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Abstract

South Africa is committed to accelerating the roll-out of information and communication technologies
(ICTs) to support development at all levels. E-inclusion intermediaries (e-lls) are used in the country
to bridge the digital divide and to create equal opportunities for citizens to benefit from using ICTs. E-
lIs are established mainly in under-resourced communities by private, public and third-sector
organisations to provide physical access to ICT services for free or at a very low cost. The aim of e-lls
is to make ICT services affordable for and accessible to marginalised and poor community members,

who can use the ICT to support community development.

The debate is ongoing regarding the contribution of e-lls towards community development due to, in
part, the lack of quantifiable evidence to support the impact that the e-lls have on development in the
communities. Furthermore, despite the existence of e-lls in communities, there still are community
members who do not use the e-lls. This has been attributed to the lack of awareness of the e-lls and
the services they provide. This lack of awareness.is.often blamed on the ineffective communication
strategies of e-lls. E-lls are accused of-relying heavily on-traditional communication channels and
conventional mass media, which do not share information and create awareness effectively in the

communities.

The increased uptake of modern technologies, such-as the Internet and mobile devices, in South Africa
has created new opportunities to communicate with community members to share information and
create awareness. Social media, for instance, which are mostly-accessed through mobile devices, have
made communication more accessible‘and inexpensive for community members with limited skills
and resources. Social media have also become popular among development actors in their attempt to
direct policy, create awareness and garner community members’ support for development
interventions. Arguably, e-lls could also benefit from using social media, which have become popular
in some communities, to communicate with community members in order to create awareness of the

e-lls, the services they provide and the benefits of using ICTs to support community development.

The investigation undertaken in this study was twofold. Firstly, the quick-scan analysis method was
used to analyse fifty e-lls. Using this method it was possible to explore the services that are provided
by e-lls as well as how e-lls communicate with community members and other development actors.
Secondly, using six in-depth case studies this study further investigated how e-lls’ services support
community development and how the e-lls communicate for development, paying special attention

to their use of social media. The investigation focused on e-lls in under-resourced communities of the



Western Cape Province of South Africa. This study used qualitative multiple case studies with site

visits, interviews and focus group discussions with e-ll representatives and community members.

The findings of this study indicate that e-lls provide much-needed physical access to ICTs for
marginalised community members in under-resourced communities. With the evolving needs of
community members, e-lls have also evolved to offer different services beyond providing ICT access.
The e-lls, however, face various challenges that hinder their ability to provide adequate and quality
services that fulfil community needs. These challenges include a lack of adequate funding, staff and
resources. E-lls can struggle to make an impact in the communities if the development actors that
establish them consider the provision of physical access to ICTs as the end goal. Community members’
physical access to ICTs does not guarantee community development. In addition to physical access,
equal attention should also be paid to the social context and environment to ensure that the
technology is appropriate and that community members understand the need and value of the

technology, as well as possess the digital skills to use them meaningfully.

The findings also show that e-lls use different communication-media. They rely heavily on traditional
mass media such as community newspapers and radio, posters and word of mouth which is also
considered a medium. E-lls struggle to develop effective communication strategies that create
awareness, share information, promote the use of ICTs and facilitate engagement with community
members. The e-ll staff often have little knowledge about their community members’ information and
communication needs, and the most appropriate. and effegtive ,communication media, yet this

knowledge is necessary to develop effective strategies.

Social media could be effective communication media to use in pursuing specific developmental goals.
From this study, the e-lls that used social media benefited from low-cost and participatory
communication approaches that built networks to share information and create awareness. Social
media were found to play the roles of information sharing and gathering, teaching, two-way
engagement, relationship building, networking and awareness creation. This study also found that
social media were most effective when they were appropriate for the e-lls’ target audience and were
used strategically by digitally skilled and knowledgeable e-ll staff. This study provides
recommendations regarding how e-lls and other development actors can use social media to

communicate for development, particularly in under-resourced communities.

The findings of this study can be used by policy planners to inform broader national development

policy and ICT policy and more specifically ICT4D interventions and communication for development



strategies. For example, regarding e-inclusion approaches in under-resourced communities, this study
found that there is a need to shift from techno-centric driven approaches towards more participatory,
community-driven and development-centric approaches. This will help to ensure that the e-lls and the
e-inclusion approaches they use are appropriate for the social environments and address existing

development challenges in the communities.

This study also contributes that developing effective communication for development strategies
requires e-ll staff and any other development actors to know their community’s communication
landscape. This encompasses knowledge about community members’ information and
communication needs (sought gratification), and accessible, affordable and used communication
media. This knowledge also includes information about possible power relations (based, for example,
on socio-economic status, race, and religion) in the community. These relations can influence the
formation of social networks, as well as the flows and ways through which community members
communicate. Effective communication for development strategies would ideally enable the e-lls to
create awareness, share information, premote ~the—~use of ICTs, and facilitate participatory

communication in their communities.
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Chapter 1

Introduction to the study

1.1 Introduction

This thesis reports on e-inclusion intermediaries in the Western Cape Province (WCP) of South Africa.
It looks at how they use information and communication technologies (ICTs) to support community
development and, more specifically, how they use social media to communicate for development. The
development in question entails the enhancement of community members’ opportunities and
capabilities to help themselves achieve a better quality of life. This chapter presents a discussion of

the background to and context of this study, which set the foundation for the research problem.

1.2 Background of the study

With the fourth industrial revolution'now tpon-us-more-than-ever-before, ICTs are reshaping the way
that we live, work, and communicate (Schwab, 2016). These technologies have transformed how
development is done to address global challenges such as poverty, inequality, and unemployment
which continue to plague nations (Heeks, 2008). ICTs are broadly defined as electronic technologies
used to create, process, gather, distribute, and publish-information-in the form for example, of audio,
data, text, video and images (Beckinsale & Ram, 2006; Kleine, 2015). These technologies include radio,

television, mobile devices, personal computers; the Internet anddigital communication networks.

Although the concept of ‘ICT for development’ (ICT4D) is relatively new, with research in the field only
beginning in the early 1980s (Walsham, 2017), the use of ICTs to address development challenges such
as poverty can be traced back to the early 1970s (Melkote & Steeves, 2001). In the 1970s television,
for example, was used as a medium to propagate useful ideas and practices for development to people
through instructional programmes (Melkote & Steeves, 2001). When interest peaked in the 1980s, it
was largely multinationals and various key development actors who started to advocate for the use of
ICTs to address development challenges (Heeks, 2008). Emphasis was placed on countries, businesses,
and civil societies’ use and adoption of these technologies to achieve development (Baller, Dutta, &

Lanvin, 2016).

ICTs are capable of overcoming existing barriers that prevent participatory development by improving

governance and increasing the capabilities and freedoms of community members to improve their



well-being (Kleine, 2010; Pillay & Maharaj, 2014). Participatory development is associated with more
bottom-up approaches to development where community members are involved in the process
(Servaes, 2008; Waisbord, 2000). ICTs facilitate the building of networks and relationships that are
used to share information and resources. Increased sharing of information and resources has led,
among other things, to increased cultural enrichment, well-being and food security, as well as
increased social and democratic development among community members in developing countries
(Hoq, 2015; Nakasone & Torero, 2016). These technologies also support the economic growth and
communication processes of small businesses (Donner, 2004, 2007), and help community members in
under-resourced communities to save money and gain more financial independence (Chew,
llavarasan, & Levy, 2010). By enabling community members to conduct business online, ICTs remove
the barriers of geographic constraints associated with labour demands, and the miss-match of skills

and resources in national economies (Mothobi, Schoentgen, & Gillwald, 2017).

The Internet, which is described broadly as a web of interconnected computer networks that transmit
information through linked devices using_lnternet protocols (Stair & Reynolds, 2016), is one of the
leading influencers of the ICT4D ‘paradigm (Heeks, 2008). No.-other technology has had such a
revolutionary impact, particularly on-communication and socio-economic development (Breytenbach,
De Villiers, & Jordaan, 2012; Ganju, Paviou, & Banker, 2016; Heeks, 2007b; Huaroto, 2012). The
Internet is an indispensable tool that accelerates development and human progress (United Nations,
2011). In developing countries, it was estimated that every ten percent rise in access to broadband
connectivity would influence a 1.38 percentage ‘growth'in the gross domestic product (GDP) (Toure,
2015). In more mature economies; it was'estimated that the Internet contributed about twenty-one

percent towards the GDP between 2004 and 2009 (Dutta, 2012; Millard, 2015).

Interest in the capabilities of ICTs to facilitate socio-economic development led to massive investment
by different development actors in ICT4D initiatives for people in developing countries particularly the
marginalised, who lacked equal opportunities to access ICTs. One initiative that has been implemented
globally is electronic inclusion intermediaries (e-lls). E-lls are considered one of the most successful
ICT4D innovation in developing countries (Aji, Yusop, Ahmad, Azizi, & Jawad, 2016). These innovations
enable the diffusion of ICTs into these countries, particularly to the marginalised and those in under-
resourced communities (Aji et al., 2016). Some of the most prominent international development
actors and donors supporting e-lls include the International Telecommunications Union (ITU), the
World Bank, the International Development Research Centre (IDRC), and the United Nations

Development Programme.



E-lls are organisations that are found in three broad configurations: the public, third, and private
sectors (Clark, Sey, & Sulllivan, 2012). The purpose of e-lls is to eliminate the barriers between people
and information, and between people and communication resources (Garrido, Sey, Hart, & Santana,
2012b). They achieve this by making ICTs more accessible and extending their benefits to all people,
particularly those who are marginalised (Alao, Lwaga, & Chigona, 2017). The e-lls offer physical spaces
equipped with desktop computers and Internet connectivity in an attempt to provide equal
opportunities for socio-economic development (Garrido, Sey, Hart, & Santana, 2012a; Gomez, 2014;
Rissola & Garrido, 2013). Examples of e-lls include Internet cafés, electronic offices, telecentres —
which are also referred to as electronic centres (e-centres), public libraries, community technology

centres, and digital hubs.

Communication plays an important role in how e-lls operate, as it facilitates how they engage and
collaborate with their stakeholders and partners, other development actors and community members
(Adedokun & Adeyemo, 2010; Colle, 2000). Through communication, e-lls share information, create
awareness and promote the use of ICTs (Servaes-& Malikhao, 2016b). Communication also facilitates
aspects of community empowerment, participation-and engagement, and relationship building, which

are necessary for development (Lie'& Servaes, 2015; Melkote & Steeves, 2001; Waisbord, 2015).

The debate about the contribution of e-lls towards/community development is ongoing, however,
with some arguing that e-lls actually further exacerbate e-inclusion inequality (Aji et al., 2016;
Gollakota & Doshi, 2011; Lesame, Ratshinanga, & Sefi, 2014). This. argument is based on claims that
only community members who possess an understanding of ICTs.and the digital skills required to use
them will use and benefit from the technology. In rural and remote, under-resourced communities in
developing countries, marginalised community members are often among the non-users of e-lls’
services because, among others, they do not understand these technologies or possess the skills to
use them (Alao et al., 2017; Amariles, Paz, Russell, & Johnson, 2007; Lorini, Van Zyl, & Chigona, 2014).
This emphasises the importance of e-lls to communicate effectively and build the capacity of
community members to use the technology. This study will contribute information to this debate, on
how e-lls support community development and communicate for development, including implications

for theory, policy and practice.

1.3 Context of the study

Like many developing countries in the global South, South Africa faces a diverse range of

developmental challenges, which include poverty, unemployment and inequality. The South African



government identifies these three challenges in particular as the country’s ‘triple threat challenges’
(Dlamini, 2015). In 2015, 55.5 percent (about 30.4 million people) of the South African population lived
in poverty (StatsSA, 2017), often lacking basic necessities associated with human dignity, namely food,
water, shelter, medical care and safety (Bradshaw, 2007). The United Nations Development
Programme's (2019) more recent report still puts the figure of South Africans living in poverty at 55.5
percent showing a possible lack of updated figures. The challenge of unemployment is also evident in
the statistics for the first quarter of 2018, which showed that 26.7 percent of the population was
unemployed (StatsSA, 2018d). South Africa also has one of the biggest inequality gaps in the world
between the richest and the poorest people (World Bank, 2018), embodying both ‘first’ and ‘third’

world living conditions (Lorini et al., 2014; Molawa, 2009).

Since the first democratic elections in 1994, the South African government has continued to make
tremendous strides towards addressing the three challenges, along with others. The focus is on
rebuilding the country, particularly local communities that the Apartheid regime left in socio-
economic disarray (Blessing & Klass, 2009:;~Lesame, 2008; Mutula, 2010; Oyedemi, 2009). The
Constitution of the Republic of South Africa-lays the foundation for this rebuilding and defines the
rights and freedoms of every person. The Constitution states that rebuilding the nation requires the
improvement of all people’s quality of life, increased opportunities for growth and the healing of
existing divisions caused by, among other things, race and social status (South African Government,

1996).

Against this background, four notable economic, development. programmes were introduced post-
Apartheid. They are the Reconstruction and Development Programme (RDP), the Growth Employment
and Redistribution Programme (GEAR), the Accelerated Shared Growth Initiative of South Africa
(AsgiSA), and the New Growth Path (NGP) framework. These programmes were implemented as broad
frameworks for socio-economic development, specifically job creation and poverty eradication
(National Planning Commission, 2012). They had limited success and were ultimately replaced by the

National Development Plan (NDP) 2030 in 2012.

The NDP is informed by the experiences of the previous programmes. It provides a long-term
developmental roadmap for the country to eradicate poverty, create employment opportunities,
reduce inequality, and build peoples’ capacity (National Planning Commission, 2012). The NDP boldly
identifies the leading role of ICTs in South Africa’s socio-economic development. ICTs are expected to
provide a lifeline for all people in the country, particularly those who are marginalised (Coelho &

Segatto, 2013). The digital landscape of South Africa is discussed further in section 2.2.



1.4 Statement of the research problem

Access to and use of ICTs is often greater in more affluent areas, among the more privileged in society
(Alao et al., 2017). These technologies do not always reach the less affluent, disenfranchised, and
vulnerable populations (Millard, 2015). Therefore, concerns in both developing and developed
countries regarding ICTs have been in relation to access, skills, and the use of ICTs (Kleine & Unwin,
2009; Toure, 2015). Under-resourced communities still lack adequate infrastructure to fulfil the
information and communication resource needs of community members (Furuholt & @ystein, 2018;
Kassongo, Tucker, & Pather, 2018). Moreover, in other areas, community members lack the necessary
information and digital skills to understand, adopt, and use the technology meaningfully for

development purposes (Agupusi, 2007; Lorini et al., 2014; Maude, 2014; Uys & Pather, 2016).

These concerns emphasise the need for and important role of e-lIs in facilitating the e-inclusion of
marginalised community members in under-resourced communities (Garrido et al., 2012b). E-lIs are
one of the more popular strategies to distribute ICTs in these type of communities (Aji et al., 2016;
Heeks, 2008). In addition to providing-physical access to-1CTs;-e-lls;support the education, training,
employment, and communication needs of community members (Clark et al., 2012; Cullen, Maes,
Garrido, & Sey, 2012). E-lls provide facilities that support the business activities of small business
owners and entrepreneurs in communities (Tabassum, Kulathuramaiyer, Harris, & Yeo, 2017; Western

Cape Government, 2014).

However, the reality is that, despite the existence of e-lls in under-resourced communities, there are
still some community members who are not using the technology provided (Alao et al., 2017; Uys &
Pather, 2016). The lack of use of e-Il services is attributed in part to community members’ lack of
awareness of the existence of e-lls and the services they provide, and the lack of sufficient, accurate
information and understanding of ICTs and their value (Chigona, Beukes, Vally, & Tanner, 2009;
Mbatha, 2015; Sein, 2011). For instance, in the Western Cape (WC) under-resourced communities of
Khayelitsha, Mitchells Plain and Saldanha Bay, more than half (61.8%) of community members do not
use ICTs, specifically the Internet, because they do not know what it is and how they can benefit from
using it (Research ICT Africa, 2015). Recent studies, for example by Furuholt and @ystein (2018),
Gillwald, Mothobi and Rademan (2018) and Kassongo et al. (2018), still find the lack of awareness of

e-lls and ICTs among community members to be a barrier to their use of ICTs.

The lack of awareness of e-lls among community members is blamed largely on the ineffective

communication strategies of e-lls, which fail to reach community members (Gcora, Gopeni, Tuswa,



Lwoga, & Chigona, 2015; Research ICT Africa, 2015; Western Cape Government, 2014). E-lIs rely
heavily on traditional communication channels and conventional mass media, which are monologues
and do not allow for two-way engagement (Mbatha, 2015), and do not cater adequately for the
information and communication needs of community members. While other development actors
from education, business and civil society share the responsibility for facilitating community members’
electronic awareness (e-awareness), e-lls carry a lot of the responsibility because of their place in the

communities and the type of services they provide.

The term e-awareness is commonly used in the ICT4D literature to refer to the awareness,
appreciation and understanding of ICTs, including their relevance in society and developmental
benefits (Romani, 2009). E-awareness is among the prerequisite digital competences a person
requires to use ICTs meaningfully (Kassongo et al., 2018; Pokpas, 2014). Therefore, effective
communication is necessary for community members to be e-aware. They need to have accurate
information and gain enough knowledge to understand their realities, challenges, options, and the
role of e-lls (Roy, 2015). The term ‘realities’-relates-to-a-person’s current experiences due to his/her
natural, cultural, economic, and socio-psychological circumstances. Community members, the
intended beneficiaries of the e-lls, cannot benefit from the ICT services provided if they do not know
about the e-lIs or do not possess adequate information about ICTs and their benefits. The e-lls become
wasteful expenditure that, instead of bridging the digital divide and supporting community

development, further exacerbate existing digital divides (Amariles et al., 2007).

Developing countries have seen an increased.uptake.of mobile devices, which are also used to access
the Internet (GSMA, 2016). This has increased the opportunities for e-lls to communicate with
community members and create awareness. New technologies, such as social media, which are
accessed mostly through mobile devices, have made communication more efficient and reliable,
faster, relatively cheaper, and more accessible for people with limited skills and resources (Mbatha,
2016; Melissa, Hamidati, & Saraswati, 2015). Social media can serve as useful tools to address poverty
and inequality (Oyedemi, 2009). The use of social media has become increasingly popular among
development actors who use them to direct policy (Gillwald et al., 2018) and for communication with
community members to create awareness and garner support for development interventions (United

Nations, 2014).

There is literature and theory available on communication for development (C4D) (for example Lie &
Servaes, 2015; Melkote & Steeves, 2001; Waisbord, 2000), including some empirical evidence of the

different C4D strategies and practices of various development actors (for example Adedokun &



Adeyemo, 2010; Food and Agriculture Organization, 2005). However, there is limited literature that is
specific to how e-lls communicate for development and use the different media, including social
media, to support community development. Most of what exists illustrates the lack of awareness
among community members about e-lls and/or ICTs and ICT benefits, and states the need for e-lls to
communicate more effectively to support community development, yet there are limited
recommendations on how this can be achieved. Therefore, there is a need for a study that explores
how e-lls communicate for development and use communication media. This will help to understand
concerns regarding e-lls’ poor communication strategies, and the challenges they face, and provide

information on how e-lIs can incorporate social media and improve their communication.

1.5 Purpose of the study

Considering the statement of the research problem, the purpose of this study was twofold. Firstly, it
sought to explore how e-lls support community development. Secondly, this study sought to explore
how e-lls communicate for development, including.the media they use. Special attention was thus
paid to their use of social mediasThe-focus was on e-lls-that-support community development in

under-resourced communities in the WCP.

1.5.1 Research objectives

The key objectives of this study were:

e To explore the services provided by e-inclusion intermediaries.

e Toinvestigate how e-inclusion intermediaries support community development.

e To explore how e-inclusion intermediaries communicate for development in their
communities.

e To explore, more specifically, how e-inclusion intermediaries communicate for development
using social media.

e To investigate why e-inclusion intermediaries use social media to communicate for

development.

1.5.2 Research questions

To achieve the above mentioned research objectives, this study was guided by an exploratory research
question that asked: How do e-inclusion intermediaries support community development and
communicate for development using social media? This question was broken down into the following

sub-questions (SQ):



e SQ1: How do e-inclusion intermediaries support community development?
e SQ2: How do e-inclusion intermediaries communicate for development in their communities?
e SQ3: How do e-inclusion intermediaries communicate for development using social media?

e SQ4: Why do e-inclusion intermediaries use social media to communicate for development?

1.6 Research methodology

This study sought to explore selected e-lls in under-resourced communities of the WCP, specifically
how they support community development and communicate for development, paying special
attention to their use of social media. The investigation was carried out using a qualitative multiple
case study approach to understand the research context in its natural, unmanipulated setting (Gable,
1994; Patton, 2002; Yin, 2009). This study was interpretive in nature as it aimed to understand the
realities of the research context through the eyes of the relevant stakeholders that represent the e-lls
and the community members who experience these realities (Creswell, 2003; Walsham & Sahay,

2006).

This study was grounded in constructionist ontological assumptions that suggest that reality is the
result of social processes and the interpretations that people assign to them (Tuli, 2011). Ontology
relates to ideas about reality, namely how it came about and how it is interpreted (Crotty, 1998).
Epistemology relates to knowledge; particularly how it can-be-obtained (Myers & Avison, 2002), and
therefore influences the research design and methodology (Jansen & Steinberg, 1991). The ontological
and epistemological assumptions of this study sought to investigate the reality of the research context
based on the meanings and interpretations that the research participants assigned to them (Myers &

Avison, 2002).

It is this understanding of the nature of the research context, coupled with theories of development
and of communication, that help to explain the relationship between e-lls and development,
technology, and communication (Andoh-Baidoo, 2017). Development theories of modernisation,
dependency and participation in particular, were used as foundational theories to understand and
interpret development at a broad (national) level. After gaining this understanding mid-range theories
of community development were used to conceptualise what is meant by development at the
community level. This conceptualisation of development was necessary to conduct the investigation.
Furthermore, theories of ICT4D and communication for development were also used at this level to
understand the relationship to and influence of ICTs and communication on and with development in

the communities. To further investigate the aspect of communication as it related to development the



uses and gratification theory was used to understand community members media use and motivations

at the individual level.

Both primary and secondary data were used as sources of relevant information. The secondary data
were collected through the review of relevant literature, which included books, journal articles,
conference papers, policy documents, and official government publications, as well as the e-lls’ social
media accounts. The primary data were collected in two stages. The first stage was a quick-scan
analysis (QSA) (small-scale case studies) of fifty e-lls. The QSA was carried out to gain an overview of
the landscape of the e-lls in the WCP, particularly the different types of e-lls, their ownership models,
the services provided, and how they communicate. This was necessary because not much is known or
documented about the different e-inclusion models that exist in the WCP and their e-inclusion
approaches, including how they communicate for development. The data were collected from the e-
IIs through a qualitative online questionnaire, email correspondence, as well as face-to-face and

telephonic interviews.

The second stage was an in-depth-investigation of six case studies. The respondents for each case
study were grouped into two categories: experts and users. The experts were involved in the
management and daily operations of the e-lIs; they possessed knowledge about how the e-lls operate
and communicate and the use of the services by community members. The user respondents were
community members who used the e-lis"services. Data collection-methods included interviews (face-
to-face and telephonic), focus group discussions; and non-participant observations. The two stages
are illustrated in Figure 1. Thematic analysis techniques were used to analyse the data with the aid of
ATLAS ti© version 8, a computer assisted qualitative data analysis software (CAQDAS) tool. The

research methodology is discussed further in Chapter 4.

* Data collection

* Data analysis

Stage Two * Data collection
Case Studies RSIEEREIEH

Report and discussion

of findings

Figure 1: Stages in data collection



1.7 The scope of the study

The purpose of this study was to explore e-lls and the services they provide to determine how they
support community development and communicate for development, paying special attention to
their use of social media. The e-lls were therefore the main units of analysis, and the research area
was the WCP of South Africa. This area was selected because the researcher is based in the WCP and
possesses knowledge of the different communities and their realities. Furthermore, the researcher
has been part of stakeholder engagements and initiatives regarding e-lls and related e-inclusion
interventions in the WCP, and therefore had access to networks of key development actors from
different communities, local government, and other relevant third sector organisations. The WCP also
outperforms other provinces in South Africa in a number of key ICT indicators and e-inclusion
interventions (Research ICT Africa, 2015). The focus was on e-lls operating in the public and third
sectors because they purposefully support community development (Furuholt & @ystein, 2018). They
often operate in under-resourced communities in rural, urban, and peri-urban areas to create equal
opportunities for marginalised community-members.-and.-help them address their socio-economic

challenges using ICTs.

1.8 Contribution of the study

The discussion in the literature regarding the contribution-of. ICTs towards development and
communication, particularly in developing countries, is ongoing (for example Choudrie, Zamani, & Al-
Bulushi, 2017; Gigler, 2015; Kleine, 2010; Rylands & Van Belle,2017; Walsham, 2017). The discussion
includes claims that ICTs do not always yield the anticipated developmental result (Coelho & Segatto
2013). Moreover, the developmental impact of ICTs can also be uneven, for instance the more affluent
and well-educated people often have convenient access to ICTs and possess the skills and
competences to use them for socio-economic development, among other benefits (Millard, 2015).
However, for people who lack the education, digital skills and understanding of ICT benefits, ICTs can

exacerbate existing digital divides (Millard, 2015).

ICT benefits are also limited if the technology is not appropriate to address the challenges in the social
and cultural environments where the ICTs are being introduced (Bourdeau de Fontenay & Beltran,
2008; Gurstein, 2000; Heeks, 2016; United Nations Development Programme, 2012). The impact of e-
IIs is therefore also debated due to the lack of quantifiable supporting evidence (Aji et al., 2016;

Benjamin, 2003; Gollakota & Doshi, 2011; Lesame et al., 2014). In this regard, this study adds valuable
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empirical evidence that is grounded in theories of development and theories of communication to the

ICT and development discourse.

This study contributes evidence that illustrates how e-lls use ICTs to support different concepts of
community development that result in both tangible and intangible benefits, for example economic
development through access to information and communication resources for employment and
business-related activities. Using ICTs, e-lls also facilitate the empowerment of community members
by building their awareness and capabilities, and increasing their opportunities and freedoms. E-lls
contribute towards the building of social capital in communities by facilitating the development and
maintenance of powerful social and economic networks. These networks are both an intangible
outcome and a process of community development, which help community members access support,

information and other resources necessary for development.

In addition, this study contributes that the e-inclusion needs of marginalised community members in
under-resourced communities are evolving, suggesting the need for a paradigm shift in the theories
that inform most e-inclusion poliey_and e-l"-models. This-is a-shift:-from techno-centric approaches
towards more development-centric approaches. Furthermore, the different needs of community
members, beyond physical access to ICTs, are resulting in e-lls playing different roles in the
communities that they are not adequately equipped to play. These contributions are particularly
relevant for development actors,”policy makers-and practitioners, who can use them to inform

decision-making about service delivery.in underiresourced.communities, and budgeting.

Empirical Evidence is provided concerning how e-lls communicate for development, their use of social
media, and the challenges they face. The evidence is collected from both the experts who represent
the e-lls, and their community of users (community members). The perspectives of community
members are valuable because they know best how they can be reached, which media they use and
what they expect from that media. This information is relevant for policy makers, the e-lls, as well as

other development actors, who can use it to inform their C4D strategies.

Lastly, this study contributes relevant evidence to the discourse on social media, communication and
development. This information is beneficial for e-Ils, who can use it to inform their social media plans
and approaches to satisfy the communication, information, and other needs of community members
more effectively. Since the Arab Spring in the Middle East and other North African countries between
2010 and 2012, social media have gained more international attention as communication and

advocacy tools that can facilitate development activities. Guided by uses and gratifications theory
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(UGT) regarding C4D and communication this study explores and describes how the e-lIs use social
media to communicate for development. UGT was useful to extract information from community
members (intended audience) at the individual level in relation to their use of social media and sought

gratifications.

1.9 Defining the key terms

This section provides descriptions of the key terms that are used in this study to enable a common

understanding.

1.9.1 Communication

The communication process has evolved over the years, hence different definitions of communication
exist, most of which have been built on definitions from the 1900s. During this time communication
was defined as the dialogic relationships that exist between people (Pasquali, 2006). This definition
was somewhat vague and did not provide eneugh-detail about the conversation processes, the
elements involved, or the expected-outcome:—Rogers-and-Agarwala-Rogers (1976) add that the
dialogue process in communication.entails-the sharing-of information between two parties. However,
they also did not focus on the expected outcome of the communication. These definitions were based
on linear communication models, where the information was transmitted from the sender to the
receiver. Shannon's (1948) communication model, Lasswell's {1948) communication model and

Berlo's (1960) source, message, channel, receiver.(5:M-C-R) modelwere influential in this regard.

Due to their limited focus on ‘feedback’ loops (two-way engagement), the linear communication
process was discounted (Rogers, 1976a). The one-way, top-down view of communication processes
had minimal effect on social behavioural change (Hornik, 1988; Melkote & Steeves, 2001) — which was
a desired outcome of the communication process. Communication scholars and social scientists
therefore called for a communication process that created and stimulated mutual understanding
(Agunga, 1997; Colle, 2008; Melkote & Steeves, 2001), as well as considered environmental, social,
and cultural contexts (Waisbord, 2000). The definition of communication adopted for this study was
therefore informed by some of the various definitions that exist, a few of which were mentioned
above. Communication is defined as a process that involves dialogue between one-on-one, one and
many, or many-to-many people to share, exchange, transfer, and interpret information for expected
outcomes, which include decision-making, knowledge creation, relationship building, behaviour

change and increased awareness.
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1.9.2 Communication for development

Although, the concept of Communication for development (C4D) continues to evolve to adapt to the
needs of changing development paradigms, the fundamental underlying principles remain the same.
C4D is the application of communication strategies, processes, and media to support development
objectives (Fraser & Restrepo-Estrada, 1998; Melkote & Steeves, 2001; Pasquali, 2006). C4D is used to
promote development initiatives and to increase economic well-being, social justice, skills
development and freedom of speech (Fraser & Restrepo-Estrada, 1998; Grimshaw, 2015; Melkote,
1991; Roy, 2015). C4D is also used to ensure that people have useful information and a clear
understanding of their realities, challenges, planned changes, proposed development initiatives and

the development actors behind them (Pasquali, 2006).

1.9.3 Communication landscape

For this study, a communication landscape encompasses community members’ information and
communication needs, the affordability=and-aceessibility~of communication media used in the
community, the communication infrastructure available, the socio-economic statuses and challenges

(for example illiteracy) of community members (target audience):

1.9.4 Development

Definitions of development have become.more -humanitarian, concerned with the ‘who’ and ‘how’
(Kivunike, Ekenberg, & Danielson, 2009), rather than the ‘what’, thereby shifting towards participatory
social change that occurs after new ideas are introduced into current social systems for the purpose
of improving quality of life (Andrews & Bawa, 2014). For this study, the term development is defined
as the process of empowering people, particularly those who are marginalised, to enable them to
participate in activities that transform their immediate realities and improve their quality of life
(Choudrie et al., 2017; Gigler, 2015; Sen, 1999). This is achieved through improved equality, education,

economic growth, freedom, control over the environment, as well as expanded social and e-inclusion.

1.9.5 Community development

Community development is both a process and an outcome. As a process, it entails enhancing the
ability of community members to work together towards identifying challenges, solutions, and the
actions needed for development (Phillips & Pittman, 2015). Community development as an outcome
is twofold. Firstly, community members taking collective action to improve their overall quality of life

is community development (Flora, Flora, & Gasteyer, 2016; Uhegbu, 2001). Secondly, the results of
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that collective action, particularly physical, social or economic improvements, are community

development (Long, Anderson, & Blubaugh, 1973; Phillips & Pittman, 2015).

1.9.6 Development actors

Once a person, group or organisation develops an active interest or stake in an activity, project or
intervention that has to do with development, specifically poverty eradication, they become a
stakeholder (Swanepoel & De Beer, 2011). Development actors are global, national and local
stakeholders that come from civil society and the public, private, and third sectors, to actively
participate in processes of development through their activities or contributions. The actors include
businesses, government, educational institutions, global organisation, faith-based organisations,

community development workers and community organisations, among others.

1.9.7 Electronic inclusion (e-inclusion)

The term e-inclusion is often used interchangeably with the term digital inclusion. It is the effective
and active participation of people-and-communities-in-any-and,all dimensions of a society and
economy through their access and willingness.to-use-ICTs (GSMA, 2016; Heeks, 2007; Kaplan, 2005).
It is made possible by removing the barriers that hinder peaple from using ICTs meaningfully to reap,

for instance, socio-economic benefits (Kaplan, 2005).

1.9.8 Electronic inclusion intermediaries,(e-inclusion intermediaries)

The responsibility to remove e-inclusion barriers lies partly.with e-lls, which are supported by different
development actors. E-lls are public, private and third sector organisations that support community
development using ICTs (Misuraca, Centeno, & Torrecillas, 2014). They create awareness about ICTs
and offer physical spaces equipped with desktop computers and Internet connectivity. E-lls promote
the use of ICTs to enhance the well-being of people, especially marginalised community members in
under-resourced communities (Garrido et al., 2012a; Gomez & Baron-Porras, 2010; Sein & Furuholt,

2009).

1.9.9 Information and communication technologies

Information and communication technologies (ICTs) are defined broadly as the digital technologies
that are used to gather, process, distribute, create, publish, and communicate digital data as
information in the form of audio, text, video, and images (Beckinsale & Ram, 2006; Kleine, 2015).

Examples include radio and television, personal computers, mobile devices, and the Internet.
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1.9.10 Information and communication technologies for development

Information and communication technologies for development (ICT4D) include the processes and
strategies of using ICTs specifically for development-related purposes (Ali et al., 2017; Heeks, 2014b;
McLennan, 2016; Walsham, 2017).

1.9.11 Social media

Due to different underlying concepts with multi-layered meanings, and the rapid evolution of social
media, there is no universally adopted definition of social media (Fuchs, 2017). However, one
definition commonly used in the literature comes from Kaplan and Haenlein (2010), who define social
media as a set of Internet-based applications that build on the ideas and technical foundations of Web
2.0 that enable the creation and exchange of content created by users. As social media have evolved
and gained the ability to facilitate connections by building networks of relationships, they became
more than Internet-based software applications (Hoffman, Novak & Stein, 2012). Stevenson and Xie
(2014) stated that social media are communication tools-that enable social interactions and the
building of social capital. For this study, social media are defined as Internet-based applications that
enable users to (co)create and share user-generated content (opinions, information, and multi-media)
through two-way engagement channels. They are vehicles of mass communication that enable users

to reach many people, virtually instantly-and-build-networks ‘as-well as relationships.

1.9.12 Marginalised

The term marginalised is used to refer to persons or groups that are discriminated against,
disadvantaged or underprivileged, based on, among other things, their geographies, income,
education, religion, background, race, gender, or culture. For this study, the marginalised are also poor
or living in conditions of poverty and facing socio-economic inequalities. These inequalities prevent
them from being able to take advantage of opportunities that may be available to others in the

community or society (Rahman, 2006).

1.9.13 Under-resourced community

The term ‘under-resourced community’ is used in this study to refer to communities that have
insufficient resources, general public services and opportunities for community members to better
themselves. These communities are also referred to as under-served, particularly if they have less than
five percent penetration of electronic communications networks (International Telecommunication

Union, 2013). In South Africa, under-resourced communities are mostly found in areas that were
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disadvantaged during the Apartheid era (pre-1994). During this time, disenfranchised people were
forced to relocate to areas where they faced unjust discrimination in terms of education, health,
employment, public service resources, security, financial independence, and other forms of
infrastructure (South African Government, 1998). Although Apartheid ended in 1994, the people and
communities in these areas are still reeling from the effects (Department of Social Development,
2015). The community members often lack adequate opportunities, skills, literacy, and attributes that
could facilitate personal and socio-economic well-being (Morrone, Scrivens, Smith, & Balestra, 2011).
As a result, the conditions of poverty, inequality and unemployment are often greater in these

communities (Helsper, 2008; Hoqg, 2015).

1.10  Structure of the thesis

This thesis is made up of eight chapters, including this introductory chapter. The chapters illustrate

the way this study was developed and conducted. The chapters are organised as follows:

Chapter 1 is the introductory chapter. It outlines the-problem-statement, discusses the purpose of this
study, and includes the research objectives, key question and sub-questions. The chapter further
presents a summary of the research method, scope of this study, and discussion on the contribution

of this study and the definitions of the key terms.

Chapter 2 presents the literature review of this study. It discusses the digital landscape in South Africa
and in the WCP, including the existing digital divide. ! This overview is followed by a descriptive
discussion of e-lls and their role in community/development. This chapter also discusses the concept

of communication in the age of social media.

Chapter 3 provides the theoretical framework that was used. This study drew from development
theories of modernisation, dependency, and participation. Specific attention was paid to community-
level theories of community development, ICT4D, and C4D, which provided a useful lens through
which to conduct the investigation. In addition, this study used UGT to extract information at the

individual level from community members regarding their media choices and sought gratifications.

Chapter 4 presents a discussion of the research methodology that was applied to this study. The
discussion includes the philosophical underpinnings of this study and the choice and justification of a
qualitative multiple case study approach. The chapter also discusses the data collection and analysis
strategies that were employed, as well as how reliability, validity, and ethics concerns were addressed.

The chapter concludes with the challenges that were faced during the collection of data.
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Chapter 5 is the report of the findings from the QSA. It presents a discussion of the findings from fifty

e-lls from across the WCP.

Chapter 6 reports the results of the analysis of six in-depth case studies.

Chapter 7 presents a discussion of the findings reported in Chapters 5 and 6. The discussion focuses
on key themes that came to light during the data analysis in answering this study’s main research

qguestion. Theoretical propositions that help to explain and support the findings are also discussed.

Chapter 8 is the concluding chapter. It revisits the objectives of this study to summarise how and
where they were addressed. The chapter further presents the implications of this study for theory,

policy and practice, as well as its limitations, and suggestions for future research.
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Chapter 2

Literature review

2.1 Introduction

This chapter presents a picture of South Africa’s digital landscape, focusing on the readiness of, access
to, and use of ICTs. This is necessary to understand the role that e-lls play in promoting ICTs, providing
access and preparing people to use ICTs. To understand clearly what e-lls are and how they use ICTs
to support community development, the chapter also describes e-lls and discusses their intentions in
the communities, the services they provide and the challenges they face. A description of the e-Il
landscape in the Western Cape Province (WCP) is also presented. The chapter concludes with a
discussion of social media to understand how they differ from traditional media and the role that they

can play in communication for development.

2.2 The digital landscape in South-Africa

The South African government acknowledges the key role-of ICTs in supporting different levels of
development (Gomez, Pather, & Dosono, 2012; National Planning Commission, 2012a; Uys, 2015). The
ICT sector is expected to facilitate the connected information society by 2030, where every person in
the country will be able to participate equally in society (National Planning Commission, 2012). Since
the two-phase World Summit on the Information*Society (WSIS)‘conferences held in Geneva in 2003
and Tunis in 2005, South Africa has been under pressure to.create enabling policies towards the reality

of a connected information society (Toure, 2015; Uys & Pather, 2016).

The focus of a number of the South African government’s ICT-related policies is therefore on
improving ICT infrastructure and services, broadband networks, public access, and Internet
connectivity (Uys, 2015). These policies are implemented through government structures at the
national, provincial and local levels. Examples of these policies include the 2007 Information Society
and Development (ISAD) plan, which was presented to the cabinet (top-level government) by the
Presidential National Commission on Information Society and Development (PNC on ISAD) in 2007;
the Electronic Communications and Transaction Act of 2005; the Electronic Communications and
Transactions Amendment Bill of 2012; the 2016 National Integrated ICT Policy White Paper; and the

2013 Broadband Policy, which is also referred to as SA Connect.
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The aim of these ICT policies is to build an information society by promoting the use and adoption of
the technology by government, business, and civil society (Department of Communication, 2013;
Gillwald et al., 2018). The government intends to achieve this by, among others, providing universal
access to affordable high-speed broadband infrastructure and services throughout the country (Khan,
2015; Western Cape Government, 2015). The government also aims to build the capacity of people
through, for instance, digital skills training to ensure the active and meaningful use of the technology
(Western Cape Government, 2015). E-lIs are identified in the ICT policies as key drivers of ICT
awareness and access in the communities, and of community members’ digital skills training (Western

Cape Government, 2015). Figure 2 shows the main ideas of the WC provincial ICT policy.

Connected
Government

Readiness (skills)

Eoerdinaied & i I
Infegrais:
Action

Connecied
Business

Figure 2: Broadband Strategic Framework (Dyers, 2018, p. 5)

The Global Information Technology Report can be useful to gauge South Africa’s ICT-related
performance and the degree to which the technology is being used for socio-economic development.
This report includes the Network Readiness Index, which benchmarks the ICT access, use and
readiness standing of different countries across the globe. Table 1 illustrates South Africa’s standing
on the Network Readiness Index between 2014 and 2016 in the four key indices of: a) environment,
b) readiness, c¢) use, and d) impact. In 2016, South Africa improved drastically in terms of ICT
infrastructure, moving up to 44" out of 139 countries, from 85" place out of 143 countries in 2015.
However, the use of the technology at the individual level by citizens and by the government was still

low. Globally, the poor use of ICT is often associated with the lack of access to ICT, digital skills and
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information, and of understanding of the technology’s usefulness (Sein & Furuholt, 2009). It is evident
in Table 1 that, for the three years, South Africa did not perform very well in the aspects of skills and

affordability, which fall under sub-index b, ‘readiness’.

Table 1: The performance of South Africa on the Network Readiness Index 2014 — 2016

Participating countries 139 143 148
Overall 65 75 70
A. Environment sub-index 33 31 31
1. Political & regulatory environment 26 24 20
2. Business & innovation environment 65 55 53
B. Readiness sub-index 69 102 98
3. Infrastructure 44 85 68
4. Affordability 74 107 112
5. Skills 95 95 97
C. Use sub-index 75 67 70
6. Individual use 77 68 78
7. Business use 32 30 30
8. Government use 105 105 103
D. Impact sub-index 93 92 89
9. Economic impacts 57 58 49
10. Social impacts 112 110 113

Source: Baller et al. (2016), Bilbao-Osario, Dutta/and Lanvin (2014), Dutta, Geiger and Lanvin (2015)

Lack of affordability is a very influential factor that results in low individual use of ICTs (Mbatha, 2015;
Uys & Pather, 2016). Although the position of the country on the Network Readiness Index has
improved over the years, affordability is an area'were the country generally does not perform well. A
recent study by Research ICT Africa (2018) found that affordability continues to be a barrier to ICT
access and use in South Africa. Focusing on Internet access, South Africa has some of the highest
mobile data charges among countries in Sub-Saharan Africa, which prevents many who are
marginalised from being able to access the Internet on their mobile devices since they cannot afford
it (Research ICT Africa, 2015). Despite the affordability challenges, there are low-income community
members who are willing to sacrifice basic necessities to access ICTs, and this demonstrates the value

attached to these technologies, specifically communication services (Research ICT Africa, 2015).

According to StatsSA (2018c), by 2017, 61.8 percent of households in South Africa and 70.8 percent of
households in the WCP had at least one member who had access to the Internet. This access was
either at home, work or through an e-Il. StatsSA (2018c) further illustrates the type of locales

(metropole, urban, and rural areas) where the homes, workplaces and e-lls are located, and this is
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shown in Table 2. Although there is no clarity on how access to the Internet is achieved and what
infrastructure is used in these places, StatsSA (2018c) provides some statistics on the use of mobile
devices to connect to the Internet in the different locales. What is also not clear is the different
statuses of the households and the income of the residents. This is important to understand the
impact of affordability, infrastructure and location on access to ICTs and therefore prove or disprove

any existing claims.

Table 2: Percentage of households where at least one member had access to the Internet in 2015

and 2017 at county and province level based on locale

At home Metro 25.2 16.0 31.3 17.4
Uban | 14.4 7.5 14.5 8.4

Rural 16.6 REX! 12.8 1.7

Total Jml 253 10.6

At work Metro [1{122:7 231 223 25.3
| Urban il T T | 19.4 16.6

Rural aqll | 3.7 9.8 4.1

ol [l aolfl U [} 254 Il 205 169

Using mobile device Metro 637 547 7 69.0 65.0
Urban | ["38.4 Is¥iof thesis 61.5

| Rural W ST E R N/ $7A P | 229 39.6

Total 53.6 47.6 61.5 56.9

Through e-inclusion Metro 15.5 14.9 12.0 17.2
intermediary Uban | 9.5 7.0 17.1 9.2
Rural 0.8 3.1 4.0 4.5

Total 12.9 9.3 13.2 11.5

Source: StatsSA (2016, 2018a)

At both the country and the WCP level mobile devices are the most used means to access the Internet
in the different areas, while e-lls are the least used for this purpose. It is possible the reason for the
low use of e-lls in some areas is due, among others, to a lack of awareness of the e-lls in the area
(Research ICT Africa, 2015; Western Cape Government, 2014). Nevertheless, comparing 2015 and
2017, the total percentage of households with at least one member (12.9% vs 13.2% respectively)

accessing the Internet through an e-ll had increased, especially in rural areas.
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Not only in South Africa, but across the globe, there has been an increase in the penetration levels of
mobile devices. They have become increasingly affordable due to different flexible pricing models and
a large market of affordable, refurbished phones and imitations (International Telecommunication
Union, 2016; Samii, 2009). In 2011, close to ninety-five percent of South African adults owned a mobile
phone (Dutta & Mia, 2011). However, most of these were feature phones that could not connect to
the Internet (PEW Research Centre, 2015). By 2015, the country had 165 mobile cellular subscriptions
per one hundred people (The World Bank, 2017) and, in the WCP, 81.9 percent of people owned a
mobile phone (Research ICT Africa, 2015). While The World Bank's (2017) figures might appear as
evidence of mobile subscription saturation, the high number of subscriptions can be attributed to

some people owning more than one mobile device.

The high availability and use of mobile devices means that there are more options available for people
to communicate, and to access information and even basic services (for example government’s e-
services) (Chipidza & Leidner, 2017; United Nations Development Programme, 2012). The low physical
infrastructure requirements of mobile devices makes.it-possible for them to reach remote areas at
lower costs than other technologies, such as fixed phone lines (Chipidza & Leidner, 2017; United
Nations Development Programme, 2012). For this reason, they have been central in bridging the
digital divide (GSMA, 2016; Toure, 2015) and facilitating Internet access for community members in
under-resourced rural and remote communities (Hassan et al., 2016; Matthews, 2015b; Walsham,
2017; Wyche, 2015). The impact of mobile devices, however, has not eliminated the need for e-lls in
these communities (Sey et al., 2013a). Furthermore, high data costs, connectivity problems, and old
software that does not load websites praperly on'mobile devices make e-lls significant. There is still a
need for interventions and intermediaries that fulfil the different e-inclusion needs of community
members (Bailur, 2015). E-lls offer affordances such as social environments for community
engagement and organising, printing and photocopying services, training in digital skills and other

educational courses.

In this respect, the Western Cape provincial government (WCG) has an ambitious plan to develop
broadband infrastructure in the WCP through its Broadband Strategy (Khan, 2015). By 2020, the WCG
intends to achieve seventy percent Internet penetration through e-lls to provide public access and
build capacity, and through Wi-Fi hotspots (Western Cape Government, 2015). By 2030, the WCG
envisions that “every citizen in every town and village will have access to affordable high-speed
broadband infrastructure and services ...” (Western Cape Government, 2015, p. 3). The WCP has
therefore expended a large budget (South African Rand 2.89 million) on broadband infrastructure

across the WCP (Western Cape Government, 2016). High speed Internet services have been delivered
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to over 1 414 strategic sites, which include schools, hospitals, emergency centres, clinics, rural
libraries, e-lls and government offices (Zille, 2017). In addition, 178 free access Wi-Fi hotspots have

been set up across the WCP (Western Cape Government, 2017b).

Despite massive investments, the reality is that more interventions are needed to maintain the
positive growth, specifically the availability of, access to and use of ICTs across the WCP (Uys & Pather,
2016). Furthermore, it is clear from the use and access statistics of the Network Readiness Index that
there is still a large portion of the population in South Africa that does not have access to ICTs. In the
WCP, the digital divide is a significant obstacle in addressing issues of socio-economic equality (Lorini
et al., 2014). It is necessary to gain a better understanding of the unequal distribution, known

commonly as the digital divide, and to explore the role and contribution of e-lls in bridging this divide.

2.3 Understanding the digital divide

Over the past decade, tremendous progress has been made in bridging the digital ‘access’ divide. By
2013, about 2.7 billion people were using the Internet, a-global penetration rate of almost forty
percent (Toure, 2015). Despite this progress, some 44 hillion people remain offline, digitally excluded,
and unable to benefit from improved electronic government, commerce, health, education, and other
digital programs (Toure, 2015). The challenge of the digital divide in its multi-faceted form is a serious

barrier against successful development-in third-world countries (Millard, 2015).

The digital divide is the gap that exists'between people who have access to ICTs, such as computers,
mobile devices, the Internet andijother ACTiinfrastructure, and those that do not (United Nations,
2014). Grave inequalities have existed since the 1990s regarding access to and use of computers and
the Internet (Castells, 2000). In developing regions, ICTs are out of reach for many marginalised
people, and the technology is considered a luxury meant for more affluent people. The divide
illustrates the imprint of pre-existing power relations (Coelho & Segatto, 2013; Kleine & Unwin, 2009).
These power relations were in some cases co-determined, for example between either the civilised
and those considers backward, the centres and the periphery, those in positions of power and those

not, and also the colonisers and the colonised (Kleine & Unwin, 2009).

For over two decades, research on the concept of the digital divide has been interdisciplinary,
featuring in communication sciences, sociology, psychology, economics, and education studies.
However, investigations pre-2002 focused narrowly on physical access and Internet connectivity (Van
Dijk, 2017). The physical access was influenced by demographics, such as education levels, age,

gender, and race which were framed by socio-economic concepts (such as social capital, income, and
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technology diffusion) (Nemer, 2016). In recent years, the focus has shifted from being an issue solely
about the lack of physical access to ICTs to being more about the capacity and capability of people to

use the technology and to use it meaningfully (Nyahodza & Higgs, 2017; United Nations, 2014).

The issues influencing the digital divide are multidimensional (Nemer, 2016) and, basing the divide
solely on the lack of physical access inadvertently simplifies the challenge, which in turn, undermines
the grave nature of the problem (Gigler, 2015; Moyo, 2009; Pieterse, 2010). Moreover, suggesting
that the divide is a technical problem implies that the solutions are technical. The problem of the
digital divide is not solved when people get physical access to the technology; it arguably begins when
that technology becomes incorporated into their daily lives (Van Dijk, 2017). It is necessary to focus
on other aspects of the divide apart from narrow concepts of physical access, for example, skills and

motivations to use ICTs (Alam & Imran, 2015; Buckingham, 2007; Hargittai, 2002).

To this effect, Millard (2015) identified five digital divide categories: access, socio-economic
characteristics, skills, beneficial use, and participation and co-creation. The first category, access, is
used in both a narrow sense, meaning physical access, and in-a broader sense that describes and
explains the other kinds and levels of the digital divide some of which are discussed below (Van Dijk,
2017). The second category, socio-economic characteristics, is multi-faceted in nature and therefore
requires a more detailed explanation. It relates to education and literacy levels, occupation, income
and demographics, such as gender-and-age, that influence ICT access and use. Differences in these
aspects are common (Wyche, 2015) and ¢an'enhance someé.people’s.access to technology while at the
same time limiting others (Moyo, 2009). Other characteristics in this category that influence the divide
include the quality of the connection and the relevance of the information and language used (United

Nations, 2014).

Inequalities in socio-economic characteristics, such as those mentioned above have notably
influenced the digital divide in South African (Alao et al., 2017). The effects of the divide are evident
at the community level (Harris, 2007) and are more pronounced among marginalised community
members because they lack the means to buy computers and capable mobile devices, and to access
the Internet (Gémez, 2012; Uys, 2015). As long as poverty exists there will be people whose socio-

economic status limits them from having access to ICTs (Andreasson, 2015; Uys & Pather, 2016).

Van Dijk (2017) proposed that social behaviour aspects, like motivations and attitudes, also affect
access to and use of ICTs, therefore they should be considered as social characteristics that influence

the digital divide. Furthermore, phenomena such as computer anxiety — the fear a person experiences
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when they are confronted with a computer, and technophobia — the general fear of technology,
receive less attention and yet, are major barriers to ICT use, particularly among the elderly, people

with low education levels and some women (Van Dijk, 2017).

The third digital divide category goes beyond access and relates to skills. There are people who have
access to ICTs but do not possess the digital skills to use them (Andreasson, 2015; Moyo, 2009; Van
Dijk, 2017). This is a major challenge in South Africa, where the lack of digital skills among community
members acts as a barrier to the use of ICTs (Alao et al., 2017; Benjamin, 2001; Sein & Furuholt, 2009;
Western Cape Government, 2014). To bridge this divide, the roles of some e-lls include providing

digital skills training (Millard, 2015) and other capacity-building initiatives.

The fourth category is beneficial use. ICTs alone are just machinery, but when they are combined with
motivations, goals and the user’s digital skills for specific purposes, they become powerful tools for
development (Millard, 2015). If people cannot reap any benefits from using the technology, they will
find it meaningless. In South Africa, the lack of .information and understanding of ICTs and their
benefits among community members.issone of the challenges(Research ICT Africa, 2015) associated
with the lack of ICT use (Chigona et al., 2009; Mbatha, 2015), particularly in under-resourced
communities. This divide category is not easy to address. It requires community members to shift their
mindset through, for instance, education and exposure to ICTs. This critical transition is not
traditionally addressed by the analysis-of the digital divide {Millard, 2015). The last digital divide
category relates to participation and co-credtion.. This category generally receives less attention than
the other categories. It addresses the differences that exist among people regarding their contribution

to the production of ICTs, their services and content (Millard, 2015).

In addition to the five categories, geographic location also influences the digital divide. That is, there
are regions where the geographic divide mimics existing inequalities and historical imbalances
between developed and developing countries in a ‘digital form’ (Diaz Andrade & Urquhart, 2009b;
Moyo, 2009; Pieterse, 2010). A person’s location can influence their access to ICTs such as computers,
digital media and the Internet (Millard, 2015). These disparities can occur at a global level (developed
vs developing countries), at a regional level (areas in the same country) (Moyo, 2009), and even locally
in communities. South Africa presents a good case of how one’s locale can influence either the
availability of ICT infrastructure or one’s ability to access it. The country has one of the largest
disparities between the rich and the poor in the world, representing both first and third-world
conditions (Molawa, 2009). People located in areas that are under-resourced, rural and/or remote are

less likely to have access to ICTs than those in more affluent urban or metro areas (Molawa, 2009;
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Western Cape Government, 2014). As shown in Table 2, metropole areas have more people with

access to the Internet than rural areas.

Needless to say, development strategies and policies need to prioritise socio-economic equality in
South Africa to address the digital divide in its multi-faceted form (Uys, 2015). Moreover, e-inclusion
innovations need to be coupled with capacity-building initiatives to address the skills, beneficial use,

and participation barriers (Kleine & Unwin, 2009).

2.4 E-inclusion intermediaries: The use of ICTs for community development

2.4.1 Understanding electronic inclusion

E-inclusion is a proactive strategy to address the existing digital divide in its different forms and
categories (Lanvin & Passman, 2008). It is defined as the effective participation of community
members in any and all dimensions of a society and economy through their access to and use of ICTs
(Heeks, 2006; Kaplan, 2005). The process entails facilitating the availability of convenient, free or
affordable access to ICTs and digital-skills'training-te-ensurethat'the technology is used meaningfully
(Gigler, 2015; Mancinelli, 2008; Sorrentino-& Niehaves, 2010). Access to ICTs is possible through the
combined efforts of public, private and third sector arganisations, as well as the technology
community (Bianchi et al., 2006). E-inclusion is about fostering participation by and empowerment of
community members in a digital ecosystem (Dasuki, Abbott, & Azerikatoa, 2014). For e-inclusion to
be effective, community membersineed to be willing and motivated:to access and use the technology

(Kaplan, 2005).

2.4.2 The concept of an intermediary

In development circles, the term ‘intermediary’ is commonly used to refer to a body that acts as a
liaison between local community members and a group or source of information that originates from
outside the community (Gigler, 2015). The intermediaries can be classified as either ‘social
intermediaries’” or ‘ICT intermediaries’ (Gigler, 2015). Social intermediaries are trusted local
institutions, such as community-based organisations (CBOs) that also have a good, strong relationship
with community members. The high level of trust and strong relationships places these intermediaries
in key positions to facilitate the communication and engagement process between development
actors as well as community members (Dearden & Haider Rizvi, 2015; Gigler, 2015). Communication
is an integral part of the process that facilitates participation by all the development actors (Keating

& Vidal, 2004).
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The functions of social intermediaries and ICT intermediaries are similar. They both provide enabling
environments for communication and participation in development. In the case of ICT intermediaries,
they can be individuals, groups or organisations that provide enabling local environments where
community members can gain improved access to ICTs (Gigler, 2015). ICT intermediaries are important
role players in providing access to and creating awareness about ICTs (Andreasson, 2015). These
intermediaries help community members to use ICTs meaningfully for improved human and social
capabilities (Diaz Andrade & Urquhart, 2009a; Gigler, 2015). Interest in ICT intermediaries can be
traced back to the idea of ‘change agents’, who had great influence over people and organisations in
communities regarding the adoption of new products and services (Howells, 2006). Change agents
could communicate and influence community members towards desirable actions for social change

(Rogers, 1983).

For this study, the focus is on specific organisations in under-resourced communities within the WCP
that act as intermediaries between people and their access to and use of ICTs. These organisations are
referred to as electronic inclusion (e-inclusion) intermediaries, and they contribute towards bridging
the digital divide (Andreasson, 2015) and  supporting socio-economic development in the
communities. The following sections present definitions of e-lls-and discussions of their make-up,

origins, services and intended purpose.

2.4.3 Defining e-inclusion intermediaries

Due to the multi-faceted nature of mediation and e-lls in particular, there is no universal definition of
e-lls in literature. However, three different lenses can be used to help define the boundaries of what
constitutes an e-ll: (i) the institutional arrangement, which relates to the operational model — for
instance whether it is public or private, for-profit or not, (ii) the mission or objective in the community,
and (iii) the services that are provided by the organisation (Cullen et al., 2012). In the context of this
study, e-lls are identified mainly by the services they provide, that is ‘what’ they do and their mission,
and not necessarily by ‘who’ they are. An e-ll is identifiable more easily by the type of services it
provides and how it provides them. The name of an organisation, who owns it or manages it is not

always enough information to determine whether the organisation is an e-Il.

E-lls are organisations that support community development using ICTs (Misuraca et al., 2014). The
initial driving force behind the e-ll movement was to bridge the digital divide and to disseminate
accurate information. To help develop communities, e-lls were considered trusted providers of

accurate information (Colle, 2000). E-lls aim to bridge the gaps that exist between community
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members, especially those who are marginalised, and ICTs; and between local community needs and

global sources of information (Gomez & Baron-Porras, 2010; Sein & Furuholt, 2009).

E-lls operate in the private, public or third sector (which also includes civil society). Private sector e-lIs
operate for profit and therefore charge a fee for their services to be used, public sector e-lIs often
provide their services for free, while third sector e-lIs’ services are also for free, or at a low subsidised
fee. E-lls operating in the public and third sectors are established from the need for adequate access
to ICTs, in terms of ICT access policy, and from the pressing need to communicate ICT benefits to
different community members (Gomez, 2013; Haché, 2011). The purpose of e-lls includes social
innovation, which entails combining social elements with technological solutions to address
community challenges (Bailey & Ngwenyama, 2010; Haché, 2011). Examples of third sector e-lls
include non-government organisations (NGOs), community-based organisations (CBOs), non-profit
organisations (NPOs), informal networks, charitable and volunteer organisations, religious
organisations and social enterprises (Haché, 2011; Rissola & Garrido, 2013). Examples of private sector

e-lls include Internet cafés, and examples of-public e-lls‘include public libraries and e-centres.

2.4.4 E-inclusion intermediaries: The historical context and brief global perspective

The concept behind e-lls can be traced back to Scandinavia in the 1980s, when ‘telecottages’ were
used to foster socio-economic development-in the.community of Vemudalen, a village close to the
Norwegian border (Falch, 2000). These telecottages were e-lls that provided information, access to
ICTs and services related to training and employment seeking to the community (Etta & Parvyn-
Wamahiu, 2003; Falch, 2000). They also provided ‘distance education, telephony and photocopying
services (Lesame, 2008). The telecottages were considered instruments in the fight for universal
access to ICTs, especially in under-resourced communities of Scandinavia (Etta & Parvyn-Wamabhiu,

2003).

The telecottages model has since been replicated in other countries globally to bridge the digital divide
and help address the socio-economic challenges faced by community members. In the rural parts of
Australia, for instance, e-lls were introduced to support agriculture, tourism and fishing development
in the communities (Madden, Savage, & Simpson, 1997). The e-lls help community members by
providing information, access to ICTs, education, and digital skills training (Garrido et al., 2012b). In
Brazil, e-lls were introduced to address the digital divide in the country and entailed installing ICT

infrastructure in public community centres (Ferreira, Sayago, & Blat, 2016). The centres provide
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community members with access to information and computer-mediated communication (email and

social media) resources.

E-llIs that were introduced in Africa during the 1990s were based on the telecottage models developed
in developed countries (Etta & Parvyn-Wamahiu, 2003). The e-lls were initially developed and
supported by international donor agents, for example the ITU, World Bank, IDRC, United Nations
Development Programme, the International Institute for Communication and Development (IICD), and
the Economic Commission for Africa, as well as local development actors in the different countries.
The purpose of these e-lls was also to provide access to information and communication resources,

as well as digital skills trai