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Abstract 

Information and Communication Technology (ICT) can potentially transform service delivery, 

uplifting living and socio-economic standards and fighting poverty (Ahmed, 2020, p. 9; 

Mashamaite, 2014, p. 231). In South Africa, metros like the City of Cape Town, City of 

Johannesburg, and City of Tshwane have been using some ICTs to help improve the quality of 

services provided in order to improve the quality of life for citizens; however, the benefits have 

not reached all. The objective of this study is to explore the effectiveness of using ICT for 

enhancing local government accountability in the informal settlement of Imizamo Yethu. This 

study used a qualitative methods approach employing semi-structured interviews, WhatsApp 

diaries and document analysis. This thesis uses an analytical framework that combines the E-

Participation Ladder and social accountability to assess the effectiveness of residents' use of ICT 

for local government accountability. The findings of this study indicated that residents’ use of ICT 

is effective to a certain extent in generating local government accountability for public service 

delivery. The findings indicate that there are various ICT channels available for the residents of 

Imizamo Yethu to use to engage with the City of Cape Town indicating frequent use of the fault 

reporting channels and social media as tools to hold the City accountable for public service 

delivery. Its effectiveness is influenced by factors such as access to actionable information, access 

to digital infrastructure, and the level of participation by residents in Imizamo Yethu. The findings 

show that several crucial factors influence residents of Imizamo Yethu to transition from simply 

having the information (passive participation) to taking deliberate action based on that information 

(active participation). These factors include the level of digital literacy, access to information, and 

access to digital infrastructure, as well as perceptions about the City of Cape Town, the 

effectiveness of ICT, and who benefits from it. However, when these channels become ineffective, 

residents opt to protest as a means of enacting accountability.   
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Accountability  To be responsible for one's actions and decisions (Munzhedzi, 

2016).  
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Delivery 

The responsibility of public officials to deliver services to citizens 

in an effective, transparent, and efficient manner. 

Digital Technologies Tools that help generate and store information (data). These are 4IR 

technologies like advanced robotics, artificial intelligence, the 

internet of things (IoT), virtual (VR) and augmented reality (AR). 

E-governance The use of information and communication technologies, new and 

emerging, to improve government processes including public 

administration (Visser & Twinomurinzi, 2001) 

E-government The use of information technology to interact with citizens, provide 

government services and enhance government operations (Visser & 

Twinomurinzi, 2001). 

Fourth Industrial 

Revolution (4IR) 

The blurring of the physical, digital, and biological worlds (Schwab, 

2015, p. 7). 

Information 

Communication 

Technology (ICT) 

The technologies that are used to access, process, and communicate 

information. These technologies include the internet, mobile 

phones, social media, and other digital tools. 

Local Government The sphere of government responsible for delivering public services 

and governing a specific geographic area, with responsibilities 

mandated in the Constitution. 

Public Participation A process of including citizens in the decision-making process. It is 

referred to as “the involvement of individuals in the activities of the 

structures and institutions of the democratic state and so the public 

authorities and controlled by them or subordinate them public 

https://uwcscholar.uwc.ac.za/home



 

organisations.” (Drobiazgiewicz, 2018, 54). 

Public Services Goods provided by the government to help improve the quality of 

life of citizens. It is referred to as the “activities and services done 

in any government capacity in the interest of the public domain and 

for the benefit of the general public.” (Shittu, 2020, p. 1). 

Public Service 

Delivery 

The provision of public services such as education, housing, 

electricity, transportation, health, etc.by local government. 

Social 

Accountability 

An is an approach that relies on civic engagement of citizens and/or 

civil society to build and enhance accountability through direct or 

indirect participation (Malena et al., 2004). 

Vertical 

Accountability 

A process whereby elected leaders/political leaders are responsible 

for their political actions (Diamond & Morlino, 2004). 
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1 

Chapter 1: Introduction 

1. Introduction 

This dissertation explores how residents of Imizamo Yethu use information and communication 

technologies (ICT) to hold the local government accountable for public service delivery. The 

Fourth Industrial Revolution (4IR) promises to bring about change that will benefit all in society. 

The term was coined by the founder of the World Economic Forum, Klaus Schwab, to help 

describe the digital, rather a technological revolution, that will change the way we work, relate to 

each other and live (Xu, David, & Kim, 2018, p. 90).  

The South African government has, for decades, been interested in the use of technology 

to transform and improve its operations and the lives of its citizens. In the 1998 Presidential 

Review Commission on the Transformation of Public Service, digital transformation was 

identified as central to transforming public services in the country (Manda & Backhouse, 2017). 

With great interest in the opportunities the 4IR brings, South Africa has adopted various ICT 

strategies as an approach to transforming public service delivery to make services more convenient 

and accessible (Ahmed, 2020). Therefore, over the years South Africa has passed various policies 

that place technology as essential to building a more inclusive and equal society.  

The adoption of technology in the different spheres of government has been slow, however, 

the Covid-19 pandemic lockdown changed everything. The Covid-19 pandemic lockdown forced 

governments, businesses and people around the world to rely heavily on digital technologies to 

interact, communicate, educate, and work (De, Pandey and Pal, 2020). This period accelerated the 

government’s adoption of digital technologies like ICT in its operations. Moreover, it further led 

to the realisation and recognition of the potential of ICT as a tool to transform service delivery, 

with various departments adopting a 4IR strategy (Ahmed & Gillwald, 2020, p. 9).  

The Covid-19 pandemic pushed the South African government to adopt ICT in service 

delivery with online services such as South African Social Security Agency (SASSA) grant 

application, eNatis system, e-SARS, e-Home Affairs and more. However, the benefits that have 

come with using ICT have not reached all due to the low digital skills, digital literacy, poor 

infrastructure, and digital divide in the country (Ahmed & Gillwald, 2020). This is an area the 
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thesis explores. This chapter will provide the background of the study. Thereafter, it will discuss 

the research problem, aims and questions. It will further discuss the significance of the study and 

conclude with an overview of the overall structure of the thesis.  

 

1.1. Background of the Study  

This section will provide an overview of the local government's role and responsibility. 

Additionally, it will discuss how it has evolved, particularly in the context of South Africa. 

Furthermore, this section will focus on the functions of the City of Cape Town (CoCT) 

Metropolitan Municipality and the investment made in ICT to improve governance, service 

delivery, and digital inclusion. Moreover, an overview of the public service delivery challenges in 

Imizamo Yethu will be provided. 

 

1.1.1. Local government 

Local government has been defined by research in various ways that highlights its characteristics 

and purpose. According to Koma (2010), local government is the sphere of government closest to 

the people in that it is in communities, making it well-positioned to effectively address the needs, 

interests and expectations of the community. The author argues that local governments have a 

developmental responsibility to deliver adequate services and be responsive to the needs of the 

community (Koma, 2010). Ndreu (2016) states that local government is the kind of governance 

that is an “institutional and legal organization that ensures that people within a given territory act 

collectively to ensure their welfare” (p. 5).  

 The Green Paper on Local Government 1997 states that local government is a system of 

governance at the municipal level and has different political structures (South Africa, 1997). The 

paper states that local government has the role to maximise economic growth and social 

development, integrating and coordinating, and democratising development (South Africa, 1997). 

They have the responsibility to ensure transparency, accountability and responsiveness to the needs 

of the constituents (South Africa, 1997). 
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1.1.2. City of Cape Town Metropolitan Municipality 

The City of Cape Town (CoCT) is categorised as a Category A metropolitan municipality. This 

means that it is the local government in the southern peninsula of the Western Cape Province that 

has legislative and executive authority in the area (Constitution of the Republic of South Africa, 

1996). The City of Cape Town is responsible for coordinating the delivery of public services, 

developing plans for the area, and building and maintaining infrastructure. The City provides 

services such as water and sanitation, drainage, electricity, noise control, refuse removal, 

electricity, health service, protection services (police) and more (Western Cape Government, 

2019). The CoCT has embarked on various ICT initiatives, and they offer e-services to residents. 

Some of the initiatives include the C3 compliant notification system, Geographic Information 

System (GIS), Enterprise Resources Planning system (ERP) and they use SMS messaging, a 

website, social media (Facebook, Twitter and YouTube Channel) to engage with citizens and 

provide services (Bagui & Bytheway, 2013, p. 12; City of Cape Town, 2024a).  

 

1.1.3. Imizamo Yethu, Hout Bay, Cape Town 

Imizamo Yethu, established in the 1990s, is an informal settlement located in Hout Bay, Cape 

Town, with high levels of poverty and informal housing (SA History, 2023a). Imizamo Yethu is 

predominantly a Xhosa-speaking black community. The demographic profile also includes other 

races such as coloured, Asian, White and many more forming a small percentage (Statssa, 2011a). 

However, there are dwellers from other parts of Africa such as Nigeria, Angola, Tanzania, and 

more (SA History, 2023a). The estimated population size of the settlement ranges from 15 538 - 

33 600 people (Imizamo Yethu, n.d.; Statssa, 2011a). The community faces severe service delivery 

challenges, including lack of water, sanitation, roads, housing, and waste removal (Matibane, 

2010, pp. 2-3).  
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Figure 1: Google Map Image of Imizamo Yethu, Hout Bay, Cape Town, Western Cape, 7806 

 

Imizamo Yethu faces various public service delivery challenges that have continued to 

persist over the years. The state of service delivery in Imizamo Yethu is poor, inadequate and 

uneven. The area has high levels of water pollution, solid waste contamination, and vulnerability 

to environmental hazards like fires (Johnston, 2018; Anciano & Piper, 2018). These issues are 

exacerbated by poverty and uncontrolled population growth (Johnston, 2018, pp. 11-12). Imizamo 

Yethu has a mixture of formal and informal housing. Most of the residents live in shacks because 

of lack of housing as well as a lack of proper infrastructure for proper waste removal, water and 

sanitation and roads (Matibane, 2010, p. 51; Hill, 2015, p. 183). Access to essential public services 

like water and sanitation remains severely unequal in the township despite two decades of 

democracy (Hill, 2015). This often results in residents of Imizamo Yethu protesting, demanding 

the CoCT to provide the residents with adequate water, sanitation, housing and electricity 

(Ntongana, 2018). The community faces significant social and economic challenges, including 

unemployment, inadequate public services, and social conflict (Johnston, 2018, pp. 28-30).  

Service delivery in Imizamo Yethu lacks coordination and collaboration among the 

different sectors, and there is a need for a more integrated and participatory approach to service 

delivery that involves the community (Matibane, 2010). The community faces challenges due to 

overstressed and inadequately maintained infrastructure. Public toilets are deteriorating, leading 

to unsanitary conditions and disputes over access (Hill, 2015). Insufficient garbage collection 
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services result in waste accumulating near water collection sites. In response to ongoing poor 

service delivery, residents have staged protests, exemplified by the 2013 “poo protests.” (Hill, 

2015; Manamela, 2021). 

The conditions were even “exacerbated by limited emergency support from local 

government” during the Covid-19 Lockdown but civil society stepped in to provide support 

(Ahmed & Gilwald, 2020, p. 3). These factors mentioned above arguably contribute to social 

injustice, environmental injustice and degradation in the informal settlement. The main interest of 

this research in Imizamo Yethu is the use of ICT in public service delivery particularly because 

previous partnerships between government and civil society helped provide low-cost broadband 

networks. The CoCT has invested in various tools and platforms to better service its residents.  

 

1.1.4. Information and Communication Technology (ICT) Investment by 

CoCT 

ICT is one of many foundational technologies that enable the 4IR (Ajayi, Bagula & Maluleke, 

2018). The term is an umbrella term to describe tools that enable the dissemination of information 

including collection and processing (Huth, Vishik, & Mascucci, 2017). These tools include 

broadband, mobile phones, and data usage (Bahrini & Qaffas, 2019, p. 1). The City has made 

various investments in the use of technology for the delivery of public services. An example of 

this is the City's SmartCape programme offers library card holders free internet access of up to 

500MB per month. This service is available at 102 libraries across the city (City of Cape Town, 

2024). The investments made by the CoCT are aimed to ensure people who live areas like Imizamo 

Yethu also benefit from the ICTs.  

As more South Africans gain access to the internet, there are many residents who have 

gained more access to feature phones or smartphones in Imizamo Yethu (Ahmed & Gilwald, 2020, 

p. 3). Another example of an ICT investment is the Western Capes Smart Township Project aimed 

to provide reliable, affordable internet access and digital skills training to Imizamo Yethu 

residents. The initiative aimed to invest in townships to enhance their digital infrastructure and 

services to create more equitable urban environments. The project included partnerships with local 
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providers and the creation of hyper-local content (Ahmed & Gilwald, 2020, p. 4). The stakeholders 

involved in the Smart Townships initiative include: 

● Both national and provincial governments, particularly the Western Cape Government's 

Department of Economic Development and Tourism (DEDAT). 

● Local community groups and action networks like the Community Action Network (CAN). 

● Private Sector Partners such as TooMuchWiFi, which provided digital infrastructure and 

affordable Internet access. 

● Educational Institutions like the University of the Western Cape’s CoLab for E-Inclusion 

and Social Innovation, which conducted digital skills training. 

● Residents of townships like Imizamo Yethu who participated in and benefited from the 

initiative. 

The initiative was built on five core pillars: digital infrastructure, affordable connectivity, digital 

skills, local content, and data collection. However, the project faced challenges due to inadequate 

government funding but highlighted the potential for bottom-up approaches to urban development 

(Ahmed & Gilwald, 2020, p. 5). 

Additionally, the Covid-19 lockdown accelerated the adoption of ICT in the delivery of 

public services. The City has invested in many channels to aid their fulfilment of their 

constitutional mandate. The study will present the available ICT channels in the City in the findings 

chapter. The benefits of this investment are not experienced the same, as informal settlement areas 

face challenges like inadequate infrastructure and ineffective implementation of programmes 

(Mngeni, 2022). This study seeks to understand its effectiveness in terms of enhancing 

accountability. 

 

1.2. Informal Settlements  

1.2.1. Definition and characteristics of informal settlements 

Housing Development Agency (2012) defines informal settlements as “unplanned settlement on 

land which has not been surveyed or proclaimed as residential, consisting mainly of informal 

dwellings (shacks)” (p. 6). This definition is supported by the definition outlined in the Western 
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Cape Informal Settlement Handbook that refers to informal settlements as “residential areas that 

do not comply with the local authority requirements for conventional (formal) townships” 

(Western Cape Government, 2003). It can also be defined as built environments under legal or 

illegal tenure (Wekesa et al., 2011, p. 239) or dwellings located in areas that are not proclaimed 

for residential use (Western Cape Government, 2003). Informal settlements can be sometimes 

referred to as slums, semi-permanent settlements, low-income settlements, and unplanned 

settlements (Department of Human Settlements, 2021). 

Informal settlements occur as a result of urbanisation occurring faster than the rate and 

ability for the government to provide infrastructure, homes and land (Western Cape Government, 

2003; Wekesa et al., 2011, p. 240; Department of Human Settlements, 2021). In South Africa, the 

emergence of informal settlements dates back to the Apartheid era when policies implemented by 

the government intentionally segregated people based on race restricting access to job 

opportunities, housing and education (Department of Human Settlements, 2021). These factors are 

still persistent in the characterization of informal settlements today. Informal settlements provide 

shelter to marginalised communities (Wekesa et al., 2011, p. 239) who fall within the low-income 

bracket (Ghasempour, 2015, p.11). Factors such as poverty, lack of affordable housing, high land 

costs, restrictive building regulations, exclusion from financial services, weak governance, and 

failure of public policies to address urban poor's needs contribute to the growth of informal 

settlements (Western Cape Government, 2003, pp. 239-240). Informal settlements residents are at 

high risk of experiencing crime, fire and disease (Western Cape Government, 2003). 

 

1.2.2. Challenges in service delivery to informal settlements 

Wekesa, Steyn & Otieno (2011) argue that informal settlements are located in areas that are of low 

environmental quality, lack adequate basic infrastructure, and are hazardous to one's health (p. 

239). Residents of informal settlements experience one or more deprivations like overcrowding, 

inadequate housing, lack of tenure security, lack of access to water and sanitation facilities, poor 

access to education, health and employment opportunities, lack of effective management and 

government, and often experience powerlessness and voicelessness in political systems and 

governance processes (United Nations Habitat, 2022, p. 74; Western Cape Government, 2003). 
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Additionally, residents tend to rely on the informal economy for their livelihoods (Wekesa et al., 

2011, p. 239).  However, they can be also characterised by strong social infrastructure, significant 

personal investment in dwellings and effective community leadership (Western Cape Government, 

2003). 

According to United Nations Habitat (2022), one billion of the world’s population lives in 

an informal settlement. In Cape Town, there are 527 informal settlements within the city (Simmers, 

2022). Imizamo Yethu, located in Hout Bay, Cape Town is one of many informal settlements in 

the City that has the physical and socioeconomic characteristics mentioned above. Imizamo Yethu 

is an underserved settlement with a mixed demographic. The state of service delivery is poor in 

Imizamo Yethu. Most of the residents live in shacks because of lack of housing as well as a lack 

of proper infrastructure for proper waste removal, water, sanitation and roads (Matibane, 2010, p. 

51; Hill, 2015, p. 183).  

 

1.3. Public Service Delivery  

1.3.1. Public Service Delivery in South Africa  

Since 1994, the democratic South African Government has provided citizens who live in poorer 

regions of the country with public services that were previously reserved for the white population 

during Apartheid (Masiya, Davids, Mangai, 2019; Nkomo 2017). The general idea is that public 

service delivery is a mechanism in which public services are delivered, which is a vital mechanism 

to the reduction of poverty and development in South Africa. Public service delivery is necessary 

to improve the welfare of citizens. It is a feature of reduction of inequalities, addressing injustices 

of the past, and a key determinant of quality of life that is not measured by capita income 

(Makanyeza, Kwandayi, & Ikhobe, 2013; Nkomo, 2017; Constitution of South Africa, 1996). 

According to Shittu (2020), public services refer to the “activities and services done in any 

government capacity in the interest of the public domain and for the benefit of the general public.”. 

         In the South African Constitution of 1996, section 152 states that the responsibility of 

providing basic services to citizens rests with the local government (Constitution of South Africa, 

1996; Masuku & Jili, 2019, pp. 1-2; Matibane, 2010). According to Masuku & Jili (2019), the 

https://uwcscholar.uwc.ac.za/home



9 

local government serves two purposes: The first being that they are responsible for service 

delivery; and the second is that they need to be responsive to the needs of citizens. The sphere of 

the local government is regarded as the closest to the people, therefore, is in the best position to 

hear and address citizen’s needs and public service delivery issues (Reddy, 2016; Masuku & Jili, 

2019). The local governments in South Africa are an engine for basic service delivery, providing 

the following basic services: electricity, water, waste removal, and sanitation (Nkomo, 2017; 

Constitution, 1996). 

 

1.3.2. Challenges with Public Service Delivery in South Africa  

While the general idea of public service delivery in South Africa is to address inequalities and 

improve the quality of life of citizens, there have been challenges with regard to the local 

governments’ performance and the quality-of-service delivery. The most obvious display of 

dissatisfaction is through public service delivery protests. Public service delivery protests are 

common in South Africa, especially in poor areas, to show dissatisfaction with the government's 

performance in the poor quality of the services provide or lack of timely delivery, or the lack of 

provision of public services, however, they sometimes turn violent (Masiya, Davids & Mangai, 

2019; Masuku & Jili, 2019; Nkomo, 2017). 

Masuku & Jili (2019) argue that the cause of poor service delivery is a result of political 

interference in municipalities. The authors argue that the duties and roles of public officials and 

politicians should be separate which will enable local governments to perform better (Masuku & 

Jili, 2019. pp. 2-7). Masiya, Davids & Mangai (2019) argue that poor relationships with leaders, 

disparities emanating from Apartheid, and uneven access to services is the reason for 

dissatisfaction in public service delivery (p. 33).  Masiya et al. (2019) argues that the low of 

satisfaction with government performance and negative perceptions depend on personal 

background, individual circumstances, social status, poor communication, and lack of 

responsiveness. 

         Other factors may also include mistrust and poor or lack of public participation (Masuku 

& Jili, 2019, p. 2; Nkomo, 2017, p. 4; Masiya, Davids & Mazenda, 2019; Masiya, Davids & 

Mangai, 2019; Vyas-Doorgapersad, 2009). Other challenges highlighted in studies are the lack of 
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resources, inadequate funding, poor management, and weak capacity of public institutions as major 

obstacles to effective public service delivery. Furthermore, corruption, lack of political will, and 

weak accountability mechanisms have also been identified as negative factors that hinder the 

success of public service delivery in the country (Masuku & Jill 2019; Reddy 2016; Shava & 

Mubangizi, 2019). 

There have been a number of studies identifying different approaches to address challenges 

within public service delivery. Matibane (2010) looks into the potential for public-private 

partnerships to improve the quality and efficiency of public services in South Africa. This research 

has found that public-private partnerships can help to bridge the gap between the demand and 

supply of public services, as well as to increase the accountability of public institutions (Matibane, 

2010). Additionally, there is also research on the role of civil society organisations in improving 

public service delivery in South Africa. Civil society organisations can play a critical role in 

promoting public service delivery, by increasing public participation in decision-making 

processes, advocating for improved service delivery, and providing independent oversight of 

government activities (Matibane, 2010, Malemane & Nel-Sanders, 2021; Gumede, 2018; National 

Development Agency, 2008). 

 

1.4. Technology in Government: E-government 

1.4.1.1. E-government and E-governance 

The use of technology in government is called e-government and e-governance. These two terms 

are often used interchangeably; however, they differ in meaning. E-government is defined as using 

information technology to engage citizens, provide government services and support government 

operations (Visser & Twinomurinzi, 2001). It involves a process of developing online services for 

citizens and ensuring successful delivery and implementation of e-government procedures. On the 

other hand, e-governance refers to the facilitation of public administration using ICT (Visser & 

Twinomurinzi, 2001; Palvia & Sharma, 2007).  Zampou & Pramatin (2011) argue that e-strategies 

help manage the flow of information, and government services and simplify information (p. 4). In 

the context of Africa, there are various barriers and opportunities to adopting an e-strategy. 

Mawela, Ochara & Twinomurinzi. (2017) argue most African countries fail to adopt an e-strategy 
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because of a lack of investment in ICT, poor infrastructure, digital divide, unskilled workers, and 

low digital literacy to understand complex ICT systems (pp. 153 - 162). In countries like South 

Africa, Rwanda, Uganda and Kenya, ICT solutions are used in various sectors like public 

administration, business, health, and education. 

 

1.4.1.2. e-Government in South Africa 

e-Government is not a new concept in South Africa. Digital transformation in South Africa began 

in 1998. The Presidential Review Commission on the Transformation of the Public Service viewed 

digital transformation “as essential in transforming the public service.” (Manda & Backhouse, 

2017, p. 1). Examples of e-services are eHome Affairs, eNatis at the Department of Traffic, and 

eFilling system at SARS. The country’s e-strategy envisions a society that is inclusive, equal, and 

free from poverty (Research ICT Africa, 2020). Furthermore, the e-strategy is aimed at bridging 

the digital divide, transforming South Africa into a digital society, and ensuring effective service 

delivery (Mawela et al., 2019, p. 50, Research ICT Africa, 2020, p. 28).  

However, a report by the Research ICT Africa (2020) found that South Africa is not yet 

ready to fully harness the capabilities offered by advanced technologies as it has to first address 

the digital divide, social inequalities and structural economic inequalities in the country (p. 1). 

Even with an e-strategy that is meant to foster greater accessibility, not all benefit from the digital 

transformation of public service in South Africa. The service delivery problems that existed before 

Covid-19 still exist. In fact, the Covid-19 lockdown had a major impact on public service delivery 

(Narsiah, 2021). 

 

1.4.1.3. ICT and Public Service Delivery 

There are several studies looking at the role of technology in improving public service delivery. 

Bhatnagar (2014) found that the use of ICT in the delivery of services to the poor can be effective 

in improving transparency, accountability, and efficiency. The author also argues that ICT that this 

is limited due to the inability to replicate successful pilots and scale (Bhatnagar, 2014). Peixoto & 

Fox (2016) argue that ICT-enabled citizen voice can lead to government responsiveness, however 

https://uwcscholar.uwc.ac.za/home



12 

it needs to have the capacity and willingness to respond.  The authors argue that ICT-enabled voice 

platforms can help enable upward accountability (users providing real-time feedback directly to 

decision makers) (Peixoto & Fox, 2016). Grossman, Platas and Rodden (2018) found that a new 

ICT platform (U-bridge) for communication between citizens and government officials there was 

short-term suggestive improvements to monitoring by the district, effort by service providers, and 

inputs at service points in health, education and water in Arua District, Uganda. The U-bridge 

platform had limited impact on service delivery outcomes in Uganda, due in part to the low quality 

of reports and responses from users and officials (Grossman, Plata and Rodden, 2018).  

Other studies suggest that ICT plays a crucial role in the management of local governments 

and the implementation of electronic governance. Gogoi (2020) emphasises the role of ICT in 

delivering governmental services and improving governance. The author argues that ICT is helpful 

in terms of increasing transparency, quick processing of data, transfer of information, and 

enforcing accountability (Gogoi, 2020). Additionally, ICT makes access to public services easier 

and more affordable. However, the author argues that active participation of government and 

people is required for ICT-enabled projects to work. Meydani (2017) discusses the positive impact 

of ICT on government effectiveness (in the sense of public services), particularly in automating 

processes, improved decision-making, transparency, increasing capacity of government, and 

reducing costs. But the author further argues that this can only be achieved when citizens have 

equal access to technologies and know how to use them (Meydani, 2017). In public service 

delivery, ICT can change the nature of the relationship between the citizen and local government. 

It shifts the citizens from a passive customer to an active citizen influencing decision-making and 

holding the government accountable (Meydani, 2017).  

However, it is important to note that the South African government has made attempts to 

address these challenges by adopting The National Development Plan of 2030 (NDP 2030), 

strengthening the Batho Pele Principles (People First), the National e-Government Strategy and 

Roadmap, and many more. These frameworks acknowledge that in reaching an inclusive and equal 

society, it is important to transform public service delivery but also take advantage of technology 

in reaching that goal. 
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1.4.1.4. ICT and Accountability 

Existing literature highlight the potential technology has in closing the accountability gap. This is 

the space between supply of public services and governance, and the demand from citizens and 

civil society. ICT and Open Government Data (OGD) aim to close this gap through a process of 

moving from transparency (access to information) to participation (active citizen use) to enabling 

two core components of accountability: answerability and enforcement (capacity to impose 

sanctions) (Gilger & Bailur, 2014; Baena Olabe & Kahn, 2012), but it may not always be enough. 

Tejedo et al. (2022) have found that technological tools create new opportunities for local 

government to engage citizens and enhance democratic participation. The emergence of smart 

cities has created opportunities for local governments to leverage technology for more 

participatory governances and transparency (Loia & Maione, 2022). Additionally, the use of ICT 

represents a shift towards “co-designed city, result of a participatory process in which individuals 

rediscover the awareness that they can be co-authors in public policies” (Loia & Maione, 2022, p. 

193).  

However, responsiveness in the Global South is still inconsistent (Edwards & McGee, 

2015). Successful ICT platforms have increased local government ability to respond to services 

delivery issues, but this does not influence their willingness to respond (Peixoto & Fox, 2016). 

Moreover, access to information initiatives and accountability mechanisms can only be effective 

if they move beyond mere transparency to include participation and enforcement (Gilger & Bailur, 

2014; Baena Olabe & Kahn, 2012). The effectiveness of ICTs relies on sufficient answerability 

that is translated into enforcement (Gilger & Bailur, 2014). The implementation within 

municipalities is also influenced by organisational capacity and resources (Tejedo et al., 2022). 

The authors further argue that policy interventions are necessary in developing robust e-

government capabilities (Tejedo et al., 2022). Gilger & Bailur (2014) argue that non-technological 

factors are often barriers to successful accountability. Loia & Maione (2022) add that smart city 

initiatives need to be balanced with human-centred governances approaches because technology 

alone cannot achieve social accountability. 
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1.5. Research Problem  

Public service delivery challenges are the main cause for service delivery protests in the country. 

These kinds of protests are still persistent in settlements like Imizamo Yethu. It is common for 

residents, especially in informal settlements, to protest the government for its shortcomings in the 

provisions of public services, which sometimes turn violent (Freedom House, 2022; Masiya, 

Davids & Mangai, 2019, p. 20; Nkomo, 2017, p. 1; Bagui, 2013, p. 12). As such, the South African 

government has embarked on various reforms and adopted various policy frameworks to improve 

the delivery of public services; such policy frameworks include the adoption of the Batho Pele 

Principle (People First), The National Development Plan of 2030 (NDP 2030), the National e-

Government Strategy and Roadmap, and many more aimed at addressing the public service 

delivery challenges. Most of the frameworks mentioned above state that the use of technology 

opens new opportunities to improve, not only access but also the quality of the service delivery.  

While the public service delivery system aims to correct the past and ensure that all benefit 

from the services provided by the government (South African Constitution, 1996), citizens1, 

especially those residing in poorer areas of the country, still experience poor service delivery or 

lack access to adequate basic services. This is due to uneven access, Apartheid disparities, poor 

accountability, poor relationships with leaders as some of the challenges of public service delivery 

(Masuku & Jili, 2019, p. 2; Masiya, Davids & Mangai, 201, p. 38; Nkomo, 2017, p. 4). And some 

identify mistrust, lack of public participation, dissatisfactions because of poor communication, 

poor quality or lack of basic service or maintenance as challenges (Masiya, Davids & Mangai, p. 

38; Nkomo, 2017, p. 4; Vyas-Doorgapersad, 2009; Masiya, Davids & Mazenda, 2019, p. 32).  

Additionally, the Covid-19 pandemic had a major impact on public service delivery 

(Narsiah, 2021). The Covid-19 lockdown exacerbated the issue of poor or lack of basic service 

delivery in various regions in the country (De Groot, & Lemanski, 2021). The Covid-19 lockdown 

also had an impact on access to services provided by the government (Joseph & Williams, 2022, 

p. 70). It created disruptions in public service delivery but, as noted, it also accelerated the adoption 

 
1 Citizens in this context refer to individuals who live and use services provided by the South African government 
regardless of legal status.  
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of ICTs and Information Technology Systems (IT Systems) in service delivery (Baloyi et al., 

2025).  

This research study aims to better understand how, and whether, the use of ICT can be 

effective in enhancing local government accountability for service delivery, especially in informal 

settlements. A qualitative research methods approach including semi-structured interviews, digital 

diaries and document analysis is used to investigate the relationship between government 

responsiveness and ICT use in the informal settlement of Imizamo Yethu. 

 

1.1. Research Aims  

1.1.1. To explore the effectiveness of using ICT to enhance local government 

accountability in Imizamo Yethu.  

1.1.2. To explore the linkage between public service delivery and information and 

communication technology for service delivery and accountability. 

1.1.3. To understand what environment is necessary to ensure ICT-enabled 

accountable service delivery. 

 

1.2. Research Questions  

To achieve the aims of this research, the following research question guided this Masters mini 

thesis: 

Is informal settlement residents' use of Information and Communication Technology (ICT) 

effective in enhancing local government accountability for service delivery? 
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The following sub-questions supports the main research question: 

● What ICT channels does the City of Cape Town provide to citizens for engaging with the 

City? 

● How do residents in Imizamo Yethu use ICT to engage with the City of Cape Town? 

● What kind of environment is necessary for ICT-enabled accountable service delivery? 

● Does the use of ICT lead to improved service delivery? 

 

1.3. Significance of the Study  

This research study on the effectiveness of ICT use to enhance local government accountability 

for service delivery holds significant importance in the rapidly changing technological and 

governance landscape. As governments around the world increasingly invest and adopt digital 

technologies to streamline their process and deliver services, it has presented an opportunity to 

investigate similar initiatives in South Africa. Additionally, the Covid-19 lockdown had a 

significant impact in traditional ways the government operated leading to the acceleration in the 

adoption of ICT not only for work, communication, and sharing of information but also for 

delivering public services to citizens. 

 South Africa has the White Paper on Transforming Public Service Delivery citing 

technology as an essential part to enhancing the delivery of public services in the country. Further, 

the country has gone on to develop the National e-Government Strategy and Roadmap aimed to 

guide the country into a digital society (Department of Telecommunications and Postal Services, 

2017). Metropolitans like the City of Tshwane, City of Cape Town, and City of Johannesburg have 

implemented their own electronic-strategy (e-strategy) so that all residents can benefit from service 

provided in the metros. Despite the e-strategy, public service delivery, especially in rural areas and 

informal settlements, still faces many challenges such as inadequate infrastructure, poor service 

delivery, and lack of responsiveness from local government (Ahmed & Gillwald, 2020; Nkomo, 

2017).  

 The CoCT has invested and used various technologies to address the lack of accountability 

and poor response to service delivery issues. It recognises that this approach is crucial to effective 

and improved service delivery. The CoCT has invested in ICT for “Smart Cities” and there is a 
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“vision that includes all individuals in decision making, and a belief in greater accountability, 

effectiveness and coherence in delivering services.” (Bagui & Bytheway, 2013, p. 12). However, 

poor service delivery is still a major problem for residents living in informal settlements like 

Imizamo Yethu. Therefore, this study aims to investigate whether using ICT actually results in 

local government responsiveness when residents use the digital tools to access services and/or 

report faults relating to public service delivery. 

Despite the growing use of ICT, there is limited knowledge on the effectiveness of using 

digital tools to enhance local government accountability for service delivery in informal 

settlements. Therefore, the findings of this study can be used as a starting point for thinking about 

how to design strategies and interventions to promote effective use of ICT in enhancing 

accountability in local government service delivery in informal settlements like Imizamo Yethu 

and ensure sustainability of such initiatives. 

 

1.4. Structure of Thesis 

This chapter began by providing an overview of what an informal settlement is and the challenges 

that arise when delivering public services in informal settlements. The chapter further discusses 

the state of public service delivery in South Africa. Moreover, it provides an overview of research 

done within the topic of using technology in government and clarifying the distinction between e-

government and e-governance. Additionally, it discusses some of the research work done on the 

use of technology in public service delivery in South Africa. The following chapter will discuss 

the dominant theory and theorists relevant to this topic. It will further discuss the chosen theoretical 

framework and analytical framework developed to analyse the findings of this study. 

Chapter One of this thesis provided the background and context of this research study. It 

outlined the research problem, aims and questions this study seeks to answer. Additionally, it 

provided an overview of the significance and limitations of this study. Chapter Two of this thesis 

provides an of the chosen theories for this research study as well as present the analytical 

framework that will be used to interpret the findings of this study.  
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Chapter Three will be a presentation of the research strategy taken to obtain the findings 

of the study. It will discuss the research design, data collection and analysis approach and data 

sources chosen for this research study. Chapter Four will be a presentation of the findings aimed 

to answer the research questions. Chapter Five will be a discussion and interpretation of the 

findings of this research study. The last chapter, chapter six, will be a summary of the findings 

presented as the answers to the research questions. The chapter will also provide the implications 

and recommendations of the research findings. 
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Chapter 2: Theoretical Framework 

 

2. Introduction 

There are several theoretical frameworks used by scholars when investigating the use of 

technology for the delivery of public services. The transformation that technology has fostered in 

the delivery of public services has been analysed using theoretical frameworks from various 

disciplines such as public administration, political studies, sociology, and computer science. These 

frameworks like public value theory, institutional theory, social contract, diffusion of innovation, 

and actor-network theory can help analyse the role of technology on the service delivery efficiency, 

enhancing accountability, transparency and improving governance. The South African 

Constitution asserts that South Africa is a Constitutional democracy that upholds representative 

and participatory democratic practices. Participatory democracy is a model of governance that 

enables citizens to directly influence the decision-making process. It combines the elements of 

direct and representative democracy, allowing citizens to vote on issues and elect their 

representatives (Sánchez-Pagés, 2015; Heywood, 2013). The aim of participatory democracy is to 

empower citizens, increase accountability and transparency (Bherer et al., 2016). Participation and 

social accountability are important aspects of participatory democracy. Therefore, the research 

looks at the two within the framework of E-participation Ladder by Bernhard Krabina (2013) and 

social accountability as conceptualised by several scholars. The focus of this section is the theories 

relevant to this research study. Social accountability will be the guiding framework for the analysis 

of the findings of this study. It will provide a lens to examine various factors that influence the 

effectiveness of ICT in service delivery, exploring the key stakeholders, mechanism, and tools. 

Therefore, the following chapter will discuss social accountability as a framework, exploring the 

key concepts, actors, mechanisms, role of ICT, and relation to public service delivery. This chapter 

concludes with an analytical framework that will be used to discuss and provide meaning to the 

findings of this research. 
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2.1. E-Participation Ladder by Benhard Krabina (2013) 

Building on the Ladder of Participation by Arnstein (1969), Behard Krabina (2013) takes the 

ladder further by taking into account the use of technology for the purpose of public participation. 

This section provides a discussion of the ladder of e-participation. The E-participation ladder 

consists of eight steps, 1. Unawareness, 2. Indifference, 3. Passive Participation (Non-

participation), 4. Implicit participation, 5. Active participation (Implicit), 6. Intended participation, 

7. Effective Participation and 8. Impact Participation (Explicit) (Krabina, 2016). 

 

Figure 4: The E-participation Ladder by Bernhard Krabina (2016) 

 

Like Arnstein (1969), Krabina (2016) argues that citizens can either be in a state of non-

participation or active participation depending on the amount of access to information they have. 

In the first step, citizens are in a state of unawareness. Unawareness refers to not having the 

knowledge or being unaware of a particular topic or possibilities to participate (Krabina, 2016, p. 

5). In this step, citizens do not have or are not aware of the necessary information that is required 

of them to participate meaningfully. Krabina (2013) notes that it is important to have access to 

information to move up the ladder. The next step is indifference, which is a stage where people 

have received information on a topic, but they have no opinion on it (Krabina, 2016). To move to 
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the next step, citizens need to care about the information and have an opinion about it so that they 

can contribute to the discussion on solving the issue/problem. In the step of passive participation, 

the people know and care about the topic to share the content but do not take any action towards 

solving the problem (Krabina, 2016, p. 5). Moving to the category of Implicit, there is implicit 

participation which is when an individual is not aware that they are participating but they take 

action.  Krabina (2016) argues that “a lot of valuable interaction can take place that can be useful 

to analyse.” (p. 6). Active participation, on the other hand, is people taking deliberate action 

(Krabina, 2016, p. 6). Another step is Intended participation (explicit category), which is 

participating in a manner that the system is designed in terms of how participants should participate 

(Krabina, 2016, p. 6). Participation should not be random; it should have a goal and an agenda.  

Whereas Effective Participation looks at how participation might have defined goals and agenda. 

Krabina (2016) argues that users do not create content arbitrarily, people have to care about the 

topic discussed (p. 6). However, the issue with this step is that lack of implementation would lead 

to further discussions (Krabina, 2016, p. 6). The last step is Impact where participation efforts 

continue to be effective and valuable over time. The engagement is mutually beneficial. At this 

stage, participants feel like their participation was worth it in that their input was valued, they felt 

heard and gained something from their participation (Krabina, 2016, p. 7). Additionally, the people 

responsible for managing the process receive and implement the inputs from participants (Krabina, 

2016, p. 7). This result from this kind of participation leads to meaningful improvements. The 

eight-step ladder is generic enough to be used in any participation project, however, it is not 

grounded in empirical studies.  

This ladder will be useful in helping to understand what steps on the ladder residents of 

Imizamo Yethu are in, and what are the reasons they might fall under a particular category of 

participation. It will further provide insight as to whether ICTs have facilitated or encouraged the 

residents to use the technological tools available to them to hold the CoCT accountable for service 

delivery in Imizamo Yethu. 
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2.2. Accountability 

2.2.1. What is accountability? 

One of the fundamental principles of a democracy is the right for citizens to hold the government 

accountable for their decisions and actions, which they have an obligation to account for (Malena 

et al., 2004). Diamond and Morlino (2004) argue that there are eight dimensions of assessing the 

quality of democracy: rule of law, participation, competition, vertical accountability, horizontal 

accountability, freedom, equality, and responsiveness. This study focuses on accountability of 

local government to its residents. This implies there is a social component to the relationship 

between these two actors.  

To understand social accountability, it is important to first define accountability.  

Accountability is the obligation by those in power (i.e. government officials and political leaders) 

to account for the actions and decisions they make (Malena et al., 2004; Munzhedzi, 2016). This 

means that they have the obligation to obey the law and not abuse their power; and ensure that 

they act in the interest of the public (Malena et al., 2004). Heywood (2000) provides a general idea 

on how to think about accountability in Politics. The author argues that accountability can only 

operate in the context of constitutionalism. He further states that there is a need for “the duties, 

powers and functions of government bodies are defined in such a way that performance of 

subordinate ones can be monitored and evaluated by ‘higher bodies” (Heywood, 2000, p. 112). 

Munzhedi (2016) examines the state of public accountability by evaluating the effectiveness and 

efficiency of the public sector. The author argues that accountability demands the publicising the 

actions of public institutions. Munzhedi (2016) argues that it is necessary for the monitoring of 

organisational and individual performance. 

The monitoring of performance will encourage criticism and public debate on the decisions 

and actions taken by public institutions and individuals. According to Diamond and Morlino 

(2004), accountability encourages debates and criticism of the actions of public institutions, and it 

demands transparency. Munzhedzi (2016) further supports this point by arguing that critical to the 

process of ensuring public accountability is transparency. The author further states that the two 

most important elements of public accountability is stakeholder engagement and participation 
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(Munzhedzi, 2016). Accountability provides checks and balances in order to avoid the abuse of 

power (Munzhedi, 2016; Diamond and Morlino, 2004).  

All states have mechanisms to ensure accountability of public officials.  Accountability 

ensures that officials do not abuse the power that they are entrusted with. South Africa has various 

mechanisms and a good policy framework for ensuring accountability such as Parliament, Public 

protector, Special Investigating Unit, National Prosecuting Authority, Judicial Institutions, Public 

Service Commission, and Auditor-General (Kohn, 2022; Munzhedzi, 2016). The accountability 

policy frameworks that exist in South Africa include the Constitution of South Africa 1996, Public 

Finance Management Act 1999, Local Government: Municipal Finance Management Act 2003. 

The major challenges faced by the mechanisms of accountability in the country are 

effectiveness, enforcement of remedial action, ministers sending their deputies to account on their 

behalf, producing effective audit outcomes, and lack of commitment to punish those who are found 

guilty of wrongdoing (Munzhedzi, 2016). However, Heywood (2000) states that for accountability 

to be effective there needs to be a rigorous mechanism for monitoring performance, access to 

information for critical and informed judgements, and appropriate sanctions applied in the event 

of underperformance or failure (see Figure 3). Accountability is critical for service delivery. It is 

an aspect of good governance in South Africa. Accountability builds public trust and confidence. 

Diamond and Morlino (2004) distinguish between vertical and horizontal accountability. 

Horizontal accountability is the ability for government institutions to hold those who govern them 

accountable for their actions by monitoring government activities, questioning, and punishing 

abuse of power (Diamond & Morlino, 2004; Malena et al., 2004) Vertical accountability refers to 

elected leaders or political leaders to be responsible for their political actions (Diamond and 

Morlino, 2004). The process has three features: information, justification and punishment or 

compensation. Vertical accountability can occur between elections through civil society 

engagement, individual action or monitoring of the media (Diamond & Morlino, 2004). Vertical 

accountability can only be effective when there is “a robust civil society and horizontal oversight 

are also required” (Walsh, 2020, p. 1). 
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Figure 2: The Public Accountability Process/Elements. 

 

Within the realm of vertical accountability, there is social accountability. The concept was first 

introduced by the World Bank in the World Development Report 2004.  The following section 

will discuss social accountability by first defining it, discussing its principles, key mechanisms and 

key stakeholders.  

 

2.2.2. What is social accountability? 

Social accountability is a concept that describes the method of building accountability that relies 

on citizen participation in holding public actors accountable for their decisions and behaviours.  

The World Bank defined social accountability as “an approach toward building accountability that 

relies on civic engagement, that is, in which ordinary citizens and/or civil society organisations 

participate directly or indirectly in exacting accountability from government.” (Malena et al., 2004, 

p. 3). There are various key concepts, stakeholders and mechanisms linked to social accountability. 

Mechanisms of accountability are a form of vertical accountability. The well-known and important 

form of vertical accountability is elections, which is dependent on election dates (Diamond and 

Morlino, 2004). However, social accountability goes beyond the elections and the interplay 

between voters and their elected officials (Diamond and Morlino, 2004). It encompasses the efforts 
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by citizens, civil society, and mass media to hold government accountability in between elections. 

Social accountability encompasses direct and indirect mechanisms and actions that civil society, 

communities, independent media and citizens can use to hold public servants and public officials 

accountable (Malena et al., 2004; Shava, & Hofisi, 2021, p. 312). 

  

Figure 3: Social Accountability Components (United Nations Children’s Fund 2019) 

 

Social accountability is important because it demands improved governance, increased 

development and empowerment of citizens. There are three elements to accountability: voice, 

enforceability and answerability. Citizens need to be able to express their opinion and 

preferences and demand accountability (Baez-Camargo & Stahl, 2016). Baez-Camargo & Stahl 

(2016) argue this is more than just collecting complaints or comments, but voice is different based 

on three characteristics. The first characteristic is that citizens are informed and are aware of their 

rights and understand the mandates of public institutions (Baez-Camargo & Stahl, 2016). The 

second is that in order for actionable demands, evaluations and opinions need to be articulated and 

aggregated (Baez-Baez-Camargo & Stahl, 2016). Lastly, any information generated by citizens 

needs to be shared with the relevant decision makers and engage with public officials and service 

providers in a constructive manner (Baez-Baez-Camargo & Stahl, 2016). Enforceability is a 

crucial factor in shaping the incentives (the cost of unsatisfactory or good performance) for service 

providers to be responsive (Baez-Camargo & Stahl, 2016).  Therefore, there is an expectation that 
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there will be consequences if mandates are not fulfilled properly. Answerability on the other hand 

refers to the obligation of service providers to be responsive to citizens. It involves feedback to 

citizens about how their input was used and how actions are being taken (Baez-Camargo & Stahl, 

2016).  

 

2.2.3. Concepts Linked to Social Accountability 

There are various key concepts linked to social accountability. Social accountability mechanisms 

play an important role in deepening democracy and improving governance. 

 

2.2.3.1. Governance 

Scholars argue that social accountability plays a role in the improvement of governance in basic 

service delivery (Booth, 2011). Melana et al., (2004) argues that social accountability mechanisms 

can increase development effectiveness and improve governance through empowerment and better 

service delivery. Social accountability shifts accountability from the “supply-side” of governance 

to the “demand-side” of governance (Melana et al., 2004). Good governance is defined as the 

“effective and efficient structures which provide optimal support to citizens in leading a safe and 

productive life in line with their desires and opportunities.” (GIZ, 2019). Governance is a process 

that requires citizens, civil society, state actors and institutions to interact.  

Social accountability is important because it leads to improved governance. The need for 

improved governance is a “reaction to the inefficient and corrupt administration structures” in 

African countries (de la Harpe et al., 2008). Thus, there is growing pressure for effective, efficient, 

and responsive means of developing public policy and delivery of public service (Heywood, 2013, 

p. 73). Therefore, there is a need to improve governance to promote democratic ideals and hold 

governments accountable.   

The World Governance Index (WGI), which assesses six dimensions when determining 

the quality of governance: voice and accountability; political stability and absence of violence; 

government effectiveness; regulatory quality; rule of law; and control of corruption (WGI, 2020). 
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South Africa views governance as a partnership between civil society and government. The 

governance system is based on a performance-oriented public services delivery system (Cloete, 

2006, p. 2).  Chapter 10 of the Constitution of the Republic of South Africa, 1996, details South 

Africa’s commitment to improving transparency and good governance to further strengthen its 

democratic institutions (Constitution of the Republic of South Africa, 1996).  

 

2.2.3.2. Transparency and Trust 

Transparency refers to making information, processes, and decisions accessible and 

understandable to citizens and stakeholders. This will help prevent abuse of power, prevent 

inefficiency, open government for scrutiny and deter corruption. Ball (2009) identifies three 

metaphors of transparency: transparency as a public value, transparency as open decision-making, 

and transparency as a tool of good governance. Bauhr & Grimes (2012) argue that government 

transparency has a set of measures that capture its key components which include government 

openness, whistleblower protection, and likelihood of exposure. Social accountability allows 

citizens to demand transparency from elected representatives and leaders. Additionally, social 

accountability mechanisms allow citizens to monitor government performance and failures, and 

demand increased transparency which is a useful tool to safeguard against corruption (Malena, 

Forster & Singh, 2004, p. 7; Kanyane, Mutema & Zikhali, 2020, p. 11). However, this approach 

can only be achieved when citizens have access to information (Manamela, 2021, p. 227; Kanyane, 

Mutema & Zikhali, 2020) about government decisions and ability to monitor government activities 

(Bauhr & Grimes, 2012). Transparency can be created by policymakers alongside accountability, 

efficiency, and effectiveness (Ball, 2009). It is the core of an effective government. 

It is important to note that for social accountability to be effective, there is a need to have 

the right environment and resources that will enable citizens to demand accountability. The 

building blocks to social accountability include mobilising around an entry point; building an 

information/evidence base; going public; rallying support and building coalitions; advocating and 

negotiating change (Malena, Forster & Singh, 2004, p. 6-11). However, the adoption of social 

accountability may be affected by lack of skills and competence, political interference, corruption, 

poverty, and unemployment (Shava & Mubangizi, 2019, pp. 80 - 81). 
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Trust is the degree to which individuals believe that others will act in an honest and reliable 

manner (Chkir et al., 2023). Trust is important to social accountability. Citizens need to know and 

feel that the actions and decisions taken by government officials and service providers are done in 

their interest, needs and respect of their rights.  

 

2.2.3.3. Public participation  

Social accountability is linked to concepts like public participation. According to Kanyane, 

Mutema & Zikhali (2020), the foundation of social accountability is public participation. The 

authors argue that practising social accountability can help prevent public protests and corruption 

(Kanyane, Mutema & Zikhali, 2020, p. 11). Participation refers to the ability of citizens to exercise 

their formal rights by being able to vote, protest, assemble, organize, express and lobby for their 

interests, and influence the decision-making process (Diamond and Morlino, 2004). Participation 

can be understood as social participation, public participation and individual participation 

(individual actions to express expectations of government). 

Social participation is when various units in society participate in partnership with one 

another (Drobiazgiewicz, 2019, p. 54). Civil society organisations play an important role in 

holding the government accountable (Diamond & Morlino, 2005). Civil society organisations are 

in the best position to promote social welfare and deal with various challenges (Manamela, 2021, 

p. 278). But they are also best suited in monitoring government, being the voices for marginalised 

groups, and facilitating citizen participation (Manamela, 2021, p. 278; Kanyane, Mutema & 

Zikhali, 2020, p. 4). 

Public participation is regarded as a process where citizens engage in democratic life. It is 

the cornerstone of democracy (Arnstein, 1969). This involves the participation of individuals 

(Drobiazgiewicz, 2019, p. 54). Citizen participation is regarded as “synonymous to the present 

concept of inclusive governance where marginalised and powerless citizens could take part in 

governmental decision making and induce social reform which could make them share in the 

benefits of the affluent society” (Arnstein, 1969). When citizens are actively engaged in public 

affairs like policymaking process, decision-making and public service delivery, it can empower 

them and foster a sense of responsibility in the shaping of decisions and actions in government. 
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According to Bawan, Marcos & Gabriel (2017) participation leads to better legislative 

performance, transparency, and accountability (p. 127). There are various theories formulated to 

help understand public participation but also what enables or limits participation. The most 

referenced work is the work of Sherry Arnstein which describes the levels of citizen participation 

in decision-making processes. Arnstein (1969) theorized a ladder of participation which includes 

eight steps, each under a specific category, which are 1. Manipulation, 2. Therapy (Non-

participation), 3. Informing, 4. Consultation, 5. Placation (Tokenism) and 6. Partnership, 7. 

Delegated Power, 8. Citizen Control (Citizen Power) (Arnstein 1969). Each step of the ladder 

describes the influence, power and level of participation of an individual (Arnstein, 1969). This 

ladder is helpful to understand how power is distributed and identify opportunities to promote 

meaningful and equitable participation. However, there is a growing interest in the concept of E-

participation – using ICT to facilitate participation. The Ladder of E-participation builds on the 

work done by Arnstein (1969) 

 

2.2.3.4. Electronic Participation (E-participation) 

E-participation is about using ICT to actively engage citizens in the decision-making process. It is 

a popular approach in Europe and is starting to gain traction in Africa. E-participation is a process 

of enabling citizens to engage in policymaking, the design and delivery of services, decision-

making (Drobiazgiewicz, 2018, p. 55).  The role of ICT in participation is viewed through the lens 

of three characteristics: e-decision-making, e-consultation, and e-information (United Nations, 

2014). As such, e-participation is important in the development of democracy as it involves the 

public in shaping public services, mobilising citizens, transforming citizens from passive to active 

participants and transforming government (Millard, 2006). Moreover, e-participation is argued to 

be important for e-government to succeed (Briggs, Dobner, Dul, Mariani, & Kishnani, 2018; 

Mawela et al., 2017). While ICT can yield great benefits, there are challenges. Some of the 

challenges include breach of privacy and lack of digital skills (Research ICT Africa, 2020; Briggs, 

Dobner, Dul, Mariani, & Kishnani, 2018). 
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2.3. Key Actors 

The key actors in social accountability include citizens, CSOs, government agencies, the media, 

and other stakeholders. Citizens play a crucial role in monitoring and demanding accountability 

from public institutions. Citizens are primary actors in social accountability because it relies 

heavily on citizen-led participation (Shave & Mubangizi, 2019). They can demand for 

accountability from public officials. In turn, social accountability mechanisms can help strengthen 

citizens' voices (Astu, 2018). 

Citizens play a critical role in social accountability. Social accountability requires that 

citizens participate fully in the process of holding service providers and government officials 

accountable for their decisions and actions. The success of social accountability initiatives relies 

on citizens being able to organise for collective action and the support from civil society (Malena 

et al., 2004). Civil society organisations play an important role in holding the government 

accountable (Diamond & Morlino, 2005), advocating for good governance and transparency 

(Kanyane et al., 2020). Civil society organisations are in the best position to promote social welfare 

and deal with various challenges (Manamela, 2021, p. 278). But they are also best suited in 

monitoring government, being the voices for marginalised groups, and facilitating citizen 

participation (Manamela, 2021, p. 278; Malena, Forster & Singh, 2004, p. 7; Kanyane, Mutema & 

Zikhali, 2020, p. 4). Civil society is crucial to the success of social accountability. Forster (2004) 

argues that the success of social accountability relies on the capacity of civil society and state 

capacities civil society and state capacities and synergy between the two.  

The media is another key actor in social accountability, but the extent of this role is debated. 

The media plays a crucial role in bridging the information gap, disseminating information, making 

them aware of what is going on in local government by monitoring and investigating its actions 

(Malena, Forster & Singh, 2004). It can be a tool for public awareness and mobilising the public. 

Additionally, it can help promote transparency and put public pressure on the government (Melana, 

Forster & Singh, 2004). The media can provide a space for debate, apply public pressure, report 

on mismanagement of public resources and report on corruption (Dyck & Zingalas, 2002; Malila, 

2019). However, Malila (2019) explains that just reporting on misconduct is not enough for social 

accountability, and that a shift in assumptions is required. Overall, the media can contribute to 
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social accountability, but the effectiveness of its contribution depends on the quality and nature of 

the media's coverage. 

Government agencies have a responsibility to be responsive to citizen feedback and take 

necessary actions for improvement. More importantly, the government can help support social 

accountability mechanisms. The government has a role in ensuring social accountability and 

making its own internal mechanisms of accountability more transparent and open to civic 

engagement. There key actors can initiate, directly or indirectly, mechanisms of social 

accountability which are often linked to the provision of public services. The following section 

briefly discusses the mechanisms of social accountability.  

 

2.4. Mechanisms of Social Accountability 

Mechanisms of social accountability encompass a range of tools and processes that enable citizen 

engagement and oversight; this includes mechanisms such as social audits, scorecards, 

participatory budgeting, and public hearings. Social audits refer to the monitoring, evaluating, and 

reporting feedback to enhance the performance of public officials and demand accountability and 

transparency of public institutions (Astu, 2018). They are a good feedback mechanism on the 

performance of leaders. Another accountability mechanism is community scorecards or citizen 

scorecards.  Scorecards can be used for social accountability by communities or citizens. 

Community scorecards enable citizens to provide feedback, evaluate and assess service delivery 

in their communities (Kiracho et al., 2020). It can be used to improve communication between 

service providers and communities (Post, Agarwal and Venugopal, 2011). Citizen scorecards is a 

participatory tool use by citizens to monitor and evaluate the performances of public services and 

governances based on indicators that citizens themselves have developed (Shava and Hofisi, 2021, 

p. 315). Participatory budgeting involves the direct participation of citizens or CSOs in the 

formulation of budgets and the deciding of how public resources are allocated (Forster et al., 2004).  

Another social accountability mechanism is public hearings. Public hearings provide platforms for 

citizens to express their views and concerns.  
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2.5. Analytical Framework 

The following analytical framework integrates elements of social accountability (voice, 

enforceability and answerability) with the ladder of e-participation by Krabina (2013).  

Step 1: Unawareness 

Access to information is important for both the ladder of e-participation and social accountability. 

Therefore, at this stage the missing element is information. To move to the next step, residents of 

Imizamo Yethu will have information and knowledge of possible opportunities to participate in 

order for them to use their voice to enhance local government accountability. Therefore, the CoCT 

would have to ask itself: How can it deliver information to different target audiences? Where do 

people get information? What target audience needs to be involved? To move to the next step 

residents, need access to information about their rights, digital literacy, and understanding of 

government mandates. Social accountability demands that citizens be aware of the opportunities 

and new ways of increasing accountability, how to report issues and how local government works 

(Shave & Mubangizi, 2019). Social accountability emphasises the need for transparency and 

access to information (Astu, 2018; Shave & Mubangizi, 2019). Therefore, ICT platforms can 

facilitate access to information and make it more accessible 

 

Step 2: Indifference  

At this stage, people have some information whether by reading and listening to the news and 

discussions or scrolling through social media.  Krabina (2013) states that what is missing in this 

step is having a problem or topic. People feel indifference because they have no personal opinion 

or simply do not care about the topic that would prompt them to contribute to the discussion or 

share with others. Citizens need to be informed of their rights, responsibilities, and options 

(Arnstein, 2019). Therefore, social accountability advocates the need for communities to know 

how local government works and how to report issues. ICT can provide a space for empowering 

citizens, creating public awareness, bridge the information gap and fosters a culture of 

transparency. At this stage, there is a need to address citizen apathy into active engagement.  
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Step 3: Passive participation 

At this stage people are mentally engaged and have some interest in the information they have 

access to but not enough to act on it. The missing element at this stage is not awareness, but 

motivation and accessibility. There is a need to figure out what would drive these participants to 

act. Therefore, there are identifying ways to compel them to act and provide a space that will 

encourage engagement. Citizen participation can be supported by social accountability 

mechanisms such as social audits, participatory budgeting, and citizen-led evaluation. ICT can 

support these mechanisms and facilitate ongoing monitoring and engagement between decision 

makers and citizens to ensure accountability. 

 

Step 4: Implicit participation 

This type of participation is influenced by the design of the information itself (Krabina, 2013).  At 

this point, people are not aware they are participating by the mere fact they are interacting with the 

systems (e.g. liking or sharing content).  Ensuring accountability means ensuring that citizens' 

voices are genuinely heard and that their voices and contributions lead to informed decision-

making and meaningful engagement. Incorporating social accountability as a mechanism for 

generating accountability means that citizens feedback can be used to gather feedback and can be 

used to identify concerns and trends in citizen interactions on digital platforms. 

 

Step 5: Active participation 

At this point, people are more deliberate about their actions. This can be in the form of joining a 

social media group and posting comments. Their contributions and actions are not just happening 

in a space that seems off topic. There are deliberate dedicated digital platforms for engagement in 

a more structured manner where citizens' voices can be heard.  

 

Step 6: Intended participation 
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There is a dedicated and accessible platform/s that people can use to share their opinions and rate 

performance. People need to be aware of the purpose of their participation and for how long. Social 

accountability emphasises that citizens need to know the purpose of the mechanisms for them to 

work and be effective (Shave & Hofisi, 2021). Social accountability demands going beyond 

tokenism (where citizens have some influence but still lack real decision-making power) and 

ensuring that decision-makers are responsive to citizens' concerns and goals align with governance 

goals. 

 

Step 7: Effective participation 

This stage of participation is more structured since it is happening in a dedicated space where 

communication is more structured and follows the agenda.  Social accountability demands that 

any valuable input that the citizen provides leads to something actionable. If that is not met, there 

needs to be a platform or system whereby there are costs to unsatisfactory or good performance. 

 

Step 8: Impact participation 

People need to feel that their participation is worth it and sustainable. They are providing valuable 

input and receiving valuable feedback. Their suggestions and requests are used or implemented.  

ICT can provide monitoring and evaluation mechanisms and a way to track the implementation of 

citizen suggestions. At this stage, it is more of a collaborative partnership between 

citizens/communities, civil society and local government. ICT can help foster these partnerships 

by making it easy to mobilise citizens and establish shared goals. 
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Ladder of E-participation Social Accountability Mechanism 

Unawareness The missing element is clear, actionable and accessible 

information. Social accountability requires awareness of 

opportunities for increasing accountability, reporting issues, 

and understanding local government operations (Shave & 

Mubangizi, 2019). Therefore, initiatives/projects are aimed at 

making information accessible to the public. 

Indifference The missing element is caring about the information received. 

People feel indifferent or have no opinion about the 

information they receive. The aim of social accountability 

initiatives is to increase awareness, create more interest, and 

mobilization/capacity building to get the public more engaged. 

Passive participation Feedback systems such as digital complaint platforms can 

allow residents to raise their concerns or report issues. Social 

accountability emphasizes understanding of local government 

operations and reporting mechanisms (Shave & Mubangizi, 

2019). 

Implicit participation While residents are not aware that they are interacting with 

digital governance governance tools, ICT enables the 

government to collect and analyse data to detect emerging 

concerns (voice aggregation). The aim is to ensure data-driven 

decision-making. 

Active participation  Deliberate action & monitoring (voice articulation). Social 

accountability initiatives ensure that there are structured 
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processes of participation and platforms dedicated to civic 

engagement online, offline and hybrid. The aim is to 

incorporate the inputs of citizens in decision making and 

increase government responsiveness. 

Intended participation Answerability (accountability and dialogue). Citizens need to 

understand the purpose of mechanisms for them to be effective 

(Shave & Hofisi, 2021). Social accountability aims to ensure 

decision-makers are responsive to citizens' concerns. 

Effective participation Ensuring citizens' voices lead to informed decision-making 

(Arnstein, 1969). If citizen input does not lead to something 

actionable, there needs to be costs to unsatisfactory or poor 

performance. 

Impact participation Sustainable citizen e-participation mechanism. Participation 

shifts to partnership, redistributing power (Arnstein, 1969). 

ICT facilitating productive engagement and collaboration. 

Table 1 of Analytical Framework 

 

2.6. Conclusion of Chapter 

Social accountability is a citizen-led and bottom-up approach in that citizens have the right to 

demand responsiveness, transparency and effectiveness from the government, and that 

governments are responsible to their citizens. Concepts such as governance, transparency, public 

participation and trust are linked to social accountability. Social accountability, indirectly and 

directly, can be initiated by its key stakeholders: citizens, civil society, media and government. 

These stakeholders can initiate any social accountability mechanism such as social audits, citizen 

and community scorecards, participatory budgeting, and public hearings. Social accountability 

requires active participation of citizens in the decision-making processes and seeking 
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accountability from elected officials. Citizens need to have the power to hold public institutions 

accountable for the decisions and actions taken regarding service delivery. Moreover, social 

accountability can help strengthen democratic values such as responsiveness, transparency and 

fairness. Social accountability mechanisms can contribute to building trust between citizens and 

the state, fostering a vibrant democratic society. 

In this study, social accountability will provide a conceptual framework for understanding 

how effective residents' use of ICT in generating local government accountability for service 

delivery is. This framework will emphasise the need for active citizen participation, access to 

information, transparency, local government support and responsiveness to ensure accountable 

service delivery. Additionally, ICT provides a new space for getting citizen feedback, 

opportunities for public scrutiny to counter manipulation or prevent citizens from being misled.  

ICT platforms can enable effective participation by ensuring that decisions are transparent, 

institutions are held accountable for their actions and outcomes, and citizens are shaping 

institutions and programs according to their needs and preferences. Moreover, ICT can help 

strengthen and maintain social accountability mechanisms. The analytical framework can help 

with providing an understanding of how participatory initiatives facilitated by ICT can be inclusive 

but how they can be effective in empowering citizens and ensuring transparency and accountability 

in service delivery. 
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Chapter 3: Research Methodology 

 

3. Introduction  

To answer the research question, along with the sub-questions, this study used a qualitative 

research approach. Qualitative research methodology offers a variety of research designs for 

collecting and analysing research data that can be used to explore the lived experiences of the 

research participants. Therefore, this chapter discusses the research methodology used to collect 

data for this mini thesis. This chapter will first discuss the research design selected and why it was 

chosen for this study. Furthermore, it will discuss the chosen data collection and analysis approach 

of this mini thesis which comprises semi-structured interviews, document analysis and WhatsApp 

diaries. This chapter will conclude with the limitations of the chosen research methodology. 

 

3.1. Research Design and Methodology 

Research designs differ from research methodology. Research design refers to the overall 

procedural plan explaining how as the researcher you will answer the research questions of the 

study (Kumar, 2011; Asenahabi, 2019). A “research design is a reflection upon a researcher's ideas. 

It helps prevent frustration by binding the research together through a structured plan that shows 

how all the major parts of the research work in unison to try to address the research questions” 

(Asenahabi, 2019, p. 77). There are three types of research designs: quantitative, qualitative and 

mixed methods research (Kumar, 2011; Asenahabi, 2019).  

Quantitative research is defined as an analytical approach or method that produces 

quantifiable results using mathematical and statistical methods (Asenahabi, 2019, p. 77; 

Bhattacherjee, 2012). It can be used to test hypotheses and is characterised by the ability of the 

researcher to maintain objectivity to avoid bias (Asenahabi, 2019, p. 77; Bhattacherjee, 2012). 

Research designs in quantitative research often involve experimental (establishing cause-and-

effect relationships) or descriptive (observe and describe behaviour) designs. Qualitative research 

design allows the researcher to explore and gain an in-depth understanding of a social phenomenon 
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in its natural setting without the use of numerical data (Pathak et al., 2018 p. 192; Mohajan, 2018, 

p. 2; Suter, 2012, p. 344). The qualitative research approach can help the researcher explore, 

describe or gain an in-depth understanding of people’s experiences, trends in attitudes, relations 

between people’s actions, beliefs and behaviours by rigorously and systematically interpreting 

meaning from existing data, primary data collection or both (Davis, 2014, p. 15; Baxter & Jack, 

2008, p. 544). Qualitative research designs include ethnographic studies, observations, interviews, 

focus groups, field research, case studies and phenomenology (Kumar, 2011; Asenahabi, 2019). 

These designs have their own purpose, strengths, and weaknesses. The researcher must determine 

based on their research objectives and research problem which design is suitable for their study 

(Kumar, 2011; Bhattacherjee, 2012; Asenahabi, 2019). On the other hand, mixed research design 

is the combination of elements from qualitative and quantitative research in order to provide an in-

depth understanding of the research problem (Schoonenboom & Johnson, 2017) 

This research study's main purpose is to gain a comprehensive understanding of the 

effectiveness of residents' use of ICT to enhance local government accountability in service 

delivery.  Therefore, qualitative research is best suited for this study because it allows for exploring 

complex social dynamics, perceptions, and context-specific factors in depth using various methods 

that will be useful in generating hypotheses or theories about the phenomenon being studied. 

 

3.2. Case Study  

Case study research is valuable when trying to understand the context and complexities of a 

phenomena in-depth. This approach can be used in both qualitative and quantitative research. A 

‘case’ can be an individual, place, group, organisation or phenomenon (Starman, 2013). A case 

study can be used to understand a phenomenon in a specific circumstance or time. Case study 

research is often aimed at answering the ‘why’ and ‘how’ questions (Yin, 2009) and often use 

multiple data sources such as observations, interviews, and documents to enable triangulation and 

stronger evidence (Yin, 2009; Crowe et al., 2011). Case study research is helpful when trying to 

understand underexplored phenomena through in-depth analysis (Crowe et al., 2011; Baxter & 

Jack, 2008, Starman, 2013). A case study method may be used when the researcher is seeking to 

understand a phenomenon within real-life contexts and has limited control over events (Yin, 2018). 
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Additionally, the approach can be used to test or build a theory (Bhattacherjee, 2012; Haradhan, 

2018).  

 There are three types of case study approaches: collective, intrinsic, and instrumental 

(Stake, 1995). A collective case study is to study multiple cases simultaneously to explore the 

differences within and between the cases (Kekeya, 2021; Lucas et al., 2018). Whereas, an intrinsic 

cases study is about the case itself and the value of the case (Kekeya, 2021; Lucas et al., 2018). 

And, instrumental case study is about understanding an aspect of a case (Kekeya, 2021; Baker et 

al., 2015). This study is an instrumental case study because it helped better understand one aspect 

of the case, ICT for accountability. An instrumental case study can be used to maximise what we 

can learn from the selected case (Baker et al., 2015).  Lucas et al. (2018) state that the case itself 

is secondary in an instrumental case study approach and is used to either gain insight into an issue 

or refine a theory. Moreover, this type of cases study is used as lens to gain insight into the broader 

theoretical questions rather than focusing on the intrinsic characteristics of the case itself (Kekeya, 

2021; Baker et al., 2015). Baxter & Jack (2008) argue that a case study allows researchers to use 

multiple data sources and collection methods to explore and critique a phenomenon. Instrumental 

case study method provides room to use multiple data collections strategies like interviews, 

observations, visual documentation, and document analysis. Additionally, instrumental case study 

attempts to generalise from a case study (Cousin, 2005). According to Kekeya (2021), researchers 

need to be cautious when using this approach due to the risk of the “findings can be exaggerated 

or illustrate false information for a particular phenomenon under study” (p. 34). Additionally, the 

“lengthy and detailed findings of the study may be too long and time-consuming to be read by 

busy policy makers and practitioners” (Kekeya, 2021, p. 34).  

There are advantages and disadvantages of using a case study. One of the advantages is 

that it can be useful for exploring new areas or explaining causal links between complex issues 

(Crowe et al., 2011; Baxter & Jack, 2008, Starman, 2013). Additionally, it provides the researcher 

with flexibility and ability to use multiple data sources to ensure detailed and holistic exploration 

and insights of the phenomenon (Crowe et al., 2011; Baxter & Jack, 2008, Starman, 2013). Case 

study approach can be an ideal approach if the researcher does not have the time or resources to 

conduct a large-scale study. One of the disadvantages of using the case study researcher approach 

is that the research has no control over the case (Bryman, 2012). Additionally, with the amount of 
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data needed to be collected case study research can be time-consuming as it requires a lot of time 

to collect and analyse data (Crowe et al., 2011; Baxter & Jack, 2008, Starman, 2013). Another 

disadvantage is the limited generalisability of the results from the study because it may not be 

broadly applied to other cases (Crowe et al., 2011; Baxter & Jack, 2008, Starman, 2013).  

This approach was selected to investigate how residents of Imizamo Yethu used ICT to 

enhance accountability when it came to public service delivery. The case will be examined to 

provide insights into the broader phenomenon of how ICT can enhance local government 

accountability in informal settlements. 

 

3.3. Unit/s of Analysis 

The unit/s of analysis is influenced by the aim of a research study. It refers to the individuals, 

organisations, groups, countries, technologies, and objects that are the targets of an investigation 

(Kumar, 2011; Bhattacharjee, 2012). It is important that the researcher clearly understand the unit 

of analysis of their study as it can influence the type of data collected and who it is collected from 

(Kumar, 2011; Bhattacherjee, 2012). The aim of this study is to evaluate the effectiveness of ICT 

tools; therefore, the unit of analysis are the ICT platforms provided by the CoCT to the City, 

especially informal settlements like Imizamo Yethu. The unit of analysis mentioned above is 

crucial in understanding the impact of ICTs in generating local government in public services 

delivery as it can provide data that allows the researcher to provide a comprehensive understanding 

of the topic. 

 

3.4. Sampling Method 

Sampling methods can be probability or non-probability methods. According to Pascoe (2012), 

the sampling method chosen will be influenced by the research approach taken for the study. 

Probability sampling is most used in quantitative research where the aim is to generalise the 

findings of the study to a larger population unlike non-probability (Bhattacherjee, 2012; Pascoe, 

2012). Due to the research approach chosen for this study, a non-probability sampling method, 

purposive, was chosen for this study. Purposive sampling method refers to a non-random way of 
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selecting the units of analysis based on a list of criteria (Bhattacherjee, 2012; Pascoe, 2012). 

Looking at the research questions for this research, the sample was purposely chosen on whether 

they live in Imizamo Yethu, are active within their community affairs, have interactions with local 

government, and used ICT to access public services from the CoCT. 

 

3.5. Design of the Research Instrument  

3.5.1. Primary and Secondary Data  

This research study used two approaches to collect data: Primary and Secondary data collection.  

Primary data refers to data that has been “collected for the first time by the researcher while 

secondary data is the data already collected or produced by others” (Ajayi, 2023. p. 1). Primary 

data includes interviews, observations, participant diary entries, photos, etc. as long as it is aimed 

at solving the study’s research problem and answering the research question (Howard, 2014, p. 

103; Ajayi, 2023, p. 1). Secondary data includes methods such as sources from websites, journal 

articles, internal records, government publications, books and more (Ajayi, 2023, p. 1). The use of 

secondary data in this research is for the purpose of avoiding bias and ensuring credibility of the 

study. Triangulation refers to the use and comparison of multiple data in a research study (Arter, 

Bryant-Lukosius, DiCenso, Blythe, Neville, 2014). For this thesis the following instruments were 

used to understand the effectiveness of using ICT to enhance accountability mechanisms in local 

government: semi-structured interviews, WhatsApp Diaries and Secondary Data (government 

publications, reports by research organisations and journal articles). 

 

3.5.2. Semi-Structured Interviews  

Semi-structured interviews are in-depth interviews that are used by a researcher to explore the 

experiences, perspective, and feelings of a respondent on a particular topic (DeJonckheere & 

Vaughn, 2019; Queirós, Almeida, & Ferrari, 2017, p. 378).  Additionally, semi-structured 

interviews are an effective method for data collection when the researcher wants to dive into 

personal and sensitive issues; explore participants' beliefs, thoughts, and feelings about a topic; 
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ask follow-up questions; it is interactive and flexible in structure; and gather open-ended data 

(DeJonckheere & Vaughn, 2019, pp. 1-3).  

The interviewees for this study were selected based on their location and engagement in 

their local community affairs. The interviewees of this research study included residents of 

Imizamo Yethu, Officials from the CoCT and a representative from a civil society organisation 

with experience in the topic area of this research. The initial plan was to conduct 15 semi-structured 

interviews with the aim of interviewing five heads of households, five community leaders, three 

CoCT Officials, and two CBO/NGO leaders. However, I ended up interviewing ten people: five 

residents from Imizamo Yethu (two heads of households and three community leaders), four CoCT 

Officials (including Ward 74 Councillor), and one CBO/NGO representative. The strategy used to 

secure interviews with residents from Imizamo Yethu was by leveraging past relationship formed 

while doing research for the “For social infrastructure to pandemic resilience: Learning from and 

with low-income urban communities” 2 research project and referrals from research participants.  

 To secure interviews with the CoCT Officials, I had to submit a research request on the 

CoCT Research Portal.3 and email the House of Speakers for approval to interview members that 

hold political positions like the Ward Councillor. Additionally, I had emailed several CBO/NGO 

representatives who have worked in the Imizamo Yethu on projects relating to implementing 

digital solutions in the informal settlement; however, I received no responses. This was the same 

with some of the residents from Imizamo Yethu that I was referred to for this research project. 

Therefore, in order to fill the gaps in the research, I have used WhatsApp Diary responses from a 

research project I was a part of in Imizamo Yethu and document Analysis from government 

publications, CoCT website and research organisations reports. 

 

3.5.3. Digital Diaries: WhatsApp  

Launched in 2009, WhatsApp is a free end-to-end encryption informal communication platform 

with over 1.5 billion users worldwide (Jailbobaev et al., 2021). The platform allows users to send 

 
2 Research Project: Social Infrastructure and Pandemic Resilience, www.pugresearch.org.za/projects/social-
infrastructure/  
3  City of Cape Town Research Portal. 
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text messages, images, voice recordings, real-time locations, video and documents (Mefolere, 

2016). Seguin et al. (2022) explore the use of digital diaries in qualitative research. The authors 

characterise digital diaries as the use of mobile phones to capture longitudinal data which allows 

participants to share and reflect on their experiences over time (Seguin et al., 2022). The aim is to 

capture the “nuanced narratives” of participants' experiences (Seguin et al., 2022). This method 

allows the researcher to collect rich and real-time data from participants as it provides them with 

a convenient, easy and flexible way to record their thoughts, reflections and experiences (Seguin 

et al., 2022).  

In the context in which this research is situated, WhatsApp is a valuable tool to use as it 

uses low-cost data and allows participants to send multimedia communications such as text, voice 

notes/recordings, videos, photos and/or emojis to respond to prompts. Many researchers have 

adopted WhatsApp as a tool for collecting qualitative and quantitative data using the many features 

WhatsApp provides users to conduct focus group discussions through group chats, participant 

observations in group chats, and interviews (text or face-to-face through video calls) (Chen & Neo, 

2019; Manji et al., 2021; Jailobaev et al., 2021; Mwanda, 2022) to better understand people's 

experiences and everyday lives.  

The Covid-19 pandemic, which restricted movement and access to participants, challenged 

how research could be conducted forcing researchers to adopt innovative ways of conducting 

research (Mavhandu-Mudzusi et al., 2022). As a research assistant at the Politics and Urban 

Governance Research Group (PUG) working on the “For social infrastructure to pandemic 

resilience: Learning from and with low-income urban communities.”4 I was tasked to carry out 

digital diaries using WhatsApp over a 12-week period. I was also responsible for viewing and 

drafting prompts and adding some prompts that are directly linked to this research; however, there 

are other themes that came from the prompts that prove useful in this research that will be analysed. 

During this period, I had to send out three prompts three times a week. I was also responsible for 

sorting and analysing the responses from five participants in Imizamo Yethu. It should be noted 

that one of the five participants is a former resident of Imizamo Yethu but continues to work and 

 
4 Research Project: Social Infrastructure and Pandemic Resilience, www.pugresearch.org.za/projects/social-
infrastructure/  
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engage with the local community. The following key themes from the WhatsApp Diaries from 

Imizamo Yethu respondents will be analysed: 

● Communication  

● Use of Digital Platforms  

● Digital Inclusion 

● Access to information  

● Sharing of information  

● Access to public services 

● Access and use of government online services  

● Benefits and challenges of using digital platforms 

 

3.5.4. Document Analysis 

Document analysis is a qualitative analysis approach used to examine and interpret data from 

printed and/or electronic documents to derive meaning from text in order to gain understanding 

and develop empirical knowledge of a particular issue (Bowen, 2009). This approach requires 

finding, selecting, appraising and synthesizing data from documents (Bowen, 2009). Data from 

document analysis can be presented in the form of excerpts, quotations or entire passages. Then 

the data is organised into themes or categories. Document analysis combines thematic and content 

analysis which involves skimming texts, thorough examination, and interpretation (Bowen, 2009). 

Document analysis was chosen for this research to help in determining the questions to focus on 

in interviews, it was cost-effective and provided context to this study.  

The documents analysed in this research will be drawn from the CoCT website Open Data 

Portal, Research ICT Africa reports and policy briefs, the South African Government website. 

Specifically, this research will look at the following documents:  

● Constitution of the Republic of South Africa, 1996 

● Batho Pele Principles 

● National e-Government Strategy and Roadmap 

● City of Cape Town Five Year Integrated Development Plan 
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● Census 2022: Cape Town Profile 

● SmartCape Project 

● Research ICT Africa Smart Townships Policy Brief 

 

3.6. Data Analysis  

Qualitative data analysis is a process of organising, interpreting and understanding non-numerical 

data (Bezuidenhout & Cronje, 2014, p. 232). There are various data analysis methods, however, 

the common theme across the different analysis methods is that they aim to reduce, organise, 

interpret and substantiate the data collected. The process of data analysis can be ambiguous, messy 

and time consuming, however, it is a fascinating process (Bezuidenhout & Cronje, 2014, p. 232). 

Data analysis methods include discourse analysis, conversation analysis, thematic analysis, 

content analysis and semiotic analysis. In the qualitative data analysis approach, it refers to the 

analysis of raw data to gain an in-depth understanding of meaning in the text and context (Strydom 

& Bezuidenhout, 2014, p. 191). In the quantitative approach, it refers to the counting of words and 

codes in text (Strydom & Bezuidenhout, 2014, p. 191). This study will use a qualitative approach 

to the analysis of the data. 

Thematic analysis approach is commonly used in qualitative research to identify, analyse, 

and report patterns within data. The approach provides researchers with a systematic and flexible 

way to capture rich data, provide detailed accounts of participants’ experiences and contexts 

shaping them (Braun & Clarke, 2006). Thematic analysis allows researchers to interpret meaning 

and significance to the data collected. Braun & Clarke (2006) provide a framework researchers 

can use when conducting thematic analysis to help present research findings in a coherent 

conceptual way. Braun & Clarke (2006). provide a six-step process of conducting a rigorous 

thematic analysis, which includes: 

1. Familiarising yourself with your data 

2. Generating initial codes 

3. Searching for themes 

4. Reviewing themes 

5. Defining and naming themes 

6. Producing a report 
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This six-step process aims to address the problem “insufficient detail is often given to reporting 

the process and detail of analysis” (Braun & Clarke, 2006, p. 7). This process aims to acknowledge 

the researcher’s active analytical role in the process.  Mwita & Mwilongo (2025) offer a seventh 

step to the six-step process provided by Braun & Clarke (2006). Steps 1-5 remain the same as 

proposed by Braun & Clarke (2006), but the authors have modified steps 6 to identification of the 

most significant quotations and step 7 writing up (Mwita & Mwilongo, 2025). 

Thematic analysis provides theoretical flexibility because the approach is not tied to any 

theoretical framework and be used within different frameworks (Braun & Clarke, 2006). The 

approach accommodates a diverse samples sizes and data collection methods (Mwita & Mwilongo, 

2025). Additionally, thematic analysis approach supports both theory building and testing (Mwita 

& Mwilongo, 2025). Moreover, it can be applied deductively where themes are informed by prior 

theory or research questions, or inductively where themes come from the data (Thompson, 2022; 

Pearse, 2019; Braun & Clarke, 2006). 

However, Braun & Clarke (2006) argue that limitations stem from “poorly conducting 

analyses or inappropriate research questions, than on the method itself” (p. 27). When using 

thematic analysis, the researcher must make it explicit where the themes emerged from existing 

theoretical frameworks or data itself; whether the focus is on underlying assumptions or surface 

meanings; and whether they will provide a broad thematic coverage or deep examination of 

specific themes (Braun & Clarke, 2006). 

This research study also used content analysis.  Content data analysis can be used in both 

qualitative and quantitative research (Strydom & Bezuidenhout, 2014, p. 191). It refers to the 

process of analysing content (text) to explore meanings, themes and patterns embedded in text 

(Bezuidenhout & Cronje, 2014, p. 234). In the context of this study, content data analysis is used 

in a qualitative. Such an approach is useful when analysing open-ended questions to gain in-depth 

understanding of a phenomenon and context but also to test or develop a theory. Kleinheksel et al. 

(2020) highlight two types: manifest and latent. Manifest content analysis refers to a process of 

focusing on surface level aspects of the text like frequency of the words and looking for what is 

obvious (Neuendorf, 2018; Kleinheksel et al., 2020). Latent content analysis goes a bit deeper to 

interpret what is hidden, underlying meaning in the text (Neuendorf, 2018; Kleinheksel et al., 

2020). It acknowledges the researcher’s involvement in the analytical process. There are three 

approaches to qualitative content analysis: conventional, directed, and summative (Hsieh & 
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Shannon, 2005; Kleinheksel et al., 2020). Conventional content analysis is used when existing 

literature and theory about a phenomenon is limited (Hsieh & Shannon, 2005). It follows an 

inductive process of coding and categorisation liked to latent analysis which requires insights to 

emerge directly from the data (Hsieh & Shannon, 2005; Kleinheksel et al., 2020). Directed analysis 

is used available research and existing theory require further validation or description (Hsieh & 

Shannon, 2005). This approach is linked to latent content analysis approach which begins 

deductively to validate or extend a theoretical framework (Hsieh & Shannon, 2005). The aim is to 

identify patterns in hidden text. Lastly, summative content analysis is about identifying and 

quantifying keywords or content that will be later interpreted (Hsieh & Shannon, 2005). This type 

combines manifest and latent content analysis, which starts with quantifying the words or content, 

then beyond the quantification interpret the underlying meaning in the text (Hsieh & Shannon, 

2005). 

Thematic analysis was used inn this research to understand how ICT is used by residents 

of Imizamo Yethu to engage with local government, and enable and enhance accountability. The 

flexibility of the approach allows the use of multiple data sources to address the research questions 

while allowing new insights to surface. The deductive Seven-Step Process is as follows (Pearse, 

2019):  

1. Developing a comprehensive framework that integrates competing theories and shows their 

relationships 

2. Deriving testable qualitative propositions from the theoretical framework 

3. Creating a systematic coding scheme based on theoretical concepts 

4. Developing interview protocols that ensure comprehensive coverage of all propositions 

5. Gathering data guided by theoretical propositions 

6. Applying codes and comparing data patterns against competing theories 

7. Writing up findings to show how data confirms or refutes each theory 

This research aims to understand how the use of ICT by residents of Imizamo Yethu to engage 

with local government and enable accountability. The thematic analysis approach allows the use 

of multiple data collection methods regardless of the sample size. Additionally, the flexibility of 

the approach allows new insights to surface. The steps taken using this approach follow a process 

proposed by Mwita & Mwilongo (2025) and Pearse (2019):  

1. Familiarisation with the data: 
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a.  Reviewed secondary data 

b. Read and transcribed semi-structured interviews and WhatsApp diaries.  

c. Made initial notes. 

2. Generating initial codes 

a. Parts of the data relevant to ICT use and accountability were coded to capture 

meaning.   

b. Using latent and directed content analysis approach, codes were partly deductive 

(guided by literature, theory and research questions), partly inductive (drawn from 

the selected data sources). Meaning was interpreted from the content to capture the 

participants experiences. 

3. Searching for themes 

a. Codes groups into broader themes e.g., ICT Channels, Usage patterns, Access to 

services, and Enabling environment. 

b. Identifying emerging themes 

4. Reviewing themes 

a. Sorting the themes with some merged, split or discarded. 

b. Double-checking the selected themes and refining them if needed. 

5. Identification of the most significant quotations  

a. Extracted quotations from the interviews and WhatsApp diaries. They were chosen 

for their ability to capture participants’ lived experiences and highlight core 

findings. 

6. Defining and naming themes 

a. Adding sub-themes where appropriate e.g., Enabling environment had sub-themes 

political/legal, socio-economic, technological environment.  

7. Write up 

a. The themes are presented in Chapter 4 Findings and liked to theory and literature 

in Chapter 5 Discussion.  The chapter do incorporate quotations from interviews 

and WhatsApp diaries. 

The findings of this research reflect the outcome of using thematic analysis. This study will 

analyse transcripts from semi-structured interviews. The themes that will be assessed in this 

study include accountable service delivery, ICT, informal settlement, and political 
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engagement. If new themes emerge, they will be categorised accordingly and analysed. The 

codebook below was used to analyse and interpret the findings of this study. 

 

3.7. Ethical Considerations 

Conducting research in a responsible way requires adhering to a set of ethical principles (Louw, 

2014, p. 262). Ethics are important in a research study because they are a moral and professional 

code of conduct that sets the standards for a researcher/s behaviour and attitudes when conducting 

research (Louw, 2014, p. 263). On the 5th of July 2023, I received ethical clearance (HS23/5/10) 

to conduct this research using the methodology mentioned above. For this study, I have ensured 

that the participants were informed about the purpose, benefits, and risks of agreeing or declining 

to participate in the study. Additionally, they were informed that participation is voluntary and can 

withdraw participation or decline to answer a question or even opt out of participating. The consent 

forms and information sheets were provided in English and Xhosa. 

For this study, the identities of the respondents were kept confidential, protecting sensitive 

and personal information such as names of participants, contact details and address. To match 

responses to participants, this study used a de-identification strategy. All interview participants are 

referred to as ‘respondents’ and WhatsApp diaries participants were assigned Pseudonymization.  

Data collected from secondary sources will be collected from trustworthy sites like Google 

Scholar, Research ICT Africa’s website, the South African Government and University of the 

Western Cape’s uKwazi Library portal to access the information. The nature of the documents 

does not require me to get additional permission from an individual or organisation to use the 

information as it can be obtained from a database accessible to anyone on the internet. In the case 

where additional access is required, the researcher will seek the assistance of the University of the 

Western Cape’s Library. 

This study will ensure that the manner the research is conducted does not cause any harm 

and that the information collected and used does not cause harm. It is important that the research 

conducted does not cause harm to the participants (Louw, 2014, p. 266). Therefore, this study will 

stick to facts and results generated in the analysis of data collected. 

https://uwcscholar.uwc.ac.za/home



51 

 

3.8. Conclusion of Chapter 

This chapter has outlined the research method process it has taken to generate the results of this 

study. Based on the research questions of this study, the qualitative research study approach was 

chosen. A case study was chosen for the purpose of better understanding the effectiveness of using 

ICT to enhance local government accountability for service delivery. Imizamo Yethu was chosen 

not only because it is one of the oldest informal settlements in Cape Town, but also because of the 

state of service delivery in the informal settlement and various investments in broadband coverage 

and use of mobile phones to access services.  The focus on this instrumental case study enabled 

the researcher to clearly identify the right individuals to interview for this research but also helped 

in identifying other resources that would be helpful in providing an in-depth analysis of the 

phenomenon. However, the limitation of this approach is the limited generalizability of findings 

that will be generated from this study. Using the research methods outlined above, the next chapter 

will discuss the findings of research study.  
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Chapter 4: Findings 

4. Introduction 

This chapter is focused on the findings gathered to explore and understand whether the use of ICT 

by residents of Imizamo Yethu is effective in generating local government accountability for 

public service delivery. As constitutionally mandated, the local government is responsible for 

ensuring the effective and efficient delivery of basic public services to its residents and being 

accountable to local communities (Section, 152 of South African Constitution of 1996). In aid of 

this obligation, the White Paper on Transforming Public Services Delivery of 1997 adopted eight 

priorities guiding public service delivery: consultation, service standards, access, courtesy, 

information, transparency, redress, and value for money. These principles aim at setting guidelines 

for public services to promote accountability and good customer service in public services. The 

Batho principles are meant to improve the efficiency and effectiveness of public services.  

The White Paper on Transforming Public Services Delivery further also asserts that ICT is 

essential for modernising public services and that can help prioritise citizen needs. Therefore, 

technology can improve overall service delivery by making it more accessible, efficient, customer-

centric and responsive to residents’ needs (Abrahams and Burke, 2022). The primary objective of 

this study is to understand if ICT is actually effective for accountability in contexts like Imizamo 

Yethu, an informal settlement in South Africa. The secondary objectives of this study is to provide 

an understanding of how the residents of Imizamo Yethu engage with the CoCT; what ICT 

platforms are available to residents to engage with the City; and what environment is necessary 

for ICT-enabled accountable service delivery, especially in informal settlements. 

This study used three methods for data collection: semi-structured interviews, document 

analysis and WhatsApp diaries. This chapter will provide a presentation of the findings regarding 

the ICT infrastructure the City provides to residents. This will be followed by a presentation of the 

findings regarding the ICT preferences by residents and how they are used. The chapter concludes 

by presenting factors to be considered when creating an enabling environment for ICT-enabled 

accountable service delivery. 
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4.1. Access to Services in Imizamo Yethu 

The responses from WhatsApp diaries participants were mixed in terms of the ease of access to 

public services and using available government online services. Some participants expressed that 

it is difficult to access public services such as electricity and water (Olivia, WhatsApp Diaries, 

2022). WhatsApp diaries participants reported that they used online services especially during the 

lockdown period to get information about electrical services, access job markets (jobs connect), 

and retrieve SARS tax numbers (Olivia, WhatsApp Diaries, 2022; Max, WhatsApp Diaries, 2022). 

From the interviews, one participant noted that it is not always easy to access public services and 

they are constantly faced with the same issues such as lack of housing, waste removal, block drains 

and electricity issues (Respondent 1, Community Leader; Respondent 11, Community Leader; 

Respondent 6, Imizamo Yethu Resident; Respondent 7, Imizamo Yethu Resident). One participant 

note that “I arrived in Imizamo Yethu in 1991. I eventually settled in Mandela, which is what we 

know today as Imizamo Yethu. I still don’t have a brick house, and there seems to be no hope of 

ever getting one.” (Respondent 11, Community Leader). The participant adds that they have been 

living in a shack since arriving in Imizamo Yethu, and even their child, who grew up in the shack, 

is still living there despite being a university graduate (Respondent 11, Community Leader).  
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Figure 5: Images of Imizamo Yethu taken by Babongile Bidla 

One participant noted: 

“Access has improved, particularly with electricity and water. More areas that previously 

lacked water now have access, and the same applies to electricity. However, there has been no 

improvement when it comes to drains—especially overflowing drains—and sewage. In fact, the 

situation is worsening due to overpopulation in the area. The drainage system was originally 

designed for 20,000 people, but the current population is approximately 60,000” (Respondent 6, 

Imizamo Yethu Resident).  

Another participant also added Imizamo Yethu has now become overcrowded, highly 

congested and has limited resources noting: 

 “When I arrived our drainage system was built for four thousand plus…there were 4500 

serviced sites where there were toilets. As the population grew, they added more but we are 

growing rapidly making the available resources fairly small. What they are providing is fairly 

small compared to what we desire for the whole community” (Respondent 11, Community Leader).  

Another participant said: 
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 “living in Imizamo Yethu is alright, but when it comes to support from the government, 

nothing is right. I live in a shack where we don’t have proper toilets. We rely on a single shared 

toilet, and every time we use it, we have to pay. We pay R1 for toilet paper and for the person 

responsible for cleaning the toilet. There are no free toilets available for us to use” (Respondent 

7, Imizamo Yethu Resident).  

The participant added that “there is only one tap available for water. We have to fetch the water 

ourselves by connecting to the pipe and bringing it into our homes. As for electricity, everyone in 

Madiba Square has access. Power has been installed for all residents there” (Respondent 7, 

Imizamo Yethu Resident). 

 

4.2. ICT Channels 

The implementation of e-government and e-governance relies on robust ICT infrastructure to 

enhance transparency, efficiency, citizen engagement, effectiveness and greater access to public 

services (Mohale, 2024). To answer what ICT channels the CoCT provides residents for 

engagement, the document analysis reveals that the City provides multiple ICT channels for 

engagement including, for example, the main Cape Town website, phone and SMS reporting, 

mobile applications, and social media platforms. In 2000, CoCT launched its digital strategy aimed 

at making Cape Town the first truly digital city in Africa (Boyle, 2019). The strategy is based on 

four pillars: digital government, digital economy, digital inclusion, and digital infrastructure. As 

such, Cape Town has seen a gradual adoption of technology to deliver services. Additionally, the 

CoCT’s Five Year Integrated Development Plan 2022-2027 provides Cape Town’s strategic plan 

for development over a five-year period with a focus on improving service delivery, economic 

growth, and improving the quality of life for residents. One of the objectives in this plan is to 

improve “access to quality and reliable basic services” (City of Cape Town Five Year Integrated 

Development Plan 2022-2027). 
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4.2.1. Available ICT Channels Offered by the City of Cape Town  

The CoCT has invested in various ICT Initiatives to provide residents with multiple means to 

engage with the City and access services. I have divided the available tools and platforms into four 

categories: Online Services, Social Media Channels, Applications, and Other Tools. 

 

 

Figure 6: CoCT: ICT Tools provided to Residents. 

 

Online Services 

Online services refer to any activities such as access to information and services that are provided 

through internet-based channels. It involves the use of a web-interface to facilitate an exchange of 

information, conduct transactions and other digital interactions between the users and service 

providers (Kvasnicovaa et al., 2016). This category encompasses the Cape Town website, open 

data portal, open-data platform, e-service platform, and service request system (C3). The initial 

digital interaction users have with the CoCT is through the city’s main website 

(www.capetown.gov.za). 
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Website 

The official CoCT website serves as the primary and official online platform for the city. 

Government websites provide means of delivering government-related information to improve 

access to government services and information for citizens, business, government staff and other 

governmental bodies (Sá et al., 2016, p. 4).  The CoCT Website is designed to service not only for 

Cape Town residents but also businesses, and visitors. The main website serves as a central hub 

for information, news, and public participation. The CoCT website provides a convenient way to 

access municipal services; allow the city to disseminate information like news and updates; 

encourage public participation; access employment opportunities, policies and by-laws; and report 

service issues.5 The website’s main homepage interface is designed with several key features that 

allow users to easily navigate through the website. The website allows users to use the search bar 

to quickly locate information and/or services. Additionally, the navigation menu categorises 

various municipal services and information to make it easier to access.  

The development of a high-quality website that better serves the needs of citizens is a 

critical factor in e-Government evolution (Papadomichelaki and Mentzas, 2009; Sá et al., 2016). 

The CoCT goes beyond being an information hub but also provides ways to pull in information 

through City Connect, which allows users to access the Have Your Say portal which encourages 

public participation, access to e-services, and the Service Request/Report a Fault. As one city 

official explained: “The municipality has a website called 'Have Your Say’... it is another vehicle 

to push out and pull in information. So, we advertise on 'Have Your Say’ portal and on our adverts, 

they will have a link where they can go and click and go view on that 'Have Your Say’” (Respondent 

10, CoCT Public Participation Department Officer). Additionally, the site presents a shift towards 

consolidating digital service delivery by using the website as an integration point for various 

services provided by the city. 

 

  

 
5 City of Cape Town Official Website  
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Service Request/Report a Fault (C3 system) 

Accessible on the main Cape Town website and other means, the Service Request/Report a Fault 

(C3 system) was launched in 2007 to improve responsiveness to residents needs and promote better 

communication between the municipality and residents (Masafu, 2020). The C3 notification 

system “allows residents, politicians and officials to register service delivery faults online, where 

they are routed to the correct departments for action and tracked to resolution. At any time, a 

registered user can log on to the system and track the progress of their request” (City of Cape 

Town, 2014).  One respondent notes it “is the code for a service request of a particular nature, and 

each of those generator reference numbers. So, each C3 will have a reference number.” 

(Respondent 8, City of Cape Town Official). In some instances, Ward Councillor, Community 

leaders or Community Liaison Officer logs the faults on behalf of residents using information 

provided by residents. One respondent noted: 

 “to log a complaint, I need to first identify the problem. I also need to have a picture as 

evidence to support the complaint before logging it. Once I log the complaint, I will receive a 

reference number in response. I will then forward the reference number to the relevant department. 

Over time, I have learned that there are various departments responsible for addressing different 

types of complaints” (Respondent 5, Community Liaison in Imizamo Yethu). 

 

E-service platform 

The E-Services platform provides access to a range of online services provided by the City of Cape 

Town. On the e-service platform, residents “can register to view your municipal accounts. You 

can do your motor vehicle registration; you can upload your building plans and can access career 

opportunities there as well.” (Respondent 4, CoCT Information Systems and Technology 

Department Officer). Users can also submit petitions electronically, gather signatures and raise 

awareness about important issues.6 However, this service is only available using a desktop or 

laptop. It does not fully support mobile phone or tablet access. 

 

 
6 City of Cape Town Online Services  
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Open Data Portal  

Aligned with the Batho Pele Principle of transparency, the City of Cape Town Open Data Portal 

provides residents, and visitors with free access to a range of datasets on the city. The aim of this 

initiative is to increase transparency and actively involve residents in local government.7 The portal 

does not only provide access to information that was previously hidden with departmental silos or 

deemed inaccessible, but it also allows people to provide feedback on the portal and suggest a 

dataset. By providing open access to datasets and resources, it enables public analysis and informed 

decision-making.8 Open Data Portal provides people with access to information and data on the 

city’s budgets, departmental reports, development information, economic data, environmental and 

planning data, geographical and spatial information, statistical reports, tenders awarded, and 

tourism initiatives.9 

 

 
7 City of Cape Town Online Services 
8 City of Cape Town Online Services 
9 City of Cape Town Open Data Portal  

https://uwcscholar.uwc.ac.za/home

https://www.capetown.gov.za/City-Connect/All-City-online-services/All-our-online-services
https://www.capetown.gov.za/City-Connect/All-City-online-services/open-data-portal/


60 

 

Figure 7: Open Data Portal. Source: www.odp-cctegis.opendata.arcgis.com/ 

 

Social Media 

Social media is increasingly playing a role in enabling communication and sharing of information 

between government and citizens. The CoCT is active on various social media platforms used for 

various reasons. The City has an active Facebook page where it shares news, updates, and interacts 

with citizens directly.10 The City's Twitter account (@CityofCT) provides real-time updates, 

shares important announcements, and engages in conversations with citizens. The City’s 

 
10 City of Cape Town Official Facebook Page  
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WhatsApp is a 24-hour Customer Relations service specifically for water queries.11 However, 

WhatsApp is at times used to communicate and encourage public participation. Respondent 10, 

the CoCT Public Participation Department Officer highlights: 

“WhatsApp groups managed by ward councillors are one of the communication channels 

we use. Additionally, the City is highly active on social media platforms, including Facebook, 

Twitter, and Instagram. We utilize these platforms extensively because we understand that relying 

solely on newspapers, which is a legislative requirement, is not enough. By going beyond 

traditional methods, we engage in ways that resonate more with people. Social media has become 

one of the key tools we use to connect with the community effectively.” (Respondent 10, CoCT 

Public Participation Department Officer).  

Another respondent notes that “I can have information disseminated through WhatsApp groups 

with trustworthy people. They will share the information and update, helping it become a little bit 

viral and will be spread across multiple platforms.” (Respondent 8, City of Cape Town Official).  

Further like the Public Participation Department, social media is used in hand with 

traditional means of sharing information and communicating with residents. The Ward Councillor 

noted above would use social media to share information, but also physical printed flyers as he 

prefers for “the city to do a flyer in English and in isiXhosa and that flyer can then be disseminated 

in hard copy or put onto the social media platforms whether it be WhatsApp groups or Facebook 

pages.” (Respondent 8, City of Cape Town Official). This approach is done to reduce 

misinterpretation of what is being done in the City and what are the various processes. The City 

also utilises platforms like YouTube, Instagram, and LinkedIn to reach diverse audiences and share 

content in different formats. 

 

Applications and Interactive Platforms 

The City of Cape Town App was launched in 2023. As the CoCT Integrated Annual Report 2022-

23 highlights, the app was launched as part of its digital enablement as it “brings digital services 

closer to residents. Functions available on the App include lodging service requests, receiving 

 
11 City's WhatsApp channel now available for water queries  
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loadshedding alerts, information on City news, events and service disruptions and contact details 

forward councillors.” (City of Cape Town, 2023b).12  Residents can download the app on their 

phones and “can send messages if you have problems and issues with water or electricity outages.” 

(Respondent 4, CoCT Information Systems and Technology Department Officer).  

 

Figure 8: Screenshot of the City of Cape Town App, 29 October 2024 

  

 
12 City-Connect  
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Open Innovation Platform  

The Open Innovation Platform is a platform where citizens can submit ideas for improving the 

City services delivery and vote on existing ideas, fostering collaborative problem-solving.13 An 

external tool that is integrated with existing systems in the CoCT is the LinkApp. LinkApp, 

developed by OUTA, allows the residents to report service delivery issues directly to the City.14 

The Link app captures “information on grassroot level and in Cape Town it is integrated with the 

COCT own system” (Respondent 2, Civil Society Rep). The app allows for direct logging of service 

issues to the municipality system, provides precise data to the municipality for quicker response, 

and works across different municipalities without needing multiple apps (Respondent 2, Civil 

Society Rep). 

 

Other tools 

In the context of this research, other tools refer to additional ICT channels offered by the City that 

do not fall within a particular category. When communicating and encouraging public participation 

the CoCT utilise legislation mandated (traditional) channels. The responses reveal that traditional 

media such as television, radio, loud hailing and print media (newspapers) are available to 

residents as it is mandated by legislation.  

 

4.3. Usage of Available ICT Channels by Residents of Imizamo Yethu 

The findings below address the sub-question of how Imizamo Yethu residents use the available 

ICT channels provided by the CoCT.  The findings indicate a range of perspectives on the use of 

ICT by residents. Within the context of Imizamo Yethu, the most used channels or platforms for 

residents to engage with the CoCT are: 

  

 
13 Open Innovation Platform  
14 OUTA launches service delivery app in Cape Town   
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Social Media Applications Websites Other 

WhatsApp 

Facebook 

There was no data 

suggesting a use of an app. 

CoCT Website Phone 

SMS 

Table 2:  Platforms used by Residents. 

 

Residents in Imizamo Yethu have increasingly turned to social media, phone and SMS as a 

convenient way to engage with local leaders and government. These tools have enabled residents 

to communicate, share information, and report service delivery issues such as sanitation problems, 

electricity outages, and sewage drain problems directly to the CoCT. One participant noted: 

 “more people, I think, have access to smartphones and data, than maybe seven years ago... 

And I know that simply because when I first started to work … I would get a lot of SMSs and please 

call me and that has dissipated almost entirely now. Now I really only get WhatsApp’s including 

videos of sewerage that is overflowing or whatever” (Respondent 8, City of Cape Town Official).   

The participant adds that “there seems to be a definite marked growth in smartphone ownership 

as well as access to data.” (Respondent 8, City of Cape Town Official). 

 

4.3.1. Access to and Sharing of Information 

The responses revealed that while face-to-face communication is the norm and often preferred 

form of communication, due to the impact of lockdown on this form of communication other forms 

of communication were adopted such as using WhatsApp groups and chats, phone calls and social 

media platforms. This is corroborated by the findings from the semi-structured interviews - “In the 

Imizamo Yethu group there's a lot of information that is given to people and there's also a 

Facebook platform, for Hout Bay. It's called Hout Bay Organise.” (Respondent 5, Community 

Liaison in Imizamo Yethu). Another respondent notes that “I can have information disseminated 
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and I do have some service requests, WhatsApp groups with people who are trustworthy, that they 

will share the information that they will update and that will become a little bit viral and will get 

spread across multiple platforms.” (Respondent 8, CoCT Official). One participant did express 

that using digital platforms did make them a better communicator - “It really assisted me a lot 

because I think I am good now communicating via a phone” (Okuhle, WhatsApp Diaries, 2022). 

According to Respondent 10, CoCT Public Participation Department Officer, the city uses multiple 

communication channels to inform residents about initiatives. These include manufactory 

notifications in the newspaper as required by legislation, engagement through sub-councils, and 

outreach through satellites offices like the local libraries (Respondent 10, CoCT Public 

Participation Department Officer). Additionally, not all techniques are used the same across Cape 

Town. Respondent 10, CoCT Public Participation Department Officer notes that “we try to tailor 

make a process. If the community of Khayelitsha wants us to have loud hail, we'll have loud hail. 

If it doesn't work in Constantia, we won't have loud hail.”. 

The findings indicate that the purpose of using these channels (Table 2) is not only limited 

to communication but also sharing of information with their community. Another use of digital 

platforms is to communicate frustration over service delivery responses in Imizamo Yethu. 

Sometimes Facebook, especially the Facebook group, is used as a way to apply pressure on the 

CoCT to resolve public service issues (Respondent 1, Community Leader in Imizamo Yethu). 

 

4.3.2. Fault Reporting  

When it comes to reporting public service delivery issues, WhatsApp diaries participants expressed 

that they use different channels provided by the City to report faults. Most of the responses 

indicated that participants use the toll-free number, SMS, or WhatsApp to report issues. On a rare 

occasion, Facebook and email is used as a means of flagging an issue. Again, in this instance there 

were two participants that had a preference for face-to-face interaction (Max, WhatsApp Diaries, 

2022; Sarah, WhatsApp Diaries, 2022). One participant expressed going directly to speak to a 

community leader when there is an issue (Max, WhatsApp Diaries, 2022). Residents have the 

option of logging or reporting faults themselves through the online C3 system (on the CoCT 

website). From the interviews, one participant notes that when sending an SMS, they would 
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provide an explanation of the problem, providing their street name and would receive a reference 

number (Respondent 6, Imizamo Yethu Resident). Or they would do the process again via the toll-

free number stating “I also contacted the center to report the issue, explaining the problem and 

providing them with the necessary information. Afterward, I received a reference number.” 

(Respondent 6, Imizamo Yethu Resident). This information is captured on the C3 system and sent 

to the relevant departments. 

 

 

 

Figure 9: Example of Respondent 6 Fault Reporting Process 

 

When reporting service delivery issues some residents would report the issue themselves 

using SMS which costs about R1.50 with a limited word count of 160 words (Respondent 1, 

Community Leader Imizamo Yethu). Respondent 1 Community Leader noted that this doesn’t 

consider that most residents are Xhosa speaking and are not good or know how to write in English. 

Reporting in Xhosa would require more than 160 words because many words in the language are 

long so a person might not necessarily capture everything about an issue in SMS. One participant 
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from the interviews notes that they have use SMS and WhatsApp but has a preference for 

WhatsApp because the “response felt more personal, as though you were speaking directly with 

someone. It was also quicker compared to SMS” (Respondent 6, Resident of Imizamo Yethu). The 

participant further notes: 

“there is a WhatsApp group created by the Council that I am fortunate to be part of it. It 

allows me to report issues as soon as I notice them. I simply send the information to the group, 

and communication becomes much easier. Both the councillor and his assistant are part of the 

group, making it efficient to address concerns.” (Respondent 6, Imizamo Yethu Resident). 

Some reporting is sent through leaders within the community. The Community Liaison 

Officer15 receives complaints from residents about service delivery issues such as blocked drains, 

power outages, etc. and logs them into the C3 system, which is an online platform for reporting 

and tracking faults. The Community Liaison Officer also follows up with the relevant departments 

and the residents to ensure that the problems are resolved (Respondent 5, Community Liaison). 

Some of these complaints are received face-to-face where the community liaison actually guides 

the resident through the process, and some are received over WhatsApp. “I learned that if someone 

complains, for example, if I receive a WhatsApp message—whether it’s a voice note or text—and 

they say, 'I have a blocked drain in front of me,' the first question I would ask is, 'What kind of 

drain is it?” (Respondent 5, Community Liaison). One community leader noted that in cases where 

residents who do not have smartphones, internet, airtime or data they have the option to go to the 

ward councillor’s office to report faults and the ward councillor’s office would log the issues or 

faults on the C3 system (Respondent 9, CoCT Official). Some residents communicate with their 

block leader16 when they have a fault to report. 

As a last resort, residents will protest at the circle in front of the Imizamo Yethu Police 

station demanding to be heard (Respondent 1, Community Leader in Imizamo Yethu). Another 

participant notes: 

 
15 Each area of Imizamo Yethu has its own community liaison. It is unclear the extent to which they are funded by 
the City. 
16 Each street in Imizamo Yethu has street committee leaders. These leaders are chosen by the community with the 
aim of dealing with local issues like crime prevention and ensuring overall governance in the area. There are 
WhatsApp groups and physical meetings for the purpose of sharing information amongst themselves as street 
committee leaders. 

https://uwcscholar.uwc.ac.za/home



68 

“I have a sort of power in that if people are complaining about something—let’s say I get 

messages while we're still here that the power is off because the websites advertised daily don't 

work or are not functional—I have people I work with directly, who are officials. They know that 

if I tell them, “In the next 30 minutes, we're hitting the road to protest” they will see in their groups 

that we are actively protesting the same issue we've been complaining about.” (Respondent 11, 

Community Leader).  

These platforms can be used to share information, raise awareness, mobilise support, and voice 

opinions on various issues affecting the community. However, some residents do not have access 

to these platforms or do not use them regularly. 

  

Figure 10: Screenshot of Statement by Ward Councillor 

 

4.4. Environment for ICT-enable Accountable Service Delivery 

The findings below address the sub-question of what environment is necessary for ICT-enabled 

accountable service delivery, especially in informal settlements. To address this question, I draw 

on the content analysis of various reports and initiatives implemented in Cape Town but also in 

Imizamo Yethu. The effectiveness of ICT-enabled accountability is influenced by the local 

environmental conditions in Imizamo Yethu. In order to have successful ICT-enabled engagement, 
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a number of factors are required such as strong digital infrastructure, digital literacy, digital skills, 

and smart devices. 

 

4.4.1. Digital Infrastructure 

4.4.1.1. Internet Access 

Strong digital infrastructure is important in enabling effective use of ICT to enhance local 

government accountability. As one participant notes: 

 “When you introduce the use of digital platforms to communities, there's so many things 

you must think of 1. Do they have the resources to access the information digitally? What I mean 

about that: Do they have smartphones? Do they have committed at home, laptops and so forth at 

home that you must now think about?” (Respondent 10, CoCT Public Participation Department 

Officer).  

Another participant highlights that increased connectivity is important in encouraging residents to 

use the digital services provided by the City. They note the need for “more Wi-Fi hotspots. If you 

have more Wi-Fi hotspots in a target area and make free access to data available” (Respondent 

8, CoCT Official).  

The Cape Town Census 2022 profile indicates that there are disparities in access and modes 

of access by racial group. When it comes to internet access, most residents use mobile devices 

with 62.1% of Black African households relying significantly on cellphones, while the use of this 

method for accessing the internet is less for Coloured (39.1%), Indian/Asian (15.7%) and White 

(10.4%) showing low dependence on mobile devices (City of Cape town, 2023a). The data also 

reveals that White (83.5%) and Indian/Asian (77%) populations have home internet access, with 

Black African Households showing low rates of home internet access (City of Cape town, 2023a). 

However, 16.1% of Black African and 16.6% of Coloured households have no access to the 

internet at all, significantly higher than Indian/Asian (3.6%) and White households (2.8%) (City 

of Cape town, 2023a). Other means of accessing the internet such as an internet cafe, place of 

work, library/community hall, school/university/college, reported as less frequently used across 

all racial groups. One participant highlights that: “In our municipal facilities there will be free Wi-
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Fi that you get. Even though sometimes they give you limited gigs per time or per day, but it will 

be free.” (Respondent 10, CoCT Public Participation Department Officer).  

The CoCT has made significant investments in ICT which is aimed at improving service 

delivery in informal settlements. The City's SmartCape programme offers library card holders free 

internet access of up to 500MB per month. This service is available at 102 libraries across the city 

(City of Cape Town, 2024). The City is currently “providing and manages the Smart Cape 

Program which provides free Internet connectivity within public libraries.” (Respondent 4, CoCT 

Information Systems and Technology Department Officer). Another is the Broadband Program. 

The CoCT has a multi-year infrastructure investment program to establish a broadband network 

across the city. One participant notes that “we are also rolling out our broadband program where 

we provide free Internet to different communities” (Respondent 3, CoCT Information Systems and 

Technology Department Officer). 

While the majority of the participants found digital tools useful for communication, many 

expressed that there are some challenges to using digital platforms. The participants expressed that 

the Covid-19 lockdown made them realise how expensive data and airtime is especially on 

networks such as MTN, Vodacom and Cell C, etc. (Tina, WhatsApp Diaries, 2022). In addition to 

the expensive data cost, one participant expressed network issues as a challenge stating that “I 

would for instance not have data and, there would also be network issues. There was some 

difficulty even when there was a network, a person would have data because a person wouldn’t 

have airtime.” (Sarah, WhatsApp Diaries 2022). This is supported by responses from the 

interviews stating that in certain parts of Imizamo Yethu network coverage is not good. This aligns 

with the findings of the interviews where participants expressed having networking issues when 

reporting faults, data and airtime being expensive or having to use WiFi when they have no data 

(Respondent 5, Community Liaison in Imizamo Yethu; Respondent 1, Community Leader in 

Imizamo Yethu; Respondent 6, Imizamo Yethu Resident). 

 

4.4.1.2. Digital Literacy & Digital Inclusion 

The Western Cape Smart Township Project aimed to provide reliable, affordable internet access 

and digital skills training to Imizamo Yethu residents. The project was implemented in Imizamo 
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Yethu built on five core pillars: digital infrastructure, affordable connectivity, digital skills, local 

content, and data collection (Ahmed & Gilwald, 2020). The project had “the support of a local 

micro provider, TooMuchWiFi, that provided reliable digital infrastructure and affordable 

Internet access by connecting resellers to local fibre connections and mesh networks for an initial 

connection fee of R1000 with R1000 of free data” (Ahmed & Gilwald, 2020, p. 4). The investments 

made by the City of Cape Town are aimed to ensure people who live in Imizamo Yethu also benefit 

from the ICTs.  

As more South Africans gain access to the internet, there are many residents who have 

gained more access to feature phones or smartphones in Imizamo Yethu (Ahmed & Gilwald, 2020, 

p. 3). This project highlighted that access to the internet and devices alone is not sufficient, digital 

literacy is important too. This is achieved through the SmartCape initiative that also provides 

SmartCape Cadets Skills Development Programme (EPWP retraining) and Basic Computer 

training.  

One participant noted that through the SmartCape programme: 

 “We had done digital literacy (training), which includes computer literacy, internet 

research, and we also provide manuals with that and flash drives for our clients to make 

recordings of the training that they are given. And at the end of each training, they are provided 

with the certificate of attendance which will give them a slight advantage in when they do job 

hunting or applying for positions and that just to ensure and then to provide their future employers 

a copy of that they have been enabled to do digital literacy.” (Respondent 3, CoCT Information 

Systems and Technology Department Officer). Therefore, it is important to make sure that 

residents feel empowered and confident in using digital services. 

 

4.5. Conclusion of Chapter 

These findings highlight not only the available channels for engagement but also residents' 

preferences for the available tools. They speak to the ability to access and the necessary 

environment to enable residents to seek accountability using ICT. However, the findings also 

highlight various challenges such as network issues and the lack of trust in local government to 
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take their queries seriously because of the deteriorating state of the township. Additionally, the 

findings indicate that alternative mechanisms such as reporting faults to leadership and protesting 

can undermine the effectiveness of using ICT to enhance local government responsiveness. The 

next chapter will discuss these findings using the analytical framework that incorporates the 

Ladder of E-participation with the social accountability framework. 
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Chapter 5: Discussion 

5. Introduction 

This chapter evaluates the findings through the analytical framework developed for this study. 

This study seeks to explore and discuss the effectiveness of residents' use of ICT to enhance local 

government accountability for service delivery. In addition to this primary objective, this study 

explored which ICT channels are available to, and used by, residents of Imizamo Yethu.  The 

findings of this study show that the use of ICT is effective in generating local government 

accountability but to a limited degree due to factors such as low participation, actionable 

information, and an enabling environment. The findings of this study highlight the challenges that 

need to be addressed to enable effective use of ICT for accountability.  This chapter begins by 

discussing ICT for service delivery in Imizamo Yethu. Secondly, it provides a discussion of 

residents' engagement and perceptions of ICT. Furthermore, a discussion on the necessary 

environment to enable effective use of ICT for accountability will be discussed.  The chapter 

concludes with a discussion on the effectiveness of using ICT for accountability in public service 

delivery in Imizamo Yethu.  

 

5.1. ICT for Service Delivery in Imizamo Yethu  

The availability and use of ICT channels by residents of Imizamo Yethu aligns with passive 

participation and can progress into intended participation on the Ladder of E-participation. The 

ICT channels available to residents of Imizamo Yethu serve as an important tool to foster 

accountability. They allow residents to engage with the CoCT, progressing through various stages 

of e-participation ladder and aligning with various principles of social accountability like access 

to information, access to platforms, providing two-way dialogue and collaboration. 

 

5.1.1. Access to Information  

ICT enables residents’ greater access to information, which is crucial to empowering residents in 

Imizamo Yethu. The South African Constitution of 1996 Bill of Rights Chapter 2 Section 7-39 
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guarantees citizens the right to access to information, freedom to organise, freedom of expression, 

and other rights. Access to information is an important component of social accountability and e-

participation. The success of social accountability relies on the availability and reliability of public 

documents and data (Forster et al., 2004). Access to actionable information is crucial in holding 

the local government responsible for the persisting service delivery issues in Imizamo Yethu. This 

means that residents should be able to go onto the CoCT open data portals to retrieve information 

that is relevant to Imizamo Yethu. This information needs to be more detailed or concise, and easy 

to interpret so that residents can be empowered to take action to hold the City accountable. The 

findings indicate the residents use various ICT channels to access information such as using their 

mobile phones to access information on the internet, and WhatsApp, Facebook, and toll-free 

number. This allows residents to offer feedback, seek clarity or report issues; therefore, 

progressing from passive to active participation since residents are deliberately taking action and 

monitoring the City. 

Providing multiple channels to share information not only provides access to information 

that was previously hidden with departmental silos or deemed inaccessible, but it also allows the 

residents to provide feedback on the portal and suggest a dataset. By providing open access to 

datasets and resources, it enables public analysis and informed decision-making.17  This enables 

residents to progress from passive to active participation where residents have some influence but 

still lack real decision-making power. Access to information empowers residents to voice their 

concerns and demand for better services as it allows them to stay informed, report faults, and 

participate in discussions concerning matters in their community. The lack of access to actionable 

information can have a direct impact on the quality of participation and the overall success of 

social accountability. Therefore, challenges such as network issues, high data costs, and language 

barriers18 can hinder effective access to information in Imizamo Yethu.  

 

 
17 City of Cape Town Online Services 

7 City of Cape Town Open Data Portal 
18 According to the City of Cape Town Language Policy, residents can request access to information in their preferred 
language.  
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5.1.2. Accessibility and Usability 

The findings of this study suggest that to some degree there is responsiveness from the City (e.g. 

reference number generated from service requests), transparency (e.g. access to information), 

empowerment of residents and access to resources digitally. ICT in public service delivery can 

empower citizens, improve government responsiveness, effectiveness, efficiency, transparency, 

reduce costs, and increase government capacity (Meydani, 2017; Peixoto & Fox 2016; City of 

Cape Town, n.d; Bhatnagar, 2014). Accessibility and usability play an important role in evaluating 

the effectiveness of ICT in generating local government accountability. Usability refers to how 

easy it is to use a site, while accessibility focuses on how usable a site is for individuals including 

those with disabilities (Youngblood, 2013).  

As shown in Figure 5, the City provides various means to communicate, access information 

and report faults. The ICT channels are widely accessible as residents have different options to 

pick from to report their issues; however, this is limited. For example, the e-service portal can be 

accessed using a desktop or laptop.19 Additionally, Hill (2015) argues that e-governance initiatives 

tend to exclude vulnerable populations, particularly those with limited mobility (elderly, disabled, 

infirm) and low technological capacity (Hill, 2015). In the case of Imizamo Yethu, this is mitigated 

by the accessibility of alternative mechanisms like posting on social media groups, community 

leaders or going to the Ward Councillor’s office. 

The case of Imizamo Yethu suggests that accessibility and usability are prerequisites for 

ensuring effective digital engagement with the City. It highlights that it can determine how 

effectively residents engage in the decision-making process. The case of Imizamo Yethu aligns 

with passive participation which can progress to effective participation. The availability of the ICT 

channels allows residents to act like reporting faults in real-time with ease. This can promote 

engagement, build trust, transparency, and ensure that interactions are structured as per CoCT 

guidelines for enhanced responsiveness. However, the findings suggest that persisting public 

service delivery issues and access to public services leads to limited improvements and slow 

implementation of changes.  

 

 
19 City of Cape Town All Our Online Services  
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5.1.3. Communication between Community and Service Providers 

Effective communication plays a crucial role in ensuring that the services provided by the City 

meet the needs of the residents, enable feedback and build trust to ensure continuous improvement 

of service delivery in the community and ensure accountability. While most South Africans have 

access to the internet using a mobile device (Cape Town Consensus profile, 2023), traditional 

means of communication can still be effective in reaching those without digital access. The 

effectiveness of ICT driven accountability requires multi-channel communication strategies. The 

findings of this study highlight that not all residents have equal access to digital infrastructure; 

therefore, different communication strategies are adopted depending on the preferences of the 

specific community.  

In the case of Imizamo Yethu we see the use of digital and traditional means of 

communication. Technology provides a convenient, cheaper and faster means of communication; 

however, different communities have different needs and preferences (Respondent 10, CoCT 

Public Participation Officer). ICT communication channels should always be used in conjunction 

with traditional means of communication to ensure inclusive access to information and enhance 

public engagement.  Open and effective communication is an essential part of social accountability 

(Malena et al, 2004). Communication strategies need to enhance or encourage engagements from 

citizens.  

In the context of social accountability, communication should be transparent, open, have a 

participatory approach, and should have the goal of informing the public. From an e-participation 

perspective, generating ICT-driven accountability places emphasis on moving communities from 

unawareness to impactful participation, which can only be achieved through inclusive 

communication strategies.  Therefore, to accommodate the different levels of digital literacy and 

access, the City implements various communication strategies to reach more people, ensure 

inclusive participation and overcome the digital divide in Imizamo Yethu. 
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5.2. Active Engagement and Perception of Using ICT 

Active engagement using the ICT channels provided by the CoCT relies on residents seeing them 

as beneficial, trustworthy and facilitates a productive two-way dialogue; however, there are mixed 

perceptions in Imizamo Yethu about the effectiveness of ICT platforms provided by the CoCT.  

 

5.2.1. Active Engagement 

The use of available ICT channels enables residents of Imizamo Yethu to fully exercise their 

rights, and directly and indirectly hold public officials accountable. Social accountability relies on 

active participation of residents to build accountability (Forster et al., 2004), which aligns with the 

fifth stage of the Ladder of E-participation. Therefore, deliberate action and monitoring of public 

service using ICT is important. The use of various ICT channels places the residents of Imizamo 

Yethu at the active participation stage, which aligns with social accountability frameworks. By 

using the fault reporting system, following up using the reference number, and turning to social 

media to expose the persisting issues, joining social media groups, residents of Imizamo Yethu 

are deliberately taking action to demand responsiveness, transparency, and effectiveness from 

local government with regard to public service delivery. Additionally, they have deliberately 

dedicated specific digital spaces (e.g., WhatsApp and Facebook) where they can have better reach 

and have their voice heard to share their grievances. The ICT channels have created a space for 

them to amplify their voices, demand the City to address their grievances effectively, and created 

a feedback loop where residents can feel empowered to participate.  

 

5.2.2. Perceptions 

There are various challenges such as digital infrastructure and negative perceptions that hinder 

widespread engagement and inclusivity. The persisting public service delivery issues in Imizamo 

Yethu can be discouraging to use the available channels and create a perception that they do not 

work, which can impact future implementation digital solutions because trust is broken. According 

to the OECD report (2009), there are two reasons why people do not participate in public service 

design and policymaking: People who are “willing but unable” and people who are “able but 
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unwilling” (p. 4). In the case of Imizamo Yethu, these two kinds of people exist. There are some 

residents who are willing to use the processes the City provides for accessing information and 

reporting faults, but some do not have the necessary infrastructure like access to smartphones, 

network or sometimes airtime to call the call centre (Respondent 5, Community Liaison; 

Respondent 9, CoCT Official; Ahmed & Gilwald, 2020). On the other hand, there are those “able 

but unwilling”. Residents that fall within this category have negative perceptions of ICT, which 

have been shaped by prior negative experiences with the City, lack of trust in the system, and 

frustration over persistent issues using the platforms. This can lead to alternative methods of 

reporting: reporting to leaders or protesting. 

While there have been campaigns to teach people how to report faults, there are some cases 

where the residents report issues directly to the community leaders, community liaisons, and/or 

ward councillor because of the perception that one will get a faster response through these 

channels. This kind of perception can have a negative impact on their willingness to engage an 

effectiveness of ICT initiatives. Some participants see the available ICT channels as convenient 

since there is no municipal office within Imizamo Yethu (Respondent 6, Resident in Imizamo 

Yethu; Respondent 7, Resident in Imizamo Yethu). However, other participants noted that the 

reception they get when using these tools is dependent on whether you pay rates (Respondent 1, 

Community Leader in Imizamo Yethu), who you vote for and your race (Respondent 11, 

Community Leader in Imizamo Yethu). Therefore, such perceptions hinder the success of ICT as 

a social accountability mechanism, widespread engagement using the platforms, and enhance 

reliance on alternative mechanisms for accountability like in-person protesting and reporting to 

community leaders. The perception of ICT as a tool for accountability and empowerment is crucial 

for the success of such initiatives in informal settlements like Imizamo Yethu.  

Regardless, whether the perception of these channels is positive or negative, it is evident 

that residents of Imizamo Yethu will still actively engage with a channel of their preference to 

ensure accountability and influence service improvements. Residents then progress from 

indifference where the access to information does not prompt residents to take action, to effective 

participation where their engagement leads to something actionable. In the case of Imizamo Yethu 

residents progress to effective participation when they are not satisfied with the performance of 

the City e.g., protesting at the circle and disrupting key functioning of the City.   
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5.3. Enabling Environment 

While urban areas enjoy enhanced ICT integration, informal settlements struggle with accessibility 

and infrastructure limitations. Using ICT to enhance local government accountability relies on 

political, legal, social, cultural, economic, and technological factors. These factors have the ability 

to form the first stage of the e-participation ladder (unawareness) to the seventh stage (effective 

participation). Reaching the eight stages of the ladder will require interventions that go beyond the 

use of technology. The following sections will discuss the factors that will enable an environment 

for residents of Imizamo Yethu to hold the local government accountable for public service 

delivery using ICT.  

 

5.3.1. Political and Legal Factors 

Effective use of ICT to enhance local government accountability for public service delivery in 

Imizamo Yethu requires supportive legal and political environments. The South African legal 

frameworks ensure that there is transparency, active engagement and responsiveness from the 

CoCT. This is important in social accountability as it requires residents to be aware of their rights, 

know how the government works, and be aware of opportunities to increase accountability (Shave 

& Mubangizi, 2019).  The case of Imizamo Yethu indicates residents' progression from passive to 

effective participation. The findings suggest that the residents of Imizamo Yethu are aware of their 

rights, the City’s constitutional obligations, and opportunities to get accountability. The various 

ICT initiatives like the SmartCape and Western Cape Smart Township Project is an indication that 

there is political will from the City to improve service delivery and be accountable to the residents 

of Imizamo Yethu. The effectiveness of using ICT for accountability cannot be achieved without 

the political will and resource commitment from the local government.  

 

5.3.2. Social and Economic Factors 

Social and economic challenges such as social conflict and unemployment can limit residents' 

engagement. Two participants reflected that many people are unemployed, so they are not actively 

engaged (Respondent 1, Community Leader in Imizamo Yethu; Respondent 6, Residing in 
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Imizamo Yethu). The participant notes that “most of the time, especially in Imizamo Yethu, people 

are sitting around, not involved or active. They tend to wait for things to come to them, and that’s 

a challenge.” (Respondent 6, Residing in Imizamo Yethu). This is an indication that there may be 

a group of residents still in the stage of unawareness to passive participation. Social accountability 

requires active participation from the community; therefore, initiatives should be focused on 

raising awareness and fostering interest among residents to engage in the matters that affect 

Imizamo Yethu. 

 

5.3.3. Technological Factors 

While ICT can yield great benefits, there are challenges like breach of privacy and lack of digital 

skills (Ahmed & Gillwald, 2020; Briggs, Dobner, Dul, Mariani, & Kishnani, 2018). The effective 

use of ICT in generating local government accountability in public service delivery is hindered by 

factors such as lack of adequate digital infrastructure, low digital literacy, and lack of formal 

mapping that undermined the effective use of ICT in generating local government accountability. 

 

5.3.3.1. Lack of Quality ICT Infrastructure 

The availability and quality of ICT infrastructure necessary for accountable service delivery 

includes access to internet-enabled devices, reliable broadband connectivity, and reliable and 

affordable internet access. ICT can enhance accountability and transparency in service delivery 

(Johnston, 2018, p. 5) by enabling real-time monitoring, open data access, and efficient 

communication between stakeholders (Peixoto & Fox, 2016). Ahmed & Gillwald (2020) highlight 

that the Covid-19 lockdowns revealed the uneven distribution of digital resources, exacerbating 

existing spatial inequalities. Ideally, developing smart townships is aimed towards addressing the 

digital inequality and enhancing urban resilience (Ahmed & Gillwald, 2020). 

         The ICT tools provided by the CoCT are aimed at improving access to information and 

public services to all residents. For instance, the social media platforms are a path to providing 

information, news, alerts and updates (City of Cape Town, 2024). While the City provides various 

ICT tools and platforms, taking advantage of the benefits vary depending on where you live and 

https://uwcscholar.uwc.ac.za/home



81 

level of digital literacy. The internet can be slow in some areas so sometimes one will resort to 

other methods of logging a fault other than the online service (Respondent 5, Community Liaison 

Imizamo Yethu). Residents have the option of calling the toll-free number which could cost about 

R10 but also there is the language challenge (Respondent 1, Community Leader Imizamo Yethu). 

Such challenges can discourage use of ICT channels, which can impact active participation of 

residents. Therefore, addressing these barriers is crucial to the effectiveness of using ICT for 

accountability in service delivery. 

 

5.3.3.2. Digital Literacy 

The effectiveness of using ICT relies on the level of knowledge and skills among citizens and 

government officials utilising ICT tools. The key barriers to ICT adoption in many developing 

countries include lack of support and skills training, unprofessional staff, lack of resources, lack 

of awareness programs, and problems with service quality (Pather & Frans, 2022). Factors such as 

lack of adequate digital infrastructure, low digital literacy, and lack of formal mapping can push 

residents to use alternative methods of communicating their issues. Additionally, digital illiteracy 

may hinder people from using apps, or online portal services effectively (City of Cape Town, n.d; 

Respondent 10); therefore, a call center provides alternatives but takes more time (City of Cape 

Town, n.d; Respondent 1, Community Leader Imizamo Yethu). Grossman, Plata, and Rodden 

(2018) argue that the effectiveness of an ICT platform can be limited by the poor quality and 

specificity of citizen reports and the responses from officials. Therefore, basic computer skills and 

digital literacy programs are important. Therefore, programs such as the SmartCape providing 

digital skills training and the Digital Inclusion Project which aim to provide free public WiFi 

hotspots at city facilities like bus stations, administrative buildings, clinics, and libraries are 

important. The effectiveness of using ICT to enhance local government accountability also relies 

on residents having adequate digital literacy and access to technology.  
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5.3.3.3. Formal Mapping of Service Challenges  

The population of Imizamo Yethu continues to grow. In the 1990s, the area accommodated 430 

families (South African History Online, n.d.) with a population ranging from 15 538 - 33 600 

people (Imizamo Yethu Facebook Page; Statssa, 2011a). Imizamo Yethu has now become 

“congested and overcrowded” (Respondent 11, Community Leader). Locating and pinpointing the 

exact location of the problem in an informal settlement that is not well-mapped on Google Maps 

is a challenge. Respondent 5, Community Liaison of Imizamo Yethu (2023) states: 

 “I would log online, but when it comes to question number 5, it would ask me to locate 

where I am or where the street is. Let's say it's Molokwane Street…Our informal settlements most 

of the time are not even captured in or zoned out on City Maps. When you go to their Google Maps 

on your phone, it doesn't pick up Molokwane Street. Molokwane has been here since 2008.”  

(Respondent 5, Community Liaison of Imizamo Yethu) (See figure 11).  

Such issues can cause frustration but also result in viewing the reporting system as ineffective or 

useless. This can discourage the use of such channels and increase heavy reliance on community 

leaders or elected officials or other alternative methods to report service delivery issues and get 

information.  
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Figure 11: Street Map of Imizamo Yethu, Hout Bay, Cape Town. Area in red indicates the areas with streets not 

captured in Google Maps.  

 

5.4. Effectiveness of Using ICT for Accountability 

The effectiveness of residents' use of ICT to enhance local accountability can be evaluated on key 

indicators such as response time, service delivery outcomes, and accountability mechanisms.  

Response rate and timing is a critical measure of ICT’s effectiveness in generating local 

government accountability for service delivery. The findings of this study revealed a mixture of 

responses; however, it indicates an inconsistent response rate with regards to public service issues. 

The responses from participants indicate that it usually takes the 24hrs to 3 days for the issues 

logged through the formal fault reporting system to be resolved. Whether the response period is 

quick (less than 24hrs) or long (24hrs and more) is dependent on subjective experiences. One 

participant note that he had an electricity issue that was fixed only the following day but felt that 

was a long response time (Respondent 6, Resident of Imizamo Yethu). However, the community 

liaison and one community leader noted that it could take an hour to 48 hours to have the matters 

resolved. These two participants note that they have numbers of the individuals within the CoCT 
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that address specific service delivery issues, so when there is a particular issue, they contact that 

person directly. However, this approach is taken as a follow-up to inaction or lack of 

acknowledgement of the issue.  

While some residents use the formal channels of communication to follow-up on matters 

using their reference number, the direct approach often used by community liaisons and 

community leaders is an indication that these channels are not always effective or responsive. But 

it does also create an informal form of accountability which is common in public service delivery 

(Johnston et al., 2011) and includes rules like trust, credible commitments, and reciprocal 

norms/relationships (Romzek et al., 2009). However, this does undermine empowering individuals 

to use ICT to enhance local government accountability as it creates a perception that these channels 

are only effective when people in leadership push for accountability.  

 

Service delivery outcomes are important in evaluating the effectiveness of using ICT for local 

government accountability because it provides a way to measure performance. The initial indicator 

that is often looked at first is the access to quality public services. The current state of Imizamo 

Yethu is evidence of the municipality's shortcomings in planning and service delivery. Imizamo 

Yethu was initially developed as a transit area while a formal layout was being developed (SA 

History Online, 2023). It was initially intended for 430 families, but it is estimated to have 60,000 

residents (Respondent 6, Resident of Imizamo Yethu). The area experiences persistent service 

delivery issues related to electricity, lack of adequate housing, sanitation, no water, inconsistent 

refuse collection and blocked drains (Respondent 1, Community Leader in Imizamo Yethu; 

Respondent 5, Community Liaison; Respondent 6, Resident of Imizamo Yethu; Respondent 7, 

Resident of Imizamo Yethu; Respondent 8, CoCT Official; and Respondent 11, Community 

Leader in Imizamo Yethu). 

 

Accountability mechanisms range from formal to informal in Imizamo Yethu. The fault reporting 

mechanisms provided by the CoCT serves as a social accountability mechanism. Baez-Camargo 

& Stalh (2016) argue that people are likely to seek individualistic mechanisms for resolving their 

issues thus service delivery benefits the individual household concerns only (Alyliffe et al., 2017). 
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The fault reporting system provided by the City is an individualistic and formal mechanism that 

allows residents to log their complaints and use the reference number to follow up on an issue that 

was reported. This allows the city to track the status of the progress of the request and escalate it, 

if it is urgent. This also enables residents to track progress so that if any issues are unresolved, they 

are able to hold the relevant department accountable. Such a process promotes social 

accountability by empowering residents to monitor service delivery and demand action when the 

city fails to resolve reported issues.  

However, the effective use of ICT in generating government accountability can be hindered 

by alternative mechanisms that have existed before ICT platforms were introduced. One of these 

alternative methods is reliance on local leadership. Some residents would depend on the 

Community Liaison Officer (mostly), Community Leaders, civil society organisation Leaders 

(SANCO) or go to the ward councillor’s office to log issues or report faults (Respondent 1, 

Community Leader Imizamo Yethu; Respondent 8, CoCT Official; Respondent 11, Community 

Leader Imizamo Yethu). Residents sometimes report faults in their WhatsApp Groups or face-to-

face to Community Liaisons, Community Leaders or at Ward Councillor’s Office leader which is 

then logged on the C3 system (Respondent 11, Community Leader;  Respondent 8, CoCT Official; 

Respondent 5, Community Liaison Imizamo Yethu; Respondents 6, Imizamo Yethu Resident; 

Oliva, Digital Diaries).   

One participant expressed that they have observed this heavy dependence on leadership 

even when tools are meant to empower the individual (Respondent 5, Community Liaison in 

Imizamo Yethu). This reliance is motivated by the perception that their requests will be attended 

faster when they let their block leaders handle the request (Respondent 5, Community Liaison in 

Imizamo Yethu; Respondent 6, Resident in Imizamo Yethu; Respondent 7 Resident in Imizamo 

Yethu). 

Another alternative mechanism is social media and protesting. Social media has gained a 

lot of popularity as a tool of activism and shining a light on social issues over the years, especially 

in South Africa. That is no different in Imizamo Yethu. The Hout Bay Facebook Group, which is 

used for sharing information, alerts, and opportunities by residents of the area can be sometimes 

be used as a place of protest whereby residents from Imizamo Yethu would post about the state of 

their service delivery on the Facebook and WhatsApp groups in order to get a response from the 
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City (Respondent 1, Community Leader in Imizamo Yethu; Respondent 6, Resident in Imizamo 

Yethu). However, the posts are not necessarily directed to the City but rather to their predominantly 

white neighbours as they believe that the white residents of Hout Bay can prompt an effective and 

timely response from the City (Respondent 1, Community Leader Imizamo Yethu).  

After residents have logged the request, if a matter is not resolved or continues to persist, 

they can escalate the requests with their reference number they can call the Call Centre (All service 

requests), send an SMS (electricity faults and water faults), email, report online through the service 

requests portal, walk-in centres, or sub council offices. But when issues continue to persist, 

residents start to protest. The idea is to position the protest in areas where it disrupts the “key 

functioning of the city” (Respondent 11, Community Leader Imizamo Yethu). While protests may 

be viewed as the most effective way to get a response from the City, it does sometimes delay the 

resolution of various service requests logged by a week or more (Respondent 8, CoCT Official; 

Resident 7 Resident Imizamo Yethu). 

 

5.5. Conclusion of Chapter 

The findings of this study suggest that Imizamo Yethu residents' use of ICT can be effective in 

generating local government responsiveness in public service delivery; however, to a limited 

degree. The findings suggest that residents' use of ICT for accountability places them at a stage of 

passive participation and can progress to effective participation on the Ladder of E-participation. 

Effectiveness of the ICT for accountability can be hindered by low participation, lack of actionable 

information, and a weak enabling environment. Inadequate service delivery persists in Imizamo 

Yethu with issues like limited access to electricity, water, sanitation, housing, and inconsistent 

refuse collection. This highlights the municipality’s poor planning in anticipating rapid population 

growth.  
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Figure 12: The E-participation Ladder in the Context of Imizamo Yethu 

 

The success of the ICT initiatives relies on residents of Imizamo Yethu not only using the 

tools to communicate and get information but also engaging in the feedback loops and reporting 

of issues. Both formal (fault reporting systems) and informal (community leaders) mechanisms are 

used, but reliance on leaders can undermine the empowerment of individuals. Factors such as lack 

of digital infrastructure, low digital literacy, and reliance on alternative communication methods 

hinder the effective use of ICT for accountability. ICT has the potential to encourage active 

participation from residents by building trust in ICT channels and demonstrating their benefits. 

Any implementation of ICT as a social mechanism in Imizamo Yethu will require the ICT solution 

to be tailored for that specific community to ensure that the tools/channels are user-friendly and 

accessible to all demographic groups, including those with disabilities.  

Underserved areas like Imizamo Yethu require greater investment in reliable and 

affordable internet access. The findings of the study show that there have been digital initiatives 

implemented in the past in Imizamo Yethu; however, they indicate there is a need for greater 

collaboration between the community, civil society and local government. The case of Imizamo 
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Yethu does present an opportunity to view ICT as a social accountability mechanism as we would 

view social audits. However, there needs to be clear and concise messaging on the City’s processes, 

greater community engagement, and access to actionable information such as reports in the 

predominantly spoken language/s in the area are essential for social accountability. Additionally, 

multiple channels of communication (digital and traditional communication strategies) should be 

used to ensure community members are informed and empowered to participate in the planning 

process. 
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Chapter 6: Conclusion 

6. Introduction 

This study explored the effectiveness of using ICT to enhance local government accountability for 

service delivery in Imizamo Yethu. Previous studies assert that technology can play a crucial role 

in improving transparency, participation, accountability, and promote good governance along with 

the benefits and challenges that arise, particularly in developing countries. The studies highlighted 

in this thesis position ICT as a facilitator of achieving a country’s development goals that can 

prompt countries like South Africa to invest millions and implement various policies in order to 

transform how the government operates to improve its efficiency and effectiveness. 

This research is aimed to provide a starting point for thinking about how ICT works, how 

to design ICT initiatives, and how to implement ICT solutions in contexts like Imizamo Yethu. 

Public service delivery is regarded as a crucial way of reducing poverty (Masuku & Jili, 2019). 

Reliable delivery of public services is important in building a connection and trust between citizens 

and government. Therefore, the South African government is constantly looking into and 

implementing strategies to enhance efficiency and effectiveness of public service delivery. The 

“Smart Cities” vision by the CoCT aims to create an inclusive environment where all individuals 

are included in the decision-making process.   

Ahmed & Gilwald (2020) argue that instead of investing large sums in new futuristic cities, 

resources should be directed towards developing digital infrastructure and capabilities in existing 

townships and underserved urban areas. Often literature regards ICT as a facilitator for greater 

accountability in public service delivery to ensure responsible use of resources and that public 

officials are responsible for their actions, but it should be also regarded and designed as a 

mechanism of social accountability as one would view social audits.   

ICT is often prescribed as a solution to some of the public service delivery challenges. 

However, given the persisting public service delivery challenges in Imizamo Yethu, it is important 

to explore how the same ICT initiative can be used effectively as a tool to enhance accountability. 

The use of ICT presents an opportunity to reach a range of residents, ensure better accessibility to 

public services, and improve civic engagement in the informal settlement. Given the CoCT 
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initiatives like the SmartCape program and the increased use of ICT as a result of the Covid-19 

pandemic, it presented an opportunity to understand whether the platforms offered by the City of 

Cape Town actually serves the needs of Imizamo Yethu residents. This research explored whether 

the availability of ICT can be effective in bridging the accountability gap between the residents of 

Imizamo Yethu and the CoCT when trying to address service delivery issues. 

 

6.1. Summary of research findings  

This study used a qualitative approach to achieve its objectives. For this study, eleven people were 

interviewed. This included three community leaders, five officials/officers from the CoCT, two 

heads of households, and one civil society representative. The WhatsApp diaries consisted of five 

participants: four heads of households from Imizamo Yethu and one former resident who is still 

strongly active in community activities and works in the area. The study used three methods: 

document analysis, semi-structured interviews, and WhatsApp diaries. Triangulation was achieved 

by comparing and validating the key themes across the data sources. For instance, interview 

responses were cross-references with WhatsApp diary entries to verify consistency between the 

experiences. These sources were compared against or used to complement what came out of the 

document analysis. This approach helped strengthen the validity of the study by confirming and 

contrasting different data sources and identifying areas where participant experience differed from 

the formal procedures. Overall, this research explored the linkage between public service delivery, 

information and communication technology for service delivery and public participation.  

This study incorporated social accountability and the Ladder of E-participation as an 

analytical framework. Combining these two frameworks aimed to provide a better understanding 

of the levels of participation within Imizamo Yethu and to what extent ICT enabled the residents' 

participation. Additionally, it helped examine how residents engage with the available ICT tools. 

This helped to show that not all residents had equal access or the same level of digital literacy or 

willingness to engage using ICT. Overall, the analytical framework helped better evaluate the 

factors necessary in assessing the effectiveness of using ICT for accountability. 

 To answer the primary objective of this research, it was important to first address the 

secondary objectives. This study first sought to understand what ICT channels the CoCT offers its 
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residents. This study discovered that there are a number of ICT channels offered by the City of 

Cape for various purposes. Central to social accountability and the Ladder of E-participation, some 

channels available were central to ensuring access to information. The City website, social media 

pages, and traditional means of communication like radio, printed flyers, and loud hailing are 

important in that residents receive information about what the City is doing and what its processes 

are, e.g., reporting a fault.  

 Another secondary objective of this study was to understand how residents of Imizamo 

Yethu used the available ICT channels offered by the CoCT. The findings suggest that residents 

used the available ICT channels to access information, communicate and a form of activism to get 

some form of response from the City about the persisting service delivery issues. The last 

secondary objective was to understand what environment was necessary for ICT-enabled 

accountable service delivery in the context of informal settlement. What can be learnt from the 

case of Imizamo Yethu is that if there is unequal and uneven access to public services there is a 

high likelihood that there will be unequal access to digital infrastructure and low digital literacy to 

use the available ICT platforms.  

 Based on the findings from the secondary objectives, what can be learnt from the case of 

Imizamo Yethu is that ICT can be effective in generating local government accountability for 

public service delivery, but they are effective only to a limited extent. The findings of this study 

indicates that the use of ICT provides various tools that residents can use for accountability. The 

first instance is the use of the reference number generated from the fault report. It provides 

residents with tangible evidence of their engagement, and it allows them to track and monitor 

public service issues. Additionally, digital platforms like social media (i.e. WhatsApp and 

Facebook groups) provide a digital space to raise awareness of the persisting issues within their 

community, and it also strengthens their ability to hold the City and even public officers 

accountable. Digital platforms can be a vital accountability tool to get prompt response and 

acknowledgment of the persisting issues in Imizamo Yethu.  

When these efforts do not work, often protesting is the alternative method used to reinforce 

responsiveness and transparency in public service delivery in the community, which can 

undermine any ICT initiatives in the area and create a negative perception of using ICT and 

reinforce that the only method that works is protesting. The case of Imizamo Yethu is an indication 
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that ICT can be used to reinforce responsiveness and transparency in public service delivery, but 

it has limitations. Additionally, the effectiveness of ICTs is hindered by additional concerns such 

as language challenges, heavy reliance on leaders; accessibility of various platforms; and lack of 

adequate and quality ICT infrastructure. 

  

6.2. Contribution of research to literature   

Despite the growing use of ICT, there is limited knowledge on the effectiveness of it generating 

local government accountability for service delivery in informal settlements. Therefore, the aim of 

this study was to investigate how effective is residents' use of ICT in generating local government 

accountability for service delivery, with a focus on informal settlements. This research study aimed 

to provide insights into the factors that affect the effectiveness of ICT in promoting accountability 

and how they could be addressed. Additionally, it aimed to contribute to a body of literature on 

the intersection of ICT, social accountability, active citizen participation and public service 

delivery in communities like Imizamo Yethu. 

 

6.3. Limitations of the study  

This qualitative case study on the effect of ICT on accountable service delivery in the informal 

settlement of Imizamo Yethu has some limitations. This study has chosen Imizamo Yethu, an 

informal settlement as a case study, therefore, the findings may not be generalizable to other 

communities in South Africa. However, it can be replicated to study other similar communities. 

Additionally, using the same research methodology the same study can be done to compare two 

similar communities.  The sample may not be representative of the broader population of Imizamo 

Yethu because there is bias towards individuals who have access to and use ICT platforms 

provided by the CoCT. It’s beyond the scope of this study to investigate horizontal accountability. 

In the interest of getting a holistic account of the effectiveness of ICT on accountable services 

delivery, this study would recommend further investigation into the role of ICT in generating 

effective horizontal accountability. 
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6.4. Final conclusion 

Chapter 1 of this paper provided the background, literature and context of this study. The chapter 

highlights the context of the case study noting the history of public service delivery challenges in 

South Africa, CoCT’s investment in ICT, Informal Settlement of Imizamo Yethu and the 

establishing a connection between ICT and accountability. It formally presented the research 

problem, aims and questions of this thesis. Secondly, Chapter 2 provides the conceptual 

frameworks that were used to analyse the findings of this study. It links concepts like governance, 

transparency, public participation and trust. The chapter outlines how the E-Participation Ladder 

theory adapted by Bernhard Krabina from Arnstein's “Ladder of Citizen Participation” and social 

accountability were integrated. Chapter 3 outlined the research strategy used to answer the research 

questions and achieve the research aims of this study. It highlights that a qualitative research 

approach using instrumental case study focusing on Imizamo Yethu, and ICT platforms as units 

of analysis. It highlights that semi-structured interviews, WhatsApp diaries and document analysis 

were used to collect and triangulate data. Additionally, Chapter 4 provided the findings that 

emerged from using the methodology outlined in chapter 3. The chapter directly addresses the 

secondary questions of this research study by listing the available ICT channels offered by the 

CoCT, described how residents use these channels for information sharing, fault reporting, and 

communication. Additionally, it outlined the conditions required for the use of the available 

channels. Lastly, Chapter 5 provided an interpretation of the findings using the analytical 

framework outlined in chapter 2 of this thesis. It discussed accountability in relation to usability, 

access, communication, user engagement and enabling environment to establish the like between 

ICT and service delivery. Moreover, the chapter evaluated residents’ participation based on the E-

Ladder of Participation. It also assessed the political, legal, economic and technological factors 

required to ensure the use of ICT for accountability. Based on this, Chapter 5 ended with a 

discussion addressing the primary research question on the effectiveness of using ICT for 

accountability in the context of the case study looking at outcomes like service delivery and 

response time. It concludes that the effectiveness is limited.  

The case of Imizamo Yethu indicates that ICT has the potential to enhance accountable 

governance, especially in informal settlements. But it requires certain conditions to be met such as 

purposeful and participatory design of ICT initiatives, political will, each party acknowledging 
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their role, trust, and strong digital infrastructure. This case has demonstrated that with the right 

enabling environment residents can progress from passive participation to effective participation.  

In the case of Imizamo Yethu, those who report faults and share information about what is 

happening in the community, how the City works and sharing opportunities may not always know 

whether they are implicitly participating. However, the findings do not indicate that is the case. 

What is evident is the active participation (e.g. reporting faults or joining discussions on social 

media) of residents in matters that affect them. It is at this stage that the residents of Imizamo 

Yethu are engaged in a two-way communication with public officials or the City (they use official 

digital platforms to respond to the issues). The residents' engagement using ICT progresses to 

effective participation when they opt to protest. The progression from each stage of the ladder of 

e-participation indicates a transition from just being informed about what is happening to actively 

shaping outcomes. The case of Imizamo Yethu demonstrates that ICT can be used to strengthen 

social accountability through active participation, but it requires access to information, 

transparency, responsiveness from the city, and willingness from the community to use the 

available ICT tools. Additionally, it shows that the effectiveness relies on trust and frequent 

interaction between different stakeholders. 

The findings of this study indicates that ICT provides various tools that residents can use 

for accountability. The first instance is the use of the reference number generated from the fault 

report. It provides residents with tangible evidence of their engagement, but it allows them to track 

and monitor public service issues. Additionally, digital platforms like social media (i.e. WhatsApp 

and Facebook groups) provide a digital space to raise awareness of the persisting issues within 

their community, but it also strengthens their ability to hold the City and even public officers 

accountable. Digital platforms can be a vital accountability tool to get prompt response and 

acknowledgment of the persisting issues in Imizamo Yethu. When these efforts do not work, often 

protesting is the alternative method used to reinforce responsiveness and transparency in public 

service delivery in the community, which can undermine any ICT initiatives in the area and create 

a negative perception of using ICT and reinforce that the only method that works is protesting. The 

case of Imizamo Yethu is an indication that ICT can be used to reinforce responsiveness and 

transparency in public service delivery, but that structural conditions need to support this for it to 

work effectively. 
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