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ABSTRACT This paper uses a descriptive analysis approach to analyze the policies and legislative frameworks
governing electronic governance on an effective and effective service delivery. The primary objective of the paper
was to understand the e-governance policies and legislative frameworks on service delivery in South Africa. The
paper revealed that the post-1994 era has witnessed the formulation of various legislative requirements, which
were designed to direct governmental reforms on improving public service delivery in South Africa. The paper also
reveals that the Constitution of South Africa 1996 is structured as the cornerstone whose foundation ties all the
governmental reforms on improving public service delivery in South Africa. The paper concluded that the successful
implementation of the e-governance initiatives is solely dependent upon legislative frameworks that support and
not hamper e-governance in the public service.

INTRODUCTION

The aim of the paper was to draw insights
from the relevant policies and legislative frame-
work and to understand how they are support-
ing or impeding the implementation of e-gover-
nance tools and initiatives in the public service.
It is  logical to note that the policies and legisla-
tive frameworks in South Africa are strongly
harnessed and flowing in the same direction with
the needs of the people to ensure that service
delivery standards are efficiently and effective-
ly achieved. Upon independence in 1994, the
democratic South African government was man-
dated to afford the citizens, access to public ser-
vices that were not built on racial segregation as
witnessed by the pre-1994 era (Ijeoma and
Nwaodu 2013). The White Paper on the Trans-
formation of the Public Service of 1997 had to
radically transform the pre-1994 systems, proce-
dures and attitudes. This promise is clearly em-
bedded in the South African Constitution of
1996, which notes that the public service must
be governed by the democratic values and prin-
ciples (Cloete 2012).

The vision of e-governance is to ascertain
the optimization of public services so that the
government can achieve its goals  (Pardo et al.
2016). However, what is hampering service de-
livery is the failure of supporting the legislative
frameworks and policies that govern electronic-
governance (Public Service Commission Report

(c) 2013). Failure to address the  implementation
of policies and legislative frameworks govern-
ing e-governance on public service delivery
negatively reflects on public financial resourc-
es, structural resources as well as the human
resources and this derails the execution of e-
governance (Public Service Commission Report
(c) 2013). The implementation of e-governance
has been extensively commended in that it pro-
vides innovative momentum to deliver services
quickly and efficiently (Evans and Yen 2006). A
number of significant strategies have resultant-
ly been implemented to address the service de-
livery challenges through e-governance.

OBSERVATIONS  AND  DISCUSSION

Dynamics of the E-governance Policies and
Legislative Frameworks on Public Service
Delivery

Constitution of the Republic of South Africa
(1996)

Chapter 10 (195) (1) (a-i) of the Constitution
of the Republic of South Africa (1996) notes that
Public Administration must be governed by the
democratic values and principles enshrined in
the Constitution. The basic principles of Public
Administration as embedded in the Constitu-
tion of 1996 reveal that the aim of service deliv-
ery is to always meet the needs of the public by
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ensuring efficient, economic, accountable, and
effective development oriented services. In prin-
ciple governance is a specific term used to de-
scribe changes in the nature and role of the state
following public service reforms (Bevir 2008: 3).
E-governance tools are used to uphold the sig-
nificance of governance through upholding ac-
countability and quality that a democratic gov-
ernment requires (Pardo et al. 2016). Thus for e-
governance tools and initiatives to reach a max-
imum level of implementation, they have to sup-
port service delivery that is citizenry oriented
and for this to occur, a supporting legislative
framework and policy environment should be in
place (DoC 2015). It is essential to note that the
basic principles governing public administration
are the driving mechanisms to supporting e-gov-
ernance as a support system for public service
delivery. This is because access to public ser-
vices is not a privilege but a constitutional right
that every South African citizen is entitled to
(Constitution of the Republic of South Africa
1996).

White Paper on the Transformation of the
Public Service 1997

The post-1994 era witnessed the formulation
of policies and legislative requirements, which
were designed to redirect the local, provincial
and national departments of the South African
public service. The inception of independence
in 1994 marked these several governmental re-
forms, which were implemented to redress pub-
lic service delivery, which was historically ra-
cially biased. The White Paper on the Transfor-
mation of the Public Service (1997) clearly sets
out the eight transformation priorities with re-
cent amendments making them eleven and
amongst which Transforming Service Delivery
is mandatory. The crucial legislative framework
that governs e-governance is the Public Service
Act (Act 103 of 1994) and its subsequent amend-
ments. This Act provides for, amongst others, the
establishment of norms and standards relating to
e-governance and information systems manage-
ment in the public service (DPSA 2015). The White
Paper on the Transformation of the Public Service
(1997) promotes the successful establishment and
implementation of e-governance tools and initia-
tives as a support system for transforming service
delivery. Thus, the aim of the White Paper on the
Transformation of the Public Service (1997) is to

ensure service delivery is better, faster and more
responsive to the needs of the general public,
which signifies an absolute transformation in
public service provision.

Batho Pele Principles on Public Service
Delivery

Batho Pele Principles were implemented at a
time when monitoring the national policies was
imperative in redressing the imbalances of the
past racially built public service. Thus adhering
to Batho Principles ensured that quality public
service delivery was maintained. Batho Pele prin-
ciples should be used as a quality criterion in
ensuring the country’s public service delivery
needs are effectively and efficiently met with
the inception of electronic governance. Efforts
should be made to adhere to these principles,
because if they are applied in conjunction with
e-governance initiatives at a national level, they
will  facilitate quality service delivery. Batho Pele
is encapsulated in the native SeSotho name with
means (People First) (White Paper on Transform-
ing Public Service Delivery 1997). The purpose
of Batho Pele principles is to provide a policy
framework and a practical implementation strat-
egy for the transformation of public service de-
livery. It focuses on “how” public services are
provided, rather than on “which” services are
provided and its main intent is to improve the
efficiency and effectiveness of the way in which
the services are delivered (Ijeoma and Nwaodu
2013). Thus, every e-governance tool and initia-
tive that is implemented by the public service
should be strategically engineered by the Batho
Pele principles because they are the heartbeat
of public service delivery in South Africa (Ijeo-
ma and Nwaodu 2013).

The public service should take into account
the public’s views and pay heed to their needs
when deciding what services should be provid-
ed through consultation. The government should
also ensure that the public is able to access the
public services provided. In respect of that, the
public servants should treat the public with con-
sideration, respect and courtesy. Thus the pub-
lic officials should always make sure that the
promised level and quality of services is the best
based on realistic standards. The government
should also always provide the public with the
relevant information on the services available to
them. Simultaneously the government should
also allow the public to ask questions and the
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government should respond to those questions
frankly, thereby promote openness and trans-
parency. Resultantly the government should re-
spond swiftly when the public service standards
fall below the promised level and redress to meet
the needs of the public whom they are mandat-
ed to serve. Public services should always be
adding value to the lives of the public by ensur-
ing cost effectiveness through value for money.

The Public Finance Management Act
(Act 1 of 1999)

The Public Finance Management Act
(PFMA), 1 of 1999 is an extensive act, which is
based on the financial legislation governing the
national and provincial spheres of government.
The legislation provides inter alia for securing
the financial and sustainable financial affairs of
the local, provincial and national departments and
to establish budgetary norms and standards. The
Integrated Financial Management Information
System (IFMIS) seeks to ensure that the finan-
cial system of the public service promotes trans-
parency in an effective and efficient manner as
provided for by the Public Finance Management
Act (Act 1 of 1999). With the transition to paper-
less governance, IFMIS comes as an e-gover-
nance tool to prevent the high rates of corrup-
tion, fruitless and wasteful expenditure associ-
ated with public funds. Wasteful and fruitless
expenditure of public resources hampers the
mandate of governance because resources will
be channeled into the wrong means and this
implies that some e-governance initiatives might
suffer from inadequate funding and thereby ob-
scure the support system of public service de-
livery. The successful implementation of e-gov-
ernance tools and initiatives requires certain
budgetary requirements, which need to be stra-
tegically aligned to the Medium Term Expendi-
ture Framework. This alignment is mandatory so
as to promote the establishment and implemen-
tation of e-governance tools and initiatives in
support of efficient and effective service deliv-
ery as provided for by the integrated financial
management information system (IFMIS).

Department of Public Service and
Administration (DPSA)

The DPSA is the department that deals with
all national, provincial and local matters of pub-
lic service and administration in South Africa.
The DPSA certified the adoption of the e-gover-

nance policy in 2001 and the Government Infor-
mation Technology Council (GITOC) consist-
ing of government information officers from all
government departments, was also established
as a third legislative agency to monitor and co-
ordinate e-governance initiatives of the State
Information Technology Agency (SITA) (GITOC
2011a). The GITOC reports to the DPSA, and
the Government Chief Information Officer (GCIO)
in the DPSA acts as the Secretariat of the GITOC
(GITOC 2011a). Through the intervention of the
DPSA the South African public service has im-
plemented a variant of e-governance initiatives,
which are aimed at reducing the backlog of ser-
vice delivery. Some of these e-services include
the e-filing system, the e-Natis, the smart ID, the
e-toll, the e-procurement system, the e-health
strategy, and the e-learning system. However,
more than a decade after the establishment of
the GITOC, it has not fulfilled its e-governance
expectations as generated by its main objectives.
The relationship between the GCIO and the
Council has been under continuous strain, part-
ly because the Council elected one of the de-
partmental GITOs as chairperson, while GITOs
are seen as subordinate to the GCIO in terms of
the GITOC structure (DoC 2015). This structur-
al-political defect in the operation of the Council
has had a paralyzing effect on the success of e-
governance in public service delivery due to the
politics-administration dichotomy (GITOC
2011a).

The ICT’s responsibility for the national and
provincial government resides with the Minis-
ter of Public Service and Administration and the
necessary legal framework and functional bod-
ies that have also been created since the onset
of the independence of South Africa in 1994 and
these also include the State Information Tech-
nology Agency Act (Act 88 of 1998). Prior to the
attempt by DPSA to strategically coordinate the
e-governance policy framework in South Africa
a media report titled “Government IT fails SA”
summarizes the conclusion of the Auditor Gen-
eral that ninety-two percent of the thirty-eight
national departments did not fully comply with
the user access management controls, while
eighty-one percent did not have full security
management systems in place and seventy-nine
percent did not have a complete e-governance
framework (AGSA 2015). The DPSA is currently
working on a revised seamless strategy to tack-
le e-governance issues across all departments
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in the public service sector (DPSA 2015). The
strategy intends to overcome the discord of iso-
lated project approaches and to establish a one-
stop solution for e-governance solutions (DPSA
2015). The strategy is also intended to improve
service delivery in all areas of e-governance in
the public service. For the South African gov-
ernment, the focus is on government to govern-
ment, government to business, and government
to citizen activities (DoC 2015). The DPSA is
therefore tasked to ensure improved service de-
livery and this is facilitated by structuring e-
governance awareness strategies and modeling
e-governance initiatives and tools. The DPSA is
therefore the main responsible agent for the de-
velopment and coordination of the South Afri-
can government’s overall e-governance strate-
gy for the public service.

State Information Technology Agency (SITA)
Act (ACT 88 OF 1998)

SITA was established in 1999 after the pro-
mulgation of the SITA Act (Act 88 of 1998) to
consolidate and coordinate the State of South
Africa’s information technology resources. The
agency was formed in order to accomplish cost
effectiveness by reaching a larger scale for ICT
provisions, as well as an increase in delivery
capabilities and improvement in interoperability
for the public service (DPSA 2015). SITA is com-
mitted to leveraging information technology as
a strategic resource for the government of South
Africa. The SITA Act 88 of 1998 espouses that
the agency is aimed at managing the electronic
procurement system and the delivery process
to ensure that the public service and the citizens
both get value for money in the use of ICT to
support the delivery of e-governance initiatives
and tools (DoC 2015). SITA is the largest infor-
mation technology business handler of infor-
mation and communications technology prod-
ucts and services in the government of South
Africa (www.sita.co.za) as provided for by the
SITA  Act 88 of 1998.

SITA has to ensure the improvement of pub-
lic services, because the improvement of the in-
ternal management of public services is intensi-
fied by focusing on improving productivity and
cost-effectiveness, interoperability, ICT securi-
ty, economies of scale, and the elimination of
duplication in the service delivery cycle (DPSA

2015). The DPSA through the Public Service Act
103 of 1994 also has the authority to determine
policy and strategy on e-governance and the
use of ICTs within the government for the aug-
mentation of public service delivery (DPSA
2015). This was exercised in a strong way through
the Public Service Regulations Act of 2001, when
the department released an e-governance frame-
work. In terms of the framework, each govern-
ment department is required, as part of their stra-
tegic planning process, to develop an informa-
tion management plan and strategy (DPSA 2015).
Thus it becomes clear that the inception of e-
governance as a support system for service de-
livery in the public service is essential and man-
datory, but however dependent upon the imple-
mentation of effective legislative and policy
frameworks.

CONCLUSION

In contrast to the successes of e-governance
across the world, the results in South Africa are
generally weak with some small-scale success-
es. The reason for this state of affairs is that
there are a number of favorable political, eco-
nomic and technological conditions that still
need to exist for the e-government and later the
e-governance paradigm shift to take hold. These
conditions are difficult to establish in a country
where e-governance is competing with other
priorities, such as housing and health services
and where unemployment is high and where the
government is abusing public funds. Thus e-
governance is more than implementing e-gover-
nance tools and initiatives but it means plan-
ning for capacity building for the public good
through relevant legislative frameworks and
policies. E-governance initiatives have ad-
dressed a number of public service delivery chal-
lenges through the cemented legislative frame-
works and policies as determined by the Consti-
tution of the Republic of South Africa (1996). It
is imperative to note that e-governance is a grad-
ual public policy initiative that needs constant
monitoring and evaluation of the established
projects by grounded regulated policies. This is
essential to achieve the anticipated benefits and
to curb and address the unanticipated setbacks
within the e-governance frameworks.

RECOMMENDATIONS

E-governance is non-functional without the
provisions of either electricity or internet to en-
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sure the successful implementation of e-gover-
nance policies and legislation frameworks. There-
fore, for e-governance policies and legislative
frameworks to be fully functional as a strong
support system for public service provision, the
technological infrastructure necessary must be
present in its entirety. There is also need for
strong leadership to spearhead the successful
implementation of e-governance legislative
frameworks and policies for an effective public
service.
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