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Alstract

Thisthesis examines the system attributes that enable and inhibit the use of social media for e
participation byKenyanstate actor$o fulfil their public participation dutieas outlined irthe
Constitution of Kenya (CoK)The Republic of Kenya, 2010}t also exploreshe force
multiplying and attenuating nature of timeractions between thesystem attributes’he aim
i's to examine how s thasystem attilutes shape tipeantecegtptihat o n s
inform their continued use of the technolo@uided by three research questidnghatsystem
attributesenable, whasystemattributesinhibit, and how thge systemattributesinteracd it
appliestwo complementary conceptual framework&ie primary framework i€enfetelli's
(2004) Enablet Inhibitor Frameworkwhich classifies the perceptions of state actaith
respect to theystem attributethey encounteiStakeholder Theory (ST) forgovernment by
Rose et al. (2018)rovidesthe secondary framework that allows further analysis thrabgh
normative, instrumental, and descriptive dimensidrhesedimensionsprovide a means to
explore howperception®f state actorgiteract withther interests that underpin tinelecision

to continue using social media fosparticipation.A PRISMA-compliant literature review is
paired with fivesemistructurednterviews and a onmonth structured observation of eleven
institutional social media pagethese pagearerepreserdtive ofall major constitutionally
and legally established government entities in Keifyee analysi®f literature and empirical
data identifies six system attributes that enable participatisocial media platform
affordances, sociceconomic factors competence and strategies of public official€itizen
mobilisation, data-driven policymaking, and the capability touphold democratic
principles. Three inhibiting system attributes are also identifiddésinformation and
misinformation, hate content and activities andsecurityd the latter emerging solely from
the empirical data. The analysis of disinformation and misinformat@riributesto the
introduction of a novel terth networked irrationality derived from established litetae. It
capturs a dynamic exemplified bgisinformation and misinformatio he system attributes
underlying theenabing and inhibitng perceptionsvere found to interact in ways thag¢eply
shape the nature of social medipagticipationfor state actorsOverall, the findings reveal
broad convergences between global literature and empirical data alongjweitpencs that
result from contextual and temporal fact@scial media platform affordancesedetermined
to be the foundational enablimystemattribute,from which all others are directly derived
Their ambivalent natuge their ability to both promote and discourage participatioanders
all otherderivedsystem attributes ambivaleas well Although the interview sample size is
modest, the study attains tretical saturation through triangulation with structured
observations, lending robustness tdiitglings. Therefore, thegovernancensights andgolicy
recommendations it providg® Kenyan state authoritiegre the resultof a scientifically
credibleprocess



1 Soci alamMe dGaver nance

Runya et al. (2015pbserve thatmodern governance hashifted awayfrom rigid
bureaucratic structurgeward a more dynamicand participatorymodelwhere citizens
actively engage in decisiemaking This shift reflects a broader transformation in public
administration paradigm8 from Traditional Public Administration(TPA), which
prioritised hierarchy and bureaucratic control, to New Public Managgient), which
introduced marketiriven efficiency, and more recently, to New Public Governance
(NPG), which emphases collaboratie democratiengagementRunya et al., 2015)

This paradigm shift is particularly evident in Kenya, where public participaéoame

a constitutional principlewith the promulgationof the Constitution of Kenya2010
(CoK). Article 10(2)(a) of the CoK underscoretrequirement for public participation

in governancéy stating:i T mational values and principles of governanaecluded
patriotism, national unity, sharing and devolution of power, the rule of law, democracy,
and participation of the people (The Republic of Kenya, 2010The CoK reflects a
broader international trend toward inclusiyarticipatorygovernance, adlustrated by

Lin and Kant (2021)Specifically,citizen engagement is increasingly leveraged suen

fair and transparerdecisionmaking therebyimproving institutional legitimacy(Lin &

Kant, 2021)

Onesolution countries have adoptedetohanceollaborationbetween governments and
citizensis e-government(Abdulkareem et al., 2022; Adnan et al., 2022; Alarabiat &
Wahbeh, 2021) E-government refers to the integration of Information and
Communication Technologies (ICT) into governance frameworks, streamlining service
delivery and facilitating citizen participatid@bdulkareem et al., 2022; Adnan et al.,
2022) As illustrated byAdnan et al. (2022¥-government has evolved through three key
phased e-government 1.0, 2.0, and the currentd3dach representing a shift toward
more proactive, citizexgentric governance. -Government 1.0 replaced pagmased
transactions with online service delivery but remained awme communication
mechanismLater, e-government 2.0 introduced tweay interaction between citizens
and government, enabling participation and improving transparency. Currently, e
government 3.0 offers more efficient and individualised isendelivery through
advanced technologies such AaHificial Intelligence (Al)(Adnan et al., 2022)This
evolution reflects a growing emphasis on ensuring that paliaking and service
delivery align with public needs and expectatigdsinan et al., 2022; Alarabiat &
Wahbeh, 2021)

Some scholars treatgovernment and-participation as synonymo@&dnan et al., 2022;
Peristeras et al., 200%jowever, others argue thagevernment functions as an umbrella



term encompassing a range of digital government services, includiogres, e
consultation, @evenue, e€ustoms, and-participation itsel{Abdulkareem et al., 2022)

For the purposes of this thesispa&rticipation is defined as a subset @f@ernment that

entails the use of ICT by state actors to engage citizens in governance pr@dasabmt

& Wahbeh, 2021; Yao & Xu, 2022)his definition aigns withthe workofRand ma Li i v
(2022) who conceptualises the government as fibepply sidé of e-participation,
responsible for organising and administering participatory mechanisms. Conversely,
citizens represent tiglemand sideo r A s 0 c,iutdiding thessendcesrovideloly

the government Ra n d ma L. Adcordingly? dp&tipation is best understood as

a dynamic interaction between its two primary stakeholders: citizens and the government

Among epatrticipation tools, social mediaintegral to the @overnment 2.0 paradigin
is one of the mogtignificant mechanisms for facilitating citizen engagen{@ainan et
al., 2022) Social media eparticipationis a subset of @articipation that refers to
institutional mechanismthat incorporatecitizen input through social media platforms
into formal governancprocesseArayankalam & Krishnan, 2022 hese platformare
web-based applications that emerged from the Web 2.0 revol(Aidnan et al., 2022;
Arayankalam & Krishnan, 2022)At their core, thg facilitate the creation and
dissemination of usegenerated conter{Arayankalam & Krishnan, 2022Fxamples
include Facebook WhatsApp,Instagram,Twitter, and Snapchat(Lin & Kant, 2021)
Ther popularity as goarticipationconduitshas been driven bhe global rise in social
media adoptiommong citizengAlarabiat & Wahbeh, 2021; Lin & Kant, 2021)

Soci al media has increasingly permeated Ker
multiple levels and through varioggatforms(Ndeta, 2022; Omanga, 2019; Wamuyu,
2023) As early as 2015, key state institutidnsuch asmational government ministri@s

had adopted social media as a medium for public communication and enga(¢sheéant

2022) A pivotal illustration of this transformation was the live town hall event hosted on

X (formerly Twitter) between President DWilliam Samoei Ruto and Kenyan citizens,

as reported bypoy (2024 )or the British BroadcastinGorporation(BBC). Convened in
response to the Finance Bill 2024 protests, this event marked a historic moment: President
Ruto became the first Kenyan head of state to engage the public througHimeeal
interactive digital forumlt underscored the ambivalent nature of social media system
attribute® revealing how state actors may perceive them as both enabling and inhibiting.
While the president was able to engage candidly with citizens, he was also subjected to
intense public hosity during the session, facilitatedylthose same system attributes
(Soy, 2024) This event became the catalyst for the present study, highlighting the
perceptions that Kenyan state actors may develop when interacting with social media
system attributes duringparticipation



Consequently, the objective of this thesis is to investigate the system attributes of social

media platforms that enable or inhibit their active use {fparticipation by state actors

i n Kenya. As illustrated by FRrtwlihaldatist Rut oo
essential to understand how digital engagement dynamics are shaped by these attributes

in order to develop strategies that foster a viable and sustainable working environment

for state actordrailure to do so may lead Kenyan stat®exto perceive social media as

an unusable todl thereby losing out on its established dominance as the most popular

platform for eparticipation(Tai et al., 202Q)

For the purposes of thikesis state actors are defined as individuals who carry out duties
on behalf of, and under the authority of, the state, mannecompatiblewith the CoK.

This includesstate officers judicial officers, andpublic officers as set out in Article

260 In essence, state actors constitute parts of the structure through which sovereign
power is delegated and exercised within the nadtate, as outlined in Article 1 of the

CoK (The Republic of Kenya, 2010)

This study is guided by two complementary framewo8tsikeholder Theory (STas

adapted by Rose et al. (2018)appliedwithin Cenfetellis (2004) Enablesi Inhibitors

Framework Cenfetelli's (2004jramework distinguishes betweBmn e 6 s ext er n all b
about t he systemb6s [their]tadoptiorudr eegection ldecisioni nf | ue
(Cenfetelli, 2004 p. 475. Although originally developed to explain initial adoption, the

framework is also applicable to continued system(Gamfetelli, 2004)In this thesis,

the system attributes of social mediparticipationform the basis for thematic analysis,

from which perceptions of those attribuidewhether enabling or inhibitirey are assessed

from the perspective of state actd®§, applied within this framework, provides a lens

for examining how state actorsd perceptior
attributes through normative, descriptive, and instrumental dimengRose et al.,

2018)

1.1 ResearchGap

According toRamzy and lbrahim (2024)esearch on-participation surged between

2010 and 2014, coinciding with the rise of social media platforms and their growing
influence on civic engagemenithis surge was further driven by increased global demand
for transparency and openness in governance, particularly as a means to combat
corruption.However, despite thgrowing role of social media in governance, developing
democracies such as Kenya remain understudied in the context of social media e
participation A key contributing factor is their limited access to international research
cooperation agreements, particularly with nations leadinggavernment scholarship
(Ramzy & Ibrahim, 2024)



A recent systematic search of social medpmagicipation publications in th€atholieke

Uni ver si t(gULLLeno gatalbadesconfirmed the persistent scarcity of research

relevant to Kenyarhis gap remains despite the global rise in social megatecipation

during COVID-19, when restrictions on physical contact necessitated greater digital
engagementAmores et al., 2023)Compounding this concern is the fact that President

Rut o has made c¢ h agovernneentitrangformatoom § aedtsal palicy
agendgWangechi, 2024)The continued absence of contspecific research is therefore
troubling, as it ri sks undermining Kenyabo:
strategy development requires relevant, locally grounded evidemdet hout it , Ken
digital governance abitions may be hampered

One might argue that research from developed democracies could be extrapolated to
under st and Ke nyatiipation @rdscapbloweverdthissassemption is
problematic, as-government deployment is shaped by contextual realities that differ
significantly between developed and developing democraSabani et al. (2019)
highlighted that unlike developed countries, developing nations often have weaker
institutions characterized by low transparency, limited accountability, and poor
regulatory quality. Additionally, ICT infrastructure in resouamnstrained countries is
generally inadequatevith lower levels of internet penetration and a pronounced digital
divide. Furthermore, human resource capabilitiedemelopingdemocraciesre often
limited, particularly in terms of competency, awareness, and professional gtiatifica
(Sabani et al., 2019)hese structural disparities render direct comparisons between
developed and developing democracies analytically tedumae akin to comparing
apples and oranges

1.2 Research Questions

To fill the aforementioned research gapss tthesis addresses tf@lowing research
guestions:

1. What system attributesnabé state actors to actively leverage social media
foreparticipation within Kenyads governa

2. What system attributesnhibit state actors from actively leveraging social
mediaforepar ti ci pati on within Kenyads govel

3. How do the system attributes underpinning enabling and inhibiting
perceptions interact -participdtiontandscafey ads s o



1.3 ThesisResearch Value

Answering theaforementionedesearch questiorlgks directly tother ai sonof dé°tr e

this researad to generate actionable insights that can inform the strategic response of

Kenyads competent aut hor i t-patsipation. Presdent dy n a mi

R u t expesiencallustrates how social media system attributes may be perceived by
state actors as both enabling and inhibiting to governance. This duality reflects the

evol ving posture of Kenyads security organs

misuse as a significant national security thdeabe predominantly targeted at state
actors(Chesenge, 2025)

Presently, le Government of Kenya (GoK) is in the processegislatingthe Public
Participation Bill (PPB) (2024)The bill seeks tenakethe public participation process
by Keny a Gsecutvegbveromemt bodiesiore uniformand compliant wittthe

CoK. It mandates that nation@kecutivegovernment bodies followa structured public
participation process wheworking on public policy, legislative proposals, statutory
instruments, or government projects. Accounting offigesach ag’rincipal Secretaries
Chief Executive Offices (CEOs) and DirectorsGenera(DGs)Y will be responsible for
conductingnclusivepublic participation through various means, including digital media
(Public Participation Bill, 2024)This inclusion lays the groundwork for integrating social
media into formal governance procesg@gersight ofpublic participation activitiess
assignedo the proposed Office of the Registrar of Public Participaf@RPP) The
Registrar, operating under the Cabinet Secretary (CS) responsible for public participation,
will be tasked with receiving and approving participation plans submitted by national
executive entitiegPublic Participation Bill, 2024)

The effectiveness of the proposed legal framework may hinge not only on its robust
design but also on its successful implementation. In this regard, the present study is
potentiallyboth contemporarily significant and of potential policy relevatideghlights

how governance practices, ICT infrastructure, and human resource cagawitywithin

and beyond Kenyadisluersd thd @tcomessof sociall nedia @ s
participation. These insights may help explain when and why such effedseslior
falter. They may also offer an evideAgased lens for structuring and operationalising
the ORPP in alignment with the stateos
mandate, organisational design, and staffing of the proposed ORPP cobéttdre
aligned with the demands of a rapidly evolving digital s{i&enya Institute for Public
Policy Research and AnalysiSIPPRA), 2024)

In addition to informing legal frameworks on public participation, this research
contributes to policyelevant academic discourse on social medparéicipation. It



addresses a critical gap ingevernment studies relevant to the Kenyan context, as
previously discussedSpecifically, it identifiesand exploresthe social media €
participation system attributes that genegatabing and inhibitng perception$or state
actors in Kenya that may not be fully represented in global literature. It also
conceptualises the ways in which the underlying system attributes inferebermore,

it introduces a potentially valuable tednmetworked irrationality to characterise the
complex dynamics that are particularly exemplified by social media platforms
Collectively, these contributions meginforcethe value placed bgenyan policymakers

on scientific inquiry as a means of addressing governance challenges

1.4 ThesisStructure Overview

This thesis is organised into six main chapters, including this introduction, each
contributing to a structured analysis of the research questions. The chapters tham follow
progressiverderaremethodology, literature review, empirical findings and analysis
discussion andconclusion

Themethodologychapter outlines the duphase research design, which contrasts global
findings in the literature with empirical data from Kenya. In tierature review,
thematic findings from global scholarship are analysed through the lens of the conceptual
frameworks guiding the studieading to the development @fworkinghypothesisThe
primary framework isCenfetellls (2004) Enablet Inhibitor Framework, while the
secondary framework is Stakeholder Theory (STadepted byrRose et al(2018) The
empirical findings and analysischaptempresentsiew insightderived fromfive semi
structuredinterviews and a onmonth structured observation of eleven institutional
social media page$hese findings are used to examine and refine the working hypothesis
through the same conceptual frameworks applied in the literature réhhediscussion
chapter explores the convergences and divergences between global literature and
empirical findings,illustrating how context and time influence the manifestasi of
enablers and inhibitors of social medigarticipation.It concludes by revisiting the
working hypothesis developed during the literature review and highlighting key
governance takeawayhat may be drawn from the analysig=inally, theconclusion

summari ses the studyds main findings, out |

for future researchased orthe insights developed



2 Met hodol ogy

The following methodology is presented in sufficient detail to support both replicability
and reproducibilityAccording toBalafoutas et al. (2028ndHeers (2021)replicability
involves restudying a phenomenon using different datasets to verify the credibility of
findings. Tooperationalisaeplicability, the thesis provides a detailed accounthef
research procedures used to generate its conclusions and recommendations.
Reproducibility is further enabled through the inclusion of pseudonymised empirical data
in AppendicesK andL. Thislevel oftransparencallowsauthorisedhird parties to apply

the same methods to the original dataset, thereby facilitating independent verification of
thest udy 6 s <¢Balafautasuesal., @025, Heers, 2021)

2.1 Conceptual Frameworks

The primary conceptual framework of this thesis is providedCenfetelli's (2004)
Enablef Inhibitor Framework Originally developed to categorise perceptions of system
attribute® specifically system functionality and desfiythat influence system adoption

or rejection, the framework is also applicable to perceptions that affect the continued,
active use ofnformationsystems (IS)It classifies these perceptions as either enablers or
inhibitors In this thesisEnablersrepresenperception®f the system attributes ebcial

media eparticipation that can either encourage or discouamginued 8e by state
actors depending on valenc¥alencerefers tothe positive or negativenanifestation of

an enabhg system attributdnhibitors , by contrastpperate independently of enablers
andare thought to haveeparate causal factors. They act solely to discowagenued

use of social media forarticipation by state actor€rucially,inhibitorsdo not have a
positive counterpariand their absence does not necessarily promote the active use of
social media gatrticipation by state acto(€enfetelli, 2004) This framework informs

both the inductivand deductivanalysisof themesdrawn fromliterature and empirical

data Each theme reflects a system attribute, and its classification as either an enabler or
an inhibitor is based on how that attribatay beperceived by state actors

However, it is important to note th@tenfetelli (2004)acknowledges the role of user
perspective in shaping system perceptions. Accordingly, the persona of the state actor
used in this analysis is anchored in the normative values espoused in the Constitution of
Kenya (CoK). While Feenberg (1990)theorises that technology is inherently
ambivalend for example, weapons may serve both defensive and offensive pudrposes
their primary utility often lies in harm. Similarly, the potential harm linked to certain
system attributes cannot be overlooked, evdmrwthose attributes are theoretically



neutral To disregard such potential harm would risk rendering the normative foundation
of this thesis unconstitutional ab initio

Cenfetelli's (2004Enablers and Inhibitors Framewasksuited for this research because
it wasdevelopedfor the IS field. The frameworkocuses orhow user perceptionaffect
technology adoption and continued usevithin IS environments(Cenfetelli, 2004)
According toKhan (2012) Social MediaBased Systems (SMS) fall within the domain
of ISresearch. SMS refers to the application of social redsed technologies in both
organgational and noforgansational contexts to facilitate engagement and information
sharing(Khan, 2012) This conceptualisation of social medi®sely mirrors how state
actorsuse social media forgarticipation a key aspeatf this study

The secondaryframework in this thesis is Stakeholder Theory (ST) as outlindgdsg

et al. (2018) ST emphases that stakeholder interests are central to the successful
implementation andustainedise of e-government initiativesncluding social media €
participation In this thesis, ST is adapted to focus specifically on state asttinscentral
stakeholdegroup It is used tcritically examire how their perceptions of social media
e-participation system attribut@sdentified andclassifiedthrough Cenfetelli's (2004)
Enabler Inhibitor FrameworB influence their interests

Stakeholder Theory (SThy Rose et al. (2018)s operationalisedhrough itsthree
interconnected dimensionsgs illustrated in Figure 2.1This thesisadaps these
dimensiongo the context of social mediaparticipationthrough theperspectivef state
actors. First, theormative dimension captures the broader public valugeals and
objectiveghat state actors view as inherently importardshag theirlegitimateinterest

in social media articipation (normative value positionsgecond, thenstrumental
dimension assesses how the involvent of state actoswhose interests may diverge
from those of other stakeholdérgan influence the outcomes gbcial mediae-
participation processes&inally, thedescriptive dimensionfocuses on the interests of
state actors within the digital participation landscapexvis their salienceSpecifically,
how their salience withisocial media-garticipation may shape their interestsitilising
the technology for governancgalience is a measure of the degree to which state actors
possess legitimacypower, and urgency withirthe social media garticipation
environmen{Rose et al., 2018)



Descriptive

Instrumental

Normative

Figure 2.1: Stakeholder Theor{ST) for eegovernment adopted froRose et al. (2018)

The value positions within the normatigémensionare represented bipur ideal®
shownin Figure 2.8 that are adapted for this theas follows

1 Professionalismldeal i This ideal emphasises the need for state actors to
maintain a consistent, ruleased, and accountatdecial medigresenceavith a
public record Their social mediactivity should align with governance standards,
uphold institutional credibility, and reflect adherence to public sector regulations
such asaccountability durability, legality, andequity (Rose et al., 2018)

1 Efficiency Ideali This ideal highlights howstate actors can usecial medido
streamline administrative processesl minimise public resource wasta§ate
actors can leverage social media to optimise communication, reduce
inefficiencies, and deliver public services in a more responsive and resource
efficient manne(Rose et al., 2018)

1 Serviceldeal i This ideal prioritisesstate actorgroviding services via social
media that deliver value to the public. State actors can leverage social media to
offer highquality, citizencentric public service@Rose et al., 2018)

1 Engagementideali This ideal underscores the importancetafte actorsising
social media garticipation o support the cgproduction of public policy. Liberal
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democratic principles envisiothet ec hnol ogy as a fisoci al
promoting democracy, deliberation, and participa{iRase et al., 2018)

In summary,ie combination 06T byRose et al. (201&ndCenfetelli's (2004Enabler

Inhibitor Frameworkallows deeper analysis of the research questi®osial media €

participation system attributes serve as the basis for the thematic units of thig tiessss
attributes are first identified, then cl ass
perceptions usingCenfetelli's (2004)Enablef Inhibitor Framework The resulting

perceptions aresubsequently analysed through the normative, instrumental, and
descriptive dimensions of ST. This multidimensional analysis helps uncover how these
perceptions influence the interests that un
social media foe-participation. It exposehetensions between perceptions and interests

from the perspective of state actors who utilise social media as a governance tool

2.2 Literature Review Methodology

The literature review folloved a systematic review approach, adhering to the PRISMA
2020 reporting guidelines as outlinedPgge et al. (20217 his ensurd transparent and
structured reporting of academic sources for thiady verification(Page et al., 2021)

Moreover, the literature reviemimedto inductively identify and explore themes related
to thesocial media garticipation system attributes tratable and inhibitontinued use
of the technologyby state actorsThis was achievedby applying Cenfetelli's (2004)
Enablersinhibitors Frameworkand the analytical process outlined Baeem et al.
(2023) The identified themewerefurtheranalysedhrough the three dimensions of ST
from Rose et al. (2018)

2.2.1 SearchPhraseGeneration

The literature review process began with the generation of search phrases fahase in
KatholiekeUniversiteitLeuverd $KUL) Limo databaseThis platform was chosen due
to itscomprehensive access to highality, peeireviewed academic publicatians

To construct the search phrases, keywords were first extracted from two categories of
sources. The first category compriséegal documents relevant to Kenyan €
participation policies and laws including the CoK and thPublic Participation Bill

(PPB) (2024) The second category included sekzademic literature relevant to ths
thesisand its context such a®\dnan et al. (2022)Ndeta (2022)andOmanga (2019)

The keyworddrom thesesourceswerereviewed for relevanceéhen combined using a
structured phrase template designed to reflect both context and conceptual alignment
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Al Soci al media or a spec i-darticpationandKengd] [eme di a p
participation or a synonym of-garticipation found in Kenyan legal texts or global
academic |literature]. o

In line with the PRISMA 2020 guidelinesas outlined byPage et al. (2021)n Excel
spreadsheet was created for systematic rekeeging.Each phrase was entered into
Limo, and the total number of retrieved records was recorded. If no results were found, a
value of zero was entered

The ®arch results were then filtered to include only pegrewed journal articles
published after 202 his cutoff was applied toapturepublications that reflected amt

of increased reliance on social medigagticipationdue to public health measures
(Amores et al., 2023)t has been observed that the increased use of technology allows
its societal impactto become more visibi@Viberg & Wiberg, 2025)After filtering, the
number of remaining records was logged in the spreadsheet

All filtered publications were then downloaded giidced into folderéabelledby ther
corresponding search phrase. Triseedurewas repeated for all search phrases until all
reasonable keyword combinations were exhausted, yielding a total of 35 distinct search
phrases

The completeresults of this process are presentedppendix A(Table A.1), detaihg
record countbefore and after filteringlo further eilnance transparency areplicability,
Appendix D (Figures D.1 to D.4) presents a Business Process Model and Notation
(BPMN) diagram illustrating the search and filtering workflow. For clarity, the diagram
is divided into four sequential parts, arranged left to right and stacked top to bottom.

2.2.2 Filtration of Reports

The downloaded publicationalso known as reporteere subjected to a manual filtering
process, visually represented through a BPMN diagraAppendix E(Figures E.1 to

E.4). This process comprised eleven distinct evaluation stages. Notably, the seventh stage
introduces a decision fodkallowing for conditional progression rather than automatic
exclusion This presered potentially relevant studies for further reviekor clarity and

ease of interpretation, the BPMN diagram is divided into four sequential sections (Parts
1 to 4), arranged from left to right and stacked vertically from top to boftidns
structured and transparent representation aligns with the PRISMA 2028liggsd
outlined byPage et al. (2021knsuring relcability and methodological rigour in the
screening process
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The first five stages ensured compliance with basic eligibility critdie first stage
involved deckingwhetherthe publicationwas a duplicateThe secondstageverified

that the publicatioimad beenvritten in EnglishEnglish functions as the lingua franca of
academic scholarship, meaning most social science journal articles are published in that
languagdEykens et al., 2020T hethird stage confirmedthat the publication was a peer
reviewed journal articleThis ensuredhat only independentlhevaluatedresearchvas

used to form the foundation of this thesi$e fourth stagedetermired whether the
publication had beenpublished before 2020The fifth stage checked whether the
publication had beenmade available online before 2020he 2020 cutoff point
correspond with the onsetof the COVID19 pandemic.COVID-19 was officially
declared a pandemic by the World Health Organization (WHO) on March 11, 2020
(Cucinotta & Vanelli, 2020)The pandemic marked a period of heightened reliance on
social media garticipation as a mechanism for engaging citizens under restrictive public
health measure@mores et al., 2023)t has been observed that the increased use of
technology allows its societal impacts to become more viéilieerg & Wiberg, 2025)

Thesixth stageinvolved applyingCenfetelli's (2004nablers and Inhibitors Framework
within the inductive thematic analysis approaclhNagem et al. (20237 his step ensured

that each publication contained themes related to the enablers and inhibitors of social
media eparticipation for state actars

The seventh stagentroduced a bifurcation in the screening procéisa publication
explicitly referenced COVIEL9 or pandemierelated eventsit was automatically
acceptedOtherwisethe publicatiorwas subjected to further dabased screening

For the latter case, a set of sequential-hated filters was applied, each corresponding

to one of the eighth through eleventh checking stages in the screening process. These

filters were based on key milestones in the publication process. A publicadisn

accepted if it passed any one of the filters; failure at a given stage triggered continued
screening at the next. Atage8 publ i cati ons were accepted |
on or after April 2020Stage9%s cr eened f or an feraOcteber2@ do dat
AtStagelQ) publ i cations were accepted i f the fi
2021. Stage 1lwas activated onlyf the specific day or month of publication was

unavailable It setthe default publication year to 2022. Failure to pass all four stages

resulted in disqualificatian

Thereceived, accepte@ndpublished datestimatedor the reportsvere based on the

findings of Bjork and Solomon (2013ps illustrated in Figure2.Thei r studydés ¢
indicateghat Social Science publications typically take approximaiedynonths from

submission to acceptandellowed by an additionalkight months from acceptance to
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publication A baselineeceived date of April 2020 was selected Bjidk and Solomon's
(2013) publication timelineestimates were then applie@ihe selected baseline date
ensurd that the included publications were at least partigévelopedafter the
pandemic's onset.

Acceptad to Published

Months

B Received to Accepted

- @ o

Chemistry Enginaering Phiysics Earth Scienc

Biomedicine s e Mathematics social Science Arts and Business and
Humanities Economics

Figure 2.2: Average publication times in months by discipline adopted fBpank and
Solomon (2013)

To ensure transparency in recording disqualification reasons, an Excel sheet was
maintained in accordance with PRISMA 2020 guidelasesutlined byPage et al. (2021)

This sheet is provided iAppendix B (Table B.1) and contains a detailed record of
exclusion reasonfor publicationsretrieved from each of the search phrases.used

each disqualified publication, the first applicable checking stage at which it failed was
recorded as the reason for exclusion

2.2.2.1 Report Inclusion Filters

In summary, he manual filtration process for selecting publications was structured using
the followingseries of inclusion filters to ensure methodological rigor. First, a duplicate
check was applied to eliminate any repeated entries. Next, a language check ensured that
only publications written in English were included. To maintain academic credibility, a
peerreview check was conducted, limiting the selection to-pe@ewed journal articles.

Given the study's focus on the pandemic period, a date wlasdknplemented, excluding

any publications that were published or made available online before 2020. Additionally,
a thematic relevance check was conducted to confirm that each publication contained
themes directly relevant to the research questions. fiflaé filtering criterion, the
COVID-19 reference check, applied a farktheroad decisiormaking process.
Publications explicitly referencing COVHD9 or pandemicelated events were
automatically included. However, for those that did not explicitlytroarthe pandemic,

an additional sequence of date verifications was applied: the received date had to be on
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or after April 2020, the accepted date on or after October 2020, and the published date on
or after June 2021. In cases where the specific month of publication was unavailable, only
publications from 2022 or later were considered. This structured filteqipgoach
ensured that the selected literature aligned with the study's methodological framework.

2.2.3 Literature Review Thematic Analysis

The publications that passed the manual filtration process were subsequently subjected to
a full thematic analysis. This analysis followed the sequence in which the reports as
represented by their search terms were logged in the Excel sheet as/Ageendix B

(Table B.1).Specifically, analysis proceeded in the order of earliest examined search
terms, following a sixstep inductive process adapted frhiaeem et al. (2023)

The process began with the identification of keywords related to aspects of social media
e-participation system attributes that either enabled or inhibited continued use by state
actors Thesekeywords were then used to generate codes that captured the core meanings
in the data. Théentified codes were subsequently grouped into themes that connected
meaningfully to the research questions. In developing themes, it was necessary to strike
a balance between granularity and abstraction: themes had to bebooadh to capture
patterns across codes, yet sufficiently specific to preserve the connections between
keywords. Finally, interconnections among the resulting themes were examined to
construct a conceptual model of the phenomenon. This model encapthéddiasings

and insights derived from the data and
knowledge(Naeem et al., 2023)

Within this inductive method, the frameworks @gnfetelli (2004 andRose et al. (2018)

were applied to classify and examine system attributes that enable or inhibit social media
e-participation by state actors. Specifically, Hferementionethemes were represented

by system attributes and categorised as enablers or inhibitorsGesirfigtelli's (2004)
Enablef Inhibitor Framework. These attributes were then analysed through the three
dimensions of ST proposed Bpse et al. (2018)

To evaluate whether further analysis would add meaningful insight, the emergent themes
were systematically tracked using a concept matrix adapteddiapper et al. (20070
determine the point of theoretical saturatiducording toRahimi and Khatooni (2024)

and Saunders et al. (2018}heoretical saturation occurs when the collection and
processing of additional data about a theoretical structure no longer yield new insights.
In other words, further data collection would not introduce new themes that alter the
overall understanding dhe phenomeno(Rahimi & Khatooni, 2024; Saunders et al.,
2018)
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To preserve analytical efficiency and avoid expending effort on data unlikely to yield new
insights, a preliminary assessment of theoretical saturation was conducted after
thematically analysing the publications accepted from the search carried out'on 15
November 2024. This assessment involved examining the concept matrix, which
indicated that saturation had likely been reached. As showppendix C(TableC.1),

the current themes and their interconnections became increasingly redundant, suggesting
that further analysis would not generate additional conceptual categories relevant to the
research questions

For convenience and full adherence to PRISMA 2020 guidelines, the methodological
process of the literature review is summarised in a modified PRISMA 2020 flow diagram
presented ippendix F(FigureF.1). To provide a more accessible visualisation of the
PRISMA reporting process, a Sankey diagram is also includégpendix F(Figures

F.2 andF.3). It is split into two sequential sectiahd?art 1 and Part®for enhanced
readability. The diagram flows from left to right and is structured top to bottom for clarity

2.3 Empirical Data Collectionand Analysis Methodology

The empirical data collection and analysis process emplogg@lédative duaimethod

design combining five semstructured interviews with state actors and one month of
structured observation across eleven institutional social media pages. These pages were
selected to represent allajorconstitutionally and legally established government entities

in Kenya. This design enabled a grounded assessment of the relevance of gloléal trends
identified in the literature reviedvwithin the Kenyan context. The usemfiltiple data
sources also enhanced methodological diversitreasng the likelihood of reaching

data saturationRahimi & Khatooni, 2024)which is crucial given the heightened
sensitivity surrounding social medigparticipation in Kenyd#Chesenge, 2025)

The interview dataanalysis methodology follosd a deductivanductive analysis
framework,adaptedrom Proudfoot (2023and further informed by procedures outlined
in Naeem et al(2023) This approach integradeleductive validation of prestablished
themes from the literature review while allowing for inductive identification of emerging
themes fronthe interviewdata

The structured observation of institutional social media pages followed methodological
guidance fronCiesielska and Jemielniak (20E8)dWilson and Streatfield (1981I)hese

were conducted as ngoarticipant observations. The process was organised around the
emergentthemes identified in literaturand interviewsin line with the approach by
Wilson and Streatfield (1981)Observations weranalysed deductively using the
framework outlined byNaeem et al. (2023)
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2.3.1 Semistructured Interviews

Semitstructured interviews were chosen because they provide a balance between structure
and flexibility, as outlined byGalletta (2013)Predefined questions, based on themes
from the literature review, guided the interviews while still allowing for deeper
exploration through opeended responsedhis format enabled both the testing of
literaturederived themes and the emergence of new insights

Moreover, semstructured interviews were particularly suited to this research, as they
could be combined with structured observations to enhance analytical (Geitta,

2013) and diversify data collection method@Rahimi & Khatooni, 2024)This was
especially important given the sensitive nature of the topic, which limited access and
made it difficult to secure a high number of interviews. EverRadimi and Khatooni
(2024)advise thatchieving data saturatiosessential for ensuringesearcteredibility.

Following a modification oGalletta's (20133tructure, the interviews bagwith theory

informed discussions, examining themes from the literature revibe.themes were
centredaroundtheenablers and inhibitors of social medipaticipationfor state actors

Then aftey the concluding segment encourdgtheoretical reflections, enabling
participants to cr i tinfluereeeoh publiasadi@patisn aado c i a |
contribute new insightsThis modified approachensure that both anticipated and
emergent themeserethoroughly explored

2.3.1.1 Participant Selection

Participant selection followed thurposive SamplinPS methodology, as outlined by
Nyimbili and Nyimbili (2024) Specifically, criterion sampling was used to select
participants who met predefined criteria relevant to the study. Criterion sampling was
chosen because it ensdt@at all selected participang®ssessethe requisite expertise

and decisiormaking authority This ensured that they coyddovide meaningful insights

into social media-garticipationin Kenya

The primary selection criterion was that all interviewees held positions classified under
the strategic skill level within a state institution, as defined by the Salaries and
Remuneration Commission (SRC). This level typically includes officers servinepals

of departments or occupying high@nking roles.These positions involve higlevel

policy formulation and implementatiomcluding decisiongelated tocommunication

and public participation strategies aimed at fulfilling Article 10 obligations under the CoK

(Salaries and Remuneration Commission, 2016)
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Notably, participants were not limited to current government employees but included both
former and serving officials who had held stratdgicel positions after 2015. This year
was selected as a reference point because it marks the periodadtar{2022analysed

the use of social media by Government Ministries in Kenya. This decision provided
greater flexibility in participant selection while ensuring that all interviewees had
operated at the strategic level during a time when social media was alregusgted into
public institutions

For flexibility, strategic levelstate actorsvere given theoption to assignnstitutional
proxies for interviews where theydeemed it appropriate This was deemed
methodologicallyvalid, as the designated representatives were authorised to speak on
behalf of their manager#t. wasreasonablyassumedin good faith, thathey had been
provided with the relevant institutional knowledge and direction necessary to accurately
convey their ma.Mhgraionale alignewitlrakanait(2020)who
argues that effective delegation requiveghauthorityandthe transfer of informatiofor

task execution

Despite careful planning, onfyve interviewswith strategielevel state actors and their
proxies were conductedhis was due not only to their limited availability but also to the
heightened national sensitivity surrounding the research topic at the time of data
collection. The DirectorGeneral(DG) of the National Intelligence ServiddlS) had
identified the misuse of social media as a significant national security (@tezgenge,
2025) Thisenvironment complicated effortts conduct asufficient number ointerviews

to achievedata saturationAccording to a systematic review byennink and Kaise
(2022) data saturation in qualitative study groups typically occurs after thterviews

or 4 8 focus groupsHowever, in more homogeneous sampks;h as this studys
targetedinterview group saturation has been reported with as few as (flennink &
Kaiser, 2022)pr six interviewqGuest et al., 2006The homogeneity assessment for the
interview target group was based on their shared institutional obligations under Article
10 and Chapter 6 of the &oTherefore, the number of interviews conducted falls within
the reported range for achieving saturation. Nonetheless, a pragmatic workaround was
adopted tenhancehe robustness of the findings

The solution involved assessing saturation by tracking redundancy across both semi
structured interviews and structured observations. This was part of triangdlation
gualitative researcBtrategyfor developing a clear understanding of the phenomenon
under investigation through the use of multiple meth(Carter et al., 2014)Most
importantly for this thesis Rahimi and Khatooni (2024prgue that employing
triangulationcan ad in achiewng saturation by reducing reliance osiagledatasource
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One could argue that, given the challenges of accessing strsegjistate actors, it
might have been worthwhile to include lowewel officials whocouldalso offer valuable
insights. However, the rationale for focusing exclusively on strateget actors lies not

only in the value of their individual experiences but also in their ability to reflect broader
peerlevel perspectives. Researchdicates that individuals with similar levels of
experience and institutional rank tend to form tightly knit professional networks and share
common viewpoint$Di Tommaso et al., 2020; Murase et al., 20B28) such, the insights
gathered from these higlanking officials were considered reflective of broader strategic
level thinking withinthegovernment.

Moreover, input from strategievel state actors was essential because they are
responsible for higthevel communication and public participation strategy decisions
Accordingto Sol (1985)these decisiomakers have access to more aggregated data than
their counterparts at lower levels, enabling them to form a more complete picture of
institutional patterns and trend&lthough lowerlevel officials may access some of this
information, their knowledge is likely to be narrower in scope and therefore less suited to
the aims of this researclAs Kumar et al. (1993pargue,researchers tend to choose
participantsbased onther knowledge of the issues being addressatthile such
participants may not be statistically representative, excluding those whose roles are not
relevant helps minimise response errors and strengthens the validity of informant data
(Kumar et al., 1993)

Furthermore,officials below the strategic level generally require clearance from their
superiors before disclosing informatioegardinginternal state ratters in accordance

with the Official Secrets Act (OSA) (1968Y his obligation is underscoreid the OSA
(1968)declaration formwhich notes that information provided to officers in the course
of their duties cannot be shared with unauthorised individuals, either during or after their
tour of duty (Government of Kenya, 1968nforcement of this rule istricterwhen
dealing with sensitivéiles in order to protect the integrity of the statéus, even when
targeting lowetlevel actors, access would still ultimately hinge on the cooperation of
strategielevel gatekeepersAccordingly, it is methodologically sound to focus on
strategielevel actors who are both knowledgeable and willing to communicate about the
subject matter, as noted Byimar et al. (1993)

2.3.1.2 Interviewing Process

Interviews were conducted remotely, preferably via audio calls, using either Microsoft
Teams or WhatsApp. This approach was necessitated by the geographical distance
between the interviewer and participants. Microsoft Teams was the preferred platform
due b its recording and transcription featu(emiversity of Lincoln, 2025)WhatsApp



19

was adopted both as a backup and for its high penetration rate among Kgvigiamsyu,
2023) Its asynchronous messaging capabilities also provided additional flexibility during
the interview proces@VhatsApp, 2025)

This methodological choice was informed ®pdenakkes (2006) distinction between
the benefits osynchronous and asynchronous communicafltre author argues that
synchronous audio calls enable reale engagement at a distance, particularly when
nonverbal social cues are not critically importadh contrast, asynchronous
communicatioroffers greateflexibility for busyparticipans (Opdenakker, 2006)

For synchronous interviews, audio calls were conducted sagred dates and times.

The interview questions were shared with participants in advance to allow sufficient time
for reflection and preparation. During the interviews, the conversation folltveepre
distributed questions. Responses were documented in real time using a Microsoft Word
template of the interview guidéfter each session, the interview notes wesponsibly

edited for clarity and coherence, without altering the substance afijpant responses

When interested participants were unavailable for synchronous interviews, a Microsoft
Word template containing the interview questions was shared with them. These
participants weraespectfullyasked to complete and return the document by a preset
deadline. Reminder messages were politely sent during the waiting period to encourage
timely responses. Where necessary, clarifications were requested to ensure accurate
interpretation of the responseBhe final responses were then responsibly edited for
precisian and clarity without altering the substance of participant contributions

Prior to all interview data collection, informed consent forms were provided to
participants. These forms outlined the nature and purpose of the study, assured
participants of confidentiality, and affirmed their right to withdraw at any time without
consequence. They also ingkd a request for consent to audkoord the interviews for
transcriptbased analysis. However, none of the participants gave their consent to be
recorded. As a resultletailedinterview notes taken during the sessions were used for
empirical data analysis instead

2.3.2 Structured Observations

Observation is recognised as a foundational research method in the social sciences,
especially when applied through a structured methodological (Eresielska &
Jemielniak, 2018) This thesis employed a nguarticipant structured observation
approach, drawing methodological guidance filomsielska and Jemielniak (201&)d

Wilson and Streatfield (1981)



20

According toWilson and Streatfield (19813tructured observation is oriented around the
goals of the researchn this sense, the research aims determine the observational
structure, much like in other systematic qualitative approadktdsugh observational
structure can involve both poefined and emergent categories, this thesis adopted
exclusively predetermined categorie@Vilson & Streatfield, 1981)This is because,
unlike interviews, observations were used exclusively to assess the manifestation of
themes that had already emerged from the literature review and interview lese
themes directly informed the development of structured-tatdeg templatesfollowing

a similar logic towilson and Streatfield (1981)use of notdaking cardsThis approach
facilitated a deductive analysis of the structured observation data, in line with the thematic
analysis process describedgeem et al. (2023)

Moreover, the use ofionparticipant observational techniques was intenaedvoid
influencing social media engagement patteds noted byCiesielska and Jemielniak
(2018) nonparticipant observation allows researchers to collect data without interfering
in the behaviours or dynamics being observBukerefore, this technique enabled the
observatiorof the natural flow of social mediagarticipation in Kenya

To operationalisghe observation procesdata was collected frorthe official social
media pages of select public institutiomsstitutional accounts were preferred over
personal ones, as they represent the collective voice of state @moasingwithin the
organisation As such, public engagement with these accounts can be interpeeted
engagement with the state actors formally representing those institukinisslogic
aligns with the theoretical perspective offered larsen et al.(2025) who extend

Mi chael Li pskyds f o-uaval Buteauoracglhe advent & Newn St r e
Public Governance (NP@d tostructuredand coordinatedecisionmaking practices in
state organisatior{tarsen et al., 2025Thiscan be understood to haueatel a cohesive
institutional voice thais perceiableby citizens as representative of the stastitution
Moreover, institutional social media pages offer greater continuity and stability for
longitudinal observation. While individual officeholders may change, the institutioa
roles within them persist as long athey remain Awful. This continuity ensures that
observed engagement patterns reflect enduring goveraadcgociaphenomenaather

than transient b&viours

Institutions were selected to represent each of the breehes of government at both
the national and county levels. Furthermore, the saalptancludeda constitutionally
independenbody anda nationakecurity agengc For counties and state corporations, two
institutiong® representingvariances in solvencyfiscal capacitiesland development
levels (urbanrural disparities) were selected in each category to explore the socio
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economic theme introduced in the literature review. This sampling strategy ensured broad
representation across different categories of state institutions as outlined in the CoK. As
such, itallowed fora comprehensive outlook on social medipagticipation patterns

across a diverse range of state actdisis breadth was particularly important for
achieving the research goal of producing insights toald beapplicableacrossall

Kenyan state institution§iven the challenges of securing interviews vaithroad range

of state actors, observations functioned as a strategic countermeasure to ensure that all
major categories oKenyan state institutions were captured in the empirical. data
Appendix G(Table G.1) provides general descriptions ofdleveninstitutions observed

and the rationale for their inclusion in the structured observation process

2.3.2.1 Observation Process

Observations were conducted on the Facebook dfatXerly Twitter)pagesf thestate
institutionslisted in Appendix G(Table G.1) These platforms were selected due to the
ease of access to government social media content, which does not require approval or
invitation to view Moreover,Ndeta (2022)dentified Facebook and Twittengw X) as

the widely used platforms among Kenyan state bodies in her 2015 study

Monitoring was conducted once every weekadagr a continuous orenonth period,
beginningfrom the onset ofhe data collectiorperiod (15" March 2025) This schedule
allowed for the capture of activity during periods of heightened social media engagement
in Kenya, such as political controversi&eekdays were specifically chosen to align
with the typical posting patterns of government institutioilsey generally operate
within standard public service hodrdMonday to Friday, 8:00 a.m. to 5:00 pdras
guided by the opating hours othe Public Service Commission of Ken{2025)

As previously established, observations were recorded using structured field note
templates developed around themes identified in the literature revienfield notes
consisted solely afeutral and respectftéxtual descriptions of the observed social media
activity. No verbatim contentwas captured in order teafeguard thedignity and
anonymity of all involved stakeholdersAdditionally, all social media profiles were
pseudonymised to ensure the protection of institutional identities. This approach allowed
the observation data to meaningfully complement interview insights while maintaining
both legal and ethical integrity

Each i nst iobsertatioom begas with & nreteospective review of posts spanning

the previous two yeardhis initial scan aimed to establish contextual understanding of

the institutionds C.Eramples tof the nndormations sought g pat i
includedpublic reactions to pogisparticularly during contentious perigilsnd shifts in
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engagement strategies over tirAéer this baseline assessment, subsequent observations
focused exclusively on posts made on the observation day or since the previous recorded
entry. This ensured a structured and continuous tracking process while avoiding
redundancy in data collectioThe only deviation from this approach was a second
retrospective review of posts, conducted to assess the presence of emergent themes
identified in the interview data after the initial scan had been completed

2.3.3 Thematic Analysisfor the Empirical Data

The empirical analysis adopted a QUAL + QUAL configuration, modify#ngudfoot's
(2023) original QUAN + QUAL design taeflect a fully qualitative frameworkThis
modification allowed for greater analytical depth by integrating multiple qualitative tools
while avoiding thestructuralconstraints of quantitative analysia particular, afully
qualitative approach enalla richer, more contextualised understanding ofsthdied
phenomenon It captues the nuance, complexity, and interpretive dimensions that
numeric indicators might overlodCiesielska & Jemielniak, 2018)

Interview data were analysed using a deduetigeictive thematic analysis framework,
adaptedrom Proudfoot (2023and further informed by procedures outlinedNigeem et

al. (2023) This hybrid approachssessegdredefined themes derived from the literature
review while remaining open to new themes emerging exclusively from participant
narratives. The result was a theamformed yet flexible analytic process that allowed for
nuanced contrasts between globatiitare and contexdpecific empirical insights.

In contrast, the structured observation data followed a deductive thematic analysis
grounded in the interpretive framework developed through the literature reisy
deductive procesgsfollowing Naeem et al. (2028)enabled the analysis eimergent
literatureand interviewthemes within the social media pages of state institutivilson

and Streatfield's (198X tructured noteéaking approach was used to operationalise this
deductive process

The QUAL + QUAL design enabled methodological triangulation, which served as a
primary strategy for assessing theoretical saturatiathe empirical data analysi8s
previouslydefined triangulationis the use of multiple methods qualitative research to
develop a clear picture of the phenomenmerinvestigation(Carter et al., 2014)
Therefore theoretical saturatiothroughtriangulationcan beachievedwhen no new
insights emerge from the combined analysismmiitiple data sourcesThis threshold

aligns with thefindings of Rahimi and Khatooni (2024who argue that triangulation
facilitates a more efficient path to saturation by reducing dependence on any single data
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source This is particularly useful ithe study okensitive topics such as social media e
participationin the currensecurity climate in KenyéChesenge, 2025)

Beyond saturationassessmentCarter et al. (2014)emphasise that triangulation
strengthens the validity of findings byadslingconvergence across multiple data sources.

Rahimi and Khatooni (2024) ei nf or ce t hi s by highlightin
enhancing the credibility of empirical findinga this study, triangulation helped mitigate

the limitations of interviews, particularly the risk of skewed or selective participant
perceptions(Galletta, 2013) This was especially important given the difficulty of

securing a broad representation of participditsreover, it added critical context to the

observation data, which captures observable behaviours but not the underlying
motivations behind therfCiesielska & Jemielniak, 2018)

2.3.4 Legal and Ethical Considerationsin Empirical Data Handling

This thesis is under embargo due to the collection and processing of interview data
involving internal government procedures shared by Kenyan state actors, in accordance
with the OSA (1968) For example, e declaration form signed by civil servants upon
appointmerd under theOSA (19689 prohibits them from disclosing any information
obtained during their official duties to unauthorised individ{@&@svernment of Kenya,

1968)

Additionally, this research is subject to tBeneral Data Protection Regulation (GDPR)
(2016) asit was conducted within theuropean UnionEU) under thesupervisiorof an
EU-domiciledacademiconsortiumThe GDPR governs the collection and processing of
sensitive personal data within the EU

Accordingly, several measures were implemented to ensure full compliance with both the
OSA and GDPR. Access to the thesis is restricted to authorised individuals within the
academic framework arsglectKenyan state actors. All raw data with personal identifiers
were permanently deleted following pseudonymisation. Interview data were processed
with informed consent, and safeguards were applied to preveidengfication.
Participants retained the rigtd access, rectify, restrict, or delete their data, and would
be notified in the event of a breach. They were also informed of their right to seek
compensation for any harm resulting from a GDPR violation
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3 Literature Revi ew

The methodologyseeChapter 2 employed in this thesis identifiesik enablersandtwo
inhibitors of social media garticipation for state actardhis was theresult of a
PRISMA 2020compliant systematic review of global literatufeom the Katholieke
Universiteit Leuverd s ( KUL) L i. Me emdldersaifcladsecial media
platform affordances, sociceconomic factors competence and strategies of public
authorities, citizen mobilisation, data-driven policymaking, and upholding
democratic principles. Conversely, the identified inhibitors armisinformation,
misinformation, andhate content/activiies A concept matrixndicatingthe presence

of theseinductively developed themeacross the global literature reviewed is provided
in Appendix C(Table C.1)

3.1 Enablers

As covered inChapter2, this thesis adopt€enfetellls (2004) framework It defines
enablers of social mediaparticipation for state actors gerceptions abousystem
attributes of social meditnat influence their active use. The effect of each enabler is
shaped by its valendewhetherthe system attributés perceived toencourages or
discourages engagemaninaking enablers inherently dynamic and contisqpendent

3.1.1 Social Media Platform Affordances

Social media platform affordances refemtbof the inherent features and functionalities
that shape how state actors engage wiith digital platforms for eparticipation.
Specifically, they provide mechanisms for state actors to encourage citizens to express
their views on policy decisions, offer citizens access to information and seroicethe

state and allow citizens to monitor governance activities to promote transparent,
accountable, and credible governarfédcaide Mufioz & Rodriguez Bolivar, 2021)
These affordances includscial media @articipationfeatures such asmformation
dissemination toolanddialogical loop structures that facilitate tw@y communication
(Amores et al., 2023)Additionally, they encompasAsrtificial Intelligence Al)-driven
elements, such as cropping algorithms that selectively frame images to fit platform
content structures, shaping how visual narratives are presented and pe{Samee,
2023) Another critical social media affordance is the networked structure, which
facilitates seamless connectivity and e interactivity on platforms such as Weibo.
This allows discussions to rapidly scale and trends to go viral, amplifying public descours
and engagemerf. Guo et al., 2023)Ultimately, social media affordances act as the
overarching enablg social media #articipation system attributes shaping the
conditions that give rise to all other erniaggland inhibitng systenmattributes
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3.1.1.1 Normative Dimension Analysis

Social media platform affordances enable state actors to fulfil their professional
responsibilities of engaging citizens efficien{ilcaide Mufioz & Rodriguez Bolivar,

2021; Lin & Kant, 2021)Moreover, they enhance the ability of state actors to disseminate
important public information, particularly in times of crigvirak et al., 2023)These
affordances therefore support all normative idepitefessionalismefficiency service
andengagemenihe nature of citizen engagement through social media varies according
to governance requirements. It includes efforts to encourage public partici@@dtaice

Mufioz & Rodriguez Bolivar, 2021; Lin & Kant, 2021Additionally, it involves
mobilising citizens around critical initiatives, such as efforts to combat the spread and
mitigate the dangers of the COUD® pandemi¢Amores et al., 2023; Santovefiasal

et al., 2021)In the context of government communication, social media platforms enable
state actors to disseminate timely and accurate information on essential public matters
(Amores et al., 2023; Santovefiasal et al., 2021; Svirak et al., 2028Bhis role was
exemplified during the pandemic, where rgale updates on public health guidelines
played a crucial role in ensuring public awareness and adherence to safety measures
(Amores et al., 2023; Santove@asal et al., 2021)

3.1.1.2 Instrumental Dimension Analysis

Lin andKant(2021)demonstrated how state actors have effectively utilised social media
affordances to gather public input on governance isailegjing formore citizercentric
policymaking. For instance, their study highlighted how the Alkmaar municipal
authorities | everaged the Facebook page
citizens specifically on bicycleelated matters, including parking, safegnd route
planning. This feedback was then directly applied to enhance the safety and attractiveness
of cycling as a mode of transportation within Alkm#éan & Kant, 2021) Additionally,

Svirak et al. (2023)emphasised social media's effectiveness in facilitating rapid
dissemination of critical information to broad audiences. Their research revealed that
several Czech Republic municipalities extensively relied on Facebook for major public
announcements durinthe COVID-19 pandemic. This approach demonstrated social
media's significant capacity to accelerate information flow and improve public
communication in municipal governance, particularly during crisis pe(i®dsak et al.,

2023)

However, certain social media affordances have also introduced challenges that diminish
the appeabf social mediato state actors. For instancghane (2023highlighted a
problematic Aldriven feature onTwitter (now X), specifically an imageropping
algorithm that demonstrated subtle racial bias. When presented with a photo containing
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portraits of President Barack Obama and Senator Mitch McConnell, the algorithm
consistently cropped out President Obama. This outcome reinforced previous troubling
instances of Al bias, such as models labelling images of Afdlceme r i cans as d&égor
The controversy surrounding this discovery was significant enough that X eventually
discontinued the use of the algorithm and publicly disavowed algorithmic image cropping
altogether(Shane, 2023)Additionally, the creation andissemination ofpotentially
offensive content such gmlitical memes further complicat®cial medisengagement

for state actors. Political humour, including memes, tends to be aggressive and
unflattering, frequently depicting state actors negatively or ridiculing them as the target
of jokes (Chmel et al., 2024)The inherently viral nature of social media platforms
enables negative portrayals and controversies involving state actors to escalate rapidly
and unpredictablyAkerelePopoola et al., 2022; Arora, 2022)

3.1.1.3 Descriptive Dimension Analysis

In summary, the strategic use of social media affordancesgartieipation can, under
certain conditions, reinforce the authority of state actors. For insthinmcend Kant
(2021)illustrated how the Alkmaar municipal authorities strategically leveraged their
Facebook page "@ibikeAlkmaar" to effectively guide citizen participation. By actively
leading the dialogue, municipal authorities ensured that interactions remained
constructie, positive, and respectf(llin & Kant, 2021) Similarly, L. Guo and Chen
(2022)demonstrated how Chinese state actors strategically recruited internet influencers
to amplify official messages and enhance their public image. These influencers, known
as theeof i, fdissgmmnated governmeapproved messaging and diverted
attention from dissident voiceEheir name originated from rumours claiming they were
paid fifty cents for every supportive posidditionally, an unpaid volunteer gro@pthe
6vol untcaernyt &amfarggdorganically to support these efforts by defending
the Chinese state authorities online. This case demonstrates that structured online
campaigns involving trusted, steganctioned digital personalities can effectively
legitimise the authority of state actors and steer public discourse to align with their
governance objectivds. Guo & Chen, 2022)

However, the authoritative position of state actors is increasingly challenged when
citizens leverage social media affordances to critique government actions. For example
Arora (2022)discusses how Nepalese citizens utilised social media platforms to openly
criticise their government's disaster response efforts. Such public criticism significantly
contributed to the government's discomfort, reinforcing its existing considerations about
potentially banning or restricting social media platforms as part of crisis narrative control
measuregArora, 2022) Similarly, AkerelePopoola et al. (2022)lustrate how the
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Nigerian government's authority was significantly undermined during the #EndSARS
protests. The global nature of the #EnNdSARS movement, facilitated by social media,
made it exceedingly difficult for state actors to suppress dissent or control narratives,
resulting in notable reputational damage. The involvement of theGheésf Executive
Officer (CEO) of Twitter (now X), Jack Dorsey, further amplified the protests,
exacerbating the Nigerian government's vulnerability and discoi#&erele Popoola

et al., 2022)

3.1.2 Socioeconomic Factors

Sociceconomic factors refer to the internal and external social and economic conditions
influencing state actors6 abi |-pattigipatbro ef f e c 1
Depending on the circumstances, the interaction between social medi&sadaittors

can be either constructive or destructive. In particular, social media can mitigate barriers
created by socieconomic conditions or, conversely, exacerbate tfiem & Kant,

2021) Sociceconomic factors influenced by social media include participation costs
(Arora, 2022; Lin & Kant, 2021; Yao & Xu, 2022Examples of participation costs
include the time and money citizens require to engage in participation aciiVidiest

Xu, 2022) Additionally, social media impacts how varying skill levels influence the
effectiveness and inclusiveness gbaticipation(Anyanwu et al., 2024; Arora, 2022,
Svirak et al., 2023)}urthermore, social media accessibility, which involves factors such
as the presence and quality of technological infrastructure, can influence participation
outcomegArora, 2022) Collectively, these socieconomic factors critically affect state
actors' abilities to uphold democratic principles, develop competence and strategies
utilise datadriven policymaking, and mobilise citizens effectively through social media

3.1.2.1 Normative Dimension Analysis

Social media-garticipation has the potential to reduce barriers to participation associated
with sociceconomic conditions and increase overall participation rdies& Kant,

2021) This capability enables state actors to align wah normative ideats
professionalism efficiency service and engagement Governments recognise that
inclusion is a fundamental principle of governance, particularly in societies with complex
and diverse interes(sin & Kant, 2021) Moreover, governance has long been associated
with inclusion, and goarticipation is increasingly viewed as a mechanism for expanding
access to decisiemaking processg#\bdulkareem et al., 2022As social media access
continues to grow, previously marginalised citizens have found a platform to express their
voices and engage in governaijdayanwu et al., 2024; Abdulkareem et al., 2022)



28

3.1.2.2 Instrumental Dimension Analysis

A greater adoption of social medigarticipation by state actors can help address socio
economic challenges while fostering broader public engagement for improved service
delivery (Lin & Kant, 2021; Svirak et al., 2023)Traditional, offline participation often
imposes soci@conomic costs such as time, financial burdens, and educational
prerequisited that discourage engagement and heighten excl@gmm& Xu, 2022) In
contrast, social media offers state actors a lexwst, widely accessible alternative that
can reach a broader demograpfAddulkareem et al., 2022 ven rural, semliterate
individuals can participate through social media, making it a more inclusive tool for
engagemenfAnyanwu et al., 2024)This is particularly relevant as citizens often lack
enthusiasm for engagement, and the choice of participation method significantly
influences turnout and representat{Senior et al., 2023Pesigning eparticipation tools

t hat account for citizensd <circumstances
enhances participation rat@8arabiat & Wahbeh, 2021 s illustratedby Lin andKant

(2021) this approach haslready proven successful in Utrecithe municipality
integrated social media into its public participation framework to engage citizens
reluctant to attend physical meetings. By leveraging digital platforms, Utrecht ensured a
wider array of voices were included in the participatory proces&jng engagement
more inclusive and representatiiien & Kant, 2021)

While social media participation can help state actors overcome seemnomic
barriers to reach a wider audience, it can also despmetaldigital divides(Arora, 2022;

Lin & Kant, 2021; Senior et al., 2023; Yao & Xu, 20Z2hese disparities may widen the

gap between participating and nparticipating citizens, potentially skewing public
policy and leading to biased governance decisi®ang et al., 2023)in Nepal, for
instance Arora (2022)describes how social media access is often considered a luxury,
primarily available to urban, high@mcome individuals. As a result, n@echsavvy
citizens remain excluded from this &éelite6c
governancdArora, 2022) This divide extends beyond citizens; &g@rak et al. (2023)
explain, some government authorities also struggle with digital literacy, limiting their
ability to use social media for-participation. In certain municipalities in the Czech
Republic, public administrators reported insufficient social media knowledde an
training, preventing them from effectively leveraging these digital platforms for
governance. Some even perceived social media as primarily suited for younger
generations, whom they viewed as more teawy(Svirak et al., 2023)
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3.1.2.3 Descriptive Dimension Analysis

Consequentlythe use of social media fofparticipation by state actors can enhance their
perceived legitimacy by increasing accessibility and inclusivity in governance processes
(Abdulkareem et al., 2022; Lin & Kant, 2021; Svirak et al., 20By)reducing socio
economic participation barriers, social media offers citizens alternative avenues to engage
with thegovermment(Abdulkareem et al., 2022; Anyanwu et al., 2024; Lin & Kant, 2021;
Svirak et al., 2023)Government interaction with citizens via social media fosters
working relationships and strengthens public t(ddtdulkareem et al., 20227 study

on Utrecht 60s Wyukre& Kae @021)illudtratedtthese banefits, showing

that increased participation contributed to perceptions of government openness and
responsiveness. To achieve this, municipal authorities integrated flexible participation
tools, including social media, to facilitate gter engagement in an urban planning project
(Lin & Kant, 2021) Such cases demonstrate that wherasicipation tools are designed

with citizens' needs in mind, they lead to higher participation (Atasabiat & Wahbeh,

2021) Furthermore, such initiatives show that when governments adopt inclusive
governance approaches, they also build public trust because citizens feel their views are
genuinely valuedAbdulkareem et al., 2022)

On the other hand, the use of social media f@amicipation by state actors can
negatively impact their public image. Specifically, it can reveal secamomic
challenges that hinder their competitiveness compared to their(feeek et al., 2023)

In their studyon Czech Republic municipalitieSyirak et al. (2023jound that some
administrators struggled with social media due to limited digital literacy, hindering their
ability to develop strategic content and engagement approaches. This made it difficult to
compete for visibility and establish a strong municipalnio; particularly compared to
larger cities. While administrators acknowledged the importance of social media
proficiency, they felt constrained by their lack of digital sk{i®&virak et al., 2023)
Moreover, social media as a tool foparticipation may inadvertently exclude certain
citizenswhich might make statactorsappear exclusionarfArora, 2022; Lin & Kant,

2021) Digital platforms require users to possess the necessary experience and skills to
navigate government participation initiatives, potentially margsimaji those without

such competencig¥ao & Xu, 2022) If state actors select inappropriatparticipation

tools, they risk failing to achieve the expected benefits of increased participation rates
(Alarabiat & Wahbeh, 2021)

3.1.3 Competence andStrategies of Public Authorities

The competence and strategies of public authorities encompass the skills, expertise, and
approaches that state actors employ to engage effectively in social Apediecipation.
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This includes their ability to utilise social media as a branding tool to shape ipgojje

and stand in front of their pee(Svirak et al., 2023)It also involves the strategic
deployment of social media campaigns to attract public attention and drive engagement
(Alarabiat & Wahbeh, 2021; Amores et al., 2023; Hariguna et al., 2021; Rauchfleisch et
al., 2023; Svirak et al.,, 2023Buch strategies are particularly critical in public
mobilisation efforts, as demonstrated during the COMHED response, where
governments used social media to disseminate information and influence public
behaviour(Amores et al., 2023Beyond direct engagement, public authoritesy be
looking towards utilisingMachineLearning(ML) tools for datadriven policymaking.
Effective use of these tools requires the capacity to filter and process digital data to extract
actionable insightgLabafi et al., 2022) Ultimately, the competence and strategic
capacities of public authorities shape their ability to uphold democratic principles, harness
data analytics in policy processéigiht misinformation disinformation and hateand
mobilise citizens for participatory governance

3.1.3.1 Normative Dimension Analysis

Normatively, public authorities mugibssess the appropriate levels of competence and
strategic awareness in their use of social media to fully realise its governance potential.
The competence and strategies of state actors in social mealiicgpation influence all
normative idealsprofessionalismefficiency service andengagementrhe effectiveness

of social media@ art i ci pati on depends on state acto
appropriately in governance initiativ€Svirak et al., 2023)Social media campaigns are

not a onesizefits-all approach; state actors must identify and implement the most
effective strategies for engaging their target audieridésmrabiat & Wahbeh, 2021;
Amores et al., 2023; Hariguna et al., 2021; Rauchfleisch et al., 2023; Svirak et al., 2023)
Furthermore, the use of social media data in policymaking, particularly when integrated
with ML techniques, requires careful oversight. Relying on improperly processed or
unfiltered data can lead to policy failures based on misleading ingighitsifi et al.,

2022)

3.1.3.2 Instrumental Dimension Analysis

When public authorities possess the necessary competence and strategies for effective
and efficient social media-articipation, they can significantly expand their audience
reach(Alarabiat & Wahbeh, 2021; Hariguna et al., 2021; Rauchfleisch et al., .2023)
Ensuring that communication strategies resonate with citizen expectegiorenhance
engagement leading to marepresentative public participation initiativeslarabiat &
Wahbeh, 2021; Amores et al., 2023; Hariguna et al., 2021; Rauchfleisch et al., 2023)
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This is especially evident when rich media and dialogic features are employed to
encourage responsiveness and feedi§Aokores et al., 2023)The closer government
communication strategies align with citizen expectations, the greater the trust and
participation they generaf@bdulkareem et al., 2022Moreover, i the realm of data
driven policymaking, state actors with strong analytical competencies can effectively
distinguish between relevant and irrelevant informatidren applyingML techniques

This helps imitigating the risk of poor policy decisiosaused by the use of unreliable
data (Labafi et al.,, 2022) While Al techniques offer transformative potential for
governance and public service delivery, their effectiveness depends on ethical
deployment and robust oversight to ensure alignment with democratic and societal values
(ValenzuelaAguilera et al., 2024)

However, when public authorities fail to strategically implement social media e
participation, they risk missing out on its engagement berfefiisguna et al., 2021Jo
achieve higher participation ratesparticipation tools must be carefully planned and
implemented in alignment with citizen needs and expectafiédlasabiat & Wahbeh,

2021) Additionally, the structure and clarity of messaging are crucial to prevent
overwhelming the public and reducing the risk of misinterpretgdiRauchfleisch et al.,

2023) Moreover, gvernments should also avoid treating social megiarécipation

solely as a ongvay information dissemination tool without fostering incentives for active
citizen engagemerfflarabiat & Wahbeh, 2021 itizens are often aware of superficial
engagement tactics and may choose not to participate if they perceive the initiative as
insincerg/Abdulkareem et al., 2022)part from engagementalenzuelaAguilera et al.

(2024) caution that relying on Al techniques trained on biased data in governance can
lead to significant consequences. When state actors fail to identify and remove biases
from social media data used in Al training, the resulting decisions can reinforce systemic
discrimination and flawed policy outcom@sabafi et al., 2022; Valenzuelaguilera et

al., 2024) A notable example is the COMPA& orrectional Offender Management
Profiling for Alternative Sanctionssystem developed to support judicial decision
making in the United States of America.8.A.), which produced biased outcomes,
leading to unfair sentencing and the unjust denial of parole for certain groups
(ValenzuelaAguilera et al., 2024)

3.1.3.3 Descriptive Dimension Analysis

Consequently, when state actors possess the competency to implement social media e
participation in a way that actively engages citizens, it can foster greater trust and enhance
their legitimacy(Abdulkareem et al., 2022Fitizens expect meaningful interaction with

their government, and when this expectation is met, it creates a positive feedback loop.
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Greater engagement leads to increased trust, reinforcing their willingness to participate
because they feel heafllbdulkareem et al., 2022; Amores et al., 2023) more state

actors cater to the needs aectations of their audience, the more receptive citizens
become to governmental messag{Rauchfleisch et al., 2023pther than engagement,
effective deployment of datdriven policymaking reduces the likelihood of public
backlash. When citizens perceive that their concerns are proactively addressed, they are
less inclined to engage in disruptive online activism, such as social media dtabai

et al., 2022)

However, if state actors fail to implement effective social meghiarécipation strategies

that demonstrate a genuine commitment to engagement, citizens may lose trust in them
(Abdulkareem et al., 2022A decline in public trust can, in turn, erode the state's
legitimacy in the eyes of its citizens. People are highly perceptive of insincere
engagement efforts and can recegnivhen state actors are merely being performative
rather than genuinely interested in dialogéddulkareem et al., 2022; Alarabiat &
Wahbeh, 2021)State actors must acknowledge the reputational risks associated with
superficial participation, as repeated attempts to mislead the public can have lasting
consequence@bdulkareem et al., 2022Beyond engagementelying on poorquality

data for datalriven policymaking can have serious repercussions. When citizens feel that
their voices are dismissed or misinterpreted, they may resort to online activism,
generating widespread backlgtlabafi et al., 2022)urthermore, governance decisions
based on biased data fed into Al systems can further alienate affected individuals, making
it unlikely that they will maintain a positive perception of the government. If state actors
fail to apply appropriate safeguardeen deploying Al in governance, they risk inflicting
significant harm on t he ¢valentueldhguilemrtald i bi | i t
2024)

3.1.4 Citizen Mobilisation

Citizen mobilisation refers to the process through which state actors engage the public
via social media to generate support for governance initiatives. Such public support is
widely regarded as essential for the successful implementation of state aff@hdas
2022; Santovei&asal et al., 2021pocial media platforms are particularly effective for
mobilisation efforts due to their expansive, interconnected networks that facilitate rapid
information dissemination and collective engagen(@&kterelePopoola et al., 2022)
Within the political sphere, state actors have increasingly adopted social media to
galvanise support for electoral campaigns, leveraging digital platforms to shape public
opinionintheirfavouf Ben Lazr eg & .Tdfurderknhacoe eng2génest,)
political actors have even incorporated political memes into their mobilisation strategies,
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using them to attract attention and connect with targeted audiglice®! et al., 2024)
More broadly, social media has proven critical in shaping public opinion around specific
policy initiatives and narratives, influencing both sentiment and behavioural {htent
Guo & Chen, 2022; Vespa et al., 202Bpowever, while social medidriven citizen
mobilisation can strengthen democratic participatiand assist in datdriven
policymaking it may also facilitate the spread of misinformation, disinformation, and
haterelated conterctivities

3.1.4.1 Normative Dimension Analysis

Public authorities use social medigparticipation toefficiently expand engagement in

civic and governance initiativd®h, 2022; Santovef@asal et al., 20215ocial media

is also widely adopted as a political campaign tool to efficiently reach and engage
constituents through targeted messaging and visibility stratdffien Lazreg &

M6 Sal | e mThes@ pracf3 align with both theengagementand efficiency
normative idealsin civic and governanceontexts, state actohave seen thefficiency

merits of promoing participation through social media. This was particularly evident
during the COVID19 pandemic, when digital platforms were used to mobilise public
adherence to health guidelings Guo & Chen, 2022; Oh, 2022; SantoveTiasal et al.,

2021) In broader political settings, social media facilitates inclusive, acgée citizen
engagement, fostering interaction, mobilisation, and narrative alignment across diverse
voter groups( Ben Lazreg & . MMhéna doinbéned, with2 Strateyic
communication formats such as memes, these platforms enhance the reach and impact of
political messagingChmel et al., 2024)

3.1.4.2 Instrumental Dimension Analysis

Effective utilisation of social mediagarticipation for civic and governance engagement
enables state actors to build a united front in addressing key {€ue2022; Santovefa

Casal et al., 2021Yhis wasclearlydemonstrateth the study bySantoveiiaasal et al.

(2021) whi ch examined t he #BEgpe¥iusLePaAramgsOnidesr n me n t
campaign onmwitter (now X) during the COVID19 pandemic. The initiative aimed to

foster national solidarity, promote social cohesion, and encourage public appreciation for
health workers. This collective sentiment contributed to citizen compliance with public
health measuresandp port ed the governmento6s broader
the virus(SantoveiaCasal et al., 2021Bimilarly, Lin and Kant (2021pescribe how

municipal authorities in Utrecht used Facebooknmbilise citizens andather public

input on the redesign of roads in the Overvecht district. By framing the initiative as a
public competition, the city successfully mobilised citizen participation and encouraged
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widespread engagemefitin & Kant, 2021) In the political domainBen Lazreg and

M6 Sal | emhi(g2hO 2 J)ht how candidates in Tuni si
strategically used social media to mobilise supporters. Candidates actively cultivated their
image online, which voters viewed as a key factor influencing their electoral decisions.

In somecases, candidates successfully recruited supporters to carry out digital campaigns

on their behalf, further amplifying their political messaging through cidraren
engagement( Be n Lazreg & .M Simrhdrye social Aeahdideh

mobilisation not only enables state actors to rally citizens around specific initiatives but

can also lead citizens to take an active role in supporting and extending the reach of those
effots( Ben Lazreg & MO0 S aCakatemal.,2220)23; Santove€fa

However, citizen mobilisation through social medipagticipation for civic engagement

can result in disruptive outcomes if not properly monitored and managed by state actors

This was evident i©h's (2022t over age of South Koreads res
outbreak. In that instance, public authorities attempted to withhold information to prevent

public panic. This approach backfired, instead prompting citizens to seek their own
sources of information. Oneuttome was the creation of citizemade online MERS

maps, some of which contained false information, ultimately contributing to the spread

of misinformation and widespread public confusi@h, 2022) In another scenarjo
AkerelePopoola et al. (2022l escri be how soci al medi abés m
instrumental in organising argovernment protests. This was the case with the
#ENdSARS movement in Nigeria, where citizens used social media to mobilise against

what they perceived as bad governaficeti t t er 6 s expansive and i nt
amplified the demonstrations to such an extent that the Nigerian government eventually
banned the platforrfAkerele Popoola et al., 2022)

3.1.4.3 Descriptive Dimension Analysis

When state actors effectively mobilise citizens through social meshatieipation, they

can enhance their legitimacy and attract public atteition& Kant, 2021) This applies

to both governance initiatives and political campaigns. In the context of governance,
when citizens feel genuinely included in the decisioaking process, they are more

likely to support statéed initiatives and align with institutional godlsn & Kant, 2021;

Oh, 2022; SantoveA@asal et al., 2021)n the political domain, successful mobilisation

can transform citizens into active participants in the electoral process. When individuals
feel that their engagement matters, they are more likely to vote and trust the value of their
participation in demaatic life( Ben Lazr eg & .Thé Sratégicesmof 202 3)
memes can further enhance this engagement by making political messages more relatable,
emotionally resonant, and shareable across social media plaffohme| et al., 2024)
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Conversely, when citizen mobilisation through social megparéicipation turns against
state authorities, it can trigger significant public unrest and reputational harm, ultimately
undermining government legitimag¢pkerele Popoola et al., 2022; Arora, 2022his

was evident during the #EndSARS protests in Nigeria, as documentédeogle
Popoola et al(2022) where citizens mobilised against what they perceived as bad
governance. The scale of social mediizven mobilisation was so extensive that the
Nigerian government experienced reputational damage on both domestic and
international fronts(AkerelePopoola et al., 2022)A similar dynamic is evident in
Arora's (20225t udy of Nepal 6s response to the 2015
used social media to collectively criticise state authorities for what they viewed as an
inadequate and sedkerving response. Many users expressed frustration that their
concernsvere being ignoretdecauseyovernment platformkargely focused on curated
displays of authority and segtfromotion(Arora, 2022)In both cases, citizen mobilisation

via social media became a powerful mechanism for exposing governance falanlex

to reputational decline at multiple levels

3.1.5 Data-Driven Policymaking

Datadriven policymaking refers to the prasetiof leveragng data extracted from social
media platforms to inform governance decisions and guide policy formu(ati@uo et

al., 2023; Labafi et al., 2022; SantoveBiasal et al., 2021)his approach entails the
analysis of public sentiment, the identification of emergent trends, and the application of
predictive analytics to generate policies that are more responsive to citizerfLrededs

et al., 2022) It frequently relies on ML and Big Data Analytics (BDA) techniques to
process and interpret largeale datasetd abafi et al., 2022; Santovefizasal et al.,
2021) For instance, emotional analysis Dnitter (now X) commonly employs both ML

and lexicorbased approachdgloreover, social media text minirig generacommonly
applies nethodssuch asSupport Vector Machines (SVM), qualitative content analysis,
Principal Component Analysis (PCA), clustering, descriptive statistics, imputation
techniques, emotional ereation scores, emotional text mining, sentiment analysis, and
network analysigSantovefnigCasal et al., 2021When implemented effectively, data
driven policymaking holds the potentialuphold democratic principle.can helpalign

public policy with citizen sentiment and foster greater responsiveness to societal
concerns

3.1.5.1 Normative Dimension Analysis

Normatively, public authoritiescould utilise social media data in dataiven
policymaking to better anticipate and respond to the policy directions desired by citizens.



36

This practice aligns with thefficiencyandservicenormative idealdt promogesproactive
governance and enhasthe responsiveness of public institutions to citizen concerns.
Remaining attuned to the evolving needs and sentiments of the public enables authorities
to serve more effectively and allocate resources more stratedicaligfi et al., 2022)
Through sentiment prediction and trend analysis,-deten policymaking empowers

state actors to implement peenptive measures grounded in reale public feedback

(Y. Guo et al., 2023; Labafi et al., 2022; Santov€idaal et al., 2021V Itimately, such
approaches contribute to the development of more robust, reasonable, and adaptive public
policies(Yang & Su, 202Q)

3.1.5.2 Instrumental Dimension Analysis

If public authorities possess the capacity to implement social msag@orted data
driven policymaking, they can proactively design policies that are more closely aligned
with public needs. For instande the case oEhanghaanalysedoy Y. Guo et al. (2023)
authorities could have applied sentiment analysis to Sina Weibo comments during the
COVID-19 pandemic to better gauge citizens' concerns and expectations. Emotional
fluctuations expressed on social media would have offered valuable insights into the
publics subjective perception of the crisis. Equipped with this information, public
authorities could have strategically managed information dissemination to reduce panic
and reinforce public confidend&’. Guo et al., 2023)Similarly, Labafi et al. (2022)
illustrate how state actors in Iran could apply ML algoritBnssich as decision tre@s

to analyse data fromwitter (now X) in order to better understand citizen needs. This
approach enables continuous monitoring of public sentiment and facilitates the
identification of preferred policy directions. Ultimately, when citizens feel acknowledged
by state institutions, they may bess inclined to engage in disruptive social media
backl as h (labafiedialt2022)ms 6

However, public authorities can only implement social medigported datdriven
policymaking effectively if they possess the necessary skills to understand and apply its
underlying mechanisms. This potential skills gap is highlighte8\sak et al. (2023)

who found that in some Czech municipalities, public officials lack digital confidence and
proficiency. Without basic digital competence, it becomes difficult for state actors to
engage meaningfully with advanced tools sucMhsalgorithms oBDA (Svirak et al.,

2023) More broadly Yang and Su (202Qrgue that government institutions often lack
professional talent with big data expertise, resulting in limited capacity to independently
apply these techniques. Consequently, authorities frequently rely on external technical
support from private enterpés, which can be costly and may raise concerns about
reduced public oversight and cont{dang & Su, 202Q)Furthermore, the use of Al
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driven policymaking tools carries the risk of biased decismaking, as demonstrated by
ValenzuelaAguilera et al. (2024) These tools depend heavily on the quality and
representativeness of the underlying data. For instance, the COMPAS system in the
U.S.A. led to discriminatory outcomes in criminal justice due to biases embedded in its
training data(ValenzuelaAguilera et al., 2024)This lack of data representativeness is
further exemplified byArora (2022)who mentions thadccess to social media is uneven
across populations, particularly affecting marginalised groups. As a result, the data
collected from these platforms may not accurately reflect the broader public, introducing
representational bias into the policymakinggasgArora, 2022)

3.1.5.3 Descriptive Dimension Analysis

Should public authorities effectively utilise social mesligported datdriven
policymaking, they can enhance their credibility and legitimacy by fostering greater
policy transparency. When citizens perceive that government policies are responsive to
the r expressed needs, they are |l ess I|likely
(Labafi et al., 2022)Just as governments monitor social media to gauge public sentiment,
citizens use these platforms to assert their needs and hold authorities accountable
(Anyanwu et al., 2024)There is an increasing expectation that policymakers not only
observe these expressions but respond to them in a meaningful and timely (treipaier

et al.,, 2022; Lin & Kant, 2021)Ultimately, Lin and Kant (2021)tate that citizen
participation is intended to promote transparent and inclusive governemaefore,

when public authorities employ dadaiven policymakingn a manner thaipholdsthese

values, they reinforce the legitimacy of state institutiuiis & Kant, 2021)

However, if public authorities are 4dquipped to utilise social medsapported data
driven policymaking and do so irresponsibly, they risk undermining their legitimacy. This
is because, as noted earlier, the use of Al techniques in policymaking nyusinrel
accurate and representative data to be effective and eqitabdazuelaAguilera et al.,

2024) In addition, this data must be carefully filtered to remove unreliable idputs
particularly those resulting from misinformation and other distortions commonly found
on social media platform@.abafi et al., 2022)If such safeguards are not in place, Al
systems may produce unfair outcomes that disproportionately affect marginalised
communities(ValenzuelaAguilera et al.,, 2024)Beyond algorithmic injustice, poor
quality data can also lead to flawed policy decisions more br@adbafi et al., 2022)

In such circumstances, the relationship between the government and its citizens is likely
to suffer
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3.1.6 Upholding Democratic Principles

Democratic principles refer to the core values that underpin democratic governance.
These values include policy transparency, governance credibility, and citizen oversight
of public institutiongLabafi et al., 2022)Collectively, they enable a more collaborative
approach to governance between the state and its cifiaemsres et al., 2023Civic
engagement is essential to ensuring that governments remain responsive to the needs of
citizens(Alcaide Mufioz & Rodriguez Bolivar, 2021; Senior et al., 20R3erves as an
avenue through which citizens are empowered to actively participate in governance
processegAlcaide Mufioz & Rodriguez Bolivar, 2021; Lin & Kant, 2021; Svirak et al.,
2023) E-participation in particular is intended to enhance both democratic legitimacy and
institutional responsivenegalcaide Mufioz & Rodriguez Bolivar, 202This is because

the adoption of participatorygovernment platforms has been shown to increase citizens'
trust in government institution@lariguna et al., 2021 Consequently, social media e
participation offers a channel through which citizens can exercise their democratic role
in influencing government decisior{®&bdulkareem et al., 2022; Lin & Kant, 2021,
Santovefigasal et al., 2021; Svirak et al., 20ZB)e democratic role played by citizens
through social media can range from solvinigpor societal challenges to tackling large
issues such as corruptigArayankalam & Krishnan, 2022Pressure on state actors to
uphold democratic principles compels them to address -segoioomic barriers to
participation and to counter misinformation, disinformation, and hate. lthaistights

the need to improve institutional competencies to better mobilise citizens and leverage
datadriven policymaking

3.1.6.1 Normative Dimension Analysis

Social media eparticipation offers public authorities an efficient means of upholding
democratic principles by fostering citizen engagement. This aligns with the normative
ideals ofprofessionalismefficiency andengagemernthat guide public service delivery.

In particular, social media participation enhances core democratic values such as policy
transparency, governance credibility, and citizen oversight of institutional performance
(Labafi et al., 2022)Civic engagement through these platforms supports this function by
providing inclusive and accessible spaces where citizens can fulfil their democratic
responsibilities(Abdulkareem et al., 2022; Lin & Kant, 2021; Santov€fasal et al.,
2021; Svirak et al., 2023\ oreover, social medibased civic engagement facilitates the
efficient incorporation of citizens into the governance process, enabling collaborative
problemsolving (Amores et al., 2023; Arayankalam & Krishnan, 2022; Lin & Kant,
2021) This process is essential for maintaining democratic legitimacy, as it fosters public
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trust by empowering citizens through participatoiyozernment mechanisniidariguna
et al., 2021)

3.1.6.2 Instrumental Dimension Analysis

When state actors effectively utilise social media to uphold democratic principles, they
can counteract governance failures such as corruption. This relationship is well
documented byArayankalam & Krishnan (2022who examine how social media e
participation functions as an awtrruption mechanism. Their study found that social
media diffusion positively influences digital engagement, which in turn has a negative
effect on corruption. As a result, higher levelssotial media diffusion in society are
associated with lower levels of corruption. This effect can be attributed to the way social
media platforms enhance transparency and accountability within governance structures.
Moreover, social media enables citisgo actively participate in artdrruption efforts,

which are amplified by the network effects of these platfdinayankalam & Krishnan,

2022) These findings align witRamzy and Ibrahim (2024Wvho observed that the rise

of social media garticipation research has coincided with increased scholarly attention
to themes such as transparency in government. As the authors note, many governments
are working to raise the openness and transparenifoofiation disclosure, which leads

to less corruptiofRamzy & Ibrahim, 2024)

However, when state actors exploit social media to advance personal or partisan agendas
rather than uphold democratic principles, they risk eroding their own legitimacy.
Historically, social media was empted by governments as a tool for disseminating
propaganda, a legacy that now complicates efforts to regulate such ifAsyseawu et

al., 2024) Indeed, it is well documented that social media was initially adopted by many
state actors to broadcast controlled narrafivas approach that continues in various
forms today(Anyanwu et al., 2024; Svirak et al., 2023} Arora (2022)observes
citizens are often keenly aware when governments engage in tokefpstittiogoation

efforts as public relations strategiés. Nepal, such performative digital engagement
provoked public backlash, as citizens used the same platforms to expose government
insincerity, thereby undermining the intended imagéding campaigngArora, 2022)

In some contexts, as the study AkerelePopoola et al. (2023d)lustrates, this public
criticism can escalate into widespread civil unrest. When Nigerian authorities failed to
uphold democratic ideals and appeared indifferent to citizen grievances, mass
mobilisation erupted in the form of the #EndSARS protests. Wdge demonstrations

were initially sparked by anger over police brutality, they quickly evolved into a broader
indictment of bad governance. The refusal of state actors to acknowledge or engage with
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the publicbés frustrations only deepened di
(AkerelePopoola et al., 2022)

3.1.6.3 Descriptive Dimension Analysis

Ultimately, when state actors utilise social medigaeticipation to uphold democratic
principles, they can reinforce thelemocratidegitimacy (Alcaide Mufioz & Rodriguez
Bolivar, 2021) Participatory decisioimaking processes supported bygavernment

tools have been shown to foster trust between citizens and state instifdoigsina et

al., 2021) However, this trust is contingent upon the perceived authenticity of the
participatory process; citizens are unlikely to view government as legitimate if
engagement mechanisms are merely symipabclulkareem et al., 2022)Vhen citizens
support the governance process, they are more inclined to participate voluntarily in
government initiatives such as antirruption campaigngArayankalam & Krishnan,
2022) Social media, therefore, must not be reduced to amayebroadcasting todl

nor should the authentic voi(Alaide Maffoz& i t i zen
Rodriguez Bolivar, 2021)n short, governments that embrace meaningful participatory
practses through social media are more likelyseure broad public suppaltie to the
increase in trugtAbdulkareem et al., 2022)

However, mien government officials perceive pub
neglect the democratic principles underpinning governance, they risk undermining their
own legitimacy(Alcaide Mufioz & Rodriguez Bolivar, 2021 his erosion of trust is
particularly acute when citizens interpret digital participation initiatives as superficial
public relations exercises rather than genuine attempts at inclddidnlkareem et al.,

2022; Arora, 2022)As noted byAlcaide Mufioz and Rodriguez Bolivar (202it)s not
uncommon for some policymakers to regard citizen participation as disruptive rather than
constructive. In such contextS8hmel et al(2024) suggesthat frustrated citizensnay

turn to digital forms of resistance, including the creation of satirical memes that publicly
criticise state actors. These acts of ridicule can tarnish the perceived authority and dignity
of public officials within the digital public sphe(€hmel et al., 2024)

3.2 Inhibitors

In contrast to enablers, inhibitaascording tadCenfetelli(2004)aresystem attributethat
consistently and independently exert a neg
with social media platforms for-participation. Unlike enablers, their effect is not
contingent on valenéethey inherently discourage use.



41

3.2.1 Disinformation and Misinformation

Disinformation and misinformation refer to false or misleading information that spreads
through social media platforn{&\kerelePopoola et al., 2022; Arora, 2022; L. Guo &
Chen, 2022; Y. Guo et al., 2023; Hayes, 2021; Oh, 2022; Sant@sas# et al., 2021,
Svirak et al., 2023)Such content has demonstrable adverse effects on public perception,
governance processes, and democratic engagéAientlePopoola et al., 2022; Arora,
2022; Y. Guo et al., 2023; Hayes, 2021; Santoveasal et al., 2021; Svirak et al., 2023)
According toBrodaand Stromback2024) misinformationdescribesnaccurate content
shared without intent to deceiveshile disinformationis deliberately false material
crafted to manipulate opinion, distort facts, or serve political ageRdés. news that

is, false information presented as legitimate journdisea form ofdisinformationand
should not be conflated witmisinformation(Broda & Stromback, 20245ocial media
provides a fertile environment for both phenomena due to its highly interconnected
networks that cluster likeminded individugkkerelePopoola et al., 2022; L. Guo &
Chen, 2022; Hayes, 2021yVithin these networks, users c¢afor example share
misleading memes that rely on specific contextual knowledge to be decoded, thus
enabling selective exposure among susceptible audiétdenel et al., 2024)This
dynamic gives continued oxygen to false narratives, allowing them to flourish and
recirculate within digital communities. Ultimately, the prevalence of disinformation and
mi sinformation undermines the staltasbs capac
impedescitizen mobilisationby the statdoward initiatives thatgenerategpublic value
affectseffective datedriven policymaking, and contributes to {mliferationof hate

3.2.1.1 Normative Dimension Analysis

The proliferation of disinformation and misinformation on social media undermines all
four normativeideals professionalismefficiency service andengagementMisleading
information erodes perceptions of professionalism by diminishing public trust in the
credibility, competence, and legitimacy of state actdeyes, 2021; Santovefizasal et

al., 2021) The efficiency ideal is equally threatened when false or manipulated data
infiltrates datadriven policymaking processes. Such contamination can lead to policies
that misalign with citizen needs and result in the delivery of unnecessary or wasteful
services (Labafi et al., 2022)This misalignment in turn compromises the service ideal
by producing interventions that fail to advance the public d¥@ienzuelaAguilera et

al., 2024) Engagement, meanwhile, loses its democratic substance when public discourse
is overwhelmed by conspiracy theories, falsehoods, and manipdlgactors that
obstruct meaningful deliberation and participatory dialofig@yes, 2021; Santovefia
Casal et al., 2021)
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3.2.1.2 Instrumental Dimension Analysis

Einstein is thought to have said, AnTwo
stupidity; and lubnm vrédBersNagny 2089) Whiteahe tremarkh e
predates the digital age, recent studies demonstrate how socialetiealiehambersan
create geographically dispersed groups centred aroundstrongly emotive but
demonstrably false idedblayes, 2021; Santovefzasal et al., 2021Yhis thesis refers
to this phenomenon asetworked irrationality aterm intended to captutbethree key
characteristicshat define itsmodus operandFirst, thenetworkedaspect refers to the
structure okocial media echo chamberthat amplify biagDiaz Ruiz & Nilsson, 2023)
Second, theirrationality component builds on a modified definition of collective
irrationality. While collective irrationality typically involvestrongly heldyroup identity
and moral opinions reinforced through epistemic mechanisms, the inforntation
underpins itdoes noneedto be falsgVoinea et al., 2023)n contrast, therrationality

in networked irrationalityis characterised by belief idemonstrable falsehoodsind a
resistance to correctio® inherited from collective irrationalityTherefore networked
irrationality can bedefined as collective irrationality driven by social media echo
chambers and centred specifically on demonstrated falsefidoeiterm was deliberately
coinedin plain, accessible language becaus®aschfleisch et a(2023)observe, jargon
and complex phrasinganoverwhelm noracademic readers, whereas simpler wording
helps research messages resonate beyond academic audiénlseterms such asyber
tribalism share some similaritiegppendix Odemonstrates that thésil short on at least
one of the threeefining characteristic€uile, 2017) Irrational behaviour in isolation
may pose limited riskHoweverwhen such beliefs arecubatedvithin tightly connected
online communities, thegouldbe dangerou#t critical massthese behaviours maipr
examplepose a threat to democratic orddayes, 2021)

A striking exampleof thedamagingeffects of networked irrationalityan be found in the
events surrounding the 2020.8A. presidential electianHayes (2021)details how
President Donald Trumpostedmisleadingcontenton Twitter flow X) to persuade his
followers that the 2020 election was stolen. Through the propagation of what came to be
known asfiThe Big Lied, PresidenfTrump galvanised a base of radicalised supporters
who treated his claims with unwavering loyalty. On Janudty 2021, heurged his
supporters to march on theSJA. Capitol, culminating in a violent attempt to subvert the
democratic proceq$iayes, 2021)A parallel case is found in Spain during the COVID
19 pandemic, as examined BgntovefigCasal et al. (2021)n that instance, pandemic
denialists circulated false claims on social media suggesting that GOd/Wwas a
fabrication intended to justify governmeniposed population controWhile such
beliefs may appear fantastical, their rearld consequences were far from trivial.

t
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Denialists escalated their attackKshabiyal abe
goonasnod A p sy, dubllg a dlirhaseoof distrust and hostility toward public
institutions(SantovefaCasal et al., 2021Yogether, these cases underscore the dangers

of networked irrationality where demonstrable falsehoods, reinforced within echo
chambers and shielded from correction, may fuel the proliferation of hate, as in Spain,

and threaten democratic governance, dketJ.S.A.

However, state actors may also weapomgseading conterdn social media to advance
their own agendagAnyanwu et al., 2024)While early uses of social media by
governments were often propagandistic, many later adopted it for factual communication
and civic engageme(Bvirak et al., 2023)lhis evolution reveals the dual nature of social
media its capacity to enable both democratic participation and strategic manipulation.
The potency of such manipulation is amplified by algorithmic systemssiiratd
irrational and demonstrably false content at s@idkeyes, 2021; Santoveftzasal et al.,
2021) When state actors deliberately seed doubt across digital platforms, they can
mobilise public discontent and aim it at their rival state actors and instituthans
previously illustrated irHayes (2021analysis of the 2020 .S.A. presidential election,
strategic disinformation can escalate into democratic backsliding and civic unrest. In such
instances, the exploitation of networked irrationality by state actors does not merely
distort realityd it poses an existential threat to dmratic governance itse(Hayes,

2021)

3.2.1.3 Descriptive Dimension Analysis

As a result, the proliferation of misinformation and disinformation on social media can
significantly undermine the perceived legitimacy and integrity of state institutions.
Manipulated narratives may give rise to public accusations against the stajadtices

it has not committed, eroding institutional credibilfy)kerele Popoola et al., 2022)n

parallel, the use of fake profiles and inauthentic accounts may further damage public trust

by spreading f al sehood(Svirakbtalt, 2023)Csllectivelst, t he st
such distortions can lead citizens to perceive state actors as illegitimate, unreliable, and
untrustworthy. Over time, this erosion of trust may strain the relationship between the
government and its constituents, ultimately making effeajieeernance increasingly

difficult (Hayes, 2021; Santoveiizasal et al., 2021)

However, state actors who weapomsigsleading informatiomgainst their rivalsnay be

likened to practitioners of modeday McCarthyism using sensational falsehoods to

fabricate legitimacy and discredit oppositi@enter, 2018Pr esi dent Trumpobs
use of disinformation to strengthen his claim to the presidency may be viewed as a
modernday McCarthyist tactic for fuelling networked irrationality for political gain
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(Hayes, 2021)The digital environment amplifies the impact of disinformation far beyond
what was possible during the McCarthy dfaenter, 2018; Hayes, 2021Jhis is
supported byChmel et al. (2024)whoobservethatsocial media platforms facilitate the
circulation of content such as memes embedded with coded mesSagesnessages
often require a specific cultural or political context to decode, making them particularly
effective tools for targeted disinformation campai@fdemel et al., 2024)

3.2.2 Hate Content/Activities

Hate in social media-participation refers to the use of digital platformdaailitate the
spreadof harmful behaviour(Arora, 2022; Hayes, 2021; SantoveBasal et al., 2021)

This conductis often referred to asolling and the perpetrators are calkedlls (Arora,

2022) It is frequently directed at individuals or groups based on their identity, beliefs, or
affiliations. Hatecan propagate througiontent ananline harassmeratctivities such as
cyberbullying(Hayes, 2021; Santovefizasal et al., 20215ocial media affordancés

such aspublic commerd and like/dislike mechanisnts facilitate the spread of hate,
particularly through persistent negative feedback and hostile mesg&yinak et al.,
2023) Memes are also widely used to propagate hateful or demeaning content, often
under the guise of humour or satire, making them particularly potent vehicles for political
and social polarisatiofChmel et al., 2024 he inherently networked and viral nature of
social media accelerates the visibility and diffusion of such content, enabling its rapid
uptake and reproduction across platfo(idayes, 2021 )Ultimately, the presence of hate
undermines democratrinciples impedes constructive citizen mobilisati@andlowers
theefficacy ofdatadriven policymaking

3.2.2.1 Normative Dimension Analysis

The proliferation of hate content on social media undermines all four normative ideals
expected of state actoofessionalisnmefficiency service andengagementostile and
aggressive discourse can make it difficult for state actarpliold their professionalism

and foster positive dialogue around social issues, ultimately weakening participatory
engagemenfHayes, 2021; Santoveiizasal et al., 2021)n such environments, some
citizens may be discouraged from contributing to discussions altogether, either due to fear
of backlash or aversion to toxic online spa@®ra, 2022) Thisreduces the inclusivity

and representativeness of citizen inpAg a result, valuable perspectives may be lost,
leading to gaps in the information available for public service improvement. This can
produce inefficiencies in service design and delivery, as policy decisions become
informed by incomplete or skewed déitabafi et al., 2022)n sum, the presence of hate

on social media triggers a cascading effect. It first undermines demaamgagement
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andt hen i mpairs the stateds ability to under
citizens

3.2.2.2 Instrumental Dimension Analysis

One of the key consequences of hate on social media is the redlicephess of state

actors to engage with these platforms. It is understandable that public officials may
withdraw from digital spaces that compromise their dignity and mentabe@lh Svirak

et al. (2023highlight this dynamic in the Czech Republic, where municipal authorities
reported psychological distress due to sustained exposure to hostile and offensive
comments. One participant lamented the daily presence of hateful posts, describing them
as harmfulto both administrators and the reputation of municipal pages. Such an
environment constitutes a form of digital workplace abuse, which would be unacceptable
in any other professional setti(@virak et al., 2023Moreover,Arora (2022)documents

how, during the Nepal earthquake, citizens expressing legitimate concerns about the
government &s di saster r e s prbenreseltingvfear o s ubj e
harassment deterred many from voicing their opinions, leading to a suppression of critical
perspectives. This creates a skewed communicative environment where social media data
no longer reflects the broader public, ultimately compsimg the legitimacy of any

policy decisions derived from such défaora, 2022)

However, for state actors who deliberately weaponise hate to consolidate power and
safeguard their interests, hate can function as a strategic tool for political gain. This
dynamic is clearly illustrated iHayes (202J)wh o exami nes Presi dent D
use of enthymemes on social media to construct divisive and hateful narratives. In the

leadtup to the 202M@.S.A. presidential electiorRresidenfTrumpactively mobilised his

political base through emotionally charged langudyesident Trummften combined

misleading or factually dubious claimsth rhetoric designed to incite fear and deepen

social fragmentation. One illustrative example of this strategy can be found in a post on

Twitter (now X), wherePresident Tumpwrote

AThe 6édsuburban housewi fed wild.l be voting fc
ended the longunning program where lowncome housing would invade their
nei ghbour hood. Biden would reinstal/l it i n

(Hayes, 2021p. 22).

3.2.2.3 Descriptive Dimension Analysis

As a resultsocial media fuellettate can undermine the dignity of state actors and erode
the legitimacy of public institution@Hayes, 2021; Santoveifizasal et al., 2021)When
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di sgruntled <citizens use de,riongaaftioar,wg oloanbsedl s
Apsychopathso to attack government official
environmentSantovefidCasal et al., 2021)t is therefore unsurprising that some state

actorsmay have become increasingly reluctant to engage on social media, perceiving it

as a space that devalues both their professional roles and the institutions they represent
(Svirak et al., 2023Buchdivisive behavioumay lead to the erosion démocratic values

such as inclusivitygnd tolerance

However, state actors who use social media to spread hate against their political rivals

may gain legitimacy among their supporters, as documentetaypgs (2021)In highly

pol arised environments, aligning with the e
actor 6s perceived authenticity. Thi s al i gr
| anguage or exclusionary nar r atthesestate By ec
actorscan beviewed not only as relatable but also as defenders of a shared cause. This
dynamic enhances their stakeholder saliencenbking them appeartommited and

responsiveo key issuesffecting their basey et while this may offertsort-term political

advantages, it risks legitimising hate as an acceptable mode of political expression,
thereby erodingublic valuesover time

3.3 Overall Conceptual Model

In summary, thesystem attributes that underpin teeablers and inhibitors of social
media eparticipation do not operate inisolaion of each othéy they aredeeply
interconnectedorces As demonstrated throughout the thematic analysis, gyetem
attributesshape and reshape one another in complex, multidirectional ways. The nature
of these interrelationshipsranging from force-multiplying to attenuating can be
summariseds followsandis visually mapped i\ppendix H(Figure H.1).

3.3.1 Enablers

Social media affordancesact as the primary system attributes timdéuence allother
attributes whichenable and inhibisocial media garticipation for state actar3hey
represent all the design and functionatigcisions thamake up social media platforms

Socio-economic factors influence the ability of state actors to uphold democratic
principles, develop effective social media strategies, mobilise citizens, and conduct data
driven policymaking. Soci@conomic conditiors particularly in areas such as
education and financialresourded i r ect |y shape state actorsbo
use social media and its data for governance. These factors also determine the extent to
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which citizens can access and participate in digital spaces, thereby influencing the
effectiveness of public engagement, data representativeness, and democratic.outreach

The competence andstrategy of public authorities directly shapes the capacity of state
actors to mobilise citizens, apply dataven policymaking, counter misinformation,
disinformation, and hate, and uphold democratic principles. The digital skill level and
strategic approach adopted by public offisiaften determines whether social media is
used to foster inclusion and evidedzased governandeor misapplied in ways that
hinder participation and policy responsiveness. Moreover, the ability of stats &
effectively counter harmful content is contingent upon their level of digital literacy

Data-driven policymaking enhances the ability of state actors to uphold democratic
principles. When effectively deployed, Al techniques applied to social media data allow
governments to proactively identify public needs and formulate policies that are timely,
targeted, and groundéul citizen input

Citizen mobilisation bolsters democratic participation and contributes to richer datasets
for datadriven policymaking, but camlso facilitate the spread of misinformation,
disinformation, and hate. While mobilisation strengthens civic engagement and provides
state actors with more data to inform evidebased policymaking, it also creates
openings for malicious or misinformed actors to hijgglblic discourse, erode
institutional trust, and polarise society. Moreover, lesgale mobilisation can be used

by citizens to colletively challenge or rise up against the government

The imperative taphold democratic principles compels state actors to address socio
economic barriers to participation and mitigate hate in order to ensure adequate
representation. Additionally, transpareficg core value of democratic governadce
requires state actors to actively combat misinformadiot disinformation to preserve

the integrity of the information they provide. Upholding these principles also demands
improvements in institutional competencies, enabling state actors to better mobilise
citizens and effectively leverage dadaiven policymaking

3.3.2 Inhibitors

Disinformation and misinformation can fuel hate against state actors, diminish their
ability to mobilise citizens, compromise dataven policymaking, and ultimately erode
democratic governance. When such content infiltrates datasets used by Al systems, it
distorts the evidence base andds to misaligned or misguided policy interventions.
Moreover, misleadingontentcan heighten societal tensions and incite hostility toward
public institutions, further weakening the foundations of democratic society
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Hate content/activitiesimpede citizen mobilisation, distort policymaking processes, and

di mini sh the stateds ability to uphold der
discourage digital engagement, and skew the representativeness of social media data.
Ultimately, this compomisesthe effectiveness of governance efforts

3.4 Hypotheses

Utilising the preceding analysis of literature, thisesis proposed threeworking
hypothesed each corresponding tme of thaesearch questiapresented ilChapter 1

The use of working hypothes allowed for flexibility, wheran the following initial
theorieswere generateefore beingefined throughthe research proce¢Barroga &
Matanguihan, 2022)These working hypotheses were refined through stmctured
interviews with five state actors, using the questionnairdppendix | In parallel,
structured observations of the social media pages of eleven state institutions were
conducted using the templateAppendix J

3.4.1 Hypothesis 1

The system attributes that enable social megparécipation in Kenya will align with

those identified in the literature. However, their perceived enabling effects, as understood
by state actors, may be shaped by the Kenyan cohlteddition, the way in which social
media affordances exert influence may evolve over tirhes evolution is driven by the

Red Queen Effect, which compels platform providers to continuously innovate in order
to maintain their market positiqivoelpel et al., 2005)

3.4.2 Hypothesis 2

The system attributes thathibit social media garticipation in Kenya will align with
those identified in the literature. However, their perceivedibiting effects, as
understood by state actors, may be shaped by the Kenyan context

3.4.3 Hypothesis3

The interactions between system attributes uyndeing enabling and inhibiting
perceptionsvi t hi n Ke ny a émarticpationi lamdscapwd tesembleethose
observed in the literaturédowever, these interactions may be shaped by contextual
factors specific to Kenya and by the evolving nature of social media affordances over
time.
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4 Empi rHicnadi ngs and Anal ysi s

The analysis of the empirical finding&gpendk K and Appendix L) based on the
methodology set out ilChapter 2confirmed the existence of six enablers and two

inhibitors of social media-participation for state actors identified in the literature review.

It also provided contextual insights into their manifestation within the Kenyan setting.
Moreover, the intenaw data AppendixK) revealed an additional thensecurity, which

was subsequently corroborated through the observation daiperfdix L). An
assessment of theoretical saturation is provided at the end of this chapter, based on the
completeness of thematic development and the coherence of the overall conceptual
model

4.1 Enablers

4.1.1 Social Media Platform Affordances

All i ntervieweessuggestd that Kenyan state actors actively engage a range of social
media affordances to suppdheir governance activitieand initiatives For instance,
Interviewee 4 referencexttivitied such as reaime hackathons, live audio discussions,
and the dissemination of timely updaiesarried out by their institution through the use

of social medideatures These accounts wecerroboratedby structured observation data
from X (formerly Twitter) and Facebook. All sampled institutions posted images; several
incorporated videos and livestreamsjltiple had obtainederification badges; and most
employed hashtags or tagged other official accounts

However, tservation data also appeared to indicate the presence of algorithmic filtering
on both platformsSome sharply worded replies were systematically hidden from public
view, even after visibility settings were adjusiesuggesting potential automated
moderatiorwhich may have impacted participation dynamkktformspecific content
differences were also notéetweenFacebook and Xracebook tended to foster a more
moderated environment, whereas X accommodated a broader spectrum of content,
including posts that leaned into divisive rhetofiibis may in part ba resulof the greater
anonymity afforded by Xo its userss seen from the lomumber of users who appeared

to be using theirealworld identities

Evidence from observationsalso indicated the presence of additional platform
affordances beyond moderation behavioXsappeared to offer a silver verification
badge exclusive to governmaeatfiliated users. Facebook, by contrast, provided its own
type of verification badge, which may not have been unique to state institutions, as well
as event promotion tools. Obselgatdata also indicated that X gave citizens access to
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Artificial Intelligence (Al) tools such as Grok and Perplexity. These tools appeared to be
usedby citizensto examine and summarise government @ostsch aghepress releases
made by thé&lationalSecurityOrganon theiraccountPotentialAl-generated imagand
memeghat appeared to ridicuktate actors @realso observed in the commesgctions

of several government accoudtor instance, those of tidationalExecutive. However,

it remains speculative whether such content originated directly@ak and Perplexity

or other Al tools such &hatGPT Citizens also employed the Community Notes feature
on X to annotate or contest government narratives, particulatlyedwational Security
Orgard account

Overall, social media affordances collectively appearatbéplyshape thesocial media
e-participation dynamicgn particular, they seemed to constitute the foundational system
attributes from which all other enabling and inhibiting attributes emerged

4.1.1.1 Normative Dimension Analysis

The enabling factor of social media affordances intersects with all four normative ideals:
service efficiency engagementandprofessionalismAll interview findings suggest that
social media promotes professionalism. It does so by enhancing transparency and
accountability, primarily through the publaissemination of institutional information
Structured observation data across all institutions corroborated this pattern, showing that
sampled institutions used social media to communicate updates about their activities and
to address matters of public concern. However, posting frequency ardaitifmn quality

varied. For example, institutions such as the Judiciary posted frequently and in detail,
while others, such as tHamall State Corporation, posted sporadicalind potentially
disseminated inaccumtnformation

In terms of efficiency, all interviewees emphasised the rapid and extensive reach of social
media. Interviewees 3 and 4 further highlighted its appeal to younger demogiaphics
particular Observation data supports this by noting the presence of slangdterms
potentially associated with Kenyan yoétim the comments of nearly all institutional
accounts

Beyond dissemination, social media was also identified as a tool for public engagement.
Interviewee 5 described twway communication mechanisms used to gather citizen
feedback on policies, budgets, and financial decisions. This aligns with observation dat
which recorded the use of tools such as social media polls hytgeStateCorporation

to solicit public inputHowever, most posts from all institutions appeared to be framed
as oneway announcements rather than dialogic exchanges
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For service delivery,axial media waslsodescribed as a platform fassistingcitizers,

such adhelping themaccessaind understand theomplaintfiling processesas illustrated

by Interviewee 3. Some institutiahssuch as the Judiciadyappeared to readily respond

to citizens asking for help in the comments. This suggests that some institutions may be
providing services directly through social media. However, mespeness across the
observed institutions was inconsistent. It tawughnot be excludethat some responses
were sent via private messaging to preserve citizen pri\zetya Protection Act, 2019)

4.1.1.2 Instrumental Dimension Analysis

Interview findings revealed that state actors strategically leveraged social media
affordances to improve public communication. All interviewees described the successful
use of social media to provide information to citizens and stakeholders. Intervigwee 1
example, noted that it had replaced fax machines for official government communication.
Structured observation data corroborated this pattern, showing that all institutions
primarily used social media as a channel for disseminating informatigendtrally
appeared that the gaadross all state institutiomgs to sensitise the commigtwananchi
(citizen) rather than to create space for dialogic exchange

Although Interviewee 5 expressed a desire to engage the public actively and foster a sense
of inclusion, observation data revealed little evidence that such interactive engagement
was taking place in practice. The reluctance of state actors to fully eerdwraial media
engagement may be attributed to several key factors. First, X (formerly Twitter) was often
observed to host numerous accounts using pseudonyms and unaffiliated profile images,
making it difficult for institutions to verify the identities osers commenting beneath
official posts. By contrast, Facebook users more commonly displayed what appeared to
be their real names, and their profile pictures often resembled their actual identities.
Second, content moderation on X was consistently momigge. Several commenters
posted strongly worded, hostile, and sometimes threatening messages. Notably, one
account belonging to a higlanking Judicial State Actor, reposted by the Judiciary
account under observation, had its comment section lockexViéw of thasstatea ct or 6 s
post history suggested that the decision followed sustained exposure to abusive
commentary, including attacks targeting their innate characteristics. Third, users
frequently made unverified claims without supporting evidence. This was particularly
observed on higlengagement accounts, such as those belonging td\#tienal
Executived possibly due to their broader reach. These dynamics may have complicated
efforts to assess the credibility of public input for policymakiGgllecively, they
contributed to an environment that state actors likely perceived as hostile anddchaotic
one that was, therefore, ungovernable
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4.1.1.3 Descriptive Dimension Analysis

Social media affordances have generally supported the legitimacy of state actors by
enabling them to respond quickly and with urgency to a wide audience. All interview
findings suggested that state institutions used social media to demonstrate transparency
and accountability by providing retime information about their initiatives. This was
corroborated by observation data, whigppeared toshow that the public actively
consumed and reacted to such information across all observed state instituticals. Soci
media also allowed state actors to partner with the public in addréssimgsues such

as corruption, as illustrated by Interviewee 3. This was reflected in observations, where
citizens consistently engaged with posts on national challenges like corruption,
particularly on Judiciary accounts. Additionally, Interviewee 2 repottet their
institution used social media to issue timely press statements to dispel rumours and protect
its reputationThis was also reflected in thergeStateCCorporatiord accouns.

Nonetheless, social media affordances have also weakened the legitimacy of some state
actors byaiding in reputational damage. Specifically, social media users disseminated
information that appeared to question the credibility of the state institutions under focus.
This concern was raised by all interviewees, who suggested that coantsives
circulatingon social media had harmed the reputation of their respective organisations.
Structured observation data supports these claims, showing that comrireqigestly

posted alternative narratives in response to official content. In some cases, users
employed memes and other visual content to discredit government messaging. This was
observed across many accounts, but especially onemghgement ones such the
NationalE x e ¢ u &ccouns. Blatably, some users were also observed using Aldools

such as Grok and Perplexdtyto challenge and faatheck institutional claims in real time.

This too was most common on highgagement accounts. Furthermore, thé&oXr{erly

Twitter) account of th&lationalSecurity Organ was communitpoted twice on its press
releases. In both instances, commenters used the feature-tolfaetc k t he i nst it
claims by referencing alternative narratives they regarded as more credible.

4.1.2 Sociceconomic Factors

Interview findings revealed that, depending on context, social media could either alleviate
or intensify existing soci@conomic barriersOn the citizen side, Interviewees 2 and 3
identified several structural constrainssich adimited digital skills and inadequate or
unaffordable infrastructure. Interviewee 3 also uniquely highlighted insufficient English
proficiency as a barrielhese factors collectively contribute to a persistent digital divide,
limiting meaningful participation to specific poputat segments. This divide was also
evident in the observation data, where all state institutions published content almost
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exclusively i n Engl i sh, despite Kenyaods
languages(The Republic of Kenya, 2010Dn the government side, Interviewee 3
highlighted challenges in institutional digital literacy, particularly among older state
actors who had limited exposure to social media technologies. Resource co@straints
especially in branch officéswere also notedsalimiting the frequency and quality of
online engagement. This was corroborated by structured observations: larger, better
resourced institutions such as the Judiciary posted more regularly and employed a wider
range of content formats, including videmsd infographics. Collectively, these sacio
economic factors shape the capacity of state actors to uphold democratic principles,
demonstrate institutional competence, implement -daten policymaking, and
mobilise citizens through social media

4.1.2.1 Normative Dimension Analysis

The socieeconomic realities surrounding state actors significantly influence their ability
to effectively leverage social media for communication and service delivery. These
realities consequently impact all four normative ideg@fessionalism efficiency
service andengagementRegarding professionalism, state actors primarily use social
media to demonstrate transparency and disseminate institutional infordnatjosttern
confirmed across all interview and structured observation data. However, their heavy
reliance on Englisttanguage communication may exclude certain segments of the
population, as highlighted by Interviewee & tructured observations othe
ConstitutionallyindependenOf f i ceb6s soci al medi a accounts
explicitly requested bilingual commuiaiton. Notably, when the Judiciary posted
Swahili-language contentt received highly positive resporssén terms of efficiency,

digital literacy gaps compel institutions such as the one represented by Interviewee 2 to
supplement their communication efforts with traditional methedsh asbulk SMS$

(short messaging serviéesot to be confused with social mediased systems), in order

to reach users unable to navigate social media platfdriese soci@conomic barriers

also undermine service and engagnt, as digitally marginalised citizens are unable to
use social media to seek assistance or interact meaningfully with public institutions. At
the same time, state actors facing similar consti@iatech as limited digital skills or
inadequate resourcidgstruggle to respond effectively or maintain meaningful
engagement online. These limitations were underscored by Interviewee 3

4.1.2.2 Instrumental Dimension Analysis

The presence of socEconomic factors has compelled state actors to adapt their social
media strategies to reach disconnected citizens. Interviewee 2, for instance, mentioned
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the use of WhatsApp Business to engage stakeholders more familiar with simpler
platforms. This approach aligns with a combined media strategy referenced by
Interviewee 5, who described it as a way to overcome-smuoomic barriers and expand
audience rezh. Furthermore, the institution represented by Interviewee 4 is undertaking
initiatives to improve access to digital devices and expand infrastructure in underserved

areas. Thi s ef fort corresponds wi t h I nter

affordable and reliable internet infrastructure as a means of closing the digital
participation gap. In parallel, the provision of training for state actors in social media
useé referenced by all interviewegds expected to improve the overall quality of
institutional content. Although a noticeable disparity in output remains between well
resourced and undeesourced institutions (e.gcounty Executive accounts versus
National Executive accounts), both interview and observation data suggest that
improvements are wierway. Earlier posts from many institutions, such a éngeState
Corporation, tended to be less structured, while more recent content reflects growing
competence in formatting and messaging. These developments indicate a slow but
del i berate strengt heni nggower vigsdtialmadiaat e 6 s

Nonetheless, the presence of semimnomic factors has more often hindered the ability

of state actors to use social media to effectively reach a broader audience. Limited digital
skills and resource constraints within some state institutions posecaghithallenges.
These issues were raised by Interviewee 3 and are reflected in the varying quality of
content across observed institutions. Social media accounts managed by larger, well
resourced institutions such as the National Executive generallyqaaadoore polished

and structured content. In contrast, accounts operated by smaller;resui@ced
institution® such asCounty Executive® published less frequently and relied on more
basic formats. These disparities underline the advantage held by institutions that can
invest in tools, infrastructure, and staff training. Simultaneously, the digital divildie

society constrains the reach of stgemerated content. Interviewee 3 noted that the
primary audience tends to consist of urban, formally educated, and-restiarced
citizens. Bluecollar workers, by contrast, often lack both the time and digkdls
necessary for meaningful social media engagement. This is supported by observation
data, which show that citizens with limited English proficiency face substantial barriers.
Almost all content posted by the observed state institutions was irskngli

4.1.2.3 Descriptive Dimension Analysis

The steps taken by state actors to mitigate secamomic barriers contribute to increased
legitimacy by demonstrating urgency and responsiveness in addressing structural
challenges. Socieconomic conditions often hinder the ability of state actorsdcosial

ef f
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media effectively to inform the public. Infrastructure upgrades and device provision
initiatives, as referenced by Interviewee 4, reinforce the image of a state committed to
inclusivity. Rigorous training efforts highlighted by all intervieweésfurther
strengthen perceptions of the stateds comp
capacity of state actors to engage the public within the limits of prevailing circumstances
Collectively, these measures support the perception of professionalism arlrifelge

the stateds overall credibility. I n partic
quality of institutional messaging and reduces the risk of unintended digital missteps

such as accidental disclosures that could harm the nation, as ndteerbewee 1. This

increased competence further enhances the credibility of official accounts. For example,

a fake page mimickinghe UrbanCounty Executive account under observation on

Facebook revealed itself through inconsistencies in tone, sucé asetof overly casual

language

However, when state actors fail to address secmmomic barriers effectively, they risk
diminishing their legitimacy by appearing exclusionary. This concern is particularly
evident in the continued reliance on English as the primary language for ofticial

media posts. Interviewee 3, along with structured observations of multiple state institution
accounts such as the Judiciary, indicated that the use of English creates barriers for
segments of the population. Nevertheless, the government has ptadads language
practices to reflect this reality. This disconnect may foster the perception that the state is
indifferent to inclusivity concerns. Additionally, younger audiences are increasingly
reliant on social media, as noted by Interviewees 3 arflsfate actors are unable to
match the level of digital fluency expected by this demographic, there is a heightened risk
of alienating younger citizens from government institutions

4.1.3 Competence and Strategies of Public Authorities

All interviewees referenced the use of structured training within their organisations to
build familiarity with social media as anparticipation tool. Interviewees 1 and 2 also
described the development of internal guidelines intended to clarify theldoes of
institutional social media use. However, Interviewees 1 and 3 noted that these guidelines
may be limited in scope. In addition to formal training, Interviewee 5 highlighted the use
of knowledgesharing mechanisms to support ongoing learning amstaffj citing peer

to-peer workshops as one such initiative. Structured observation data support these
insights, showing that state institutions have improved their messaging practices over
time. In particular, mardy such as thd.arge State Corporatiord have become more
attuned to leveraging social media affordances, including videos and live streams, to
enhance content delivery. Collectively, these capdmitiding efforts strengthen the
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ability of public authorities to uphold democratic principles and mobilise citizens for
participatory governance. They also enhance institutional capacity to counter
misinformation, disinformation, and hate; promote security; and harness data analytics in
policymaking

4.1.3.1 Normative Dimension Analysis

Normatively, public authorities are expected to possess sufficient competence and
strategic awareness to realise the full governance potential of social media. The
competence and strategies deployed in social meplateipation shape the ability of

stak actors to uphold the four normative idealguadfessionalismefficiency service
andengagemenProfessionalism is reinforced when state actors develop the digital skills
necessary to communicate public information responsibly. This expectatioefleated

across all interviews and supported by observation data, which showellitistitutions
appeared to at least attemptdevelop a coherent communication styompetence
likewise underpins botkefficiency and service delivery, as wélained staff are better
equipped to respond to public concerns in a timely, clear, and consistent manner, as
highlighted by Interviewees 2, 3, 4, and 5. In relation to engagement, Interviewee 5
emphasised the impance of establishingtwo-way communication with citizens.
Structured training programmes and the internal guidelines referenced by all interviewees
could play a crucial role in supporting this objective

4.1.3.2 Instrumental Dimension Analysis

The upskilling of state actors plays a crucial role in strengthening operational security, as
highlighted by Interviewee 1. With increased competence in social media use, state
officials are better equipped to safeguard sensitive information while comglueti
participation. Interviewee 2 also emphasised that digital competence is essential for
managing crises that may arise through social media. This is particularly relevant in
incidents triggered by misleading information, which can undermine institutiona
integrity. Structured trainimje speci ally when aligned with
enables state actors to respond strategically to such threats. Observation data suggest that
crisis management training may have contributed to the ability of estabingtgutions,

such as the National Security Organ, to issue rapid and authoritative respornsgs

critical incidents

Beyond crisis management, Interviewees 1, 2, and 3 also emphasised the importance of
well-developed social media guidelines. The limited scope of existing guidelases

noted by Interviewees 1 and 3nay help explain why the dialogical communication
descriled by Interviewee 5 remains underdeveloped. While state actors frequently face

a
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abuse on social mediaas suggested acroafmostall interviews and observatiois

clear engagement protocols could help guide them in managing such situations
constructively. At present, observation data suggest that dialogical engagement remains
limited. Across all observed accounts, institutional communicatidargely framed as
onedirectional announcements

4.1.3.3 Descriptive Dimension Analysis

When state actors possess strong social media skills, they are better positioned to assert
their legitimacy and communicate authority through their digital presence. Crisis
management competence, in particular, plays a key role in protecting institutional
reputation. This was evident in the observation data, where larger instidusach as

the Judiciarg more consistently responded promptly to controversies involving them.
Additionally, Interviewee 2 highlighted the importance of digital competence for the
effective management of official social media pages. This was reflected in the more
polished online presence of natiohabel institutions, such as the National Executive
accounts, many of which maintain sleek, professional profiles and verificatioesadg
The visual and structural quality of these accounts contributes to a perception of
credibility and institutional authorify standing in contrast to resoufrcenstrained
counterparts such as the CouBecutiveaccounts

Conversely, when state actors lack sufficient social media skills, their actions may
inadvertently undermine both their legitimacy and institutional reputation. One
significant risk is the accidental leakage of sensitive information on social media, as
previously discussedSuch 1 ncidents have the potenti al
interests and public credibilityDbservations of what appeared to be exposed personal
information about state actors in the comment sections of official pageh as those

belonging to the National Executd&eunderscore this concerifhese incidents place

state actors in a vulnerable position, compromising their ability to carry out duties with
authority due to heightened security risks. Moreover, as inferred from Interviewee 2,

' i mited digital c 0 mp et étyntoc teermardine diblogmedTdis st at €
may help explain why many institutiahsexcept a few such as the Judicé@anyere

observed to avoid engaging in their comment sections. Their abseagehave

contibuted to increased negativity, allowing the discourse to deteriorate unchecked

4.1.4 Citizen Mobilisation

All interviewees emphasised the importance of cultivating citizen support as an essential
pillar of effective governance, highlighting the need to actively engage citizens in
governance processes. This perspectli ve 1is
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framework, which mandatepublic participation in governanéea point raised by
Interviewee 3The Republic of Kenya, 2010pbservation data reinforces these insights,
showing that many institutiodssuch as the County Legislature accoéntsgularly
posted announcements inviting citizens to participate in public forums. Institutions like
the National Security Organ also demoatgd responsiveness to widespread public
outcry on key issues, particularly where collective citizen concerns were voiced. Overall,
social mediadriven mobilisation has the potential to strengthen democratic participation
and inform datadriven policymakng. However, it also carries significant risks by
amplifying misinformation, disinformation, and hatdated content, which can, in turn,
exacerbate security vulnerabilities

4.1.4.1 Normative Dimension Analysis

From a normative perspective, state actors primarily sought to leverage citizen
mobilisation on social media to enhance public engagement and promote governance
initiatives more efficiently. These practices align closely with the normative ideals of
engagemenand efficiency Regarding engagement, Interviewees 3 and 5 emphasised
their intent to ensure that citizens perceived themselves as active participants in
governance processes. This finding is corroborated by observation data, which showed
that many ste institutiond such as the Judiciadyoftenpromoted public participation
events through their social media channels. JdrgeState Corporation also used social
media to engage directly with citizens and collect their views. Concerning efficiency, all
interviewees consistently highlighted how social media facilitates the rapid and cost
effective dissemination of information. When comdarwith traditional medi& as noted

by Interviewee B it could beseen asa flexible and accessible mobilisation tool.
Ob<ervation data supported this view, showing that platforms such as Facebook and X
(formerly Twitter) were freely accessible for basic services

4.1.4.2 Instrumental Dimension Analysis

State actors in Kenya have adopted social media as a tactical tool to mobilise citizens in
support of various institutional objectives. Interviewee 1 noted its use in advertising
public sector job openings. This strategy aligns with the high uptake tdlgtatforms

among younger demographics, as observed by Interviewees 3 and 4. Social media has
also been employed for state event mobilisation. During the visit of King Charles, for
instance, it played a role in public outreach, as illustrated by Intezeid. Beyond event
management, Interviewee 3 described the use of hashtags during participation campaigns
to foster a sense of policy ownership. Observation data confirms that many insitutions
such as the Large State Corporafiamsed hashtags, taggingdareposting practices to
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enhance visibility and extend reach. Moreover, most institidieush as the County
Legislatured posted invitations to public participation forums, while otBessich as the
National Executiv@ provided live streams to facilitate public engagement. The Large
State Corporation also interacted with highower Kenyan accounts to boost exposure.
However, some of these affiliated accounts featured messaging that could be considered
controversial

Despite these strategic benefits, social media mobilisation can also expose state actors to
the risk of coordinated uprisings. The Generation Z (Gele@ protests referenced by
Interviewee 4 demonstrated the capacity of social media to enablestaige
mobilisation against the governmertiistorical (2024) observation data from the
National Executive accounts, for example, showed that the protests were driven by public
perceptions of ovetaxation linked to the Finance Bill, 2024. During this period,
coordinated use of protest hashtags andyémerated imageand memewererecorded
across Facebook and X (formerly Twitter), with most activity directed at the National
Executive and National Security Organ accounts. Tagpeared to ba notable surge in
negativd and at times hostifecomments under official state institution posts
particularly on X The digital footprints of Gen Z weepparentwith their strategic grasp

of social media dynamics clearly evident, as hinted at by Interviewee 3

4.1.4.3 Descriptive Dimension Analysis

When citizen mobilisation proceeds as intended, state actors can enhance their legitimacy
by fostering a sense of inclusion in governance. Interviewee 3 highlighted the strategic
use of hashtags to encourage public ownership during participation campeigns.
approach aligns with the spirit of the Constitution of Kenya (CoK), which mandates
public consultation in governand@he Republic of Kenya, 2010Dbservation data
further supports this insight, with many state institutibssich as the County
Legislaturesd actively promogd participatory initiatives through their social media
channels. Activity around these posts indicatpdtentially meaningful citizen
engagement and a positive reception of the opportunity to participate

However, when state actors face collective backlash on social media, their reputation
and thus perceived legitima&ycan be significantly undermined. The previously
discussed Gen-ld protests against the Finance Bill, 2024, placed the government under
intense public pressur@bservation data from comments under National Executive and
National Security Organ posts suggested that the effects of the online campaign extended
beyond national border§his potentially placed the government in a difficult public
relations position with respect to its international democratic image. Sustained online
mobilisation during this period may have contributed to observable shifts in policy
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positions that appeared to reflect a response to public pressure, based on data from the
National Executive accounts. Moreover, Interviewee 2 highlighted concerns about the
reputational harm caused by disinformation campaigns. For instance, Interviewee 4
recounted how | egitimate devel opment project
by segments of the population. Interviewees 2 and 3 also suggested that some
disinformation efforts may have been orchestrated by groups with vested interests. These
concerns were corroborated by observation data, which showed multiple instances of
unsubstantiated allegations in the comment sections ofémghgement accounts such

as the Judiciary. Certain segments of the online population appeared to portray state
actaso particularly those within the National Executive, Judiciary, and National Security
Organg as corrupt or incompetent, often without presenting supporting evidence

4.1.5 Data-Driven Policymaking

As noted by Interviewee 1, datliven policymaking in Kenya remains in its early stages.
Only Interviewee 2 referenced the use of advanced walh as sentiment analysis.
Others, such as Interviewee 4, indicated that their institutions rely on more basic
method$ for instance, platforaprovided dashboards. All interviewees also highlighted
the need for further development in social media traifdmgstate actors, suggesting a
broader institutional capacity gap in leveraging digital platforms effectivety
governance. This skill gap is also reflected in the observation Matay institutional
accountd such as those of the Judici@ryvere unable to convert their large followings
into sustained engagemempiptentially limiting their ability to generate usable social
media dataMost engagement occurred in short bursts during contentious psuicuas
the Gen Z protests Nevertheless, the lorlgrm implementation of dat@driven
policymaking holds the potential to uphold democratic principles by aligniibdjcpu
policy more closely with citizen expectations

4.1.5.1 Normative Dimension Analysis

Public authorities aiming to expand their use of social meulgorted datdriven
policymaking could benefit from foresighthis practice aligns with both thedficiency
andservicenormativeideak. In relation to efficiency, proactively aligning institutional
goals with public needs helps reduce resource wastage. Interviewee 2, whose institution
had adopted sentiment analysis tools, explained that these tools enabled them to identify
and address stakolder concerns before they escalatéts may havédelped avoidhe

need to deploy more expensive public relations operations@servation data further
underscored the value of timely responsiveness. It showed that when institutions such as
the National Security Organ were slow to react to public concernswieymet with
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increasing backlash in comment sectioRegarding the service ideal, dalaven
policymaking helps ensure that institutional decisions are more closely aligned with the
public good. Interviewees 3 and 5 suggested that social media insights were increasingly
used to inform decisiemaking proesseson key matters such as budgetirguch
processedirectly impact the quality and availability of public services

4.1.5.2 Instrumental Dimension Analysis

When state actors in Kenya have access to advanced data analytics tools, they are better
positioned to proactively manage <crises.
actively monitored public perceptions of its brand and initiatives using semtanalysis,

enabling it to respond to emerging challenges before they escalated. Interviewees 3, 4,
and 5 also acknowledged the benefits of monitoring social media activity. While they
lacked access to advanced tools, they reported being able to retnagdab public
expectations during governance processes. Notably, Interviewee 3 mentioned that social
media data introduced new perspectives into some institutional degisiing. These

insights align with observation data, which showed that statéuin@tisy such as the
Judiciany® were responsive to substantial public outcry on social media. When public
demands were persistent, state actors generally took visible steps to address concerns and
mitigate tensions. This suggests that even in the absermd#vahced analytics, state
actors are actively monitoring social media using the tools available to them

However, st at e -diventpaicysakingumust becadrefullyanareaged to
remain compliant with legal frameworks. As noted by all interviewees, Kenya has laws
that must be strictly followed when processing social media data. The most significant
law in this regard is the Data Protection Act, 2019, which safeguards personal data, as
emphasised by Interviewee 3. This regulatory context may explain why Interviewee 1
highlighted the significant bureaucratic hurdles involved in acquiringpddered
andytics tools. Institutions may be cautious about investing in expensive technologies
that could inadvertently expose them to legal challenges or public controversy.
Furthermore, all interviewees expressed concerns about the prevalence of misleading
informaion circulating on social media. They acknowledged that inadvertently
incorporating such information into policymaking could lead to serious consequences.
The need for further social media traindn@ighlighted by all intervieweés also raises

the risk thastate actors may struggle to distinguish credible evidence from unsupported
claims. This concern was substantiated by observation data, which showed frequent
instances of unverified allegations about governance practices appearing in comment
sections of mstitutional accountssuch asthe Judiciary. Determining which claims
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warrant investigation is often challenging; yet attempting to respond to every claim could
result in an inefficient use of limited institutional resources

4.1.5.3 Descriptive Dimension Analysis

When state actors have the capacity to utilise social rseghported datdriven
policymaking, they are better positioned to respond to citizen needs with greater urgency.
This, in turn, contributes to their perceived legitimacy. Advanced data anabdise3 t

such as sentiment analysis softvéafacilitate the early detection of emerging trends and
public concerns, enabling proactive institutional responses. Such responsiveness
strengthens perceptions of attentiveness and accountability. More broadljieinées

3, 4, and 5 emphasised the importance of aligning governance practices with public
expectations. When citizens feel that their interests are acknowledgethaidyemore

likely to support statéed initiatives. These insights align with observation data, which
showed that public discontent on accounts such as the National Executive tended to
decline when institutions addressed previously raised concerns. In sacitasstvisible
alignment between institutional responses and citeegrectationsappeared to pacify
tensions and reinforce state credibility

Conversely, when state actors lack the capacity to effectively utiliseddeaés
policymaking, they risk undermining their institutional reputation. This can occur through
mistakenly relying on misleading information, which may damage their perceived
conpetence and, by extension, their legitimacy. As previously noted, all interviewees
expressed concerns about the prevalence of misleadinigntcirculating on social
media. Additionally, the training gaps highlighted the samenterviewees place state
actors at a disadvantage when attempting to assess the credibility of social media data.
The convergence of these two challenges increases the risk that unreliable information
could be incorporated into governance processes, potentially leading to pubkic ou
Observation data provided clear evidence of unverifiable claims circulating within the
comment sections of institutional pages suc
to infer that state actors without-tgdate training may inadverteptbase decisions on
inaccurate data. Moreover, if state actors fail to comply with the relevant legal
framework® such as those referenced by Interview@dt®y may face legal challenges.
Implementing social media analytics without adherence to data pootexiligations
increases the risk of litigation and reputational harm. Observation data from accounts
such as the National Executive indicated that state actors are regularly subjected to
unsubstantiated accusations on social media. Failure to exer@seadtion could
inadvertently reinforce such narratives, further damaging institutional credibility



63

4.1.6 Upholding Democratic Principles

Upholding democratic principlésparticularly transparency, accountability, and
inclusive decisiormaking emerged as a key motivation behind the use of social media
for e-participation. This pattern waapparentacross all interview responses and
observations. These principles are constitutionally grounded, as noted by Interviewee 3,
and widely regarded by public officers as essential to legitimising governance, as
confirmed by Interviewees 3 and Gbservation datauggestedhat institutions such as
theNational and County_egislatures use social media to foster openness and encourage
public engagementThis wasreflected inthe announcements, official updates, and
procedural transparencgn display Beyond guiding ethical conduct, democratic
principles also function as a practical force shaping institutional behaasonferred

from Interviewee 3 They compel state actors to address secanomic barriers and
respond to threats such as misinformation, disinformation, hate speech, and emerging
security risks. Concurrentlyhese principles drive improvements in citizen mobilisation,
institutional competence, and the strategic use of social meditfodgtavernance

4.1.6.1 Normative Dimension Analysis

From a normative perspective, social medigagicipation offers public authorities a
useful avenue for upholding democratic principles. It encouragdssive citizen
engagement, more efficient communication processes, and greater transparency and
accountability. This aligns with the normative idealpaifessionalismefficiency and
engagementhat guide public service delivery. In terms of professionalism, state actors
are expected to operate with transparency and accountability. The Constitution of
Kenya) partially referenced bynterviewee 8 affirms the expectation of a reasonably
open and accountable governmgrtie Republic of Kenya, 2010)his expectation was
reflectedin the observation data, which showed that institutisash as the Judiciary
regularly used social media to provide updates on institutional activities. Efficiency
relates to the timely and cesffective delivery of government communicatiohll
interviewees highlighted that social media enablestim®a& communication and swift
responses to public concerns. This was supported by observation data shansogne
institutiors such as the Judiciargplied to public queries on social media platforms.
Engagement, as a normative ideal, requires the active inclusion of citizens in governance.
Interviewee ZFxplicitly referenced this principle in relation to constitutional obligations
(CoK Article 10) Observation data suggests that social media was used to invite citizens
to engagement activities with state institutidnsarticularly, by the County Legislatures
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4.1.6.2 Instrumental Dimension Analysis

Social media usage by state actors contributes significantly to institutional transparency
and accountability. This is achieved by increasing public visibility and enabling the
routine dissemination of informatiomterviewee lhighlighted the traceability of social
media posts. They noted that citizens can screenshot and archive institutional
communications for future referen@nhanang institutional credibility. It reinforces the
public's ability to verify claims and hold institutions to accounterviewee 2 also
explained that their institution publishes board meeting decisinisecial media. This
ensures that all relevant stakeholders remain informed and helps counter false narratives.
More broadly, all interviewees emphasised that social media allows institutions to
communicate key information that the public is entitled toeikex This supports
procedural integrity and reduces informational asymmetries. These perspectives are
supported by observation data. State institutguth as the Judicharegularly posted
updates aboutheir initiatives. However, the frequency of such updates varied across
institutions. Those with greater operational capasitgh as the National Executive
tended to maintain momdnsistentommunication routinedhis reflectdntervieve e 3 0 s
suggedgbn that institutional transparencyay beshaped by internal resource availability

Despite the institutional benefits of increased transparency, the use of social media to
uphold democratic principles presents several risks for state adtbrsterviewees
raised concerns about the distortion of official narratives, warning that institutional
messaging can be misinterpreted or manipulated omhitegviewee 2, for examplapted

that institutional information may be taken out of context and rapidly disseminated. This
can amplify the impact of even minor miscommunication. These conegerasupported

by observation data, which documented instances of commemiges the posts dhe
National Security Orgaulisputing official statements without citing credible sources.
This probablycreated confusion and made it more difficult for institutions to maintain
narrative control. Additionallylinterviewee lwarned that poorly managed transparency
can lead to the unintended disclosure of sensitive or restricted information. The absence
of sufficient internal protocols and guidelines, as referengenhterviewees 1 and 3

makes this risk crediblé®bservation data from National Executive accounts indicated
that persnal information of state actors may have been exposed through probahle leaks
This could have created direct security and operational risks for the individuals concerned
and the state institutions they represent

4.1.6.3 Descriptive Dimension Analysis

When state actors display accountability and transparency through social media, they can
strengthen their perceived legitimadyl i nterviewees emphasised the importance of
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maintaining a positive public image by appearing open and communicative. They
acknowledged that citizens expect to be informed about what their government is doing.
Observation data such as from th€ounty Legislature accoundsalso revealed that
citizens frequently demanded transparency from state institutnsstanceequesing
live-streamed legislative sessions. When such transparency was provided, citizens tended
to respond positively in the comment sections, particularly when they agreed with the
policy direction taken

However, when state actors do not actively strive to uphold accountability and
transparency through social media, room is left for the public to question their legitimacy.
Interviewee Zmphasised the importance of making sure their side of the story is always
available. Yetall interviewees also noted that misinformation and disinformation can
undermine such efforts. Asterviewee Ssuggestedfalse information can build distrust
that escalates into hostile behaviour from citizens. This dynamic wasteefla the
observation data, which showed that institutébissich as the Judiciadythat responded
quickly to criticism were sometimes more successful in mitigating backlash. Their efforts
were howevernot always sufficient to reverse entrenched negative sentiment stemming
from theunsubstantiated narrativésat flooded their comment sections

At the same time, active disclosure by state authorities may still harm their perceived
legitimacy. In some cases, users on X (formerly Twitter) utilised Community dates

t he National Secur todsgredieqm ahesk anngiationsnsy mote | e a s e
reflect objective assessments, but rather those that resonated with public sentiment. This
scenario presents a uniquely difficult situation for state actors. It is further complicated
by the rise of citizens usirij tools such a&rok to critique gvernment communications

as seen, for example, on the National Executive accoliise Al tooldend tooperate

as black boxes, running on data and algorithmsntlagtbeonly accessible to the private
companies that develop them. As a result, their outputs may reflect embedded
assumptions or optimisation goals that do not necessarily align with public\ssoEs

This lack of transparency can further complicate the credibility of institutions that are
subjected to Abased scrutinthat may wrongly degitimise their efforts

4.2 Inhibitors

4.2.1 Disinformation and Misinformation

All interviewees highlighted the widespread presence of disinformation and
misinformation on social medié. appeared to bthe most serious challengegarding
social media-participation. This concern was substantiatedliyost all theobservation
data.The logs revealed instan€esuch as unverified claims, misleading narratives, and
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potentially fake Algenerated contediton pages like those belonging to the Judiciary

Di sinformation and misinformation weaken
principles. They disrupt citizen mobilisation and undermine the integrity ofciiatan
policymaking. In addition, the circulation of falsehoods contributes to the pedide of

hate content, which in turn escalates insecurity

4.2.1.1 Normative Dimension Analysis

The proliferation of disinformation and misinformation on social media undermines all

four normative ideals:professionalism efficiency service and engagement For
professionalisminterviewee 2noted that misleading information can discredit official

di scl osur es. This erodes public confidence
carry out its mandate. In terms of efficiendpterviewee 5suggestedthat false

information can distort perceptions of citizen demand. This can result in resource

mi sall ocation when institutions attempt to
data. This links directly to the sece ideal, which expects the delivery of services that

respond to genuine public needs. With respect to engagement, misinformation and
disinformation contribute to polarisation and fuel hostility against state actors. This
damages constructive dialogue betn the public and the statall interviewees

described how false contems the potential tspread animosity toward public officials,
undermining respectful civic exchange. Observation data supports these concerns. In
several casesuch as on the Natial Executive accountsisers posted unfounded claims
guestioning the professionalism of government institutions. These accusations were often

used to harass officials in the comment sections. The anonymity of platforms like X
(formerly Twitter) further enables this behaviolir allows users to spread unverified

claims without accountabilitwhich mayerodedecorum

4.2.1.2 Instrumental Dimension Analysis

All intervieweessuggest that disinformatiomay sometimesbe strategically used by
individuals with vested interests undermine state institutionsiterviewee Icautioned
thatsuchmisleading claims disseminated through social media may contribute to hostility
toward officers and damage to government property. This concern is echoed in the
observatiorof accounts such as tiNational Executivewhere users were found calling

for violence against state officials based on unsubstantiated allegationscohauct.
Interviewee 2cautionedthat disinformation can dalitionally cause financial harm,
especially to state corporations that depend orgsglérated revenue. In their account,
false claims about institutional failure or mismanagement eroded public trust in the
i nst i operatiorainniegrityObservation data appears to confirm this trend, with
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comment threadsuch as those of th€onstitutiondly IndependentOffice featuring

repeated accusations portraying state actors as incompetent or corrupt. These incidents
suggest that disinformatiorogld be used deliberately to obstruct the outcomes-of e
participation by eroding public confidence and redirecting discourse away from
constructive engagement. This reflects a deepe# tisk potential for networked

irrationality to be weaponisedn such casesindividuals with vested interests may

exploit so¢ a | medi abs capacity to induce networl
agendas that conflict with public value and values

Intervieweeg, 4, and ®xpressed concern that disinformation is not only directed at state
actors but may also be strategically used by some of thieay.suggested that certain
state actors manipulate public opinitar political gain For example, Interviewee 2
rai sed the concern that narratives about th
manipulated bypotentially opportunistioppositioraligned state actors. While these
perspectives may be subjective, they align with patterns observexss several
institutional pagedn cases such as those observed on the National Executive accounts,
some content appeared to privilege political narratives that reflected the unverifiable
opinions of certain oppositiealigned state actor§hese instances may reflect attempts

by opportunistic state actors twmigger politically favourable forms of networked
irrationality.

4.2.1.3 Descriptive Dimension Analysis

Interview and observation data suggest that the spread of misleading information about
government institutions on social media has undermined them. It has damaged both their
perceived legitimacy and their digital authoriyterviewee Zuggestedhatcountering
disinformation isa dynamic challengeven though they have access to sentiment analysis
tools that allow thento be proactiveDigital literacy gaps among key stakeholder groups,

as noted by Interviewees 2 andf@rther complicate these efforfBhis is because the
individuals caught in theetworkedrrationality loop may not be fully aware tife forces

at play.The false narrativethat captured their attenticappeared tdave led thenmo
mistrust state institutions attempting to correct inaccuracies circulating on social media
For examplelnterviewee 4uggested that their attempts to correct the record about their
lawful and weltexecutedrojects were challenginghese perceptions are reinforced by
observation datan accounts such as tildediciary where misleading content often
triggers waves of public hostility in the comment sections of official pages. Such
narratives appear to portray institutions as ineffective and untrustworthy. As a result, they
limit theability of state actors on social medset the record straight
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While most interviewees emphasised the reputational harm caused by disinformation, a
few noted that it culd also raise the influence of certain state actan® employ it
Interviewees 24, and 5suggestedhat their institutions werat timestargeted by
politically aligned figures advancing false narratives intended to discredit them. For
example,Interviewee 4described how their project was publicly discredited without
evidence, whileInterviewee 2reported that lawful directives were portrayed as
procedurally improper. In these accounts, oppositiligned state actors appeared to
attempt to weaponise networked irrationatigainstheseinstitutions as a means to sway
public opinion in theifavour. These dynamics are supported by observatiorsdelteas

from theNational Executivewhichsuggesthat certain opposition state actteaded to

be mentionedalongside unverified narratives they appeared to endorse. Commenters
often used these narratives to counter the official messaging of state instifliliess.
patterns suggest that disinformation may have been strategically weaponised to enhance
the digital visibility and political credibility of certaiopportunisticstate actors

4.2.2 Hate Content/Activities

All interviewees highlighted the growing presence of hate on social media and its use to
harass and intimidate members of state institutiotetviewees 2, 3, 4, and Specifically

noted the use of ethnibased hate which is particularly challenging givee ny a 6 s
sensitivity to ethnic tension®ll i nterviewees alssuggestedhat hate is frequently
amplifiedthrough the spread afisleading information. These patterns were reflected in
the observation dat&late content on the pages of state institutions such as the Judiciary
appeared to baimedat state actoéethnicity. However,observation® n t he Judi ci al
accountsalso suggested ¢hpresence ofjenderbased hateln both cases, the hate
appeared to béuelled by misleading information Ultimately, the presence of hate
undermines democratic principles, impedes constructive citizen mobilisation, distorts
datadriven policymaking, and promotes insecurity

4.2.2.1 Normative Dimension Analysis

The proliferation of hate content on social media undermines all four normative ideals
expected of state actorprofessionalism efficiency service and engagementAll
interviewees explained that personal attacks undermine the professionalism of public
officers by damaging their public image and institutional credibility. Hate also obstructs
efficiency by creating an environment of hostility thady require additional resources

to safeguardtate actors on dutgssuggested by IntervieweeThis may &0 undermine
service delivery by making it more difficult for state actors to operate effectively in a
hostile environmentHate also weakens engagement by replacing respectful civic
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dialogue with abuse, making it difficult for state actors to facilitate inclusive participation.
These concerns are corroborated by observationsietia agrom the JudiciaryThe hate
demeaned state officers in ways that potentially compromised their dignity and hindered
their ability to serve

4.2.2.2 Instrumental Dimension Analysis

The proliferation of hate, especially when fuelled by misleading information, directly
undermines the operational capacity of state actotsrviewee 4explained that staff
membersmay become demoralised as a result of attacks aimed at ftresimply
fulfilling their institutional duties. Intervieees 2 and 5further suggesid that hostility

may damage thentegrity of governanceprocessesState actorsnay feelpressuredo
appease public sentimezxen when it may not be the best course of actiaarviewee

5 also noted that such pattermsay eventuallyerode trust in state institutions
Institution® and by extension, state acidreiay become associated with derogatory
commentary Observation data corroborate these conce@ificials tasked with
challenging mandates, suchdaslicial Officers, were frequently targetedth unverified
allegations of misconduthat appearethden with genderand ethniebasechate Some

of this hate appeared to framed as threats against their saf€tyeir institutions, in turn,
also faced accusations of unfairness and claims of procedurally improper or illegal
decisionmaking

While hate content often harms state actimgrviewees 1, 2, and€uggest that it may
also be used strategically by certain individuals within the staterviewee 1, for
example,described how actors affiliated with some public institutiappearto leak
internal information on social media to discredit their institutional rivaterviewee 2
also describedlleged attemptby certain oppositiofligned state actot® incite rate
against the state institutiothrough disinformation portraying the as unlawful
Observation data support these conce@rsthe pages of state institutions such as the
National Executive, there were apparent hateful comments that appeared to rely on
disinformationwhich may havegeneratechetworked irrationality The disinformation
appeared to originate frothe unverified narratives pushed loppositionaligned state
actorswho may have seen an opportunity to gain political advantage

4.2.2.3 Descriptive Dimension Analysis

As a result, the presence of hate leads to significant reputational and legitimacy damage
for state actors, asiggestetyy allinterviews. Wherthe public is misled into interpreting

the actions of state actors as criminal or illegal and becomes polarised againshéhem
perceived authority of these actors declines. This erosion of authority can pressure them
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into making decisions thahay not be best aligned with public value and valass,
suggested by Interviewees 2 andrbdoing so, they may unintentionally reinforce the
false accusations utilised to fuel hate against thet@rviewee Jlso observed that hate
driven polarisation contributes to a breakdown of trust between citizens and public
institutions. This lack of trust may erode the perceived legitimacy and authority of state
actors and institutions. Observation ditam institutions such as the titanal Security
Organfurther corroborate these concerns. Periods marked by heightened hate in comment
sections, especially when fuelled by apparent false narratives, coincided with increased
scepticism toward official communicationsPress statements were frequently
discredited sometimes through community notes, and at other times countered by Al
generated content that amplified hostility toward the institutions involvedken
together, these dynamics contributed to a perceived loss of digital autbotitye fstate
actors and institutions under scrutiny

However, individuals whaitilise hate on social media may increase their perceived
legitimacy by discrediting their rival§ he anonymous leaks describedifgrviewee 1
illustrate how such tactics may be udeddiscredit professional peers competing for
promotions within the same public institutionSimilarly, the use of misleading
information, as described by Interviewee 2, can be used to undermine state institutions
and position the perpetrators as more credible in the eyes of the public thancilés offi
they target Observation datérom institutions such as the National Executsegport

these insights. Commenters often praised the individuals believed to be responsible for
spreading hostile narratives, framing them as more authentic than the state actors they
attacked. In such cases, hate content may function as a means obteitigtiegitimacy

away from certain state actors and toward their perceived institutional or political rivals

4.2.3 Security

Security represents an additional inhibitor associated with social medigi@pation,

as identified by Interviewees 1 andBnlike the other inhibitors in this chapter, which
were derived from the literature, security emerged directly from the interview data as a
practical concernlThe nterviewees described two main typeseduritythreats: physical
securitythreatsand cybersecurityhreats Physical securityhreatsrefer to realworld

risks to state actors or state property, including harassmmhence, or sabotage
triggered by online exposure. Cybersecurity concerns involve the risk of compromised
accounts, hacking, data breaches, or device theft. The presence of security as an
inhibitord especially in relation to physical threats supported by observation data
from high-engagement institutions such as the Judici@bservationshowedinstances

in which state actors appeared to be threatened or intimidated while carrying out their
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duties Ultimately, the presence of insecurity undermines democratic principles, impedes
constructive citizen mobilisation, and distorts dataen policymaking

4.2.3.1 Normative Dimension Analysis

The breakdown of security for state actors on social media underminasrthative

ideals ofprofessionalismefficiency service andengagemeniVhen physical safety is at

risk, as highlighted by Interviewee 1, it may be difficult for state actors to maintain
professional conduct in a perceived hostile environm€ybersecurity threats may
further complicate this by damaging perceptions of professionalism when malicious
actors may gain control of official accounts and post inappropriate or misleadiegico
Service delivery is also affected, as state actors may limit engagement with the public due
to safety concerns. In addition, cybersecurity breaches can cut off digital platforms that
would otherwise serve as key channels for public servibe. ideal of efficiency is
challenged when resources may be redirected to provide physical protect&iatéor
actorsunder threatSuch expenditures would not typically be necessary under safer
conditions Lastly, meaningful engagement is compromised when steters are
expected to interact with audiences they perceive as hostile or threatening. This is
compounded in cases where compromised accounts potentially lock them out of
participation entirely. Observation ddt@am highrengagemeninstitutionssuch ashe
Judiciarysupport these concerns. Threats of violence and intimidation against state actors
appeared to intensify in comment sections during periods of heightened hostility. These
spikes seemed to coincide with the presence of potentially false narratives désigned
provoke public outrage against certain state actors and instituliossch cases, the
public may have been misled into viewing lawful actions as harmful or illegitimate

4.2.3.2 Instrumental Dimension Analysis

Insecurity related to social media participatiauld lead state actors foerform their

duties under conditions of fear, which may hinder effective governameeviewee 1
emphasised that such threats must be taken seriously, as they may ultimately escalate to
life-threatening situations. Observation diatan high-engagemeninstitutions such as

the National Executivereinforce these concerns. Apparent threats against state actors,
potentially fuelled by misleading information, appeared with some déexuin comment
sections. The tone of discourse also seemed to intensify during periods of heightened
public agitationsuch as during the Gen Z protes@ertain state actorsappeared
particularly exposed, facing repeated targeting that included references to their personal
safety In parallel, cybersecurity breaches may compromise institutional integrity while
also exacerbating physical risk. As noted Ibterviewee 1 if a device is stolen or
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compromised, the information it contains could be used to locate, expose, or endanger
state actors. Overall, physical insecuditgotentially exacerbated by digital insecudity

may lead state actors to minimise their public profile to protect their safasy.ifi turn,

can undermine their ability to effectively carry out their institutional mandates

4.2.3.3 Descriptive Dimension Analysis

Insecurity weakens the perceived legitimacy of state actors in exercising their governance
authority Interviewee ldescribed how the leakage of state secrets from compromised
devices damagehe integrity ofstateinstitutions and reduseheir operational readiness.
Cybersecurity incidents were also said to harm reputatgnsnabling the spread of
unauthorised or misleading content attributed to public officlalgarallel, threats to
physical security maleadstate actors to beeluctan to fully carry outtheir mandates

This is especially so whepublic officials fear that visible enforcement or leadership
could expose them to harm. Observation ffata high-engagement accounts such as the
National Executivesupport these concerns. Apparent threatening messages directed at
state actors often framed them as enemies of the people or criminals. This may undermine
public trust and cast doubt on the legitimacy of theirsaled mandates

4.3 Overall Conceptual Model

The interplay betweethe system attributes underpinning #reblers and inhibitors of
social media garticipation, based on the empirical data analysis, is summarised below
and illustrated irAppendix M(Figure M.1)

4.3.1 Enablers

Social media affordancesact as the primary system attributes tinfftuence allother
attributes whichenable and inhibit social mediaparticipation for state actor3hey
represent all the design and functionality decisions that make up social media platforms

Socioeconomic factors influence the ability of state actors to uphold democratic
principles, develop effective social media strategies, mobilise citizens, and conduct data
driven policymaking. Sociceconomic conditiors particularly in areas such as
education and financialresourded i r ect |y shape state actorsbo
use social media and its data for governance. These factors also determine the extent to
which citizens can a&ess and participate in digital spaces, thereby influencing the
effectiveness of public engagement, data representativeness, and democratic outreach.

The competence and strategy of public authoritiedirectly shapes the capacity of state
actors to mobilise citizens, apply dataven policymaking, counter misinformation,
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disinformation, and hate, and uphold democratic principles. The digital skill level and
strategic approach adopted by public officials often determines whether social media is
used to foster inclusion and evidedmased governandeor misapplied in ways tha
hinder participation and policy responsiveness. Moreover, the ability of state actors to
effectively counter harmfuand threateningontent is contingent upon their level of
digital literacy.

Data-driven policymaking enhances the ability of state actors to uphold democratic
principles. When effectively deployed, Al techniques applied to social media data allow
governments to proactively identify public needs and formulate policies that are timely,
targeted, and groued in citizen input.

Citizen mobilisation bolsters democratic participation and contributes to richer datasets
for datadriven policymaking, but can also facilitate the spread of misinformation,
disinformation, and hate. While mobilisation strengthens civic engagement and provides
state actors wh more data to inform evidendmsed policymaking, it also creates
openings for malicious or misinformed actors to hijack public discourse, erode
institutional trust, and polarise society. Moreover, lassgale mobilisation can be used

by citizens to collectively challenge or rise up against the governnieah can lead to
insecurity

The imperative taphold democratic principles compels state actors to address socio
economic barriers to participation and mitigate hate in order to ensure adequate
representation. Additionally, transpareficg core value of democratic governadce
requires state actors to actively combat misinformadiot disinformation to preserve

the integrity of the information they provide. Upholding these principles also demands
improvements in institutional competencies, enabling state actors to better mobilise
citizens and effectively leverage dadaven policymaking.

4.3.2 Inhibitors

Disinformation and misinformation can fuel hate against state actasich leads to
insecurity diminish their ability to mobilise citizens, compromise eai@en
policymaking, and ultimately erode democratic governance. When such content
infiltrates datasets used by Al systems, it distorts the evidence base and leads to
misaligned or misguided poy interventions. Moreover, misleadiggntentcan heighten
societal tensions and incite hostility toward public institutions, further weakening the
foundations of democratic sety.
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Hate content/activitiesimpede citizen mobilisation, distort policymaking processes, and
diminish the state's ability to uphold democratic values and maintain security. By
encouraging threats against state actmddiscouraging genuine digital engagement,
hate ultimately compromises the effectiveness of governance efforts

Insecurity hinders citizen mobilisation, distorts policymaking processes, and diminishes
the state's ability to uphold democratic values. It creates a wedge between citizens and
the state and distorts digital engagement. Resultantly, this compromises the effectivenes
of governance efforts

4.4 Theoretical Saturation Assessment

The data collected through interviews and structured observations were analysed jointly
to construct a comprehensive understanding of the phenomenon, as demonstrated in the
preceding analysis. The interview data provided contextual depth that enabled more
accurate interpretation of the observational findings. Across the thematic categories,
interview responses consistently converged. Where divergences emerged between the
interview and observation data, they could be reasonably explained by contextuasnuance
articulated by interview participants. Overall, the final conceptual framework presents a
coherent and empirically grounded structure, indicating that theoretical saturation was
achievedThat is, the collection of additional empirical data was unlikely to yield further
conceptual insights
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5 Di scussi on

This chapter explores the convergences dindrgences between the findings from the
literature reviewChapter 3and the empirical dat&€bapter 4. These are analysed across
eachsystem attribute thanable or inhibits social media garticipationfor state actors

The analysis also draws on the overarching conceptual models that illustrate how system
attributes interact across these theriegether, these analyses aim to explain why such
patterns arise and to support the validation of the theoretical saturation claim made in
Chapter 4This chapter also revisithe working hypothess developed in the literature
review andorovideskey governance takeaways for Kenyan state atwarsnsider

51 Enablers

5.1.1 Social Media Platform Affordances

5.1.1.1 Convergences Between Literature an@Empirical Data

Social media platform affordances are the foundational enabling system attributes that
supportall other enabling and inhibiting attributd®oth the literature and empirical data
confirm that these affordances facilitate the expression of the normative ideals that
underpin participation. They also influence the instrumental outcomepantieipation

and shape the descriptive salience daltestactors. The ambivalent nature of these
affordances explains why the instrumental and descriptive dimensiond ofhal
enabing and inhibitng system attributesppear tananifest in both positive and negative
ways from the perspective of state actdiss argumentaligns withFeenbertg (1990)

view that technology is embedded in social strugigge citizens ersusstate actorsyand

that its use is defined by those involved in that strudrgeceptions with regards to social
media eparticipation are thereforeither enablingori nhi bi ti ng dependi ng
positionand motiveswvithin thedigital participatory environment

5.1.1.2 Divergences Between Literature and Empirical Data

A key divergence between the literature and the empirical data on social media
affordances concerns the rapid evolution of platform features. Since much of the literature
was produced, social media platformarticularly X(formerly Twitter) have undergone
significant transformation. This reflects the Red Queen Effect in platform competition.
Social media companies face constant pressure to introduce new affordances in order to
maintain user engagement gmatect their market positiofvoelpel et al., 2005)This
pressure has led to the rapid integration of features that are redefining homtesacs

on the platform
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Observations show that X has embedded GrokAdificial Intelligence (Al) large
language model (LLMYX, 2025a) Other thirdparty LLMs, such as Perplexity, were
also observed running within X. These models were seen performing functions such as
post summarisation and fachecking. In effect, they appeared to support the
interpretation of posts by state actors. Heere this raises a conundrum. First, the
reliability of LLMs in factchecking can be inconsistent, particularly when dealing with
ambiguous or multilingual contef@uelle & Bovet, 2024)Second, the jurisdictions in
which Al chatbots are developed may influence the normative ethos they éfbhed
2018) Third, the incentive structures of Al developers can create sycophantic LLMs,
wherein usedriven optimisation loops reinforce pexisting user biasefOpenAl,
2025)

X was also observed to have added the Community Notes fetheirehyshifting fact
checking from an expetéd model to a crowdourced processX, 2025b) While this
enables broader participatiddraws et al. (20223how that crowsbased models remain
vulnerable to cognitive biases and the individual rationality of contributdris shift
provides an additionalilemmafor state actorsising social media faeparticipation

Beyond platform design, behavioural patterns on X and Facebook also diverge in ways
that may not have been fully addressed in the literature reviewed in thisstcepook

content is typically more moderated, as users engage under real names and identifiable
profiles By contrast, X fosters more anonymous and volatile interactions. This distinction
aligns with Theocharis et al. (2023vho observe that Facebook is structured around
personal relationships, wheredwitter (now X) promotes engagement through shared
interests. These structural differences may encourage users on Facebook to moderate their
tone around known peers, while on X, users may prioritise content virality over social
restraint

5.1.2 Socioeconomic Factors

5.1.2.1 Convergences Between Literature and Empirical Data

The literature and empirical findings converge on the view that-®maoomic alignment

is essential for effective social medigarticipation. When state actors adopt platforms
that reflect the access levels and digital capabilities of their targermeadiparticipation

rates tend to improve. Adaptable participation mechanisms that accommodate the needs
of diverse social groups are critical for fostering inclusive engagement

However, when this alignment is lacking, participation is often constrained. Both the
literature and empirical data show that age significantly influences digital competence
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and, by extension, digital participation. Younger citizens and state actors are generally
seen as more adept at navigating platform affordances, while older users often struggle to
adapt. This pattern aligns wideponiemi et al. (2022)vho find that older adults remain
vulnerable to digital exclusion, even when they possess basic digital skills

Economic inequality further complicates the inclusiveness of social media e
participation, as wealth disparities are linked to digital divides in so¢ieBncis &
Weller, 2022) Both the literature and empirical data highlight that platform access
requires a minimum level of economic security. Users need accessbile devices and
consistent access to electricity and telecom services, among other essSEmstscosts
may pose structural barriers for lowiacome users, reinforcing concerns about their
exclusion. However, affordabilityelated exclusion is not solely a citizen issue; it may
also affect resoureeonstrained state institutions

5.1.2.2 Divergences Between Literature and Empirical Data

The first divergence between the literature and the empirical data concerns the rural
urban divide in social mediase Some authors presesbcial media as a tool that may
empowersemtliterate rural populations to engage in public discourse. In contrast, the
empirical data paints a bleaker picture. Both rural citizens and state institutions appear
disadvantaged in their ability to access and utilise social media. This gap is primarily
attributed to underlying soci@conomic disparities between rural amban areas in
Kenya, an issue also highlighted Bisika and Yeom (2025Yhese disparities limit
access to devices, internet connectivity, digital literacy training, among other factors

A further divergence between the literature and the empirical data concerns language
comprehensiorPiper et al. (2016pund that while many Kenyan children could decode
English words, their comprehension was lower than in Swahils finding gains further
context when considered alongside the worlBe#trice and Muchimuti (2022They
documented regional disparities in educational outcomes that correlate with income
levels. Children from rural areas and ferAaéaded households were among the most
affected(Beatrice & Muchimuti, 2022)Taken together, these findings help explain the
empirical observation that limited English comprehension is closely tied to broader socio
economic inequalitiesAs English dominates social medigun et al., 202])
disadvantaged Kenyans may be excluded from meaningful participation

Another divergence between the literature and the empirical data concerns the role of
infrastructure development in addressing the digital divide. Empirical findings place
strong emphasis on the need for the state to expand public infrastructure to idigitale
access for underserved populations. These findings align with the stated priorities of the
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current Ruto administratiofCommunications Authority of Kenya, 2023)his reflects

the broader view that the public sector must create public value by balancing efficiency
with fairness(Rutgers & Overeem, 20140 contrast, literatureeviewedfor this study

gives limited attention to the role of the state in mitigating digital divides

5.1.3 Competence and Strategies of Public Authorities

5.1.3.1 Convergences Between Literature and Empirical Data

Literature and empirical data converge on the importance of state actors understanding
and strategically using social media platform affordances for governance. The capability
of state actors is directly tied to the outcomes of the participation procdsthein
resulting salience. Indeed, their competence is central to marelythg enabing and
inhibiting social media-@articipation system attributes

A related convergence concerns how social media is currently utilised in governance,
highlighting the need for greater trainingtate actors have been shown to treat social
media primarily as a orgay communication tool rather than making use of its dialogical
affordances. This may be due to deterrents such as cyberbullying directed at state actors,
as documented in both thecliature and empirical data. However, the reviewed literature
also indicates that such disruptive activity can be effectively managed. Some state actors
studied in literaturevere found to have developed countermeasures that help protect the
decorum of soal media dialogue with citizens

5.1.4 Citizen Mobilisation

5.1.4.1 Convergences Between Literature and Empirical Data

Literature and empirical evidence converge on the view that citizen mobilisation through
social media can both advance and hinder state objectives. When public and institutional
interests are aligned, social media can amplify support for governmentivagiat
However, when citizens perceive state actions as contrary to their interests, social media
may become a platform for amplifying dissent. These outcomes are further shaped by the
presence of misleading information social media platformd~alse corgnt can create

the conditions under which dissent escalates into hate or broader security threats

5.1.4.2 Divergences Between Literature and Empirical Data

A key divergence in the empirical data from Kenya is that citizen mobilisation is framed
not only as a democratic principle, but also as a constitutional obligation. Article 10 of
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the Constitution of Kenya(CoK) mandates inclusive public participation in all
governance processgihe Republic of Kenya, 2010)s a result, state actors are legally
required to mobilise citizens to solicit their views on proposed initiatives. This legal
framing is largely absent from the literature, likely because constitutional provisions on
public participation vary significantlacross democratic contexts

5.1.5 Data-Driven Policymaking

5.1.5.1 Convergences Between Literature and Empirical Data

Both the literature and empirical data converge on the value of social media analytics in
enabling more responsive and evideimfermed policymaking. Social media insights
offer realtime understanding of citizen sentiment, making them a potentially pdwer

tool for public decisiormaking. However, despite this potential, adoption remains
limited in both sources. Commonly cited barriers include high implementation costs,
technical capacity gaps, and complex legal and ethical requirements. Technicdlcapaci
is particularly significant, as it mediates the ability of state actors to meet ethical and legal
standards. Specifically, state actors must be equipped to distinguish credible evidence
from noise in social media daba risk being misled binaccuratecontent

5.1.5.2 Divergences Between Literature and Empirical Data

A key divergence between the literature and the empirical data concerns the maturity of
discourse around Al in policymaking. The literature has progressed further in exploring
the ethical dimensions of using Al tools in governance. In contrast, empiaieafrdm

Kenya remains focused on the legal and economic constraints of implementing data
driven systems. Among the institutions covered, only one was identified as using
advanced social media analytics tools. This divergence reflects broadeesocmme
disparities between Kenya and the kigbome countries that dominategevernment
researcfRamzy & Ibrahim, 2024)It reinforcesSabani et ak (2019) argument that
digital government disparities between developed and developing coumtrgsiot be
overlookedwhen usingscientificresearch to inforrpublic policy development

5.1.6 Upholding Democratic Principles
5.1.6.1 Convergences Between Literature and Empirical Data

Literature and empirical data converge on the view that social media can support core
democratic principles, particularly transparency and accountability. It has emerged as a
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key tool for state actors to inform the public about governance initiatives. Both sources
identify this communicative function as an essential component of democratic practice

5.1.6.2 Divergences Between Literature and Empirical Data

A notable divergence between the literature and the empirical data concerns the
foundations of democratic principles. Article 1 of the CoK affirms that sovereign power
belongs to the peopl@he Republic of Kenya, 2010y his provisionsupports many of

the democratic obligatior@aced on state actors across the Constitution. However, the
upholding of democratic ideals through social media may require capgiification

As Sent (2018)argues rationality is always bounded, which implies that the
constitutional text may contain exploitable gaps. This suggests that provisions for
democratic participation must be interpreted within-meaild constraints that prioritise
overall public value and values Philosophical critiques dating back to Plato caution
against the risks of unrestrained democracy, including the elevation of all opinions as
equally valid regardless of truth, consequence, or deliber@lato, 2002)This concern

is echoed by contemporary authors suchafent (2017) who warns against equating

the views of minipublics with the voice of the people suchscenariosthe Constitution

may fail in its duty to prevent the oveoncentration of power, whiéhas Murkens
(2021)argues$ is the purpose of the framewgrthetelos This risk is substantiated by
both the literature and empirical data, whatlggesthat some state actors strategically
deploy inhibitors to distort democratic processes for disproportionate Egenberg's
(1990)concept of technological ambivalence reinforces the enduring relevance of such
democratic cautiorSocial media, in this light, emerges as a contemporary ttiegtre

in the broader socitechnical struggle to uphold the spirit of democracy against attempts
to coopt it through eparticipation The more things change, the more they stay tesa

Building on the previous divergence, a further divergence between the literature and the
empirical data concerns the impact of newly introduced social media affordances on the
digital democratic space. Tools such as Grok and Community Notes are usezilmg cit

to interpret and challenge narratives presented by state actors. HowetsGussed
earlier, these tools are not neutral and may significantly shape the dynamics of
participation. If constitutional provisions for public engagement are not intedovéth

these emerging realities in mind, the participatory intent of ther@ay be inadvertently
compromised
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5.2 Inhibitors

5.2.1 Disinformation and Misinformation

5.2.1.1 Convergences Between Literature and Empirical Data

Literature and empirical data converge on the view that both misinformation and
disinformation significantly undermine the ability of state actors to effectively utilise
social media for governanc&his typically occurs through the spread of misleading
content, which erodes institutional credibility, may provoke hostility, and distorts social
media data used as input inddipported policymaking processésmore extreme cases,
this dynamic may give rise toetworked irrationality a conceptintroduced inthe
literature reviewandfurtherdevelopedn theempirical findings. As detailed iippendix

O, networked irrationalitydiverges from related concepts by uniquely integrating three
core components as follows

Social Media Echo Chamber+ MisinformatioriDisinformation + Resistance to
Correction= Networked Irrationality

Deputy Chairmair r ed Ha mpt oYho w ncaen skaiildl, tihe revol uti
kill the revolutiond His words) delivered during a time when the state used
disinformation to suppress dissent and entrench social inequabtyy both rhetorical

and analytical significanc@Villiams, 2019) They illustrate how emotionally resonant
narratives can overcome resistance, survive the loss of their originators, and continue to
shape public consciousne¥ghile Deputy ChairmaitHa mpt ondés i nvocati on
was grounded in a trutaligned struggle for justice, the underlying dynamic is equally

central to understandintpe potential dangers oietworked irrationalityOnce false or

misleading narrativeés particularly those framed around emotionally chargkssd

take hold online, they may be extreindifficult to reverseEvenin the absence of social

media, sts that trigger networked irrationality may persist offline in the minds of like

minded users, who may lean on epistemic trust to validate such d@nhtengt al., 2023)

The concern, however, is that unlikeputy ChairmarHa mpt on 6 S wnchs s ag e
assumed truth and sought liberafotihese narratives may entrench falsehoods that erode

public reason and potentially result in lasting societal hitworkedirrationality may

therefae be understood as the social media antithesBepluty ChairmarHa mpt on & s
intended position.

X (formerly Twitter) operats through algorithmic amplification of shared interests, as
discussed earlier. This design appears to nitagarticularly susceptible to networked
irrationality, as observed in the empirical data. Notably, both the literature and empirical



82

findings suggest that certain state actors may be exploiting this vulnerability for strategic
gain For exampleHayes(2021)hi ghl i ght s how President Don
exemplified the persistence of emotionally charged falsehoods sustained through
networked irrationality These narratives extended beyond social media and began to
shape offline behaviours and perceptiadswever, the historical endurance tofith-
basedcounternarrativesthat dislodged harmfudisinformationfrom state actofs such

as those advanced by figures IReputy Chairmaimamptor® suggests that falsehoqds
though powerful may not be beyond contestation. Identifying and amplifying truth
aligned narratives may be essential to restoring public reason and mitigating the long
term consequences of digitally sustairfalehoodsState actors operating within the
framework ofthe CoK are duty bound to lead efforts to counter such damaging
falsehoods. In doing so, they are required to help restore a public sphere grounded in
values such as public reasamd accountabilityThe Republic of Kenya, 2010)

5.2.1.2 Divergences Between Literature and Empirical Data

A key divergence concerns how security is treated in relation to misinformation and
disinformation. The literature does not frame security as a standalone inhibitor. However,
it does imply securityds relevanceichas a se
may or may not be inflammatory. For exam@eijrak et al. (2023dlescribe an incident

where individuals spread fake news about a fire, prompting an unnecessary law
enforcement response. Though treated as an isolated case, such incidents suggest broader
governance risks. False alarms may divertddging resources, maitially delaying
responses to actual emergencies elsewhéoecover, an example of insecurity caused

by inflammatory disinformation is documentedBgyes (2021)The authoshows how
President Donald Trump weaponised disinformation in an attempt to overturn the 2020
United States of AmericdJ(S.A.) electiorsd an effort that culminated in the Capitol

riots (Hayes, 2021)

Another divergence, emerging from the empirical dhta timg concerns the role of
newly introduced social media affordances on X. Crowdsourcedgi@cking and LLMs

may amplify networked irrationality rather thamtigate it. Community Notes, which
allow users to vote on contextual explanations for potentially misleading posts,
intended as a decentralised fabecking toolX, 2025b) However, this affordance may
inadvertently be overtaken by networked irrationality if dominant voting blocs promote
misleading interpretations aligned with their preferred narrati@asilarly, Grokis
designed to learn from reaime user interactions on gServerWala InfraNet RZLC,

2025) This feedback loop risks causing the model to absorb and reproduce prevailing
inaccuracies, thereby entrenching networked irrationality at.sthése design choices
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refl ect the competitive adaptation pressur
possible optimisation for screen time rather than accuracy introduces significant risks to
the integrity of the online civic spa¢€orsi et al., 2024)

5.2.2 Hate Content/Activities

5.2.2.1 Convergences Between Literature and Empirical Data

Both the literature and empirical data support the view that hate on social media disrupts
digital governance. It encourages destabilising behaviour and, in some cases, poses
physical security threats. These effects may be intensified by misleading ciwattent
entrenches networked irrationality. While the presence of hate raises the possibility of
insecurity, the literature generally frames security as a downstream consequence of hate
rather than as an independent inhibitor. The earlier example involv@sglEntDonald

Trump, as discussed bidayes (2021) illustrates a direct causal link between
inflammatory disinformation and insecurity. This aligns with empirical findings, which
also identified hate on social media as a potential precursor tovoedl security risks.

Moreover, both sources suggest that hate may be strategically weaponised by state actors

for personal or institutional gain. In the literatuiesidentTr umpdés r het ori c
understood as a tactic to boost his electoral prospects. In the empirical data, hate was
likewise perceived as a tool employed by certain state actors to advance institutional
promotion or consolidate political influence

The mechanism through which hate manifestsamial mediaan be understood through
Bandura et al. (1996)vho examined processes of moral disengagement. They describe
how individuals justify harmful behaviour by portraying it as righteous, deflecting
personal responsibility, downplaying the harm caused, and blaming \dcEomeetimes
through dehumanisatiofBandura et al., 1996Both the literature and empirical data
suggest that such mechanisms may be at play when users propagate hate online

5.2.2.2 Divergences Between Literature and Empirical Data

A key divergence in the empirical data concerns the strong emergence ofbetbedc
hate as a sutheme. Unlike the reviewed literature, which tends to frame hate in broader
ideological terms, the empirical findings from this study indicate that hatemyais
more frequently directed along ethnic lines. According/iadi (2019) ethnic divisions
have long been instrumentalised by political elites in Kenya. Though initially a byproduct
of Britai no=ndule pobcy theseé divisiong pedsisted after independence
due to their continued utility in the political econorfiati, 2019) It is therefore



84

unsurprising that the empirical data identify ethn&sed hate as a significant inhibitor of
social media garticipation by state actors. This pattert hoes Mar k Twai nds
thatwhile history may not repeat itself exactly, it often rhyrflesgarde, 2018)

In parallel, gendebased hate also emerged as a prominenttarhne in the empirical

data Pair et al. (2021)eport that female state actors face disproportionately negative
media coverage in Kenydhis is particularly significant given that the newspapers
examined in their study also maintain active social media presences on Facebook and X.
Such negativity may help explain why the structured observation data revealed repeated
instances of genddrased abuse directedhagh-rankingfemalestate actors

5.2.3 Security

5.2.3.1 Divergences Between Literature and Empirical Data

As discussed earlier, misinformation, disinformation, and hate are causally linked to
various security challenges. However, the empirical data go further by identifying
security as a standalone inhibg social media articipationsystem attributeln this
context, security was understood in two dimensions: physical security and cybersecurity.
The emergence of security as a distinct theme is significant because it meets the
definitional threshold for inhibilhg system attribute€enfetelli (2004definesenablers
andinhibitorsasiper cepti ons hel d by a user about a :
effects on a decision to use a systemmhibiting system attributefiowever, are defined

as thoseattributesthat fia ¢ t sol el y t ¢Cenfetels, 2aDdipr 47§. dhisu s e 0
distinction is critical: for a concept to function as an inimigitsystem attributeit must

exert an active, discouraging influence on system U$e mereexistenceof a
phenomenothat passively discourages usenot sufficient for it to be classified as an
inhibiting system attributdn the empirical findings, security was not simply a byproduct

of misinformation disinformation,or hate. It exerted its own independent effect by
shaping decisions about whether and how to engage with socia platforms. This

active role explains why security emerged as a standalone theme in the empirical.analysis

While one could argue that all enig and inhibitng systemattributesare downstream

effects of social media affordances, this study incluadgthose that show a direct and
observable relationship to those affordances. Social media affordances are treated as
foundational because they avbere all other system attributes emerge frévithin this

logic, security was initially excluded because the literature typically frames it as a
secondary consequence fstem attributesther than social media affordancas a

whole It was only added as a standalsgstem attributafter the empirical data showed

that specific platformdesign choices andunctionalities could expose users and
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institutions to physical and cybersecurity riskfiese included observations such as
leaked personal information and the amplification of threatening conSsaurity
therefore met the threshold for inclusias an inhibiting system attribute

The emergence of security as a standalone imgbgystem attributeaises broader
reflections on the nature of governanetated research. According$cheppele (2010)
national security concerns vary across states and are typically treated as highly sensitive
matters because they relate to what a state
and its v eltiythesefore snsueprism@ thab secusilated phenomena are
often underdeveloped in the literature, given that primary information sources may be
scarce or deliberately withheld. However, critical realism, as presentsdyley (1997)

offers a methodological lens for making sense of such gaps. Critical realism holds that
reality is not limited to what is observable; unobservable structures may still produce
observable effectSayer, 1997)From this perspective, the absence of overt evidence on
securityas astandalone system attributgthin social mediae-participationdoes not

imply nonexistena@ it may simply reflecits strategicconcealment. This reading aligns

with Feenberty (1990)theory of technological ambivalence, which suggestsiieable

of social media affordancésshapedy social struggledt is therefore plausible to infer

that state actors may use social media for security objectives, even if these uses are rarely
acknowledged.The Kenya Revenue Authority (KRA)for instance,has publicly
confirmed the use of social mediar surveillance to improve tax complian@€enya
Revenue Authority, 2021)Such admissions remain exceptional because disclosing
securityrelated or adjacent practices may compromise their operational atably,

this reinforces the decision to include ordystem attributewith a direct causal link to

social media affordanceghis causal link is what makes it possible to idemidyentially
concealedstrategic uses of inhilditg system attributesuch as security

5.3 Overall Conceptual Model

5.3.1.1 Convergence Between Literature and Empirical Data

Both the literature and the empirical data converge on the idea that enablers and inhibitors
may follow a critical path of force amplification. This path can maximise the positive
valence of enablers or intensify the discouraging effects of inhibitorthelrtase of
enablers, social media affordances provide the foundational layer.-&mziomic
factors influence access to social media affordances and support the development of
essential digital skills and tools. State actor competence determines tegictra
deployment of these affordances. Citizen mobilisation then builds upon these strategies,
encouraging public engagement. As citizens participate, data becomes available to the
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state, which can then be processed using tools and capacities shaped-bgaumioic
conditions. This cumulative process ultimatlegtpsuphold democratic principles

In the case of inhibitors, social media affordances again provide the foundation. These
affordances can be exploitedtt@ger potentially inflammatorynetworked irrationality

This may provoke or amplify hate, particularly when framed to tatpet innate
characteristics ofndividuals or groups. As hate spreads, it may escalate into online
hostility, which can in turn produce reabrld security risks

5.3.1.2 Divergences Between Literature and Empirical Data

A key divergence between the conceptual models derived from the literature and those
informed by the empirical data is the addition of security and its causal effects within the
system. That a single additiorscial medissystem attributean significantly alter the
structure and dynamics of the conceptual framewoldssifies social media €
participationasa wicked problemWicked problems are characterised by theamplex,
uncertain, a n d(Grasveadl.,.2@2tpi . ocial mddia @agticipation

fits this definition precisely, as it demands the simultaneous management of multiple
enabing and inhibitng social mediassystem attributés eachexering pressures across

the system. Notably, the ondystem attribut¢hat projects influence without itself being
influenced is the set of social media affordances. This is because they serve as the
foundationalambivalentayer from which all othesystem attributeemerge

5.4 Theoretical Saturation AssessmenvYalidity

The preceding discussion of the convergences and divergeitisgsthesocial media €
participation system attributess well as the overall conceptual model, supports the claim

of theoretical saturation made @hapter 41t was argued that theoretical saturation had
been reached because the collection of additional empirical data would not have yielded
substantially new insights. This position is reinforced by the observation that all identified
patterns in the empiricatlata are explainable through established historical and
contemporary knowledge. The explanatory coherence between the empirical findings and
the literature thus validates the methodological judgement regarding saturation

5.5 Literature Review Hypotheses Validity
5.5.1 Hypothesis 1

This working hypothesis posited that the system attributes enabling social media e
participation in Kenya would align with those identified in the literature. However, their
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perceived enabling effects could be shaped by the Kenyan context. This progokjtion
aligned withthe findings. While the enabling effects of the system attributes identified in
both the literature and the empirical data were consistent, the nature of their perceived
influence varied according to contextual and temporal realities. Specificallyastateo r s 0
interpretations of these system attributes were shapethdaytechnical knowledge,
environmentgovernance prioritie@ndinstitutionalresourceconstraints

The hypothesis further proposed that the way in which social media affordances exert
influence may evolve over time due to the Red Queen Effact proposition is likewise
supported by the findings. On X (formerly Twitter), affordances have significantly
evolved with the introduction of LLMs and crovihsed facthecking. These
developmentshave altered the way in which social media affordances function as
enablers of participation

5.5.2 Hypothesis 2

This working hypothesis posited that the system attributes inhibiting social media e
participation in Kenya would align with those identified in the literature. However, their
perceived inhibiting effects could be shaped by the Kenyan context. This proposition
partialy alignedwith the findings. While the inhibiting nature of the system attributes
identified in the literature was also present in the empirical data, the data revealed an
additional inhibiting system attribudesecurityd which did not appear as a standaon
theme in the reviewed literature. Its absence is theorised to reflect the sensitive nature of
security concerns within governance, which may contribute to their strategic omission or
underrepresentation in academic discourse. Moreover, the contextoas that shaped

the operationalisation of these inhibiting system attributes were also found to vary in the
Kenyan context. For example, in the Kenyan context, hate speech was more frequently
directed at personal characteristics such as ethnicity andergendcontrast to the
literature, which predominantly focused on ideological divisions

5.5.3 Hypothesis 3

This working hypothesis posited that the interactions of the system attributes
undepinning enabling and inhibiting perceptions would resemble those observed in the
literature. However, these interactions could be shaped by the Kenyan aondetkie
temporal effects on social media affordandéss proposition partiallaligned withthe
findings. While the interactions between system attributes underlying enablers and
inhibitors were generally consistent across the literature and empirical data, theampir
data revealed additional interaction effects associated with the security attribute.
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Moreover, the nature of these interactions was influenced by temporal shifts in social
media affordances and by contextual factors affecting all strstem attributes

For example, the introduction of new platform affordances on X, such as Grok, appeared

to trigger cascading effects throughout the interaction pathways defined in the conceptual
model. Although the feedback loops appeared structurally unchanged, the spstem

affected at a deeper level. This was evident, for instance, in the potential of LLMs to
reinforce or entrench false information. In addition, the budgeting prioritig&myan

state institutionsappeared toinfluence their capacity to provide the mssary
environment for state actors to learn and effectively utilise social media-for e
participation. This, in turn, triggered cascading effects across otherirenatld

inhibiting system attributemfluencedby st at e actorsé | evels of
media affordances

5.6 Key Governance Related Takeaway®r Kenya

Social media governance requires adaptive approaches that avoid reductive responses to
complex participation dynamid&Gras et al., 2020)Platformspecific knowledge can
enhance institutional responsiveness, and evidence suggests that state actors who
understand these affordances use them more effectively.-Somomic measures and
capacity building when grounded in democratic principdesemain central to long

term successTools like fuzzy logic may also aid consenduslding in diverse
governance settings by aggregating conflicting stakeholder Yi¢svseraViedma et al.,

2017) However, caution is essential to ensure that the public value purpose of social
media eparticipation is not sacrificed on the altar of constitutional puritanism

While treatedaspotentialrisks some inhibing system attributemay also serve strategic
functions. Disinformation, for example, has bgestifiably usedfor law enforcement
purposes (Konieczny, 2022) Acknowledging these possibilities could strengthen
governance frameworks, so longaasy utilisationremains constitutional and ethicals

noted in theinterviews, existing laws maylsowarrantreview to ensure they remain
responsive to emerging risks posedsbgial media platformdt may be wise t@onsider

all risks, even those that cannot<dficiently verified but are observab(&ayer, 1997)
Overall, &katechontic approach that emphasises legal restraint and deliberative delay may
help prevent overreadh this proces¢Drechsler & Kostakis, 2014)

Appendix Noutlines a potential, constitutionally compliant next step for operationalising
these insights. This involves evolving the structure of the proposed Office of the Registrar
of Public Participation (ORPP) fd the fluid dynamics of social mediaarticipation

which represents a new fronti@r achieving Article 10 compliance
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6 Concl usi on

This study examined the system attributes that enable and inhibit social media e
participation for Kenyan state actolsalso explored how these enabling and inhibiting
attributes interactThe analysisrevealed both convergence and divergence between
global theoretical expectations and empirical realities, underscoring the significance of
context and time in-government research. Six enabling system attributes were identified
across literature and empirical dasacial media platform affordances, seeimnomic
factors, competence and strategies of public authorities, citizen mobilisaticdyidata
policymaking, andhe capebility to upholddemocratic principlestwo inhibiting system
attribute® disinformation and misinformation, and ha&tevere alsodiscovered In
particular, the analysis of disinformation and misinformation led to the introduction of a
novel ternd networked irrationality to characterise a phenomenon exemplified within
this system attributeA third inhibiting system attribut® securityd emerged solely from

the empirical data. Its absence in the literature does not imply irrelevance but rather
reflects broader systemic challenges in researching sensitive domains. While temporal
shifts were most evident in the evolution of social mediardéfioces, contextual factors
more strongly shaped tligherenabling and inhibitingystem attributes

Thefeedback loops identified between the system attributes underlying the enablers and
inhibitors form the basis of both conceptual moddikey illustrate how digital
governance isonditionedby the interaction of enabling and inhibiting system attributes
that may amplify or discourage participati®@ocial media platform affordances emerged

as the foundationadystem attributeshaping how all otheattributesmanifest across
normative, instrumental, and descriptive dimensiofitiese affordances were
ambivdentd capable of producing both enabling and inhibiting efféaad
consequently imparted this ambivalence to all attribasendent on thenfSocie
economic factors conditioned access and digital capacity. The competence and strategies
of public authorities shaped how affordances were deployed. Citizen mobilisation
amplified civic engagement but also introduced vulnerability. {datsen poligymaking

offered potential for responsive governance, contingent on clean data, technical skill, and
adequate resocing. Upholding democratic principles remained central, but increasingly
depended on the governance of platform dynamics

On the inhibitor side, disinformation and misinformation distorted policy processes,
undermined trust, and compromised data integrity. Hate discouraged genuine
participation and incited hostility. Secuidyboth physical and cybérexposed state
actors to isks that undermined their ability to fulfil institutional mandates.
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Taken together, these findings reinforce the argumen®dlyani et al. (2019)They
contend that the outcomes of ISTupport ed governance depend o
structure, ICT infrastructure, and human resource capab{8asani et al., 2019)

6.1 Limitations

6.1.1 Conceptual Frameworks

6.1.1.1 Enableri Inhibitor Framework

Cenfetellis (2004)framework was developed prior to the widespread adoption of modern
social media tools for-participation. Substantial governmental uptake of these tools
occurred between 2010 and 2QRamzy & lbrahim, 2024)This temporal disconnect
may help explain the divergence betwdaenfetelli's (2004 priginal assumptions and
the findings of this study

The framework argues that enabling and inhibiting perceptions arise from distinct causal
sources: features that promote use are fundamentally separate from those that discourage

it (Cenfetelli, 2004)However, this distinction becomes less stable in the context of social

media eparticipation, where both enabling and inhibiting perceptions may emerge from

the same causal factor. This is because all system attributes ultimately derive from social
mediad f or dances, which function as the systen
instance, the networked nature of social media can facilitate citizen engagement in state
initiatives while simultaneously enabling the rapid spread of false narrativetirngrge

public institutions. This reflects the wicked nature of social meghartcipation

6.1.1.2 Stakeholder Theory for E-Government

This thesis applies Stakeholder Theory (ST) as presentedd®yet al. (2018under the
assumption that Kenyan state actors operate within a shared constitutional framework.
The assumption streamlines the research process by providing a common normative
foundatio® viewing all state actors throudftrticle 10 and Chapter 6 of the Constitution

of Kenya (CoK). These provisions respectively mandate public participation as a national
value and set out principles of leadership and inte{Fity Republic of Kenya, 2010)

However, while these provisions apply universally, their interpretation and application

may vary across state institutions due to
separation of powers assigns different responsibilities to each arm of gewtrmrhich

may result in competing interests and institutional priorities. Tkgislative arm,

composed of Parliament at the national level and county assemblies at the devolved level,
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is tasked with lawmaking and oversightExecutive branches encompassing both
national and countgxecutivesareresponsible for policy formulation, implementation,
and administration. Th&udiciary, consisting of courtsribunals and related institutions,
is mandated to interpret and enforce the (@ine Republic of Kenya, 2010)

6.1.2 Literature Review Process

The exclusive reliance on pesviewed journal articleis the literature review may have
excluded useful grey literature from independent government agerdibge
Klimentova and Tomanova (202dgution that such sources may carry partisan influence,
their selective inclusiah particularly from large oversight institutions with lower
political exposuré could haveprovided relevantontextual groundinfpr the review

Second, the influence of COVIDO on included literature was approximated using
publication metadata. However, this approach may have resulted in the inclusion of
articles based entirely on ppandemic data

Third, the thematic analysis was conducted on 30 of the 98 accepted publications
retrieved during théterature reviewsearch phas@AppendixF). While these texts were
analysed iteratively using a concept matrix until theoretical saturation was reached,
relevant fringe themes may have been present in the remaining 68 publications

6.1.3 Empirical Data Collection and Analysis

Therewas a lack ofjender balance among interview participants. This thesis has already
addressed the disproportionate challenges faced by women in public service. Their
reluctance to participate may therefore reflect broader systemic barriers that place them
under heighteed pressure to manage personal rigksllustrated byrair et al. (2021)

6.1.4 Systemic Methodological Limitation

This thesis recognises the presence of researcher bias in the form of cognitive biases as
an inherent limitatiorwithin a singleauthor qualitative studyDrawing fromChatfield

(2023) three specific biases are particularly relevant, alongside steps taken to mitigate
them

First, confirmation bias refers to the tendency to prioritise information that affirms
preexisting beliefs (Chatfield, 2023) This may have influenced interpretation,
particularly in the absence of intercoder reliability (ICR) chegksordingtoO6 Connor
and Joffe (2020Q) ICR strengthens qualitative research by introducing multiple
perspectives and reducing individual bias. In this case, intracoder checks were conducted
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instead, with the same coder revisiting data to ensure internal consigtéhéyConnor &
Joffe, 2020)

Secondavailability bias refers to the tendency to treat readily available information as
sufficient(Chatfield, 2023)This may have contributed to the development of the concept
NetworkedIrrationality. However, as shown iAppendix O(Table O.1), a structured

effort was made to assess conceptual alternatives. No existing term adequately described
the observed phenomenon. This bias may also have influenced theoretical framework
selection. However, the frameworks chosen were appropoishe problem statement

Third, theillusion of understandingrefers to the mistaken belief that a simplified model
captures a syst (E€miiedd, 2028)This ba®may hagexshaped the
conceptual models presentddowever, the thematic convergences and divergences
between literature and empirical data were interpreted through established scholarly
concepts. This supported the analytical validity of the models produced

6.2 Potential Future Research Directions

Firstly, as this study focused primarily on Kenyan state actors as a whole, future research
could examine the different branches of government to generate more tailored insights.
The recommendations offered here may not fully capture the internal nuamoss a
various state organs involved ifparticipation.This could be complemented by separate
studes examining the perspectives of citizens who engage with these institutions on
social mediaSuch work would capture the demaside of the garticipation landscape

and deepen understanding of participatory dynafnissand ma Li i v, 2022)

Secondly, this study applie@enfetelli's (2004)conceptualisation of enablers and
inhibitors However, the findings suggest that this framework may no longer fully capture
the dynamics of social mediaparticipation.Enablers and inhibitors may emerge from
similar causal factorésystem attributgs Future research could explore this functional
ambivalence by identifying the conditions under which these dual effects occur

Thirdly, future research could explore methods for more effectively studying phenomena
that are difficult to empirically isolate. This study demonstrated that while security is a
system attributes of social medigarticipation, its influence often appeandirectly.It

tends to emerge as a secondary consequence of more visible attributes, even when it may
also result directly from social media affordanc8sich dynamics may result in key
phenomena being perceived as less impactful than they truly dénejrasffects may be
misattributed to attributes that are more easily captured through empirical analysis. This,
in turn, may lead to suboptimal policy responsed unintended consequences
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Twitter  citizer
engagement

X citizen
engagement

WhatsApp
citizen
engagement

03.02.2025

Social Medi
citizen
empowerment
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Facebook citize
empowerment

Twitter  citizer
empowerment

X citizen
empowerment

WhatsApp
citizen
empowerment

Social Medi
citizen
involvement

Facebook citize
involvement

Twitter  citizer
involvement

X citizen
involvement

WhatsApp
citizen
involvement

04.02.2025

Social Medig
public
engagement

131

60

53

Facebook publi
engagement

11

Twitter  publid
engagement

36

18

18
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X public

engagement 6 2 2
WhatsApp

public

engagement 0 0 0
Total 594 226 210
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B Literature Review Manual Filtration Results

Table B.1: Filtration results from the publications downloaded from Ketholieke

University Leuven(KUL) Limo database.

Search Pass Fail

Phrase i (qV] (0] < Lo (o] N~ [o0] [e)]
C C C c c c C e c
(@] (@] (@] o (@) o (@] (@) (@)
(7] 0 (7] (2] (2] (2] 0 0 7]
® ® ® ® ® ® ® ® ®
(O] (O] (O] (D) (D) (D) ) [¢D) (D)
x x x 04 04 04 x x 04

Facebook e

o
o
o
o
o
o
o
o
o

participation 1

Facebook
citizen
participation | 0 0 0 0 0 0 0 0 0 0

Facebook
public
participation | 0 0 0 0 0 0 0 0 0 0

Social mediag
citizen
participation | 17 0 0 0 0 1 4 0 0 2

Social media
e
participation | 7 1 0 2 0 1 2 0 0 0

Social media
public
participation | 3 0 0 0 1 0 4 1 0 1

Twitter
citizen
participation 0 0 0 0 0 1 1 0 0 0

Twitter e
participation 1 0 0 0 0 0 0 0 0 0
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Twitter
public
participation

X citizen
participation

X e
participation

X public
participation

WhatsApp
citizen
participation

WhatsApp e
participation

WhatsApp
public
participation

Social Media
citizen
engagement

31

12

Facebook
citizen
engagement

Twitter
citizen
engagement

X citizen
engagement
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WhatsApp
citizen
engagement

Social Media
citizen
empowermer
t

Facebook
citizen
empowermer
t

Twitter
citizen
empowermer
t

X citizen
empowermer
t

WhatsApp
citizen
empowermer
t

Social Media
citizen
involvement

Facebook
citizen
involvement

Twitter
citizen
involvement
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X citizen
involvement 0 0 0 0 0 0 0 0 0 0

WhatsApp
citizen
involvement 0 0 0 0 0 0 0 0 0 0

Social Media
public
engagement| 23 | 0 0 1 0 0 18 | 9 0 2

Facebook
public
engagement| O 0 0 0 0 3 1 0 0 2

Twitter
public
engagement | 10 0 0 0 0 0 3 3 0 2

X public
engagement| 0 0 0 0 0 0 1 1 0 0

WhatsApp
public
engagement| O 0 0 0 0 0 0 0 0 0

Total 98 3 0 3 1 8 58 | 22 0 17

Note:

Reason 1i Duplicate

Reason 2" Not in English

Reason 3 Not apeerreviewedjournalarticle
Reason 4 Publishedbefore 2020

Reason 5 Madeavailableonline before 2020

Reason 6 No relevantthemes
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Reason 7 Receivedoefore April 2020
Reason 8 Acceptedbefore October 2020

Reason 9 Publishedbefore June 2021 (or 2022 if no month provided)



C Literature Review Thematic Analysis Concept Matrix

Table C.1: Concept matrix resulting from the thematic analysis process of the select

subsection of acceptedports.
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References Concepts

£ = d
5 © =
£ o |es slg |2 |2
5.8 |52 <o/ 28 | 55]|%
Sc|o S02 5T = |ca| EE | S
=228/ 88855 5|88/ 229
CO|CGC|EBS| 82 N | £ ¢ (%a g
3% 3E|G52|A8| G |5&| as | T

(Shane, 2023) X

(Amores et al., 2023) X X X

(Y. Guo et al., 2023) X X X X

(Yue et al., 2022) X X X

(Algaide Mufioz & Rodriguez X X

Bolivar, 2021)

(SantovefigCasal et al., 2021) X X X X X

(Yao & Xu, 2022) X X X X

(Senior et al., 2023) X X X

(Ben Lazreg & X X X X X

(Oh, 2022) X X X

(Wang et al., 2023) X X X

(Chmel et al., 2024) X X X X X

(Rauchfleisch et al., 2023) X X

(Vespa et al., 2022) X X X

(Svirak et al., 2023) X X X X X X

(Arora, 2022) X X X X X X X X

(Hariguna et al., 2021) X X

(Yang & Su, 2020) X X X

(ValenzuelaAguilera et al., 2024 X X X X

(Arayankalam & Krishnan, 2022 X X X

(M. Li, 2023) X X

(Ramzy & Ibrahim, 2024) X

(Abdulkareem et al., 2022) X X X X

(L. Guo & Chen, 2022) X X X X

(Anyanwu et al., 2024) X X X X X X

(Hayes, 2021) X X X
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(AkerelePopoola et al., 2022) X X X X X X
(Alarabiat & Wahbeh, 2021) X X X X X

(Labafi et al., 2022) X X X X X X
(Lin & Kant, 2021) X X X X | X | X X




124

D Search Phrase Generation BPMN

Look for a
different social
media platform

Open the KU Enter “somal Confirm the
Leuven Limo media” or a platform is used
social media for e-
database e
platform e.g. participation in
search page
Start database Facebook Kenya Vo »
search process s the socia
media platform

used for e-
participation by
state actors in

Kenya?

Figure D.1: BPMN process representing the search term generation process (Part 1)

Look for a
different
synonym of "e-
participation”

Confirm the "e-
Enter "e- participation” Check number
participation” synonym in of records
or a synonym relevant found
publications

Is the synonym of
"e-participation”
consistent with

terms used in
journal articles
and Kenyan laws?

No

Figure D.2: BPMN process representing the search term generation process (Part 2)

Enter the
No number of

${ records in the
spreadsheet at
zero

Have records.

been found?

Enter the Filter for peer- Enter the Download all
Yes. number of reviewed Check number number of the publications
records found Jjournal articles of records reports found into a folder
ina published after found ina named after the
spreadsheet 2020 spreadsheet search phrase
Have records
been found?
Enter the
No number of

reports in the
spreadsheet as
zero

Figure D.3: BPMN process representing the search term generation process (Part 3)
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Have all search
phrases been
exhausted?

X Yes

Proceed to
filtering the
downloaded
publications

Figure D.4: BPMN process representing the search term generation process (Part 4)
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E Report Filtration BPMN

Check Check if - Check if
publication is a ication was
publication peer.reviewed X putlished in

Check if \ No
O oaschiss X X
duplicate \/ language
f manual

Start of manual Is the publication Is the publication Is the publication
full-text report o 5 -

blaxt I8 a duplicate? in anglish? a pear-roviawad

screaning

journal articie?

joumal article

2020 or later

Figure E.1: BPMN process representing the report filtering process (Part 1)

No No No

Check if the Check Check
Yes publication was \ Yes/No info publication for fs
= 8 -l publication for
X published X themes COVIDAD

relevant to the
thesis

~
.
online” in 2020 N

feren
or later references

Was the Was the Does the
publication publication publication
published in 2020 “published online” contain themes or

or later? in 2020 or later information that is

relevant to
exploring the
themes linked to
enablers and
inhibitors of
social media e-
participation for
state actors?

Figure E.2: BPMN process representing the refdot¢ring process (Part 2)
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Check if Check e Check if

e s publication was publication was e s
rpecewed in April accepted in published in ? published in

October 2020 Wias the June 2021 or
Was the Was th

2020 or later pub’i;llzn or latar publication \ater pUhT;“Zn 2022 or later
received in April o an:“';;'zg published in June
2020 or later? 2 sl 2021 or later?

Check if

Yas Yes

Yes

Does the
publication
reference

COVID-19 or post

COVID-18

evenls?

No

Figure E.3: BPMN process representing the report filtering process (Part 3)

Add publication
Log reason for
to the exclusion
list the exclusion

No
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publication
published in 2022
or later?

—

Have all
publications have

Yes
v been reviewed?
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i i -
reviewed
End of manual
full-text report

screening

Figure E.4: BPMN process representing the report filtering process (Part 4)
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F Report Filtration Process

Records removed before screening:
Duplicate records removed - 0
Records marked as ineligible by automation tools - 368
Records removed for other reasons - 0

Records excluded - 0 }

Records identified from KUL Limo -
594

v

Records screened - 226

v

Reports sought for retrieval - 210

Reports not retrieved - 16

A

/ Reports excluded: \

Reason 1 (Duplicate) - 3
Reason 2 (Not in English) - 0
Reason 3 (Not a peer-reviewed journal article) - 3
Reason 4 (Published before 2020) - 1
Reason 5 (Published online before 2020) - 8
Reason 6 (No relevant themes) - 58
Reason 7 (Received before April 2020) - 22
Reason 8 (Accepted before October 2020) - 0

Reason 9 (Published before June 2021) - 17
\ Total reports excluded - 112 /
h 4
Subset of accepted new studies included 7~
in review (saturation reached) - 30
Subset of accepted reports of new

studies included in review (saturation
reached) - 30

Reports assessed for eligibility - 210

-

Subset of eligible new studies excluded in review - 68
Subset of eligible reports of new excluded studies - 68

\

%/

Total studies included in review - 30
Reports of total included studies - 30

Figure F.1: Modified PRISMA 2020 flow diagram adopted frofage et al. (2021)
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KUL Limo Records
594

Records Marked Ineligible by Automation
368

Figure F.2: Sankey diagram of the filtration process (Part 1)

Subset of accepted new studies included in review (saturation reached)
30

Subset of accepted new studies excluded in review
68

Reason 1 Rejection
3
Reason 2 Rejection
0
Reason 3 Rejection
3
Reason 4 Rejection

1

Reason 5 Rejection
8

Reason 6 Rejection
58

Reason 8 Rejection
0

Reason 9 Rejection
17

Figure F.3: Sankey diagram of the filtration process (Part 2)



G Social Media Structured Observationinstitution Sample
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Table G.1: General éscriptiongbased orthe contents of the Constitution of Kenya

(CoK)) andrationaledor institutions chosen for the social media

structured observation procg3$he Republic of Kenya, 2010)

Institution Label Governance| Branch of General Rational
Level Government | Functional for
Inclusion
National Executive National Executive Executes Sampleto
national laws | represent
and represents the
state power as engagement
per executive | patterns of
authority thenational
executive
Judiciary National Judiciary Interprets the | Sample to
law and represent
ensures acces the
to justice engagement
under judicial | patterns of
independence| the
judiciary
National Legislature | National Legislature | Enacts Sample to
national laws, | represent
provides the
oversight, and| engagement
represents patterns of
citizens the senate
Independent National Independent | Promotes Sample to
Commission/Regulato constitutional | represent
values, the
accountability,, engagement
or regulatory | patterns of
oversight independent

offices
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National Security National Independent | Ensures Sample to
Organ national represent
security and | the
public safety | engagement
as per patterns of
constitutional | security
mandate agencies
State Corporation National Executive Implements | Sample to
Large policy and represent
delivers the
services undel engagement
executive patterns of
authority large state
corporations
State Corporatioi National Executive Implements | Sample to
Small policy and represent
delivers the
services undel engagement
executive patterns of
authority small state
corporations
County Executive County Executive Manages Sample to
(Urban County) devolved represent
functions and | the
executes engagement
county patterns of
legislation urban
county
executives
County Executive County Executive Manages Sample to
(Rural County) devolved represent
functions and | the
executes engagement
county patterns of
legislation
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rural county

executives
County Legislature County Legislature | Enacts county| Sample to
(Urban County) laws and represent
oversees the
county engagement
executive patterns of
urban
county
legislatures
County Legislature County Legislature | Enacts county| Sample to
(Rural County) laws and represent
oversees the
county engagement
executive patterns of

rural county
legislatures
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H Literature Review Enableri Inhibitor Relationship Map
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Interview Guide/Questionnaire

How does your institution leverage social media affordances (e.g., interactivity,
reach, immediacy) to engage the public in governaWieat challenges do you
encounter in maximising these features for meaningful public partici@ation

How do socieeconomic factors (e.g., digital literacy, internet access, resource
availability) impactthe public and/our institution's use of social media fer
participatior? What measures, if any, has your institution taken to address socio
economic barriers within state institutioasd the publie

What measures does your institution take to ensure public officials are equipped
with both technical and strategic skills for managing social media in
governance Are there structured training programs, internal guidelines, or
knowledgesharing mechanisms in place to optimise social media use

To what extent does your institution use social media data (e.g., sentiment
analysis, public feedback) to inform policy decisidhghat are the primary
challenged technical, legal, or ethicdlthat you encounter or anticipate in
integrating social media data into policymaking

How has social media influenced public mobilisation around government
initiatives or policy discussio®sWhat challenges does your institution
encounter while mobilising citizens through social m@dia

How does your institution use social media to promote democratic principles as
outlined in the CoK (transparency, accountability, inclusive decisiaking)?

What risks(e.qg. institutional reputational damapgdoes social media pose to
democratic governanee

What types of misinformation and disinformation have you observed targeting
your institution or affiliated individuals on social mediddow has this
misinformation affected public trust in your institution and its ability to carry
out its constitutional mand&eélave you identified any actors (citizens, political
groups, foreign adversaries) deliberately spreading misinformation for strategic
or political advantage

What types of hate content (e.g., ethnic, political, gebdsed) have you

observed on social media aimed at your institution or individuals affiliated with
it? How does hate content affect your ability to carry out your constitutional
mandat® Have you identified any actors (citizens, state actors, foreign
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adversaries) who deliberately use hate content against state bodies for personal
or political gair?

Are there any other factors that infl
for e-participation that we have not covered

Do current laws, regulations, and institutions in Kenya effectively regulate
social media garticipation to ensure its positive impadtt not, what policy
reforms or institutional measures would you propose to strengthen social media
governance

ue



J

Table J.1: Structuredobservation templat@art 1).

Structured Observation Template
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Date Platform Enablers
Social Media| Socio Competence
Platform economic and Strategies
Affordances | Factors of Public
Authorities
Table J.2: Structuredbservation templat@art 2.
Date Platform Enablers
Citizen Data-Driven Democratic
Mobilisation Policymaking | Principles
Table J.3: Structuredobservation templat@art 3.
Date Platform Inhibitors
Misinformation | Hate Security

and
Disinformation

Content/Activities
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K Interview Notes

K.a Interview/Interviewee 1

1. How does your institution leverage social media affordances (e.g., interactivity,
reach, immediacy) to engage thablic in governance? What challenges do you
encounter in maximising these features for meaningful public participation?

Social media has essentially replaced tools like fax in government
communication. It is now our general and fastnmunication tool. Platforms like
WhatsApp are much easier to dgsersonnel send internal messages, updates,
and even learning material through them.

The institution also uses social media to share both historical and current
informatiord things like public notes, archived material, and official reading
resources. But the institutions conduct a controlled release of information,
especially regulated infanation.

Social media is nhow an integral part of the communication apparatus, but there
are risks. Cybersecurity and document integrity are a big concern. Platforms and
devices are vulnerabdethey can be compromised or even physically stolen if
officials are carelss.

2. How do socieeconomic factors (e.g., digital literacy, internet access, resource
availability) impact the public and your institution's use of social media-for e
participation? What measures, if any, has your institution taken to address socio
economic barriers within state institutions and the public?

User knowledge may not be very high. State actors can be compromised by a lack
of proper social media use knowledge. Information leaks can cause injury to the
state.

User understanding is expanded through mandatory training of recruits. But there
is a need to establish clear lines of communication, rules of engagement, and
levels of clearance for access and dissemination of information. Currently, the
state does not & clear social media guidelines or rules of engagement.

Training and rules must cover all forms of government communication. Standards
need to be established and walticulated across all levels of engagentettie
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owho, what, where, when, and whyoé ar
and often overlooked.

Additional measures could include centralising cleargmiceEesses so that there

is greater transparency around who holds which information. When there is too
much discretion, it may lead to abuse. Centralised knowledge will also help weed
out imposters.

. What measures does your institution take to ensure public officials are equipped
with both technical and strategic skills for managing social media in governance?
Are there structured training programs, internal guidelines, or knowkthyeng
mechanism# place to optimise social media use?

Training depends on the cohort being recruited. Basic training lasts around 90 to
120 days and includes areas like etiquette, relevant historical information, and
the statebs strategic positions. It
expected oan officer.

There is protocol training for officers, including how senior government officials
should engage with foreign nationals. For example, newly appointed
ambassadors undergo 90 days of induction training covering foreign affairs
operations, etiquette, briefisgand so on.

Social media training is provided to all actors. A lot of the social media discourse
is tied to operational security.

. To what extent does your institution use social media data (e.g., sentiment
analysis, public feedback) to inform policy decisions? What are the primary
challenge8 technical, legal, or ethicalthat you encounter or anticipate in
integrating social media datnto policymaking?

The institution is starting to incorporate Al techniques for social media data
processing. It is currently a work in progress.

Government red tape makes Al acquisition very slow. The institution must comply
with all relevant rules and regulations related to procurement, as well as laws
such as data protection.

How has social media influenced public mobilisation around government
initiatives or policy discussions? What challenges does your institution encounter
while mobilising citizens through social media?

al

a l

S |
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The institution conducts advertisements for job applications through social
media. It is also used to reach out to people for events.

Mobilisation for the visit of foreign dignitaries can be done through social media.
This has in fact occurred recently during the state visit of King Charles to Kenya.

Social media is now used for formal communicaidns not just for informal
messaging anymore.

How does your institution use social media to promote democratic principles as
outlined in the Constitution of Kenya (transparency, accountability, inclusive
decisionmaking)? What risks (e.g. institutional reputational damage) does social
media pose to aeocratic governance?

Social media is used to promote transparency in governance because it provides
for traceability. It maintains a record beyond easy manipulation, since the public
can simply take screenshots of messages that have been posted.

Social media also allows the rapid and extensive sharing of important
information. However, the integrity of information can be damaged through
manipulation on social media, which leads to disinformation.

Additionally, important information not meant for distribution can be errantly
shared, which may lead to abuse of that knowledge.

. What types of misinformation and disinformation have you observed targeting
your institution or affiliated individuals on social media? How has this
misinformation affected public trust in your institution and its ability to carry out
its constitutional madate? Have you identified any actors (citizens, political
groups, foreign adversaries) deliberately spreading misinformation for strategic
or political advantage?

The institution is no stranger to disinformation operations targeting it because of
the role it plays within the state. Such information can lead to-weald
consequences, such as attacks on property and officers.

Moreover, misinformation can cause reputational damage to the institution. In
the field of this institution, disinformation is a weapon that has to be kept in sharp
focus at all times.

. What types of hate content (e.g., ethnic, political, gebdsed) have you
observed on social media aimed at your institution or individuals affiliated with
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it? How does hate content affect your ability to carry out your constitutional
mandate? Have you identified any actors (citizens, state actors, foreign
adversaries) who deliberately use hate content against state bodies for personal or
political gain?

Internal competition within the institution can lead to the use of unscrupulous
means for officers to gain an advantage over each other. Competition is very
strong within the institution, and the situation can be very difficult to navigate.

This competition can also spill over onto social médiar example, through
anonymous letters that are strategically used to gain an advantage by harming
the reputation of other state actors.

9. Aret here any other factors that influence
e-participation that we have not covered?

The security aspect is very critical for this institution. You have to look at the
institution as part of the national security apparatus.

It works in collaboration with all the security sectors. The institution and its
communication methods are very sacred.

10.Do current laws, regulations, and institutions in Kenya effectively regulate social
media eparticipation to ensure its positive impact? If not, what policy reforms or
institutional measures would you propose to strengthen social media governance?

The laws are currently insufficient to deal with the fast advancements of
technology. The competent institutions have enacted various laws to govern
technology, but they are still very much behind.

No country can claim to have a fully sufficient social media regulatory structure.
The institution is also not as advanced as other institutions and nations that have
interacted with technology for longer.
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K.b Interview/Interviewee 2

1. How does your institution leverage social media affordances (e.g., interactivity,
reach, immediacy) to engage the public in governance? What challenges do you
encounter in maximising these features for meaningful public participation?

Social media plays a crucial role in reaime engagement and communication
across multiple digital platforms, including Facebook, Instagram, X (formerly
Twitter), TikTok, and LinkedIn. It enables direct interaction with stakeholders
through Q&A sessionsnoproduct quality and sustainability, as well as surveys
and feedback mechanisms to gather insights from customers, suppliers, and
industry players.

Additionally, social media facilitates key corporate governance discussions and
announcements, ensuring that both local and international stakehélders
including minority shareholdedremain informed about corporate strategies.

Beyond communication, social media serves as an educational tool, offering live
sessions with experts and content that enhances public knowledge about product
usage. This benefits the institutionoés
marketing pléform for announcing product pricing, distribution, and availability,

while providing industryrelated updates in a manner that is significantly faster

than traditional media.

Furthermore, social media plays a critical role in crisis management by enabling
instant communication, swift responses to customer queries, and proactive
clarification of misinformation, which helps mitigate reputational risks.

However, despite these advantages, social media also presents challenges.
Misinformation and disinformatiah particularly concerning product pricing and
corporate activitied can spread rapidly, requiring the deployment of analytics to
monitor and counter fae claims. Limited digital literacy among some
stakeholders within the value chain further exacerbates the risk of
misinterpretation. Additionally, negative sentiment and online backlash during
crises can escalate quickly, making damage control challgn@ince a narrative

gains traction on social media, it can be difficult to reverse, highlighting the need
for proactive communication strategies and digital resilience.

2. How do socieeconomic factors (e.g., digital literacy, internet access, resource
availability) impact the public and your institution's use of social media-for e
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participation? What measures, if any, has your institution taken to address socio
economic barriers within state institutions and the public?

A significant challenge in leveraging social media for engagement is the digital
literacy gap among some underprivileged stakeholders. Many lack the ability to
access reatime information, making it difficult to counter misinformation
effectively. With lav awareness of how to verify information, misinformation can
persist, posing a risk to business reputation. To address this, offline seminars have
proven to be the most effective method for educating less privileged stakeholders,
with quarterly seminars pying a key role. Additionally, WhatsApp Business
support provides an alternative digital communication channel for those who may
struggle with more complex platforms.

Beyond literacy challenges, internet access remains a barrier in rural areas,
where high data costs and inconsistent network coverage limit social media
accessibility. Many key stakeholders lack access to smartphones and affordable
data plans, restrictingheir ability to stay informed through digital channels. To
bridge this gap, the institution implements bulk SMS campaigns and conducts
communitybased forums to ensure that essential information reaches all
stakeholders. Furthermore, partnerships witharketrs can facilitate business
operations and localised marketing efforts, making it easier for stakeholders to
engage despite technological limitations. These combined efforts help bridge the
digital divide, ensuring that all players remain informed andrected.

. What measures does your institution take to ensure public officials are equipped
with both technical and strategic skills for managing social media in governance?
Are there structured training programs, internal guidelines, or knowkthyang
mechanism# place to optimise social media use?

Structured training programmes for social media and Al are currently in use,
recognising the global shift towards social media and Al dominance and the need

for proactive adaptation. Employees receive targeted training in digital
communication and crisis anagement, enabling them to respond swiftly and
effectively to emerging challenges. Additionally, specialised social media
communication training tailored to the i
to strategically manage digital interactions. Remulworkshops on content

creation and stakeholder engagement help enhance the team's ability to produce
compelling and relevant messages. The organisation also maintains clear internal
guidelines and policies to ensure consistent, responsible digital atiena,
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supported by strict crisis protocols designed to safeguard the corporate
reputation and ensure effective management during any incidents or crises.

. To what extent does your institution use social media data (e.g., sentiment
analysis, public feedback) to inform policy decisions? What areptimeary
challenge8 technical, legal, or ethicdlthat you encounter or anticipate in
integrating social media data into policymaking?

The institution acquired sentiment analysis tools in the recent years. Sentiment
analysis is actively employed astaategic tool for brand management, allowing

the institution to monitor public perceptions and evaluate feedback from
stakeholders in readime. Customer complaints and discussions on social media
platforms are systematically analysed to inform producgprowements and
address emerging issues promptly. Additionally, the organisation leverages active
stakeholder engagement and crisis management strategies to maintain positive
brand perception and swiftly manage any reputational threats. These approaches
also hel p support t he institutionods
responsiveness to stakehol der <concer
with stakeholder expectations.

How has social media influenced public mobilisation around government
initiatives or policy discussions? What challenges does your institution encounter
while mobilising citizens through social media?

Social media supplements public mobilisation initiatives by serving as an integral
component of the organisation's mobilisation platform. It is actively used to
amplify government initiatives, such as affordable housing programmes, which
the organisation gpports. Additionally, social media facilitates communication
with stakeholders by providing retime product updates and other key
announcements from the institution. It also supports the dissemination of
information about social responsibility effortern the institution. Through these
platforms, stakeholders receive immediate responses to inquiries, enabling
effective engagement and swift clarification of issues. This allows the
organisation to quickly address stakeholder queries, respond to pubbercm)

and share information on initiatives, thereby reducing misinformation and
enhancing overall transparency.

How does your institution use social media to promote democratic principles as
outlined in the Constitution of Kenya (transparency, accountability, inclusive

S O (
ns 1
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decisionmaking)? What risks (e.g. institutional reputational damage) does social
media pose to democratic governance?

Institutional governance decisions are guided by policy, with board meetings
conducted transparently and board members held accountable. Regular updates
on institutional decisions and performance are actively shared via social media
platforms, primarily LinkedIn, X, and Facebook. Information about procurement
processes is also disseminated through social media channels, enhancing
transparency. Furthermore, social media is used to support corporate social
responsibility (CSR) initiatives, promote accountipiland ensure stakeholders
remain informed about organisational activities.

. What types of misinformation and disinformation have you observed targeting
your institution or affiliated individuals on social media? How has this
misinformation affected public trust in your institution and its ability to carry out
its constitutional madate? Have you identified any actors (citizens, political
groups, foreign adversaries) deliberately spreading misinformation for strategic
or political advantage?

Institutional governance practices are often challenged by misinformation and
disinformation campaigns, particularly those disseminated via social media. The
organisation actively utilises social media and traditional media channels to
manage and mitigatéhese risks, including misinformation related to product
quality and counterfeit or manipulated pricing such as fake discounts, which can
erode stakeholder trust. Challenges also include the dissemination of false
narratives around sensitive corporate assevhich could potentially harm the
institution's reputation. To counter these threats, the organisation regularly sends
updates through bulk SMS, WhatsApp channels, and social media platforms,
providing factual and timely corrections. Additionally, itasbs official press
releases addressing critical issues such as false claims concerning company
assets and product price manipulation. These proactive measures aim to protect
the institutiondés reputation anddstakehc
digital literacy among key stakeholders and rapid misinformation spread. The
organisation remains committed to maintaining a neutral, -baded

communication strategy to manage crises effectively and reduce reputational risk.

. What types of hate content (e.g., ethnic, political, gebdsed) have you

observed on social media aimed at your institution or individuals affiliated with
it? How does hate content affect your ability to carry out your constitutional
mandate? Have youdentified any actors (citizens, state actors, foreign
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adversaries) who deliberately use hate content against state bodies for personal or
political gain?

The institution has also faced significant challenges arising from politically
motivated misinformation and hate content spread through social media. The

primary source of this negative content stems from politically driven actors who

attempt to portray té institution negatively, often to influence or obstruct it from

lawfully fulfilling its mandate. For instance, during the implementation of lawful

deci sions regarding the institutionds as
hate content emerged, e eki ng to mi srepresent t he i
actions. These efforts aimed to atwist the institution, deterring it from

effectively carrying out its responsibilities. Despite these pressures, the
organisation maintained a neutral, transparesstance, countering false

narratives through clear communication, factual updates, and ongoing
engagement across social media and traditional channels.

9. Are there any other factors that influen
e-participation that we have not covered?

It is important to consider regulatory compliance, particularly regarding data
protection and privacy laws. All institutions must adhere strictly to requirements
such as Kenya's Data Protection Act to ensure responsible handling of personal
information colected through social media. In addition, compliance with broader
privacy regulations is essential to maintain trust among stakeholders and avoid
legal repercussions. Furthermore, effective management of social media
communication necessitates structurateinal guidelines and crisis protocols
aligned with these regulations. Given Kenya's cultural and linguistic diversity,
organisations must also consider language and cultural sensitivities in their
communication strategies. This involves crafting mess#ugsare inclusive,
respectful, and clear across various ethnic and cultural groups. Moreover,
managing social media effectively requires structured training programmes,
taking into account the need for capacity building in digital communication and
the echnical skills necessary for platforms such as sentiment analysis tools.

10.Do current laws, regulations, and institutions in Kenya effectively regulate social
media eparticipation to ensure its positive impact? If not, what policy reforms or
institutional measures would you propose to strengthen social media governance?

Several existing laws in Kenya guide social media use, including the Data
Protection Act (2019), the Computer Misuse and Cybercrimes Act (2018), the
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Kenya Information and Communications Act (KICA, 1998), and the National
Cohesion and Integration Act (2008), which specifically addresses hate speech
and ethnic discrimination. However, despite the presence of these regulatory
frameworks, challenges remairdue to weak enforcement. Effective
implementation and stronger enforcement mechanisms are crucial to reduce the
spread of misinformation, disinformation, and politically motivated hate speech.
Strengthening enforcement can significantly improve the mamagte of
reputational risks, protect institutions from harmful narratives, and promote
responsible digital communication across Kenya's culturally diverse and
multilingual context.
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K.c Interview/Interviewee 3

1. How does your institution leverage social media affordances (e.g., interactivity,
reach, immediacy) to engage the public in governance? What challenges do you
encounter in maximising theseatures for meaningful public participation?

The institution actively uses social media platforms to facilitate public
engagement. For example, it has established a dedicated online space where
citizens can post complaints about substandard public service delivery.
Additionally, legislative and polic change processes include a social media
component, allowing the public to participate and provide feedback. Social media
also enhances institutional transparency by enabling -tiea¢ information
sharing on various issues. Furthermore, it serves as l&fdooaising awareness
about whistleblower protections, encouraging the safe reporting of corrupt
practices.

2. How do socieeconomic factors (e.g., digital literacy, internet access, resource
availability) impact the public and your institution's use of social media-for e
participation? What measures, if any, has your institution taken to address socio
economic barers within state institutions and the public?

In terms of the public:

1 The lack of digital literacy or skills limits the ability of some segments of
society to navigate social media platforms, understand posted
information, or discern credible sources. This creates barriers to
meaningful online participation, leading to gaps engagement. As a
result, individuals with lower levels of education or limited exposure to
technologp who may be the intended beneficiaries of certain policy
interventions, such as fishermen in the maritime sécioe often
excluded from the digital pacipation process.

1 Unequal access to reliable and affordable internet, especially in rural or
low-income areas, directly limits the ability of a significant portion of the
population to participate online. This digital divide often results in the
exclusion of marginalised ommunities from social medizased
engagement platforms.

1 The cost of devices such as smartphones and computers, along with data
plans and even electricity, can be prohibitive for individuals with lower
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incomes. This lack of material resources presents a fundamental barrier
to accessing and using social media fgpagticipation.

Individuals engaged in precarious work, such as casualtdalay
labourers, may lack the time to actively participate in online discussions
or monitor social media channels for civic engagement.

Social media platforms andparticipation initiatives are often designed
primarily in international languages, such as English in Kenya. This
excludes individuals who are not proficient in those languages, limiting
their ability to engage meaningfully.

Individuals from marginalised communities may have lower levels of trust
in government institutions and online platforms due to past negative
experiences or concerns about privacy, security, surveillance, or
harassment.

For theinstitution:

1

Institutional branch offices in regions with poor infrastructure often lack
reliable internet access, appropriate hardware and software, and the
technical expertise needed to effectively manage social media- for e
participation.

Austerity measures driven by limited budgets often restrict institutions'
ability to invest in efficient tools, staff training, and resources for content
creation and community management on social media. It becomes a matter
of competing priorities.

With a predominantly ageing public workforce in government bodies,
many officials lack the digital literacy skills needed to strategically use
social media for engagement, understand online communication norms,
and effectively respond to citizen input.

Concerns about data privacy, security, and the potential misuse of citizens
information collected through social media often hinder the willingness to
fully embrace these platforms foiparticipation.

Potential solutions include:
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1 There is a need to prioritise thexpansion of affordable and reliable
internet access, particularly in underserved areas, through investments in
broadband infrastructure and communligsed internet solutions.

1 Clear guidelines and protocols should be established for the use of social
media in eparticipation, including moderation policies, feedback
mechanisms, and data privacy safeguards.

1 Investing in training and professional development helps build internal
capacity by enhancing digital literacy, online communication skills, and
understanding of social media engagement strategies.

1 Allocating sufficient financial resources for digital inclusion initiatives is
essential. This includes investments in infrastructure development,
training programmes, and the procurement of accessible technology.

1 Implementing robust data protection measures and ensuring transparency
about how citizensd data is coll ectec
and confidence.

1 Actively addressing misinformation is essential for building trust in online
platforms.

3. What measures does your institution take to ensure public officials are equipped
with both technical and strategic skills for managing social media in governance?
Are there structured training programs, internal guidelines, or knowkthyang
mechanism# place to optimise social media use?

The institution builds internal capacity by investing in training and professional
development to enhance digital literacy, online communication skills, and
understanding of social media engagement strategies.

However, there remains a need to establish clear guidelines and protocols for
using social media in-participation, including moderation policies, feedback
mechanisms, and data privacy safeguards.

4. To what extent does your institution use social media data (e.g., sentiment
analysis, public feedback) to inform policy decisions? What are the primary
challenged technical, legal, or ethicdlthat you encounter or anticipate in
integrating social media datnto policymaking?
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By actively engaging the public through social media, the institution receives
feedback through reactions such as likes, shares, comments, and online debates.
These interactions offer invaluable rdahe insights into public sentiment,
concerns, and emeirgy issues. Social media metrics also serve as indicators of
public approval or disapproval, helping institutions formulate timely and
appropriate mitigating strategies. In some cases, public engagement on social
media has introduced new perspectives thalve influenced governance
processes.

Analysing social media data enables the institution to understand public opinion
by examining the overall emotional t@he/hether positive, negative, or neutial
towards specific policies, events, or the government itself. This analysis has also
helped identy influential individuals or groups shaping public discourse in
particular policy areas. Such insights support more targeted stakeholder
engagement and the development of effective communication strategies to secure
buyin.

Moreover, by assessing how proposed policies are perceived online, institutions
can identify areas of likely public support or resistance and adjust their
approaches accordingly.

How has social media influenced public mobilisation around government
initiatives or policy discussions? What challenges does your institution encounter
while mobilising citizens through social media?

The institution promotes citizen contributions by encouraging the use of specific
hashtags or participation in campaigns, fostering a sense of ownership and
inclusion in governance processes.

How does your institution use social media to promote democratic principles as
outlined in the Constitution of Kenya (transparency, accountability, inclusive
decisioammaking)? What risks (e.g. institutional reputational damage) does social
media pose to aeocratic governance?

The institution uses social media to engage in direct conversations with the public
through comments, direct messages, and live Q&A sessions. These interactions
help answer public questions, gather feedback on policies, and facilitate dialogue
to better uderstand citizen perspectives. The institution also shares visually
engaging contedtsuch as videdsto simplify complex information and
encourage interaction. Social media further enables rapid and widespread
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dissemination of information, reaching a more diverse audience, including those
who may not follow traditional media channels.

. What types of misinformation and disinformation have you observed targeting
your institution or affiliated individuals on social media? How has this
misinformation affected public trust in your institution and its ability to carry out
its constitutional madate? Have you identified any actors (citizens, political
groups, foreign adversaries) deliberately spreading misinformation for strategic
or political advantage?

Social media platforms have been used to distort public understanding and
undermine trust in the institution. In some cases, individuals have manipulated
public opinion for personal or financial gain.

. What types of hate content (e.g., ethnic, political, gebdsed) have you
observed on social media aimed at your institution or individuals affiliated with

it? How does hate content affect your ability to carry out your constitutional
mandate? Have youdentified any actors (citizens, state actors, foreign
adversaries) who deliberately use hate content against state bodies for personal or
political gain?

Tribal profiling has been used by certain segments of society to distort public
opinion and undermine trust in public institutions. Effectively moderating online
discussions, addressing inappropriate content, and managing the high volume of
interactions reguires significant resources and clearly defined protocols.
Furthermore, maintaining transparency, being responsive, and demonstrating
accountability in social media interactions are essential for building and
sustaining public trust. In contrast, incorteist engagement can erode credibility
and weaken institutional legitimacy.

.Are there any other factors that influen
e-participation that we have not covered?

Social media enables rapid feedback, allowing institutions to quickly collect and

analyse public reactions to announcements or initiatives. This speed supports
timely adaptation of approaches where necessary. It also facilitates prompt

responses to public queries and concerns, which helps build trust and
demonstrates institutional responsiveness.

Moreover, social media allows for immediate, réale updated especially
during critical events or policy chang@&&nsuring that the public is kept informed
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in a timely manner. It also overcomes geographic barriers by transcending
physical boundaries, enabling institutions to engage with citizens regardless of
their location. Lastly, social media is particularly effective in reaching younger
demographics, fowhom these platforms serve as a primary source of information
and communication.

10.Do current laws, regulations, and institutions in Kenya effectively regulate social
media eparticipation to ensure its positive impact? If not, what policy reforms or
institutional measures would you propose to strengthen social media governance?

While Kenya has made progress in recognising the importance of public
participation and has established a legal framework that includes digital spaces,
the effectiveness of existing laws, regulations, and institutions in comprehensively
regulating social radia eparticipation remains debatable and faces significant
challenges.

The existing legal and regulatory frameworks include:

1 Constitution of Kenya, 2010: Article 10 lists public participation as a
national value and principle of governance, implying the need for
accessible platforms, which can include social media.

1 Public Participation Act, 2018: Provides guidelines for involving citizens
in decisionmaking processes at all levels of government, suggesting the
integration of digital platforms.

1 Kenya Information and Communications Act (KICA) and Amendments:
Governs the telecommunications sector and has been amended to address
cybercrime and misuse of the internet.

1 Computer Misuse and Cybercrimes Act, 201&riminalises various
online activities, including the publication of false information and
offensive communication. It can be relevant to regulating harmful content
during social media-@articipation.

1 National Cohesion and Integration Act, 2008: Penalises hate speech,
which is a significant concern in online public discourse. The National
Cohesion and Integration Commission (NCIC) has worked with the
Communications Authority (CA) on guidelines to condrdihe abuse.
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1 Data Protection Act, 2019: Aims to safeguard personal data, which is
crucial in the context of online interactions and potential data collection
during social media-@articipation.

1 Proposed Kenya Information and Communication (Amendment) Bill, 2019
(The "Social Media Bill"): This Bill proposed more stringent regulations
on social media use, including licensing for social media bloggers (the
fifth estate), but its current status anat@ntial impact are still subjects of
discussion.

1 Media Council of Kenya Act, 2013: While primarily focused on traditional
media, its ethical guidelines extend to journalists' online activities and the
verification of online information

The key institutions involved in regulating social medagicipation include:

1 The Communications Authority (CA): The regulatory authority for the
communications sector, including telecommunications, cybersecurity, and
multimedia. They are involved in developing guidelines and enforcing
regulations related to online content.

1 The National Cohesion and Integration Commission (NCIC): Works to
reduce interethnic conflict and has a mandate to address hate speech,
including on online forms.

1 The Judiciary: Plays a role in interpreting and applying relevant laws in
cases related to online conduct.

1 The Ministry of ICT and the Digital Economy: Oversees the development
and implementation of digital strategies and policies.

9 Office of the Data Protection Commissioner: Responsible for enforcing
the Data Protection Act, relevant to the collection and use of personal data
during social media-@articipation.

While these laws and institutions provide a foundation, their effectiveness in
ensuring the positive impact of social medipagticipation is limited by several
factors:

1 Fragmented and Disjointed Approach: Multiple laws address different
aspects of online content, but a comprehensive framework specifically for
regulating social media-participation is still lacking.
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1 Enforcement Challenges: The borderless nature of the internet and the
sheer volume of social media content make enforcement of existing laws
difficult. Identifying and prosecuting offenders can be complex and
resource intensive

1 Balancing Freedom of Expression and Regulation: Striking a balance
between regulating harmful content and upholding constitutional
guarantees of freedom of expression is a delicate and ongoing challenge.
Overly broadregulations could stifle legitimate public discourse.

91 Digital Divide and Inclusivity: A significant portion of the Kenyan
population still lacks reliable internet access and digital literacy,
hindering their ability to participate effectively through social media.
Relying heavily on online platforms can exdege existing inequalities.

1 Misinformation and Disinformation: The rapid spread of false information
on social media can undermine trust in government initiatives and distort
public discourse during -participation. Current laws and institutions
struggle to effectively combat this.

1 Lack of Specific Guidelines for -Earticipation: While public
participation is enshrined in law, there are no specific regulations or
guidelines on how social media should be used by government institutions
to facilitate meaningful and inclusiveparticipation.

1 Capacity and Resources: Institutions may lack the technical expertise and
resources needed to effectively monitor social media, engage with citizens,
andanalyse online feedback for policy decisions.

1 Platform Accountability: The role and responsibility of social media
platforms themselves in moderating content and ensuring a positive
environment for garticipation are not clearly defined or enforced.

1 Evolving Nature of Technology: Social media platforms and online
communication methods are constantly evolving, making it challenging for
laws and regulations to keep pace.

Proposals to improve the situation that Kenya may need to consider:

1 Developing more specific legislation or guidelines for social media use in
public participation.
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1 Strengthening the capacity of relevant institutions to monitor and engage
on social media effectively.

1 Investing in digital literacy programs to bridge the digital divide.

1 Developing strategies to combat misinformation and promote media
literacy.

1 Fostering collaboration between government, social media platforms,
civil society, and citizens to create a more positive and productive online
environment for civic engagement.

1 Ensuring that any regulatory measures are carefully balanced with the
protection of fundamental rights and freedoms.

To strengthen social media governance for posithygaricipation, a mult
pronged approach involving policy reforms and institutional measures may be
necessary. Some key policy areas to consider include:

1 Comprehensive Legal Framework: Develop specific legislation that
addresses social media's role in governance, going beyond general
cybercrime or communication laws. This framework should:

o Define EParticipation Guidelines: Outline clear rules and
standards for how government institutions should utilize social
media for public engagement, including accessibility,
responsiveness, and data handling.

o Balance Freedom of Expression with Responsibility: Establish
clear boundaries for acceptable online conduct during e
participation, addressing hate speech, incitement to violence, and
disinformation without unduly infringing on freedom of
expression.

o Ensure Platform Accountability: Explore mechanisms to hold
social media platforms accountable for fostering a healthy
environment for civic discourse, including content moderation and
transparency in algorithms.

o Data Protection in EParticipation: Strengthen data protection
laws and guidelines specifically for data collected during online
public consultations and engagement processes.
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o Promote Digital Inclusion: Enact policies that aim to bridge the
digital divide by promoting affordable internet access, digital
literacy programs, and accessible technology for all citizens.

o Clear Government Social Media Policies: Mandate that all
government institutions develop and publicly share clear social
media policies that outline:

A

Purpose of Engagement: Clearly state the objectives of
using social media for specifigitiatives.

Engagement Guidelines: Define how the institution will
interact with the public

Transparency Standards: Specify how institutions will
ensure transparency in their online interactions and the use
of public feedback.

Media and Information Literacy Policies: Implement
national policies and programs to enhance media and
information literacy among citizens, empowering them to
critically evaluate online content, identify misinformation,
and engage responsibly in online dissions.

Policy on Countering Disinformation: Develop a national
strategy to identify, track, and counter disinformation
campaigns that target government institutions or public
trust in governance processes. This should involve
collaboration between government agms, media
organizations, and civil society.

Regular Review and Adaptation: Establish mechanisms for
the regular review and adaptation of social media

governance policies to keep pace with technological
advancements and evolving online dynamics.

Establish Dedicated Social Media Governance Units:
Create specialised units within government institutions or
as independent bodies with the mandate to develop and
oversee the implementation of social media strategies for
public engagement.
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K.d Interview/Interviewee 4

1. How does youinstitution leverage social media affordances (e.g., interactivity,
reach, immediacy) to engage the public in governance? What challenges do you
encounter in maximising these features for meaningful public participation?

The institution uses social media platforms such as Twitter, Facebook, Linkedin,
and Instagram to actively engage the public online. It hoststi@a hackathons,
conducts live audio discussions, and provides regular updates on its initiatives
and core madates. Issues that concern the common Mwananchi (ordinary
citizen) are normally prioritised.

However, maintaining consistent engagement and cutting through information
disruption remains a challenge. This is especially evident when it comes to
translating online interactions into meaningful public participation.

2. How do socieeconomic factors (e.g., digital literacy, internet access, resource
availability) impact the public and your institution's use of social media-for e
participation? What measures, if any, has your institution taken to address socio
economic barers within state institutions and the public?

A digital divide still exists in our society, for example limited internet access,
inadequate digital infrastructure, and low levels of digital literacy. These factors
continue to constrain the effectiveness of public participation conducted by the
institution on online platforms.

To address this, the institution is actively working to bridge the gap through
digital awareness campaigns, the provision of digital dedicegh as Digital
Labs/Hubs, and the deployment of Cloud services to support startups. We are also
collaborating with partners to enhance connectivity as part of the Digital
Superhighway Programme.

3. What measures does your institution take to ensure public officials are equipped
with both technical and strategic skills for managing social media in governance?
Are there structured training programs, internal guidelines, or knowkthyeng
mechanism# place to optimise social media use?

The institution has established internal guidelines and holds periodic training
workshops for its staff. However, there is still room for improvement.
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Developing a more structured and strategic training progradmvéh regular
refresher sessiodswould strengthen staff capacity to manage social media more
effectively. It will enable them to be both strategic and responsive in their
engagement efforts.

. To what extent does your institution use social media data (e.g., sentiment
analysis, public feedback) to inform policy decisions? What are the primary
challenge8 technical, legal, or ethicdlthat you encounter or anticipate in
integrating social media datnto policymaking?

The institution collects and analyses social media data across all platforms it uses
such as Twitter. The analytical dashboards provided by the platforms help to
support more informed decisignaking based on emerging trends and public
feedback.

While we monitor public sentiment and reactions, the systematic use of this data
for policymaking is still evolving. Key challenges include data privacy concerns,
limited access to advanced analytics tools, and the absence of clearly defined
ethical guidehes.

How has social media influenced public mobilisation around government
initiatives or policy discussions? What challenges does your institution encounter
while mobilising citizens through social media?

In recent years, social media has played a key role in raising public awareness,
facilitating participation in legislative processes, and supporting the
implementation of government projects.

However, these efforts have faced growing challenges from online critics who
spread misinformation, often aiming to dilute or counter official government
messaging.

How does your institution use social media to promote democratic principles as
outlined in the Constitution of Kenya (transparency, accountability, inclusive
decisioammaking)? What risks (e.g. institutional reputational damage) does social
media pose to aeocratic governance?

The institution uses social media to share updates and information with the public
transparently across all stages of its work. It has invited public input during
participation processésparticularly in relation to ICT bills. Moreover, the
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institution has actively supported inclusivity by ensuring that information reaches
all segments of the population.

Nonetheless, there remains a risk of misinterpretation, misinformation, and public
backlash, whicé if not managed proactivedycan undermine our credibility.

. What types of misinformation and disinformation have you observed targeting
your institution or affiliated individuals on social media? How has this
misinformation affected public trust in your institution and its ability to carry out
its constitutional madate? Have you identified any actors (citizens, political
groups, foreign adversaries) deliberately spreading misinformation for strategic
or political advantage?

The institution has encountered false claims labelling some of our projects as
oOwhite elephantsd or all eging that
misinformation regarding the actual status of ongoing initiatives, and instances
where the institutiomas been drawn into politically motivated narratives.

Such misinformation can erode public trust and slow down progress. Although we
make efforts to counter it swiftly, identifying the individuals or groups deliberately
spreading falsehoods remains a complex challenge.

. What types of hate content (e.g., ethnic, political, gebdsed) have you
observed on social media aimed at your institution or individuals affiliated with

it? How does hate content affect your ability to carry out your constitutional
mandate? Have youdentified any actors (citizens, state actors, foreign
adversaries) who deliberately use hate content against state bodies for personal or
political gain?

Although relatively minimal, hate speécparticularly when politically or
ethnically charged has occasionally targeted individuals or institutions. This
creates a hostile digital environment, which can demoralise staff and disrupt
ongoing initiatives.

Addressing this challenge requires coordinated efforts across institutions and the
development of more effective reporting and response mechanisms.

.Are there any other factors that infl
e-participation that we have not covered?

t he

uen
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Rapid technological advancemeftsuch as algorithm changes on platforms like
Twitterd and evolving patterns of digital conduct have continually influenced how
public institutions engage on social media. For example, the social media
powered uprising of Genation Z demonstrates the challenge faced by public
institutions on social media.

10.Do current laws, regulations, and institutions in Kenya effectively regulate social
media eparticipation to ensure its positive impact? If not, what policy reforms or
institutional measures would you propose to strengthen social media governance?

Current legislatio® such as the Data Protection Act 2019 and the Computer
Misuse and Cybercrimes Acaddresses aspects of digital safety. However, these
laws do not go far enough in guiding constructiveagticipation.

There is a need for policy reforms that provide clearer guidance on
misinformation, digital civility, and institutional accountability. Additionally,
stronger collaboration between technology companies and government
institutions is essential to promotenaalthier digital public sphere.
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K.e Interview/Interviewee 5

1. How does your institution leverage social meditordances (e.g., interactivity,
reach, immediacy) to engage the public in governance? What challenges do you
encounter in maximising these features for meaningful public participation?

The institution utilises social media platforms to enhance public engagement
during policy formulation, planning, budgeting, and performance monitoring and
evaluation. This facilitates inclusiveness, ownership, and consensus. By
leveraging the interactiwtof platforms like Twitter and Facebook, it engages in
two-way communication, enabling citizens to provide feedback on policies,
budgets, and other financial matters. The reach of social media allows the
institution to disseminate information widely andgiakly, including updates on
public participation opportunities such as budget consultations and press
releases.

However, a significant challenge remains: a large portion of the popul&tion
especially in rural area® remains unreachable through social media due to
limited access to devices and infrastructure. Additionally, the spread of
misinformation often necessitateclarifications, which can create confusion
among the public.

2. How do socieeconomic factors (e.g., digital literacy, internet access, resource
availability) impact the public and your institution's use of social media-for e
participation? What measures, if any, has your institution taken to address socio
economic barers within state institutions and the public?

Sociceconomic challenges such as limited digital literacy and unequal internet
access create barriers to meaningful engagetheatticularly in rural and
marginalised areas. The high cost of intereatibled devices and data bundles
further disadvantages anginalised users, especially in the context of a
challenging cost of living.

These challenges are addressed through digital literacy programmes run by the
competent authorities, efforts to improve internet infrastructure in underserved
areas, and the combined use of traditional media and social platforms to enhance
outreach. Offlie feedback mechanisms are also provided to ensure inclusive
public participation. Additionally, the Cabinet Secretary engages in public
barazas across various regions of the country to strengthen direct citizen
engagement.
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3. What measures does your institution take to ensure public officials are equipped
with both technical and strategic skills for managing social media in governance?
Are there structured training programs, internal guidelines, or knowkthyeng
mechanism# place to optimise social media use?

Staff are equipped with the necessary skills for managing social media in
governance through structured training programmes. A yearly training needs
assessment is conducted, focusing on both technical and strategic aspects of
social media use. This ensuthat officials can effectively engage with the public

and disseminate information.

The Kenya School of Government provides both tailade and general training
sessions related to governance and digital literacy. In addition, knowledge
sharing mechanisndssuch as workshops and collaborative platfodnssipport
continuous learning and adagiton to emerging trends in digital communication.
The annual Performance Contract also includes components on knowledge
management and staff sensitisation, enabling the transfer of expertise from
experienced personnel.

4. To what extent does your institution use social media data (e.g., sentiment
analysis, public feedback) to inform policy decisions? What are the primary
challenge8 technical, legal, or ethicalthat you encounter or anticipate in
integrating social media datnto policymaking?

The institution frequently uses public feedback and sentiment analysis, especially
during public participation processes for the annual budget, proposed bills,
regulations, and policy development. This data helps gauge public opinion and
identify pressingoncerns.

However, several challenges arise when integrating this data into policymaking.
Technical challenges include the lack of advanced tools and expertise to analyse

large volumes of social media data. Legal challenges involve ensuring
compliance with data prettion regulatond s uch as Kenyabds Dat a
Actd when collecting and using social media data. Ethical challenges include
navigating the impact of misinformation.

5. How has social media influenced public mobilisation around government
initiatives or policy discussions? What challenges does your institution encounter
while mobilising citizens through social media?
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The institution uses platforms like Twitter and Facebook to share updates on
financial policies, budget consultations, and public participation opportunities,
enabling citizens to stay informed and involved.

However, challenges arise, including combating misinformation, ensuring
inclusivity in the face of the digital divide, and addressing resource constraints
that affect effective social media management.

How does your institution use social media to promote democratic principles as
outlined in the Constitution of Kenya (transparency, accountability, inclusive
decisionmaking)? What risks (e.g. institutional reputational damage) does social
media pose to aeocratic governance?

Social media platforms enable re@he communication, allowing citizens to
access information and provide feedb&dkstiling a sense of inclusion in
governance processes.

However, these platforms also pose risks to democratic governance, including the
potential for institutional reputational damage caused by misinformation, hate
speech, or the mismanagement of online interaddiaueh as cyberbullying
directed at staff.

. What types of misinformation and disinformation have you observed targeting
your institution or affiliated individuals on social media? How has this
misinformation affected public trust in your institution and its ability to carry out
its constitutional madate? Have you identified any actors (citizens, political
groups, foreign adversaries) deliberately spreading misinformation for strategic
or political advantage?

The institution has faced numerous instances of misinformation and
disinformation targeting our policies, financial decisions, and officials on social
media. Common forms include misrepresentation of budgets or allocations, false
claims of fund misappromtion, and distorted interpretations of financial
policies. These narratives erode public trust, fostering scepticism about our
transparency and our ability to fulfil our constitutional mandate.

In some cases, such campaigns appear to be coordinated by political groups or
individuals seeking to advance specific agendas or discredit the ministry. The
institution addresses these challenges through timely fact clarification, public
awareness campaign and partnerships with fachecking organisations to
maintain credibility and uphold public trust.
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8. What types of hate content (e.g., ethnic, political, gebdsed) have you
observed on social media aimed at your institution or individuals affiliated with
it? How does hate content affect your ability to carry out your constitutional
mandate? Have youdentified any actors (citizens, state actors, foreign
adversaries) who deliberately use hate content against state bodies for personal or
political gain?

The institution encounters various forms of hate content on social media,
including ethniebased attacks and political propaganda targeting officials. Such
content often seeks to undermine the ins
constitutionalmandate. These attacks can erode public trust, complicate policy
implementation, and create a hostile environment for public officials.

While some of this content appears to arise from individual frustrations, there are
indications of coordinated efforts by political groups or other actors seeking to
discredit the institution for strategic or political gain.

9. Arethere any other factorsthan f | uence your institutiono6
e-participation that we have not covered?

Additional factors worth noting include cybersecurity concerns, as the risk of
hacking or data breaches can deter open engagement. The creation of unofficial
accounts can also lead to the dissemination of misleading information.
Additionally, cultural attiudes toward digital platforms may influence how
citizens perceive and interact with social media initiatives.

10.Do current laws, regulations, and institutions in Kenya effectively regulate social
media eparticipation to ensure its positive impact? If not, what policy reforms or
institutional measures would you propose to strengthen social media governance?

Current laws and regulatiossuch as the Kenya Information and
Communications Act and the Data Protection dAptovide a foundation for
regulating social media. However, they struggle to address emerging challenges
such as misinformation, hate speech, aaidgrivacy in a rapidly evolving digital
landscape.

Potential policy reforms could include enacting specific legislation targeting
these 1 ssues, enhancing publ i c of ficial
promoting digital literacy among citizens, and collaborating with social media

platforms to strengin content moderation.
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L.a Institution 1 7 Large State Corporation

Table L.a.L Institution 1 observation dat®&4rt 1)
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Date Platform Enablers
Social Media | Socio Competence
Platform economic and Strategies
Affordances Factors of Public
Authorities
18.03.2025 | X The
The institution institution
mostly creates o
uses hashtags | content in The institution
often in their English. has high

posts quality content
The
institution's
The institution posts their
tags other original
relevant state content
institutions/actorg multiple times
in their posts per week
The
The institution institution's
postsa lot of content
images on their combines
content digital media

The institution
reposts a lot of
relevant content

The institution
creates conten
to mark key
public events
such as
Christmasand




166

Val ent i
Day

The algorithm
hides some
comments on the
default comment
filter option
(most relevant).
It defines those
comments as
spam or
potentially
harmful

The institution
occasionally
promotes itself
in the commen
section of
Kenyan
influencers
(some may be
potentially
contentious)

Changes to the
filter settings
(most relevant,
most recent, mos
liked) still keeps
some comments
hidden

The institution
creates helpful
content on
theirpr odu
multiple times
a week

Users are
utilising likes and
retweets to voice
their opinions on
the content
posted by the
institution

The institution
incorporates
urban slang
into their posts
to good effect

The social media
platform
generally has
aggressive
content

The
institution's
account is not
verified on X

Users frequently
use pseudonyms

The institution
appears to hav
similar content
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on Facebook
and X

The institution
mostly useshe
platform for
one way
communication

The queries in
the institution's
comment
section appear
to generally be
answered
privately.
However, the
institution
sometimes
answers in the
comments
section.

The institution
posts about
important
safety
information to
help the public
stay prepared

The institution
issues press
statements
about
information
they deem as
inaccurate that
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is circulating
about them

The institution
has a
humorous
approach in
fighting fake
news

The institution
posts importan
public
information
such as open
tenders

Facebook

The institution
Cross posts their
TikTok content
here

The
institution
mostly creates
content in
English

The institution
has high
guality content
but low
engagement
and followers

The institution
uses hashtags
often in their
posts

The institution
seems to have
had a previous
account that it
used before bu
did not delete.
This old
account though
is notverified.

The institution
postsa lot of
images on their
content

The
institution's
posts their
original
content
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multiple times
per week

The institution

The queries in
the institution's
comment
section appear
to generally be
answered
privately.
However, the
institution
sometimes
answers in the

has a verification comments
badge section.
Users are

utilising The
reactiongo voice institution's
their opinions on content

the institution's combines
content digital media
Thealgorithm

hides some The institution

comments on the

creates conten

default comment to mark key
filter option public events
(most relevant). such as

It defines those Christmasand
comments as Val ent i
Spam. Day

The algorithm The

hides some institution's
comments content
regardles®f the creation

filter settings playbook is
(most relevant, diverse and
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newest, all
comments)

uses various
engagement
tools such as
riddles

The social media
platform
generally has les
aggressive
content

The institution
appears to hav
similar content
on Facebook
and X

The institution
mostly uses the
platform for
one way

communication

The institution
issues press
statements
about
information
they deem as
inaccurate that
is circulating
about them

Theinstitution
flags fake
profiles and
their content

Theinstitution
takespublic
feedback on
how to
improve the
fight against
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misleading
content

The institution
posts importan
public
information
such as open
tenders

The institution
appears to take
the
constructive
criticism
seriously

25.03.2025

X

Facebook

No notable changes

03.04.2025

X

The institution
has highlighted
a big
achievement
they had made

Facebook

The institution
has highlighted
a big
achievement
they had made

10.04.2025

The institution
has highlighted
positive news
coverage abou
their
achievements
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Facebook The institution
has highlighted
positive news
coverage abou
their
achievements

16.04.2025 | X
Facebook No notable changes
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The institution
reposts
accounts that
talks positively

Date Platform Enablers
Citizen Data-Driven Democratic
Mobilisation Policymaking | Principles
18.03.2025 | X The institution | SOMe people

sometimes
seeks public
opinions
through online
voting to help
improve their

seem to be
unhappy about
their
governance
approaches.

aboutthem products
The
institution's
low
engagement
metrics may
The institution | limit their
posts about ability to
their social utilise data
initiatives analytics
quite often techniques
The user
anonymity
The institution | might make it
posts alongsidg difficult to

other

differentiate

government | evidence and

institutions in | noneevidence
their social for datadriven
initiatives policymaking

The institution | It is unclear

assists other

whether the
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government
agencies to
amplify
important
messages sucl
as road safety

comments
hidden by the
algorithm can
be accessed
and filtered to
be used for
datadriven
policymaking

They generally
have a mixture
of positive and
negative
reactions in
their posts.
However, the
reactions
generally tend
to tilt to the
positive side.

The institution
promotes their
offline events
on social
media

The institution
Cross posts
their TikTok
content here

The institution
appears to
generally
receive
positive
support but

facescriticism
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from time to
time

The institution

has low
engagement
and a
moderately
low number of
followers
Facebook The
institution's
low
engagement
metrics may | Some people
The institution | limit their seem to be
promotes their| ability to unhappy about|
offline events | utilise data their
on social analytics governance
media techniques approaches
It is unclear
whether the Someone
comments people seem tc
hidden by the | beconcerned
algorithm can | about the
be accessed | cooperate
The institution | and filtered to | governance

Cross posts
their TikTok
content here

be used for
datadriven
policymaking

directions of
the
organisations

The institution
posts about
their social
initiatives
quite often

Some people
provide
constructive
criticismin a
bid to help the
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institution get
better results

Theinstitution
assists other
government
agencies to
amplify
important
messages sucl
as road safety

The institution
posts message
of
encouragemen
to others such
as student
sitting exams

People appear
to like the
quality of their
products in the
comments

The institution
appears to
generally
receive
positive
support but
facescriticism
from time to
time

The
institution's
content is

being shared
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more often on
Facebook

The institution
has a much
larger
following on
Facebook
compared to X

The institution
has low
engagement
and a
moderately
high number of
followers

25.03.2025

X

Facebook

No notable changes

03.04.2025

X

The
engagement
metrics on the
post of the
institution's
achievements
was low but
positive

Facebook

The
engagement
metrics on the
post of the
institution's
achievements
was low but
positive
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10.04.2025

The
engagement
metrics on the
post of the
institution's
achievements
was low but
positive

Facebook

The
engagement
metrics on the
postof the
institution's
achievements
was low but
positive

16.04.2025

The
institution's
engagement
levels on X are
almost non
existent

Facebook

The
institution's
engagement
levels continue
to be higher on
Facebookand
they are
generally
positive
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Date Platform Inhibitors
Misinformation | Hate Security
and Content/Activities
Disinformation

18.03.2025 | X There are fake
accounsg with Some of the
almost matching language used in
names that the comments that
appear when are critical of the
searching for the¢ institution is
organisation strong

Facebook Some of the
language used in
the comments that
are critical of the
institution is
strong.

25.03.2025 | X No notable changes

Facebook

03.04.2025 | X

Facebook

10.04.2025 | X

Facebook

16.04.2025 | X

Facebook




L.b Institution 2 T Small State Corporation

Table L.b.1: Institution 2 observation data (Part 1)
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in their posts

Date Platform Enablers
Social Media | Socio Competence
Platform economic and Strategies
Affordances Factors of Public
Authorities
25.03.2025 | X The institution | The
h institution
tags other mostly creates
relevant state content in The institution
institutions/actorg English. posts very few

times

The institution
postsa lot of
images on their
content

The institution
has high
guality content

Theinstitution
reposts a lot of
relevant content

There are som
comments on
the institution's
posts seeking
their
assistance. It ig
unknown if the
commenters
were answered
via private
messaging.

The algorithm
hides some
comments on the
default comment
filter option
(most relevant).

It defines those

The institution
mostly uses thg
platform for
one way
communication
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comments as
spam or
potentially
harmful

Changes to the
filter settings
(most relevant,
most recent, mos
liked) still keeps
some comments

The institution
reposts
positive news
coverage abou

hidden themselves
Users are

utilising likes and

retweets to voice

their opinions on The

the content institution's

posted by the

account is not

institution verified on X
Users frequently
usepseudonyms

Facebook The
The institution institution
postsa lot of mostly creates The institution
images on their | contentin has high
content English quality content
Users are
utilising The institution

reactiongo voice
their opinions on
the institution's
content

mostly uses the
platform for
one way
communication

The institution
posts very few
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times (6 posts
in total)

The institution
posts news
coverage of
their activities

They do
have a
verification
badge

03.04.2025

X

Facebook

No notable changes

10.04.2025

X

Theinstitution
has posted a
news article
which appears
to be linked to
a governance
objective they
want to
achieve

Facebook

16.04.2025

X

Facebook

No notable changes




Table L.b.2: Institution 2 observation data (Part 2)
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The institution
has much morg
followers on X
compared to
Facebook

hidden by the
algorithm can
be accessed
and filtered to
be used for
datadriven
policymaking

Date Platform Enablers
Citizen Data-Driven Democratic
Mobilisation Policymaking | Principles

The
institution's
low
The institution | engagement
assists other | metrics may
government | limit their
agencies to ability to
amplify utilise data
important analytics
messages techniques
The user
anonymity
might make it
The difficult to
institution's differentiate
engagement | evidence and
levels on X are| noneevidence
almost non for datadriven
existent policymaking
It is unclear
whether the
comments
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The institution

has low
engagement
and few
followers
Facebook The
institution's
low
engagement
metrics may
The institution | limit their
has low ability to
engagement | utilise data
and few analytics
followers techniques
03.04.2025 X No notable changes
Facebook
10.04.2025 | X The
Institution's
post on the
governance
issue covered
by the news
media has
received very
low but
positive
engagement
Facebook No notable changes
16.04.2025 X

Facebook
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Facebook

Date Platform Inhibitors
Misinformation | Hate Security
and Content/Activities
Disinformation

25.03.2025 | X No notable changes

Facebook The institution
appears to have
put the wrong
contact
information as
pointed out by a
commenter

03.04.2025 | X No notable changes

Facebook

10.04.2025 | X

Facebook

16.04.2025 | X
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Table L.c.1: Institution 3 observation data (Part.1)
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Date Platform Enablers
Social Media | Socio Competence
Platform economic and Strategies
Affordances Factors of Public
Authorities
25.03.2025 | X There are some
comments on
the institution's
posts seeking
their assistance
The institution | The It is unknown if
has a verification| institution thecommenters
badge for mostly createg were answered
government content in via private
organisations English messaging.
The institution
The institution | Some posts very
postsa lot of commenters | regularly, even
images and live | seem to prefel throughout a
streams usingSwahili | single day
The institution The
tags other institution's
relevant state posts focus on
institutions/actors large scale
in their posts announcement;

The algorithm
hides some
comments on the
default comment
filter option
(most relevant).

It defines those

The institution
has high quality
original content
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comments as
spam or
potentially
harmful

Users frequently
use pseudonyms

The
institution's
content
combines
digital media

Changes to the
filter settings
(most relevant,
most recent, mos
liked) still keeps
some comments
hidden

Theinstitution
mostly uses theg
platform for
one way
communication

Users are
utilising likes and
retweets to voice
their opinions on
the content
posted by the
institution

The institution
highlights its
positive
achievements

The institution
highlightsthe
steps it has
taken to
respond to the
publics
demands

The institution
posts key
information on
public policy
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decisions and
initiatives

Some people
have pointed
out areas of
improvement
they would like
to see. Itis
unclear
whether their
comments have
been officially
received.

The institution
honours
significantstate
actors

Facebook

The institution

The
institution
mostly creates

The institution
posts very
regularly, even

has a verification| content in throughout a
badge English single day
There are some
comments on
the institution's
posts seeking
their assistance
It is unknown if
The institution | Some the commenters
postsa lot of commenters | wereanswered
images and live | seem to prefel via private
streams usingSwahili | messaging.
The algorithm The
hides some institution's

comments on the

posts focus on
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default comment large scale
filter option announcements
(most relevant).

It defines those

comments as

spam.

The algorithm

hides some

comments

regardlessf the The

filter settings institution's
(most relevant, content
newest, all combines
comments) digital media
Users are

utilising The institution

reactiongo voice
their opinions on
the institution's
content

mostly uses theg
platform for
one way
communication

The social media
platform
generally has les
aggressive
content

The
institution's
content on
Facebook
mirrors their
content on X

The institution
highlightsthe
steps it has
taken to
respond to the
publics
demands

Some people
have pointed
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out areas of
improvement
they would like
to see. Itis
unclear
whether their
comments have
been officially
received.

The institution
highlights its
positive
achievements

The institution
honours
significantstate
actors

The institution

posts key
information on
public policy
decisions and
initiatives
03.04.2025 | X The algorithm The state
hides some institution
comments on the posted a protes
default comment letter on what it
filter option has termed as
(mostrelevant). false and
It defines those malicious
comments as reporting by a
spam. news
organisation in
Kenya.
Facebook Some of the | The state
commenters | institution




191

feel that the
use of the
English
language
makes it
difficult for
them to
understand
the content

posted a protes
letter on what it
has termed as
false and
malicious
reporting by a
news
organisation in
Kenya

10.04.2025

Thealgorithm
hides some
comments on the
default comment
filter option
(most relevant).
It defines those
comments as

spam.

Facebook

No notable changes

16.04.2025

X

The algorithm
hides some
comments on the
default comment
filter option
(mostrelevant).
It defines those
comments as
spam.

Facebook

No notable changes
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Date Platform Enablers
Citizen Data-Driven Democratic
Mobilisation Policymaking | Principles
25.03.2025 X The
institution's
public support
tends to veer
across the
spectrum from| The user The public's
high levels of | anonymity outlook of the
support to high might make it | governance of
levels of difficult to the state
discontent as | differentiate institution shifts
well as some | evidence and | very widely
periods of noneevidence | depending on
mixed for datadriven | the current
reactions policymaking | issues
It is unclear
whether the The public are
comments utilising memes
hidden by the | (some Al
Some users | algorithm can | generated) to
utilise the be accessed | portray their
comment and filtered to | opinions on the
section to be used for state of
promote their | datadriven governance in
own initiatives | policymaking | the institution

Some users ar
tagging other
accounts that
are posting
views about
the state

institution that

The people are
using the
comment
section to draw
attention to
matters they
find important
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align with and urgent for
them the state
institution
Users are
utilising Grok
Al in the
comments of
the state
The state institution's
institution has posts to fact
moderately check,
high summarise
engagement posts, and
levels and a gather
very high additional
number of contextual
followers information

The public are
using imagery
(some Al
generated) to
mobilise
support for or
against the
institution

Users seem to
be directly
tagging the
accounts of
state officers
they want to
address

The public are
using hashtags
to mobilise
support for or
against the
state
institution

Facebook

The
institution's
public support
tends to veer

It is unclear
whether the
comments
hidden by the
algorithm can

The public are
utilising memes
(some Al
generated) to
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across the
spectrum from
high levels of
support to high
levels of
discontent as
well as some

be accessed
andfiltered to
be used for
datadriven
policymaking.

portray their
opinions on the
state of
governance in
the institution

periods of
mixed
reactions
The public's
outlook of the
governance of
Some users the state
utilise the institution shifts
comment very widely
section to depending on

promote their
owninitiatives

the current
issues

The institution
has moderately
high
engagement
and a high
number of
followers

The public are
using imagery
(some Al
generated) to
mobilise
support for or
against the
institution

03.04.2025

There are a lot
of critical

People are
coopting Grok
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remarks aimed
at the state

as part of their
critiqgue on the

institution state institution
and its
members
Perplexity and

People are Grok are

using media increasingly

content from being relied

other sources upon by

to criticise the
state
institution

citizens to fact
check official
press releases

Some people
are promoting
the views of
other state

actors to

criticisethe

state

institution

Facebook There is a split The

among the commentors

people in the have a split

comments opinion on

about whether whether they

they support of support or do

do not support not support the

the state governance

institution decisions
10.04.2025 X A contentious

The support
towards the
state

institution is

debate about a
certain
publicised
occurrences
being put at the
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mostly forefront of the

negative comments in
the posts

Facebook A contentious

debate about a
certain

The support publicised

towards the occurrences

state being put at the

institution is forefront of the

mostly comments in

negative the posts

16.04.2025 X The support

towards the Some users

state seem tahink

institution is the state is not

mostly being

negative transparent
Grok is
increasingly
being used to
counter
narratives from
the state by
commenters
Some people
are not pleased
with the mannel
the state
institution is
operating

Facebook The support
towards the Some users

State
institution is

seem to think
the state is not
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mostly
negative

being
transparent

Some people
are not pleased
with the mannel
the state
institution is
operating

Some people
are using
newspaper
headlines that
appeato be
legitimate as a
counternarrative
to the state
institution
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posting
manipulated
media on the
state institutions
officers

Some users seem

to be trolling the
state institution

Date Platform Inhibitors
Misinformation | Hate Security
and Content/Activities
Disinformation

25.03.2025 | X Some people ar

Some
information
from that appea
to be from news
organisations
critical of the
state institution
are posted in the
comments. Itis
unclear if these
news
organisations
are credible or if
information
posted is
legitimate.

Some users are
utilising crude Al

generated images
to poke fun at the

state institution

Some users are
promoting
various
initiatives in the
comments. Itis
unclear though

about the
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authenticity of
these initiatives.

Facebook

Some
information
from that appea
to be from news
organisations
critical of the
stateinstitution
are posted in the
comments. Itis
unclear if these
news
organisations
are credible or if
information
posted is
legitimate.

Some of the
language used in
the comments that
are critical of the
institution is
strong

Some users are
promoting
various
initiatives in the
comments. Itis
unclear though
about the
authenticityof
these initiatives.

03.04.2025

Some people ar
posting
testimonials in
the comments
about certain
accounts which
they claim
provide
financialadvice,

A particular user is
repeatedly
commenting very
derogatory
remarks about a
member of the
institution on
multiple comment
sections

Some users
are calling
for violence
against
members of
the state
institution
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but the
authenticity
cannot be
asserted
Some people
are using Al
It is unclear generated
whether the images that
information Some users are | imply that
contained in the| posting extremely | they are
media content | derogatory wishing for
used tccriticise | imagery in the harm against
the state comments that members of
institution is veers into the state
factual discrimination institution
A particular
TikTok video is
being reposted
in every
comment
section. It
cannot be The public
asserted whethe used the
the information social media
it contains is platform to
factual. The seek to
language in the mobilise an
video is not one invasion of
of the official the state
languages of institution's
Kenya. facilities
Some citizens Some
are posting members of
official letters the state
that purport to institution
be from have had
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legitimate their private
sources as a information
rebuttal to the leaked
messaging of
the state
institution. It is
unclear whether
these letters are
factual.
Facebook Some users are
promoting The tone in
financial thecriticism
schemes in the of the state
comments institutions in
sections. These some of the
financial comments
schemes might appears to be
not be truthful. threatening
The public
used the
Some people ar social media
making platform to
allegations in seek to
the comments mobilise an
about the state invasion of
institution that the state
cannot be institution's
substantiated facilities
10.04.2025 | X The message

The same account
that postsighly
negative
comments is still
reposting the samg
derogatory
message

from that
user's
account ends
with a call

for violence
against
members of
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the state
institution
Facebook No notable changes
16.04.2025 | X Some people Some people

seem to be
creating counter|
narratives
against the state
without
evidence

The language use
in thecriticism of
the state institutior|
is very strong

are branding
members of
the state
officers as
enemies of
the nation

Some people ar
making
accusations of
criminality in
the state
institution
without
evidence

Derogatorymemes
are being used to
stronglycriticise
the members of th
state institution

Some people
are calling
for violence
against
members of
the state
institution

Unrelated news
is posted in the
commentsbut
the credibility of
the content is
guestionable

Unrelated posts
linked to events
in other state
institutions are
being posted in
the comments
though the
credibility of the
content is
guestionable
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Facebook

Somepeople
seem to be
creating counter|
narratives
against the state
without
evidence

The language use
in the criticism of
the state institutior|
is very strong

Some people
are wishing
for harm to
occur against
members of
the state
institution

Some people ar
making various
accusations
against state
officers without
evidence

Derogatory meme
are being used to
strongly criticise
the members of th
state institution
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Table L.d.1: Institution 4observation data (Part.1)

204

The institution
postsa lot of
images on thei
content

Date Platform Enablers
Social Media| Socio Competence
Platform economic and Strategies
Affordances Factors of Public
Authorities
25.03.2025 X The institution

The institution
mostly creates
content in
English

doesnot
lot of original
content. It
mostlyrelies
on reposting
other affiliated
accounts.

The institution
reposts a lot of
relevant
content

Some people
seem to be
unhappy with
the quality of
some of their
posts

Users
frequently use
pseudonyms

There are som¢
comments on
the institution's
posts seeking
their
assistance. It g
unknown if the
commenters
were answered
via private
messaging.
Some of the

comments
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though have
been answered

in the replies.
The algorithm
hides some
comments on
the default
comment filter
option (most
relevant). It
defines those When people
comments as communicate
spam or in Swahilithey
potentially reply in
harmful English

Changes to the
filter settings
(most relevant,
most recent,

most liked) The institution
still keeps mostly uses the
some platform for
comments one way
hidden communication
Users are

utilising likes

and retweets td
voice their
opinions on the
content posted
by the
institution

The
institution's
posts are
generally well
thought out

The
institutions
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posttheir
achievements

The institution
doesn't post
very often

The institution
honours
significant
state actors

The institution
doesnodt

verification
badge
Facebook The
The institution | The institution | institution's
postsa lot of | mostly creates| content
images on theil content in combines
content English digital media
Users are
utilising
reactiongo
voice their
opinions on the The institution
institution's doesn't post
content very often

The algorithm
hides some
comments on
the default
comment filter
option (most
relevant). It
defines those

The institution
mostly uses the
platform for
one way
communication
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comments as
spam.

The algorithm

hides some

comments

regardles®f

the filter The institution

settings (most posts more

relevant, original

newest, all content on

comments) Facebook
The
institution's

Generally has posts are

more content generally well

moderation

thought out

The
institutions
posttheir
achievements

Some people
have given
feedback on
areas they wan
to see
improvement.
It is unknown
if those views
were
considered.

The institution
d o e havéda
verification
badge
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03.04.2025 X
Facebook

10.04.2025 X
Facebook

16.04.2025 X

Facebook

No notable changes




Table L.d.2: Institution 4 observation data (Part 2)
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The institution

Date Platform Enablers
Citizen Data-Driven Democratic
Mobilisation Policymaking | Principles
25.03.2025 X The

institution's
public support
tends to veer
across the The The public's
spectrum from | institution's outlook of the
high levels of | low governance of
support to high; engagement | the state
levels of metrics may | institution
discontent as | limit their shifts very
well as some | ability to widely
periods of utilise data depending on
mixed analytics the current
reactions techniques issues

The user

anonymity

might make it

difficult to

differentiate
evidence and

has low noneevidence
engagement | for datadriven
and followers | policymaking
The institution Itis unclear
assists other whether the
government comments
agencies to hidden by the
amplify algorithm can
important be accessed
messages and filtered to

be used for
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datadriven
policymaking

Facebook The
institution's
public support
tends to veer
across the The The public's
spectrum from| institution's outlook of the
high levels of | low governance of
support to highl engagement | the state
levels of metrics may | institution
discontent as | limit their shifts very
well as some | ability to widely
periods of utilise data depending on
mixed analytics the current
reactions techniques issues
It is unclear
whether the
comments
The institution | hidden by the
has low algorithm can
engagement | be accessed
and a and filtered to
moderately be used for
low number of | datadriven
followers policymaking
03.04.2025 X No notable changes
Facebook
10.04.2025 X
Facebook
16.04.2025 X

Facebook
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Facebook

Date Platform Inhibitors
Misinformation | Hate Security
and Content/Activities
Disinformation

25.03.2025 | X Some of the

language used in
the comments that
are critical of the
institution is
strong
Facebook No notable changes
03.04.2025 | X
Facebook
10.04.2025 | X
Facebook
16.04.2025 | X
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Date Platform Enablers
Social Media| Socio Competence
Platform economic and Strategies
Affordances Factors of Public
Authorities
25.03.2025 | X The
The institution institution
postsa lot of mostly createg The institution
images on their | content in doesnodt
content English often

The institution
uses hashtags in
their posts

The institution
post about key
events such as
women's day

The institution
tags other

relevant state
institutions/actorg
in their posts

There are somg
comments on
the institution's
posts seeking
their
assistance. Itis
unknown if the
commenters
were answered
via private
messaging.

Users frequently
use pseudonyms

The institution
honourstheir
past members
and other
significant
state actors
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The algorithm
hides some
comments on the
default comment
filter option
(most relevant).
It definesthose
comments as
spam or
potentially
harmful

The institution
mostly uses the
platform for
one way
communication

Changes to the
filter settings

(most relevant,
most recent, mos
liked) still keeps

The institution
d o e havdda

some comments verification
hidden badge

Users are They post
utilising likes and information
retweets to voice about

their opinions on constitutional
the content processes that
posted by the needs the
institution public's input

The institutions
posttheir
achievements

Facebook

The institution
postsa lot of
images on their
content

The

institution
mostly createg
content in
English

The institution
honours their
past members
and other
significant
state actors
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The institution
live streams
some ottheir
sessions

The
institution's
posting
patterns vary.
Sometimes
they post
consistently
and sometimes
they can go
some days
without
posting.

The institution
has used the
calendareature
to set up some
events

The institutions
posttheir
achievements

Users are
utilising
reactiongo voice
their opinions on
the institution's
content

The institution
posts about the
life
achievements
of their
members

The algorithm
hides some
comments on the
default comment
filter option
(most relevant).
It defines those
comments as
spam.

There are somg
comments on
the institution's
posts seeking
their
assistance. Itis
unknown if the
commenters
were answered
via private
messaging.
Some of the

comments
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though have
been answered
in the replies.

The algorithm
hides some
comments
regardles®f the
filter settings
(most relevant,
newest, all
comments)

The institution
post about key
events such as
women's day

Generally has
more content
moderation

The
institution's
content
combines
digital media

The institution
mostly uses the
platform for
one way
communication

The institution
d o e havéda
verification
badge

The institution
tags their
followers and
top fans in the
comments

They post more
on Facebook
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Some citizens
have given
feedback on
areas they wan
to see
improvement.
It is unknown

if those views
were
considered.

The institution
posts about ke

public
information
such public
participation
forums
03.04.2025 | X No notable changes
Facebook
10.04.2025 | X
Facebook The institution

is responding
to people's

guestions in the
comments

It appears that
a member of
the institution
has commente
their concerns
about the
manner in
which reforms
are being
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carried out.
Theyalleged
that other
partner
institutions are
not playing
their role in the
implementation
of the reforms.
It is unclear if
the comments
have been
officially
logged.

The institution
has posted
about
participation
forums taking
place

16.04.2025

X

Facebook

No notable changes
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Date Platform Enablers
Citizen Data-Driven Democratic
Mobilisation Policymaking | Principles
25.03.2025 X The  public's
The outlook of the
institution's governance O
The institution| low the state
assists  othe| engagement | institution
government | metrics  may| shifts very
agencies tq limit their | widely
amplify ability to utilise| depending or
important data analytics| the current
messages techniques issues
The state
institution's
public support
tends to vee
across the
spectrum from The user|
high levels off anonymity
support to high might make it
levels of| difficult to
discontent ag differentiate
well as somg evidence anc
periods of| noneevidence
mixed for datadriven
reactions policymaking

The institution

has low
engagement
and a low
number of
followers

It is unclear
whether  the
comments
hidden by the
algorithm can
be  accesse

and filtered to
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be used for
datadriven
policymaking

Facebook

The  public's

The outlook of the
The public| institution's governance O
showed low the state
sympathy with) engagement | institution
a loss the metrics may shifts very
institution had| limit their | widely
suffered ability to utilise| depending or
among their data analyticg the current
ranks techniques issues
The state
institution's

public support
tends to vee
across the
spectrum from
high levels of]
support to high
levels of
discontent  ag

It is unclear
whether  the
comments

hidden by the
algorithm can|

be accesse

The institution

has postec
about key|
public policy

issues but som
of the publicis
sceptical abou
if they will

well as somg and filtered to follow through

periods ofl be used for with

mixed datadriven meaningful

reactions policymaking | action

Some of the

members of thg Some  peopls

institution believe that

seem to have their input in

avid fans but publ.ic. _

the message participation

of support events IS no
utilised, SO

seem generic

they wonder
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why i t tékeg
place

The institution
assists  othe

government
agencies ta
amplify
important
messages
03.04.2025 X
Facebook Some peoplé
are requesting
for live
The institution proceedings o
has a mixed legislative
level of support sessions
10.04.2025 X
Facebook The institution
has a mixeg
level of support
16.04.2025 X
Facebook Some citizeng

The institution
has a mixed
level ofsupport

seem to find
the institution's
actions to be
disingenuous

The institution
posted medid
evidence of
their public
participation
forums that]

they had
mobilised
citizens to

through socia
media
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language used i
the comments thg
are critical of the
institution is strong

Date Platform Inhibitors
Misinformation | Hate Security
and Content/Activities
Disinformation

25.03.2025 | X Some  of the

language used i
the comments thg
are critical of the
institution is strong
Facebook Some of the
language used i
the comments thg
are critical of the
institution is strong
03.04.2025 | X No notable changes
Facebook
10.04.2025 | X
Facebook
16.04.2025 | X
Facebook Some of the




L.f Institution 6 T Urban County Executive

Table L.f.1: Institution 6 observation data (Part 1)
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The institution
postsa lot of
images on their
content

Date Platform Enablers
Social Media | Socio Competence
Platform economic and Strategies
Affordances Factors of Public
Authorities
25.03.2025 X There are som

The institution
mostly creates
content in
English

comments on
the institution's
posts seeking
their
assistance. It is
unknown if the
commenters
wereanswered
via private
messaging.

Some people

The institution
doesnot
lot of original
content. It
mostlyrelies

The institution | prefer to on reposting
uses hashtags in| comment in | other affiliated
their posts Swabhili accounts.
The institution
mostly uses thg
platform for
Usersfrequently one way

use pseudonyms

communication
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The institution
tags other

relevant state
institutions/actorg
in their posts

The institution
d o e havéda
verification
badge

The algorithm
hides some
comments on the
default comment
filter option
(most relevant).
It defines those
comments as

The institution
posts about
offline

spam or participation
potentially events for the
harmful public
Changes to the

filter settings
(most relevant,
mostrecent, mos|
liked) still keeps
some comments
hidden

The
institutions
posttheir
achievements

Users are
utilising likes and
retweets to voice
their opinions on
the content

Some people
have given
feedback on
areas they wan
to see
improvement.
It is unknown
if those views

posted by the were
institution considered.
Facebook They write The institution
The institution | theirpostsin |[doesnoét
postsa lot of English which| lot of original
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images on their | might be content. It

content challenging | mostlyrelies
for some to | on reposting
understand other affiliated

accounts.

Users are

utilising The

reactions to voicg Some people | institution's

their opinions on| prefer to content

the institution's | commentin | combines

content Swalhili digital media

The institution
posts some
videos

There are som
comments on
the institution's
posts seeking
their
assistance. It ig
unknown if the
commenters
were answered
via private
messaging.

The algorithm
hides some
comments on the
default comment
filter option
(most relevant).
It defines those
comments as
spam.

The institution
mostly uses thg
platform for
one way

communication

The algorithm
hides some
comments
regardless of the

filter settings

The institution
d o e havéda
verification
badge
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(most relevant,
newest, all
comments)

The

Generally has institutions
more content posttheir
moderation achievements

Some people
have given
feedback on
areas they wan
to see
improvement.
It is unknown
if those views
were
considered.

The institution
posts about
offline
participation
events for the
public

03.04.2025 | X No notable changes

Facebook

10.04.2025 | X The algorithm
hides some

comments on the
defaultcomment
filter option
Facebook Some people
had multiple
serious
inquires in the
commentsbut
it is unclear if
they were
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responded to
privately

16.04.2025

Some people

% raised concern
and had
The algorithm guestionsbut
hides some it is unclear if
comments on the they were
default comment responded to
filter option privately
Facebook Some people

raised concern
and had
guestionsbut
it is unclear if
they were
responded to
privately
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discontent as
well as some

Date Platform Enablers
Citizen Data-Driven Democratic
Mobilisation Policymaking | Principles
25.03.2025 X The The public's

institution's outlook of the
low governance of

Theinstitution | engagement | the state

assists other | metrics may | institution

government | limit their shifts very

agencies to ability to widely

amplify utilise data depending on

important analytics the current

messages techniques issues

The state

institution's

public support

tends to veer

across the

spectrum from| The user

high levels of | anonymity

support to high| might make it

levels of difficult to

differentiate
evidence and

periods of noneevidence
mixed for datadriven
reactions policymaking
It is unclear
whether the
Some people | comments
are using the | hidden by the
comment algorithm can
sections to be accessed

drive traffic to

and filtered to
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other
initiatives

be used for
datadriven
policymaking

They have low
engagement
but a
moderately
high number of
followers

Facebook

The state
institution's
public support
tends to veer

across the The The public's
spectrum from| institution's outlook of the
high levels of | low governance of
support to highl engagement | the state
levels of metrics may | institution
discontent as | limit their shifts very
well as some | ability to widely
periods of utilise data depending on
mixed analytics the current
reactions techniques issues

It is unclear

whether the

comments

Some people
are using the
comment
sections to
drive traffic to
other
initiatives

hidden by the
algorithm can
be accessed
and filtered to
be used for
datadriven
policymaking

The institution
has low

engagement
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and a
moderately
low nhumber of
followers

03.04.2025

X

Facebook

No notable changes

10.04.2025

X

There is a big
split in the
comment
section among
people
regarding their
support for a
certain
legislative
initiative to
reduce crime

People had a
lot of different
opinions about
how a certain
initiative
should have
been handled

Facebook

16.04.2025

X

Facebook

No notable changes
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Facebook

Date Platform Inhibitors
Misinformation | Hate Security
and Content/Activities
Disinformation

25.03.2025 | X Some of the

language used in
the comments that
are critical of the
institution is
strong

language used in
the commentthat
are critical of the
institution is
strong

03.04.2025 | X No notable changes

Facebook

10.04.2025 | X Some people ar
making serious
allegations
about criminal v o

ery sharp
conduct of some language is being
members of the | ysed tocriticize a
state institution | member of the
state institution
Facebook There was a
fake profile with
a sizable
following that
almostledto
confusion
16.04.2025 | X No notable changes
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Table L.g.1: Institution 7 observation data (Part.1)
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Date Platform Enablers
Social Media| Socio Competence
Platform economic and Strategies
Affordances Factors of Public
Authorities
25.03.2025 X The institution | The institution

postsa lot of | mostly creates| The institution
images on theil content in doesnodt
content English very often
The
The institution | Some people | institution's
posts some prefer to content
videos in their | comment in combines
content Swalhili digital media
The institution
Users has original
frequently use posts of good
pseudonyms quality

The algorithm
hides some
comments on
the default
comment filter
option (most
relevant). It
defines those
comments as
spam or
potentially
harmful

The institution
links their
social media
pages on other
platforms in
their posts
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Changes to the
filter settings
(most relevant,
most recent,

most liked) The institution
still keeps mostly uses the
some platform for
comments one way
hidden communication
Users are

utilising likes

and retweets td
voice their
opinions on the
content posted
by the
institution

The institution
post about
other relevant
public events
such as
Madaraka day

The institution
d o e havéda
verification
badge

The
institutions
posttheir
achievements

The institution
posts importan
information
such as job
vacancies in
the institution

Some people
have provided
feedback on

changes they
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want to see.
| tuddear if
the feedback
was officially
logged.

The institution
posts about
offline
participation
events for the
public

Facebook

The institution

The institution

The institution

postsa lot of | mostly creates| posts more
images on theil content in frequently on
content English Facebook
Some people
have posted
Users are guestions in
utilising the comments.
reactions to It is unclear if
voice their Some people | the comments
opinions on the prefer to were
institution's comment in responded to
content Swalhili privately.

The institution
has used the
events feature

The institution
post about
other relevant
public events
such as
Madaraka day

The institution
posts some
videos

The institution
has good
quality original
posts
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The algorithm
hides some
comments on
the default
comment filter
option (most
relevant). It
defines those
comments as
spam.

The
institution's
content
combines
digital media

The algorithm
hides some
comments
regardless of
the filter
settings (most
relevant,
newest, all
comments)

The institution
mostly uses the
platform for
one way

communication

The institution
d o e havéda
verification
badge

The institution
posts about
offline
participation
events for the
public

The institution
posts importan
information
such as seekin
the public's
views on
certain
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governance
issues

The
institutions
posttheir
achievements

03.04.2025 X No notable changes

Facebook

10.04.2025 X

Facebook

16.04.2025 X

Facebook Someone has
requested for
the state
institution to
be more
transparent in
sharing
information. It
is unclear if
this post was
logged.
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Date Platform Enablers
Citizen Data-Driven Democratic
Mobilisation Policymaking | Principles
25.03.2025 X The state
institution's
public support
tends to veer
across the The The public's
spectrum from | institution's outlook of the
high levels of | low governance of
support to high; engagement | the state
levels of metrics may | institution
discontent as | limit their shifts very
well as some | ability to widely
periods of utilise data depending on
mixed analytics the current
reactions techniques issues
The user
anonymity
The institution | might make it
assists other | difficult to

government | differentiate
agencies to evidence and
amplify noneevidence
important for datadriven
messages policymaking
It is unclear
The institution whether the
has low comments
engagement hidden by the
anda low algorithm can
number of be accessed
followers and filtered to

be used for
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datadriven
policymaking

Facebook The state
institution's
public support
tends to veer
across the The The public's
spectrum from| institution's outlook of the
high levels of | low governance of
support to highl engagement | the state
levels of metrics may | institution
discontent as | limit their shifts very
well assome | ability to widely
periods of utilise data depending on
mixed analytics the current
reactions techniques issues
It is unclear
whether the
comments
The institution | hidden by the
has low algorithm can
engagement | be accessed
and a and filtered to
moderately be used for
low number of | datadriven
followers policymaking
03.04.2025 X No notable changes
Facebook
10.04.2025 X
Facebook
16.04.2025 X
Facebook The institution

appears to be
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getting mostly
positive
comments of
support
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Facebook

Date Platform Inhibitors
Misinformation | Hate Security
and Content/Activities
Disinformation

25.03.2025 | X No notable changes

Facebook Some of the _
language used in
the comments that
are critical of the
institution is
strong

03.04.2025 | X No notable changes

Facebook

10.04.2025 | X

Facebook

16.04.2025 | X
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Table L.h.1: Institution 8 observation data (Part 1)
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Date Platform Enablers
Social Media | Socio Competence
Platform economic and Strategies
Affordances Factors of Public
Authorities
25.03.2025 X The institution | The The
postsa lot of institution institution's
images and mostly createg content
videos on their | content in combines
content English digital media

The institution
has averification
badge for
governmental
organisations

The institution
has good
quality original
content

The algorithm
hides some
comments on the
default comment
filter option
(most relevant).
It defines those
comments as
spam or
potentially
harmful

Some people
have had
guestions in
thecomments,
and the
institution
appears to
provide help in
the comments

Changes to the
filter settings
(most relevant,
most recent, mos

liked) still keeps

The institution
posts very
often.
Sometimes
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some comments
hidden

multiple times
a day.

Users are
utilising likes and
retweets to voice
their opinions on
the content
posted by the
institution

The institution
posts about
upcoming
important
events such as
radio talk
shows

The institution
uses hashtags

The institution
mostly uses the
platform for
one way

communication

Users frequently

The institution
posts about

use pseudonyms holidays
The institution

tags other The
relevant state institutions
institutions/actorg posttheir

in their posts

achievements

The institution
posts other
important
information
such as judicia
rulings

Some people
have provided
constructive
feedback. It is
unknown
whether the
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feedback was
officially
logged.

Theinstitution
honoured their
past member

The institution
posts similar
content on
Facebook and
X

Facebook

The institution
postsa lot of
images and
videos on their
content

The

institution
mostly createg
content in
English

The institution
hasgood
quality original
content

The institution
has used the
events feature

The institution
posts very
often.
Sometimes
multiple times
a day.

Users are
utilising
reactions to voice
their opinions on
the institution's
content

Theinstitution
posts about
upcoming
important
events such as
radio talk
shows

The algorithm
hides some

comments on the
default comment

filter option

The institution
posts about
holidays
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(most relevant).
It defines those
comments as
spam.

The algorithm
hides some
comments
regardless of the
filter settings
(most relevant,
newest, all
comments)

The institution
mostly uses the
platform for
one way

communication

Generally has
more content
moderation

The institution
posts similar
content on
Facebook and
X

Some people
have provided
constructive
feedback. It is
unknown
whether the
feedback was
officially
logged.

They do
have a
verification
badge

The institution
honoured their
past member
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The institution
postsother
important
information
such as judicia
rulings

03.04.2025

The algorithm
hides some

comments on the
default comment

filter option

The institution
has posted
important
information
about branches
within its
jurisdiction

Some people
areunhappy
with the
skewed gendel
representation
in the posts

Facebook

10.04.2025

X

The algorithm
hides some

comments on the
default comment

filter option

The comment
section for the
account a
member of the
state institution
that was
reposted has
been locked.
This may be a
measure
against
harassment an
intimidation.

It appears that
they keep a
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tradition of
going on radio
shows to
educate the
public about
the institution.
These radio
shows are
always
advertised on
their page.

The institution
advertises their
in-person
events

A member of
the institution
published a
press release
on their take
about an event
that had
occurred which
touched on the
institution

The institution
honoured their
past member

Facebook

It appears that
they keep a
tradition of
going on radio
shows to
educate the
public about
the institution.
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These radio
shows are
always
advertised on
their page.

The institution
advertises their
in-person
events

Theinstitution
honoured their
past member

A member of
the institution
published a
press release
on their take
about an event
that had
occurred which
touched on the

16.04.2025

institution
X It appears that
the state
The algorithm institution is
hides some responsive to
comments on the concerns raise
default comment in the
filter option. comments.
Facebook People
appreciate

when content
is made in
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Swahili and
respond in
kind in the
comments
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Date Platform Enablers
Citizen Data-Driven Democratic
Mobilisation Policymaking | Principles
25.03.2025 X The state
institution
generally
receives a
mixed level of
public support
with
sometimes the
support People's
veering The user opinion on the
towards more | anonymity governance of
of the extremeg might make it | the institutions
depending on | difficult to is generally
the events differentiate mixed and it
taking place | evidence and | shifts
and the noneevidence | depending on

decisions they | for datadriven | the decisions
make policymaking | they make

It is unclear

whether the

comments Some people
The institution | hidden by the | are using

assists other

algorithm can

memes (some

government | be accessed | Al generated)
agencies to and filtered to | to portray their
amplify be used for views on the
important datadriven governance of
messages policymaking | the institution
They have

moderate

engagement
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levels and a
high number of
followers

Facebook

The state
institution
generally
receives a
mixed level of
public support
with
sometimes the
support
veering
towards more
of the extremes
depending on
the events
taking place
and the
decisions they
make

It is unclear
whether the
comments
hidden by the
algorithm can
be accessed
and filtered to
be used for
datadriven
policymaking

People's
opinion on the
governance of
the institutions
is generally
mixed and it
shifts
depending on
the decisions
they make

They have
moderate
engagement
and a
moderately
high number of
followers

03.04.2025

Some people
are displaying
displeasure
against state
actors from
other
institutions

Facebook
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10.04.2025 X People are
using Grok to
People seem factcheck the
be against the statements of
narrative being
produced by the state
the state institution
institution
People seem t(
be unhappy
about the
governance of
the state
institution
Facebook It appears People seem t(
some people beunhappy
are . about the
sympathetic
with some of governance of
the state actors the state
in the institution
institution
People seem t(
be against the
narrative being
produced by
the state
institution
16.04.2025 X People seem t(
be unhappy
o aboutthe
The institution
has a lot of governance of
negative the state
comments in institution
their posts

Some people
appear to still
believe in the
institution, but
they would
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like to see
changes

Facebook

The institution
has a lot of
negative
comments in
their posts

People seem t(
be unhappy
about the
governance of
the state
institution
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Date Platform Inhibitors
Misinformation | Hate Security
and Content/Activities
Disinformation
25.03.2025 | X Some people ar
making certain | Some of the
claims about language used in
members of the | the comments that
institution are critical of the
without institution is
evidence strong
There is an
account that is
spamming
comments abou
certain
individuals
being involved | Some of the
in alleged comments are
offences discriminatory
Facebook Some people ar
making certain | Some of the
claims about language used in
members of the | the comments that
institution are critical of the
without institution is
evidence strong
Some ofthe
comments are
discriminatory
03.04.2025 | X The account tha Some of the
IS spamming comments
comments abou accusing
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certain others of
individuals criminal
being involved activities
in alleged may
offences is still endanger the
doing so accused
relentlessly individuals
The nature of
the strong
criticism
used against
members of
the institution
could be
taken as
threatening
Facebook Someone is
presenting The nature of
serious the strong
allegations criticism
against a used against
member of the members of
institution. It is the institution
unclearwhether could be
these allegation taken as
are truthful. threatening
10.04.2025 | X Some people ar

making
accusatory

claims about the

integrity of

certain members

of thestate
institution
without
evidence

Some of the
language used in
the comments that
are critical of the
institution is
strong

The nature of
the strong
criticism
used against
members of
the institution
could be
taken as
threatening
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The account tha Some of the
IS spamming comments
comments abou accusing
certain others of
individuals criminal
being involved activities
in alleged may
offences is still endanger the
doing so accused
relentlessly individuals
Facebook Some people ar
making The nature of
accusatory the strong
claims about the criticism
integrity of Some of the used against
certain memberg language used in | members of
of the state the comments that the institution
institution are critical of the | could be
without institution is taken as
evidence strong threatening
16.04.2025 | X The account tha Some of the
is spamming comments
comments abou accusing
certain others of
individuals Some of the criminal
being involved | language used in | activities
in alleged the comments that may
offences is still | are critical of the | endanger the
doing so institution is accused
relentlessly strong individuals
Facebook No notable changes
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Table L.i.1: Institution 9 observation data (Part 1)
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Date Platform Enablers
Social Media | Socio Competence
Platform economic and Strategies
Affordances Factors of Public
Authorities
25.03.2025 X The institution | The The
has a verification| institution institution's
badge for mostly createg content
governmental content in combines
organisations English digital media

The institution
postsa lot of
images and
videos on their
content

The institution
postsvery
regularly.
Sometimes
multiple times
a day.

The algorithm
hides some
comments on the
default comment
filter option
(most relevant).
It defines those
comments as
spam or
potentially
harmful

The institution
mostly uses thg
platform for
one way

communication

Changes to the
filter settings
(most relevant,
most recent, mosg

liked) still keeps

The institution
posts their
inhouse
newspaper to
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some comments
hidden

highlight their
work

Users are
utilising likes and
retweets to voice
their opinions on
the content
posted by the
institution

The institution
posts importan
information
about the
deliberations
that are being
made

Users frequently
use pseudonyms

The institution
posts links to
livestream
sessions for th¢
public to
follow

The institution
tags other

relevant state
institutions/actorg
in their posts

Some people
have provided
constructive
feedback. It is
unknown
whether the
feedback was
officially
logged.

The institution
uses hashtags

The institution
posts
information
about
constitutional
processes that
needs the
public's input

The institution
posts copies of
the questions
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they ask to
other state
actors in the
guestion perioc

The institution
posts sitting

agendas,
reports,and
motions
Facebook They dondét have a Face
03.04.2025 | X No notable changes
Facebook
10.04.2025 X
Facebook
16.04.2025 X

Facebook
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They have low
engagement
but a high
number of
followers

Date Platform Enablers
Citizen Data-Driven Democratic
Mobilisation Policymaking | Principles
25.03.2025 X The state

institution's
public support
tends to vee
across the The  public's
spectrum from The outlook of the
high levels off institution's governance o
support to high low the state
levels of| engagement | institution
discontent ag metrics  may| shifts very
well as some limit their | widely
periods of| ability to utilise| depending or
mixed data analyticy the current
reactions techniques issues

The user

anonymity

might make it

difficult to

differentiate
evidence ang
noneevidence
for datadriven
policymaking

It is unclear
whether  the
comments

hidden by the
algorithm can
be  accesse
and filtered to

be used for
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datadriven
policymaking

Facebook They donét have a Fac
03.04.2025 X No notable changes

Facebook
10.04.2025 X

Facebook
16.04.2025 X

Facebook




Table L.i.3: Institution 9 observation data (Part 3)

260

Date Platform Inhibitors
Misinformation | Hate Security
and Content/Activities
Disinformation
25.03.2025 | X Some account] Some of the
in the commentg language used i
are promoting the comments thg
initiatives that| are critical of the
may be scams | institution is strong
Some of the
comments are
discriminatory
Facebook There is an
account thai
bears the nam
of the
institution, but it
does not look
legitimate
03.04.2025 | X The nature of
the strong
criticism used
against
members of
the institution
could be
taken as
threatening
Facebook No notable changes
10.04.2025 | X
Facebook
16.04.2025 | X
Facebook
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Table L.j.1: Institution 10 observation data (Part 1)
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has a
verification
badge for
governmental
organisations

Date Platform Enablers
Social Media| Socio Competence
Platform economic and Strategies
Affordances Factors of Public
Authorities
25.03.2025 X The institution

The institution
mostly creates
content in
English

The institution
has good
quality original
content

The institution
postsa lot of
images on thei
content

Some people
prefer to
comment in
Swalhili

The institution
posts almost
daily

The algorithm
hides some
comments on
the default
comment filter
option (most
relevant). It
defines those
comments as
spam or
potentially
harmful

There are som
comments on
the institution's
posts seeking
their
assistance. It ig
unknown if the
commenters
were answered
via private
messaging.

Changes to the
filter settings
(most relevant,
most recent,

most liked)

The institution
generally posts
content related
only to itself
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still keeps
some
comments
hidden

Users are
utilising likes
and retweets tg
voice their
opinions on the
content posted
by the
institution

The institution
mostly uses the
platform for
oneway

communication

The institution
posts to make
citizens aware
of engagement
activities

The institution
posts positive
content about
itself

Some people
have raised
concerns that
they want
investigated. It
is unclear if
thesessues
were officially
logged.

Some people
are unhappy
that their
private

messages are
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going
unanswered

The institution
posts similar
content on
Facebook and
X

The institution
regularly posts
important
information for
the public

Facebook

The institution
has a
verification
badge

The institution
mostly creates
content in
English

The institution
has good
quality original
content

The institution
postsa lot of
images on thei
content

Some people
prefer to
comment in
Swalhili

Theinstitution
posts almost
daily

The institution
has posted a
lot of videos

There are som¢
comments on
the institution's
posts seeking
their
assistance. It is
unknown if the
commenters
were answereq
via private
messaging.

The institution
has usedhe
events feature

The institution
generally posts
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content related
only to itself

There could be
some
malicious links

The institution
mostly uses the
platform for

in the one way
comments communication
Users are

utilising

reactions to

voicetheir The content
opinions on the here mirrors
institution's the content on
content X

The algorithm
hides some
comments on
the default
comment filter
option (most
relevant). It
defines those
comments as
spam.

The institution
posts to make
citizens aware
of engagement
activities

The algorithm
hides some
comments
regardless of
the filter
settings (most
relevant,
newest, all
comments)

The institution
posts positive
content about
itself
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Generally has
more content
moderation

The institution
regularly posts
important
information for
the public

03.04.2025

The algorithm
hides some
comments on
the default
comment filter
option

Facebook

10.04.2025

X

The algorithm
hides some
comments on
the default
comment filter
option

Some people
have requeste(
for press
releases to
come in both
official
languages

The institution
continues to
provide
important
updates on key
initiatives

Some people
are reporting
non
compliance by
other entities
of the state
institutions
directives in
the comments.
| tubdear
how true these
allegations are
and if the
institution
logged this
comment to
investigate.
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Facebook

No notable changes

16.04.2025

X

The algorithm
hides some
comments on
the default
comment filter
option

Facebook

No notable changes
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comment
section tcself
advertisetheir
initiatives

Date Platform Enablers
Citizen Data-Driven Democratic
Mobilisation Policymaking | Principles

25.03.2025 X The People's

institution's opinion on the
Some people | low governance of
areposting engagement | the institutions
memes to pokg metrics may | is generally
fun at the limit their mixed and it
institution's ability to shifts
approach to | utilise data depending on
praising itself | analytics the decisions
approach techniques they make
The state
institution
generally
receives a
mixed level of
public support | The user
with anonymity
sometimes the| might make it
support difficult to
veering differentiate
towards more | evidence and
of the positive | noneevidence
or negative for datadriven
side. policymaking
Some people It is unclear
are using the whether the
comments

hidden by the
algorithm can
be accessed

and filtered to
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be used for
datadriven
policymaking

The institution
assists other
government
agencies to
amplify
important
messages

They have low

engagement
but a high
number of
followers
Facebook The People's
institution's opinion on the
low governance of
Some engagement | the institutions
commentors | metrics may | is generally
seem to be limit their mixed and it
educating each ability to shifts
other in the utilise data depending on
comments analytics the decisions
section techniques they make
It is unclear
whether the
comments
hidden by the
algorithm can
Some be accessed
commentors | and filtered to
seem to be be used for
trolling each | datadriven
other policymaking
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The state
institution
generally
receives a
mixed level of
public support
with
sometimes the
support
veering
towards more
of the positive
or negative
side.

They have low

engagement
and a
moderately
high number of
followers
03.04.2025 X
Facebook
10.04.2025 X Some people
feel that the
state institution
needs to do
more to ensure
compliance
with its
directives.
Facebook Some people

are not happy
with the
decisions of
the state
institution.
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16.04.2025

X The state The citizens
institution is seem to be_
unhappy with
facing hostility the moves
in its posts made by the
state institution
People are
usingGrok to
summarise the
posts made by
the state
institution
Facebook The state Some people
institution is seem tde .
unhappy with
facing hostility the moves
in its posts made by the

state institution
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Date

Platform

Inhibitors

Misinformation
and
Disinformation

Hate
Content/Activities

Security

25.03.2025

Some people ar
making certain
allegations
about criminal
offences that
may have been
committed by
others

Some of the
language used in
the comments that
are critical of the
institution is
strong

Some
commentors
seem to ask
others to
summarise
information in
the posts for
them

Some
commentors are
promoting
certain

investments that
may not be safe

Facebook

Some people ar
making certain
allegations
about criminal
offences that

may have been

Some of the
language used in
the comments that
are critical of the
institution is
strong
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committed by
others

There is a
commentor who
is making
repeated
comments that
may be
inaccurate

Some people ar
making certain
allegations
about criminal
offences that
may have been
committed by
others

Some of the

language used in
the comments that

are critical of the
institution is
strong

03.04.2025

The nature of
the strong
criticism
used against
members of
the institution
could be
taken as
threatening

Facebook

The nature of
the strong
criticism
used against
members of
the institution
could be
taken as
threatening
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The nature of

10.04.2025 | X
Some people are | the strong
using the criticism
comments to used against
attack other state | members of
actors from other | the institution
institutions. could be
taken as
threatening
Facebook Someone has
written a very
strange
comment that
appears tallege
a coup attempt
16.04.2025 | X Some people ar
making
unfounded
allegations
about the state
institution
Facebook Some people ar
making
unfounded
allegations

about the state
institution
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Table L.k.1: Institution 11 observation data (Part 1)
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Date Platform Enablers
Social Media| Socio Competence
Platform economic and Strategies
Affordances Factors of Public
Authorities
25.03.2025 X The institution

has a
verification The institution
badge for mostly creates| They have high
governmental | content in quality original
organisations | English content
They post
almost every
The institution | Some people | day.
postsa lot of | prefer to Sometimes
images on theil comment in multiple times
content Swalhili a day.

The algorithm
hides some
comments on
the default
comment filter
option (most
relevant). It
defines those
comments as
spam or
potentially
harmful

The institution
celebrates the
achievements
of their staff
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Changes to the
filter settings
(most relevant,
most recent,
most liked)

still keeps
some
comments
hidden

The institution
honours their
past members

Users are

utilising likes
and retweets td
voice their
opinions on the
content posted

The institution
mostly uses the
platform for

by the one way
institution communication
Some people
are asking for
assistance in
Graphic the comment
imagery is section. It is
being used in unclear if they
the comments were given
by some assistance via
people in the private
comments message.

The institution
reposts
important
information
from other
affiliated
accounts

The institution
seems to take
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measures
against
harmful acts
pictured on
social media
that are
brought to
their attention

Some people
have provided
their ideas for
improvement.
It is unclear of
these ideas
have been
officially
logged.

Theinstitution
posts similar
content on
Facebook and
X

The institution
posts press
releases of
important
information

Facebook

The institution

The institution

has a mostly creates| They have high
verification content in quality original
badge English content

Users are Some people
utilising are asking for
reactions to Some people | assistance in
voice their prefer to the comment
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opinions on the
institution's
content

comment in
Swabhili

section. It is
unclear if they
were given
assistance via
private
message.

The algorithm
hides some
comments on
the default
comment filter
option (most
relevant). It
defines those
comments as
spam.

The institution
celebrates the
achievements
of their staff

The algorithm
hides some
comments
regardless of
the filter
settings (most
relevant,
newest, all
comments)

The institution
honours their
past members

The institution
postsa lot of
images on thei
content

The institution
mostly uses the
platform for
one way

communication

The institution
posts a lot of
videos

The content
here mirrors
the content on
X
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The institution
posts press
releases of
important
information

Some people
have provided
their ideas for
improvement.
It is unclear of
these ideas
have been
officially
logged.

The institution
seems to take
measures
against
harmful acts
pictured on
social media
that are
brought to
their attention

Generally has
more content
moderation

The institution
reposts
important
information
from other
affiliated
accounts

03.04.2025

The algorithm
hides some
comments on
the default
comment filter
option




279

Facebook

10.04.2025

X

The algorithm
hides some
comments on
the default
comment filter
option

The state
institution
released a
pressstatement
refuting claims
that they were
engaged in
illegal
activities as
reported by
some on social
media and
mainstream
media

Facebook

The state
institution
released a
press statemer
refuting claims
that they were
engaged in
illegal
activities as
reported by
some on social
media and
mainstream
media

16.04.2025

The algorithm

The state
institution has

hides some flagged a false
comments on recruitment
the default advertisement
comment filter purporting to
option be from them
Graphic

imagery is

being used in
the comments
by some
people in the
comments
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Facebook

The state
institution has
flagged a false
recruitment
advertisement
purporting to
be from them
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Date Platform Enablers
Citizen Data-Driven Democratic
Mobilisation Policymaking | Principles
25.03.2025 X The user
anonymity
might make it | The institution
difficult to generally faces
Some people | differentiate negative
are using evidence and | perceptions
memes to rally| noneevidence | about their
against the for datadriven | governance
state institution policymaking | from the public
It is unclear
whether the
comments

hidden by the
algorithm can

Some people | be accessed | The publicis
are showing | and filtered to | using the
support to the | be used for comments to
institution's datadriven report probable
members policymaking | offenders

The state

institution

predominantly
faces negative
commentsbut
they
sometimes get
mixed
reactions and
positive
comments

Some people
seem to
disagree with
the narratives
they provide
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They have
moderate
engagement
and a high
number of
followers
Facebook It is unclear
whether the
comments
hidden by the | The institution
algorithm can | generally faces
Some people | be accessed | negative
are showing | and filtered to | perceptions
support to the | be used for about their
institution's datadriven governance
members policymaking | from the public
The state
institution
predominantly
faces negative
commentsbut
they
sometimes get The public is
mixed using the
reactions and comments to
positive report probable
comments offenders
They have
moderate Some people
engagement seem to
and a high disagree with
number of the narratives
followers they provide
03.04.2025 X One of the Some people

officers of the
state institution

do not seem to
have faith in
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is under sharp the state

criticism institution's
independence

Some people

are displaying

displeasure People wish

against state for the

actors from identities of

other offenders to be
institutions made public
Facebook Somecitizens
seem to
appreciate the
efforts of the People wish
state for the
institutions identities of
recent offenders to be
operations made public
Some people
One of the do not seem to
officers of the have faith in
state institution the state
is under sharp institution's
criticism independence
10.04.2025 X The state
institution is
facing a lot of
pushbacks
over their pres People do not
statement seem to
saying they are believe the
being narrative of the
wrongfully state institution

accused of an
illegal activity

in the press
statement
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The state
institution is
facing a lot of
criticism in the
comments

People are
using Grok to
summarise
posts by the
institution

Some people
seem to be in
support of
certain
criminal
activities being
fought against

People are not
pleased with
the operations

by the of the state

institution institution
Somepeople
seem to be
unhappy about|
the stoppage o
some criminal
activities

Facebook The state

institution is

facing a lot of

pushbacks

over their press People do not

statement seem to

saying they are believe the

being
wrongfully
accused of an
illegal activity

narrative of the
state institution
in the press
statement

People seem t(
support some
initiatives of
the state
institution to

People are not
pleased with
the operations
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help prevent
the loss of
lives

of the state
institution

Some people
seem to be in
support of
certain
criminal
activities that
the institution

Some people
are providing
assistance to
the state
institution in

is fighting carrying out
against their mandate
Some people
seem to be
unhappy about|
the stoppage o
some criminal
activities
16.04.2025 X People seem t(
The state be unhappy
institution is with the
facing negative operations of
reactions in the the state
comments institution
People are
using memes
to show their
disapproval of
the institution
Facebook Comments People seem t(
here appear to be unhappy
be a bit more with the

supportive of

operations of
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the state the state
institution institution
The state

institution is

facing negative
reactions in the
comments
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release was
community
noted using a

Date Platform Inhibitors
Misinformation | Hate Security
and Content/Activities
Disinformation

25.03.2025 | X Some people ar{ There argraphic
making some | images of some of
serious the members of th
allegations state institution in
about others in | some of the
the comments | comments
One of their
press releases
has been
community Some of the
noted using language used in
counter the comments that
narratives from | are critical of the
other X institution is
accounts strong

Facebook Some people arf Some of the
making some | language used in
serious the comments that
allegations are critical of the
about others in | institution is
the comments | strong

Some citizens are
making very
insensitive
comments

03.04.2025 | X Another press | The sharpness of | The nature of

the critical
language used
against the state

the strong
criticism
used could be
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counter

narrative from a

news agency

institution has
ramped up

taken as
threatening

Some people
are calling
for violence
against
members of
the institution

Some
members of
the state
institution
have had
their private
information
leaked

Facebook

The sharpness of
the critical
language used
against the state
institution has
ramped up

The nature of
the strong
criticism
used against
members of
the institution
could be
taken as
threatening

Some people
are calling
for violence
against
members of
the institution

10.04.2025

Some citizens
are making
allegations

Some citizens are
resorting to sharp
language in their

The nature of
the strong
criticism
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against state
officers from
other
institutions

criticism of the
state institution

used against
members of
the institution
could be
taken as
threatening

Some citizens are
using Al to
generate
unflattering
images of state
officers from other
institutions

Some people
are calling
for violence
against
members of
the institution

Facebook

No notable changes

16.04.2025

X

Someone who
was making
allegations
about
individuals in
the comments o
another state
institution is
doing the same
here

Some people are
using unflattering
memes/images to
mock state actors
from other
institutions

Some people ar
making
unfounded
allegations
against state
officers from
other
institutions

Someone is
making very
strange
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allegations of
criminality
regarding a
certain initiative
of the institution

Facebook

There appears t
be a doctored
newspaper front
page being usec
to tarnish the
image of a
member of the
institution

The sharpness of
the critical
language used
against the state
institution has
ramped up

Some people
are calling
for violence
against
members of
the institution

Some people ar
making serious
allegations
about certain
state officers

The nature of
the strong
criticism
used against
members of
the institution
could be
taken as
threatening

Some people ar
making
unfounded
allegations
against state
officers from
other
institutions
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N Constitution of Kenya (CoK)-Compliant Policy Recommendations

This thesis proposes specific reforms to the prospective Office of the Registrar of Public
Participation (ORPP) that diverge significantly from the current provisions in the Public
Participation Bill (FPB). As currently drafted, the PBB places the ORPP under the

authority of the Cabinet Secretary (CS) responsible for public participation in the national
government . 't also restricts t hkeepi@RPPGOs m
thereby limiting ts potential to serve an effectiveinstitutional @alvancement in the

governance of public participatigRublic Participation Bill, 2024)

The first key departure concerns the institutional positioning of the ORPP. Rather than
serving under a Cabinet Secretary, the ORPP should be established as an independent
constitutional office mandated to serve all levels and branches of governmededigis

would mirror institutions such as the Controller of Budget (CoB), whose independence
and jurisdiction extend across all state bodies within the Rep(iitie Controller of

Budget Regulations, 2021Public participation is a constitutional imperative under
Article 10 of the Constitution of Kenya (CoK) and applies to all state officers engaged in
public policy(The Republic of Kenya, 2010}t would therefore be most effective for a
centralised and standardised participation process to be implemented and overseen by a
single, unified institution to ensure consistency nationwide

Second, the ORPBhould be granted a substantive mandate beyond coordination and
recordkeeping. It should be empowered to ensure that public participation is conducted
in good faith by both state actors and citizens. This includes the power to impose time
bound obligatios on public institutions to respond to citizen input submitted via
approved channels. The ORPP should also have the authority to administer proportionate,
appealable sanctiodsincluding temporary bans on citizens who deliberately disrupt
online public partipation forums, excluding essential services such as emergency lines.
Likewise, where state organs ignore legitimate citizen input without credible justification,
the ORPP should be able to issue administrative sanctions. While it may refer serious
violations to investigative authorities under instruments such as the Computer Misuse
Act, this referral power should remain discretionary and only exercised where
proportionate. The ORPPOs primary functi or
safeguarding thitegrity of participatory processes

Third, the ORPP should work in close partnership with other state institutions to fulfil its
mandate. It should coordinate with the Communications Authority of Kenya (CAK) to
oversee the use of digital media in public participat{tenya Information and
Communications (Amendment) Act, 2013he CAK would serve as a bridge between
the ORPP,and digital platforms used for civic engagement. The ORPP should also
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collaborate with the Public Service Commission (PSC) and equivalent public service
bodies to develop social media guidelines for state offigarblic Service Commission

Act, 2017) Furthermore, it should partner with the Kenya School of Government (KSG)
and other accredited public learning institutions to provide ongoing sensitisation and
training for public officers on the appropriate use of social media in official diig/a
School of Government Act, 2012n addition, the ORPP should coordinate with the
Office of the Attorney General (AG) and the Inspector General of Police (IG) to explore
the lawful strategic use of inhibit@ssuch as disinformati@ where such tools can be
repurposed to support the presdion of national security

Fourth, the President shall appoint B&PR subject to the approval of the National
Assembly. The officeholder shall be subject to the provisions of Article 251 of the
Constitution and shall serve a single, fienewable term of eight yeafshe Republic of
Kenya, 2010) To qualify for appointment, a candidate must demonstrate extensive
knowledge of public participation and have at least ten years of experience in public
policy, governance, or information syste(its).

To supportfiscal prudence, this thesis proposes an alternative institutional model:

i ntegrating the ORPPO&6s mandate into the ex
Commission (NCIC). This would reduce institutional duplication while preserving

essential oversighand enforcement functions. Under this model, the NCIC would be
repurposed and legally restructured to operate with enhanced independence and an
expanded mandate encompassing all functions of the ORPP. The rationale for this merger

is that the NCIC alreadserves as a body mandated to address vices such as hate speech

in order to preserve national unifpational Cohesion and Integration Act, 200Bhis

function is directly relevant to the protection of public participation, as hate content and

related activities are among the key inhibitors of social megiargcipation identified

in this thesis. Expandi ng t higpatibnOhafdats s cope
represents a pragmatic institutional adaptation. It would enable the commission to address

civic engagement more holistically, aligning its existing role in mitigating hate speech

with broader responsibilities in public participationmagement. At the same time, this

approach avoids the financial burdens associated with establishing a new office

Summarily, the establishment of the ORPP, in one legal form or another, is a logical next
step in safeguarding Kenyads constitutional
vary, the core objective remains the same: to uphold a uniform, struchaledjve, and

accountable public participation framewarkaccordance with the CoHts successful
implementatorcoul d strengthen Kenyabs position as
democracy managementhbiast Africa (EA)(Herre et al., 2013)
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0] Justification for Networked Irrationality as a Distinct Concept

Table O.1: Exploration ofdifferent terms that may be closely relateshétworked

irrationality and why they fail to fully meet the characteristicstof

Conformity to sub-components of
networked irrationality
S . - .,
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E 2S5 | o8 S Elgg | 25
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Echo Diaz Ruiz & | Not Optional | There is a | Reinforces
Chamber Nilsson exclusive strong bias, but
(2023) to social resistance | beliefs may
media to be true
correction
Filter Bubble |[Kal u g a | Not Optional | There is a | Filtering
exclusive strong based on
to social resistance | algorithmic
mediaecho to personalisat
chambers correction | ionthat is
due to the | present in
closed off | digital
nature technologie
involved | s such as
search
enginesand
social
media
Motivated Ziva (1990) | Not Optional | There is a | Based on
Reasoning exclusive strong the
to social urge to tendency of
media echo resist individuals
chambers correction | to searchor
information
that
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supports
their desired

conclusions,
Information | Kandel (2020) Social Exclusive | Resistance Based on
Disorder media echo| ly tied to | to the
chambers | misinfor | correction | tendency to
Syndrome may be a | mation, may occur | share or
major disinform | with create
vectorfor | ationand | Grade 1 | misleading
the term malinfor | offenders | information
but may mation. Characterise
not d asGrades
necessarily based on th¢
be the only severity of
way for its the
operational syndrome
isation (1,2, and 3)
Delusion Bell et al. Not They are | The Delusions
(2021) exclusive | based on | individual | are more of
to social implausib | sare a
media echo| le beliefs | strongly | psychiatric
chambers. | which do | resistant to condition
not change associated
exclusivel with
y need to psychotic
originate disorders.
from
misinfor
mation
and
disinform
ation.
Cyber Duile (2017) | The term is| Optional | Members | Cyber
Tribalism strongly may tribalism
associated strongly involves
with social hold onto | online
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media echo their communitie
chambers collective | s who are
but may beliefsdue | bound
not be to their together by
exclusive emotional | common
to it. and idertity.
symbolic
meaning
tothe
group
identity.

Groupthink Turner & Not Optional | Members | Linked to
Pratkanis exclusive may theself
(1998) to social strongly | censorship

media echo hold onto | and
chambers. their suppressed
collective | critical
beliefs thinking
that occurs
within a
specified
group
environmen
t that does
not have to
be online

Mass Hyseria | Pradhan et al.| Not Optional | Individual | Itis a

(2024) exclusive smay behavioural
to social strongly condition
media echo resist within a
chambers. correction,| groupthat
but it is may be
possible to| triggered
eventually | through
get psychologic
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through to | al or social
them. factors.
Epistemic E.Lietal Not Optional | Individual | Itis
TrustMistrust | (2023) exclusive smay generally
to social strongly | linked to the
media echo resist ability to
chambers. correction | either trust
or mistrust
others as a
source of
knowledge.
Epistemic C. Turner Not Optional | Unlike Epistemic
Bubbles (2023) exclusive echo bubbles are
to social chambers,| similar in a
media echo they do way to echo
chambers. notcause | chambers
strong only that
rejection | they involve
to the
correction.| omission of
alternative
viewsnot
the active
discrediting
as
witnessed in
echo
chambers.
Collective Voinea et al. | It has been| Optional | There isa | Collective
Irrationality (2023) strongly strong irrationality
amplified resistance | is generally
by social to based on
media echo correcting | group
chambers beliefs that| identity and
butis not arebased | moral
around opinions
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exclusively morality coupled
linked to it or identity. | with
epistemic
reinforceme
nt.
Information | Bikhchandani| Not Optional | There doeg Information
Cascades et al.(2024) | exclusive tend tobe | cascadeare
to social resistance | similar in a
media echo to way to
chambers. correction,| group think
but this but they
resistance | involve
can be sequential
overcome | imitation of

others even
where
private
information
is available.
It is more
based on
rational
inference
than the
desire to
maintain

group
identity.
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O.a Selection Procedure of théAnalysed Terms

The terms listed in Table O.1 were selected through a conceptual decomposition process.
Each was considered because it appeared to reflect at least one of the three
subcomponents ofetworked irrationalityd exclusively linked tosocial mediaecho
chambers,exclusively operationalised usinguisinformation or disinformation, and
resistance to correction. The aim was to determine whether any existing concept satisfied
all three criteria in combination. None did, thus justifying the conceptual distinctiveness
of networked irrationality.



