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Ayanda Pamella Msomi (South Africa), Elias Munapo (South Africa), Ireen Choga (South Africa)

The conceptualisation of e-Learning in the public sector
Abstract

The South African public sector is faced with many challenges and one of the major challenges is service delivery.
This is linked with skills shortage resulting in public service having too many people to train in a short period of time.
Training these many employees face-to-face has its chadleageemployees have to be away from their day-to-day
duties to attend training and this not only has an impact on productivity, but also maximizes costs. To deal with and to
minimize these challenges, the South édri government has chosen to introduce e-Learning in public sector. This is
aimed at ensuring that larger numbergofernment officials are trained atmmum costs and ensuring that training
reaches people with different responsibilities such as top management amdwitdofamilies who cannot afford to be

away from home or office for training for long periods of time. This study examined the advantages and disedvantag
of the introduction of e-Learning in the public sector, the importance of strategic planning for e-Learning, the
challenges faced by the public sectghen it comes to training, how other organizations internationally have
conceptualized e-Learning and what the public sectorgibdo achieve by introducing e-Learning. The gaps in the
conceptualization of e-Learning in the South African public sector were identified and possibtnsdhdiuding a
paradigm shift from a reductionist way of thinking to a systems way of thinking and doingwhlisgescommended.

Keywords. e-Learning, public sector, benchmarking, conceptualization.
JEL Classification: H83, A2, G21.

Introduction growth in the economy (Omer, Klomsri, Tedre,

The application of electrarally-based technology is Popova, Klingberg-Allvin & Osman, 2015, p. 268).

: . o . : Many public sectors arountthe world and some in
adva_ncmg dramat!cally and will mcreasmgly IMpackq th Africa have introduced e-Learning within their
our lives. The public sectoses technology in order to

deal with multiple challenges faced at local an ganizations, According to Hur and Im (2013,

int tional levels. Th hall includ .p. 192), the Korea Centréfficials Training Institute
international 1evels. These challenges Inciude SEVIE o) introduced e-Learning for Korean government

delivery at various stages within our communities t mployees in 2009. Langtb and Seabome (2003
improve the quality of life and to improve productlvnyp_ 59), describe how e-Ledng became significant in

through empowering englees with the required the Canadian public sector. Tamasane, Patel and

skills. Electronic learning (e—Legrning) is vie\_/ved as .thﬁlamogale (2004, p. 3) state that the department of
cheap_es'ff and. TﬁSt E;fectlv$ way dm t;}"’h'dﬁealth in Free State prowe (South Africa) conducted
organizations  in the pub Sector provid€ el oqgaqrch on how they could increase the number of
employees with continuougdrning opportunities to trained employees while reding the costs of the face-

improve organizational outcomes (Langford ) : B} :
Seaborne, 2003, p. 50-Learning, because of th(f‘to face method. They implemented e-Learning and

o . . . ere successful in increasing the number of trained
way it is presented, is said to provide equﬁ

- L ] ployees at less cost. The National Treasury
opportunities, as this is the biggest challenge for So I L - hich : isk
Africa (Bagarukayo & Kalema, 2015, p. 171). veloped an e-Learning program which provides ris

management support to public entities. This tool is
The purpose of this study is to focus on thesed by the National Treasuiy test users within the
conceptualization of e-Learning in the South Africapublic institutions in order to understand their level of
public sector. This includes identifying andknowledge, skills and/orawareness regarding the
understanding how the concept of e-Learning in thaublic sector risk management framework.

South African public sector came about and Wh%-t; Background to the public sector involvement

processes were followed in conceptualizin :
e-Learning

e-Learning.
The Department of Public Service and Administration
(DPSA) is responsible for overseeing all the
Education is a tool that empowers people by givingovernment's administration. Their mission is to make
them the necessary skills and means so thalre that all standards and norms are followed and to
opportunities can be created for personal growth afiffervene when it comes tmaintaining an obedient
public service that is functioning. Their role is also to

1. Motivation

© Ayanda Pamella Msomi, Elias Munapo, Ireen Choga, 2016. ensure that the public s@re which relates to the
Ayanda Pamella Msomi, GraduaBzhool of Business & Leadership, - . . . .
University of KwaZulu-Natal, Wetville Campus, South Africa. functlonlng of the pUb"C service in relation to
Elias Munapo, School of EconomicsdaDecision Sciences, North West organizational structures, creation of departments,
University, South Africa. ; i
Ireen Choga, School of EconomiasdaDecision Sciences, North West labor relations, emplo_yee weliness, .eIeCtrO.nIC
University, South Africa. government, transformation, reform and innovation
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and integrity, ethics and anti-corruption. DPSA has@btain new skills so #t they can increase their
responsibility to ensure d@h there are good careerknowledge and, in the process, improve their
development practices in place so that the humgerformance and productivity (Kok, 2013, p. 20). The
potential of their employees can be examined amdain objective of learning i® improve an employee’s
nurtured. This is one of the reasons why DPSA haerformance so that therganization can meet its
looked into introducing e-Learning in the publicgoals, be it to maximize profit in the private sector or
sector. to improve service delivg in the public sector.

The National School of Government (NSG) is &ok (2013, p. 20) defines e-Learning asimmvative
national department which is a training institution fOWay to enhance learning and education. Stoltenkamp
the public servants of South Africa. The main aim qR012, p. 145) defines e-Learning as occurring when
the NSG is to ensure that the public sector is insaudents use electroni@chnology to simplify the
position and is capable afelivering services to the process of learning, which @one by making courses
public and to address tlehallenges of poverty andthat already exist available online. Behera (2013,
inequality. The NSG plans to do this by designing. 65) states that e-Learning includes all methods of
learning and development programs which wikklectronically supported learning and is the use of
produce a professional, céye and responsive sector.knowledge that is expedited mostly by electronic
The South African government has identified howneans. He further states that e-Learning is a new
critical learning is a necesgifor future development. innovation that is assistin students and provides
The NSG is, therefore, responsible for ensuringreater opportunities foruglents. According to DPSA
learning and development programs that will improve2015, p. 4) and Ellis and Kuznia (2014, p. 1), e-
the performance of the publsector. One of the waysLearning is training which is conducted using

for NSG to improve performance through learning iformation and Communication Technologies (ICTs)
by introducing e-Learning. as a tool for learning ome. E-Learning has enabled

o ) ) access to new educational ogpaities that was not
The main aim of the Gauteng City Region Academyyqijable before, because it breeds a new way of
(GCRA) is the promotion of quality educationiinking and adds to the improvement of collaboration

through training and skills development in thgnq interaction between members (Pamfilie, Bumbac
Gauteng province. It tries to build the relevant skillg orindaru, 2014, p. 374).

in the ever growing Gauteng economy. It is also )
responsible for offering management and leadersHi? Why elearning as opposed to orthodox
as the necessary skills in order to improve publl€ning. There are many reasons why organizations

sector employees so that the socio-econonfd learning institutions ke introduced e-Learning as
imperatives of Gauteng can be improved opposed to orthodox learning. Traditional learning has
’ yielded some successes, hth the technological

The provincial government of the Western Cape igdvances, traditional learning is faced with many
responsible for ensuring that sustainable economic agtthllenges, hence, the ndedntroduce e-Learning so
employment growth conditions are created and thasto deal with these challenges. It is becoming more
they deliver clean, efficient, cost effective, transparedifficult to get access to information using traditional
and responsive public administration and publimeans (Indereica, 2014, p.733According to Cirnu et
services in the Western Cape Province. al. (2014, p. 400), in the modern times that we live in,
e-Learning is a way of transferring knowledge and it
impacts the operations of organizations.

This study was focused on the public services thﬁn3 Advantages of e-Learning. There are many

have conceptualized e-Learning in .SOUth Afriqa anzﬁidvantages to organizations of e-Learning, but
those who have already started implementing %"ltnikov, Kryk, Zhuravleva and Chupakhina (2010,

Learning. These public services include DPSA% :
L . 43), Balasubramanian et al. (2014, p. 5654) and
NSG, GCRA and the provincial government of th lis and Kuznia (2014pp. 1-2) have narrowed

Western C_ape. The main focus_we_ls to gain 3Rem down to the following:
understanding of the conceptualization of the e-
Learning process and how decisions were made Experts that are identifiedy instructors can add
during the conceptualization phase. value by sharing their knowledge in the learning
process even when they are across borders.

¢ Organizations do not need to hire staff to develop
4.1. What is elLearning? In order to have an learning material. All of this can be done online.
understanding of what e-Learning is, one must Staff do not have to physically go and attend
understand what learning is, as the process starts with classes in one location; thegin study and learn in
learning. Learning is a process wherebglividuals the comfort of their homes or at work.

3. Focus of the study

4. Literature review
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¢ Organizations can save costs, because some The organization can conduct a self-assessment to
training courses are very far from the individual's  gain insight into themselves.
base meaning the organization must pay fos Gaining an in-depth understanding of
accommodation, meals and transport, whereas the organizational processes that are currently
with e-Learning all those costs are minimized. in place.

¢ Measuring and comparing the organization with

4.4, Disadvantages of e-Learning. E-Learning has - -
52 similar organizations.

its own challenges. Ellis and Kuznia (2014, pp. 4- o ) ) .
mentioned that organizatiomsight face a situation ® B€ing innovative through discovery of new ideas

where their employees are not fully equipped While conducting the benchmarking process. _
technologically, making it hard to introduce and® ENngaging in research, because data obtained will
implement e-Learning. Another challenge s assist decision makers to make more informed

resistance. Some employees might be resistant to decisions. _ _

change and it is very hard to deal with resistanck Setting new targets in order to improve the
(Ellis & Kuznia, 2014, p. 5). According to  Organization.

Stoltenkamp (2012, p. 146), e-Learning must not Strengthening the institution’s identity and, in the
replace traditional learning; both traditional and e- process, improving the institutions reputation.
Learning should be blended together in order t® Gaining insight on how best to formulate strategy
achieve better production, better service delivery, andimplement it.

leading to better equipped and skilled employees. ¢ Improving response to national performance

Tarus, Gichoya and Muumbo (2015, pp. 131-133), 'ndicators and benchmarks, . .
writing about the situation in Kenya, highlighted a Belr_lg able to set new standards in the leaming
number of challenges that might have an impact on e- environment.

Learning implementation: Once the e-Learning has been measured for quality

standards and has gone through the benchmarking

¢ Not having proper ICT infrastructure such ay . ..c " organizations must be in a position to be
computer labs, computers and network/intern ble to know how they are going to measure the

connectivity. .
; . success of e-Learning.
¢ Expense of internet bandwidth. g

¢ Some universities in Kenya do not have e4.6.Measuring thesuccessof e-Learning. According
Learning policies making it hard to implement eto Tarus et al. (2015, p. 121), e-Learning success

Learning. depends on sufficient technical skills of the
¢ Developing e-Learning content takes time antstructors and the studenits order to use the e-
needs a lot of resources such as computers. Learning tools in an effective way.

¢ The teachers and learners might not be committgd 5 der for e-Learning to be successful, the

to use e-Leamning, because they might not Re) earning activities must be linked to an innovative
motivated and this could be due to them not being, e (Cimu et al., 2014, p. 401). According to
involved in the conceptualization of the egjmn et al. (2014, p. 401), the success of e-Learning

Learning process. is also based on the morals of people that will be

¢ e-Leaming needs technological skills, as it i§5ricipating in e-Learning and how ready these
conducted using electronic devices. The lack articipants are for this type of learning.

skill may make it difficult to benefit from the
advantages of e-Learning. Balasubramanian et al. (2014, p. 5653) stated that

45. Benchmarki Benchmarking | . just as with traditional learning, there are two
. benchmarking. benchmarking 1S - companng 5.1qr5 jnvolved in measuring the success of e-
standards with the aim of changing an existing stafe

or improving performancey being educated about %arning: a) is the learning completed at the time it
possible improvements. Bacsich (2010, pp. 9-1 as planned to be compdel, b) is the knowledge

: -that was supposed to be acquired from the course
provided some background on where benchmarkl%%tua”y acquired?

originated. Benchmarking was initiated in the Unite

States (US) due to the pressure being experienceddindronie (2014, p. 34) states that e-Learning is
the competitive market. It is important that individuameasured in terms of technological performance.
institutions get a clear understanding of their owhhere are a number of benefits associated with
positions on e-Learning and to measure themselv@gasuring the performancé educational programs
against organizations with the same goals. Grifoll &ith  e-Learning including improving the
al. (2010, p. 33) identified that there are ten gocgffectiveness of the training. Measurement shows
reasons why participating in benchmarking i&hether the investment to implement an e-Learning
important and these are: system is justified (Andronie, 2014, p. 34).
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4.7. Linking e-Learning to strategic planning. Most  system is that it does notalevith complexity and, in
organizations have a strategic plan. This is a plan tistme cases, one may not b&edb identify the whole
applies to the whole organt&an, when the vision of from the parts (Neumann, 2013, p. 82).

the organization is creatednd translated into a . . .
mission statement that can be used to measure shdﬁﬁ'z' System dynamics. Systems dynamics  is

medium and long term goals (Brevis & Vrba, 201 mportant in determining the structure of the
. , ’ rganization in complex systems, as management
p. 238). Kok (2013, p. 20) mentions how important a% ust make sure that the behavior of the system is in

integrated learning strategy is for e-Learning to Hg . NN

effe?:tive and howgsome g())/mpanies have adgoptedq'g-e with the organization’s ggal; (Jackson, 200,
Learning without having astrategic view of its p. 67). Jack_son (2003, p. 67) |ns!sts that there must
development. It is essentiakforganizations to be able be boundarles_ that are Qeflned in order to |.nc|ude
to properly determine their training strategy so thé?e parts that interact to influence the behawor and
they can meet the demands from their clients/tilow for the parts that do not contribute or

public (Sitnikov et al., 2010, p. 41). Ellis and Kuznidnfluence the behavior to be excluded. The key
(2014, p. 3) stated the importance of aligning driver of performance and behavior over time of a

Learning to the company’s strategy. dynamic complex system is feedback loops (Kunc,
2012, p. 30). These feedback loops can either be

4.8. Systems thinking approach. The literature gositive or negative. The positive feedback loops
presented thus far has concentrated on line Upport change and the negative feedback loops

mechanistic and reductionist thinking in trying t%hibit or hinder change (Caldwell, 2012, p. 152).
understand e-Learning and what it entails, and t'Aeccording to Riley et al. (2015 p 50) ’feedback
conceptualization of the e-Learning process. Th| : * ’

section of the literature review takes a differen?SOpS are essential in using knowledge to inform

. i . action during decision making and they contribute
approach and views e-Leaming through a SySte'Ec%the generation of factual information that can be

thinking approach. There must be something th : : N
leads to any organization — be it private or publi sed by policy and practice organizations. Through
edback loops, the organization can get an

sector — introducing e-Learning and, in most cas ' di ¢ what th inf . dth
it arises from the need to address certain complgRderstanding of what the system in focus is and the

problems such as improvement of technology arfglationships and interests of the stakeholders.
its impact in the public sector’s way of doing thing®.83. Hard systems thinking. The birth of
or addressing the time issue where employees do @@ferational research, systems analysis and systems
have time to go to a classroom away from work tgngineering and their similarities has led to the
learn. This has led to some authors introducing ”&@‘nergence of hard systems thinking. According to
systems thinking approaets a way to try and deal jackson (2003, p. 47), hard systems thinking is a
with complexity. According to Jackson (2003, p. 3\yay of dealing with real world problems. Hard
a system is a whole which is made up of a numbgf,iems thinking uses models which are intended to
of parts that interact and work with each other. &, how the systems work and make it easier to
system resides in an environment th"’_‘t h%ﬁentify problems (Jackson, 2003, p. 50). It is
boundaries. Neumann (2013, p. 82). (_jefmes i?nportant to note that models do not state that they
corr&plftax_tprofblfm asba problery: vyhetr]e 'é 'St hafm“g/mbolize or represent anything in the real world,
hand, involves a huge ﬁumber of in’teractions ag improving problematic situations. Hard systems
! inking works bests when the problem is properly

(L;2gerl\ilg:%gcl)ercejetr\;\ggzgror;nfe(;:r(]jé) aC;AZ?pSV::P:g efined and carefully analyzed (Dawidowicz, 2011,

(Neumann, 2013, p. 82). This brings us to the- 2). With hard systems, th(_e prol_)lem is known and
definition of systems thinking, which states thaP€rhaps what the solution will be is also known; the

systems thinking is a holistic way of looking afM@n aim is to enhance knowledge of the problem
problems where one looks at how the parts of ttly improving models.

organization interact in order to deal withygy Cybernetics. The Viable System Model
complexity in a creative way and this brings about,svy was created by Stafford Beer and is centred
change and diversitygckson, 2013, p. 3). on cybernetics (Hildbrand & Bodhanya, 2013, p. 3).
48.1. From reductionisn to sysems thinking. The VSM can be applied in any company whether
Reductionism is the traditional scientific way ofsmall or large including the public sector. According
understanding and studying systems. This is whenta Hildbrand and Bodhanya (2013, p. 3), VSM
system is understood from the parts leading to thdentifies the most important features that make the
whole. The problem with this way of understanding systems viable meaning the system’s ability to
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change with its environmeénto exist independently The interviews for the study were conducted at the
and to be able to sustain itself even with the internBIPSA head office in Gauteng Pretoria, at the NSG
and external factors at play. head office in Gauteng Pretoria, at GCRA in
Johannesburg and telephonically with participants
from DPSA head office in Btoria and telephonically
This section outlines the aim of the research amdth participants from provincial government of the
also shows a plan that was used to conduct théestern Cape. The study focused on one-on-one
study, including the participants and location of thmterviews with one participant from DPSA, a
study, research approach, sample size and d@kephone interview with one participant from
analysis methods used. DPSA, a focus group with three participants from
5.1. Objective of the study. The objectives of the NSG. one-on-one interview with one participant from
study are: GCRA anql a telephone interview with one participant
from provincial government of the Western Cape.

1. To investigate why the South African publicThere was a set of 12 open ended questions that guided
sector introduced the caeput of e-Learning as the interviews.

opposed to orthodox learning and whether e-
Learning quality standards for consumep-4. Research approach. This research study was
protection were conducted? conducted using qualitative techniques to collect
2. To identify key features of the South Africanprimary data, as the study required an in-depth
public sector e-Learningtrategic plan, who was understanding of the conceptualization of e-Learning.
involved in the concepdlization of e-Learning This study used the case study approach with the aim
process and what approach was used? of understanding what happened in the
3. To investigate the chHanges facing the South conceptualization of e-Learning phase. In-depth
African public sector prioto introduction of the e- interviews were conducted where there was a
Learning concept and whether there was amyfandardized set of open ended questions which the
coordination with the private sector? participants were asked. Thiffowed for clarity and a
4. Toinvestigate what the South African governmemore detailed explanation from the respondents in
is hoping to achieve by introducing e-Learning foprder to understand the meaning of the participants
the public sector and what are the key indicatofggyers. This method had the advantage of permitting
for measuring the successtbis introduction. the information to be analyzed more easily and
5.2. Research questions. This study aimed to answerallowed for the comparison of notes on the views and
the following research questions: opinions of the participants. The other method to
collect data that was used was reviewing of documents
which were obtained from DPSA and GCRA. These
learning and were e-Learning quality standards fgoCUMents were very important, as they assisted in
consumer protection conducted? _strengthenlng the mformatlon_ gathered through
2. What is the South African public sector einterviews and covered questions that were not

Learning strategic plan, who was involved in th@nswered during the interview process.

conceptl;]alization gf?eéarning process and whatg 5, Sampling. This study made use of non-probability
approach was used: . ampling. Purposive sampling was applied. Du Plooy-

3. X\;h_at Weril. the cthalle_ngets ftar\]cmg Lthe .Sou%illiers et al. (2014, p.142) state that purposive
fican public sector por o the e-Learning sampling is when the searcher chooses who to

concept and was there any coordination with thlﬁterview (who to include ithe sample) based on a set
private sector?

4. What is the South African government hoping t8f characteristics. Snowball sampling was applied

achieve by introducing edarning for the public where the researcher identified the relevant
sector and what are the key indicators foparticipants from DPSA who gave referrals of

measuring the successthis introduction? participants  who were also involved in the
o . . conceptualization of thee-Learning in the South
5.3. Participants and location of the study. Since the  African public sector.

study is based on understanding the conceptualization

of e-Learning in the publisector, the individuals that The sample covered all the government departments
were selected are the indivisls who were involved in that were involved in the conceptualization of e-
the conceptualization of-Learning in the South Learning in the South Aftan public sector. This
African public sector, as they are the ones with an imcluded the DPSA, GCRA, provincial government of
depth understanding of the idea behind it and whiite Western Cape and the NSG. The following
processes were followed. participants were interviewed:

5. Research methodology

1. Why did the South Africapublic sector introduce
the concept of e-Learnirgs opposed to orthodox

45



Problems and Perspectives in Management, Volume 14, Issue 4, 2016

+ Participant 1: DPSA government official (Policy5.7. Data collection. Data were collected from

Specialist). interviews with several participants from DPSA,
¢ Participant 2: DPSA government official. the NSG, GCRA and provincial government of
¢ Participant 3: GCRA government official. the Western Cape who were involved in the
¢ Participant 4: provincial government of theconceptualization of éearning in the South

Western Cape Official. African public sector, in order to get a broader

¢ Focus group from the NG three government _under_standing of the opic. Semi-structureq
officials who were participants A, B and C. interviews based on 12 open-ended questions
' were conducted on a one-on-one basis,

All participants were asked the same questions. telephonically and with one focus group.

5.6. Pretegting. Pre-testing was conducted on thé&.8. Data processing. Data processing steps
interview guide in order to see if the questions wefsrescribed by Henning, Van Rensburg and
clear and understandable and to assess if the des@edit (2004) for qualitative research were used.
outcomes of the interview were achieved. Th€he coding and other steps are outlined
necessary adjustments were made. in Figure 1.

The text of each

\ . Units were
interview was

; - . segmented to Units were labelled and
transcribed. The set of = :
2 sentences and the label was written on a
data from all / : ;
, phrases using a margin with an arrow that
responses was read in S = :
marker to point to pointed to the next unit.

order to make sense

i3 the end of the unit.
of it.

Possible grouping codes were identified

A list of all the codes identified was made and the text was read many times to make sure
that the codes were making sense and that there was consistency. Careful attention was
made to make sure that the codes were linked to the research questions.

Fig. 1. Qualitative analysisresearch

Source: Adopted from Henning, van Rensburg and Smit (2004).

The interpretation of data and presentation arcademy (GCRA), since they have implemented e-
presented in the following sections. Learning.

Participant 1: e-Learning was introduced for easy
access to information, fagelf-professionalism and to
Data collected from the participants in relation tintroduce uniformity standds of e-Learning in
each research objective are, then, presented. Thmernment departments. There are 156 government
data presentation shows similarities and differencegpartments and +/- 3 milh government employees.

of participants used in the study. Data are, thefihere is a need for builtlj capacity so the possible
analyzed using codes where responses which we@ution was tabuild capacity using one e-Learning
the same were grouped. Findings are analyzed policy framework for standardization.

relation to insights from the literature review.

6. Presentation of results and data analysis

Participant C: e-Learning was conceptualized with the
6.1. Why e-Learning as opposed to orthodox aim to widen the reach and give more access to people
learning? Participants were asked to elaborate obeyond the borders of the traditional classroom.

why e-Learning was introduced. The themes thit

. - : iterature review: Literature has revealed many
emerged were capa_cny bun_dmg, cost E}ﬁecnvenesl%asons why e-Learning is preferred over orthodox
and easy access of information.

learning. According to Sitnikov et al. (2010, p. 43),
Participant 3: The government needs to train td®alasubramanian et al. (201p1,5654) and Ellis and
many public servants and face-to-face training cauznia (2014, pp. 1-2), with e-Learning,
be very costly. In the orthodox learning, travellingnformation can be shared across borders and people
was a problem and also costly so there was a needitonot have to be at the same place or area to learn.
save costs and e-Learning has saved up HEwverything can be done online without hiring
20% of the costs of training at Gauteng City Regioimstructors to teach the learning modules. There is
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no need for employees to be physically present aisaresponsible for offeringhe quality certificates for
set venue taking them away from work during office-Learning, as their main aii® to make sure that the
hours and they can learn at home. Further, eeurses offered inline are bigh quality standards.
L(;arnlng clan save COSJS' because,hln rr?ost CaSKRother way to ensure quality, according to
\;Vc:onm?nrgga?t)ézes t?;;esnporgggrsgrft’j t p?r)(/Jvi(?(;/de t\?viglggrature, is through behmarking. Alexander and

' olja (2007, p. 18) highlight the importance of
meals. According to Arthur-Mensah and Shuc i ( P ) highlig P

ST “Denchmarking, as it involves comparing and will
(2014, p. 42), e-Learning is used to meet the high, 1, measuring e-Learning. According to Grifoll
demands of consumers.

et al. (2010, p. 32), benchmarking is an approach to
6.2. Quality sandards of elLearning and quality assurance and development.

benchmarking. When the participants were asked to,

elaborate on consumer protection, there were mixg@mdpam 1. Benchmarking was conducted with
responses provided biye participants. uth Korea, Germany and Uganda and they also did

their own pilots at a government program called
Participant 3: The GCRA did not conduct qualitompulsory induction program. This program is for
standards for consumer protection, because the¥w people joining government for the first time. They
converted face-to-face CourSﬂSeCtly to e-Learning. have to undergo the program for a year so some

The face-to-face courses that they converted to &mponents of e-Learning were tested with them.
Learning have gone throughe quality standards for

consumer protection. According to the participanEartiCipant_& GCRA did_ not 'conduct international
SAQA does not want to recognize online course@enchmarking, but they sited Singapore to see how

Similar responses were pided by Participant 4. they conduct their trainingnd to discover how they
can get more modern content. Locally, the department

Participant C: Most of the e-Learing COUrS€§yanded forums and conferences on e-Learning.

offered are accredited with PSETA. The NS o .
courses go through an internal quality assuran€articipant B: Benchmarking was done as the NSG
process. Thereafter, it is submitted for approval feenchmarked with Brazil, Germany and locally they
the relevant Quality Assurance Authority. Nationaworked with universities who have already rolled
Treasury is an example of a partner; financial areut e-Learning.

supply chain management programes are verified gy Measuring the success of eLearning. With

National Treasury to ensure the correctnes gards to achievement from e-Learning, all the
usefulness and relevance of the courses for t

) . rticipants reported positively. They mentioned that
public sector context. The programs are review P b P Y y

internally, but if they do not have the subject matth;:]idpaer?g Isd::lg,tféng disabled people were being
expertise the NSG sources in. '

. o . , Participant 1: The key indicators of measuring e-
Literature review: The literature reviewed supports the__ . . s :
arning success will be: an increase in the number of

data ga thered from the participants. The_ quality %epartments and employees who undertake their
education should indicate the relationship betweer}0 ram_ throuah e-Leami: an increase in the
learning, the goals learningutcomes, the standards> 09 9 g,

and demands together with the requirements outiin3gT1P€r Of departments that recognize qualifications
Wwhich were obtained through e-Learning, and; to have

by the organizations (Grifoll et al., 2010, p. 8). )T o ;
Myoreover, gthey say, qu(ality assessment mustpinclliaéarge number of people with disability obtaining their

assessing the quality of aemic staff, teaching qualification through e-Learning.

equipment, the program, institution and researcRarticipant 3 on success indicators: There is a need to
According to Ellis and Kuznia (2014, p. 5), accuratmake learning in government more flexible and
evaluation tools must be utilized to analyze the qualiccessible and to deliver learg in the workplace,

of e-Learning. Neacsu et §2014, pp. 527-258) have and to connect people irrespective of time and space.
identified a number of models which can be used

far . . - .
quality standards evaluation and they are: gartlmpant C: Success indicators will be the number of

e people trained, people’s reaction to the training, if they
¢ CFDQ: checks for accessibility, ease oOfactually learnt something and if they make a difference
interpretation, relevance for the end user and the workplace. Transferring the learning in the

accuracy. o . workplace to make a difference and the ultimate aim is
¢ EQL: used to assess the quality in e-Learning.  to improve service delivery.

IDEA: improve th lity of ion. - . . -
¢ used to improve the quality of educatio Participant 4: e-Learning will be another training

Neacsu et al. (2014, p. 427atstd that in Europe, theremethodology to transfer knowledge and skills. The
are organizations that aresponsible for developing department is hoping to expand e-Learning and to
quality standards in e-Learning, e.g., EFQUEL whiclhake more modules available to everyone. In other
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words, it is to accommodate everyone. The kdyy the NSG. The aim of th@an is to guide e-Learning
indicators will be the application of knowledge andnd to achieve the objectiveEhe e-Learning plan is
skills in the workplace. aligned with the overall NSG strategic plan.

Literature review: According to literature, this is inParticipant 1: The NSG will be rolling out the
line with what different scholars have identified as thienplementation of the e-Learning strategy as part of
key indicators of succes#iccording to Ellis and their mandate and other government departments will
Kuznia (2014, p. 3) foe-Learning to be successful,also take it forward. Each government department or
the e-Learning process must benefit all thgovernment learning institution is to use the e-
stakeholders. Balasubramanian et al. (2014, p. 5658¢arning policy framework to draw up their own e-
on the other hand, indicate that for e-Learning to learning strategy from the bigger Human Resource
viewed as successful, the learning must be comple®dvelopment Strategy.

in the time that was allocated and the knowledge ﬂ]fﬁ

was to be gained from training must be gained. erature review: The literature highlighted the

importance of a strategic plan. Kok (2013, p. 20) notes
6.4. Private public partnerships in e-Learning. the criticality of having an integrated learning strategy
Coordination with the private sector is an importarfor e-Learning to ensure thatLearning is effective.
issue. With regards to e-Learning, there werA&ccording to Ellis and Kuznia (2014, p. 3), it is vital to
positive and negative responses received from th#ign the e-Learning stratedy the overall strategy of
participants when asked if coordination took placthe company, because evéigg that is done in
with the private sector or not. organizations should be informed by the organizations
n%trategy. Singh (2014, p. 560) indicates that it is

Participant 1: in his interview reported: There was o ;
coordination with the prate sector they just took important for organizations to include all stakeholders

learning’s from them. In Germany, they went to é{'.the de\{e_lopment O.f e-Lear_rg' strategy so that t_here
private institution and theeason for the visit was to will be minimum reS|s_tance in the implementation of
learn and to benchmark. The whole plan is fog—Le_arnlng phase. Singh (2019'.558) also warns

government to have their own e-Learning, becau a|_nst the use of atop-dovpla_mnlng approach, as it
part of it is to provide mechanisms to protect the publftiminates the people who will implement the strategy.

sector from potential abuse. 6.6. Conceptualization process of e-Learning. With
regards to the process folled to conceptualize the

Participant B: There was calination with the private : . )
articip P phase, there were different views manifested.

sector in terms of consulian. For example when the
NSG had their first e-Learning indaba ETD specialisBarticipant 4. The provincial government of the
from Absa were invited to see how they davestern Cape has no knowledge about the process
compulsory training bymeans of e-Learning. Thethat was done by DSPA to conceptualize e-Learning
NSG only consulted and they do not currently hawend the drafting of the e-Learning guidelines. DSPA
private public partnerships. The NSG received fundingpes their own thing without consulting people who
to enhance and support e-Liiag in the public sector. are doing the e-Learning e.g., the provincial

Literature review: Literature supported the importanc%ovemmem of the Western Cape.

of PPP’s. Tarus et al. (2015, p. 134) highlighted th&articipant 1: The departments that were involved in
PPP’s are important, because the private sector andtie conceptualization of e-Learning phase are the
public sector can work togethto address educationalNSG, DPSA, Office of Government Chief Information
and developmental issues. Although PPP’s a@fficer (OGCIO), State Information Technology
important, the challenge &PP’s in the public sector Agency (SITA), Gauteng City Region Academy,
is the issue of fiormation security. Department of communications and Department of
: - - Corporate and Governance. The other departments in
@gke&r;?;gcrgslzgwggs f\(l)\lrithelr'ee;;?égg'tother;etegﬁI&e steering comm_ittee were there to assist _with the
planning for e-Learning. approach and their experiences and they informed

what was to be padf the document.

Participant 3: GCRA has an e-Learning strategic plan.

The e-Leaming strategic plan does not talk to t earticipant 3: The process that was followed in the

overall government human resource deveIopme?ﬁ)ncemu""lization of the leeaming process was that

strategic plan because ofettsilos mentality in the government prqse_d themselves o e-Learn_lng by
public sector. going to the institutions that were implementing e-

Learning to learn more about it and to see how it
Participant C: The NSG ha e-Learning strategic works. This was a process of conducting

plan which guides the implementation of e-Learningnvironmental scanning. When they bought into the
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idea, the next step was to sell it to management aaccredited by Public Sector Education and Training
when management bought the idea, planning, in thAaithority (PSETA). Information gathered also
regard, was done and documented. reveals that there has besmextensive international

enchmarking process inwihg South Korea,

Literature review: The review on literature up to som%erman Uoanda. Brazil local and international
extent has similar processes that should be followed. Yy, Y9 ' '

Stoltenkam (2012, pp.149-151) introduces an universities. Benchmarking assists in comparing

integrated e-Learning @cess which says that thestandards S0 as to encourage improvement.

process to be followed ie-Learning is: obtain the A strategic plan provides @lelines that can be used
theoretical background of e-Learning; create for implementation. The studgvealed that the South
awareness of e-Learning and develop an integratedAdrican public sector does not yet have a national e-
Learning model. Learning strategic plan. The DPSA has drawn up a
policy and guidelines on e-Learning in the public
sector, but this documena$ not yet been approved.
The main aim of this study was to understand thEhis document, however, is not an e-Learning strategic
reasoning behind the conteglization of e-Learning plan, as DPSA has advised that each government
in the South African public sector. This was achievedepartment should draw up their own strategic plan
by engaging literature and data collection througlirawing from the policy ahguidelines on e-Learning
interviews with government officials who werein the public sector document.

involved in the conceptuahtion of e-Learning. The | . I
study explained a number of concepts with the aim IGF erature : |n_d|cates that the process of
answering the research questions. This Sectigﬁnceptuallzatlon should include

concludes the study by higghting how the research partners/shareholders right from the beginning of

guestions were answered. The section also Iookscgpceptuallzatlon fo make sure that ‘cveryone
how the public sector can use a systems thinkirer;]derStandS what needs to be achieved. Singh (2014,

approach to e-Learning. The implications of th8" 558) warns ag_ainst using a top-qlown approach in
gﬁgelopmg learning stratexf, as this may lead to

research are emphasized and recommendations ari ,
from the study are presented. re stance_ from the people who will be the ones
implementing the program. It is clear from the data
Research objectives addressed in this study. collected in this study that the conceptualization
A literature review was conducted in an effort tgyocess followed a top-down approach, as there was
address the research questions with an aim {#g mention of engagements with the government
understand what scholars have to say about dfficials who will be leaning through e-Learning.
However, the literature did not cover the researqhier public services do not have an idea that the
questions in the South African context. This led to gBpsa has drawn up policy and guidelines on e-
more in-depth study, vere qualitative research was, g4rning in the public sector and an official indicated
conducted through collectiaof data which resulted y5; the DPSA does things in silos. The DPSA did not
in the findings discussed below. involve all the government departments that have
The public service decided to introduce e-Learning ipeen involved in e-Learning in their planning session
the South African public sector, because there ist@adraw up the abovementioned document.
need to build capacity. Thmublic sector has too many

government officials who must be trained and th i bli ¢ hen it ol ina. Th
training cost for orthodox learning is too expensivé}'"can Public SEctor when it comes 1o learning. The

E-Learning provides conméence, as one can Studytraining that they offer becomes more about money

anywhere at any time and it accommodates all typestgﬁt the officials can get (subsistence allowance)

people from management to people with disabilitie§OM going to the training when they have to train
Many scholars concur with the views of Sitnikoy@Way from home rather than the content. There are
(2010, p. 43), Balasubramanian et al. (2014, p. 5659 many riots due to the public not being happy
and Ellis et al. (2014, pp-2) that e-Learning does notWith service delivery and according to data collected
require the students to Iphysically present, savesthis could be because of unskilled government
costs and keeps staff members skills up to de@#ficials. The public sector is hoping to minimize
increasing the performance of employees. these challenges with introducing e-Learning.

According to Barker (2007, p. 109), qualityThe South African publicsector did not coordinate
standards are important, because they provisiéth the private sector igonceptualizing e-Learning
assurance of good quality. Quality standards of éut did consult thatsector. The government
Learning are conducted in the South African publidepartments that are curdgntoordinating with the
sector, as most of the public sector courses gpgvate sector are planning to source all the expertise
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and services internally. Kebaetet al. (2014, pp. 46- against change. In e-Ledng, feedback loops are
47), Gherman and Predonu (2013, p. 405) amahportant, as they inform decision making which
Debande (2004, pp. 201-202) emphasized tlvan be used by policy and practice organizations
importance of private public partnerships in order tand in understanding the rétaship and interests
meet public needs. Abugh the abovementionedof the stakeholders.

scholars support private publartnerships with the
public sector, there is a concern regarding informati
security in such partnerships.

OHard systems thinking is another method that can be
Wed in e-Learning, as it way of dealing with real
world problems through the use of models. With hard
There are many benefits that the South African publgystems, the problem is known and sometimes even
sector can achieve fronintroducing e-Learning, the solution is also predicted. One of the models that
namely, having productive, efficient and effectivean be utilized for e-Learning is the VSM which,
government officials. This will lead to an improvemenéccording to Hildbrand & Bodimya (2013, p. 11), is

in service delivery, as more officials will be equippeduitable, as it supports management when they have to
with the necessary skills erform their duties. deal with complexity andp this case, e-Learning.

E-Learning success can be measured by the valugd much as management can adopt hard systems in
has for all its stakeholders (Ellis & Kuznia, 2014, p. 3k-Learning, it would be more advantageous for
From the interviews conducted with governmenhanagement to adopt a seftstems methodology, as
officials in this study, it is1ot clear whether they havethis deals with wicked problems and is more able to
a way of measuring the success of e-Learning. Thigcommodate the human aspe&iallenges faced by
could be because some of them do not have a stratggic public services are wicked, because there

Systems thinking in e-Learning. The challenges impaCtS. ACCOfding to Jackson (2003, P. 181) with
facing the pub“c sector are Comp|ex pr0b|em§SM, there are different models that the pUblIC sector
Certain scholars have come up with a way to deedn use which draw a rich picture to visualize the
with complexity which is known as systems thinkingProblem.

According to Neumann (2013, p. 82), complexity i$ jmitations. There were a number of limitations
when there is a large number of interactions wheyg ihis study:

there are feedback loops and the variables depend on

each other. It is, therefer important to look at the ¢ Resources, e.g., funding were a constraint, because
public sector in a systems thinking way meaning that a key participant was a government official based
it should be looked at in a holistic view moving away in Cape Town. This official had been part of the
from the traditional reductionist way of studying conceptualization of e-Learning in the public
problems. The systems approach is going to Sector. There were no funds to travel to Cape
challenge the way in which the South African public Town to conduct a face-to-face interview so a
sector has conceptualized e-Learning up until now, telephonic interview was conducted instead.
which is to predict expectations, guarantees and tke One of the participants had an unforeseen
final answer, which is to assume that patterns repeat circumstance and could not be interviewed on a
themselves (a linear process). face-to-face basis and this resulted in a
telephone interview.

A certain government department did not allow
for one-on-one interviewand, instead, arranged
for the whole team to be interviewed, leading to a
focus group interview being set up.

The intention was to interview ten participants, but
due to the unavailability of some government

According to Riley et al. (2015, p. 50), complex
problems do not containpatterns that repeat ¢
themselves so one cannot guarantee the results.
Because of this, using a formula based approach is
not ideal, because situations are never exactly the
same. The systems thinking approach assists tn
moving away from a silo mentality. The public sector A o . .
exists in an ever changing complex environment and, Official’s, only four participants were interviewed
therefore, there needs to be a paradigm shift. Jackson O & One-on-one basis and one focus group was
(2003, p. 67) states that management must ensure thatconducted which consisted of three participants.
the behavior of the system is in line with thémplications of this research. This study is going
organization’s goal. With dynamic complex systemg benefit the South African public sector, as e-
the key driver of perfornmece and behavior over time Learning is new in the South African government.
is feedback loops (Kunc, 2012, p. 30). According t®here have been very limited studies on e-Learning
Caldwell (2012, p. 152), there are both positive anid the public sector so the study will give an insight
negative feedback loops wiethe positive feedback into e-Learning and will assist the South African
loops support change and negative feedback loops gternment to identify gaps in the conceptualization
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of e-Learning. The literature review identifiedContribution of study. This study aimed to make
several sources that can be helpful to the meaningful contributionto e-Learning in the
development of e-Learning in the South Africarpublic sector. The comeptualization process
public sector including how to measure progress ampidesented provides a framework and guidelines for
identify any causes of failure or challenges in ththe public sector in @ith Africa. For the South
implementation phase. African public sector to deal with skills shortage,

. more innovative ways need to be established.
Recommendations

This study contributes te-Learning practice in the

Based on the literaturageview, the information bli firstly. bviahliaht h
athered from the participants and analysis of the0e sector, firstly, y_ug Ighting processes that
g needs to be followed inrder to conceptualize e-

findings, the following @commendations are pmposeq_earning in an effaive and efficient way

by the researcher. Furthermore, the study provides a framework and

¢ The public service needs to revisit theguidelines of the concéymalization process which
conceptualization phase to assess what can Hmve proven to be successful as it has led to a more
accomplished better during the process arftéxible way of learnindgor the public sector.

; . . Secondly, this study ges a more in-depth
have introduced and are implementing e'Leam"l%derstanding of e-Leamy practices in the South

in the_oyerall concepiualization p'hase. This wil .bﬁfrican public sector whichin turn, contributes to
beneficial, as more understanding of e-Learmr@le current body of knowledge. The study shows a

can be game.d from all departments who ha\_/ eeper understanding of theoretical underpinning
implemented it, because they are the ones Wif r e-Learning practices

experience of what works and what does not.

¢ A national strategic e-Learning plan should bkastly, the conceptualizan process above shows
drafted, as this will asstiin measuring the succesghe need for a paradigm shift. E-Learning must be
of e-Learning in terms of the objectives of econceptualized using a stgms thinking approach
Learning and establiststandardization in the Which is the holistic approach. We must move
public sector when it comes to training. A strategi@way from using the reductionist approach,
plan is a roadmap and which can also providéecause_ it fails to cope with the problems of
guidelines for measuring momes. At present, all COmplexity.

the public services that are implementing eéRecommendations for future research. This
Learning are doing their own thing (working instudy recommends that an assessment of the
silos) and have different views on the reasoninghplementation of e-Learng in the South African
behind introducing e-Learning. public sector be conduate since some public

¢ The public service shoultbok into a systems sectors have implementesiLearning since 2007.
thinking approach as a way of diagnosing ant@lhis will assist is assessing if the objectives
dealing with the challeges facing the public outlined in the conceptualization phase of e-
sector, because the study has proven that thésEarning are met or not with the aim of improving
challenges cannot be solved using a linear proces®d filling in the gaps of the conceptualization
as they are wicked complex problems which afghase so that better quality training can be
beyond just the training of public servants. provided to South African public officials.
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