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ABSTRACT

There is currently paucity of academic work on the public sector reputation management the
world over. Most literature has studied corporate reputation from the private sector
perspective. The extant literature amply shows that reputation is equally important for the
public sector organisations because they experience more or less the same challenges as the
private sector organisations. Luoma-aho (2015) argues that public sector reputation still
remains an underused resource, and much of the reputation literature concentrates on
corporations. Therefore, this study addresses this knowledge gap by investigating the

reputation of the Eastern Cape Provincial Government.

An extensive literature review and empirical data indicate that concepts such as public views
of corporate reputation, media coverage and emotional attachment influence the reputation
of the Eastern Cape Provincial Government. The study is premised on the legitimacy theory.
Guthrie (2006) states that legitimacy theory relies on the notion that there is a ‘social
contract’ between a company and the society in which it operates. Specifically, it is considered
that an organisation’s survival will be threatened if society perceives that the organisation has
breached its social contract. Where society is not satisfied that the organisation is operating
in a legitimate manner, society will revoke the organisation’s ‘contract’ to continue its
operations. Furthermore, legitimacy is achieved by demonstrating that companies’ activities
are concordant with social values. If a company cannot justify its continued operation, then,

in a sense, the community may revoke its contract.

This study followed an interpretive basic qualitative research approach and it sought to gain
an in-depth description of the public sector reputation from the point of view of the Eastern
Cape citizens. It emphasises the role of qualitative research as directed at providing an in-
depth and interpreted understanding of the social world of research participants by learning

about their social and material circumstances, their experiences, and perspective.
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Furthermore, the study is exploratory as it seeks to explore and understand the research
phenomenon and requires the researcher to undertake an in-depth analysis of the
phenomenon. The data for the study were collected through in-depth interviews and
participant observations. For the in-depth interviews a semi-structured interview schedule
was developed as the research instrument, which provided an important means to probe
participants and seek fresh insights on the phenomenon. The study included participant
observations of two community engagement sessions, which enabled the researcher to

observe the views of the general public towards the Eastern Cape Provincial Government.

A purposive sampling was used for the selection of study participants. The researcher selected
five organised structures that represent community members from diverse backgrounds.
They comprised business, media, youth, NGOs and government officials from contrasting
geographical areas of the Eastern Cape, who work closely with the Eastern Cape Provincial
Government and had perspectives on its reputation. Three representatives from each

structure participated in the interviews and a total of 15 of participants were interviewed.

The transcribed field notes were analysed through manual and automated data analysis, for
which Leximancer Software was used. Leximancer provided a text analytics tool that could be
used to analyse the content of collections of textual documents and to display the extracted
information visually. The study shows that the Eastern Cape Provincial Government lacks
effective systems to manage its reputation. Literature has shown that good reputation results
from all perceptions and assessments that employees and the public form about an
organisation with regard to the performance, quality of services, innovation, workplace
environment, leadership, governance and citizenship of the organisation. Research findings
have furthermore revealed that people have negative views about the Eastern Cape Provincial
Government. The poor perceptions about the Eastern Cape Provincial Government are
primarily influenced by its inability to provide quality services. This further reflects poor
performance and lack of effective leadership. The provision of the quality services is adversely
impacted by the perceived poor governance, which manifests in the proliferation of cases of

malpractices and unethical conduct within government institutions.
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The study shows that relations between the media and the Eastern Cape Provincial
Government are poor, and this is largely typified in the persistent negative media coverage of
government. Poor communication is identified as the main trigger of the media’s negative
reporting. The study has revealed that there is poor public emotional attachment to the
Provincial Government. Due to perceived poor performance and lack of services, people
generally hold a negative view of the Eastern Cape Provincial Government. The study shows
that people do not hold positive feelings about the Eastern Cape Provincial Government, and
trust in government has considerably deteriorated. This study extends reputation literature
by showing that public feelings and trust can enhance emotional attachment to government,

thus guaranteeing a formidable public sector reputation.
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CHAPTER ONE

ORIENTATION AND BACKGROUND

1.1. INTRODUCTION

While public sector reputation management increasingly occupies centre stage in the public
discourse, it has not yet received adequate attention in academic literature. Waeraas and
Byrkjeflot (2012) argue that this lack of attention is in spite of the fact that on a global scale,
most public sector organisations have been subjected to persistently negative reputations
related to poor service delivery, mismanagement and ethical misconduct, among other
allegations. Similarly, Asongu (2013) asserts that corruption remains the most daunting
challenge for the majority of African countries, and it is a major obstacle to economic
progress, social welfare, service delivery and good governance on the continent. These
allegations further relate to the perceived public sector’s failure to address issues of society,
and the general ineffectiveness of various public policies that are presumably designed to
address the expectations of the electorate. The perceived challenges of governments the
world over are compounded by reported cases of scandals, which expose them to endless
public scrutiny. The public sector organisations must further strive to meet the diverse needs
of the electorate in order to gain legitimacy. In this context, the managing and nurturing of
corporate reputations should inevitably receive priority attention by public sector

organisations.

The terms ‘public sector’ and ‘government’ are used interchangeably in this study, which is
informed by Luama-aho’s (2008) premise that distinctions between different types of public
sector organisations are often blurred, and hence many scholars have resorted to applying
continuums instead of categorisations in their studies of public sector organisations. The
above author further states that in general terms, the public sector consists of governments
and all publicly controlled or publicly funded agencies, enterprises, and other entities that

deliver public programmes, goods, or services.
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For the purpose of this study, the public sector consists of an expanding ring of organisations,
with core government at the centre, followed by agencies and public enterprises.
Organisations, both profit and non-profit, are beginning to realise the indispensability of
effective reputation management to mitigate against the effects of scandals and the erosion
of legitimacy. For example, a study by Fombrun and Van Riel (2004) indicates that reputation
management has been found to contribute to organisational stability, profit, performance
and employee loyalty, and to ease recruitment and decrease transaction costs. Goldstein
(2010) concurs with the above authors and states that corporate reputation can be a key
contributor to an organisation’s success and it can just as easily be a contributing factor to an

organisation’s failure as well.

Sanders and Canel (2015) assert that reputation has emerged as a central concept for public
sector public relations, raising issues related to governments’ responsibility and legitimacy
and citizens’ trust in their local governments. However, there is paucity of research on the
role of corporate reputation within public sector organisations in South Africa, and this study
seeks to address that gap. Corporate reputation for the public sector is an important area to
do research on because public sector organisations’ reputation depends on stakeholders’

perception of their services.

That said, the topic of corporate reputation within the public sector is new and not much
discussed (Konieczna, 2010). As will be shown later in this study, much empirical work
conducted on corporate reputation has merely focused on the private sector, and very little
attention has been given to the public sector. This study seeks to close the gap by investigating
how the public view public sector corporate reputation, with specific reference to the Eastern

Cape Provincial Government, which is outlined in the next section as the context of the study.

Against this background, this Chapter is organised as follows. The Chapter starts with a
discussion of the context of the study, followed by a review of public sector corporate
reputation from both international and South African perspectives. The next section delves
into the issues of the definition and conceptualisation of corporate reputation. Different
reputations for different stakeholders is discussed as a manifestation of the dynamism of the

concept of corporate reputation.
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The next section focuses on the conceptualisation of the research problem and importance
of the study. This is followed by the description of the research design and methodology, and
delimitations. Ethical considerations of the study are highlighted in the succeeding section.

This concludes with presentation of how the study chapters are demarcated.

1.2. BACKGROUND

The mandate of the public sector is to improve the general welfare of society by delivering
public goods and services to individuals, and to private and other public sector organisations,
playing a critical role in both the country and the global economy (Fourie & Poggenpoel,
2018). Public sector organisations the world over are seized with the constitutional obligation
of meeting the basic need of electorate. In this regard, Waeraas and Byrkjeflot (2012) posit
that public organisations are valuable political assets that can be used to generate public
support to achieve the delegated autonomy and discretion from politicians to protect the

agency from political attack, and to recruit and retain valued employees.

That said, the level of public support is largely contingent on the extent to which the public
sector organisations can fulfil their political mandate of providing services to the citizens.
Luoma-aho (2007) notes that publics ‘expectations of their public services and their public
officials appear to impact in particular ways on the content of public sector reputation,
although it should be noted that the research underlying these findings has been exclusively
conducted in the Nordic cultural context characterized by high levels of trust in authorities

and a strong welfare state.

This study seeks to investigate how the Eastern Cape Provincial Government strategically
manages corporate reputation in its endeavour to retain its legitimacy. This section
specifically reflects on the Eastern Cape as the context of the study. While literature
consistently notes that public sector reputation has received limited attention in academic
literature relative to the private sector, however, it would appear that public sector
organisations are increasingly under pressure to manage their reputations. In this section,
reputation is reviewed from both the international and South African perspectives as a

validation of nascent role.
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1.2.1. Eastern Cape Government as the context for the study

The study takes place in the Eastern Cape Province, which is located in the south-east of South
Africa, bordering Free State and Lesotho in the north, KwaZulu-Natal in the north-east, the
Indian Ocean along its south and south-eastern borders, and Western and Northern Cape in
the west. The Province encloses 169 580 km?, constituting 13,9% of the total land area of the
country, making it in surface area the second largest province (after the Northern Cape) of
the country (Statistics South Africa, 2010). It is divided into two metropolitan areas, five
district municipalities and 38 local municipalities. According to the Statistics South Africa
Report (Stats SA) (2016), the Province has an estimated 6 996 976 people who live in the
Eastern Cape. This represents just over 13, 3% of South Africa’s population, according to the

Eastern Cape Socio Economic Consultative Council (ECSECC) (2018).

At the dawn of democracy in 1994, three separate governments (Ciskei, Transkei and the
former Cape Province) were integrated to form the Eastern Cape Provincial Government. The
map below shows three administrations that were fused to establish the Eastern Cape
Provincial Government, which is the subject of this study.

Figure 1.1: Former administrations of the Eastern Cape

Transkei

East London

———— Port Elizabeth

Source: Hamann and Tuinder (2012)

Hamann and Tuinder (2012) postulate that years of democracy and consistent economic
growth since the end of apartheid have helped the Province prosper in some parts, while

other areas have stagnated in poverty and underdevelopment.
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The above authors further note that apartheid policies, economic failure and corruption
meant that very little economic and infrastructural development took place in the homelands.
This has resulted in spatial dualities and inequalities within the Eastern Cape Province, such
as urban industrial areas versus marginal rural areas (often locked into dependence on social
grants and remittances from migrant labour); and the well-developed commercial farming

sector contrasted with struggling subsistence farming.

According to the ECSECC report (2014), the economy of the Eastern Cape, in common with
the rest of South Africa, is both developed and underdeveloped. The two urban industrial
manufacturing centres (Nelson Mandela Bay and Buffalo City municipalities) have first-world
components, while the rural hinterland, particularly in the former homeland areas of the
Transkei and the Ciskei, is characterised by poverty and is generally underdeveloped. In
addition, ECSECC'’s Eastern Cape Quarterly Review of the Labour Market Report (2018) states
that the official unemployment rate increased in the Eastern Cape by 0, 5% and the Province
continues to have the highest unemployment rate in the country at 36, 1%. The Report further
indicates that the unemployment rate among young people aged 15-34 increased from 34,
6% in 2008 to 49, 9% in 2018, implying that one in two young people in the labour force did

not have a job.

The low socioeconomic status of the Province reflects clearly in the outward pattern of
migration and high levels of mortality at different age groups (Makiwane & Chimere-Dan,
2010). Hamann and Tuinder (2012) concur and state that the Province has the highest rate of
permanent net out-migration of any Province in South Africa, which reflects a country-wide
trend of long-term outward migration from poorer provinces to the comparatively
economically viable provinces of Kwazulu Natal, Gauteng and the Western Cape. A study
conducted by Poswa and Levy (2006), shows that the majority of people that leave the Eastern

Cape report a lack of employment, poor education and deteriorating health care as reasons.

Mpehle (2012) argues that despite progress in the provision of housing and basic services by
the government since 1994, the Eastern Cape still has some of the highest rates of poverty

and unemployment in the country.
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Makiwane and Chimere-Da (2010) add that of the 21 million people living in poverty in South
Africa, nearly 3, 8 million live in the Eastern Cape, which means that of 40, 5% of South Africa’s
population and 54, 8% of the Province’s population live in poverty. The high levels of poverty
in the Eastern Cape are exacerbated by the deteriorating education system, and as reported
by Makiwane and Chimere-Da (2010), the quality of education in the Province is among the
poorest in the country. Makiwane and Chireme-Da (2010) further argue that poverty in the
Eastern Cape Province is a national disaster. The authors recommend that, in addition to
existing policies and programmes, extraordinary measures by the government and all the
development partners are required in order to break the shackles of structural poverty and

their consequences among the population of the Province.

That said, the advent of democracy in South Africa brought legitimate hope to millions who
were previously marginalised. Mpehle (2012) adds that the new government transformed the
public service by developing and enacting policies that would ensure fairness and equity in
the provision of services. For example, in all its election manifestos, the ruling party (African
National Congress - ANC) has consistently stressed its commitment to provision of services to

previously disadvantaged communities of the country.

Conversely, Matebesi and Botes (2017) argue that various communities have increasingly
suffered the brunt of poor service delivery in the Eastern Cape, where government has
glaringly failed to deliver basic services. Mpehle (2012) observes that despite government’s
introduction of policies to address the anomalies of the past, and change in the provision of
some basic services in certain communities being visible, in general, service delivery
throughout the nine provinces of the country is perceived to be proceeding slowly, is minimal
and is not adequately visible. More importantly, Mpehle (2012) argues that the Eastern Cape
has failed in service delivery, and corruption is in abundance in the tendering and

procurement processes, which is robbing citizens of quality services.

A noteworthy empirical discovery made by Mpehle (2012) in his investigation of service
delivery challenges in South Africa, is that there is a communication gap between the elected
and the electorate. Politicians often think they know what communities need, and they then

support programmes that are irrelevant.
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Cloete (2004) has observed that a citizenry well-informed about policy problems identified by
the government, and about the government’s strategies for dealing with those problems,
would potentially have more trust in a government if those strategies are perceived to be the
best to protect and promote citizens’ interests under the circumstances. In the same vein, the
IPSOS (Institut de Publique Sondage d'Opinion Secteur) Report (2010) argues that constant
engagement and communication can improve the reputations of provincial governments in

the long-term.

While little empirical work has been done on public sector reputation, Mwangi and Mberia
(2014) argue that public sector organisations are beginning to understand the importance of
their reputation, since its benefits are vital for their survival; from this perspective, a good
organisational reputation among the stakeholders is acknowledged as reputational capital. It
is worth noting Waeraas and Byrkjeflot’'s (2012) argument that the public image of
government is surrounded by a pessimistic fog of distrust, cynicism, and contempt. Fairbanks,
Plowman and Rawlins (2007) also note that there is a drastic decline in the public trust of
government. Further, the authors argue that this distrust is an outgrowth of poor
communication between governments and its publics, where publics feel that they are not
well informed about government actions. However, Batista (2003) postulates that
government reputation can be improved by the explanation of what government does and
how it serves the interests of the public, incorporating customers’ input into decision-making

processes and enhancing public satisfaction.

The above accounts elaborately demonstrate that the Provincial Government has not done
enough to meet and fulfil the socio-economic demands of the citizens. It also shows that there
is limited communication between government and citizens. However, this begs a question
of how the reputation of the Eastern Cape Provincial Government is strategically managed?
This study seeks to unravel this question, by investigating the corporate reputation of the
Eastern Cape Provincial Government. That said, reputation is a ubiquitous phenomenon, and
it is crucial to also review corporate reputation, with specific reference to public sector

reputation, from an international perspective, which is discussed in the next section.
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1.2.2. Public sector reputation: an international perspective

The review of literature for the study shows that a fair amount of research among
international academics has focused more on for-profit organisations and much less on public
sector corporate reputation. While corporate reputation remains acutely understudied within
the public sector environment, there is consensus among scholars (Fombrun, 2001; Mazzola,
Ravazi & Gabbioneta, 2006) that every organisation has a reputation; whether good or bad.
To this end, Waeraas and Byrkjeflot (2012) argue that for many public organisations that
struggle with a negative image related to rule-orientation, bureaucracy, and inefficiency,

reputation management is a promising tool.

The mandate of the public sector is to improve the general welfare of society by delivering
public goods and services to individuals, and to private and other public sector organisations,
playing a critical role in both the country and the global economy (Fourie & Poggenpoel,
2017). This means that the private sector is composed of the business sector, which is
intended to generate a profit for the owners of the enterprise; and the voluntary sector,
which includes charitable organisations. The public sector concept has received considerable
attention in administration literature. The focus of this study is the Eastern Cape Provincial
Government as a public sector organisation, and public sector will be used in this thesis to
refer to the government that is responsible for the provision of public goods at a provincial

level and which has no interest in profits.

Stevenson (1954) is among the first scholars in the United States of America (USA) to show
early interest in public sector corporate reputation and who produced a paper on public
sector reputation management registering his concern about the reputation of government,
which had been overlooked. Henceforth, the USA has experienced an exponential growth of
interest among scholars in public sector corporate reputation management. For example, US
scholars Carpenter and Krause (2012) examined the application of organisational reputation
to public administration. The authors pointed out that understanding how organisational
reputations are formed and subsequently cultivated is fundamental to understanding the role

of public administration in a democracy.
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The work of Luomao-aho (2008) in Finland underscores the rise of interest in public sector
corporate reputation. Luamoa-aho undertook a quantitative survey of stakeholder
assessments of the reputation of public sector organisations in Finland and the study
discovered that those public sector organisations with more traditional functions (legislation
and authority functions) are by reputation labelled bureaucratic, whereas those with more
modern functions (research and semi-commercial functions) are by reputation more flexible.
The author further stresses that knowing the reputational strengths and weaknesses of each
type of public sector organisation provides a deeper understanding of how stakeholders
perceive different types of organisations, and hence enables suitable allocation of public
resources. However, Finland still experiences the paucity of research on public sector

reputation, and Luomoa-Aho’s study represents limited academic work in this area.

In Italy, Raguseo, Mosconi and Ferro (2011) analysed how reputation management is used by
public administrations in order to change and sometimes improve their service delivery, and
as noted by Briggs (2006), an organisation’s reputation is only as good as the service it delivers
to the community. The authors report that reputation management is increasingly acquiring
importance and its diffusion is rising due to the widespread diffusion of the Internet among
citizens and companies, which has now reached a critical mass capable of establishing itself

as a media reference.

Some studies have been conducted on online communication’s influence on corporate
reputation. For example, Zufall (2014) argues that while social media has shifted
organisational communication from one-way communication to free conversation,
organisations have lost their power to control what is being said about them in the world, and
this can lead to threats for an organisation in many cases and in many ways. In essence, online
communication can potentially enhance public sector reputation or be detrimental to its

existence.
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An important public sector tier is local government councils, which play a leading role in the
delivery of services in lieu of their proximity to citizens. However, Cabhill, Batista and Kawalek
(2004) observe in their study that the wider society continually discusses, analyses and
debates the problems of local government; the majority perceiving local authorities with
distaste. The above authors further note that the deep-seated negative perceptions that local
authorities are remote, wasteful, under-performing and inefficient bureaucracies, suggests a
wider agenda of change that is necessary, including that of the recovery of government

reputation.

In this regard, a study conducted by Puente, Garcia and Mazagotos (2013) in Spain shows
that, to consolidate the reputation of their cities, local authorities and/or city planners should
identify the interests and expectations of the city’s stakeholders and consider those interests
in all its decisions. A reputational analysis of Scandinavian countries in 2004 presented a
significant theoretical development in public sector reputation. Aperia, Brgnn and Schultz
(2004) carried out a Reputation Quotient (RQ) study in three Scandinavian countries (Norway,
Denmark & Sweden). It is worth noting that while these three countries “are often seen as
homogeneous” (Schultz, Nielsen & Boege, 2002), the study discovered that countries had
diverse reputational dimensions and showed differences in relation to how much they
communicate about their activities to the public. For example, the study found that Norway

had the lowest reputation, which implied lack of trust in government.

Similarly, in assessing public sector reputation management in the European Union (EU),
Valentine (2013) observes that public sector organisations have more difficulties than do
corporations in managing their reputations because they have trouble in connecting with
their publics emotionally; in presenting themselves as unique; and in communicating as
coherent organisations. Silva and Batista (2007) add that the building of government
reputation requires a stronger customer-focused orientation; a better government
performance of day-to-day management and operating activities; more efficient and effective
communication with the public; and a greater emphasis on recognition. In view of the
perspectives of the above authors, the execution of effective and coherent communication in

the public sphere is a bedrock of public sector corporate reputation.

10
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As noted by Walle 2012, many government organisations are concerned with their citizens’
dissatisfaction with services and they take matters into their own hands by adopting image-
building concepts such as reputation and brand management. That said, there are, for
example, different perceptions about corporate reputation between Chinese people and
western people (Zhang & Schwaiger, 2009). In the Western European context corporate
reputation is market-oriented (Lewis, 2001), whereas for Chinese, reputation is not obtained

from the marketplace but conveyed from the top, i.e. official recognition (Fan, 2007).

In his conceptual analysis of Chinese government reputation, Fan (2007) concludes that
Chinese CEOs (Chief Executive Officers) pay less attention to the impact of corporate
reputation on its ability to help withstand a crisis than CEOs in America, Europe or Asia.
Chinese CEOs are more concerned with the service issues, unethical corporate behaviour and
criticism from the media, and customers are seen as being major threats. This is an interesting
trend in Chinese public sector reputation management, in view of increasing leadership
scandals that governments have to deal with, and which adversely impact corporate

reputation.

While there is general consensus in literature that there is limited theoretical and empirical
work on public sector reputation management, the international reputation perspectives
outlined above are not exhaustive. The next section highlights the corporate reputation of
the South African public sector by reviewing the existing literature on the topic. This study is
being conducted in the South African public sector context focusing on the Eastern Cape
Provincial Government, and it is therefore imperative to reflect on the existing academic work

from a South African perspective.

1.2.3. Public sector reputation: a South African context

Citizens have a life long relationship with government, interacting with a broad range of public
agencies and departments in many different circumstances from birth to death (Da Silva &
Batista, 2007). The longevity of the relationship is incumbent upon the perceived corporate
reputation of the government, and it should take the initiative to quell the negative
perceptions that might have a bearing on its image and reputation by promptly responding

11
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to expectations of the public. In the same vein, Da Silva and Batista (2007) stress that
governments must seek to improve responsiveness in order to challenge the popular criticism

that public departments are bureaucratic, slow and incapable of taking immediate action.

That said, there is a dearth of research on the corporate reputation of the public sector in
South Africa in general, and in the Eastern Cape Province, in particular. This is notwithstanding
the fact that both the South African and the Eastern Cape Provincial Governments are not
immune from reputation-threatening incidents, and inevitably reputation management
should be on the government’s priority list. Whilst corporate reputation is touted in literature
as a key strategic asset of all organisations, the review of literature shows that there is limited
scholarly work on public sector corporate reputation in South Africa. However, the limited
studies that have been undertaken on this topic have — to a large extent — focused on the

private sector and higher education sector.

The establishment of BrandSA has been a step in the right direction as an endeavour to
constantly assess the reputation of the country. However, its research initiatives focus mainly
on nation brand, which, according to De Kock (2014), is a composite construct that aims to
present a coherent image and country message to international audiences. The author further
points out that nation brand research aims to inspire new ways in which we can analyse the
brand, its reputation, and the challenges it faces as it strives to deepen interactions across

the world.

BrandSA research largely focuses on external stakeholders, and very little attention is paid to
the South African public’s perceptions of the government, and therefore its reputation.
Country brand is largely related to the country’s ability to attract tourism and investment in
order to grow the economy. That said, Baneke (2011) carried out a literature study on the
corporate reputation of public tertiary institutions in South Africa. The results of the study
paint a picture necessitating a proactive stance on maximizing the appeal of the institutional
brand so as to recruit desirable students and to ensure that the institution’s strategic goals
are achieved. The study further shows that corporate reputation has a role to play in
relationship construction between the institution and key stakeholders, as well as in

increasing the exposure of the institution in the community it serves.
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Schultz and Werner (2011) identify the following strategies for effective reputation
management:
- maintain a favourable reputation in the workplace and marketplace;
- enhance and build the organisation’s good name and reputation;
- establish acceptable practices, policies, procedures, systems and standards that will
avoid damage to the organisation’s reputation;
- establish guidelines for dealing with a situation where the company’s reputation has
been tarnished; and
- Prepare and equip the management team to take full responsibility for managing the

company’s reputation.

Closer to South Africa, similarly, Fisher (2014) conducted an exploratory study in Zimbabwe,
in which the aim was to investigate the impact of brand reputation management on brand
value within the higher education sector in Zimbabwe. Incidentally, the study came to the
same conclusion that there is a relationship between brand reputation management and
brand value of higher education institutions. The ability of the tertiary institutions to attract
students largely depends on the perceived reputation of the institution. Furthermore,
Kwatubana’s (2014) exploratory study furthermore focused on perceptions of reputation in
black township schools in South Africa. The study revealed that reputation is multi-
dimensional and that there are main reputational signals that stakeholders focus on when
making reputational judgments, which include academic performance, organisational climate

and emotional appeal.

The multidimensionality of corporate reputation is further noted by Jensen, Kim and Kim
(2012): “reputation is most accurately conceived in terms of attribute-specific assessments
because actors play different roles that relate them to different audiences and each role
comprises different role expectations that allow multiple reputations to coexist within the
same audience”. Each organisation deals with stakeholders that have varied expectations,

which must be uniquely fulfilled, thus building trust.
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In a conceptual paper, Cloete (2007) focuses attention on the building of trust between
government and the citizenry. The author notes that interaction between government and
citizens on the basis of this information; the responsiveness of government to optimise its
public services delivery outputs; as well as outcomes against the background of the
constraints it faces, have the potential to improve trust in government. Whilst generally there
has been limited studies on public sector reputation in South Africa, it is noteworthy to
observe that there is no existing empirical data or conceptual framework on public sector
reputation with specific reference to the Eastern Cape government. This study seeks to close
the gap by investigating corporate reputation within the Eastern Cape Provincial Government,
and by so doing, providing a conceptual framework for effective corporate reputation

management.

1.2.4. Definition and conceptualisation