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Background:  
 

The Client is a medium-sized municipality in South Africa. The town is characterised by a wide mix of 

income levels as well as a large migrant population that is difficult to engage with due to a lack of 

information, and the informal nature in which they h ave settled on the outskirts of the town. The 

municipality is also a vacation village for both local and international holiday makers, with the 

population trebling during the holiday periods.  

 

 

Challenges 
 

In the modern age, citizens expect the world 

class digital experiences they have become 

accustomed to from Apple, Google, Facebook, 

Airbnb and the like. However, government 

organisations do not have access to the rare 

skill-sets, resources and funding available to 

these Silicon Valley giants. Furthermore, South 

African government organisations are expected 

to service citizens across all socio-economic 

groups, on any consumer device they may have 

access to - including smartphones and older 

feature phones. 

 

The Municipalityõs challenge was to effectively 

engage and service all of their citizens and other 

key stakeholders through broadly available 

consumer technologies and make it easy for 

their citizens to have meaningful engagements 

with the municipality.    

 

Identifying residents, rather than just ratepayers 

of their citizen population, was an important 

objective of the local leaders. As one would 

imagine, local leaders hear the word 'app' and 

they figured everybody has to have a 

Smartphone. However, with only a small portion 

of the Municipalityõs population being able to 

afford Smartphones, the Municipality was 

looking for a solution where residents can use 

older mobile phones and other channels of 

engagement for communications. The idea was 

to make available, regardless of their socio-

economic situation, the same services to all 

citizens.  

 

Lastly, the Municipality, like most other towns 

and cities, has different systems that handle 

taxes, faults, bill payments, communications, 

town/city management, and oth er functions. 

Integrating new communications services with 

these disparate systems is quite a challenge, 

even for large cities with large budgets. 
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Approach 
 

The Municipalityõs technology team knew they 

had a challenge on their hands, being that 

digital tr ansformation programmes can be 

exceptionally complex, time consuming, and 

costly initiatives with long and treacherous 

learning curves for them and their technology 

partners. In addition, they knew that once they 

promised instantaneous, two-way 

communications to citizens, they would have to 

deliver on their promise. Lastly, when it comes 

to app usage sustainability, the team knew that 

if it didnõt work the first time, people would 

simply delete the app and revert back to existing 

channels of engagement. The experience 

expectation is simply different from a contact 

centre, when calls are cut or not answered, the 

citizen just calls again later. The technology 

team knew they had to up their game. 

 

 
 

Solution 
 

The Municipalityõs technology team set out to find a technology solution to digitally transform their 

communications and service delivery model to all citizens. One that could seamlessly integrate with internal 

systems. One that is easy to use. And one that is cost-efficient with little up -front investment.  

 

Ubiquitous Engagement with all Citizens  

 

The team believed that the biggest value that a technology solution could provide is a multi -platform system 

that could reach all their citizens, no matter which type of mobile device they own or digital channel they have 

access to. These are some of the key features of ComUnityõs Citizen Engagement Platform: delivering native 

applications with rich user experiences to all devices and channels. In other words, true digital inclusion: 

 

¶ Smart Devices - All versions of iOS, Android, Windows, Blackberry 

¶ Mid-range Devices ð Asha and Symbian 

¶ Non-Smart Devices ðS40, S30 and similar running OS like J2ME and UIQ Tech 

¶ HTML 5 and Hybrid Applications 

¶ Web Browser Applications to every type of 

Mobile, Tablet and Desktop browser including 

Chrome, Firefox, Safari, Edge, Internet Explorer, 

Opera Mini and others 

¶ Social Media Integration 

¶ Live Chat 






