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QUESTION FOR WRITTEN REPLY  

 

QUESTION NO.: 2568        

Ms N V Nqweniso (EFF) to ask the Minister of Public Service and Administration: 

What comprehensive systems and policies does his department have in place to change 

the situation where some citizens have lost confidence in the public service mainly due to 

(a) the attitude and lack of commitment by many public servants, (b) the perceived 

disregard for Batho Pele principles and (c) the public service which is hugely compromised 

by being unproductive and dysfunctional?               NW3200E 

REPLY  

(a)(b)(c) The systems and policies that the Department of Public Service and 

Administration is implementing are based on the Government’s basic values and principles 

governing public administration as enshrined in the Constitution, Chapter 10 Section 195. 

The Constitutional principles set the norms and standards relating to the running and 

management of the public service as the machinery of Government and also provide 

direction in serving the public.  

These systems and polices, include the National Development Plan (2012); the White 

Paper on the Transformation of the Public Service (1995); the White Paper on 

Transforming Public Service Delivery (1997); the Public Service Act (1994); the Public 

Service Regulations (2001); The Promotion of Administrative Justice Act (2000); the 

Promotion of Access to Information Act (2000); a Complaints and Compliments 



 

Management Framework; and Change Management Framework. Other systems being 

finalized include a Public Service Productivity Framework and an integrated public service 

complaints management approach. 

The Department of Public Service and Administration has an advocacy and capacity 

building programme to revitalize the Batho Pele programmes, as an integral programme to 

make the White Paper on Transforming Public Service Delivery alive. The advocacy 

element is to ensure that the programmes are institutionalised and mainstreamed in all 

public institutions. The capacity building workshops are conducted to ensure that officials 

have the necessary competency to implement the Batho Pele programmes. The Frontline 

officials are the initial targets for capacitation in cultural reorientation. 

Emanating from the White Paper on Transforming Public Service Delivery, the Complaints 

and Compliments Management Framework was developed to provide guidance on 

effective complaints management, while Change Management Framework provides 

guidance on how to manage change in the public service.  

All departments are expected to develop and implement service delivery improvement 

plans (SDIP), as per the Public Service Regulations (2001). The SDIP is an approach 

where each department identifies a service or services which require improvement and 

strategies are developed to ensure that delivery service is improved. Annual assessments, 

over a three year cycle, are undertaken. Capacity building sessions are provided to 

departments to ensure effective development of SDIPs. 

The Promotion of Administrative Justice Act (2000) compels all government authorities 

to be accountable and provide feedback for decisions taken. Citizens are entitled to fair 

treatment and access to information.  

The Department of Public Service and Administration is further ensuring the 

implementation of the National Development Plan (NDP), especially the aspects of 

improving public service delivery. The NDP identifies steps upon which to build an efficient, 

effective and development-oriented public service. As part of the Public Service Month 

focus, the Minister of Public Service and Administration has been engaging with frontline 

officials to identify challenges in their areas work in order to address effectively and 



 

efficiently. A five year frontline service delivery improvement programme will be 

implemented once approved.   

A programme of engaging senior managers and executive managers to focus on a 

significant proportion of their attention in addressing basic weaknesses in management 

and operations systems (developing service delivery models, business maps, standard 

operating procedures and service standards) is at an advance stage. In the financial year 

2015/16 institutional support will be provided directly to the Departments of Transport, of 

Social Development and of Labour. 

In further encouraging accountability in the public service, the Minster of Public Service and 

Administration is establishing service delivery forums where citizens are actively 

involved. The forums help towards improving service delivery. The forums serve as a 

platform for various stakeholders to participate in addressing service delivery issues facing 

their communities. 

The Community Development Workers (CDW) is another programme through which 

service delivery interventions are made. The CDW programme plays an important role of (i) 

assisting communities in defining and articulating their needs, (ii) facilitate development of 

community structures, (iii) facilitate public participation in government projects, (iv) identify 

service delivery blockages in communities and source solutions to identified needs and 

blockages by interacting with national, provincial and local government structures and (v) 

resolve disputes between government and communities. 

The Maponya Mall Thusong Service Centre concept is being considered for replication 

across the country.  

There are other various mechanisms through which the Batho Pele principles 

implementation is being monitored. One such mechanism is the Batho Pele Forum, which 

is a platform for inter-governmental engagement. The forum is used to share experiences, 

best practices, case studies and to guide one another towards finding solutions to public 

service challenges. 



 

There is move to revamp the Batho Pele Hotline for integration with other key complaints 

management systems. Work has commenced on this matter and progress will be reported 

in the coming financial year. 

The Minister of Public Service and Administration has launched the Public Service 

Charter in August 2013. The purpose of the charter is to foster an agreement between 

public servants and representatives of labour in working together to ensure professional 

service provision. The principles espoused in the charter complement the Batho Pele and 

the Constitutional principles and values. The Department of Public Service and 

Administration is embarking on popularisation the Charter to ensure that all government 

officials adhere and live by the Public Service principles. 

The Annual National Batho Pele Excellence Awards is in its second year and were 

celebrated on 14 November. The awards programme derives its mandate from a number of 

legal prescripts, including the Constitution, the Public Service Act and its Regulations, the 

Public Service Charter as well as the National development Plan. The awards are meant to 

recognise and reward deserving public servants who go the extra mile in selflessly serving 

citizens, thus encouraging public servants to serve the public with diligence and dedication. 

 


