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BATHO PELE – PEOPLE FIRST
Batho Pele Principles
Consultation

:

“You can tell us what you want from us”
You will be asked for your views on existing public services and may also tell us what new basic services you would like. All levels of
society will be consulted and your feelings will be conveyed to the Ministers, MEC’s and legislators.
THE PRINCIPLE: You should be consulted about the level and quality of the public services you receive and, wherever possible, should
be given a choice about the services that are offered.

Service Standards

:

“Insist that our promises are kept”
All National and Provincial government departments will be required to publish service standards for existing and new services. Standards
may not be lowered! They will be monitored at least once a year and be raised progressively.
THE PRINCIPLE: You should be told what level and quality of public services you will receive so that you are aware of what to expect.

Access

:

“One and all should get their fair share”
Departments will have to set targets for extending access to public servants and public services. They should implement special
programmes for improved service delivery to physically, socially and culturally disadvantaged persons.
THE PRINCIPLE: You and all citizens should have equal access to the services to which you are entitled.

Courtesy

:

“Don’t accept insensitive treatment”
All departments must set standards for the treatment of citizens.

Information

:

“You’re entitled to full particulars”
You will get full, accurate and up- to- date facts about services you are entitled to.Information should be provided at service points and in
local media and languages. Contact numbers and names should appear in all departmental communications.
THE PRINCIPLE: You should be given full, accurate information about the public services you are entitled to receive.
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Openness and
Transparency

:

“Administration must be an open book”
You’ll have the right to know. Departmental staff numbers, particulars of senior officials, expenditure and performance against s Standards
will not be secret. Reports to citizens will be widely published and submitted to legislatures.
THE PRINCIPLE: You should be told how national and provincial departments are run, how much they cost, and who is in charge.

Redress

:

“Your complaints must spark positive action”
Mechanism for recording any public dissatisfaction will be established and all staff will be trained to handle your complaints fast and
effectively. You will receive regular feedback on the outcomes.
THE PRINCIPLE: if the promised standard of service is not delivered, you should be offered an apology, a full explanation and a speedy
and effective remedy. When complaints are made, you should receive a sympathetic positive response.

Value for Money

:

“Your money should be employed wisely”
You pay income, VAT and other taxes to finance the administration of country. You have the right to insist that your money should be used
properly. Departments owe you proof that efficiency savings and improved service delivery are on the agenda
THE PRINCIPLE: Public services should be provided economically and efficiently in order to give you the best possible value for money.
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The Department of Public Service & Administration
Private Bag X
PRETORIA
0001
Sir/Madam
I have pleasure in submitting to you the Service Delivery Improvement Plan for 2015-2018 as required by Chapter 1 Part III C1 & 2 of the Public Service Regulations
of 2001 as amended, which outlines the need for departments to develop Service Delivery Improvement Plans indicating the level of service standard and how
departments will meet these standards.
This is also in line with the White Paper on Transformation of the Public Service (Batho Pele ), an initiative to get public servants to be service orientated, to strive for
excellence in service delivery and to commit to continuous service delivery improvement. It is a simple, transparent mechanism, which allows customers to hold
public servants accountable for the type of services they deliver.
The Service Delivery Improvement Plan (SDIP) is a result of extensive consultations with our internal stakeholders, that is our officials at the coalface of service
delivery and external stakeholders as beneficiaries of our services.
The department appointed a Service Delivery Improvement Committee, and tasked them with the responsibility of developing a relevant Service Delivery
Improvement Plan (SDIP) from the findings of stakeholder engagement sessions and other oversight bodies. The Committee comprises of Senior Managers and
Managers from each Branch to ensure broad representatively and is chaired by a General Manager responsible for District Development.
The Total Quality Management Unit, conducted the consultative sessions leading to the development of the SDIP. All six districts (6) and two (2) Metros were visited
where officials from each District identified the challenges that hinder them from delivering services according to the required norms and standards and in a manner
that promotes the Batho Pele principles. Further, during September 2014, stakeholders from three (3) Service Offices in Cacadu District where the Public Service
Month activities took place, were interviewed to rate the services delivered by the officials when they come to our offices. Feedback from Auditor-General’s
Management Letter, legislature, performance reports and other customer care initiatives was also used in the development of this SDIP.
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The team members responsible for the development of the SDIP are as follows:
NAME

DESIGNATION

CONTACT DETAILS

Z.Tafeni

Acting General Manager and Chairperson of the SDI Committee - DDI

043 605 5477

Z. Mhlatuzana

Senior Manager - Integrated Strategic Planning

043 605 5133

M. Jaceni

Senior Manager – Systems and Accounting Services

043 605 5346

M.Ndude

Senior Manager - DDI

043 605 5502

L. Deliwe

Manager – Total Quality Management (SDIP Co-ordinator)

043 605 5130




____________________

HEAD OF DEPARTMENT
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1. Background

1.1 The democratic and transformative government of South Africa has adopted a developmental framework and is aspiring towards being a developmental state in
order to address the legacy of its colonial and apartheid history.One of the responsibilities/roles of the South African state is to facilitate the process of development
through the various institutions of government, its partners and civil society.
1,2 The developmental challenges facing South Africa, given its history are many and varied. A central priority of government as set out in the Constitution’s Bill of
Rights, is to ensure provision of a range of services to meet these challenges, within the constraints of available resources. Against this background, and in
recognition of the need to promote the goals of sustainable development to redress past imbalances, the social service sector adopted the developmental approach
for service delivery that would integrate social interventions with economic development.
1.3 South Africa inherited a social welfare system which has a unique combination of historical forces that significantly impacts on the capacity of the current system
to address poverty and related issues such as unemployment and HIV and AIDS. Social work was the only officially approved service profession for social welfare
from 1937, a consequence of the recommendation of the first Carnegie Commission Inquiry into ‘white’ poverty in South Africa in 1928. As a new approach to social
service delivery, social development transcends the residual approach that has dominated social welfare thinking in the past. The social development approach aims
at collective empowerment, facilitating processes that help the poor, vulnerable and the marginalized to regain power and control over their lives.
1.4. Institutional development as part of the transformation processes and development paradigm required the Department of Social Welfare to change its name to
the Department of Social Development. Social development is concerned with the development of society in its totality. The effort aims at the development of the
total potential of a human being for the maximum improvement of the material, cultural, political and social aspects of life.
1.5 According to the United Nations Economic Commission for Africa, social development involves the participation of the people in bringing about qualitative and
quantitative changes in the social conditions of individuals, groups and communities through planned measures such as social policy, social welfare, social security,
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social services, social work, community development and institution building. The social development framework demands the interrelated, intersectoral and
integrated nature of service delivery of the various government departments and its sectors. The collaboration and coordination is only possible if it is
reflected in the attitudes, behaviour and set of values that promote the developmental approach.
1.6 Over the last decade the notion of what constitutes developmental social welfare service delivery has been a matter of debate, misunderstanding and
misinterpretation. The Service Delivery Improvement Plan seeks to provide clarity on the nature, scope and level of services in the developmental social
services sector, excluding social security. It also gives an indication of the resource requirements for effective implementation. As such, it provides a
basis for lifting up key focus areas using appropriate generic norms and standards for service delivery, which in turn provide a realistic sense of the cost of such
services.
1.7 The Service Delivery Improvement Plan does not seek to address broader policy issues; it is therefore not a review of the White Paper. The SDIP is also not a
theoretical framework that seeks to define practice domains. It is however a guideline for social services within the context of a developmental paradigm, and
provides a value chain of services for social development.
1.8 This document is one of a series of inter-related documents that give effect to the implementation of the National Development Plan (NDP), the White Paper for
Social Welfare Services of 1997 (which is currently under review) and the Provincial Growth and Development Plan (PGDP); and it must be read with these. Other
documents include the Policy on Financial Awards to Service Providers, various policies and Minimum Standards for Service Delivery, the Procedure Manual, the
Conceptual Framework on Community Development, Service delivery Model, Family Based Model and District Development Model.
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2.

RATIONALE FOR THE SERVICE DELIVERY IMPROVEMENT PLAN
Despite having adopted a developmental approach to service delivery, the focus over the last decade has been predominantly on Social Security, to the detriment of
other developmental social services. Indeed, the crowding out effect of the Social Security budget has resulted in severe curtailment and neglect of other services.
Consequently, social service practitioners have been forced to adopt a “ make do” approach, dictated by resource limitations rather than need, priority or statutory and
internationally ratified obligations.
The neglect has had far-reaching ripple effects, which include:
•

Poorly developed protection services;

•

Inadequate numbers of social service practitioners to deal with high caseloads (Foster Care Backlock) and deepening poverty;

•

Large numbers of children who have to await trial in prison because of inadequate numbers of probation workers and lack of infrastructure such as places of
safety and secure care facilities in communities;

•

An almost non existent management information system which greatly hampers planning;

•

Skills flight due to poor salaries and working conditions;

•

Increase in social pathologies and problems for example, the high number of street children, child sexual exploitation and the impact of HIV and AIDS,
increasing incidence of substance abuse and a multitude of other problems;
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•

Inability of service providers in the NGO sector to render services because of inadequate remuneration for these services and difficulty in fund raising,
resulting in services reverting to the state or collapsing;

The developments in Social Security, most notably the decision to establish South African Social Security Agency SASSA the provision of this service as an
independent agency, with its own budget, as of 1 April 2005, refocused attention on the remaining services in the developmental social services basket. However,
this was done within the context of all the services rendered by the department.
The service delivery Improvement Plan acknowledges the relationship between the main functions of the department namely, social welfare services, community
development and Administrative support. Its major goal is therefore to provide a comprehensive service that will reduce the burden at a service delivery point ( district
and Local Offices).
3. Vision
A caring society for the protection and development of the poor and vulnerable towards a sustainable society.
4. Mission
To transform our society by building conscious and capable citizens through the provision of integrated social development services.
5. Values

Dignity : We are committed to a rights based culture and professionalism in which the right to dignity of individuals and communities is sacrosanct.
Integrity: Our actions and decisions must be in the interest of the community and must be beyond reproach
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Accountability: Understanding the impact of our work and taking responsibility for our actions and decisions
Empathy: We must show compassion to the most vulnerable by acting professionally and diligently in our work.
Empowerment: We aim to empower our employees and communities by building on existing skills, knowledge and experience and by creating an environment
conducive to life-long learning.

6. Legislative mandate
Legislation

Purpose

Child Justice Act, 75 2008

To establish a criminal justice system for children, who are in conflict with the law and are accused of committing offences and make
provision for the assessment of children; the possibility of diverting matters away from the formal criminal justice system, in appropriate
circumstances and extend the sentencing options available in respect of children who have been convicted; to entrench the notion of
restorative justice in the criminal justice system in respect of children who are in conflict with the law.

Children’s Act 38 of 2005, as amended

To give effect to rights of the children as contained in the constitution and sets out principles for the care and protection of children that
define parental responsibility and rights.

Cooperatives Act 2005 (Act 14 of 2005)

To provide for the formation and registration of co-operatives; the establishment of a Co-operatives Advisory Board as well as the
winding up of co-operatives.

Domestic Violence Act 116 of 1998

To afford the victims of domestic violence the maximum protection from domestic abuse that the law can provide; and to introduce
measures which seek to ensure that the relevant organs of state give full effect to the provisions of this Act, and thereby to convey that
the State is committed to the elimination of domestic violence.

Mental Health Act 17 of 2002

To provide for the care and treatment of persons who are mentally ill and sets out different procedures to be followed in the admission of
such persons.

Non-Profit Organisations Act, 1997

This Act repealed the Fund-Raising Act, 1997, excluding the chapter that deals with relief funds, and provided for an environment in
which non-profit organisations can flourish. The Act also established an administrative and regulatory framework within which non-profit
organisations can conduct their affairs. The Act was amended in 2000 to effect certain textual alterations.
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Legislation

Purpose

Older Persons Act 13 of 2006

To deal effectively with the plight of Older Persons through a framework aimed at empowering, protecting, promoting and
maintaining their status, rights, wellbeing, safety and security.

Prevention and Combatting of
Trafficking in Persons Act, No 7 of
2013

The act gives effect to the United Nations (UN) Protocol to prevent, suppress and punish trafficking in persons, especially
women and children, supplementing the UN convention against transnational organised crime.

Prevention and Treatment for
Substance Abuse Act, No. 70 of
2008

This Act provides for the implementation of comprehensive and integrated service delivery in the field of substance abuse
amongst all government departments. The main emphasis of this Act is the promotion of community based and early
intervention programmes as well as the registration of therapeutic interventions in respect of substance abuse.

Prevention and Treatment of Drug
Dependency Act, 70 2008

To provide for the establishment of programmes for the prevention and treatment of drug dependency, the establishment
and registration of treatment centres.

Probation Services Act 116 Of 1991

To provide for the establishment and implementation of programmes aimed at the combating of crime; for the rendering of
assistance to and treatment of certain persons involved in crime;and for matters connected therewith.

Probation Services Amendment
Act, 35 2002

To make provision for programmes aimed at the prevention and combating crime; to extend the powers and duties of
probation officers; to provide for the duties of assistant probation, officers; to provide for the mandatory assessment of
arrested children; to provide for the establishment of a probation advisory committee; to provide for the designation of family
finders; and to provide for matters connected therewith.

Public Finance Management Act
(1999)

To regulate financial management in the national government; to ensure that all revenue, expenditure, assets and liabilities
of that government are managed efficiently and effectively; to provide for the responsibilities of persons entrusted with
financial management in that government; and to provide for matters connected therewith.

Skills Development Act, 1998 (Act

To develop the skills of the South African workforce - to improve the quality of life of workers, their prospects of work and
labour mobility; to improve productivity in the workplace and the competitiveness of employers; to promote self-employment;
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Legislation

Purpose

97 of 1998)

and to improve the delivery of social services; encourage employers - to use the workplace as an active learning
environment; to provide employees with the opportunities to acquire new skills; to provide opportunities for new entrants to
the labour market to gain work experience; to employ persons who find it difficult to be employed; and encourage workers to
participate in learning programmes; to improve the employment prospects of persons previously disadvantaged by unfair
discrimination and to redress those disadvantages through training and education.

Social Assistance Act 59 of 1992

To provide those unable to support themselves and their dependents with a right of access to appropriate services social
assistance.

White Paper Population Policy for
South Africa (1998)

To promote sustainable human development and quality of life for all South Africans through the integration of population
issues into development planning in all spheres of government and in all sectors of society. The policy mandates the
Department of Social Development to monitor the implementation of the policy and its impact on population trends and
dynamics in the context of sustainable human development.

White Paper for Social Welfare
(1997) – currently being reviewed

To set out the principles, guidelines, proposed policies and programmes for developmental social welfare in South Africa. As
the primary policy document, the White Paper serves as the foundation for social welfare in the post-1994 era.

Women Empowerment and Gender
Equality Bill of 2012

To give effect to section 9 of the Constitution of the Republic of South Africa, 1996, in so far as the empowerment of women
and gender equality is concerned; to establish a legislative framework for the empowerment of women; to align all aspects of
laws and implementation of laws relating to women empowerment, and the appointment and representation of women in
decision making positions and structures; and to provide for matters connected therewith.
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7. Services provided by the department
Services to older persons
Services to People with Disabilities
HIV and AIDS
Social Relief
Child Care and Protection
Care and Support to Families
Child Care and Protection
ECD and Partial Care
Child and Youth Care
Community Based Care Services for Children
Community Mobilisation
Institutional capacity building and support for NPOs
Poverty Alleviation and Sustainable Livelihoods
Community Based Research and Planning
Youth development
8. Situational Analysis
The Eastern Cape is located in the south-eastern seaboard of South Africa and is the second largest province with the population of 6 562 052. The Province is
divided into 6 Districts (Amathole, Alfred Nzo, Chris Hani, Joe Gqabi, Or Tambo & Sarah Baartman, formerly known as Cacadu and 2 Metros, Buffalo City Municipality
(BCM) and Nelson Mandela Metro (NMM), i.e. The Department is providing its service in a context where the environment is predominantly rural and poor. The
overwhelming majority of the poor in the Eastern Cape is black and live in the rural areas of former Transkei and Ciskei. Impoverishment and underdevelopment
continues to pose a challenge and call for challenge in the approach and re-focus on strategic interventions.
The department also has a number of agencies like SASSA and Non Profit Organizations in each district with which it partners to carry out its mandate of rendering
the above listed services to the community of the Eastern Cape. The department has a a Service Charter with service standards to ensure that we continuously
improve the quality of services we render to our service beneficiaries. However each year, during the annual Outreach Programmes, Batho Pele surveys and
Customer Care engagement sessions with both officials and clients, it is evident that the service delivery levels, particularly at Service Offices, have not improved.
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Oversight institutions, like the Legislature and the office of the Auditor-General also identify risk areas that are likely to hinder service delivery. Based on the findings
of the engagement sessions and the recommendations of the oversight institutions, the department chose three key service areas which it desires to improve over the
period 2015-2018 namely infrastructure, recruitment of social work supervisors and document management.
To ensure development and effective implementation of a credible Service Delivery Improvement Plan, the department has established a Service Delivery
Improvement Committee to identify key service areas for improvement within all spheres of service delivery in the department.
The department conducted staff and client engagement sessions during Public Service Month in 2014 and subsequently consulted districts in preparation for
development of the Service Delivery Improvement Plan. The Portfolio Committee Report on the 2013/14 annual report and recommendations of the strategic
planning stakeholder engagement sessions were also taken into consideration in the development of this SDIP. The following challenges were identified and were
categorised per programme:

Programme 1 : Administration
CHALLENGE

RECOMMENDATION

Understaffing (support staff and social work supervisors)

Department prioritises recruitment in all the districts for both social work and
community development supervisors

Lack of awareness of HR policies

Induction workshops on all HR and other departmental policies

Infrastructure (office accommodation)

Procure modular structures with air conditioning

Transport

Prioritize allocation of GG vehicles. Review subsidized vehicle policy to cater for
two metros (1 750 km travelled).

Centralisation

Decentralisation of functions to the districts be accelerated

High Security risk in the districts

Strengthen the security in all the districts
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Telecommunication

More lines be installed to enable clients to contact our offices

They are not aware of the services offered by the department

Intensify marketing of departmental services and use the dominant language of
the particular district

Failure to meet 2% target for People with Disabilities

Encourage employees to disclose their disabilities and ring-fence 2% of
recruitment to target people with disabilities.

Non-absorption of social work graduates

Implement strategy to absorb social work graduates

Supply Chain Management not responsive to demanding nature of our services

SCM processes be designed to be responsive to demanding nature of our
services

Programme 2
CHALLENGE

RECOMMENDATION

Social workers do not attend to clients timeously

Induction of newly appointed social workers and re-orientation of those currently
in service

Clients are not fully aware of the services offered by the department

Vigorous marketing of departmental services

No waiting areas and consultation rooms with clients

In anyway new development the department must ensures there is a suitable
waiting area.

Late payment of NPO’s

Monitor payment of NPO’s
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Programme 3
CHALLENGE

RECOMMENDATION

Child and Youth Care Centres managed by the department not on par with those Service Level Agreement must include skills transfer
managed by the private sector
ECD registration process very slow

Ensure ECD Centres are compliant with national norms and standards including
environmental assessment. Accelerate registration once the centres are
compliant.

Programme 4
CHALLENGE

RECOMMENDATION

Failure by department to monitor projects assisting people living off dumping Strict monitoring and evaluation of departmental projects for people living off
sites
dumping sites
Programme 5
CHALLENGE

RECOMMENDATION

No strategy to ensure funded projects become self-sustainable

Develop integrated strategy with other departments like DEDEAT to ensure
funded projects become self-sustainable

Not enough household agents

More household agents be identified and trained in line with the Family Based
Model
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9. Process Mapping and Unit Costing

Each key service area that has been identified for improvement will be mapped to identify each activity in the value chain of that particular service. This will enable
the department to identify the unnecessary activities that create bottlenecks and thereby cause a delay in the delivery of services. Through this process the
department will be able to determine the possible turnaround time, the number of human resources utilised and the cost per service. Further, this process will create
another benefit for the department, which is the assessment of the staff complement to ensure economic, effective and efficient delivery of services.
The identification of each activity in the value chain will improve the planning and budgeting process as the activities will be costed and resources allocated according
to critical service areas.
These business processes will be documented and will inform the job descriptions and performance standards for the officials within the department.

10. Service Beneficiaries
10.1

10.2
10.3

10.4
10.5
10.6
10.7
10.8
10.9
10.10

In and out of school youth and individuals affected by substance abuse.

Older persons
Children from 0 – 5 years.

Orphans and Vulnerable Children (OVC) and Families Infected and Affected by HIV &AIDS.
Families in distress
Families
Unemployed youth
Women and households
Communities
Other government departments
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11. Critical Services
Critical services are the core services that the department is mandated to deliver. These are services for which the communities depend on the department to
survive. Whilst all the services in the social development value chain are critical, the department has prioritised three (3) services that it will improve on over the
three year SDIP cycle of 2015-2018.

The following critical services have been identified for improvement :
11.1 KEY SERVICE AREA 1 : INFRASTRUCTURE
PROBLEM STATEMENT: The department, at the local service office level, has a shortage of suitable office accommodation.
KEY SERVICE

SERVICE
BENEFICIARY

Provision of
Departmental
suitable office
employees and clients
accommodation

BATHO PELE
PRINCIPLES

CURRENT
STANDARD

DESIRED STANDARD
2015/2016

2016/2017

2017/2018

Quantity

12 worst Local Service
Offices
occupy
buildings that do not
meet the minimum
afety standards.

4 worst local service
offices will be
identified and
provided with suitable
office
accommodation by
March 2016

4 worst local service
offices will be
identified and provided
with suitable office
accommodation by
March 2017

4 worst local service
offices will be
identified and
provided with
suitable office
accommodation by
March 2018

Quality

Office environment Offices in the
not conducive for identified service
officials and clients.
offices will be safe

Offices in the identified
service offices will be
safe for officials and
clients .

Offices in the
identified service
offices will be safe
for officials and
clients .

for officials and
clients .
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Professional
standards if
applicableLegal
standards if
applicable
(including
SOPS)

Department of Labour
(DoL)
safety
standards
Occupational Safety
& Health (OSH) Act

Department
of Department
of Department
of
Labour (DoL) safety Labour (DoL) safety Labour
(DoL)
standards
standards
safety standards
Occupational Safety
& Health (OSH) Act

Occupational Safety &
Health (OSH) Act

Occupational Safety
& Health (OSH) Act

Consultation

Conduct
needs
assessment on an
annual
basis
to
determine under or
overutilization
of
offices,
draft
specification
and
submit to Public Works
for procurement of
office space.

Continuous
engagement s will be
conducted to ensure
the need for office
space is sufficiently
met.

Continuous
engagements will be
conducted to ensure
the need for office
space is sufficiently
met.

Continuous
engagements will be
conducted to ensure
the need for office
space is sufficiently
met.

Courtesy

Conduct
visits
to
assess suitability of
offices on a quarterly
basis

Provide alternative
office
accommodation
whilst offices are
being renovated

Provide alternative
office accommodation
whilst offices are being
renovated

Provide alternative
office
accommodation
whilst offices are
being renovated

Access

Increase accessibility to
50% of our offices by
our clients through the
establishment
of
satellite offices at the

Increase accessibility
of offices through the
establishment of
satellite offices in 4
districts at the end of

Increase accessibility
of our offices through
the establishment of
satellite offices in 4
districts at the end of

Increase
accessibility of our
offices through the
establishment of
satellite offices in 4
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end of this financial this financial year.
year

this financial year.

districts at the end of
this financial year

Information

Have monthly feedback
meetings with Districts
to keep them informed
of challenges

Have
monthly
feedback meetings
with Districts to keep
them informed of
challenges

Have
monthly
feedback
meetings
with Districts to keep
them informed of
challenges

Have
monthly
feedback meetings
with Districts to keep
them informed of
challenges

Openness &
transparency

Officials will be kept
informed of challenges
encountered in
securing offices

Officials will be kept
informed of all the
progress made in
followed to secure
office space

Officials will be kept
informed of all the
processes followed to
secure office space

Officials will be kept
informed of all the
processes followed
to secure office
space

Redress

Ensure all offices and
institutions meet all
required
standards
before
occupation,
condition assessments
will be conducted and
strictly
monitoring
implementation
of
maintenance plan on
annual basis

All complaints
regarding safety of
our offices pertaining
to office
accommodation will
be resolved in line
with BCEA and OHS
Acts

All complaints
regarding safety of our
offices pertaining to
office accommodation
will be resolved in line
with BCEA and OHS
Acts

All complaints
regarding safety of
our offices pertaining
to office
accommodation will
be resolved in line
with BCEA and OHS
Acts

Value for Money

Department holds the
landlords accountable
and ensure they stick to
the
terms
and
conditions of the lease

Department will hold
the landlords
accountable and
ensure they stick to
the terms and

Department will hold
the landlords
accountable and
ensure they stick to
the terms and

Department will hold
the landlords
accountable and
ensure they stick to
the terms and
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agreements.

conditions of the
lease agreements.

conditions of the lease
agreements.

conditions of the
lease agreements.

Human
resources

Decentralize function
and employ 1 person
per District

Staff will be deployed
in terms of the
approved
organisational
structure

Staff will be deployed
in terms of the
approved
organisational
structure

Staff will be
deployed in terms of
the approved
organisational
structure

Time

Annually

Annually

Annually

Annually

Cost

Bid for more funds to
acquire adequate
space

APP

APP

APP

11.2 KEY SERVICE AREA 2: Recruitment of Social Work and Community Development Supervisors
PROBLEM STATEMENT: The quality of social work and community development services rendered at Service Offices does not meet the required

standard due to the shortage of social work and community development supervisors.
KEY
SERVICE

SERVICE
BENEFICIARY

Provision of Communities and
Social Work families
and
community
development
services

BATHO PELE
PRINCIPLES

CURRENT
STANDARD

DESIRED STANDARD
2015/2016

2016/2017

2017/2018

Quantity

Newly appointed
social workers and
community
development
practitioners are
working under limited
supervision

Advocate for all social
work and community
development practitioners
to be placed under a
supervisor by March
2016.

Monitor if social
work and
community
development
practitioners are
placed under a
supervisor by

All social work and
community
development
practitioners are
placed under a
supervisor by
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March 2017.

March 2018

Quality

Poor social work and
community
development
services provided at
Service Offices

75% improvement in the
provision of social work
and community
development services in
line with professional
norms and standards by
March 2016.

90% improvement
in the provision of
social work
services in line
with professional
norms and
standards by March
2017.

100% improvement
in the provision of
social work
services in line
with professional
norms and
standards by
March 2018.

Professional
standards if
applicable

Social Service
Professions Act ,
Community
Development Service
Professions Act

100% compliance to the
relevant acts

100% compliance
to relevant acts

100% compliance
to the relevant acts

High number of

75% reduction in the

All the Acts cited
in the legal
mandate
Outreach
Programmes to
be conducted to
reach
large
numbers
of
service
beneficiaries to
give progress on
impact
of
government
programmes

All the Acts cited
in the legal
mandate
Outreach
Programmes to
be conducted to
reach
large
numbers
of
service
beneficiaries to
give progress on
impact
of
government
programmes

Legal standards if
applicable
(including SOPS)
Consultation

Courtesy

All the Acts cited in
the legal mandate of
the department

All the Acts cited in the
legal mandate of the
department
Communities are not Outreach Programmes
consulted about the to be conducted to
Integrated
reach large numbers of
Development Plans of service beneficiaries to
municipalities
give
progress
on
impact of government
programmes
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90% reduction in

100% reduction in

complaints about lack
of courtesy
demonstrated by social
work practitioners
received through the
complaints desk and
customer satisfaction
surveys

number of complaints by
March 2016.

the number of
complaints by
March 2017.

the number of
complaints by
March 2018.

Access

Services not
accessible in some
communities e.g.
treatment centres for
people abusing drugs
and alcohol

Introduce community
based intervention to
increase accessibility of
our services by March
2016

Implement
community based
intervention to
increase
accessibility of our
services by March
2017

Monitor
implementation of
community based
intervention to
increase
accessibility of our
services by March
2018

Information

Lack of awareness
about the range of
services rendered by
the department

A service charter listing
the services rendered in
81 Service Offices in the
language understood by
communities around
those offices

Openness &
transparency

Service beneficiaries
do not know what
processes are followed
and how long it takes
for each service to be

Flow chart indicating
clearly what processes
are followed, and how
long it takes for each

A service charter
listing the services
rendered in 81
Service Offices in
the language
understood by
communities
around those
offices
Flow chart
indicating clearly
what processes are
followed and how

A service charter
listing the services
rendered in 81
Service Offices in
the language
understood by
communities
around those
offices
Flow chart
indicating clearly
what processes
are followed and
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provided

service to be provided.

long it takes for
each service to be
provided.

how long it takes
for each service to
be provided.

Redress

The
process
of
escalation
of
complaints to the next
level is not known by
all.

Organizational Structure
of the Local Service
Office be clearly
displayed to ensure
quick redress & recourse.

Organizational
Structure of the
Local Service
Office be clearly
displayed to
ensure quick
redress & recourse.

Organizational
Structure of the
LocalService Office
be clearly
displayed to
ensure quick
redress &
recourse.

Value for Money

The level of social
work and community
development services
offered is of very little
benefit to the service
beneficiary

Social work services to
be provided in an
economic and efficient
manner to improve the
lives of the service
beneficiaries

Social work
services to be
provided in an
economic and
efficient manner to
improve the lives of
the service
beneficiaries

Social work
services to be
provided in an
economic and
efficient manner to
improve the lives of
the service
beneficiaries

Human resources

No social work and
community
development
supervisors

1 supervisor for 8 social
workers

1 supervisor for 8
social workers

1 supervisor for
8 social workers

Time

Annually

Annually

Annually

Annually

Cost

-
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-

-

-

11.3 KEY SERVICE AREA 3: DOCUMENT MANAGEMENT
PROBLEM STATEMENT: The department is currently experiencing challenges in maintaining updated information.

KEY
SERVICE

SERVICE
BENEFICIARY

BATHO PELE
PRINCIPLES

CURRENT STANDARD

Availability
of
information
for
reporting
purposes.

Strategic Planning, Audit
Committee, Provincial
Treasury, Auditor –
General, DPME and
Legislature.

Quantity

Programmes cannot
provide sufficient Portfolios
of Evidence to support
their performance
information reports.

Quality (Use of
prescripts/ the
Principles)

Lack of compliance to 100% compliance
PFMA
and
M&E to guiding
Framework.
prescripts.

Professional
standards (if
applicable)
Legal standards if
applicable (including
SOPS)
Consultation

DESIRED STANDARD
2015/2016

2016/2017

2017/2018

All 5 Programmes
submit credible and
validated
information.

All 5 Programmes
submit credible and
validated
information.

All 5 Programmes
submit credible and
validated
information.

100% compliance
to guiding
prescripts.

100% compliance
to guiding
prescripts.

-

-

-

-

-

-

-

-

Information is requested Information
through
formal sessions to clearly
communication
with
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Information
sessions to clearly

Information
sessions to clearly

stipulated time frames.

explain what
information is
needed and how
such information is
packaged.

explain what
information is
needed and how
such information is
packaged.

explain what
information is
needed and how
such information is
packaged.

Access

Difficulty in getting reliable
information timeously.

Easy access to
required
information.

Easy access to
required
information.

Easy access to
required
information.

Information

Non-adherence to
information standards.

Information that is
credible, reliable
and relevant.

Information that is
credible, reliable
and relevant.

Information that is
credible, reliable
and relevant.

Courtesy

Programmes do not show
courtesy when requests for
information are made.

Responsible
managers must be
accountable.

Responsible
managers must be
accountable.

Responsible
managers must be
accountable.

Openness &
transparency

Departmental officials do
not understand the
importance of document
management.
No consequence for late
submission of information.

Records should be
kept updated.

Records should be
kept updated.

Records should be
kept updated.

Develop Reporting
Policy with clear
consequence
management steps.

Implement
Reporting Policy .

Monitor
implementation of
Reporting Policy.

Culture of timeous
submission of
requested
information be

Culture of timeous
submission of
requested
information be

Redress

Value for Money

Late
submission
of Culture of timeous
information renders the submission of
department unable to requested
submit
information information be

timeously to oversight
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bodies

inculcated

inculcated

inculcated

Time

Annually

Annually

Annually

Annually

Cost

-

-

-

-

12. Mechanisms for Monitoring Implementation
We shall ensure that the Service Delivery Improvement Plan is cascaded to all service points which are at the coalface to ensure that it is not misconstrued as a
separate or “bolt-on” management exercise that is attended to on an annual basis. It will be embraced as an integral part of all management activities to ensure that
every management process and citizen interface is aimed at improved service delivery and citizen satisfaction.
The department has a Monitoring and Evaluation framework in place which enforces strict adherence to departmental performance plans including the Service
Delivery Improvement Plan. As such the Unit responsible for the development and implementation of the Service Delivery Improvement Plan will submit SDIP
implementation reports to the M & E Unit and other oversight bodies namely Office of the Premier, Department of Performance Monitoring & Evaluation and the
Department of Public Service and Administration.
A copy of the report will also be submitted to the Office of the Premier, as the provincial custodian of all issues relating to service delivery improvement. These
reports, together with the findings of periodic citizen satisfaction surveys, complaints analysis, will also be tabled to top Management through the Service Delivery
Improvement Committee for timeous intervention where the responsible units do not perform according to the SDIP.
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13. Management support systems
To strengthen the effectiveness of M&E and pre-determined objectives, the department has appointed a task team led by the General Manager: District Development
and Implementation to collect and validate performance information.

This Service Delivery Improvement Plan is a management tool that will be used not only to assess service delivery levels within the department but to
inform business processes, including budgeting and resource allocation. The Programmes will thus be expected to use the SDIP to inform the
achievement of departmental goals and objectives as stated in the strategic plan. The department will put systems like IT, policies and procedures in
place to ensure successful implementation and monitoring of the Service Delivery Improvement Plan.

_____________________
EXECUTIVE AUTHORITY

DATE OF APPROVAL :18.03.2015
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DEPARTMENT OF SOCIAL DEVELOPMENT CONTACT DIRECTORY - HEAD OFFICE
Designation
Name
Tel
Fax
E-mail
Designation
Name
Tel
Fax
E-mail
Designation
Name
Tel
Fax
E-mail
Designation
Name
Tel
Fax
E-mail
Designation
Name
Tel
Fax
Email
Designation
Name
Tel
Fax
Email

Member of Executive Council
Mrs. Nancy Sihlwayi
043 605 5003/5004
043 605 5472
Nancy.sihlwayi@ecdsd.gov.za
Acting Chief Operations Officer
Mr. Wandile Ncapai
043 605 5238
043 605 5471
Wandile.ncapai@ecdsd.gov.za
Acting General Manager: Corporate Services
Mr Malusi Kashe
043 605 5031
043 605 5471
Malusi.kashe@ecdsd.gov.za
General Manager: Community Development and Research
Mrs. Donna Makhoboka
043 605 5252
043 605 5613
Donna.makoboka@ecdsd.gov.za
Chief of Staff: Office of the MEC
Mr. Sakhekile Ndudula
043 605 5005
043 605 5472
Sakhekile.ndudula@ecdsd.gov.za
Parliamentary Officer
Ms. Vuyo Macaula
043 605 5008
043 605 5472
Vuyo.macaula@ecdsd.gov.za

Designation
Name
Tel
Fax
E-mail
Designation
Name
Tel
Fax
E-mail
Designation
Name
Tel
Fax
E-mail
Designation
Name
Tel
Fax
E-mail
designation
Name
Tel
Fax
E-mail
Designation
Name
Tel
Fax
E-mail
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Head of Department
Mrs. Nombulelo Hackula
043 605 5017/ 043 605 5012
043 605 5470
Bea.hackula@ecdsd.gov.za
Acting Chief Financial Officer
Mrs. Nomboniso Helesi
043 605 5352
043 605 5474
Nomboniso.helesi@ecdsd.gov.za
General Manager: Social Welfare Services
Ms. Nkosazana Ngqangweni
043 605 5146
043 642 3382
Nkosazana.ngqangweni@ecdsd.gov.za
Acting General Manager: DDI
Mr Zandisile Tafeni
043 605 5477
043 605 5471
Zandisile.tafeni@ecdsd.gov.za
Senior Manager: Communication and Liaison
Mr. Gcobani Maswana
043 605 5210
043 605 5611
Gcobani.maswana@ecdsd.gov.za
Senior Manager: Integrated Strategic Planning
Mr. Zanoxolo Mhlatuzana
043 605 5133
043 605 5485
Zanoxolo.mhlatuzana@ecdsd.gov.za

Designation
Name
Tel
Fax
E-mail

Manager: Total Quality Management (SDI P Co-ordinator)
Mrs Linda Deliwe
043 6055130
0865644833
Linda.deliwe@ecdsd.gov.za

Designation
Name
Tel
Fax
E-mail

Acting Manager: Customer Care
Ms. Unathi Somana
043 605 5441
043 605 5611
Unathi.somana@ecdsd.gov.za

Designation
Name
Tel
Fax
E-mail
Designation
Name
Tel
Fax
E-mail
Designation
Name
Tel
Fax
E-mail
Designation
Name
Tel
Fax
E-mail

District Manager: OR Tambo
Mrs. Nomsa Titus
047 531 4228/047 532 6588
047 532 4554
nomsa.titus@ecdsd.gov.za
Acting District Manager: Chris Hani
Mrs. Veronica Mpondwana
045 838 4305
045 838 5292
Veronica.mpondwana@ecdsd.gov.za
Acting District Manager: Amathole
Mrs. Sekelwa Ntsaluba
043 711 6600
043 743 3471
Sekelwa.ntsaluba@ecdsd.gov.za
District Manager: Buffalo City Metropolitan
Mrs. Afika Siziba
043 705 5600
043 722 0362
Afika.siziba@ecdsd.gov.za

DISTRICT OFFICES
Designation
Name
Tel
Fax
E-mail
Designation
Name
Tel
Fax
E-mail
Designation
Name
Tel
Fax
E-mail
Designation
Name
Tel
Fax
E-mail

District Manager: Nelson Mandela Metropolitan
Mr. Tembile Ngqabayi
041 406 5701
041 451 3458
tembile.ngqabayi@ecdsd.gov.za
District Manager: Joe Gqabi
Mrs. Pamela Mngini
051 633 1601
051 633 1608
pamela.mngini@ecdsd.gov.za
District Manager: Alfred Nzo
Mrs. Nomgcobo Mgilane
039 254 0715
039 254 0590
Nomgcobo.mgilane@ecdsd.gov.za
District Manager: Sarah Baartman
Ms Sindiswa Adam
046 636 1484
046 622 5347
Sindy.adam@ecdsd.gov.za
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