and 
coverage for its citizens. Tshwane free Wi-Fi, better known as 
free TshWi-Fi, now has more than a million unique devices that 
connect through the network. While the city aims to further 
increase its Wi-Fi zones, it currently has 776 Wi-Fi zones 
that service citizens. According to BMI-TechKnowledge, the 
city has the largest public Wi-Fi network in Africa, providing  
1 500 km of broadband fibre at no additional cost. 

With a population of more than 2 million, the city plans to further 
increase its provision of free Wi-Fi to cover half of its residents. 
One such resident, Sesedi Tsoka (28), said he uses “… the Wi-
Fi for emails, Facebook, WhatsApp and other important things 
during the weekend.” 

While the project has gone on to win an international award, 
the city has allocated additional funds to further expand this 
project. Initial spending on the project was projected at around 
R100 million, but due to its success and the expansion plans, 
the project has grown over the years and now has a projected 
cost of more than R150 million. 

Another Tshwane resident, Karl Kindo (38), said “[T]he 500MB 
is not enough but I appreciate it, and in all the countrys I have 
been to, it’s only South Africa that is giving out free Wi-Fi. I 
have been to more than 10 countries in the continent.” 

City of Johannesburg
The City of Johannesburg launched its flagship Wi-Fi hotspots 
in libraries, clinics, swimming pools, Rea Vaya bus stations 
and other public spaces. The city’s ultimate plan was to 
provide its citizens with endless digital services under its 
Smart City initiative. The city opened over 1 000 free Wi-Fi 
hotspots, with more than 300 being free public hotspots. The 
city’s free Wi-Fi allows people to connect to the internet from 
their phones, laptops and personal computers. Each network 
user is provided with 300MB of data per day for general use, 
as well as unlimited access to services. 

Currently, city free Wi-Fi hotspots are available at nine Rea 
Vaya bus stations across the city and at 50% of all libraries 
and clinics across its seven regions. The city also seems to 
be aiming to develop the Smart city project into something 
that will mirror the Tshwane project, with voice, video and 
data features added to the City’s free Wi-Fi in the near future. 
The planned phased roll-out will include regions such as 
Zandspriut, Diepsloot, Orange Farm, Ivory Park, Pennyville, 
Lenasia and Ziberfontein.

Free Wi-Fi connects city dwellers
The country’s major cities connect residents with free Wi-Fi, writes Sibusiso Mtungwa
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The mother city  
Delivering her 2016 State of the Province Address, Western 
Cape Premier, Helen Zille, promised that her government 
would launch more than 300 hotspots across the province over 
the course of three financial years. Free Wi-Fi network users 
would have access to 250MB of data a month and unlimited 
access to all government websites. 

Unlike the cities of Johannesburg, Tshwane and Durban, the 
City of Cape Town also offers its residents the option of buying 
data at a cheaper rate. Citizens are allowed to buy 700MB for 
R5, 2GB for R15 and 7GB for R45, all with an extra data expiry 
date of 2024. 

In the 2017-18 financial year, the city rolled out another 100 
hotspots to further connect its citizens.  “We’re striving towards 
a Western Cape where every resident in every town and village 
has access to affordable high speed broadband infrastructure 
and services, has the necessary skills to effectively utilise this 
infrastructure, and is actively using this in their day-to-day 
lives,” the provincial government said. 

eThekwini metro
Following the footsteps of its peers, the eThekwini Metropolitan 
Municipality embarked on a project to provide free Wi-Fi 
hotspots to its citizens. The city’s Wi-Fi project was launched 
in mid-2016, with a focus on certain parts of the municipality. 
During the launch, officials announced that major townships, 
rural areas and areas around universities or of high con-
centrations of students, would benefit from the move.

Andile Magagula, a student from Umlazi, feels that having free 
Wi-Fi close to home will really benefit him. Young people need 
the internet more than anything else. The digital world has 
made life easier for everyone, but accessing the internet from 
the townships is a mission. “Sometimes I have to come all the 
way to the library in order to get connected and do my school 
work,” said the 20-year-old. 

Mangaung metro
Mangaung Metropolitan Municipality citizens currently have 
access to free internet connectivity. Hoffman Square in the city 
centre is the first hub of free Wi-Fi in Bloemfontein. Mangaung 
resident, Maleshoane Mailane, expressed her happiness 
at being able to access the internet free of charge when 
searching for employment opportunities. 

Another resident of the province’s biggest city, Kelebogile 
Daniels, added that this project greatly benefits students 
who cannot afford data, giving them easier access when 
researching their assignments. Most residents were excited 
about the city’s free Wi-Fi. 

Ekurhuleni metro 
In 2016, Ekurhuleni joined the cities of Johannesburg and 
Tshwane as the third of five metros in the province to offer free 
Wi-Fi. Residents get a data cap of 250MB per day, per device. 
A data cap-free portal links users to government information, 
job posts and educational content. 

The project, which will take three years to complete, is being 
carried out by public transport consultancy company MultiMedia 
InnoVations (MMIV), together with telecommunications group 
Altech. The project has a budget of between R80 and R120 
million, and plans to connect 695 buildings.

Nelson Mandela Bay metro 
During the launch of the R6 million Nelson Mandela Bay 
Metropolitan Municipality’s Wi-Fi roll-out in 2016, Minister of 
Telecommunications and Postal Services, Siyabonga Cwele, 
said, “Ordinary citizens of the metro will have access to a fast 
and reliable internet connection on their mobile devices.” 

Wi-fi was rolled out across six areas in the municipality as part 
of the first phase of the project. Residents living in the metro 
had access to free Wi-Fi connectivity. Cwele said the bigger 
vision was “to connect all government institutions in the eight 
districts to broadband.”

At the launch Cwele said, “We affirm our commitment as 
government to the National Development Plan’s [ideal] of a 
robust information society and knowledge economy that is 
both inclusive and prosperous.” He added that access to the 
internet had “become an essential resource in today’s modern 
economy that none of us can afford to live without.” People 
connected to free public Wi-Fi facilities are each allocated 
100MB a day on each device, with a connection speed of 
10MB per second. 

Cwele highlighted unemployment as a “real and present 
challenge for young people, and the struggle becomes even 
more depressing when money is required to seek employment 
as one must buy newspapers where adverts are placed, cater 
for printing costs to distribute CVs and even pay for transport 
to interviews when resources are scarce.” n
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Rosslyn is better known for its hi-
tech motor assembly lines than for 
government services. What is little 
known is that the suburb to the west 
of the City of Tshwane also houses the 
largest lot of the nation’s civic records, 
ranging from birth and marriage to death 
certificates. The Rosslyn storage site 
and similar facilities across the country 
together house 281 million “cradle to 
grave” records, some 90% of which 
are in paper format. The paper-based 
civic records are kept in perpetuity as 
each passing generation adds millions 
of its own records on top of the already 
growing pile. 

Keeping up with the times 
Beyond being artefacts or data, the 
records tell stories of how a multitude 
of past laws, from the Land Act to the 
Pass Law, determined identity, where 
one lived, where one could secure work 
and the kind of services (if any) that 
could be expected from government. 
In the age of the Internet of Things, the 
mounds of paper signify an inefficient 
and expensive anachronism. 

As some records date back as far as the 
late 1800s, the way in which important 
civic documents were captured, stored 
and retrieved had essentially not 
changed in hundreds of years. 

Under the Department of Home Affairs’ 
(DHA) broad modernisation programme, 
a number of transforming initiatives are 
underway. Project by project, these 
are aimed at yanking the mandate of 
the department from the 19th to the 21st 

Century. 

Home Affairs goes Digital
Once typifying the worst in service delivery, the Department of Home Affairs is now pioneering a raft of 

e-government services, writes Dudley Moloi. 

From paper to bytes 
Launched at the end of 2016, the 
digitisation of civic records (DCR) project 
has been carried out in partnership 
with Statistics South Africa (Stats SA). 
The DCR project is reliant on both the 
technology and the expertise of Stats SA 
to convert the millions of paper records 
at Rosslyn and elsewhere into digital 
formats. Working from the year 2000 
backwards, the project has a target of 
processing an estimated 110 million 
paper birth certificates at an annual rate 
of conversion of 5,8 million records. 

Not only is the DCR project expected 
to yield savings in space, it also has 
an obvious spin-off of increasing the 
efficiency of Home Affairs offices. 
Accessing back records through a click 
of a mouse means that those transactions 
that used to take weeks and months to 

process could be completed in a matter 
of minutes, or a few days at most. 

Digital identity 
infrastructure 
As much as the objective of the DCR 
project is essentially retrospective in 
nature, it foreshadows a future in which 
most of the transactions associated with 
the work of the DHA would be entirely 
electronic. In fact, the majority of civic 
records after the year 2000 are already 
in a digital format, largely due to the 
investment in the Home Affairs National 
Identification System (HANIS) as far 
back as the mid-1990s. 

HANIS, which provides the infrastructure 
for the nation’s identification, has gone 
through a number of modifications 
since it was officially launched in 2000. 
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Most modifications did not change 
the essence of HANIS; rather, they 
appended system functionalities as the 
need and technology dictated. These 
include the live capture system for 
demographic and biometric data that 
is the foundation of the South African 
National Identification System and, more 
specifically, the National Population 
Register (NPR), which contains 
information on all South Africans, living 
or deceased. 

The interface between HANIS and the 
NPR found value beyond the public 
service. It has significance for the 
private sector, especially the financial 
industry, as a basis for identity vetting.

Smart identification
HANIS, through the live capture sub-
system, has radically changed the 
way vital documents such as Identity 

Documents (IDs) are processed.  Of 
the department’s 411 service delivery 
points nationally, 178 have live capture 
functionalities that not only make the 
turnaround between applications and 
collections quicker, but also feed into the 
electronic record management system. 

The live capture functionality is the 
backbone of the rollout of Smart ID 
cards, of which 4,1 million had been 
issued by the start of the 2016-17 
financial year. With the department 
having set a target of 2,2 million Smart 
ID cards annually, it has had to explore 
ways of adopting less traditional service 
delivery channels as part the DHA 
modernisation programme. 

eHomeAffairs 
One such new channel is the 
department’s online platform, or 
eHomeAffairs. The facility is convenient 

when applying for Smart ID cards. A 
partnership with the banking industry 
means that a substantial part of the 
process of applying for a Smart ID card 
can be done online, and finalised and 
collected at a local bank branch.  

Now at the cutting edge of e-services, 
the remarkable turnaround of the 
DHA involved more than pressing the 
technology button. With as many as 
64 turnaround task teams at some 
points, the changes were the products 
of a series of organisational renewal 
strategies, driven by people rather than 
just technology. n



HOME AFFAIRS CASE STUDY

25Volume 11 No. 3 of 2018 | SERVICE DELIVERY REVIEW

In mid-May this year, the Department 
of Homes Affairs (DHA) launched the 
Automated Biometric Identification 
System (ABIS) Project, which will 
replace the now outdated the Home 
Affairs National Identity System (HANIS).  
The DHA describes ABIS as a “future-
fit” technology-enabled identification 
and security that will cater for the 
identification and documentary needs 
of citizens from the cradle to the grave. 
“One of the major challenges faced was 
the imminent collapse of the over 20-
year old biometrics database, HANIS, 
which left the department with no option 
but to conduct a technology upgrade,” 
said the DHA in a statement.

Initiated in January 2016, ABIS is 
designed to run without interruptions to 
the day-to-day work of the department, 
while its “future-fit” technology means 
that ABIS will always be in step with 
the DHA’s modernisation vision.   The 
ABIS project will be rolled out in phases, 
over a five-year period. Among others, 
implementation will entail migration of 
the current HANIS data (fingerprints 
and facial recognition) to the new ABIS, 
with improved functionality, installation 
and configuration of ABIS infrastructure 
(hardware), and building of system 
functionalities. When it goes live, the 
following benefits can be expected:

On services
•	 Service delivery improvements 

due to faster turnaround times for 
those applying for ID documents or 
passports

•	 Reduced cases of duplicate 
identities

•	 A future-fit identification and 
security solution in support of 
national government’s drive towards 
modernisation of all departments, 
for service efficiency.

On the economy
•	 The banks will be able to verify 

client identity quicker.
•	 Tourism will benefit due to quicker 

response times at ports of entry to 
capture or verify a traveller’s identity.

On security
•	 SAPS will be able to search for 

suspects by matching latent prints 
against records on ABIS,

•	 Improved border control, which 
should create a competitive 
economic environment to attract 
critical skills, enable growth, 
increase foreign direct investment, 
create jobs and fight poverty. n

DHA replaces HANIS with ABIS
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Home Affairs back office
Deputy Director-General for Institutional Planning and Support, Thulani Mavuso (TM), talks to Dudley Moloi (DM) on the 

context of modernising the Department of Home Affairs. 

DM: What is the nature of the Institutional Planning and 
Support (IPS) branch’s work within the Department of Home 
Affairs (DHA)? 

TM: The IPS is responsible for long-term planning, policy 
development and what we call channels management, 
or the various platforms that we use to deliver services to 
the public. Such long-term planning obviously involves a 
close working relationship with those sections that directly 
run programmes and projects across the department. In 
developing the digitisation strategy, IPS had to work closely 
with the Information Systems (IS) branch. Thereafter, the 
strategy had to be sold to the civic and immigration core 
business services of the department. 

DM: What is the national footprint of the department? 

TM: There are 411 traditional offices, or your normal walk-in 
and queuing offices, as well as mobile trucks for under-
serviced areas. We are working on the next generation of 
mobile trucks that will replace the current fleet, which is 
reaching the end of its service. Similarly, the use of mobile 

suitcases will cater for those citizens who may not be able to 
physically visit home affairs facilities, such as the aged and 
disabled. The department has a presence in 389 hospitals to 
expedite the early registration of children. While the eHome 
Affairs channel means that certain parts of the application 
process for Smart ID cards could be done online, the 
applicants would have to go to selected banks, currently 14 
sites, for biometrics and eventually the collection of IDs. 

DM: What about staffing, or the warm bodies of the 
footprint?

TM: With the total staff compliment of just over 9 000, the 
reality is that the department is way understaffed. For 
example, an analysis undertaken as part of the development 
of the 2006 turnaround strategy estimated that a staff 
compliment of 18 000 was required at the time in order to fully 
discharge the mandate of the department. 



HOME AFFAIRS CASE STUDY

27Volume 11 No. 3 of 2018 | SERVICE DELIVERY REVIEW

DM: Is the drive to digitise the 
department not a possible solution 
to capacity constraints, reducing 
the number of people from labour-
intensive work that may now be done 
by computers?

TM: In the case of the department, the 
expected reduction of staff is likely 
to be at the back office and not at 
the front office, which interacts with 
citizens. The nature of the work of the 
department is such that we still need 
that human touch. It is the warm bodies 
that take fingerprints for verification 
and for security purposes. You can’t 
have people administering their own 
finger printing. Even the eHome Affairs 
applications cannot be fully completed 
from home; one has to eventually 
physically present oneself at the actual 
service point. 

DM: Would it be correct to say that 
the use of technology accounts for the 
remarkable performance of the DHA 
over the past two decades or so? 

TM: The modernisation of the 
department cannot take place in a 
vacuum of institutional transformation. 
In fact, the important milestones of the 
2006 turnaround strategy included 
changing the organisational culture 
and a clearly mapped out business 
process, which are critical aspects of 
any technological intervention. In a 
nutshell, we also had to look at these 
aspects before we could even think 
about digitising. Because when the 
input is trusted, you also have an output 
that is secure. 

DM: What accounts for the 
department’s progress in leveraging 
technology to deliver on its mandate?

TM: In general, a key factor to the 
success of the department’s ongoing 
turnaround strategy has to do with the 
consistency of leadership, and thus 
strategies. Another plus is the senior 
management’s buy-in to  implementing 
the modernisation drive. Their 
participation and leadership within the 
various teams makes implementing 
decisions across the department easier. 
n 
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Waste from electronic and electric 
equipment (EEE), or e-waste as it is 
popularly called, is more than just the 
“harmless” files that end up under the 
“trash” icons on computer screens. 
Broadly defined, e-waste follows three 
streams, with corresponding orders 
of profits. At the top, is the lucrative 
e-waste from information technology 
(IT), followed by consumer electronics. 
The bottom of the pile is made up of 
e-waste from the so-called white goods, 
such as fridges and washing machines. 
Bulky and cumbersome, e-waste from 
white goods is the Cinderella of the 
recycling world. 

A mounting problem
A growing global environmental and 
health menace, e-waste is the product 
of a throw-away-society. It rides on the 
back of the faster rate at which products 

reach their end-of-life cycle, as newer 
and better products replace them. 
According to the 2016 report by the 
United Nations Environment Programme 
(UNEP), the world’s stockpile of e-waste 
is growing at some 40 million tonnes 
annually, much of it made up of waste 
generated by households. In South 
Africa, an e-waste assessment survey 
undertaken by the e-Waste Association 
of South Africa (e-WASA) in 2008 put 
the volume of e-waste produced by 
households at between one million and 
two million tonnes annually. 

Typically, e-waste is mostly generated 
by the wealthy and technologically 
advanced regions, countries and 
households of the world, but often 
ends up being the burden of the less 
affluent sections of society, who often 
have less capacity to process e-waste. 
Waste management experts refer to this 

phenomenon as “delayed dumping”. 
In 2014, for example, an estimated 
41,8 million tonnes was “deferred” from 
developed to developing countries. 
The pattern also plays itself out within 
nations and neighbourhoods. 

How we deal with the mounting global 
challenge that e-waste poses remains 
a tricky regulatory issue the world 
over. Even more complex is managing 
the moving target that is rising levels 
of e-waste when traditional methods 
of waste disposal, such as burying 
it in landfill sites, burning it or even 
recycling, are barely coping with the 
surge in e-waste.

Although there are laudable private 
sector-driven e-waste initiatives in South 
Africa and abroad, their combined 
impact does not substantially and 
positively tilt the e-waste scale. Largely 

Garbage in, cash out
A rural IT enterprise is using e-waste to tackle youth unemployment while teaching them a thing or two about life in 

the digital world, reports Dudley Moloi.   
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riding on the back of business-to-
business (B2B) contracts, private 
sector e-waste initiatives have a distinct 
preference for playing in the lucrative 
IT and consumer electronics e-waste 
space. Their profit-driven nitpicking 
means that they generally stay as far 
away as possible from handling white 
goods, such as unwanted fridges and 
washing machines, even though these 
constitute the biggest portion of e-waste. 

Not only are the overheads for recycling 
white goods high, their components 
are also comparatively worthless, once 
stripped. However, in KwaZulu-Natal, 
a partnership between a multinational 
company and a rural community-
based enterprise is turning the e-waste 
recycling model on its head.  

A tale of two companies
An electronic waste (e-waste) recycling 
firm with a global reach may seem at 
odds with the environs of the affluent, 
coastal town of Ballito, south of Durban. 
Odder still, is the idea that Ballito’s 
largely poor and semi-rural neighbours 
could be the breeding grounds for an 
innovative and developmental model 
to solve the challenges associated with 
e-waste worldwide. Yet, two companies, 
one high tech and a product of the digital 
world, the other born off the grid of the 
global digital network, have formed an 
unlikely partnership to pilot a unique 
solution to e-waste, while simultaneously 
creating jobs and bridging the digital 
divide in rural communities. 

WeCare NPC started out as a corporate 
social investment project of SIMS 
Recycling Solutions South Africa (SIMS 
RSA), a subsidiary of one of the world’s 
largest B2B e-waste recycling firms. 
In fact, the story of Gloria Mtshali, one 
of three directors of WeCare NPC, 
embodies the spirit of the partnership 
between SIMS RSA and the not-for-profit 
company, WeCare NPC. 

Originally from KwaMaphumulo, a rural 
area of KwaZulu-Natal, Mtshali worked 
as a general helper at SIMS RSA. At 
the time her job involved just about any 
manual work, from tending the company 
garden to making tea for SIMS RSA staff. 

However, through her feisty demeanor, 
inquisitiveness and keenness to learn, 
Mtshali’s development landed her the 
position of outreach director when 
WeCare NPC became a company in 
2013.  

“When I started at SIMS I didn’t even 
know how to operate a mouse or a 
keyboard. I’d never had a computer 
at home and even a cell phone 
seemed beyond my reach. In between 
completing my studies, I pestered the 
production manager and his staff to 
teach me about computers. I spent all 
my spare time learning about PCs and 
laptops,” Mtshali recalls.

Out of sight, out of mind
SIMS RSA country director and WeCare 
NPC founder, Allan Werth, says there is 
urgent need to come up with sustainable 
e-waste recycling models. Werth argues 
that the non-business part of e-waste 
collection and recycling has been found 
wanting globally. According to him, the 
enormity of the challenges that e-waste 
poses is such that business ought to 
start looking at the disposal of e-waste 
in an integrated manner, and not only 
picking on the profitable part, such 
as B2B IT e-waste. While households 
may have a computer or two and some 
cell phones, Werth’s conclusion is that 
the end-user, or the household side of 
e-waste, is not working. 

Far from being generators of e-waste, 
the rural communities within which 
WeCare NPC operates usually end up 
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kilo. The WeCare e-waste collection 
model differs from the industry norm 
of collecting only the more lucrative 
IT and consumer electronics e-waste. 
Instead, WeCare NPC pays for all sorts 
of e-waste, from fridges to computers, 
which in turn gets sold to SIMS RSA. 

While the policy of buying any e-waste 
is not always profitable for either SIMS 
RSA or WeCare NPC, doing otherwise 
would defeat the purpose of sustainably 
ridding the rural areas of e-waste, 
argues Werth.  

WeCare NPC director, Mtshali, concurs 
that the rural areas generate an almost 

negligible portion of e-waste, which 
accounts for about 10% of turnover in 
some of the containers. Consequently, 
the e-waste model is reliant on other 
income streams. The containers 
serve as local information technology 
nodes, where locals could access the 
internet, print documents, buy airtime 
or refurbished computers (or have them 
repaired or exchanged for new ones). 

Not exactly a cash churner; the e-waste 
business enterprise has achieved 
the objective of being a worthy and 
replicable model. It demonstrates that 
what may at first have appeared to 
be a problem could be turned into an 
opportunity, not only to create much 
needed jobs but also to contribute 
to bridging the digital divide in rural 
communities. n

as receivers of e-waste, especially in 
the form of ‘deferred dumping’ of white 
goods.  

“A more conscientious household,” 
Werth explains, “will take a broken 
microwave oven to the municipal 
rubbish dump, which does not have the 
capability of handling e-waste, but at 
least they took the trouble of taking it to 
the rubbish dump.” 

An alternative path is that the microwave 
gets passed down from an affluent to a 
less affluent family. The microwave oven 
will work for a while if the family somehow 
manages to fix it, but will eventually end 
up being thrown away.  

“What actually happens is that when 
there is no longer any value that could 
be derived from [the microwave oven], 
it ends up in a rural area,” says Werth.   

More than e-waste
WeCare NPC works on a simple 
e-waste collection business model 
in order to break down the cycle of 
deferred e-waste in rural communities. 
At the centre of the model is the use 
of customised and strategically placed 
shipping containers. Currently, three 
shipping containers in the communities 
of Groutvillle, Shaka’s Kraal and Shaka’s 
Head, in the vicinity of Ballito, serve as 
e-waste collection points. 

WeCare NPC buys unprocessed 
e-waste from the community at R1 per 
kilo; dismantled e-waste fetches R2 per 
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