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ABSTRACT

The rapid advancement of digital technology presents opportunities for governments
to streamline service delivery through integrated mobile applications. This study
evaluates the feasibility of implementing a government super app in South Africa by
assessing three key factors: User Adoption Potential, Infrastructural Readiness, and
Regulatory Environment. Using a quantitative research approach, data were collected
through structured surveys and analysed using descriptive statistics, correlation

analysis, and regression modelling.

The findings reveal that User Adoption Potential and Infrastructural Readiness have a
strong positive correlation with Service Delivery Enhancement, indicating that user
willingness and robust digital infrastructure are critical enablers of super app feasibility.
While the Regulatory Environment also influences adoption, its impact is moderate
compared to the other two factors. The study highlights the need for targeted digital
literacy programs, affordable mobile data solutions, and regulatory clarity to ensure

successful implementation.

This research contributes to the digital transformation discourse by providing insights
into the role of super apps in improving public service accessibility. The findings
underscore the importance of public-private collaboration, government policy
adaptation, and infrastructure investment to enhance digital service adoption in South
Africa. The study concludes that while a government super app is feasible, its success
depends on addressing regulatory concerns, ensuring digital inclusivity, and fostering

user trust.
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CHAPTER 1: INTRODUCTION

1.1 Statement of Purpose

The overarching aim of this research is to comprehensively evaluate the feasibility of
implementing a super app to enhance service delivery in South Africa. This evaluation
will encompass user adoption potential, infrastructural readiness, and regulatory
considerations. Through this comprehensive approach, the research seeks to provide
a clear roadmap for determining whether a super app can serve as a viable solution

for improving service delivery in the country.

1.2 Background of the Study

South Africa faces significant challenges in service delivery, particularly in its
fragmented systems, limited access to technology, and widespread information gaps.
These issues have been well-documented, with studies highlighting how these barriers
hinder both urban and rural populations from accessing essential services efficiently
and equitably. For instance, Masuku and Jili (2019) emphasise that fragmented
service delivery systems create inconsistencies, where communities often experience
delayed or inadequate access to public services such as healthcare, education, and
utilities. Additionally, Aruleba and Jere (2022) highlight the limited access to
technology, especially in underprivileged areas, which worsens the digital divide and
further impedes service delivery. The lack of adequate infrastructure and digital literacy
prevents many South Africans from taking advantage of online services that could

otherwise streamline access to critical resources.

In light of these challenges, there is a growing interest in exploring innovative solutions
that can address these systemic issues. One such solution is the concept of super
apps—integrated platforms that offer a one-stop-shop for various services, from
financial transactions to transportation and even government services. These apps
have gained traction in developing economies, where they hold the potential to
consolidate fragmented systems, making service delivery more efficient and
accessible (Ye, 2022). For example, Uber, a well-known global platform, has adapted
its business model to offer more localized services in South Africa, as illustrated in
Exhibit 1, showcasing the potential for super apps to thrive in this context.



This research aims to evaluate the feasibility of super apps in the South African context
by examining key factors such as user adoption, infrastructure readiness, and the
regulatory environment. User adoption is critical, as the success of a super app relies
on widespread acceptance and usage among the population. Infrastructure readiness,
particularly in terms of internet access and mobile technology, is another essential
factor, as super apps require robust digital networks to function effectively. Lastly, the
regulatory environment plays a pivotal role in either enabling or hindering the
development of such platforms, as government policies and regulations can influence

the scalability and sustainability of super apps.

If successfully implemented, a super app could revolutionise service delivery in South
Africa by enhancing efficiency, inclusivity, and transparency. It could bridge the digital
divide, offering previously underserved populations access to essential services
through a single platform. Moreover, by consolidating various services into one app,
the government and private sector could work together to reduce redundancies and
streamline processes, ultimately improving the quality of life for millions of South
Africans. Therefore, this research is not only timely but also crucial in understanding
the potential of super apps to transform service delivery in a developing economy like
South Africa.

1.3 Research Problem

The South Africa government faces challenges in delivering services (including
education, public works, health, transport, human settlements, water, and sanitation)
efficiently to its citizens (Auditor-General South Africa, 2023; Masuku & Jili, 2019;
Percyval et al., 2023). These challenges often manifest as fragmented service
landscapes, limited access for citizens in remote areas, and a lack of transparency in
communication. The rise of mobile technology and smartphone penetration presents
an opportunity to leverage digital solutions for improvement. These solutions include
super apps, which consolidate a multitude of services within a single platform and have
gained traction globally because they offer a potential avenue for streamlining service
delivery (Techopedia, 2024).

While super apps hold a promise for streamlining service delivery, their feasibility in
the South African context remains unexplored. Limited research exists on user
adoption rates, infrastructure readiness, and potential regulatory hurdles for super

2



apps in South Africa. Additionally, the specific functionalities and integrations most

beneficial for enhancing service delivery in the country are unknown.

Evaluating the feasibility of super apps in South Africa is crucial because it can inform
the development of a more efficient service delivery system. A successful super app
could improve access to essential services, empower citizens, and boost the digital
economy. Conversely, a poorly designed or implemented super app could exacerbate

existing inequalities and create new security risks.

1.4 Research objectives

The research objectives are as follows:

1.4.1 User Adoption Potential

Evaluate the factors influencing South Africans' willingness and capacity to adopt and
use a government super app for service delivery. This includes assessing perceived
usefulness, ease of use, trust in government digital platforms, and previous experience

with similar applications to determine adoption potential.

1.4.2 Infrastructural readiness

Evaluate the state of telecommunications infrastructure and digital literacy levels
across South Africa to determine their adequacy for supporting a government super
app. This involves analysing internet accessibility, mobile network reliability, and

affordability of mobile data as key enablers of digital service adoption.

1.4.3 Regulatory environment

Evaluate the legal and policy framework governing digital platforms in South Africa to
determine the extent to which it supports or hinders the implementation of a
government super app. This includes assessing data privacy regulations,
cybersecurity policies, and compliance requirements to ensure a secure and legally

sound digital service platform.

1.5 Rationale

Fragmented services, limited tech access, and information gaps hinder South African
service delivery. Super apps, offering a unified platform, could be a game-changer.
This research assesses their feasibility by analysing user adoption, infrastructure



readiness, and regulations. A successful super app could streamline service access,

promote inclusivity, and boost transparency.

1.6 Delimitations of the Study

This study focuses on the feasibility of a super app for government services in South
Africa. It excludes private-sector integration and won't assess the development of a
specific app itself. Additionally, the research will not delve into alternative technological

solutions beyond super apps.

1.7 Definition of terms

1.7.1 Infrastructural Readiness

Infrastructure readiness means that the telecommunications infrastructure is ready
and with an acceptable level of reliability, which is dependent on the design of networks
as well as the manufacture of equipment, operating methods, and operating conditions
(Pirkhavka et al., 2021). The state of South Africa's telecommunications infrastructure
(mobile networks, internet access) and citizens' digital literacy levels determine if they

can effectively support the widespread use of a super app.

1.7.2 Regulatory Environment

A regulatory environment is a set of laws, regulations, and policies governing how
organisations operate within a specific jurisdiction, which can help or hinder
organisations when it comes to investing, creating jobs, or becoming more productive
(Musara & Gwaindepi, 2014). In the context of the current study, the regulatory
environment refers to potential legal and policy challenges that may arise with the
introduction of a super app platform in South Africa, which might include data privacy

and user protection.

1.7.3 Super App
A mobile application that integrates a wide range of services within a single platform,
allowing users to access functionalities like ride-hailing, food delivery, financial

services, and government services, all in one place (Techopedia, 2024).



1.7.4 User Adoption Potential

User adoption potential is the process by which users start to use and integrate a new
product, service, or technology into their daily lives, and the focus is on the initial
acceptance and use as well as the continual interaction between users and the
product, service, or technology (Huy et al., 2024). This study is concerned with the
likelihood of South African citizens embracing and actively using a super app for
service delivery, including factors such as willingness and capacity to use such a

platform.

1.8 Assumptions

This research assumes two key factors:

o There is a growing smartphone penetration rate among South African citizens.
o The South African government is committed to leveraging technology for improved

service delivery.

These assumptions are crucial as the super app's success hinges on user accessibility

and government investment in such a digital solution.

1.9 Chapter Outline

Chapter One introduces the research, providing an overview of the research problem,
why the problem needed to be addressed, and the research objectives. Therefore,
justifying why the research was conducted and its potential to be impactful in adding

value to the existing body of language.

Chapter Two is a discussion of the literature review and theoretical framework, which
serves as a way of further explaining investigated concepts and how they interrelate.
The chapter is a foundation for obtaining an understanding of gaps in the literature,

some of which necessitated that this research be conducted.

Chapter Three is the research methodology and it outlines the research methods and
techniques the researcher used for sampling, data collection, and data analysis.

Chapter Four is a presentation of the results.



Chapter Five is a discussion of the results and how they relate to published empirical

studies and other reports in the literature.

Chapter Six is the conclusions and recommendations of this research, which is

reflective of whether the aim and objectives were successfully achieved.



Chapter 2: LITERATURE REVIEW AND THEORETICAL
FRAMEWORK

2.1 Introduction

Fragmented service landscapes and limited digital access plague developing
economies like South Africa. Super apps, consolidating services into a single platform,
offer a potential solution. However, user adoption is critical. This review explores
factors influencing user adoption (perceived usefulness, ease of use, trust) and
highlights the importance of infrastructural readiness (mobile broadband, digital
literacy). The review also examines the regulatory environment, focusing on data
privacy, security, and the need for clear, adaptable regulations to foster innovation. By
understanding these aspects, South Africa can unlock the potential of super apps for

improved service delivery.

2.2 Background Discussion

Super apps present a viable strategy to enhance the delivery of government services
by combining various services into a single platform. However, user acceptance,
infrastructural readiness, and the regulatory landscape are critical to their success.
This study explores these factors in the South African context. User adoption will be
assessed through the UTAUT framework, focusing on user perceptions of the app's
usefulness and ease of use. Infrastructural readiness will be evaluated by examining
telecommunication infrastructure and digital literacy levels. Finally, the regulatory
environment, particularly data privacy and security, will be analysed. By investigating
these key areas, this study aims to provide a comprehensive assessment of the

feasibility of a super app for government service delivery in South Africa.

2.3 User adoption potential

User adoption potential is a critical determinant of whether a super app can
successfully address the challenges of service delivery in South Africa. The existing
literature highlights both the opportunities presented by super apps—such as
streamlined access to multiple services—and the challenges stemming from

fragmented service landscapes and limited digital access (Hofisi & Chigova, 2023). As



noted by Gartner (2022) and Techopedia (2024 ), super apps can consolidate disparate
functions into a unified platform, but their effectiveness hinges on widespread user

acceptance.

2.3.1 Challenges and Opportunities

Developing economies like South Africa often contend with infrastructure gaps and
digital literacy constraints, which hinder the adoption of sophisticated mobile solutions
(Aruleba & Jere, 2022). Nevertheless, these same contexts can benefit greatly from
super apps, given that a single, all-encompassing platform can simplify user
interactions and potentially bridge service fragmentation. The central question is

whether users will be willing and able to adopt such a technology at scale.

2.3.2 Factors Affecting User Adoption

Research suggests several factors influence user adoption of mobile applications.
Multiple studies have identified perceived usefulness, ease of use, and trust as pivotal
to mobile application adoption ((Venkatesh et al., 2003); (Degirmenci, 2020). These
factors are particularly relevant in the South African context, where technology

acceptance may vary significantly across demographic and socioeconomic lines.

2.3.2.1  Perceived usefulness

Users are more inclined to adopt an app when they believe it offers tangible value and
simplifies tasks (Venkatesh et al., 2003). In the realm of service delivery, a super app’s
perceived usefulness might derive from how many different services it integrates
ranging from utility payments to telemedicine and whether it saves time relative to

conventional methods.

2.3.2.2 Perceived ease of use

The more intuitive and straightforward an app’s interface is, the higher the likelihood
of user adoption (Venkatesh et al., 2003). This is especially important in South Africa,
where digital literacy can vary widely. A super app targeting government services must

cater to users with different levels of technical skill, ensuring minimal barriers to entry.

2.3.2.3  Trust and security concerns
Data privacy and security are major concerns for mobile app users (Degirmenci,

2020). Since super apps often aggregate wealth of personal information, trust in the



platform’s ability to safeguard data becomes paramount (Balapour et al., 2020).
Transparent communication about data collection and usage can help mitigate privacy

concerns and foster user confidence.

Collectively, usefulness, ease of use, and trust provide a framework for understanding
how users perceive the viability of a government-focused super app. If users believe
the app will meaningfully improve their access to services without jeopardizing their

privacy, they are more likely to adopt it.
Therefore, it is hypothesised that:

H1: There is a positive correlation between user adoption potential and the

enhancement of government service delivery through a super app.

This hypothesis underscores the expectation that higher levels of perceived
usefulness, ease of use, and trust will translate into greater acceptance of a
government super app, ultimately influencing its overall feasibility in enhancing public

service delivery.

Additionally, beyond the factors mentioned above, existing research highlights the
importance of cultural context and socio-economic factors in mobile app adoption
(Venkatesh et al., 2003). Understanding user demographics, internet access
disparities, and existing service delivery experiences in South Africa will be vital in
predicting super app adoption potential. Overall, assessing user adoption potential is
crucial for the success of a super app in South Africa. By understanding factors like
perceived usefulness, ease of use, and trust, researchers can develop strategies to

encourage widespread adoption and maximize the app's impact on service delivery.

2.4 Infrastructural readiness
Super apps require a strong foundation to function effectively. As highlighted by GSMA
Intelligence (2023) and Neumeyer et al. (2021), the success of these platforms hinges
on reliable telecommunications networks and adequate digital skills among users. This
section examines the key infrastructural factors that determine the readiness of South
Africa to support super app adoption.



2.4.1 Telecommunications Infrastructure

While widespread mobile phone penetration is a necessary condition, it is not sufficient
on its own for the successful deployment of super apps (Hasbi & Dubus, 2020). Equally
important is the availability of reliable and affordable internet access, which facilitates
app downloads, updates, and the seamless delivery of services. Research in emerging
economies emphasizes that mobile broadband penetration and the cost of data are
critical determinants of app usage, underscoring the need for well-developed

telecommunications (GSMA Intelligence, 2023).

2.4.2 Digital Literacy

Access to technology must be complemented by digital literacy. Beyond merely having
a mobile device, users must possess the skills to navigate digital interfaces, download
apps, and conduct online transactions effectively. Aruleba and Jere (2022) point out
that digital literacy is essential for maximizing the benefits of super apps, while
Neumeyer et al. (2021) find a positive correlation between digital literacy and the
adoption of new technologies. Without these basic skills, even the most advanced
telecommunications infrastructure may fail to translate into widespread super app

usage.

Drawing from the literature, it is clear that both robust telecommunications
infrastructure and high levels of digital literacy are critical for the effective adoption of

super apps. Hence, it is hypothesised:
H2: There is a positive correlation between infrastructural readiness and the
enhancement of government service delivery through a super app.

This hypothesis encapsulates the expectation that improvements in
telecommunications and digital skills will enhance the likelihood of successful super

app implementation for government services in South Africa.

2.4.3 Addressing Infrastructure Gaps

Bridging the digital divide is crucial for ensuring equitable access to super apps.

Government initiatives promoting affordable internet access, digital literacy training
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programs, and user-friendly app design can contribute to closing this gap (World Bank,
2022). Overall, evaluating infrastructural readiness requires assessing both
telecommunications infrastructure and user digital literacy levels. Understanding
these factors will inform strategies to ensure widespread accessibility and maximise

the potential of super apps for inclusive service delivery in South Africa.

2.5 Regulatory environment

Super apps, with their ability to consolidate a multitude of services within a single
platform, offer a promising avenue for enhancing service delivery in South Africa.
However, their successful implementation requires navigating a complex regulatory
landscape that ensures user protection while fostering innovation. This section reviews
key regulatory issues that can impact the feasibility of super apps in the South African

context.

2.5.1 Data Privacy and Security

Super apps inherently manage vast amounts of user data, which raises critical
concerns regarding privacy and security. In South Africa, existing regulations such as
the Protection of Personal Information Act (POPIA) (Act No. 4 of 2013)
(GOVERNMENT GAZETTE, 2013; Law, 2019) provide a framework for governing data
collection, storage, and usage. However, as super apps integrate diverse services, it
becomes essential to evaluate whether POPIA sufficiently addresses the unique
challenges posed by these platforms. There may be a need for additional, app-specific
regulations that enforce robust data security protocols and empower users to control

their information (Degirmenci, 2020).

2.5.2 Regulatory Uncertainty

The emergence of super apps often challenges existing regulatory frameworks,
creating uncertainty that can stifle both innovation and investment. As highlighted by
H & A Partners - Steffen Hadi (2022), unclear regulatory guidelines may hinder the
development and adoption of super apps. To mitigate these challenges, there is a
pressing need for clear and adaptable regulations that not only safeguard user privacy
but also promote fair competition and can evolve alongside technological

advancements (Imran Vilcassim, 2022).
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Drawing on the literature, it is evident that a supportive regulatory framework is crucial

for the successful deployment of super apps. Hence, it is hypothesised:

Hs: There is a positive correlation between a supportive regulatory environment

and the enhancement of government service delivery through a super app.

The rise of super apps presents a unique opportunity for South Africa to improve
service delivery and enhance user convenience. However, navigating the regulatory
landscape is crucial for their successful implementation. Inadequate data privacy
regulations can erode user trust and hinder adoption, while a lack of clear and
adaptable regulations discourages investment and innovation. By addressing these
concerns and fostering a regulatory environment that prioritizes user privacy, fair
competition, and responsible innovation, South Africa can unlock the full potential of

super apps to contribute to a more efficient and inclusive service delivery ecosystem.

2.6 Analytical Framework
2.6.1 Theoretical Framework

The Unified Theory of Acceptance and Use of Technology (UTAUT) serves as the
foundational theoretical framework for understanding the adoption of super apps for
service delivery in South Africa. This framework, developed by (Venkatesh et al., 2003)
integrates several prominent theories of technology acceptance and usage, including
the Technology Acceptance Model (TAM), Theory of Reasoned Action (TRA), Theory
of Planned Behaviour (TPB), and the Innovation Diffusion Theory (IDT).

UTAUT provides the core theoretical foundation for understanding user adoption
potential (Momani, 2020). It posits several key determinants of technology

acceptance:

a) Performance Expectancy — The degree to which users believe a super app will
enhance their ability to access and utilize government services.

b) Effort Expectancy — The perceived ease of learning and using the super app.

c) Social Influence — The extent to which users perceive social pressure to use the
super app.

d) Facilitating Conditions — The availability of resources and support for using the

super app.
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e) Hedonic Motivation — The enjoyment or fun users expect from using the super app.

Beyond UTAUT, insights from the literature review regarding cultural context and
socioeconomic factors will be incorporated to create a more nuanced understanding

of user adoption potential in South Africa.

2.6.2 Conceptual Framework

2.6.2.1  Infrastructural Readiness Framework

Infrastructural readiness is assessed through a combination of frameworks focusing
on digital divide analysis and telecommunications infrastructure evaluation. The Digital
Divide Framework examines disparities in internet connectivity, device ownership, and
digital literacy across different demographic groups and regions in South Africa
(Aruleba & Jere, 2022). The Telecommunications Infrastructure Analysis evaluates
mobile network coverage, broadband penetration, and affordability of data plans to
determine the readiness of infrastructure to support super app adoption (GSMA
Intelligence, 2023).

2.6.2.2 Regulatory Environment Framework

The regulatory environment is addressed through frameworks focusing on regulatory
impact assessment and privacy/data protection analysis. The Regulatory Impact
Assessment evaluates the adequacy of existing regulations, such as the Protection of
Personal Information Act (POPIA) (GOVERNMENT GAZETTE, 2013; Law, 2019), in
safeguarding user data and addressing privacy concerns within the context of super
apps (Degirmenci, 2020). The Privacy and Data Protection Analysis examines
international best practices and standards for data privacy and security to identify

areas for regulatory reforms or enhancements (Balapour et al., 2020).

2.6.2.3  Correlation Between Super App Usage and Service Delivery

Enhancement

This section reviews literature supporting the central proposition that the use of a super
app can enhance government service delivery. The discussion is structured around
three sub-objectives: user adoption, infrastructural readiness, and the regulatory

environment.
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a) User Adoption and Service Delivery

User adoption is widely regarded as a key enabler of digital platform success. The
UTAUT model (Venkatesh et al., 2003) identifies performance expectancy, effort
expectancy, and trust as crucial adoption factors. In the super app context, these
translate into perceived usefulness, ease of use, and confidence in data security
(Degirmenci, 2020; Balapour et al., 2020). High adoption rates improve service
accessibility, reduce delivery times, and encourage platform integration into

everyday public service use.
b) Infrastructural Readiness and Service Delivery

Infrastructural readiness—encompassing network coverage, device access, data
affordability, and digital literacy—is foundational for super app implementation.
Studies show that inadequate infrastructure constrains reach and equity, especially
in rural areas (GSMA Intelligence, 2023; Aruleba & Jere, 2022). Conversely, where
infrastructure is robust, super apps can streamline service delivery, enabling faster

and broader access to government functions.
c) Regulatory Environment and Service Delivery

A supportive regulatory environment enhances user trust and ensures secure,
compliant service delivery. While legislation like POPIA provides a baseline for data
protection in South Africa, scholars argue it may not fully address the complexities
of multi-service platforms (Degirmenci, 2020; Musara & Gwaindepi, 2014). Clear,
adaptive regulations foster confidence, encourage innovation, and contribute to the

scalability and sustainability of digital public services.

2.6.2.4  Variables and their relationships

This study investigates the relationships between three key independent variables and
the dependent variable, service delivery enhancement, in the context of implementing
a government super app. Figure 1 illustrates the key variables and their hypothesized
relationships, as follows:

Independent Variables (IV)

o User Adoption Potential

o Infrastructural Readiness
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o Regulatory Environment
Dependent Variable (DV)

o Service Delivery Enhancement — representing the perceived improvement in
efficiency, accessibility, and quality of public services through the

implementation of a government super app.
The framework proposes the following relationships:

a) User Adoption Potential — Service Delivery Enhancement
A higher willingness and capacity among users to adopt a government super app
is expected to lead to greater service delivery enhancement. The more citizens
embrace the platform, the more effectively services can be accessed and utilised.

b) Infrastructural Readiness — Service Delivery Enhancement
Reliable digital infrastructure, including internet accessibility and digital literacy, is
expected to positively influence the functionality and accessibility of the super app,
thereby enhancing the delivery of public services.

c¢) Regulatory Environment — Service Delivery Enhancement
A clear and supportive regulatory framework is anticipated to foster user trust,
ensure data security, and facilitate innovation—factors which collectively contribute
to the improved delivery of government services via the super app.

User Adoption
Potential (IV)

Infrastructural Service Delivery
Readiness (IV) Enhancement (DV)
Regulatory

Environment (IV)

Figure 1 Conceptual framework of the feasibility of service delivery

enhancement through a super app implementation
These hypothesised relationships are central to the study’s conceptual framework,

providing a basis for examining the feasibility of super app implementation as a means
to improve public service delivery in South Africa.
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2.6.3 Significance of the Analytical Framework

This analytical framework offers a structured methodology for researchers,
policymakers, and practitioners to assess the feasibility of super app adoption in South
Africa. By integrating theoretical perspectives with empirical analysis of infrastructural
and regulatory factors, this framework guides efforts to promote super app adoption,
address barriers to implementation, and maximize the potential of digital technologies

for enhancing service delivery outcomes in South Africa.

2.7 Conclusion of Literature Review

This literature review examined the feasibility of super apps for enhancing service
delivery in South Africa. User adoption, infrastructural readiness, and the regulatory
landscape were identified as key factors. The Unified Theory of Acceptance and Use
of Technology (UTAUT) suggests user perceptions of a super app's usefulness, ease
of use, and trust will influence adoption. Cultural context and socio-economic factors
will also play a role. Widespread mobile broadband penetration, affordable data costs,
and user digital literacy levels are crucial for super app adoption. Frameworks exist to
assess the digital divide and telecommunications infrastructure readiness. Data
privacy and security are paramount. Existing regulations like POPIA may need
adaptation to ensure user data protection within a super app environment. Clear and
adaptable regulations that encourage responsible development and fair competition

are also necessa ry.

Accordingly, the provided conceptual framework proposes a positive relationship
between user adoption potential, infrastructural readiness, and a supportive regulatory
environment. This framework can guide stakeholders in assessing super app

feasibility and maximizing its potential for improved service delivery in South Africa.
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Chapter 3: RESEARCH METHODOLOGY

3.1 Introduction

This chapter presents a detailed explanation of the methodology used to evaluate the
feasibility of a government super app in South Africa. The study follows a quantitative
approach, employing structured surveys to assess how user adoption potential,
infrastructural readiness, and regulatory environment impact the likelihood of
successful implementation. The research design, data collection methods, sampling
strategy, analysis techniques, and ethical considerations used are discussed in this
chapter. By employing statistical techniques, the study aims to provide a
comprehensive understanding of how various factors contribute to the potential

adoption of the proposed super app.

3.2 Research Paradigm

This study follows a positivist research paradigm, which is appropriate for investigating
the feasibility of a government super app using empirical data (Mohajan, 2020). The
positivist paradigm assumes that knowledge is objective, measurable, and
independent of personal biases, making it well-suited for research based on
quantitative analysis and hypothesis testing. By adopting this paradigm, the study
ensures obijectivity, replicability, and reliability, allowing findings to be generalised
across the broader population (Saunders & Lewis, 2017). This paradigmatic approach
provides valuable insights for policymakers, technology developers, and government

agencies considering the implementation of a government super app.

3.3 Research Design

This study adopts a quantitative research design because it allows for objective
measurement and statistical analysis of key variables influencing the adoption of a
government super app (Zyoud et al., 2024). The quantitative research design was
chosen over qualitative or mixed methods because it enables the identification of clear
patterns, relationships, and predictive factors across a larger sample size. Additionally,
this method ensures greater generalisability of findings and facilitates the use of
regression modelling to assess the impact of user adoption potential, infrastructural
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readiness, and regulatory environment on feasibility (Zyoud et al., 2024). The above
is particularly useful for examining relationships between variables through empirical
evidence. The quantitative approach allows for objective measurement of opinions,
behaviours, and trends among South African citizens regarding the adoption of a
government super app. A cross-sectional survey was conducted to capture data at a
specific point in time, ensuring timely insights into current user perceptions (Cvetkovi¢
Vega et al., 2021). The selection of a cross-sectional design was motivated by the

need to analyse trends and associations efficiently within a defined timeframe.

3.4 Data Collection Methods

Data for this study were collected using a self-administered online survey, which was
distributed through digital platforms to reach a diverse audience. The online nature of
the survey facilitated efficient data collection while ensuring anonymity for participants.
The survey instrument consisted of Likert scale questions (1 = Strongly Disagree to 5
= Strongly Agree) to gauge respondent attitudes towards different aspects of the super

app’s feasibility.

The survey assessed three major constructs: (1) User adoption potential (This section
measured respondents’ willingness to adopt a government super app, their experience
with similar technologies, and their perception of ease of use and benefits); (2)
Infrastructural readiness (This aspect evaluated respondents’ digital literacy, internet
accessibility, mobile data affordability, and their ability to use mobile applications for
essential services); and (3) Regulatory Environment (This section examined concerns
about data privacy, trust in government regulations, and perceived security risks

associated with digital service platforms).

3.5 Population and Sampling

The study targeted South African citizens aged 18 years and older who have access
to mobile technology and internet services, as they represent the potential user base
for the proposed super app. A random sampling method was employed to ensure
diverse representation across various demographics, including age and geographic

location.

A total of 110 respondents participated in the study, which aligns with statistical

guidelines for meaningful quantitative analysis. According to Farhati (2024), a sample
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size of over 30 will lead to meaningful quantitative analysis, however, researchers
must ensure the sample is representative of the target population. Added to the above,
prior studies have used similar sample sizes for technology adoption research, as
such, this number (110) was deemed appropriate to identify trends and associations
within the target population; Providing a dataset that was sufficient for Exploratory
Factor Analysis (EFA), correlation analysis, and regression modelling (Lorenzo-Seva
& and Ferrando, 2024), which were later applied in Chapter 4. The chosen sample
size aligns with statistical guidelines for conducting meaningful quantitative analysis

and deriving valid conclusions.

3.6 The research instrument

The research instrument used for data collection was a structured questionnaire,
divided into four primary sections: (1) Demographic Information — Basic information
(age and location) was collected to understand the sample profile; (2) User adoption
potential — Perceived ease of use, perceived benefits, and experience with similar
applications; (3) Infrastructural readiness — Quality of internet access, affordability of
mobile data, and self-reported digital literacy; and (4) Regulatory environment —
Awareness of government regulations, trust in data privacy measures, and perceived

cybersecurity risks.

Before full deployment, the questionnaire underwent a pilot test to ensure clarity,
reliability, and comprehensibility. This is because performing a pilot test study helps
researchers ascertain that the research is ethically sound while performing procedures
on a smaller scale helps to identify and mitigate any potential weaknesses in the data
collection instruments (Malmqvist et al., 2019). Accordingly, feedback from the pilot
phase was used to refine the instrument, ensuring that all questions were clear and

effectively measured the intended constructs.

3.7 Data Analysis Strategies and Interpretation

Data collected from the survey were analysed using SPSS software, employing a
variety of statistical methods to ensure accuracy and reliability: (1) Descriptive
statistics — Summarised respondent demographics and distribution of construct
responses; (2) Validity analysis — Pearson correlation was used to determine whether

survey items were effectively measuring the intended constructs; (3) Reliability
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analysis — Cronbach’s Alpha was calculated to test the internal consistency of
responses within each construct; (4) Exploratory Factor Analysis (EFA) — Used to
identify underlying structures among the variables and ensure the suitability of the
measurement scales; and (5) Regression analysis — Employed to quantify the impact
of User Adoption Potential, Infrastructural Readiness, and Regulatory Environment on

the feasibility of the government super app.

3.8 Possible limitations and challenges of the study

Although the study provides valuable insights, certain limitations must be
acknowledged. Sampling bias was a potential issue, as the study primarily surveyed
individuals with internet access, which may exclude perspectives from populations
with limited connectivity, particularly in rural areas. In addition, self-reported data
introduces the possibility of response bias, as participants may not always accurately
represent their behaviours and attitudes. Also, given the rapid evolution of digital
technology, findings may need to be reassessed in future studies to account for

emerging trends and changes in user behaviour.

3.9 Quality Assurance Measures
To ensure the credibility of the research findings, several quality assurance measures

were implemented:

o Reliability Testing: Cronbach’s Alpha values confirmed the internal consistency
of the constructs, with values of 0.724 for User Adoption Potential, 0.798 for
Infrastructural Readiness, and 0.732 for Regulatory Environment.

o Validity Testing: Pearson correlation analysis demonstrated strong construct
validity, with all correlations statistically significant at p < 0.001.

o Pilot Testing: The questionnaire was pre-tested among a small sample of
respondents, and refinements were made based on feedback to enhance clarity
and effectiveness.

o Random Sampling Strategy: This method was applied to reduce selection bias

and ensure a diverse participant pool (Sekaran & Bougie, 2016).

3.10 Ethical considerations
Strict ethical guidelines were followed throughout the study to maintain research
integrity. All respondents provided informed consent, ensuring voluntary participation

20



and transparency regarding the study’s objectives. Xu et al. (2020) highlight that
informed consent is not simply a mechanical information disclosure but a core practice
involving human beings that entails building trust. Other elements of ethical
considerations associated with trust are anonymity and confidentiality, which were
upheld. All responses are securely stored and free from personally identifiable
information. The research complied with ethical standards set by the University of the

Witwatersrand, ensuring that participants’ rights and privacy were respected.

3.11 Conclusion

This chapter has provided a comprehensive overview of the research methodology
used to evaluate the feasibility of a government super app in South Africa. The
methodological choices provided a robust framework for assessing the impact of user
adoption potential, infrastructural readiness, and regulatory environment on the

feasibility of a government super app.

The insights derived from this methodology were thoroughly examined in Chapter 4.
In the subsequent chapters, findings are contextualised within the broader framework
of policy recommendations and digital transformation strategies; where the focus is on
practical steps to enhance user engagement, improve digital infrastructure, and
strengthen regulatory compliance. This analysis will provide actionable insights for
policymakers, ensuring the successful implementation of a government super app that
is accessible, efficient, and inclusive, ultimately transforming public service delivery in
South Africa.
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Chapter 4: Results

4.1 Introduction

In this chapter, the results of the different statistical analyses conducted to evaluate
the feasibility of implementing a government super app in South Africa are presented.
The findings are structured around the three key research variables: User adoption
potential, infrastructural readiness, and regulatory environment. The following analysis
descriptive statistics, validity and reliability tests, correlation analysis, and regression
analysis were conducted to assess the relationships between the independent

variables and the dependent variable, service delivery enhancement.

The chapter starts with an overview of the dataset characteristics, followed by the
assessment of data reliability and validity. Then after the descriptive statistics of the
key constructs are presented, this assisted in providing insights into the distribution of
the responses. Exploratory Factor Analysis (EFA) is conducted to confirm the structure
of the survey constructs. Lastly, the results of correlation and regression analyses are
discussed, testing the research hypotheses regarding the impact of user adoption,
infrastructure, and regulations on the feasibility of a government super app. The
findings will serve as the foundation for the discussions in Chapter 5, where they will

be interpreted in the context of the research objectives and prior literature.

4.2 Dataset Characteristics

Table 1 presents information about the dataset evaluated for this study, and it
comprises replies from participants across different age groups and provinces.
Participants in the 35 to 44 age group made up 45.5 per cent of the responses,
followed by those in the 25 to 34 age group at 37.3 per cent, 55 years or older at 4.5
per cent, and the 18 to 24 age group at 4.5 per cent. Geographically, the majority of
respondents (78.2 per cent) lived in Gauteng, while fewer people participated from the
Western Cape (2.7 per cent), North West (3.6 per cent), and Limpopo (8.2 per cent).
The provinces with the lowest participation rates were Mpumalanga and the Free

State, each at 0.9 per cent.
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Table 1: Sample characteristics

N %
Age
18-24 years old 5 4,50%
25-34 years old 41 37,30%
35-44 years old 50 [45,50%
45-54 years old 9 8,20%
55 years old or older 5 4,50%
Province
Eastern Cape 3 2,70%
Free State 1 0,90%
Gauteng 86 |78,20%
KwaZulu-Natal 2 1,80%
Limpopo 9 8,20%
Mpumalanga 1 0,90%
Northern Cape 1 0,90%
North West 4 3,60%
Western Cape 3 2,70%

4.2 Validity and Reliability Analysis

4.2.1 Validity

The Pearson correlation analysis was employed to evaluate the validity of the
constructs used in this study, as shown in Table 2. The purpose of the study was to
ascertain whether each construct's components were accurately measuring the
desired variables. The evaluation of the user adoption potential construct showed a
moderate to strong connection, with the Pearson correlation values ranging from 0.464
to 0.764. On the other hand, the infrastructural readiness construct also showed
correlation values ranging from 0.416 to 0.764, indicating that the items were
measuring a single, coherent idea. Lastly, the Pearson correlation values of the
regulatory environment construct were between 0.368 and 0.764, which likewise are

suggestive of excellent validity.

The statistical significance of the correlations between the items within each construct
was confirmed by the significance level of p < 0.001 for all correlation values. These
results show that the survey instrument has successfully captured the desired
constructs and that the items being tested were in good agreement with the study's

theoretical framework. The use of these constructs in additional analyses is further
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supported by the significant correlations, which guarantee that the results derived from

the data are founded on reliable measurement scales.

Table 2: Pearson Correlation per Construct

Construct Pearson Correlation Significance
Lowest Highest
User Adoption Potential 0,464 0,764 <0,001
Infrastructural Readiness 0,416 0,764 <0,001
Regulatory Environment 0,368 0,764 <0,001

4.2.2 Reliability Analysis

To assess the internal consistency of the survey constructs, Cronbach’s Alpha values
were calculated. A generally accepted guideline is that an alpha value of 0.65 or higher
is suitable for most applications (Bland & Altman, 1997). The user adoption potential
construct achieved an alpha value of 0.724, indicating acceptable reliability. The
infrastructural readiness construct had an alpha value of 0.798, signifying strong
reliability. Similarly, the regulatory environment construct had a Cronbach’s Alpha of
0.732, which also falls within the acceptable reliability range. These results confirm
that the survey items used to measure each construct were internally consistent and
reliable for further statistical analysis. The detailed reliability results are presented in
Table 3.

Table 3: Cronbach’s Alpha per Construct

Construct Cronbach’s Alpha
User Adoption Potential 0,724%
Infrastructural Readiness 0,798%
Regulatory Environment 0,732%

4.3 Descriptive Analysis

The descriptive analysis focused on three key constructs: User adoption potential,
infrastructural readiness, and regulatory environment. The analysis utilised a Likert
scale where 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, and 5 =
Strongly Agree.
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4.3.1 Descriptive Analysis: User Adoption Potential

Descriptive analysis was performed on the user adoption potential construct as shown
in Table 4. The analysis showed the lowest mean score of (3.08) for the statement "
don’t believe that using a government super app will reduce the time it takes for public
services to be delivered." The highest mean score which was recorded was (4.36) for
the statement "l regularly use mobile apps for other services, which makes me more
likely to adopt a government super app." The table below also shows the standard

deviations for User Adoption Potential variables.

Table 4: Mean levels of User Adoption Potential variables

Mean Std. Deviation
UAP1 412 1,139
UAP2 4,15 1,012
UAP3 4,36 0,916
UAP4 3,67 0,920
UAP5S 414 0,923
UAPG 3,08 1,242
UAP7 3,95 1,017
UAPS 3,34 1,060

4.3.2 Descriptive analysis: Infrastructural readiness

Table 5 summarises the findings of the descriptive analysis for the infrastructural
readiness construct. This construct had the highest mean score of (4.36) for the
statement "The telecommunications infrastructure in my area is reliable enough to
support the consistent use of mobile apps." The lowest mean of (4.12) was for the
statement "Mobile data plans are affordable in South Africa." These values suggest
that respondents had relatively high confidence in digital infrastructure but had slightly

lower agreement on affordability concerns.

Table 5: Mean levels of Infrastructural Readiness variables

Mean |Std. Deviation
IR1 4,36 0,916
IR2 4,12 1,139
IR3 4,14 0,923
IR4 4,15 1,012
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4.3.3 Descriptive analysis: Regulatory environment

Descriptive analysis performed on the regulatory environment construct showed
mixed perceptions regarding data privacy regulations, as indicated in Table 6. This
construct had its highest mean of (4.36), which was associated with the statement
"The government’s existing laws on data privacy are not clear and will not provide
sufficient protection for users of a government super app." The lowest mean for this
construct which was recorded was (3.95) for the statement "l don’t believe that the
introduction of stricter regulations regarding data security and privacy would increase

my confidence in using a government super app."

Table 6: Mean levels of Regulatory Environment variables

Mean |[Std. Deviation
RE1 4,15 1,012
RE2 4,36 0,916
RE3 3,95 1,017
RE4. 4,14 0,923

4.4 Exploratory Factor Analysis

To determine the underlying structure of the measured constructs in this study, an
Exploratory Factor Analysis (EFA) was conducted. The analysis aimed to assess
whether the observed variables grouped into distinct factors that aligned with the
theoretical framework of User Adoption Potential, Infrastructural Readiness, and

Regulatory Environment.

The Kaiser-Meyer-Olkin (KMO) Measure of Sampling Adequacy and Bartlett’s Test of
Sphericity were used to evaluate the suitability of the data for factor analysis. KMO
values for all constructs were above the acceptable threshold of 0.6, indicating
sampling adequacy. Bartlett’s Test of Sphericity was statistically significant (p < 0.001)
across all constructs, confirming sufficient correlations among variables to proceed
with EFA.

The analysis extracted three components for User Adoption Potential and a single
factor each for Infrastructural Readiness and Regulatory Environment. In each case,
the total variance explained exceeded 60%, indicating that a substantial portion of the
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data structure was accounted for by the extracted factors. Table 7 provides a summary

of the factor analysis results.
Extracted Factors from User Adoption Potential

The eight items within the User Adoption Potential construct loaded onto three distinct

factors, which are thematically labelled based on the nature of the statements:

e Factor 1: Perceived Usefulness and Willingness to Adopt
This factor represents respondents’ belief in the functional benefits of a super app
(e.g., speed, convenience) and their overall willingness to adopt it. It also reflects
behavioural readiness, as influenced by familiarity with mobile apps (UAP1, UAP2,
UAP3 and UAPS5).

e Factor 2: Perceived Accessibility and Ease of Use
This factor relates to users’ expectations around interface simplicity and improved
access, particularly in reaching underserved or remote communities (UAP4 and
UAP7).

e Factor 3: Skepticism About Service Impact
This factor captures a level of doubt or uncertainty regarding whether a government
super app would materially improve service delivery outcomes or user satisfaction
(UAP6 and UAPS).

The identification of these factors contributes to a deeper understanding of the
dimensions influencing user adoption potential. The factors suggest that while many
users perceive tangible benefits and express willingness to adopt a super app, a
subset of respondents remains sceptical about the actual impact on government

service delivery.

For the constructs Infrastructural Readiness and Regulatory Environment, a single
factor was extracted in each case, confirming their unidimensional structure and
internal consistency. This aligns with the design of the research instrument, where

these constructs were measured through focused, cohesive items.

These findings validate the theoretical constructs and support the robustness of the

measurement scales used in the study. The factor labels also provide a nuanced
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foundation for interpreting user adoption behaviour in the context of super app

implementation.

Table 7: Exploratory Factor Analysis results summary

Construct Kaiser- Bartlett’s test [Total variance PCA Components
Meyer-Olkin |of sphericity |explained: Eigenvalue |extracted
User Adoption Potential 0,676 <0,001 68,99% 3
Infrastructural Readiness 0,680 <0,001 63,33% 1
Regulatory Environment 0,625 <0,001 57,21% 1

4.5 Results of User Adoption Potential

This section presents the results of regression analysis conducted on the three
extracted factors of the User Adoption Potential construct. These factors identified
through Exploratory Factor Analysis (EFA) represent distinct dimensions of user
perceptions and behaviours, each analysed for its individual influence on the

enhancement of government service delivery via a super app.
Factor 1: Perceived Usefulness and Willingness to Adopt

This factor captures the respondents’ belief in the convenience, speed, and overall
benefit of using a government super app, as well as their expressed willingness to
adopt it. As shown in Table 8, this factor demonstrated a very strong positive
correlation with service delivery enhancement (r = 0.871, p < 0.001). The R? value of
0.759 indicates that approximately 76% of the variation in perceived service delivery
enhancement is explained by this factor alone. The regression model is statistically
significant (F = 339.527, p < 0.001), and the standardized beta coefficient (B = 0.871)
confirms the factor’s dominant influence on the dependent variable. Collinearity
statistics (VIF = 1.000) affirm the robustness of the model. These results underscore
that users who see tangible value in the super app and are willing to adopt it are more

likely to perceive enhanced service delivery.
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Table 8: Regression Results of User Adoption Potential Factor 1

User Adoption Potential Factor 1 |Values against the depended variable
Correlation

Pearson Correlation 0,871
Model Summary

R 0,871

R Square 0,759

Adjusted R Square 0,756

R Square Change 0,759

F Change 339,527

F Change Significance <0,001
ANOVA

Regression (Sum of Squares) 26,387

Residual (Sum of Squares) 8,393

Residual (Sum of Squares) 34,780

Significance <0,001
Coefficients

Standardized Beta 0,871
Collinearity Statistics

Tolerance 1,000
VIF 1,000

Factor 2: Perceived Accessibility and Ease of Use

This factor encompasses user expectations of intuitive app design and broad
accessibility, particularly for users in remote areas. As per Table 9, this factor exhibited
a moderate positive correlation with service delivery enhancement (r = 0.470, p <
0.001). The R? value of 0.221 indicates that it explains 22.1% of the variance in the
dependent variable. The model is statistically significant (F = 30.564, p < 0.001), and
the standardized beta coefficient (8 = 0.470) reflects a meaningful, though secondary,
contribution to service delivery enhancement. This suggests that while accessibility
and ease of use matter to users, they are less influential than direct perceptions of

usefulness and willingness to adopt.
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Table 9: Regression Results of User Adoption Potential Factor 2

User Adoption Potential Factor 2 |Values against the depended variable
Correlation

Pearson Correlation 0,470
Model Summary

R 0,470

R Square 0,221

Adjusted R Square 0,213

R Square Change 0,221

F Change 30,564

F Change Significance <0,001
ANOVA

Regression (Sum of Squares) 7,672

Residual (Sum of Squares) 27,108

Residual (Sum of Squares) 34,780

Significance <0,001
Coefficients

Standardized Beta 0,470
Collinearity Statistics

Tolerance 1,000

VIF 1,000

Factor 3: Skepticism About Service Impact

This factor reflects user doubt about the actual improvements a super app may bring
to service quality and delivery speed. As indicated in Table 10, this factor showed a
weaker but still significant correlation with service delivery enhancement (r = 0.348, p
< 0.001). The R? value of 0.121 means it accounts for only 12.1% of the variance. The
regression model (F = 14.914, p < 0.001) is statistically significant, but the
standardized beta coefficient (8 = 0.348) is notably lower than the other two factors.
This reveals that sceptical attitudes have a dampening effect on perceived service

delivery gains, though their influence is limited.
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Table 10: Regression Results of User Adoption Potential Factor 3

User Adoption Potential Factor 3 |Values against the depended variable
Correlation

Pearson Correlation 0,348
Model Summary

R 0,348

R Square 0,121

Adjusted R Square 0,113

R Square Change 0,121

F Change 14,914

F Change Significance <0,001
ANOVA

Regression (Sum of Squares) 4,220

Residual (Sum of Squares) 30,560

Residual (Sum of Squares) 34,780

Significance <0,001
Coefficients

Standardized Beta 0,348
Collinearity Statistics

Tolerance 1,000

VIF 1,000

Together, these three factors provide a nuanced understanding of user adoption
potential and its relationship with service delivery enhancement. The analysis clearly
indicates that Factor 1 - Perceived Usefulness and Willingness to Adopt is the most
influential driver, followed by Factor 2 - Accessibility and Ease of Use, with Factor 3 -
Skepticism contributing minimally. These findings support the prioritisation of user-
centric design and targeted communication strategies to improve adoption rates and,

in turn, enhance service delivery outcomes.

4.6 Results of Infrastructural Readiness

The infrastructural readiness construct was analysed to determine its impact on the
enhancement of service delivery through a government super app. The Pearson
correlation coefficient was 0.871 (p < 0.001), signifying a strong positive relationship
between infrastructure readiness and the service delivery enhancement, as presented
in Table 11.
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The R-squared value of 0.759 shows that 75.9% of the variance in ervice delivery
enhancement is explained by infrastructural readiness factors. The ANOVA results (F
= 339.527, p < 0.001) validate the significance of the model. The standardized beta
coefficient (B = 0.871) suggests that infrastructure readiness has a major impact on

super app adoption.

Furthermore, the collinearity statistics show that the VIF value for this construct is
1.000, demonstrating no concerns regarding multicollinearity. hese results highlight
the importance of reliable telecommunications and digital literacy in enabling super

apps to enhance government service delivery.

Table 11: Regression results of Infrastructural Readiness

Infrastructural Readiness Values against the depended variable
Correlation

Pearson Correlation 0,871
Model Summary

R 0,871

R Square 0,759

Adjusted R Square 0,756

R Square Change 0,759

F Change 339,527

F Change Significance <0,001
ANOVA

Regression (Sum of Squares) 26,387

Residual (Sum of Squares) 8,393

Residual (Sum of Squares) 34,780

Significance <0,001
Coefficients

Standardized Beta 0,871
Collinearity Statistics

Tolerance 1,000

VIF 1,000

4.7 Results of Regulatory Environment

The regulatory environment construct was examined to assess its influence on the
enhancement of government service delivery through a super app. The Pearson
correlation coefficient for this construct was 0.665 (p < 0.001), indicating a moderate

positive relationship, as presented in Table 12.
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The R-squared value of 0.665 suggests that 66.5 per cent of the variance in service
delivery enhancement is attributed to regulatory environment factors. The ANOVA
results (F = 85.504, p < 0.001) confirm the model’s statistical significance. The
standardized beta coefficient (B = 0.665) shows that the regulatory environment

moderately affect the dependent variable.

There are no multicollinearity concerns based on the VIF rating of 1.000 of the
collinearity statistics report. These findings imply that while regulatory frameworks
influence user trust and app adoption, their effect on service delivery enhancement is
less pronounced compared to user adoption and infrastructural readiness.
Nonetheless, ensuring clear data protection policies and regulatory frameworks will

still be important for building user trust in a government super app.

Table 12: Regression Results of Regulatory Environment

Regulatory Environment Values against the depended variable
Correlation

Pearson Correlation 0,665
Model Summary

R 0,665

R Square 0,442

Adjusted R Square 0,437

R Square Change 0,442

F Change 85,504

F Change Significance <0,001
ANOVA

Regression (Sum of Squares) 15,368

Residual (Sum of Squares) 19,412

Residual (Sum of Squares) 34,780

Significance <0,001
Coefficients

Standardized Beta 0,665
Collinearity Statistics

Tolerance 1,000

VIF 1,000

4.8 Hypothesis Testing

This section presents the results of hypothesis testing based on the regression

analyses of the three independent variables; user adoption potential, infrastructural
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readiness, and regulatory environment in relation to the dependent variable: service

delivery enhancement.

H1i: There is a positive correlation between user adoption potential and the

enhancement of government service delivery through a super app.

Supported. The results from the three extracted factors of User Adoption Potential

reveal differentiated but collectively significant effects:

Factor 1: Perceived Usefulness and Willingness to Adopt showed the strongest
influence, with a Pearson correlation of 0.871, R = 0.759, and 3 = 0.871 (p < 0.001).
This indicates a strong and direct link between users’ belief in the super app’s benefits
and their willingness to adopt it and subsequent perceived enhancement in service

delivery.

Factor 2: Perceived Accessibility and Ease of Use recorded a moderate correlation (r
= 0.470, R# = 0.221, B = 0.470, p < 0.001), suggesting that ease of navigation and

geographic inclusivity also influence adoption, though to a lesser extent.

Factor 3: Skepticism About Service Impact had a weaker correlation (r = 0.348, R =
0.121, B = 0.348, p < 0.001), showing that negative perceptions modestly reduce

confidence in the super app’s capacity to enhance service delivery.

Together, these results confirm H1, highlighting that different dimensions of user
adoption potential contribute to service delivery enhancement most notably, users'

perceived benefits and willingness to adopt.

H2: There is a positive correlation between infrastructural readiness and the

enhancement of government service delivery through a super app.

Supported. Infrastructural readiness demonstrated a strong positive correlation (r =
0.871, R* = 0.759, B = 0.871, p < 0.001). This indicates that reliable
telecommunications, mobile access, and digital literacy are key enablers of service

delivery via a government super app.
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Hs: There is a positive correlation between a supportive regulatory environment and

the enhancement of government service delivery through a super app.

Partially supported. The regulatory environment showed a moderate yet statistically
significant correlation (r = 0.665, R?=0.442, = 0.665, p < 0.001). This suggests that
although regulatory clarity and data protection contribute to trust and system
legitimacy, they are not as influential as user adoption and infrastructure readiness in

determining service delivery outcomes.

4.9 Conclusion

The findings from this study offer robust support for the feasibility of implementing a
government super app in South Africa, particularly in terms of its potential to enhance
public service delivery. By exploring the relationships between user adoption potential,
infrastructural readiness, and the regulatory environment, the study has identified key

predictors of perceived service delivery improvement.

User adoption potential, analysed through three extracted factors, emerged as the

most critical determinant:

e Perceived Usefulness and Willingness to Adopt (Factor 1) was the strongest
predictor, explaining over 75% of the variance in perceived service delivery
enhancement. This demonstrates that if citizens believe the super app will improve
convenience, speed, and value, and are willing to adopt it, the likelihood of service
delivery enhancement increases substantially.

e Perceived Accessibility and Ease of Use (Factor 2) had a moderate effect,
highlighting the importance of intuitive design and geographic inclusivity in
influencing adoption and effectiveness.

e Skepticism About Service Impact (Factor 3), although statistically significant,
contributed only marginally. This suggests that negative perceptions exist but are

not dominant in shaping overall views on service enhancement.
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Infrastructural readiness also proved to be a strong enabler, confirming that a digitally
connected society with affordable access and adequate skills is more prepared to

benefit from integrated service platforms like super apps.

While the regulatory environment showed a lesser but still meaningful influence, it
remains important for building trust, ensuring data security, and setting the legal

foundation for sustainable platform adoption.

Overall, these results reinforce the conclusion that the enhancement of service
delivery through a government super app is highly contingent upon user-centred
adoption strategies and digital infrastructure. Regulatory clarity further strengthens this
foundation but should complement rather than lead efforts to transform public service

delivery.
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Chapter 5: Discussion of Results

5.1 Introduction

This chapter discusses the results, presents the findings, and relates them to the
research objectives and existing literature. The analysis focuses on user adoption
potential, infrastructural readiness, and regulatory environment and their impact on
service delivery enhancement. The results help determine the feasibility of
implementing a government super app in South Africa while highlighting key

implications for policymakers.

5.2 Discussion of Key Findings

5.2.1 User Adoption Potential and Service Delivery Enhancement

The study confirmed a strong positive relationship between user adoption potential
and service delivery enhancement, but more importantly, the Exploratory Factor
Analysis revealed three distinct dimensions of user adoption, each with varying

influence on the dependent variable.

e Factor 1: Perceived Usefulness and Willingness to Adopt emerged as the
strongest predictor of service delivery enhancement. With an R? of 0.759 and a
standardised beta of 0.871, this factor alone explains 75.9% of the variance in
perceived improvement of government service delivery through a super app.
This aligns with the UTAUT framework, especially performance expectancy and
effort expectancy (Venkatesh et al., 2003). Respondents who believe the app
will save them time, increase convenience, and streamline service access are
significantly more likely to view the platform as a viable tool for improving
service delivery.

e Factor 2: Perceived Accessibility and Ease of Use showed a moderate
correlation (r =0.470, R? = 0.221), highlighting that intuitive design and platform
accessibility particularly across rural or underserved regions are also important,
albeit less influential than perceived usefulness. This supports the need for
inclusive design and accessibility strategies during development and rollout.

e Factor 3: Skepticism About Service Impact, while statistically significant (r =
0.348, R? = 0.121), indicates that a portion of users harbour doubts about
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whether a super app will genuinely reduce service delays or enhance
satisfaction. This scepticism could be a barrier to adoption if not addressed
proactively through public awareness campaigns, trial initiatives, and

transparency in app performance.

These results demonstrate that adoption is multidimensional, and while most users
recognise the value of the super app, the platform's success depends not only on its

technical design but also on managing user expectations and addressing concerns.

5.2.2 Infrastructural Readiness and Service Delivery Enhancement

A strong correlation was also found between infrastructural readiness and service
delivery enhancement (r = 0.871, p < 0.001). The regression model indicates that
infrastructure readiness accounts for 75.9 per cent of the variance in service delivery
enhancement (R? = 0.759), emphasising the importance of digital infrastructure and
literacy. These findings support existing research emphasising the role of internet
access, mobile penetration, and affordability of data in enabling digital transformation
(GSMA Intelligence, 2023). The high mean scores for telecommunications reliability
and mobile data affordability indicate that, while infrastructure is largely supportive,

data costs remain a concern.

5.2.3 Regulatory Environment and Service Delivery Enhancement

The regulatory environment demonstrated a moderate positive correlation with service
delivery enhancement (r = 0.665, p < 0.001). However, it was less significant than user
adoption potential and infrastructural readiness, accounting for only 42.2 per cent of
the variance (R? = 0.442). Even though regulatory environment factors are relevant,
they are not primary drivers of adoption. The findings partially support studies on data
privacy laws and digital regulations, which influence trust in digital platforms
(Degirmenci, 2020). Although concerns about data security and regulatory clarity exist,
they are secondary compared to adoption and infrastructure readiness. Improving data
privacy enforcement and regulatory clarity could enhance trust, but these factors alone
are unlikely to determine the success of a super app.
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5.3 Linking Findings to the Conceptual Framework

This study aimed to assess user adoption potential, evaluate infrastructural readiness,
and analyse the regulatory environment for a government super app. The findings
strongly support the significance of user engagement and infrastructure stability in
determining feasibility, while regulatory environment factors, though important, serve

as enablers rather than core determinants.

The key takeaway from the findings is that government interventions should prioritize
improving digital access and affordability to maximise adoption rates. The study also
suggests that while regulation plays a supporting role, users are primarily driven by
practicality and convenience. This aligns with prior studies that indicate users are
willing to adopt new technologies when they perceive tangible benefits, such as

improved service access and efficiency.

The implications of these findings imply that government efforts to roll out a super app
should focus on partnerships with telecommunication service providers, targeted
digital literacy programs, and a user-centred design approach. Importantly,
policymakers must ensure that regulatory frameworks do not become barriers to
innovation but rather facilitate responsible development and implementation of digital

government services.

The conceptual framework proposed in Chapter 2 was structured to investigate the
influence of three independent variables; user adoption potential, infrastructural
readiness, and regulatory environment on the dependent variable: service delivery
enhancement. The findings from the empirical analysis support the structure of the

framework but offer additional insights, particularly within the user adoption construct.

The User Adoption Potential variable, originally conceptualised as a single dimension,
was shown through Exploratory Factor Analysis (EFA) to consist of three distinct sub-

factors:

e Factor 1: Perceived Usefulness and Willingness to Adopt
e Factor 2: Perceived Accessibility and Ease of Use

e Factor 3: Skepticism About Service Impact
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These dimensions provide a more nuanced understanding of the adoption behaviour.
Factor 1, representing users’ belief in the app’s benefits and their intention to adopt,
aligned most strongly with the framework, explaining a significant portion of the
variance in service delivery enhancement. This confirms that perceived usefulness
and willingness are the primary drivers of adoption success. Factor 2, focusing on
accessibility and user-friendliness, reinforces the framework’s recognition of adoption
as behaviourally driven, though it exerted a moderate influence. Factor 3 introduced a
critical lens highlighting that some users remain sceptical about the real world impact
of a super app. While this dimension was not explicitly captured in the initial framework,
its presence adds depth to the adoption variable and suggests a need for further

refinement of user-centric models in future studies.

The analysis also affirmed that infrastructural readiness and regulatory environment
continue to play essential roles in influencing service delivery outcomes. Infrastructural
readiness, in particular, showed strong alignment with the framework, confirming its
foundational role. The regulatory environment demonstrated a moderate effect,

validating its role as a supportive, trust-building mechanism.

Thus, the findings both support and expand the conceptual framework. They confirm
the hypothesised relationships while revealing that user adoption is multifaceted,
requiring more detailed consideration in future models of technology-driven public

service reform.

5.4 Linking Findings to the Literature

To enhance user adoption strategies government needs to invest in awareness
campaigns and digital literacy programs to encourage participation. The affordability
and accessibility aspects can be achieved through data subsidies or public Wi-Fi
initiatives could further support widespread adoption. Strengthening infrastructure
support through partnerships with telecommunications providers and rural broadband
expansion would improve accessibility. A well-designed, user-friendly interface that
accommodates varying digital literacy levels is crucial for success. Regulatory
improvements should focus on enforcing data privacy laws (POPIA), establishing clear
compliance guidelines, and fostering public-private partnerships to balance security

with innovation.
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The study’s findings reinforce and extend several key themes from the existing

literature on digital transformation, e-government, and super app deployment.

The strongest support comes for the Unified Theory of Acceptance and Use of
Technology (UTAUT). The influence of Factor 1: Perceived Usefulness and
Willingness to Adopt aligns with UTAUT’s constructs of performance expectancy and
behavioural intention (Venkatesh et al., 2003), validating that users are more likely to
adopt technology that offers clear, tangible benefits. This is echoed by Balapour et al.
(2020), who found that perceived convenience and digital familiarity were critical in

app adoption.

Factor 2, related to accessibility and ease of use, supports findings by Hasbi and
Dubus (2020), who emphasised that user interface simplicity and widespread reach
are crucial in digital service uptake, especially in developing contexts. It also affirms
GSMA (2023) reports that highlight infrastructure and digital inclusion as cornerstones

of mobile platform success.

Factor 3, representing scepticism about the app’s real impact, aligns with literature on
trust and resistance to digital change. Studies such as Hofisi and Chigova (2023)
noted that users often question whether digital government platforms deliver on their

promises, especially where there is historical distrust or limited government capacity.

The study also reinforces the importance of infrastructure, consistent with GSMA and
World Bank analyses that point to connectivity, affordability, and device access as
prerequisites for digital transformation. Furthermore, the findings confirm the role of a
regulatory environment in building user trust, as argued by Degirmenci (2020) and
Musara and Gwaindepi (2014). However, the study adds nuance by showing that
regulatory support, while important, has less direct influence on perceived service

delivery improvement than user adoption or infrastructure.

In summary, the findings validate existing theories while extending them by
demonstrating the multi-dimensionality of user adoption and by quantifying the relative
strength of influence of each predictor variable.
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5.5 Limitations of the Study

The study is subject to several limitations that may impact the generalisability of its
findings. First, due to the possibility of participants overestimating or underestimating
their propensity to adopt a super app, self-reported survey results may introduce
response bias. Future research could incorporate behavioural data or experimental
trials to validate these findings. Second, the study’s sample is predominantly urban
and semi-urban, potentially underrepresenting rural perspectives, where digital access
and infrastructure challenges may be more pronounced. Future research should
include a more diverse sample to assess regional disparities in adoption potential.
Third and last, the study only captures a snapshot of user perceptions at a given point
in time. Future studies should examine longitudinal adoption patterns to ascertain how
user attitudes towards super applications vary over time, given the rapid evolution of

digital adoption trends.

Notwithstanding these limitations, the study offers a useful framework for
comprehending the main factors that promote and hinder the adoption of super apps,
providing stakeholders thinking about implementing such technology in South Africa

with useful information.

5.6 Conclusion

This chapter discussed the findings in relation to the research objectives, conceptual
framework, and existing literature. The study confirmed that a government super app
has strong potential to enhance service delivery in South Africa if supported by key

behavioural, technical, and institutional enablers.

The most significant insight from the findings is the multi-dimensional nature of user
adoption potential, which emerged as the most influential predictor of service delivery
enhancement. Through Exploratory Factor Analysis, this construct was broken down
into three factors:

e Perceived Usefulness and Willingness to Adopt (Factor 1) was the
strongest driver of improved service delivery outcomes, confirming that users
who believe in the app’s value and are open to adoption will significantly benefit

from the platform’s capabilities.
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e Perceived Accessibility and Ease of Use (Factor 2) had a moderate but
meaningful impact, showing that usability and inclusivity still matter—
particularly for reaching underserved communities.

o Skepticism About Service Impact (Factor 3), while less influential, revealed
the presence of doubt among some users. This highlights the need for effective

communication and transparency to build trust in the system.

The study also validated the importance of infrastructural readiness, which showed a
strong correlation with service delivery enhancement. Access to mobile networks,
smartphones, and digital literacy are key to ensuring equitable access and

functionality.

Finally, while the regulatory environment had a moderate influence, it remains
essential for enabling trust and ensuring data privacy. Legal clarity under frameworks

like POPIA will be vital for ensuring long-term platform credibility and user confidence.

Together, these findings affirm the core structure of the conceptual framework but also
extend it, especially by introducing three adoption sub-factors and revealing their
unequal influence. This adds nuance to digital public service strategies, suggesting
that adoption is not only a matter of willingness but also shaped by interface

experience and underlying trust concerns.

The conclusion reinforces the central proposition: a well-designed, secure, and widely
accessible government super app backed by a digitally ready society and supported
by a clear regulatory environment has the potential to transform public service delivery
in South Africa.
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Chapter 6: Conclusions and Recommendations

6.1 Introduction

This chapter brings the research study to its conclusion by summarising the key
findings, drawing final conclusions, and offering relevant recommendations for policy,
practice, and future research. The study set out to evaluate the correlation between
the use of a government super app and the enhancement of service delivery in South
Africa. Three primary independent variables; user adoption potential, infrastructural
readiness, and the regulatory environment were examined for their relationship with
the dependent variable, namely, service delivery enhancement. A key outcome of the
study was the disaggregation of the user adoption construct, which contributed
additional depth to the original conceptual framework and provided new insights for

both scholars and practitioners.

6.2 Summary of the Study

The study was designed to explore how a government super app could potentially
transform public service delivery, drawing from global and local experiences of digital
government innovations. The theoretical foundation was based on the Unified Theory
of Acceptance and Use of Technology (UTAUT), which emphasises constructs such
as performance expectancy, effort expectancy, and behavioural intention as drivers of
technology adoption. The research followed a quantitative methodology, using a
structured survey to collect data from South African citizens. Statistical analyses,
including Exploratory Factor Analysis (EFA) and regression modelling, were employed

to analyse the data.

A central outcome of the analysis was the identification of three distinct factors under
the user adoption potential construct. These were: perceived usefulness and
willingness to adopt, perceived accessibility and ease of use, and scepticism about
service impact. This multi-dimensional view of user adoption offered a more nuanced
understanding of how different perceptions affect citizens’ likelihood to embrace a
government super app. In addition to user adoption, infrastructural readiness and

regulatory environment were analysed as key enabling conditions. Regression results
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confirmed statistically significant relationships between all three independent variables

and the dependent variable, although with varying levels of influence.

6.3 Key Findings

The findings of the study reveal that the perceived usefulness of the super app and
the user’s willingness to adopt it are the most powerful predictors of perceived service
delivery enhancement. This component of user adoption, captured as Factor 1 in the
EFA, was strongly correlated with the belief that a super app would improve access,
speed, and convenience of public services. Citizens who recognised these benefits
expressed a greater readiness to use the platform and reported higher expectations

of improved service delivery outcomes.

Factor 2, which reflected the perceived accessibility and usability of the app, also
contributed meaningfully to service delivery perceptions. Users indicated that if the
app were easy to navigate and accessible to people across different regions and
technological skill levels, it would further enhance their willingness to use it for
government services. Although its influence was less than that of Factor 1, it remained

a statistically significant contributor to the outcome variable.

The third factor, scepticism about whether a super app would truly improve service
quality was also found to be significant, although its explanatory power was relatively
low. This factor highlighted a portion of users who were doubtful that digitisation alone
could resolve inefficiencies in public service delivery. Their cautious stance points to a
critical area for government intervention: managing expectations and building

credibility through transparency and tangible service improvements.

Infrastructural readiness emerged as another strong predictor of service delivery
enhancement. Reliable internet connectivity, mobile phone access, affordable data,
and digital literacy were identified as foundational enablers of super app feasibility.
Respondents who had consistent access to mobile technology were more optimistic
about the app’s potential to deliver efficient public services.

Finally, the regulatory environment demonstrated a moderate yet important
relationship with service delivery outcomes. Participants expressed the need for clear

and enforceable policies around data protection, privacy, and accountability. Although
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not as influential as user adoption or infrastructure, the regulatory framework was seen
as a necessary condition for building public trust and ensuring ethical use of digital

platforms.

6.4 Conclusions

This study concludes that the implementation of a government super app can
significantly enhance public service delivery in South Africa, provided that key
behavioural, technical, and institutional enablers are addressed. The strongest
determinant of service delivery enhancement was found to be the perceived
usefulness of the app and the user’s willingness to adopt it. This suggests that citizens’
belief in the app’s value proposition is critical to its success. Simply making the
technology available is insufficient; it must be clearly communicated, intuitively

designed, and demonstrably effective in addressing service bottlenecks.

The study also found that ease of use and geographic accessibility are important for
inclusive adoption, particularly in a diverse society with varying levels of digital fluency.
Moreover, the presence of scepticism among some users indicates a need for public
engagement strategies that address concerns and clarify expectations. Scepticism
does not necessarily reflect resistance but often signals a lack of information or
confidence, which can be resolved through proactive transparency and iterative

performance reporting.

Infrastructural readiness continues to play a pivotal role in digital transformation.
Without reliable internet, affordable devices, and digital skills, the potential of a super
app cannot be fully realised. These findings echo global trends that place connectivity

and inclusion at the centre of digital public service strategies.

The regulatory environment, while not the strongest predictor, remains essential for
building trust. Legislation such as the Protection of Personal Information Act (POPIA)
provides a foundation, but further policy innovation may be required to govern
complex, multi-service platforms. The study’s conceptual framework was validated,
but the expanded view of user adoption presented here adds a valuable new

dimension that should be considered in future research and practice.
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6.5 Recommendations

Based on the findings, the study recommends that government stakeholders focus on
promoting the perceived benefits of the super app. Public communication campaigns
should clearly articulate the app’s role in improving convenience, speed, and service
accessibility. These efforts must be evidence-based and supported by demonstrations
or pilot results that show tangible improvements in delivery timelines and user

experience.

Attention should also be given to the app’s design and usability. Developers should
adopt a human-centred approach, ensuring that the platform accommodates a wide
range of users, including those with limited digital literacy or living in areas with
constrained connectivity. Local language options, offline functionality, and data-light

features could help make the app more inclusive.

To address public scepticism, government agencies must build trust through
transparency, continuous feedback, and public reporting on service performance.
Demonstrating responsiveness to user concerns and visibly correcting inefficiencies

will help shift perceptions over time.

Investment in digital infrastructure should be prioritised to reduce barriers to access.
Expanding mobile network coverage, subsidising data plans, and increasing the

availability of public internet access points are practical steps toward digital inclusion.

Finally, the regulatory environment should be strengthened to protect user data,
ensure ethical use, and establish clear guidelines for accountability. Regulatory clarity
not only safeguards citizens but also reinforces trust in government-led digital

initiatives.
6.6 Limitations of the Study

While the study provides valuable insights, it is important to acknowledge its
limitations. The data collected was based on user perceptions rather than actual usage
of a super app, since such a platform is not yet operational in South Africa.
Consequently, the findings represent expectations rather than measured impacts. The
use of a cross-sectional design limits the ability to observe changes over time or

establish causal relationships. In addition, although the sample was diverse, it may not
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fully capture the views of underrepresented groups, particularly those in remote or

digitally excluded communities.

6.7 Suggestions for Future Research

Future studies should consider longitudinal designs to examine how user perceptions
and adoption behaviour evolve once a super app is implemented. Tracking actual
usage patterns and measuring service outcomes over time would offer stronger
evidence of effectiveness. Further exploration is also needed into the role of public
trust and scepticism, particularly as these factors may shift in response to real-world
performance. Researchers may also consider using structural equation modelling or
confirmatory factor analysis to validate the expanded user adoption model introduced
in this study. Comparative research across different regions or service domains could

also provide a broader understanding of super app adoption in varying contexts.

6.8 Final Remarks

This study contributes to the growing literature on digital public service transformation
by offering a grounded, citizen-focused perspective on the potential of super apps in
the South African context. It reveals that the success of such platforms depends not
only on technical capacity or policy frameworks, but equally on how citizens perceive,
adopt, and trust the technology. A balanced strategy, one that aligns infrastructure,
regulation, and user experience will be essential to realising the transformative

potential of a government super app.

48



References

Aruleba, K., & Jere, N. (2022). Exploring digital transforming challenges in rural
areas of South Africa through a systematic review of empirical studies.
Scientific African, 16, e01190. https://doi.org/10.1016/j.sciaf.2022.e01190

Auditor-General South Africa. (2023, November 29).

Consolidated _General Report on National _and_Provincial Audit Outcomes
_for_2022-23-RP371-2023.pdf.
https://www.parliament.gov.za/storage/app/media/OISD/Reports/Auditor_Gen
eral/2023/2023/29-11-
2023/Consolidated_General_Report_on_National _and_Provincial Audit_Outc
omes_for_2022-23-RP371-2023_1.pdf

Balapour, A., Nikkhah, H. R., & Sabherwal, R. (2020). Mobile application security:
Role of perceived privacy as the predictor of security perceptions.
International Journal of Information Management, 52, 102063.
https://doi.org/10.1016/}.ijinfomgt.2019.102063

Bland, J. M., & Altman, D. G. (1997). Statistics notes: Cronbach’s alpha.
https://doi.org/10.1136/bm;j.314.7080.572

Cvetkovi¢ Vega, A., Maguifa, J. L., Soto, A., Lama-Valdivia, J., & Correa Lépez, L. E.
(2021). Cross-sectional studies. Revista de La Facultad de Medicina Humana,
21(1), 164—170. https://doi.org/10.25176/RFMH.v21i1.3069

Degirmenci, K. (2020). Mobile users’ information privacy concerns and the role of
app permission requests. International Journal of Information Management,
50, 261-272. https://doi.org/10.1016/j.ijinfomgt.2019.05.010

GSMA Intelligence. (2023). The Mobile Economy Sub-Saharan Africa 2023.

49



Hasbi, M., & Dubus, A. (2020). Determinants of mobile broadband use in developing
economies: Evidence from Sub-Saharan Africa. Telecommunications Policy,
44(5), 101944. https://doi.org/10.1016/j.telpol.2020.101944

Hofisi, C., & Chigova, L. (2023). Rethinking the Role of Local Government in Service
Delivery in South Africa: Towards Digital Transformation. E-Journal of
Humanities Arts and Social Sciences, 4, 64—76.
https://doi.org/10.38159/ehass.20234147

Huy, L. V., Nguyen, H. T. T., Vo-Thanh, T., Thinh, N. H. T., & Dung, T. T. T. (2024).
Generative Al, Why, How, and Outcomes: A User Adoption Study. AIS
Transactions on Human-Computer Interaction, 16(1), 1-27.
https://doi.org/10.17705/1thci.00198

Imran Vilcassim. (2022, November 16). Key Trends Affecting Super Apps Today.
BPC. https://www.bpcbt.com/blog/key-trends-affecting-super-apps-today

Lorenzo-Seva, U., & and Ferrando, P. J. (2024). Determining Sample Size
Requirements in EFA Solutions: A Simple Empirical Proposal. Multivariate
Behavioral Research, 59(5), 899-912.
https://doi.org/10.1080/00273171.2024.2342324

Malmqvist, J., Hellberg, K., Mdllas, G., Rose, R., & Shevlin, M. (2019). Conducting
the Pilot Study: A Neglected Part of the Research Process? Methodological
Findings Supporting the Importance of Piloting in Qualitative Research
Studies. International Journal of Qualitative Methods, 18, 1609406919878341.
https://doi.org/10.1177/160940691987834 1

Masuku, M. M., & Jili, N. N. (2019). Public service delivery in South Africa: The
political influence at local government level. Journal of Public Affairs, 19(4),

e1935. https://doi.org/10.1002/pa.1935

50



Mohajan, H. K. (2020). Quantitative Research: A Successful Investigation in Natural
and Social Sciences. Journal of Economic Development, Environment and
People, 9(4), 50-79. https://doi.org/10.26458/jedep.v9i4.679

Momani, A. M. (2020). The Unified Theory of Acceptance and Use of Technology: A
New Approach in Technology Acceptance. International Journal of
Sociotechnology and Knowledge Development (IJSKD), 12(3), 79-98.
https://doi.org/10.4018/IJSKD.2020070105

Musara, M., & Gwaindepi, C. (2014). Factors within the Business Regulatory
Environment Affecting Entrepreneurial Activity in South Africa. Mediterranean
Journal of Social Sciences. https://doi.org/10.5901/mjss.2014.v5n6p109

Percyval, S., Akbar, K., Nyika, F., & Mbonye, V. (2023). ASSESSING SERVICE
DELIVERY CHALLENGES IN A SOUTH AFRICAN MUNICIPALITY. Journal of
Public Administration Finance and Law, 36—47. https://doi.org/10.47743/jopafl-
2023-28-04

Pirkhavka, A. P., Legkiy, N. M., Kartsan, I. N., & Zhukov, A. O. (2021). Analysis of the
operational readiness of telecommunication networks. Journal of Physics:
Conference Series, 2094(3), 032053. https://doi.org/10.1088/1742-
6596/2094/3/032053

Saunders, M., & Lewis, P. (2017). Doing Research in Business and Management.
Pearson.

Sekaran, U., & Bougie, R. (2016). Research Methods For Business: A Skill Building
Approach. John Wiley & Sons.

Techopedia. (2024, February 12). What is a Super App? Definition, How It Works,

and Use Cases. https://www.techopedia.com/definition/super-app

51



Venkatesh, V., Morris, M. G., Davis, G. B., & Davis, F. D. (2003). User Acceptance of
Information Technology: Toward a Unified View: MIS Quarterly. MIS Quarterly,
27(3), 425-478. https://doi.org/10.2307/30036540

World Bank. (2022, November 16). Closing the digital divide; Rich countries are
doing better. World Bank Blogs. https://blogs.worldbank.org/en/voices/closing-
digital-divide-rich-countries-are-doing-better

Ye, S. (2022). The Rise of Superapps in Emerging Countries. 1847-1856.
https://doi.org/10.2991/978-94-6463-098-5_207

Zyoud, M. M., Bsharat, T. R. K., & Dweikat, K. A. (2024, April 8). Quantitative
Research Methods: Maximizing Benefits, Addressing Limitations, and
Advancing Methodological Frontiers.
https://www.researchgate.net/publication/379655878 Quantitative_Research_
Methods_Maximizing_Benefits_Addressing_Limitations_and_Advancing_Met

hodological_Frontiers

52



APPENDICES

Appendix A: Exhibits

Exhibit 1

Services

Go anywhere, get anything
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Package

2 £ &

Reserve Store pick-up

Services
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Appendix B: Research Instrument

Survey Questionnaire

Section 1 Demographic Information

Categories Questions Possible Answer(s)

Demographic My age range is 18-24 years old
25-34 years old
35-44 years old
45-54 years old
55 years old or older

| reside in the following province. Eastern Cape
Free State
Gauteng
KwaZulu-Natal
Limpopo
Mpumalanga
Northern Cape
North West
Western Cape

Section 2

Before you begin with this section of the survey, we ask that you carefully read the
following scenario. This vignette provides essential context for the questions you will
be asked. Understanding the concept and potential applications of the proposed super

app is crucial for accurately responding to the survey.

Imagine an app on your smartphone that connects you to nearly every service
you need in your daily life. This app, called UbuntuGo, is a hypothetical super
app specifically designed for South Africa. It is a one-stop solution that
integrates a range of public and private services—everything from paying your
utility bills, accessing government services, and scheduling medical
appointments, to even participating in local governance initiatives.

Super App Vignette

Meet Sipho, a 35-year-old resident of Soweto who balances a job, family
responsibilities, and community involvement. Sipho wakes up to find a notification on

his phone: UbuntuGo alerts him about a scheduled power outage in his area. With a
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few taps, he checks if his electricity balance is sufficient for the week and buys more

credits directly through the app.

Later in the day, Sipho’s daughter needs a check-up, but the clinic is usually crowded.
Using UbuntuGo, he books a telemedicine consultation, saving time and avoiding the
long queue. While waiting for his work meeting, Sipho also renews his vehicle license
and checks for any outstanding traffic fines—all within minutes, thanks to UbuntuGo’s

seamless integration with government services.

In the evening, Sipho receives another notification—his neighbourhood is holding a
virtual community forum to discuss safety concerns. He joins the meeting from his
phone, suggesting improvements and staying informed about what’s happening in his

community. For Sipho, UbuntuGo is not just an app; it's a gateway to a more

convenient, connected, and empowered life.

Categories Questions Possible Answer(s)
User Adoption | am willing to adopt a government super Strongly disagree
Potential app to access public services. Disagree
Neutral
Agree
Strongly agree
| believe using a government super app Strongly disagree
would make public services more Disagree
convenient for me. Neutral
Agree
Strongly agree
| regularly use mobile apps for other Strongly disagree
services (e.g., banking, shopping), which Disagree
makes me more likely to adopt a Neutral
government super app. Agree
Strongly agree
| believe the user interface and experience | Strongly disagree
of a government super app will be easy to | Disagree
navigate and use. Neutral
Agree
Strongly agree
A government super app will improve the Strongly disagree
speed at which | can access public Disagree
services. Neutral
Agree
Strongly agree
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| don’t believe that using a government Strongly disagree
super app will reduce the time it takes for Disagree
public services to be delivered. Neutral
Agree
Strongly agree
The introduction of a government super Strongly disagree
app will make public services more Disagree
accessible to South Africans, regardless of | Neutral
location. Agree
Strongly agree
| don’t believe the government super app Strongly disagree
will enhance my satisfaction with the Disagree
services | receive from the government. Neutral
Agree
Strongly agree
Infrastructural The telecommunications infrastructure in Strongly disagree
Readiness my area is reliable enough to support the Disagree
consistent use of mobile apps. Neutral
Agree
Strongly agree
Mobile data plans are affordable in South Strongly disagree
Africa Disagree
Neutral
Agree
Strongly agree
| constantly have sufficient data or internet | Strongly disagree
bundles to be able to use a government Disagree
super app for service delivery. Neutral
Agree
Strongly agree
| am confident in my digital skills (e.g., Strongly disagree
using apps, nhavigating mobile interfaces) Disagree
to use a government super app effectively. | Neutral
Agree
Strongly agree
Regulatory | trust that the South African government Strongly disagree
Environment has implemented sufficient regulations to Disagree
protect user data on digital platforms like a | Neutral
super app. Agree
Strongly agree
The government’s existing laws on data Strongly disagree
privacy are not clear and will not provide Disagree
sufficient protection for users of a Neutral
government super app. Agree
Strongly agree

56




| don’t believe that the introduction of Strongly disagree
stricter regulations regarding data security | Disagree
and privacy would increase my confidence | Neutral
in using a government super app. Agree

Strongly agree
The current regulatory environment in Strongly disagree
South Africa does not support the safe and | Disagree
secure use of digital government services | Neutral
like a super app. Agree

Strongly agree

Appendix C: Data Analysis Codes

Age codes

Age Code
18-24 years old 1
25-34 years old
35-44 years old
45-54 years old

gl | WO DN

55 years old or older

Province Codes
Province Code

Eastern Cape 1

Free State

Gauteng

KwaZulu-Natal

Limpopo

Mpumalanga

Northern Cape
North West

O 00| N O O] & WO DN

Western Cape
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Codes for the Likert Scale

Answer Code
Strongly disagree 1
Disagree 2
Neutral 3
Agree 4
Strongly agree 5
Variable codes
Construct Question Code
User Adoption | am willing to adopt a government super app to access public | UAP1
Potential services.
| believe using a government super app would make public UAP2
services more convenient for me.
| regularly use mobile apps for other services (e.g., banking, UAP3
shopping), which makes me more likely to adopt a
government super app.
| believe the user interface and experience of a government UAP4
super app will be easy to navigate and use.
A government super app will improve the speed at which | UAPS
can access public services.
| don'’t believe that using a government super app will reduce | UAP6
the time it takes for public services to be delivered.
The introduction of a government super app will make public | UAP7
services more accessible to South Africans, regardless of
location.
| don’t believe the government super app will enhance my UAPS8
satisfaction with the services | receive from the government.
Infrastructural The telecommunications infrastructure in my area is reliable IR1
Readiness enough to support the consistent use of mobile apps.
Mobile data plans are affordable in South Africa IR2
| constantly have sufficient data or internet bundles to be able | IR3
to use a government super app for service delivery.
| am confident in my digital skills (e.g., using apps, navigating | IR4
mobile interfaces) to use a government super app effectively.
Regulatory | trust that the South African government has implemented RE1
Environment sufficient regulations to protect user data on digital platforms
like a super app.
The government’s existing laws on data privacy are not clear | RE2
and will not provide sufficient protection for users of a
government super app.
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| don’t believe that the introduction of stricter regulations
regarding data security and privacy would increase my
confidence in using a government super app.

RE3

The current regulatory environment in South Africa does not
support the safe and secure use of digital government
services like a super app.

RE4

Appendix D: Descriptive Statistics

My age range is

I %
18-24 years old 0 4 5%
25-34 years old 41 37,3%
35-44 years old a0 45 5%
45-54 years old g 3,2%
S8 years old or older 0 4 5%

I reside in the following

province
I %
Eastern Cape 3 2.7%
Free State 1 0,9%
Gauteng a6 78,2%
KwaZulu-rMatal 2 1,8%
Limpopo ] 3,2%
Mpumalanga 1 0,9%
Maorthern Cape 1 0,59%
Maorth West 4 3,6%
Western Cape 3 2,7%

Descriptive Statistics

[ Mean Std. Deviation  Variance
My age range is 110 2,71 JBE60 740
I reside in the following 110 3,53 1,625 2325
province
Walid M (listwise) 110
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statistics

I dont believe
that The current
1 reguiarly use I dontbelieve he Iam confident  Itustthatthe  govemment's  intioductionof  regulatory
mobile apps The the telecommunic inmydigital  South Afican  existing laws stricter environment in
for other I believe the introduction of  government ations 1 constantly skills (=g goverment  ondataprivacy  regulations  South Affica
sewices (e.g,  userinterface Idontbelieve  agovemment  superappwill  infrastucture have sufficient  using apps arenotclear  regarding data  does not
Ibelieveusing  banking,  and experience  Agovemment  thatusinga  supsrappwil  enhancemy  inmyareals dataorinternet  navigaing  implementsd  andwillnot  securyand  supportthe
lamwilingto ~ agovernment | shopping). ofa superappwill  goverment  makepublic  satisfaction reliable bundles to be mobile sufficient provide privacy would safe and
adopta superappwill | whichmakes  government  improvethe  superappwill  sewices more with the: enough to abletousea  interfaces)to  reguiationsto  sufficient increase my - secure use of
government  make public  memorelikely superappwill speedatwhich  reducethe  accessibleto | senices| supportthe  Mobiledata  govemment protectuser  protection for  confidence in iaital
superappto  senicesmors o adopta besasyto  lcanactess fimeittakesfor SouthAfficans, recshefom  consistsntuse  plansars  supsrappfor | government  dataon digital  usersofa using a govemment
acessspublic  convenisntior  govsmment  navigats and public public senices  regardiess of the of mobile affordable in senice superapp  plaorms likea  government  govemment  senviees like a
senices. me. Supsr app, use senices.  tobe deliversd,  Iocation. govemment apps South Aflica delivery, effectively, Super app. Super app. super app. super app
N Valid 10 110 10 110 10 110 10 110 10 110 10 110 10 110 110 110
Missing 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Mean 412 415 4,36 367 414 308 3,95 334 436 412 414 415 415 4,38 395 414
Median 400 400 500 400 400 300 400 400 500 4,00 400 4,00 400 5,00 400 400
Std. Deviation 1133 1,012 916 920 923 1,242 1017 1,060 916 1138 923 1,012 1012 816 1,017 923
Variance 1,298 1,025 839 846 853 1,544 1,035 1124 839 1,298 853 1,025 1,025 839 1,035 853
Range 4 [ 4 [ 4 4 4 4 4 4 4 4 4 4 4 4
Percentiles 25 400 400 400 2,00 400 200 400 3,00 400 4,00 400 4,00 400 4,00 400 4,00
50 400 400 500 400 400 300 400 4,00 500 4,00 400 4,00 400 5,00 400 4,00
75 500 500 500 400 500 400 500 4,00 500 500 500 5,00 500 5,00 500 5,00

| am willing to adopt a

government super app to access
public services.

M

%

Strongly disagree
Disagree

Meutral
Agree

Strongly agree

40

51

7,3%
2,7%
7,3%

36,4%

46,4%

| believe using a government
super app will make public

services more convenient for

me.

%

Strongly disagree

Disagree

Meutral
Agree

Strongly agree

10
45
47

4.5%
2,7%
91%
40,9%
427%

| regularly use mobile apps for
other services (e.g., banking,
shopping), which makes me more
likely to adopt a government
super app.

M

Strongly disagree

Disagree

Meutral
Agree

Strongly agree

35
62

1,8%
4,5%
5,5%

31,8%

56,4%
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| believe the user interface and
experience of a government
super app will be easy to
navigate and use.

I %
Strongly disagree 4 3 6%
Disagree 4 3,6%
Meutral 34 30,9%
Agree 50 45 5%
Strongly agree 18 16,4%

A government super app will
improve the speed at which | can
access public services.

I %
Strongly disagree 3 2,7%
Disagree 3 2,7%
Meutral 13 11,8%
Agree 48 43 6%
Strongly agree 43 391%

| don't believe that using a

government super app will

reduce the time it takes for
public services to be delivered.

I %
Strongly disagree 14 12,7%
Disagree 26 236%
Meutral 19 17,3%
Agree 39 35,5%
Strongly agree 12 10,9%

The introduction of a
government super app will make
public services more accessible
to South Africans, regardless of

location.
I %
Strongly disagree 3 27%
Disagree 9 3,2%
Meutral 14 12,7%
Agree 48 43 6%
Strongly agree 36 32,7%
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The telecommunications
infrastructure in my arealis
reliable enough to support the
consistent use of mobile apps.

I %
Strongly disagree 2 1,8%
Disagree 5 4 5%
Meutral ] 5 5%
Agree 35 31,8%
Strongly agree 62 56,4%

Mobile data plans are affordable
in South Africa

I %
Strongly disagree a 7,3%
Disagree 3 2,7%
Meutral a 7,3%
Agree 40 36,4%
Strongly agree a1 46, 4%

| constantly have sufficient data

or internet bundles to be able to

use a government super app for
service delivery.

I %
Strongly disagree 3 2,7%
Disagree 3 2,7%
Meutral 13 11,8%
Agree 43 43 6%
Strongly agree 43 391%

| am confident in my digital skills
(e.g., using apps, navigating
mobile interfaces) to use a
government super app

effactively.
I %
Strongly disagree 5 4 5%
Disagree 3 27%
Meutral 10 91%
Agree 45 40 9%
Strongly agree 47 42 7%
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| trust that the South African
government has implemented
sufficient regulations to protect
user data on digital platforms like

a super app.

M %
Strongly disagree 5 4 5%
Disagree 3 2,7%
Meutral 10 91%
Agree 45 40,9%
Strongly agree 47 42 7%

The governmeant's existing laws
oh data privacy are not clear and
will not provide sufficient
protection for users of a
government super app.

I %
Strongly disagree 2 1,8%
Disagree 5 4 5%
Meutral f 5,5%
Agree 35 31,8%
Strongly agree 62 56,4%

| don't believe that the
introduction of stricter
regulations regarding data
security and privacy would
increase my confidence in using
a government super app.

I %
Strongly disagree 3 2,7%
Disagree g 32%
Meutral 14 12,7%
Agree 43 43 6%

Strongly agree 36 327%




The current regulatory

environment in South Africa does

not support the safe and secure
use of digital government
services like a super app.

M %
Strongly disagree 3 27%
Disagree 3 2,7%
Meutral 13 11,8%
Agree 48 43 6%
Strongly agree 43 391%

Appendix E: Validity and Reliability Analysis

Validity

User Adoption Potential

Correlations

Iregularly use Idon't believe
mobile apps The the
for other I believe the introduction of government
semnvices (e.g,  userinterface | don't believe agovernment  super app will
| belisve using banking, and experience A government that using a super app will enhance my
1 am willing to a government shopping), ofa super app will government make public satisfaction
adopt a superapp will  which makes government improve the superappwill  services more with the
gavernment make public me more likely  superappwill  speed atwhich reduce the accessible to semnices |
SUper app to SEVices mare to adopta he easyto lcanaceess  time ittakes for  South Africans, receive fram
access public  convenient far government navigate and public public services  regardless of the
SEMVICES. me. SUper app. use SEMices to be delivered. lacation government.
Iam willing to adopt a Pearsan Caorrelation 1 FLT 418" 118 4547 129 298" 096
government super app to
access public senvices Sig. (2-tailed) =001 <,001 227 <001 178 002 319
N 110 110 110 110 110 110 110 110
| believe using a Pearson Correlation 4047 1 368" 101 7647 100 2117 048
government super app will
make public services more 19 (2tail=d) =001 =001 294 =,001 299 027 618
convenient for me M 110 110 10 110 110 10 110 110
Iregularly use mohile apps  Pearson Correlation ,415" ,368“ 1 143 ,52?Xx 022 ,343" 043
for other senvices (e.q.,
banking, shopping), which  sig. (2-tailed) =001 =001 137 =,001 820 <001 656
makes me maore likely to
:ﬁ;ptagﬂvemmentsuﬂer N 110 110 110 10 110 110 10 110
I believe the userinterface  Pearson Correlation 16 A0 143 1 204 208 ,455" 133
and experience of a
government super app will  Sig. (2-tailed) 227 294 137 032 029 <001 167
be easyto navigate and
e, N 110 110 10 110 110 110 110 110
A government super app Pearson Correlation 4647 7647 527 204 1 134 2617 103
will improve the speed at
which | can access public 09 (Z-falled) =001 <001 <001 032 162 008 285
senvices N 110 110 10 110 110 110 110 110
I'dont believe thatusing a  Pearson Correlation 129 100 022 208" 134 1 3227 4527
government super app will
reduce the time ittakes for ~ Sig. (2-tailed) 178 299 820 029 162 <,001 <,001
public sernvices fo be
g — N 110 110 10 110 110 110 110 110
The introduction of a Pearson Correlation 208" 211 3437 458" 2617 3227 1 176
government super app will
make public services more  gjg. (2-tailed) 002 027 <001 =001 006 <001 066
accessible to South
Afticans, regardless of N 110 110 110 110 110 110 110 110
location.
I don't believe the Pearson Correlation 096 048 043 133 Jgo3 ‘452“ 176 1
government super app will
enhance my satisfaction Sig. (2-failed) 319 618 656 167 286 <001 066
with the services | receive
110 110 10 110 110 110 110 110

fram the government.

**_Correlation is significant atthe 0.01 level (2-tailed)
* Correlation is significant atthe 0.05 level (2-tailed).
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Infrastructural Readiness

Correlations

The [am confident
telecommunic in my digital
ations | constantly skills (e.q0.,
infrastructure have sufficient using apps,
inmy areais data or internet navigating
reliable hundles to be mahile
enoughto ahleto use a interfaces) to
supportthe Mohile data gavernment use a
consistent use plans are super app for government
of mobhile affordable in Sernvice SUper app
apps. South Africa delivery. effectively.
The telecommunications Pearson Correlation 1 41 6 ,52?“ .3'558xa
infrastructure in my area is
reliable enough to support  Sid. (2-tailed) =001 =,001 =001
the consistent use of
mohile apps. ] 110 110 110 110
Mohile data plans are Pearson Correlation 41 6 1 ,454“ ,494”
affordable in South Africa Sig. (2-tailed) <001 <001 <001
] 110 110 110 110
| constantly have sufficient  Pearson Correlation 527 4647 1 7647
data or internet bundles to
he ableto use a Sig. (Q—tailed) <,UU1 <,UU1 <,UU1
government super app for
senvice delivery. M 110 110 110 110
['am confident in my digital  Pearson Caorrelation ,368“ ,494“ ,?64“ 1
skills (e.g., using apps,
navigating mobhile Sig. (2-tailed) <,001 =001 <,001
interfaces) to use a
government super app I 110 110 110 110

effectively.

** Correlation is significant atthe 0.01 level (2-tailed).

Regulatory Environment
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Correlations

| dont helieve
The that the The current
I trustthatthe government's introcluction of regulatory
South African existing laws stricter environmentin
government on data privacy regulations South Africa
has are not clear regarding data does not
implemented and will not security and supportthe
sufficient provide privacy would safe and
regulations to sufficient increase my secure use of
protect user protection for confidence in digital
data on digital usersof a using a government
platforms like a government government senvices like a
super app. super app. sSUper app. SUper app.
I trust thatthe South African Pearson Correlation 1 ,358’"= 21 1 ,Tﬁdn
government has
implemented sufficient Sig. (2-tailed) = 001 027 =001
regulations to protect user
data on digital platforms M 110 110 110 110
like a super app.
The government's existing  Pearson Correlation 368" 1 343" 527
laws on data privacy are
not clear and will not Sig. (2-tailed) =,001 <,001 <,001
provide sufficient protection
for users of a government I 110 110 110 110
SUpEr app.
| don't believe that the Pearson Correlation 211 3437 1 2617
introduction of stricter
requlations regarding data ) )
security and privacy would Sig. (2-tailed) 027 =001 006
increase my confidence in
using a government super M 110 110 110 110
app.
The current regulatary Fearson Correlation ,T64“ ,52?‘xa ,261“ 1
environment in South Africa
does not supportthe safe  gig. (2-tailed) =001 =,001 006
and secure use of digital
government services likea |y 110 110 110 110

SUper app.

** Correlation is significant atthe 0.01 level (2-tailed).
* Correlation is significant atthe 0.05 level (2-tailed).

Reliability Analysis

User Acceptance Potential

Case Processing Summary

I %
Cases Valid 110 1000
Excluded? 0 0
Total 110 100,0

a. Listwise deletion based on all
variahles in the procedure.
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Reliability Statistics

Cronbach's
Alpha Based
an
Cronbach's Standardized
Alpha [tems [ of tems
724 732 8

Item Statistics

Mean

Std. Deviation

| am willing to adopt a
government super app to
access public semnvices.

| believe using a
government super app will
make public services maore
convenient for me.

| regularly use mabile apps
for other senvices (2.0,
hanking, shopping), which
makes me mare likely to
adopt a government super
app.

| helieve the user interface
and experience of a
government super app will
he easyto navigate and
Lse.

A government super app
will improve the speed at
which | can access public
SEMNVIiCeS.

| don't believe that using a
government super app will
reduce the time it takes for
public senvices to be
delivered.

The introduction of a
government super app will
make public services maore
accessible to South
Africans, regardless of
location.

| don't believe the
government super app will
enhance my satisfaction
with the senvices | receive
from the government.

412

415

4 36

3,67

414

3ne

3,95

3,34

1,139

1,012

916

820

823

1,242

1017

1,060

110

110

110

110

110

110

110

110
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Inter-item Correlation Matrix

I regularly use | dont believe
mohile apps The the
for other | helieve the introduction of government
senices (e.g., userinterface | don'tbelieve agovernment super app will
| believe using hanking, and experience A government that using a superapp will enhance my
| am willing to a government shopping), ofa super app will government make public satisfaction
adopta super app will which makes government improve the super app will services more with the
government make public me mare likely  superapp will  speed atwhich reduce the accessible to senices |
super app to Semnvices more to adopt a be easyto | can access time ittakes for  South Africans, receive from
access public convenientfor government navigate and public public semrvices regardless of the
Semnices. me. SUper app. use. senvices. to he delivered. location. government
lamwilling to adopt a 1,000 494 416 116 464 129 ,298 096
government super app to
access public services
| believe using a 494 1,000 368 101 764 00 211 048
government super app will
make public senvices more
convenient for me.
| regularly use mobile apps 416 368 1,000 143 527 022 343 043
for other services (e.g.,
banking, shopping), which
makes me more likely to
adopt a government super
app.
| believe the user interface 116 A01 143 1,000 204 208 455 133
and experience of a
government super app will
be easyto navigate and
use.
A government super app 464 764 527 204 1,000 134 261 103
will improve the speed at
which | can access public
Senices.
| don't believe that using a 129 oo 022 208 134 1,000 322 452
government super app will
reduce the time it takes for
public services to be
delivered.
The introduction of a ,298 211 343 455 261 322 1,000 176
government super app will
make public senices more
accessible to South
Africans, regardless of
location.
| don't believe the 096 048 043 133 103 452 76 1,000
government super app will
enhance my satisfaction
with the semvices | receive
from the government.
Summary Item Statistics
Maximum /
Mean Minimum  Maximum Range Minimum Yariance M oftems
[tem Means 3,851 3,082 4,364 1,282 1,416 200 ]
Inter-ltem Correlations 255 022 764 742 3474 03z g8
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Item-Total Statistics

Corrected Squared Cronbach's
Scale Meanif  Scale Variance ltem-Total Multiple Alpha if ltem
ltern Deleted if tem Deleted Correlation Correlation Deleted

| arm willing to adopt a 26,69 17,673
government super app to
access public senvices.

| believe using a 26,66 18,134
government super app will

make public services maore

convenient for me.

I regularly use mohile apps 26,45 19,093
for other services (e.g.,

hanking, shopping), which

makes me maore likely to

adopt a government super

app.

| believe the user interface 27,14 19935
and experience of a

government super app will

be easyto navigate and

LUSE.

A government super app 26,67 17,892 584 66T 664
will improve the speed at

which | can access public

SENices.

| don't believe that using a 27,73 18,384 325 281 21
government super app will

reduce the time it takes for

public services to be

delivered.

The introduction of a 26,85 18,052
government super app will

make public services maore

accessible to South

Africans, regardless of

location.

| don't believe the 27 .47 19,811
government super app will

enhance my satisfaction

with the services | receive

fram the government.

473 328 684

480 620 682

431 ar3 695

nrw 232 715

487 357 680

260 210 729

Scale Statistics
Mean Yariance  Std. Deviation M of ltems
30,81 23,385 4 836 a

Infrastructural Readiness
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Case Processing Summary

M %
Cases Valid 110 1000
Excluded? 0 0
Total 110 100,0
a. Listwise deletion hased on all
variahles in the procedure.
Reliability Statistics
Cronbach's
Alpha Based
an
Cronbach's Standardized
Alpha [tems [ of tems
798 803 4

Item Statistics

Mean Std. Deviation

The telecommunications
infrastructure in my area is
reliable enough to support
the consistent use of
maohile apps.

Mobile data plans are
affordable in South Africa

| constantly have sufficient
data or internet bundles to
he ahble to use a
government super app for
senvice delivery.

| am confident in my digital
skills (g.g., UsiNg apps,
navigating maohile
interfaces) to use a
government super app
effectively.

4,36 16

412 1,139

414 923

415 1,012

110

110

110

110
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Inter-ltam Correlation Matrix

The | am confident
telecommunic in my digital
ations | constantly skills (2.0,
infrastructure have sufficient Lusing apps,
inmyareais data ar internet navigating
reliahble bundles to be mobile
enough to abletouse a interfaces) to
support the Mohile data government use a
consistent use plans are superapp for government
of mobile affordable in Sevice SUperapp
apps. South Africa delivery. effectively.
The telecommunications 1,000 A16 527 368
infrastructure in my area is
reliable enough to support
the consistent use of
maokile apps.
Maobile data plans are 416 1,000 A64 484
affordable in South Africa
| constantly have sufficient 527 A64 1,000 TG4
data or internet bundles to
he able to use a
government super app for
senvice delivery.
| am confident in my digital 368 454 764 1,000
skills (2.0., Using apps,
navigating mohile
interfaces) to Use a
government super app
effectively.
Summary Item Statistics
Masirmurm /
Mean Minimum  Maximum Fange Minimurm Yariance  Mofltems
[term Means 4181 4118 4 364 245 1,060 013 4
Inter-ltem Correlations 505 368 764 3896 2076 017 4
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Item-Total Statistics

Corrected Squared Cronbach's
Scale Meanif  Scale Variance ltem-Total Multiple Alpha if ltem
[termn Deleted if ltern Deleted Correlation Correlation Deleted
The telecommunications 12,40 6,719 B14 325 791
infrastructure in my area is
reliable enough to support
the consistent use of
muobhile apps.
Mohile data plans are 12,65 5717 548 308 787
affordable in South Africa
| constantly have sufficient 12,63 5851 738 G54 688
data orinternet bundles to
he able to use a
government super app for
semnvice delivery.
| am confident in my digital 12,62 5724 BT 614 17

skills (e.g., using apps,
navigating mohile
interfaces) to use a
government super app
effectively.

Scale Statistics
Std. Deviation M of tems

Mean Yariance

16,76 9,999

3162

4

Regulatory Environment

Case Processing Summary

I %
Cases Valid 110 100,0
Excluded?® 0 a
Total 110 100,0
a. Listwise deletion hased on all
variahles in the procedure.
Reliability Statistics
Cronbach's
Alpha Based
on
Cronbach's Standardized
Alpha tems M of tems
732 Tar
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Item Statistics

Mean

Stil. Deviation

| frust that the South African 415
government has

implemented sufficient

regulations to protect user

data on digital platforms

like a super app.

The government's existing 4 36
laws on data privacy are

not clear and will not

provide sufficient protection

for users of a government

SUpEr app.

| don't believe that the 3,95
introduction of stricter

regulations regarding data

security and privacy would

increase my confidence in

using a government super

app.

The current regulatory 414
environment in South Africa

does not support the safe

and secure use of digital

government senvices like a

SUREr app.

1,012

916

1,017

823

110

110

110

110
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Inter-ltam Correlation Matrix

| don't believe
The that the The current
| trust that the government's introduction of regulatory
South African existing laws stricter environment in
government on data privacy regulations South Africa
has are not clear regarding data does not
implemented and will not security and support the
sufficient provide privacy would safe and
regulations to sufficient increase my secure use of
protect user protection for confidence in digital
data on digital users ofa Lusing a government
platforms like a government government senices like a
SUperapp. SUperapp. SUperapp. SUper app.
| trust that the South African 1,000 368 211 764
government has
implemented sufficient
regulations to protect user
data on digital platforms
like a super app.
The government's existing 368 1,000 343 527
laws on data privacy are
not clear and will not
provide sufficient protection
for users of a government
SUpEer app.
| dont bhelieve that the 211 343 1,000 261
introduction of stricter
regulations regarding data
security and privacy would
increase my confidence in
Using a government super
app.
The current regulatory TE4 527 261 1,000
environment in South Africa
does not support the safe
and secure use of digital
government senvices like a
SUper app.
Summary Item Statistics
Masirmurm /
Mean Minimum  Maximum Fange Minimurm Yariance  Mofltems
[term Means 4180 389585 4 364 409 1103 028 4
Inter-ltem Correlations 412 211 764 552 3612 038 4
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Item-Total Statistics

Scale Meanif  Scale Variance
ltern Deleted if ltern Deleted

Corrected
ltern-Total
Correlation

Squared
Multiple
Correlation

Cronbach's
Alpha if tem
Deleted

| frust that the South African 12,45 4 T46
government has

implemented sufficient

regulations to protect user

data on digital platforms

like a super app.

The government's existing 12,24 5 265
laws on data privacy are

not clear and will not

provide sufficient protection

for users of a government

SUpEr app.

| don't believe that the 12,65 5717
introduction of stricter

regulations regarding data

security and privacy would

increase my confidence in

Using a government super

app.

The current regulatory 12,46 4 655
environment in South Africa

does not support the safe

and secure use of digital

government semnvices like a

577

526

A21

705

586

326

128

654

638

G670

787

566

SUper app.
Scale Statistics
Mean Wariance  Std. Deviation M of tems
16,60 8316 2884 4

Appendix F: Exploratory Factor Analysis

User Adoption Potential

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.
Bartlett's Test of Sphericity  Approx. Chi-Square

df

Sig.

676
250,093
28

=001
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Communalities

Initial

Extraction

| am willing to adopt a
government super app to
access public services.

| believe using a
government super app will
make public services maore
convenient far me.

| regularly use mohile apps
for other semnvices (2.9,
hanking, shopping), which
makes me mare likely to
adopt a government super
app.

| believe the userinterface
and experience of a
government super app will
he easyto navigate and
Lse.

A government super app
will improve the speed at
which | can access public
SEMNVICeS.

| don't believe that using a
government super app will
reduce the time it takes for
public senvices to be
delivered.

The introduction of a
government super app will
make public services maore
accessible to South
Africans, regardless of
location.

| don't believe the
government super app will
enhance my satisfaction
with the senices | receive
from the government.

1,000

1,000

1,000

1,000

1,000

1,000

1,000

1,000

530

750

538

736

781

720

716

739

Extraction Method: Principal Component Analysis.

Initial Eigenvalues

Total Variance Explained

Extraction Sums of Sguared Loadings

Rotation Sums of Squared Loadings

Component Total % of Variance  Cumulative % Total % ofWariance Cumulative % Total % ofWariance Cumulative %
1 2,818 36,476 36,476 2,818 36,476 36,476 2,544 31,804 31,804
2 1,564 19,554 56,032 1,564 19,555 56,032 1,498 18,721 50,525
3 1,037 12,960 68,992 1,037 12,960 68,992 1,477 18,466 68,992
4 700 8,753 77,744
H 609 7,607 85,352
G 543 6,785 92,137
7 431 5,389 97,526
g 188 2,474 100,000

Extraction Method: Principal Component Analysis.
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Pattern Matrix®

Factar

Agovernment super app
will improve the speed at
which | can access public
SEMNICES.

| believe using a
government super app will
malke public services maore
convenient far me.

| regularly use maobile apps
for other senvices (e.q.,
hanking, shopping), which
makes me mare likely to
adopt a government super
app.

| am willing to adopt a
government super app to
access public semnvices.

The introduction of a
government super app will
make public services more
accessible to South
Africans, regardless of
location.

| helieve the user interface
and experience of a
government super app will
he easyto navigate and
Luse.

| don't believe that using a
government super app will
reduce the time it takes for
public senices to be
delivered.

| don't believe the
government super app will
enhance my satisfaction
with the services | receive
from the government.

946

834

510

494

aa7

407

804

487

Extraction Method: Maximum Likelihood.
Raotation Method: Promax with Kaiser Marmalization.

a. Rotation converged in & iterations.

Infrastructural Readiness
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KMO and Bartlett's Test

Kaiser-Meyer-0lkin Measure of Sampling Adeguacy.
Bartlett's Test of Sphericity  Approx. Chi-Square

df
Sig.

680
168,064

=001

Communalities

Initial

Extraction

The telecommunications
infrastructure in my area is
reliable enough to support
the consistent use of
mabile apps.

Mohile data plans are
affordahble in South Africa

| constantly have sufficient
data or internet bundles to
be able to use a
government super app for
senice delivery.

| am confident in my digital
skills (e.g., Using apps,
navigating mohile
interfaces) to use a
government super app
effectively.

1,000

1,000

1,000

1,000

498

536

784

716

Extraction Method: Principal Compaonent Analysis.

Total Variance Explained

Initial Eigenvalues

Extraction Sums of Squared Loadings

Component Tuatal % of Wariance  Cumulative % Total % of WVariance  Cumulative %
1 2,633 63,332 63,332 2,633 63,332 63,332
2 668 16,704 80,037
3 591 14,783 54,820
4 207 5180 100,000

Extraction Method: Principal Component Analysis.
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Scree Plot

30

25

20

15

Eigenvalue

10

05 \

00

1 2 3 4

Component Number

Regulatory Environment
KMO and Bartlett's Test

Kaiser-Meyer-0lkin Measure of Sampling Adeguacy. 625
Bartlett's Test of Sphericity  Approx. Chi-Square 143,222
df 6
Sig. =001
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Communalities

Initial Extraction

| trust that the South African

government has
implemented sufficient
regulations to protect user
data on digital platforms
like a super app.

The government's existing
laws on data privacy are
not clear and will not

1,000 681

1,000 544

provide sufficient protection

for users of a government
SLUper app.

| don't believe that the
introduction of stricter
regulations regarding data
security and privacy would
increase my confidence in
using a government super
app.

The current regulatory

1,000 263

1,000 800

environment in South Africa

does not support the safe
and secure use of digital
government senvices like a
SUREr app.

Extraction Method: Principal Component Analysis.

Total Variance Explained

Initial Eigenvalues

Extraction Sums of Squared Loadings

Component Total % ofVariance  Cumulative % Total % ofVariance  Cumulative %
1 2,288 57,206 57,206 2,288 57,206 57,206
2 803 22576 78,782
3 Nl 14,809 54,691
4 212 5,309 100,000

Extraction Method: Principal Component Analysis.
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Appendix G: Regression Analysis, ANOVA and Collinearity

User Adoption Potential

Factor 1

Correlations

FPerceivedlUsef
uinessAndWilli

SenviceDelivery  ngnessToAdop
Enhancement t
SemrviceDeliveryEnhanceme  Pearson Correlation 1 ,ET1“
nt Sig. (2-tailed) <,001
I 110 110
FerceivedUsefulnessAndW  Pearson Correlation ,BT“I“ 1
illingnessToAdopt Sig. (2-tailed) <.001
I 110 110

** Correlation is significant at the 0.01 level (2-tailed).

Model Summan}’

Change Statistics

Adjusted R Std. Error of the R Square
Maodel R R Square Square Estimate Change F Change df1 df2 Sig. F Change
1 ar1® 759 756 27878 759 339,527 1 108 =001

a. Predictors: (Constant), PerceivedUsefulnessAndWillingnessToAdopt
b. Dependent Variable: ServiceDeliveryEnhancement
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ANOVA?

Sum of
Model Squares df Mean Square F Sig.
1 Regression 26,387 1 26,387 338 527 =001 b
Residual 8,3493 108 078
Total 34,780 108

a. DependentVariable: ServiceDeliveryEnhancement
b. Predictors: (Constant), PerceivedUsefulnessAndWillingnessToAdopt

Coefficients®

Standardized
Unstandardized Coefiicients Coefficients Correlations Collinearity Statistics
Model B Std. Error Beta t Sig Zero-order Partial Fart Tolerance WIF
1 (Constant) 1,456 144 10,106 =001

FerceivedlsefulnessAndW 622 034 871 18,426 =001 87 871 871 1,000 1,000

illingnessToAdopt
a. Dependent Variable: SeniceDeliveryEnhancement

Histogram
Dependent Variable: ServiceDeliveryEnhancement
Mean = -3 33E-15
20 Std. Dev. = 0995
MN=110

15
-
[£]
c
]
3
o
@ 10
=
(18

5
0

-4 -3 -2 -1 0 1 2

Regression Standardized Residual
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Correlations

SeniceDelivery

PerceivedAcce
ssibilityandEas

Enhancement elfllse
SemrviceDeliveryEnhanceme  Pearson Correlation 1 ,4?0“
it Sig. (2-tailed) <,001
N 110 110
PerceivedAccessibilityAndE  Pearson Correlation 4707 1
ase0flise Sig. (2-tailed) <001
N 110 110

** Correlation is significant atthe 0.01 level (2-tailed).

Model Summ:m}J

Change Statistics

Adjusted R Std. Error of the R Square
Maodel R R Square Square Estimate Change F Change af df2 Sig. F Change
1 4708 22 213 A0100 21 30,564 1 108 =001
a. Predictors: (Constant), PerceivedAccessibilityAndEaseOflse
b. Dependent Wariable: ServiceDeliveryEnhancement
a
ANOVA
Sum of
Model Squares df Mean Square F Sig.
1 Regression 7672 1 TBT2 30,564 {,001'3
Residual 27108 108 251
Total 34,780 109
a. DependentVariable: ServiceDeliveryEnhancement
b. Predictors: (Constanf), PerceivedAccessibilityAndEaseOfllse
Coefficients®
Standardized
Unstandardized Coefficients Coefficients Correlations Collinearity Statistics
Model B Std. Error Eeta t Sig Zero-order Partial Fart Tolerance WIF
1 (Constant) 2,840 237 12,534 =001
PerceivedAccessibilityAndE 321 058 470 5528 <,001 470 AT70 470 1,000 1,000
aseCflse

a. Dependent Variable: SenviceDeliveryEnhancement
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Scatterplot

Dependent Variable: Servic

eDeliveryEnhancement
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Regression Standardized Residual
Factor 3
Correlations
SkepticismAbo
SeniceDelivery  utSemrvicelmpac
Enhancement t
SewiceDeliveryEnhanceme  Pearson Correlation 1 ,348“
nt Sig. (2-tailed) <001
[+ 110 110
SkepticismAboutSenvicelm  Pearson Correlation 348" 1
pact Sig. (2-tailed) <,001
[+ 110 110
** Correlation is significant at the 0.01 level (2-tailed).
Model Summary”
Change Statistics
Adjusted R Std. Error of the R Square
Maodel R R Square Square Estimate Change F Change df1 df2 Sig. F Change
1 3487 121 113 53194 21 14,914 1 108 <,001
a. Predictors: (Constant), SkepticismAboutServicelmpact
b. Dependent WVariable: ServiceDeliveryEnhancement
ANOVA?
Sum of
Model Squares df Mean Square F Sig.
1 Regression 4220 1 4220 14,914 :,um"
Residual 30,560 108 283
Total 34,780 109

a. Dependent Variable: ServiceDeliveryEnhancement

b. Predictors: (Constant), SkepticismAboutSenvicelmpact
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Coefficients®

Standardized
Unstandardized Coefficients Coefficients Caorrelations Collinearity Statistics
Model B Std. Errar Beta t Sig Zero-order Fartial FPart Tolerance WIF
1 (Constant) 3,421 174 19,663 =001

SkepticismAboutSemicelm 200 052 348 3862 =001 348 348 348 1,000 1,000

pact
a. Dependent Variable: SenviceDeliveryEnhancement

Histogram
Dependent Variable: ServiceDeliveryEnhancement
Mean = -1 18E-15
20 Stl. Dev. = 0,995
M=110

15
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Scatterplot

Dependent Variable: ServiceDeliveryEnhancement
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Infrastructural Readiness
Correlations
SeniceDelivery  InfrastructuralR
Enhancement eadiness
ServiceDeliveryEnhanceme  Pearson Correlation 1 ,8?1“
nt Sig. (2-tailed) <,001
[+ 110 110
InfrastructuralReadiness Fearson Correlation ,8?1“ 1
Sig. (2-tailed) = 001
[+l 110 110
** Correlation is significant at the 0.01 level (2-tailed).
Model Summalr;fJ
Change Statistics
Adjusted R Std. Error of the R Square
Model R R Square Square Estimate Change F Change df1 df2 Sig. F Change
1 a7 758 756 27878 759 339,527 1 108 <,001

a. Predictors: (Constant), InfrastructuralReadiness
b. Dependent Variable: SenviceDeliveryEnhancement
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ANOVA?

Sum of
Model Squares df Mean Square F Sig.
1 Regression 26,387 1 26,387 338 527 ~1,[ZIIIZI1hl
Residual 3,393 108 07a
Total 34,780 109
a. DependentVariable: ServiceDeliveryEnhancement
b. Predictors: (Constant), InfrastructuralReadiness
Coefficients”
Standardized
Unstandardized Coefficients Coefficients Correlations Collinearity Statistics
Model B Std. Error Beta t Sig. Zero-order Fartial Fart Talerance WIF
1 (Constant) 1,456 44 10,106 <,001
InfrastructuralReadiness 622 034 871 18,426 <,001 871 871 871 1,000 1,000
a. DependentVariable: SenviceDeliveryEnhancement
Histogram
Dependent Variable: ServiceDeliveryEnhancement
Mean = -3 33E-15
20 Stel. Dev. = 0,995
M=110
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Regulatory Environment

Correlations

RegulatoryEnvi - ServiceDelivery

ronment Enhancement

RegulataryEnvironment Fearson Correlation 1 ,555“

Sig. (2-tailed) =001

[+ 110 110

SeniceDeliveryEnhanceme  Pearson Correlation ,EEE“ 1

nt Sig. (2-tailed) <001
[+ 110 110
** Caorrelation is significant at the 0.01 lavel (2-tailed).
Model Summatr;pJJ
Change Statistics
Adjusted R Std. Error ofthe R Sguare

Model R R Square Square Estimate Change F Change df1 df2 Sig. F Change
1 6652 442 437 42396 442 85,504 1 108 =001

a. Predictors: (Constant), RegulatoryEnvironment
b. DependentVariable: ServiceDeliveryEnhancement

ANOVA?
Sum of
Model Squares df Mean Square F Sig.
1 Regression 15,368 1 15,368 85,604 <,001"
Residual 18,412 108 180
Total 34,780 108

a. DependentVariable: ServiceDeliveryEnhancement
b. Predictors: (Constant), RegulatoryEnvironment

Coefficients”
Standardized

Unstandardized Coefficients Coefficients Caorrelations Collinearity Statistics
Model B Std. Error Beta t Sig. Zero-order Partial Part Tolerance WIF
1 (Constant) 1,902 237 8,020 =001
RegulatoryEnvironment 521 056 665 9,247 =001 665 665 665 1,000 1,000

a. Dependent Variahle: SenviceDeliveryEnhancement
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Frequency

Histogram

Dependent Variable: ServiceDeliveryEnhancement
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