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Abstract 
This study investigated the efficiency of municipal service delivery expe-

rienced by the community and the e-Government effectiveness in Ngaka 

Modiri Molema District Municipality. It highlights problems relating to 

municipal incompetency, and service delivery backlogs. Segments of the 

community remain economically inactive and municipal capacity is the cata-

lyst of the whole scenario. The sample consisted of Ngaka Modiri Molema 

District Municipality employees and the data was collected using question-

naires. The findings of this study provide a point of departure for the evaluation 

of municipal e-Government service delivery at the municipality and indicate 

that there is a lack of competence by staff members and ineffectiveness in the 

e-Government service. The District Municipality management should explore 

opportunities that ensure that training and development are provided to muni-

cipal staff to improve capacity and competency and also explore the oppor-

tunity to increase e-Government efficiency and effectiveness. 
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Introduction 
Section 151 of the Republic of South Africa Constitution Act 1996 (Act 108 

of 1996), provides for the establishment of municipalities, with the executive 

and legislative authority vested in its council. A municipality governs the 

affairs of the community. The ability of a municipality to perform its functions 

may not be compromised or impeded by the national or provincial 

governments as part of affirmative action (Smith 2005: 16 - 17, – unreviewed). 

According to Kaisara and Pather (2011: 1), the Internet has become an 

integral part of the information society with an ever-increasing role in areas of 

education, professional sectors, recreation, social networking and in myriad 

other areas of life. As a result, the capacity of modern organisation is 

influenced by the way in which it is able to harness the benefits of the Internet. 

 

 

Problem Statement 
 The study aims to determine by what means e-government capacity will assist 

in the improvement of municipal service delivery. Blom-Hansen et al. (2016) 

show that recurring episodes of local protests are testimony to the 

shortcomings of municipal services. Local government constraints are as a 

result of a scarcity of technical skills, recruitment and retaining of staff, e-

Government inefficiency and inappropriate handling of resources.  

Research conducted by Alcayna et al. (2016) indicate that in general 

most national and provincial departments with supervisory and regulatory 

responsibilities over municipalities are not playing their role of ensuring that 

standards and processes for monitoring and supervision are implemented.  

 

 

Research Questions  
The research questions to be investigated are: 

 

i. What determines efficiency and deficiency in municipal service 

delivery? 

ii. To what extent is the municipality capable and competent? 

iii. What determines good quality municipal service delivery? 

iv. What determines the efficiency and effectiveness of electronic 

Government (e-Government) system? 



Mylet Ursula Dlamini, Jan Meyer & Sam Lubbe 
 

 

 

108 

Literature Review 

Local Government and Capacity Building  
Simmons et al. (2011: 4) highlight that to define capacity building invites 

statements, definitions, theory and practice ranging from technical skills 

development to institutional development. Renfors (2019) defines competency 

as a combination of training, knowledge, skills and effectiveness. 

 
 

E-Government 
Panayiotou and Stavrou (2019) define e-Government as government’s use of 

technology, particularly web-based Internet applications, to enhance the access 

and delivery of government information and service to citizens, business 

partners, employees, and government entities. 

 
Capacity and Competency 
Jitsing et al. (2019: 21) highlight that the positive progress and success of the 

local government system in South Africa is being overwhelmed by a range of 

factors. Van der Waldt et al. (2018: 173) state that the capacity in local 

government is demonstrated by a lack of financial resources to meet service 

delivery and staff vacancies, and municipalities have to be competent. 

Van der Waldt et al. (2018) mentions that the National Capacity 

Building Framework identified capacity constraints within local government 

as a lack of competency. This can lead to the inability to do tasks, poorly 

defined job descriptions, recruitment and selection of staff not in line with job 

descriptions and an inadequate knowledge and information base within 

municipalities and behaviour. 

Johnstone and Blenkinsopp (2017) state that existing government 

training institutions are overburdened with the rising demand in terms of 

capacity and capability. A study conducted by Mohr et al. (2012: 895) revealed 

that rural governments were run by volunteers and a small staff of employees. 

Mohr et al. (2010: 894–895) further highlight that units of governments have 

difficulty negotiating, monitoring, and enforcing contracts. This capacity in 

turn, is linked to organisational performance. 

 
Skills in Local Government 
Damasceno Cunho et al. (2018) forecasted that the nation was poised for a 
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workforce crisis and that the government was likely to feel the crisis because 

of the high proportion of older employees leaving the workplace and demand 

for knowledge by workers. According to Jindal et al. (2016), various organi-

sations build skills in diverse areas, including leadership, financial manage-

ment, local economic development, participatory planning, budgeting and 

conflict management to impact performance and effectiveness. 

Van der Waldt et al. (2018: 5–43) highlight that there is a large 

increase in the demand for skills due to the transformation and restructuring 

agenda of the local government sector, increased focus on the sector as an 

implementation agent for national policies, necessity to eradicate service 

delivery backlogs and high staff turnover, the transformation of human 

resource management practices, and employment equity considerations. 

Furthermore, Van der Waldt et al. (2018) note that despite problems with the 

attraction and retention of high-level skills, very little evidence is found on 

strategies to address problems across the local government sector. 

 
 

Learning and Training 
According to Kachali et al. (2018), acknowledging that the learning process is 

important when building capacity to handle crises. Kachali et al. (2018) went 

on to state that a response to a crisis is benefited by individuals having adequate 

skills and knowledge of resources, actors and relations needed to solve the 

specific crisis situation.  

Van der Waldt et al. (2018) indicated that there is a weakness in the 

overall management of training, as demonstrated by the little consideration 

given to workplace training and the development of policies and procedures. 

In addition, although trainings do take place in the local government sector, 

much of this training is piecemeal, ad hoc and does not lead to full quali-

fications.  

 
 

Efficiency and Performance 
There is a need to ensure that municipalities are responsive, efficient, and 

effective and provide value for money with the allocated public resources 

(CoGTA 2009:6). According to Van der Waldt et al. (2018) performance areas 

are governance and democracy, municipal transformation and institutional 

development, municipal financial viability and management, etc. The public 
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choice approach is often characterized by a ‘leviathan’ view of government, 

which argues that government monopoly over the people leads to over-

production and inefficiency (Mohr et al. 2010: 894). 

 
 

Service Quality and Delivery 
In terms of Act 32, Section 73, (RSA 2000), Local Government: Municipal 

Systems, the municipality must give effect to the provision of the Constitution 

and give priority to the basic needs. Therefore, municipalities must be access-

ible, provided with economic, efficient and effective resources, financially 

sustainable, environmentally sustainable, and regularly reviewed with a view 

to upgrading, extension and improvement.  

Service delivery is hampered not only by staff vacancies, but also by 

the lack of standards guiding the appointment of staff, the allocation of 

numbers and types of posts against service delivery standards and targets (Van 

der Waldt et al. 2018). The South African Constitution stipulates that the local 

government is the agent that must promote social and economic development 

in their community.  

Local government needs to understand the perceptions of performance 

on service quality dimensions and its influence on satisfaction levels (Nishant 

et al. 2019). Customer orientation is one of the important ways in which 

governments attempt to improve the quality of services (Lal et al. 2018: 95). 

The Auditing Standards specify that the evidence of service quality 

should be covered by measuring stakeholder or customer perception (eye of 

the customer) and technical quality (measures that reflect the eye of the expert) 

(Brusca & Montesinos 2016). Lee et al. (2011: 2) further explain that e-

Government service depends on the perceived quality of services provided 

through on-line channels, because the business user’s prior interactions with 

government through off-line service channels. 

 
 

Cost and Financial Resources 
Damasceno et al. (2018) indicate that turnover without planning can lead to 

increased costs, lack of continuity, and immediate negative effects on 

organisations. Kaisara and Pather (2011: 2) assert that long term cost-saving 

and improved service quality are the benefits that could be accrued by 

implementing e-Government. 
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Meyer and Meyer (2016) highlight that the financial aspects of 

municipal services primarily concern the revenues and expenditures of service 

providers. Expenditures include costs incurred in the process of producing 

services and delivering them to customers, while revenues entail the different 

sources of income tariffs and other user charges, loans, bonds, equity 

investment, municipal subsidies, and intergovernmental transfers that are used 

to cover costs (Meyer & Meyer 2016). 

Furthermore, poor financial management, lack of control and account-

ability systems impact negatively on service delivery for communities (Jitsing 

et al. 2019: 54–55). Local government has considerable financial powers, 

including the right to raise income through property taxes and user charges for 

services (Van der Waldt et al. 2018: 6). One of the objectives of e-Government 

is to make the government and its policies more efficient, providing citizens 

with quicker and better access to public information and the ability to use 

services in a more personal and cost-effective manner (Ibrahim et al. 2016). 

 
 

E-Government 
E-Government initiatives can refocus attention to a number of issues such as 

to collaborate more effectively across agencies and tiers of public admini-

stration, and to enhance customer focus. Lal et al. (2018: 90) state that the e-

Government has the opportunity to develop comprehensive and more effective 

policies and implementing strategies. 

Government can use Information Technology (IT) to improve 

efficiency and streamline its operations, and that it is with urgency that govern-

ment should adopt and use IT to modernize services, improve administration 

and efficiency (Kaisara & Pather 2011: 3). e-Government provides services to 

business, government employees and citizens (Saleh et al. 2019). Lal et al. 

(2018) assert that e-Government is a catalyst or tool for government admini-

strative reform. Proponents often promise the outcome of better govern-ment, 

including improved quality of services, reduced costs, wider political partici-

pation or more effective policies and programs. 

New possibilities offered by IT give government an opportunity to 

think of ways to work and provide services to citizens and businesses (Ibrahim 

et al. 2016). Lee et al. (2011: 1) argue that e-Government primarily using Web 

technology is rapidly being adopted by governments at all levels, but the 

adoption by citizens and businesses has been relatively slow.  
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Lee et al. (2011: 3–7) argue that e-Government provides better bene-

fits than off-line services. Local governments need to confront the demanding 

challenges related to their ability to provide next generation e-Government 

services. The shortage of IT workers is ranked as the number one barrier to e-

Government (Lee et al. 2011: 3–7). Kaisara and Pather (2011: 7–9) assert that 

failure to understand citizens’ concerns risks alienating citizens who might not 

be satisfied with -Government services. Furthermore, e-Government requires 

a concomitant set of on-line service delivery principles.  

Lal et al. (2018:95) highlight that e-Government is not just about 

designing smart IT policies or functional systems; it is also about coordination 

between projects active at all levels. Furthermore, Lal et al. (2018) state that e-

Government is a broad concept encompassing service delivery and trans-

forming government and democratic opportunities. Kaisara and Pather (2011: 

7) found that e-Government websites have invalid e-mail addresses, notably 

do not respond to queries as received, nor are automated responses used. 

 

 

Research Methodology 
Ngaka Modiri Molema District Municipality is the municipality in the North 

West province in South Africa of which Mafikeng is the capital of the province  

  

https://en.wikipedia.org/wiki/Ngaka_Modiri_Molema_District_Municipality.  

 

This municipality was selected as this district has ongoing problems with 

service delivery and the researcher was grated the opportunity to assist in 

determining opportunities for improvement.  

Saunders et al. (2007) argue that quantitative research is 

predominately used as a synonym for any data collection technique (such as a 

questionnaire) or data analysis procedure (such as graphs or statistics) that 

generates or uses numerical data. The study will use a quantitative research 

method to obtain the respondent’s perspective (Frey & Dishi 1995: 4). SPSS 

and descriptive statistics will be applied to analyse the data.  

The researchers used questionnaires to collect data from 165 

respondents selected from Ngaka Modiri Molema District Municipal office, 

using simple random sampling. The data will be gathered by using face-to-face 

interviews after obtaining the required permissions and ethical clearance from 

all parties concerned. 

https://en.wikipedia.org/wiki/Ngaka_Modiri_Molema_District_Municipality
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Discussion of the Results 
The purpose of this study was to seek ways to improve the quality and 

efficiency of the municipal services, contribute to e-Government service and 

enhance capacity of service delivery implementation.  

A sample of 165 representing the senior and middle management and 

aspects of the work force of the municipality, was approached (population of 

2 000), and only 160 responded (response rate 80%), 52% were males, this is 

not representative and results should be checked if this research were to be 

used in future. The sample breakdown is considered as representative of Ngaka 

Modiri Molema District Municipality. 

Of the 160 respondents, 42 (26%) were aged 21–30 years, 40 (25%) 

were aged 31–40 years, 35 (22%) were aged 41–50 years, while 30 (19%) were 

aged 51–60 years, 10 (6%) were above 60 years of age. The differences in ages 

assumes a balance of skills, knowledge and work experience, which in this 

case, can be regarded as an appropriate mixture. Out of the total sample of 160 

approached, 83 (52%) were males and 48% were females. Preference was not 

given according to gender. The almost equal balance of genders may be due to 

the application of employment equity legislation as shown in the theory.  

The research data showed that most of the respondents were occupying 

supervisory or managerial positions. Out of 160 respondents, the majority of 

respondents were qualified (in accordance with government regulations). 

However, education cannot be used as a differentiating factor; working for the 

municipality should require a higher level of education (figure 4). The data 

illustrates that 91% of the respondents were satisfied with the municipal ser-

vice delivery. Bush and Glover (2016) assert that effectiveness means 

acquiring necessary knowledge, skills and attitudes that can be applied to the 

job situation.  

The majority of the respondents (91%), indicate that the municipality 

has the ability to provide service to the community. This suggests that the 

respondents are satisfied with the municipal ability to render service to the 

local community. According to the relevant Sector Skills Plan (2010: 18–19), 

the capacity constraints within local government are due to a lack of 

competency which may lead to an inability to perform municipal functions.  

Out of the total sample of 160 approached, 85 (53%) of the respondents 

indicated being satisfied with the adequacy of training and development pro-

vided by the municipality. The research suggests there may be a short-coming 
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in municipality training that requires attention. van der Waldt et al. (2018) 

highlighted that the problem with acquiring skills in municipalities is the lack 

of experience within local government. A study conducted by Blom-Hansen et 

al. (2016) indicates that the lack of competence is one of local constraints.  

 

 
 

Figure 1: Recruitment and selection process application in the local 

government under investigation (question on questionnaire) 

 
Figure 1 (y axis- number of respondents and x-axis their reaction to 

recruitment) shows that 95 (59%) were dissatisfied with the way recruitment 

and selection are applied and conducted. The research suggests that 

recruitment and selection is limited within the Ngaka Modiri Molema 

Municipality thus external, more appropriately suited candidates are not 

sourced. Van der Waldt et al. (2010: 17) highlight that service delivery is 

hampered by staff vacancies and the lack of norms and standards guiding the 

appointment of staff within municipalities. Jitsing et al. (2019: 66) assert that 

political influence in the appointment of employees, at the expense of technical 

competence is not conducive to attracting and retaining talented professionals. 

The data indicates that a number of respondents were completely 

dissatisfied with the municipal staff’s knowledge and skills in providing the 

required service. The research explicates that there is a shortage of skills to 

provide services to the community. Kachali et al. (2018) state that a well-

functioning response to a crisis is benefited by individuals having adequate 

skills and knowledge of resources. 
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Figure 2 (y axis- number of respondents and x-axis their reaction to of 

upholding the principle of service delivery) shows that the respondents were 

satisfied with the municipal culture of upholding the principle of service 

delivery. The study interprets that municipal culture has limitations in 

upholding the principle of service delivery. The Sector Skills Plan (2010: 18–

19) identifies certain constraints in local government such as a lack of service 

orientated attitude and behaviour and an organisational culture that does not 

uphold the principles of service delivery. Ibrahim et al. (2016) assert that 

service delivery must provide greater satisfaction with higher efficiency. The 

data indicates that the 69% of respondents were happy about the output of 

service delivery to the community. The authors therefore suggest that the 

quality of service delivered by the municipality is lacking. This is in line with 

Ibrahim et al.’s (2016) finding that user dissatisfaction with the low quality of 

service provision has become a political issue.  

 

 
 

Figure 2: Municipal organisational culture of upholding the principle of 

service delivery (question on questionnaire) 

 

Figure 3 (y axis- number of respondents and x-axis their reaction to 

better service in terms of quality [strongly agree and agree added together] 

indicates that 61% of the respondents are satisfied with e-Government system 

in terms of the quality of service delivery. The research explicates that e-

Government is effective in ensuring service delivery to the community. 

Ibrahim et al. (2016) indicate that enhanced quality of service provision is a 

major component of public administration, and the use of IT to generate 

improvements is a primary driver for e-Government activity. 
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Figure 3: e-Government ensuring better quality when they deliver a service 

(a research question) 

 

Also, out of the sample of 160 respondents, 82% presume that e-

Government service enhances access and service delivery during the analysis 

of the questionnaires. This indicates that e-Government has some freedom 

towards improving access and service delivery. Kaisara and Pather (2011: 7–

9) assert that failure to understand citizens’ concerns risks alienating citizens 

who might not be satisfied with e-Government services, and that e-Govern-

ment requires a concomitant set of online service delivery principles.  

The data show that 68% of the respondents presume e-Government 

service to be efficient. The Department of Communications (2010) highlight 

that the role of IT is to improve efficiency and streamline operations and that 

government should adopt and use IT in order to modernise services, improve 

administration and efficiency. 

 
 

Associative Statistics  
The Spearman correlation between age and number of years at the municipality 

was 0.961. This can be interpreted that age and length of service does not 

impact on municipal service delivery. The correlation between age and gender 

is 0.928. The interpretation could be done that gender has no impact on muni-

cipal service delivery as the study is dealing with this aspect. The correlation 

between age and qualifications is 0.947. This implies that the respondents 

perceive no barrier in relation to age and qualifications to deliver services.  

The correlation between age and provision of high-level expertise by 

staff in delivering services is 0.941. This could be interpreted that the respon-

dents perceive municipal staff as being good at service delivery. The corre-
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lation between age and organisational culture upholding principle of service 

delivery is 0.935. This implies that upholding culture has no impact on service 

delivery.  

The correlation between age and community understanding the role of 

service is 0.927. The authors looked at assoiciation, cause and effect while 

interpreting the data. This impact of this implies that the respondents are 

satisfied with the community awareness of service delivery. The correlation 

between number of years at municipality and qualification is 0.961. This 

implies that the respondents are satisfied with the level of education of the 

municipal staff as it does not impact service delivery. The correlation between 

number of years at the municipality and sufficiency and competency of 

municipal leaders to fulfil their roles is 0.945. This implies that the respondents 

consider the municipality capable of delivering good service. 

The correlation between number of years at the municipality and 

municipal organisational culture is 0.936. This could be interpreted as the 

respondents’ perception that municipal organisational culture does not impact 

service delivery. The correlation between number of years at the municipality 

and e-Government service is 0.93. This could be interpreted that respondents 

perceive e-Government to be efficient and it does not have an impact on 

municipal service delivery.  

The correlation between sufficiency and competence of municipality 

leaders to fulfil their roles and age is 0.929. This could be interpreted that the 

respondents view municipal leaders to have the relevant skills and capability 

to fulfil their roles. The correlation between sufficiency and competence of 

municipality leaders to fulfil their roles and the number of years at the 

municipality is 0.945. This implies that the competence of municipality leaders 

to fulfil their roles has no impact on municipal service delivery. The correlation 

between the recruitment and selection process is appropriately applied and the 

number of years at the municipality is 0.936. This suggests that the respondents 

perceived the recruitment process as being adequately applied and that it 

impacts service delivery.  

The correlation between the recruitment and selection process is 

appropriately applied and municipal staff providing high level of expertise in 

delivering the required services to the community is 0.922. This could be 

interpreted that the recruitment and selection is properly followed and staff 

have the skills to provide service to the community. The correlation between 

the recruitment and selection process is applied and community satisfaction is 
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0.928. This implies that the respondents were satisfied with the recruitment and 

selection process and the degree of service provided. 

The correlation between the recruitment and selection process is 

applied and municipality have sufficiently trained IT personnel is 0.941. This 

implies that the recruitment and selection process is applied and that the IT 

personnel are trained to execute their duties. The correlation between the age 

of respondents and municipal staff providing expertise in delivering the 

required services to the community is 0.941. This suggests that that the 

municipal staff providing expertise in delivering the required services to the 

community and age has an impact on service delivery. 

The correlation between the municipal staff providing a high level of 

expertise in delivering the required services to the community and municipal 

organisational culture upholds the principle of service delivery is 0.984. This 

can be interpreted that the municipal staff are competent and knowledgeable in 

providing the municipal service delivery and that the organisational culture is 

upheld at the same time. 

The correlation between ‘the staff has the required knowledge and 

skills to provide the required services to the community’ and ‘the municipality 

has sufficiently trained IT personnel’ is 0.924. This could be interpreted that 

the respondents perceive the municipal staff as sufficiently trained to provide 

the required services. The correlation between municipal organisational 

cultures upholding the principle of service delivery and age is 0.935. This 

suggests that the municipal culture is upheld by the municipality and age has 

no impact on municipal service delivery.  

The correlation between ‘the municipal organisational culture upholds 

the principle of service delivery’ and ‘municipal staff providing high level of 

expertise in delivering the required services to the community is 0.984’. This 

implies that the respondents are satisfied by the municipal organisational 

culture to provide service delivery to the community.  

The correlation between community understanding the role of IT 

service and community satisfaction to the quality of service delivery is 0.924. 

This suggests that the respondents perceive the community understanding the 

role of IT. The correlation between community understands the role of IT 

service and municipality have sufficiently trained IT personnel is 0.950. This 

implies that the respondents presume the community understanding the role of 

IT service and that the municipal IT personnel are competent and qualified.  

The correlation between ‘e-Government services are efficient’ and  
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‘municipal staff provide high level of expertise in delivering the required 

services to the community’ is 0.974. This could be interpreted to mean that the 

respondents presume e-Government to be sufficient and relevant and that the 

municipal staff are qualified to execute their functions. The correlation 

between ‘e-Government services are efficient’ and ‘municipal organisational 

culture upholds the principle of service delivery’ is 0.971. This suggests that 

the respondents perceive the e-Government service as efficient and the 

municipality as upholding service delivery. 

 

 

Conclusion and Recommendations 

Response to Research Questions 
The main findings of this research in relation to each research question will 

now be discussed. 

 

 

What determines efficiency and deficiency in municipal service 

delivery? 
Local government struggles to provide services to citizens, and the provision 

of poor services erodes trust (Meyer & Meyer 2016). It was found that the most 

frequent response on determining factors of efficiency and deficiency in 

municipal service delivery was that the municipal service delivery was 

adequate and efficient. The notion is supported by data that the respondents 

perceived municipal staff as possessing the required expertise to provide 

community service and perceived e-Government as efficient. This is contrary 

to findings (above) that highlighted that most of the respondents were unhappy 

with the output of service from the municipality. 

An analysis of the data found that most of the respondents perceive the 

municipality as being capable of providing the required services to the local 

community. The analysis reveals that the majority of respondents perceive the 

municipal staff having the required expertise to provide service. Furthermore, 

it was found that the majority of the respondents were happy with training and 

development, while 47% were highly dissatisfied with the training and 

development within the municipality. However, the analysis of data illustrated 

that the majority of respondents were dissatisfied with the municipal know-

ledge and skills, and perceive the IT personnel to be inadequately trained. 
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According to the Sector Skill Plan (2010: 18–19) the National Capacity 

Building Framework identified the capacity constraints within local govern-

ment as having inadequate technical skills and knowledge in functional areas 

and an inadequate information base within municipalities. 

Lastly, it was found that most of the respondents suggested that the 

municipal leaders were sufficiently and competently skilled to provide service 

delivery. The correlation between the sufficiency and competence of 

municipality leaders to fulfil their roles and age was 0.929. This implies that 

the respondents perceive the municipality as being capable; however, they are 

not satisfied with training and development provided by the municipality.  

The research concludes that respondents are satisfied with the 

municipal service delivery and consider the municipality as being capable and 

efficient. Management should explore the opportunity to ensure further train-

ing and development of municipal staff to ensure that they are competent to 

deliver high quality services to the community. 

 

 

To what extent is the municipality capable and competent? 
Research conducted by Jitsing et al. (2019: 21) further highlights that the 

overall positive progress and success of the local government system in South 

Africa is increasingly overwhelmed by a range of factors and negative practices 

both internal and external to municipalities. These factors apply to poor 

governance, service delivery failures and their capacity and performance.  

Figures support the notion that respondents perceived the municipal service 

delivery as being both adequate and efficient. This capacity, in turn, is linked 

to overall organisational performance. 

It was found that the majority of respondents perceived the municipal 

staff as having the required expertise to provide service to the community, 

while a small number of respondents did not concur Furthermore, it was found 

that the majority of respondents were dissatisfied with the municipal staff 

knowledge and skills to provide the required service to the community, while 

a few respondents were satisfied with the municipal staff knowledge and skills. 

Zhu et al. (2017) concur that the problem with skills shortages is that 

it is actually a systematic industry problem. The correlation between the staff 

having the necessary knowledge and skills to provide the required services to 

the community, and the municipality having sufficiently trained IT personnel 

was 0.924. In a study conducted by Blom-Hansen et al. (2016) in Pretoria the 
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authors highlighted that effective municipality is a function of a combination 

of technical skills, material resources and civic engagement. 

Results from the study showed that the majority of respondents were 

satisfied with the municipal organisational culture of upholding the principle 

of service delivery, while a small but significant number of respondents was 

dissatisfied with the municipal organisational culture. Of the respondents, 83% 

were satisfied with the municipal service delivery. However, 69% of 

respondents were dissatisfied with the service delivery quality. The correlation 

between municipal organisational culture upholding the principle of service 

delivery and the municipal staff providing high level of expertise in delivering 

the required services to the community was 0.984. 

This implies that the respondents were dissatisfied with the capacity 

and competency of the Ngaka Modiri Molema District Municipality. The 

research concludes that respondents were not satisfied with the municipal 

capability and competency. The management should explore ways of ensuring 

improvement in capacity and competency, to provide the required service to 

the community. 

 
 

What determines good quality municipal service delivery? 
Municipalities struggle with strategies of providing affordable services to 

citizens in a sustainable way (Meyer & Meyer 2016: 1–3). The present study 

found that 69% of respondents were dissatisfied with the service delivery, 

while 30% were satisfied with the quality of service provided. Most of the 

respondents were dissatisfied with the level of awareness provided to the 

community by the Municipality’s IT service. However, the majority of 

respondents were satisfied with the training and development provided at the 

municipality and perceived municipal leaders as sufficiently skilled and 

competent. 

Kaisara and Pather (2011:7-9) assert that failure to understand 

citizens’ concerns risks alienating citizens who might not be satisfied with e-

Government services. Furthermore, e-Government requires a concomitant set 

of on-line service delivery principles. It was found that 61% of the respondents 

are satisfied with e-Government system in terms of quality and ensuring 

service delivery. The majority of respondents suggested that the e-Government 

was efficient and enhanced access and service delivery. 

Of the respondents, 83% were satisfied with the municipal staff’s  
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understanding of the legal framework. The correlation between staff under-

standing the local government legal framework and sufficiency, and the com-

petency of municipal leaders to fulfil their roles was 0.928, a positive 

correlation between the two variables. Alcayna et al. (2016) indicate that the 

mandate, motivation, and means to provide the services required and needed 

by local citizens in a manner that is responsive to changes in requirements and 

needs over time, must be responsive to the differing requirements and needs of 

groups of citizens within the community. 

This implies that the respondents perceived the municipality as provid-

ing good quality service, despite some limitation in the service quality. The 

research concludes that the respondents were happy with the quality of service 

that was being rendered to the community, despite certain constraints in the de-

livery of high quality service. The management should ensure a continued and 

sustained improvement in the quality of service rendered to the community. 

 
 

What determines the efficiency and effectiveness of the 

electronic Government (E-Government) system? 
Panayiotou and Stavrou (2019: 209) assert that e-Government is enabling 

organisations to provide better services to their constituents. It was found that 

the majority of respondents (69%) perceived e-Government service as enhan-

cing access and service delivery, and a small number of respondents were 

dissatisfied with e-Government’s inability to improve access and service 

delivery. Thomas (2017) states that e-Government is the use of technology to 

enhance the access to, and delivery of government services to benefit citizens, 

business partners and employees.  

An analysis found that the majority of respondents were not satisfied 

with the level of awareness by the community and the role of IT services. This 

implies that there is a barrier to IT service awareness. Most of the respondents 

were also unhappy with the output and quality of service delivery. The corre-

lation between e-Government ensuring better services in terms of quality and 

the municipality having sufficiently trained IT personnel was 0.943. 

It was found that the majority of respondents perceived e-Government 

service as being efficient, while a small number perceived that it as inefficient. 

It was found that the majority of respondents were happy with training and 

development provided by the municipality. The correlation between the muni-

cipality having sufficiently trained IT personnel and e-Government service 
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being efficient was 0.950. Ibrahim et al. (2016) assert that new possibilities 

offered by IT give governments opportunities to think of ways to work and 

provide services to citizens and businesses. 

This implies that the respondents were not satisfied with efficiency of 

the e-Government system. The research concludes that the respondents were 

dissatisfied with the e-Government efficiency and effectiveness. The manage-

ment should focus on raising awareness of e-Government and ensure that the 

IT personnel are adequately trained to improve service delivery. 

 
 

Recommendations 
The recommendations, based on the discussions are as follows.  

 

Millar and Doherty (2016) state that capacity building should be promoted as 

a way to enhance effectiveness and sustainability. Capacity building has 

become an important tool in supporting local government. According to Act 

209 of 1993, Local Government Transition Act, which is the statutory legis-

lation, local government is the form of government that is closest to the people, 

and necessary to ensure that the needs of its community are adequately provi-

ded for, through the provision of services such as health, water, housing, 

sanitation and electricity, classed as essential services. 

On the discussion of capacity and competency, the municipality should 

explore opportunities to improve their recruitment and selection process and 

ensure that it is appropriately applied to ensure fairness.  

On the discussion of skills in local government, the municipality 

should explore opportunity to improve training and development to increase 

knowledge and skills of the municipal staff. It was found that 47% of the 

respondents were unhappy with the training and development provided by the 

municipality. This implies that there are serious constraints associated training 

and development and this requires attention. Ndevu and Muller (2017) assert 

that it is imperative for municipalities to constantly change and review the way 

services are rendered, in order to remain relevant and effective. An institutional 

culture of learning should be developed to any process change. Employees 

should be empowered through continuous learning, training and development. 

Training systems within local government are poorly developed and training 

committees are often poorly capacitated. The analyses found that the majority 

of the respondents were dissatisfied with the municipal staff knowledge and 
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skills in providing the service to the community. This implies that there is a 

shortage of skills within the municipality. 

The municipality should explore opportunities to improve municipal 

systems and operations to enhance the delivery of quality of service to the 

community. Smith (2005:3) argues that in order for municipalities to deliver 

services effectively and efficiently, they have to build partnerships with the 

private sector, especially where municipalities deliver a wide range of 

diversified municipal services to their local communities within their area of 

jurisdiction. Meyer and Meyer (2016: 1–3) provides that quality municipal 

services support the economic development of municipalities, while poor 

levels of service, interruptions, low coverage levels, and other problems 

undermine quality of life in municipalities, retard economic growth, and erode 

trust between citizens and local governments. 

Singhal et al. (2017) state that service quality is considered a critical 

measure of organisational performance. It was found that the majority of the 

respondents were satisfied with the municipal leader’s sufficiency and compe-

tency, while the minority of respondents were unhappy with the municipal 

leader’s sufficiency and competence. The majority of respondents were happy 

with the municipal organisational culture of upholding the principle of service 

delivery, and the difference in the percentage of the respondents that were 

discontent was less. It was also found that 69% of the respondents were 

unhappy with the quality of service being rendered to the community which 

makes for a dissatisfied community. 

. Panayiotou and Stavrou (2019) argue that e-Government does not 

simply have to be the application of new technologies but has the potential to 

be a strategy for delivering more effective and efficient services.  

Saleh et al. (2019) assert that technology helps governments to achieve 

some important goals through websites that provide convenient and accessible 

information to citizens. Lal et al. (2018: 89) highlight that e-Government is a 

catalyst or tool for government administrative reform. Proponents often pro-

mise the outcome of better government, and improved quality of services, cost 

savings, wider political participation or more effective policies and programs. 

For Saleh et al. (2019), providing quality e-Government services to citizens 

makes interactions between citizens and government agencies smoother, 

easier, and more efficient. Lee et al. (2011: 1) argue that e-Government 

primarily using Web technologies has been rapidly adopted by governments at 

all levels, but the adoption by citizens and businesses has been relatively slow.  
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Conclusion 
Local government face stress of economic downturn or stagnation and are 

struggling to maintain service levels. Furthermore, they must cope with 

population growth and additional service demands. In-order to enable 

municipalities to carry out their responsibilities, local government need to 

transform the service delivery through a process of restructuring. e-

Government is critical for meeting expectations for interaction with 

administration and enables agencies to align efforts as needed, to significantly 

improve service. 

The findings of this study provide a point of departure for the 

evaluation of municipal e-Government capacity and service delivery at Ngaka 

Modiri Molema District Municipality.  

The findings support the notion that local government is poised for a 

workforce crisis. Also, that skills and knowledge is critical to provide quality 

services. The findings further support the fact that service quality has been 

proven to be a suitable indicator of IT effectiveness, the assessment of service 

quality in the public sector has been less studied. The findings allude to the 

raising awareness about e-Government as being crucial and many citizens do 

not know which services actually exist. Lack of awareness of services prevents 

citizens from becoming familiar with the added value that electronic public 

services could offer in their everyday lives. 

A final conclusion can be made that e-Government capacity and 

municipal service delivery can be identified as municipal incapacity and 

incompetency, and inefficiency of e–Government system. The results highlight 

the need for Ngaka Modiri Molema District Municipality management to 

explore opportunities that ensure that training and development is provided to 

municipal staff to improve capacity and competency. 
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