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Abstract

The establishment of an effective citizen-centrigblft service system is an iterative process réugir
investment in the appropriate e-government techgiesoand cultural change and transformation. Tésearch
evaluates the effectiveness of the process foretablishment of a citizen-centric public servigestem.
Conceptual analysis as a qualitative research igagbrwas used to critically synthesize and triaagutheories
for a citizen-centric public service system witle findings of the empirical studies on the impletaton of a
citizen-centric public service in South Africa. Bings indicated South Africa to have made signiftcstrides
by adopting relevant policies, legislations anchtestogical frameworks to enhance the use of mosieth as
one-stop- shop and walk-in centres. However, furdmalysis highlighted the initiatives to establisheffective
citizen-centric public service is still inhibitedy bineffective seamless integration and synchroitrabf
activities between different government departmeants units in different geographical regions. Besithternet
connectivity and affordability of telecommunicationsts in the rural areas, other challenges waradfdo be
linked to lack of change and transformation of tirganisational cultural practices. In the light tbiese
challenges, we suggested a strategic framework asigphg among others investment in the appropgate
government technologies and change and transfaymafi the organisational cultural practices as péarthe
critical strategies for enhancing the successtialbéishment of a citizen-centric public service.
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1. INTRODUCTION

A citizen-centric public service enhances seamlatesgration and synchronisation of activities irffetient
government departments (Sharma, Guttoo & Ogra 3)1Zhis amplifies the overall level of efficienand
effectiveness of governmental operations (Sharnah 2014:8). Citizen-centricity also edifies cost amaistes’
minimisation, and subsequently a government demants) accurate responsiveness to the constantiygatg
and complex citizens’ needs and expectations (Vin@914:2; Howard 2014). Conventional theories lo@ t
strategies for public efficiency highlight a citizeentric public sector system to connote a managém
philosophy that facilitates effective responsivene$ public sector organisations to the increagiragimplex
and changing needs of the population (Abdalla, KaraKiragu & Adhiambo 2015:102; Tibco 2015:4). In
addition to the necessary cultural and structunahge and transformation, the overall effectiverdésscitizen-
centric public service is also leveraged by theliapfion of e-government technological platformslsias
VSAT, MAP, HAP and WIMAX (Maumbe & Owei 2011:8). Afar as the South African public service is
concerned, empirical facts indicate significantidets have made through the adoption of relevanicyol
legislative and technological frameworks. All themee reflected in the promulgation of the “BathdePe
principles, and legislations such as the Electrdd@mmunications and Transactions Act No. 25 of 2002
Electronics Communications Act No 36 of 2005, Inglegient Communication Authority of South Africa
(ICASA) No. 13 of 2000, and Sentech Act No. 63 89& (Mkhize 2014; Mkhize 2015:1).

Despite the establishment of e-government anddbet@n of citizen-centric models like the one-stop
shop models in the Western Cape Province (Westaqme GGovernment 2012:19), studies indicate that the
creation of an effective citizen-centric public\see is still inhibited by difficulties to seamlesstegrate and
synchronise activities in government departments wmits in different geographical regions (Mutulal3:59;
Mpinganjira 2014:129). Other authors highlight ¢&adies to be linked to internet connectivity anidrafability
of telecommunication costs in the rural areas, lac# of change and transformation of the existingucal
practices to support the use of e-government aschnique for enhancing a citizen-centric publicvieer
(Kaisara & Pather 2009:12Maksym & Shah 2010)5 Several studies have evaluated the effectiveaktise
process for the implementation of e-governmentantl Africa (Citizen Service Transformation-SCT 2(H,
Misra 2010:78). However, only a few studies exanthme linkage between e-government and the creafian
citizen-centric public service (Froehlich 2008:1alunbe & Owei 2011:8). This research therefore uaéles a
holistic analysis of the strategies used for crepth citizen-centric public service in South Afrisa as to
identify the major inhibitors and the strategic eztial framework that can be suggested.
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2. LITERATURE REVIEW

The fundamental motive of a citizen-centric pulsictor is the enhancement of the provision of putrvices
to the citizens in as efficient and effective manae possible (Abdalla et. 2015:102; Tibco 2015:4). The
increasing embracement of a citizen-centric managemhilosophy is linked to the increasing awarereasd
expectations of the citizens of their rights to essc quality public services (Abdalla @t 2015:102; Tibco
2015:4). Besides budgetary constraints that insiglae need for resource optimisation, the impétusthe
increasing embracement of citizen-centric managéenmilosophy is also explained by the increasing
competition in the global business sphere (Shartral. 2014:8). The improvement of the efficiency of the
governmental operations as a result of the adomia citizen-centric public service edifies impeovent in a
country’s investment environment and conditionghereby spur attractiveness of a country as a fadel
investment destination (Vincent 2014:2; Howard 2013everal authors postulate different models for t
establishment of a citizen-centric public servigstem (Hong & Silvana 2008:114; Optus 20153 ndeep,
Seng & Wu 2015:438)However, it is widely apparent that most of thehars share similar views with the
articulation in the one-stop-shop model (Abdallaalet2015:102; Misra & Make 2010:78; O'Neill 2009:751;
Tibco 2015:4). One-stop-shop is a service delivandel that emphasizes the importance of placingetis at
the centre of planning and implementation of sendelivery strategies (Tibco 2015:4). It requirbsrough
analysis of citizens’ needs, and the prevalentrobable factors that may affect effective meetihguch needs
(Tibco 2015:4). The main motive of a one-stop-shuiizen-centric service delivery model is to impeov
citizens’ experience in the journey of consumindlfuservices (Tibco 2015:4). In the context of tlgstration

in Figure 1, this is often attained by integratsgyen critical elements in the planning and impletaiton of
service delivery strategies (Abdallaadt2015:102; Misra & Make 2010:78; O'Neill 2009:791hco 2015:4).
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Figure 1. Seven elements of one-stop-shop model for anteféecitizen-centric public service
Source: As derived from the interpretation of the modets tbe implementation of a citizen-centric public
service system (Abdalla at. 2015:102; Misra & Make 2010:78; O'Neill 2009:791hco 2015:4).
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These seven critical elements encompass; speeagemgnt, responsiveness, value, integration, choice
and experience (Citizen Service Transformation-SEIIL1:5; Misra & Make 2010:78). Speed involves
shortening the lead time which is the time lag leetwthe time that the citizen seeks for the pu#iwvice and
the time that it is delivered(Citizen Service Tifansation-SCT 2011:5; Misra & Make 2010:78). Engagat
deals with involvement and consultation of citizéasensure that the quality of the delivered pubkkcvices
perfectly match the needs and expectations ofitlzes (Citizen Service Transformation-SCT 201 Misra &
Make 2010:78). Responsiveness not only amplifieedpbut also the extent to which the providedisesv
accurately reflects the needs and concerns of dpailgtion (O'Neill 2009:751). Value requires adoptiof
strategies to ensure that processes and operatiogthlods in public sector organisations are drikgnthe
motive to achieve enormous positive outcomes anefiie for the citizens (Optus 2015:6). Whereasgration
involves the seamless integration of different gowe@ent departments and units to enhance effectsgeaad
efficiency of service delivery, choice emphasisks heed for the establishment of a multichannelicer
delivery system (Optus 2015:6). This reduces thd téme, anxiety associated with waiting and in@miences
(Optus 2015:6). All these influence improvementcitizens’ overall experience of the consumptiorpablic
services. Other scholars nonetheless highlight réeqpee to be predicted by the display of approprétitudes
by front office staffs and the overall functionglitf the technology (Hong & Silvana 2008:1Bkandeep edl.
2015:438) Although theories indicate that the establishnwdren effective citizen-centric public service t®ya
is an iterative integrative process requiring thplization of a number of strategies (Hong & Silae2008:114;
Optus 2015:6Sandeep edl. 2015:438) the process for the implementation of a citizentdc public service
system in South Africa seems to have only focusedth® establishment of relevant policy, legislative
technological and structural measures (Maumbe & iOR041:8; Mpinganjira 2014:129; Mutula 2013:59;
Western Cape Government 2012:19). Such approadbrdgnthe importance of undertaking the necessary
methodological and organisational cultural change teansformation of how activities must be accast@d in
the newly established citizen-centric public sesvéystem (Citizen Service Transformation-SCT 201Wsra
2010:78). It is such limitations that motivate thésearch.

3. PROBLEM INVESTIGATED

Reliance on policy, legislative and technologiceanieworks without the use of strategies such as the
establishment of multichannel service delivery eystand transformation of the organisational cultumét the
extent to which the South African public servicalide to create an effective citizen-centric system

4. PURPOSE OF THE RESEARCH

The main purpose of this research is to evaluateeffectiveness of the strategies used for creaticgizen-
centric public service in South Africa so as toniiy the major inhibitors and the strategic rena¢diamework
that can be suggested.

5.METHODOLOGY
This study uses conceptual analysis, and spedifiGl meta-synthesis as a principle qualitative aeste
technique (Blanchette 2012:5; Boghossian 2011:4B8. process for the accomplishment of a meta-sgith
was guided by three critical research questions:
« How effective are the strategies used for the éstabhent of a citizen-centric public service system
South Africa?
*  What are the inhibitors of the effectiveness ofdtrategies used for the establishment of a citizen
centric public service system in South Africa?
* Which strategic framework can be recommended fpraving the effectiveness of the process for
establishing a citizen-centric public service iuBoAfrica?
In a bid to seek answers to these research questiometa-synthesis of different theories and peropirical
studies were undertaken using four main steps:
« Evaluation of theories and models for creating féectve citizen-centric public service
< Analysis of the findings of empirical studies ara/grnment documents and legislations for creating a
effective citizen-centric public service in Soutfriéa
e Triangulation of the theoretical with empiricaldiimgs to identify the major inhibitors and strategi
framework that can be suggested.
The details of the results of meta-synthesis afre@sented in the next section.

6. FINDINGS

The findings are presented and analysed accorditigetfollowing two sections:
* Theories: implementation of a citizen-centric palsiervice
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* Theories: implementation of a citizen-centric palslervice in South Africa
The details are as follows.

6.1 THEORIES: IMPLEMENTATION OF A CITIZEN-CENTRIC PUBLIC SERVICE
The analysis of theories on the critical strated@sthe implementation of a citizen-centric pubdiervice is
accomplished according to two sections:

e Strategies for effective citizen-centric public\see

e Citizen-centricity as a change and transformatignatess
The details of the analysis are as follows.
6.1.1 Strategiesfor effective citizen-centric public service
Theoretical analysis indicate the critical stragsgthat influence effectiveness of a citizen-censiystem to
include listening to voice of citizens, reductioihsdos, multi-channel service delivery, continuaogprovement
using citizens’ feedback and setting a citizen«enservice standards (Hewlette Packard 2015:3; &PM
2011:19; Kwandayi & lkobe 2013:9; Leon, SimmondsRoman 2012:6; Makanyeza, Kwandayi & lkobe
2013:9).

» Citizens’ Voice
Voice of citizens involves encouraging informal aftdmal interactions between citizens and publict@e
staffs, and free flow of information from publicfigfals to the citizens and vice-versa (Makanyetaale
2013:9). In addition to segmentation of citizensading to different categories, it also requirbe tuse of
measures such as frequent surveys, focus groupsdisois, and the establishment of the physicalcaide
suggestion boxes (Makanyezaakt2013:9). This enables public sector officials talerstand the needs of the
citizens and map processes, methods and systenmseffeice delivery along such needs (Hewlette Packar
2015:3). The use of these techniques also inflietioe identification of areas of challenges andrémedial
and improvement strategies that can be adopted |@ttewwackard 2015:3). The other values of theevoicthe
citizens are often reflected in the enhancemenhfidentification of citizens’ touchpoints (HewttetPackard
2015:3). This amplifies the identification of thgadegies that can be used to improve the oveitidleos’
experience about the consumption of public servittmwlette Packard 2015:3). Unfortunately, othethars
note that unless the application of the techniguethe concept of voice of citizens is accompantgdthe
adoption of the structures that reduces silospitsrall positive implications on the improvement safrvice
delivery may tend to be only minimal(Hong & Silva2@08:114; Optus 2015:&andeep ail. 2015:438)

e Integration
In most cases, the adoption of a citizen-centrira@ch has not been accompanied by the revieweodtisting
structures to enhance greater integration and sgnidation of activities across different governten
departments (Hong & Silvana 2008:117his leads to disintegrated and silo-based sirastthat limit cross-
collaboration, information sharing and exchangspuece sharing between different government deegntisn
and units (Hong & Silvana 2008:114All these affect the quality of public servicd=or the adoption of a
citizen-centric approach to influence improvemeanseérvice delivery, seamless integration of adéigitacross
different government departments is a prerequif@ptus 2015:% Seamless integration of activities and
elimination of silos influences reduction in duplion of tasks, cost reductions and improvemembof/enience
that citizens undergo in the consumption of difféngublic services§andeep edl. 2015:438)
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Figure 2: Strategies for effective contemporary citizen-dergublic service

Source: As derived from the interpretation of differenethies on the strategies for the establishment of a
citizen-centric public service system (Hewlette iRad 2015:3; KPMG 2011:19; Kwandayi & Ikobe 2013:9;
Leon etal. 2012:6; Makanyeza at. 2013:9).

However, other theories indicate that unless acewrep by additional four strategies, it can turn
difficult for public sector managers to create arskessly integrated governmental system (KPMG 20H;1:
Kwandayi & Ikobe 2013:9; Leon et. 2012:6). These four strategies include providirgiple leadership at the
strategic level, and ensuring that the essencecifeating a seamlessly integrated government system
common goal in all government departments (KPMG12D9). Besides focusing on improving the front efd
public service delivery, the other strategy requieasuring that enable policy, legal and regulat@sneworks
are put in place (KPMG 2011:19). With a seamles=girated public service system, it becomes easigyublic
sector managers to develop a multichannel serategface.
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e Multichannel
Multichannel service interface refers to an intégnlasystem that facilitates the provision of thmeaervices to
different citizens in different locations and tirtieeon etal. 2012:6; Makanyeza et. 2013:9). This contributes
to the elimination of inconveniences and the oveaitikzens’ satisfaction with the provided servidégon etal.
2012:6; Makanyeza etl. 2013:9). Multichannel service interface involves use of service delivery methods
such as e-mails, telephones, face-to-face, onlomtals and self-service, mobile services, SMS,das kiosks
(Leon etal. 2012:6; Makanyeza efl. 2013:9). All these influence improvement in theeg and efficiency of
the process of service delivery as well as its alesost effectiveness (Hong & Silvana 2008:114heT
drawbacks of multichannel service interface are dw@w often latent in the risks that in the rematlages,
there could be challenges of accessing interndtitias (Hong & Silvana 2008:114). Although SMS and
cellphones can be used, the high rate of illiteiadye rural areas may also affect the abilityhaf population to
effectively use the entire multichannel serviceeifdce (Hong & Silvana 2008:114). For multichansetvice
interface to be widely embraced by the populatiba,ability of the staffs to respond as speedilg afiiciently
as possible to enquiries and the services sougtitebgitizens is a prerequisite (Hong & Silvana2Q0Q4).

* Feedback
Citizens’ feedback is an iterative process of engagith the citizens who have undergone the expee of
accessing public serviceSgndeep etl. 2015:438. It facilitates the understanding of citizens'rgeptions of
services, and the identification of the areas ehgits and the relevant improvement strategies cdmatbe
adopted $andeep ail. 2015:438. Their development of the appropriate citizemEdback influence continuous
learning and improvement that render it possibtetie public sector organisations to develop erotlbervices
(Sandeep etl. 2015:438. The critical techniques that can be used to awgrcitizens’ feedback include
digitisation of the process of service delivery gass to enable ease of rating services after theuoaption
(Hewlette Packard 2015:3). The other techniquekidlec the suggestion box, providing e-mails and-frek
telephone numbers through which citizens can egptlesir concerns, and seminars or workshops wigh th
communities to evaluate the effectiveness of thecess for the implementation of a particular goxernt
programme (Kwandayi & Ikobe 2013:9). As such medras are being undertaken, public sector managers ¢
also use indirect techniques involving the evabraind monitoring of trends of complaints and medjgorts in
order to identify the common areas of challengesdKdayi & Ikobe 2013:9). Some authors note thoungi it
is not the techniques that influence the technicqufesitizens’ feedback, but the extent to whichzeits are
aware of their rights to provide the necessarybaells whether negatively or by way of complemeAtgHer,
Onishi & Kidokoro 2007:38; Farelo & Morris 2006:4)his must also be accompanied by the developnfeat o
proactive strategy to enhance effective managenfenitizens’ feedbacks.

e Standards
Clear standards on citizen-centric service starddaedhance effectiveness of citizen-centricity ire th
contemporary public sector organisatighkaksym & Shah 2010:13)he critical areas that standards can be set
for measuring effectiveness of citizen-centric dids include speed, responsiveness, efficiency thad
attitudes and behaviours of staffslaksym & Shah 2010:13)This must be accompanied by developing
indicators on the key areas of importance thatuihelgovernance, costs, complaints, the numbertiakos
accessing the services, the kinds of services canymemanded and why that particular kind of se¥sic
(Maksym & Shah 2010:130ptus 2015:6 Other critical areas require the development exthihological
standards that can be used to ensure that thesawiivery processes are accomplished more efédgt{Optus
2015:6). The development of clear standards ometitcentric services enhances effectiveness of torong
and evaluation, and the identification of majorilrtors and the improvement measures that can bpted
(Optus 2015:6). Most authors however argue thatatieption of a citizen-centric management approach
requires the undertaking of significant change tadsformation in the structures and modes of djperaf the
contemporary public sector organisations (Bourgo@07219; Marson 2014:16; OECD 2009:26;
PricewaterHouse-PwC. 2013:6; United Nation DevelepnProgramme-UNDP 2013:9).
6.1.2  Citizen-centricity asa change and transfor mational process
In the citizen-centric operating models discussgdnbst authors, the implementation of a citizentgempublic
sector organisation is however treated as a tremsfiional process (United Nation Development Progna-
UNDP 2013:9). This implies public sector managersstrundertake the necessary structural reformst€dni
Nation Development Programme-UNDP 2013:9). Theicalitsteps highlighted by various theories in the
required change and transformational process iechethoving the inefficiency and inconsistency asrtie
value chain, and migrating high volume transacfionteractions to self-service platforms (Bourgdd0Z:19;
Marson 2014:16; OECD 2009:26; PricewaterHouse-PWC33%5; United Nation Development Programme-
UNDP 2013:9). This is often followed by the ratitisation of inefficient face-to-face access poirasd
improvement customer experience (Bourgon 2007:1Bg. inhibitors of such a process are however lintced
the fact that it ignores the essence of structgfrms and change of organisational culture atithdés and
behaviours of the employees (Bourgon 2007:19). Sincitations seem to have been addressed in thesimod
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adopted by the Austrian and New Zealand publicisesvfor the implementation of a citizen-centridbfi
service. In the model titled: “Embedding and susigj change while transforming the public sector
organisations”, ten critical steps are outlined fmdertaking change and transformation associaiéu the
implementation of a citizen-centric system (Mar2®14:16). These ten steps include creating a vammhclear
strategy for the implementation of a citizen-canfiystem, and communication of why the adoptioa ottizen
centric system is critical for improving the qualibnd efficiency of the process for delivering pabl
services(Marson 2014:16). This is followed by dr@ata coherent collaboration with all the key staiders
(citizens, staffs, media and the civil society arigations) of change, and effective leadership @mmitment
among all the managers and employees(Marson 201445 change is being implemented, the fifth step
requires the management to use the initial sucsemsenotivate employees to undertake further chearge
transformation (Marson 2014:16). This must be aquamed by frequent monitoring and evaluation toniig
and eliminate inhibitors and subsequently constdidéghe improvements attained (Marson 2014:16;
PricewaterHouse-PwC. 2013:6). Other steps involugavering of staff with the necessary skills and
competencies, transforming systems, processes altgrec to be supportive of change, encouragement of
innovation and new approaches by investing in {h@r@priate technologies, and ensuring the sustaiityabf

the adopted citizen-centric approach (Marson 20)4:1

6.2IMPLEMENTATION OF A CITIZEN-CENTRIC PUBLIC SERVICE IN SOUTH AFRICA
The policy foundation for the entrenchment of ttenaept of citizen-centricity in the contemporaryugo
African public service is traceable to the Promtitgaof the “Batho Pele” principles in the 1999 WhPaper
(Farelo & Morris 2006). The phrase “Batho Pele” mea‘people first”. It requires the design and
implementation of different government programmesé guided by the evolution of the views, needs an
concerns of citizens (Mkhize 2014; Mkhize 20151h)the “Batho Pele” principles, citizen-centricityfostered
by encouraging greater degree of citizens’ involeatrand consultation during the planning and imgletation
of different government programmes (Farelo & Mqr@806). Since technology has turned into a ctifiaetor
for the implementation of a citizen-centric pubservice, later events involved the promulgatiordidferent
legislations to integrate the use of informatiosteyns to enhance the overall effectiveness ofizenicentric
public service in South Africa (Mkhize 2014; Mkhi2015:1; SAP 2014:4). Some of these legislationkided
the Electronic Communications and TransactionsMxt25 of 2002, Electronics Communications Act Nod3
2005, Independent Communication Authority of Sosffica (ICASA) No. 13 of 2000, and Sentech Act N@.
of 1996 (Mkhize 2014; Mkhize 2015:1). The promuigatof these legislations was also followed by the
establishment of the State Information Technologercy (SITA)(Department of Communications 2005:11)
Some of the positive effects of the use of infoioratechnology have been latent in the establistiroéme-
government services encompassing e-heath, e-edocag-transport and e-home affairs (Western Cape
Government 2012:14). Technology enhanced the ingmewnt of the level of government-to-citizen,
government-to-employees, government-to-governnart,government-to-businesses’ interactiidspartment
of Communications 2005:11)Trends in the Western Cape indicate, technolotgo dnfluenced the
implementation of one-stop-shop model and multiclkhmodel encompassing e-mails, use of social neutia
sms (Western Cape Government 2012:14). Despitéfisemt strides towards the minimisation of opevatl
costs, improvement of efficiency and the overdizens’ experience, a meta-synthesis of prior eicgdifacts
imply that there are still challenges underminifig tcreation of an effective citizen-centric puldiervice
(Mutula 2013:59).

* Integration
In terms of the establishment of e-government tilifate the creation of a citizen-centric publiengce in
South Africa, the positive results have been rédigdn the establishment of a gateway projectauppsrt the
improvement of service delivery across the couMmt(la 2013:59). Some of the significant achievetaen
include the Cape and Gauteng gateway projectseasang provision of government services throughriret
portals, and the establishment of walk-in Centi&8Q) and Call Centres (CC) (Western Cape Government
2012:14). However, the creation of a coherent Sédtitan public service system is still a challenyéeaver
2009:4). The different divisions and layers of goweents reflected in the division of governmentstures
according to provinces and other layers falling ddwwthe municipalities and ward levels renderthdertaking
of the coherent integration of different governnagrsystems not reasonably possible (SAP 2014:4;véfea
2009:4). The purpose of the one-stop-shop modea oitizen-centric system is latent in the extentMuch
citizens from all over the country can be able ¢oess services through a single point of entry(28P4:4;
Weaver 2009:4). This is yet constrained by thesilivis and layers in the government structures adigio
different systems. Such a finding echoes SegoR4%:19) view that the challenge of realising aerehtly
integrated citizen-centric public services in So#étfica are linked to diverse and fragmented ICanpiing
methods, inconsistent plans and reporting, andniptete ICT system inventories in government, andrpo
collaboration and activities’ coordination.
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¢ Internet usage
The use of a citizen-centric framework involvinge thpplication of the internet technologies has diggn
successful in the urban areas (Maumbe & Owei 2Q1In&he rural areas poor connectivity to the iné has
been a hindrance. The enormous costs involvedeiintrestment in the relevant IT infrastructures aoftwares
such as VSAT, MAP, HAP and WiIMAX have made the gaweent only focus on a few areas (Maumbe &
Owei 2011:8). The roll-out of free wi-fi is goingngMaumbe & Owei 2011:8). However, the major foaustill
largely in the major cities and municipalities. #dtigh the use of public internet cafes has beemntalfill such
a gap, frequent power and energy shortages hawebaksn a hindrance (Mutula 2013:59). Even in iregan
where the population are able to access the irtethe simple processes and steps required forssioce
different public services through the internetl siften been challenging the rural population taegt largely
illiterate (Mutula 2013:59). This affects the owuérapplication of the internet in the facilitatioof the
implementation of a citizen-centric approach. Ihdg only the rate of illiteracy which is affectitige use of the
internet, but also poverty. Most of the South Adriggovernment departments and municipalities haveldped
multichannel service delivery involving the useesmails, SMS, faxes, telephones and cellphoneky@ith
2013:1). However, abject poverty among most ofrthral population implies most the service usersuarable
to access certain services. The telephones costelhas the costs of sms remain quite higher fostof the
rural population (Pickworth 2013:1). All these linthe use of the internet in the rural areas aseans for
enhancing effectiveness of a citizen-centric pubditvice.

» Contents
Content development is one of the areas posindecigs to the use of technology as a strategyrfbarcing
effectiveness of the citizen-centric government &wéx 2009:4). In a research conducted on the noiize
centricity and mobile (m)-government in South AfjidNeaver (2009:4) highlights that lack of skillsdathe
required specialists are still affecting the opieratlisation of m-government as an influencer oftaen-centric
government. Lower bandwidth and the small screg¢ar@af mobile technologies, the successful devalent
of a m-government requires appropriate skills axgbdise (Segole 2015:3). In effect, most of trgogernment
contents are not supportive for the creation oid@al m-government (Weaver 2009:4). This also &ftiee use
of m-government as a predictor for effective ciizeentric public service (Weaver 2009:4). Differesdn
languages also undermine the creation of a cohefethie system and the use of the system by papalabt
familiar with the language used (Segole 2015:3)ebmthe importance of content development inhalleleven
languages is recognised by policies, the use obweignment may still not influence the overall effeeness of
the South African citizen-centric public service¢®le 2015:3).

« Change
The adoption of a citizen-centric framework regsirsignificant structural and behavioural changed an
transformation (Western Cape Government 2012:14jis Tmust be accompanied by the change and
transformation of the overall organisational cudtufWestern Cape Government 2012:14). Unfortunately,
empirical facts indicate that as much as signific@sources has been committed towards the edtatdist of
appropriate technologies, change and transformatiothe operational methods and culture have nenbe
effected(Western Cape Government 2012:14). In m@sts, communication which in a physical envirortmen
supposed to be interactive has been replaced bywaypecommunication (Froehlich 2008:6). In this prss
government officials tend to only send messages iafatrmation either through sms or e-mails without
providing the avenues through which citizens capoad(Western Cape Government 2012:14). This lithis
interactive nature of the communication which isquieed for influencing citizens’ experience. Poor
responsiveness of the online government staffadsother major inhibitors. Most of the e-mails arssfrom
citizens are often not answered or responded toeidigrely (Kaisara & Pather 2009:121). This provokesst
of the citizens to prefer the tedious process ofsphally visiting government offices instead of assing the
services on line (Kaisara & Pather 2009:121). leotwords, the online service quality still remainste poor
to enable the luring of most service users fronfeprimg the actual physical access to services ibiting
government offices(Kaisara & Pather 2009:121). Heergovernment departments that have investetdruse
of call centres, empirical facts indicate that gietarespond to calls and lack of sufficient knodige to provide
appropriate advice to citizens is marring the usafgeall centres as techniques for enhancing effeess of a
citizen-centric government in South Africa (Maunfa®©wei 2011:8).

»  Evaluation
Monitoring and evaluation is noted by most of thithars to be one challenges limiting the adoptiba citizen-
centric governmental framework in South Africa (M#we & Owei 2011:8). The implementation of most the
frameworks for ensuring effectiveness of a citizemtric public service has not been followed bygdrent
monitoring and evaluation to enable the immedidamniification and elimination of glitches (MaumbeQwei
2011:8). The implications are reflected in the féuzit by the time the deviations are discoveredmiagnitude
will have been too much and quite costly to revékéeksym & Shah 2010:5Considering that the government
also faces the challenge of optimisation of thetéoh resources, technological failures associatgd hack of
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repairs have often forced staffs and citizens ¥ense back to the old system of public adminigirafiFroehlich
2008:6). The other limitation is linked to the fabat the monitoring and evaluation frameworks usethe

contemporary South African public sector organ@eiare tailored to the old system of public adstiation

(Weaver 2009:4). This undermines effective evatuaind monitoring of the effectiveness of a citizentric

government which is largely online based (Weaved924). The fact that only a few governments havédaso
successfully adopted a citizen-centric approach ktsits the availability of partners against whittte South
African public service can benchmark its citizemicie approactiMaksym & Shah 2010:5)

7. DISCUSSION

Theoretical analysis implies the effectiveness aha-stop-shop model for a citizen-centric pubkevge is
predicted by the seven critical elements encompgsspeed, engagement, responsiveness, value,atiegr
choice and experience (Akther, Onishi & Kidokord2(B8; Farelo & Morris 2006:4). It was also appéarfeom
theories that the overall effectiveness of the stop-shop model is enhanced by the applicationhef t
accompanying strategies that often include listgminvoice of citizens, reduction of silos, mulliamnel service
delivery, continuous improvement using citizensedback and setting a citizen-centric service stahda
(Bourgon 2007:19; Marson 2014:16; OECD 2009:26jafgulation of these theoretical findings with tesults
of empirical studies indicated that significantdmice exists that there are enormous efforts @mie citizen-
centric public service system in South Africa. Buling the promulgation of the “Batho Pele” pringgp)
empirical facts suggest the legislative and poficyndations for a citizen-centric public serviceswiarther
entrenched by the promulgation of the legislatismsh as the Electronic Communications and Trarmasci\ct
No. 25 of 2002, Electronics Communications Act N® & 2005, Independent Communication Authority of
South Africa (ICASA) No. 13 of 2000, and Sentech No. 63 of 1996 (Mkhize 2014; Mkhize 2015:1).

It is also apparent that enormous investment han bmmitted on technology to create the
technological platforms for the establishment ajogernment services encompassing e-heath, e-edocati
transport and e-home affairs (Western Cape Govarh@®12:14). Through strategies the governmentkeas
able to influence the improvement of the level ofgrnment-to-citizen, government-to-employees, govent-
to-government, and government-to-businesses’ ictierss (Department of Communications 2005:1Despite
significant strides towards the minimisation of mi®mnal costs, improvement of efficiency and therall
citizens’ experience, a meta-synthesis of prior ieing facts imply that there are still challengasdermining
the creation of an effective citizen-centric pub$iervice (Mutula 2013:59). Some of the challengesew
identified to include difficulties to seamless igtate and synchronise activities in government depnts and
units in different geographical regions (Kaisara Rather 2009:121). Whereas internet connectivity and
affordability of telecommunication costs in thealuiareas were noted to be major challenges, ther athibitor
was noted to be latent in lack of change and toansdtion of the existing cultural practices to sopppthe use of
e-government as a technique for enhancing a citeatric public service (Kaisara & Pather 2009:124 other
words, there was limited evidence reflecting the aba one-stop-shop model or most of the crititedtegies
(listening to voice of citizens, reduction of silasulti-channel service delivery, continuous imprment using
citizens’ feedback and setting a citizen-centricvise standard) for creating an effective conterappritizen-
centric public service (Kaisara & Pather 2009:1RMIgksym & Shah 2010)5 Such findings imply that the
process for the development of an effective Souftiic@n citizen-centric public service system isglly in its
infant stage.

8. MANAGERIAL IMPLICATIONS

The managers in the South African public sectomoigptions can therefore considering utilising eesting
policy, legislative and technological foundatioms develop and establish an effective citizen-cenpuiblic
service. This will require the application of thg steps’ strategic framework in Figure 3. It igiae in Figure 3
that the first step for the creation of a citizeamiric public service will require ensuring thag throcess for the
design and implementation of different governmengpammes are guided by critical issues that asonterns
to the larger population. Some of the strategies$ plublic sector managers can use in this endeawolude
establishing forums for citizens’ involvement ar@hsultation, use of surveys, focus group discussioredia
reports and identify areas of frequent public gutétfter the integration of the citizens’ voiceafl government
programmes, it is noted in Figure 3 that the gowemnt must establish approach technology framewmdugh
which the creation of a citizen-centric framewodhde enhanced.
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Figure 3: A strategic framework for establishing an effeetcitizen-centric public service
Source: Derived from the triangulation of theories on #teategies for the establishment of a citizen-éentr
public service system (Hewlette Packard 2015:3; KPRD11:19; Kwandayi & lkobe 2013:9; Leon alt
2012:6) with the empirical studies on citizen-ciitly in the South African public sector.

This can be accomplished by investing in relevantinfrastructures and softwares such as VSAT,
MAP, HAP and WiIMAX to create electronic services &l the departments, eg; e-education, e-healjhstice,
e-social welfare, e-tourism, e-transport, e-taxyager, e-electricity, e-municipality, e-rates, dip® etc. Silos
that can emerge from such systems can be redummathseamlessly integration and synchronisaticcreate
a coherent linkage with all e-government departsieAs part of the strategies for ensuring e-govemts
effectiveness, public sector managers must alsererppropriateness of contentment developmens. ddn be
accomplished by assessing whether web contentsderall services and language options. It shouithér be
accompanied by evaluation of whether the websiteseasily of navigable, attractive, and simple asdr
friendly. With an effective technological platforrpublic sector managers can then establish a rhattigel
service delivery system facilitating the deliverly services through e-mails, telephones, face-tesfamline
portals and self-service, mobile services, SMS, ¢al centres, walk-in Centres (WIC) and kioske.facilitate
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ease of the assessment of the extent to which sheblshed e-government technological platforms are
contributing towards enhancing the effectivenessa dfitizen-centric public service, critical stardarfor a
citizen-centric public service will need to be ad to assess usability, navigability, speed, aBsjveness,
efficiency and the attitudes and behaviours offstaf

In the context of the argument in Figure 3, itd anly the technology that will influence improvent
of the effectiveness of the newly established eftizentric public service system, but also the tadimg of
relevant change and transformation of the orgainisalt culture and practices. This can be undertakesugh
training and development of staffs on the best timador e-government operation. Some of the atealse
improved include improving capabilities and competes to provide faster and efficient responsdlte-eails
and online queries, and online interpersonal @atiip. Other areas include improving competenafestaffs
to anticipate frequent queries from citizens areppre ready model answers, as well as trainingdamdloping
staffs and call centre personnel on the expentishe areas that they provide services so that dneyable to
provide accurate answers to citizens’ queries. Qalevant change and transformation have undertakdrthe
citizen-centric public service is operational, dam$é monitoring and evaluation can be undertakeelitoinate
the identified inhibitors. In this endeavour, usdicators such as governance, costs, trends onlamtspand
number of citizens accessing services, and techimalband equipments’ effectiveness and efficieticpssess
the effectiveness of the process for the implentemtaf a citizen-centric public service system.

9. CONCLUSION

The embracement of a citizen-centric approach iticak for improving the quality of public services the

contemporary public sector organisations. Significstrides are made in South Africa by adoptingges,

legislations and technological frameworks that eckathe creation of an effective citizen-centriblpuservice.
However, findings indicated that the initiatives a@stablish an effective citizen-centric public sesvis still

inhibited by difficulties to seamless integrate ayachronise activities in government departments @nits in
different geographical regions, internet connettind affordability of telecommunication coststire rural
areas, and lack of change and transformation oéxisting cultural practices to support the use-gbvernment
as a technique for enhancing effectiveness ofiaecitcentric public service. This research soughteimedy
such challenges by postulating the strategic fraonkwn Figure 3. However, future studies can siplore the
implications of change and transformation of thgamisational culture on the successful establistiroém

citizen-centric public service.
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