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ABSTRACT

Governments the world over are increasingly implementing e-government systems as part of public sector 
reforms to enhance good governance and service delivery. This chapter reviews successful e-government 
projects in South Africa. E-governance is seen as a panacea to country’s several challenges of service 
delivery, poverty, inequality, democracy, respect for human rights, and corruption. The South African 
government understands the urgency of addressing poverty and improving service delivery to majority 
of citizens who were marginalized during white majority rule. Most of South Africa’s black majority, for 
example, lives in poverty compared to their white counterparts. To address these imbalances projects are 
guided by the principle of public service for all under the brand Batho Pele (meaning people first). Some 
e-government projects in South Africa have borne fruits; they empowered people to overcome develop-
ment obstacles, have helped fight poverty and uplift the socio-economic and living standards of citizens. 
The challenges facing the e-government projects include high costs of broadband access, diversity of 
languages that need to be converted to the language of the Internet, red tape and bureaucratic system, 
as well as financial sustainability and the use of top down design approaches in projects with little or 
no initial user involvement.
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INTRODUCTION

E-government is the use of information and com-
munication technologies (ICTs) to improve the 
activities of public sector organizations (Heeks, 
2002). It is aimed at enabling public administra-
tion to optimize its internal and external func-
tions, facilitate social governance processes 
or objectives, such as information for political 
participation, consultation and consensus-seeking 
among governments, public servants, politicians 
and citizens (Sheridan and Riley, 2006). On the 
other hand, the term e-governance, is simply not a 
noun of e-government, but is used to describe an 
advanced form of e-government where instead of 
citizens being merely the recipient of government 
services, there is some engagement between the 
government and its people (Sheridan and Riley, 
2006). Whether one uses the term e-government 
or e-governance as some people do, the focus 
is on enhancing service delivery by simplifying 
bureaucratic procedures, promoting efficiency, 
facilitating transparency, improving information 
sharing, innovation of service, and greater citizen 
empowerment.

There are different levels of government. 
Government-to-Citizens (G2C) is a form of 
government that includes all the interactions 
between a government and its citizens that can 
take place electronically with the aim of offering 
citizens faster, more responsive, more convenient 
and less complicated means to public services. 
Government-to-Business (G2B) refers to e-com-
merce in which government sells to businesses or 
provides them with services, as well as businesses 
selling products and services to government. 
The objective of G2B is to enable businesses to 
interact, transact and communicate with govern-
ment online, with greater speed and convenience. 
Government-to-Employees (G2E) includes ac-
tivities and services between government units 
and their employees aimed at developing and 
cultivating IT capabilities among government 
employees to deliver efficient and cost-effective 

services. Finally, Government-to-Government 
(G2G) interaction refers to activities between 
government ministries and/or departments. G2G 
may also involve government dealing with gov-
ernments in other jurisdictions (Abissath, 2007).

Governments the world over, are increasingly 
implementing e-government systems as part of 
public sector reforms aimed at enhancing good 
governance and service delivery. Traditional-
based government systems are characterized 
by transactions that involve manual physical 
filing systems which are burdened by enormous 
movements of correspondence, duplication of 
files, wastage of paper, difficulty in accessing 
information in files, and loss of data and general 
inefficiency of operations. Through e-government, 
governments want to provide efficient service 
delivery by integrating services and reduction of 
red-tape. Beck, Wigand and König (2003) observe 
that governments are implementing e-government 
systems, to obtain efficiency gains, improve ser-
vice delivery to citizens and force governments 
to become more transparent and accountable in 
the way they carry out their businesses. Holmes 
(2001) adds that the purpose of e-government is to 
realize delivery of public services in a much more 
convenient, customer-oriented, cost-effective, and 
better way. E-government is also aimed at cutting 
costs, meeting citizen expectations and facilitating 
economic development. E-government systems 
also aim to bring about electronic delivery of 
high-quality and easily accessible administrative 
services to citizens and business.

However, implementation of e-government is 
not without challenges especially in developing 
countries. Gerhan & Mutula (2005) in a study 
of bandwidths problems in Botswana found that 
shortage of computers and poor connectivity 
were major factors hampering effective access. 
Lenhart, Horrigan, Rainie, Allen, Boyce, Madden, 
& O’Grady (2003) commenting on challenges of 
bridging the digital divide noted that not all “have 
nots” necessarily want to be “haves” and neither 
do they view engagement in ICTs as a positive 
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