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GLOSSARY OF KEY CONCEPTS 

 

Batho Pele 

 

 

A Sotho word meaning ‘People First’. In government Batho Pele 

is an inclusive concept that refers to all government policies, 

strategies and programmes aimed at   transforming public 

service delivery. Batho Pele especially targets public servants 

to be service-oriented, to strive for excellence in service 

delivery, and commit to continuous service delivery 

improvement. 

Compliance  The state in which something is in accordance with established 

norms (in legislation, guidelines or specifications) and 

standards (measures of achievement).  

Efficiency The measure of how an institution’s resources have been used 

to comply with set norms and standards and in achieving citizen 

satisfaction through service delivery. 

Effectiveness The degree to which set objectives are achieved and the extent 

to which targeted problems are solved. 

Functionality The measure of whether, based on evidence, the necessary 

service delivery enablers are in place to support delivery 

processes in an optimal and accountable manner.  

Public 

Institution 

Means a national department, a provincial department, a 

municipality or a national or provincial government component. 

Indicator Qualitative or quantitative factor or variable that provides a 

reliable basis for assessing achievement, change or compliance 

with set norms and standards. 

Norm A norm refers to a legal statement describing the “desired 

situation” (the way things should be) or a requirement to act in 

particular manner. Also, a norm provides guidance and explains 

a pattern of achievement or behaviour required for minimum 

effectiveness, efficiency and functionality in the areas referred 

to in Section 3 (1&2) of the Public Service Act (108 of 1994) and 

Section 16 of the Public Administration Management Act (11 of 

2014).  
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Public Service Means all national departments; national government 

components listed in Part A of Schedule 3 to the Public Service 

Act; provincial departments which means the Office of a 

Premier listed in Schedule 1 to the Public Service Act; and 

provincial departments listed in Schedule 2 to the Public Service 

Act; and provincial government components listed in Part B of 

Schedule 3 to the Public Service Act, and their employees. 

Public 

administration 

Means the Public Service, municipalities and their employees. 

Revitalisation  

 

The revitalisation of a programme or project is a strategy 

adopted when the programme or project reaches the maturity 

stage of its life cycle, and its impact has fallen drastically. It is 

an endeavor to bring the re-evaluated and re-engineered 

programme (or project) back into the public domain to secure 

maximum benefits for the citizens in line with its original goal. 

Service delivery The provision of public functions to citizens; relating to the 

provision of both tangible and intangible functions by employees 

within the public administration system. 

Service Delivery 

Implementation 

Refers to the measures undertaken to ensure successful 

service delivery. 

Standard A standard refers to a specific minimum repeatable measure or 

level at which public administration institutions must execute 

their functions; and can have a time, cost, quality, equity or 

quantity dimension. A standard is therefore a statement of an 

expected level of performance that forms the basis for providing 

a public service. A standard may thus be expressed in terms of 

a particular criteria, timeframe or benchmark. Standards can be 

formulated in a way that promotes compliance with norms.  
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1. EXECUTIVE SUMMARY 
 
 
1.1. The Bill of Rights of the Constitution is the cornerstone of democracy in South 

Africa. It enshrines the democratic values and principles of our society and affirms 

the rights of all people in relation to these constitutional values and principles that 

include the right to human dignity, equality, and freedom. All organs of State, their 

employees, and public enterprises are obligated to respect, protect, promote and 

fulfill the democratic rights enshrined in the Bill of Rights.  

 

1.2. Additionally, section 195 of the Constitution stipulates that public administration 

(which includes every sphere of government) must be governed by these 

constitutional values and principles, including the democratic principles as,  

a) A high standard of professional ethics must be promoted and maintained.  

b) Efficient, economic and effective use of resources must be promoted.  

c) Public administration must be development-oriented.  

d) Services must be provided impartially, fairly, equitably and without bias.  

e) People’s needs must be responded to, and the public must be encouraged to 

participate in policy-making.  

f) Public administration must be accountable.  

g) Transparency must be fostered by providing the public with timely, accessible 

and accurate information.  

h) Good human-resource management and career-development practices, to 

maximise human potential, must be cultivated.  

i) Public administration must be broadly representative of the South African 

people, with employment and personnel management practices based on 

ability, objectivity, fairness, and the need to redress the imbalances of the past 

to achieve broad representation. 

 

1.3. These principles relate to imperatives for accountability, a high standard of 

professional ethics , transparency, public participation, unbiased and equitable 

service delivery, a developmental orientation, responding to people’s needs, 

timely access to accurate information, efficiency, effectiveness, and the economic 

use of public resources.  
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1.4. In furtherance of these constitutional provisions, the Minister for the Public Service 

and Administration (MPSA) has the legal mandate to set norms and standards 

relating to the transformation, reform, innovation and any other matter to improve 

the effectiveness and efficiency of the public service and its service delivery to the 

public [Public Service Act, 3(1)(a-i)]. This provision is also included in the Public 

Administration Management Act [Chapter 7 section 16(1) (f)] to ensure that the 

whole of public administration is geared towards improved service delivery to the 

public, including local government. 

 

1.5. Since government’s adoption of the White Paper on Transforming Public Service 

Delivery (WPTPSD) in 1997, public service delivery transformation programmes 

has been citizen-centred, as required by the Constitution. Commonly known as 

the Batho Pele policy, the WPTPSD requires public institutions to ensure that 

citizens’ needs become the main focus of public service delivery and that all 

citizens have equal access to public services of the same high quality. The 

effective implementation of the Batho Pele policy (and its related programmes) 

was, and still remains, a key priority for government in building a citizen-centred 

society as per the WPTPSD; and a developmental State as per the National 

Development Plan (NDP). 

 

1.6. Between 2005 and 2009, the Public Service Commission (PSC) – within its 

Constitutional mandate of monitoring and investigating adherence to applicable 

procedures in the public service – conducted a total of eight studies to assess the 

level of compliance with the implementation of the Batho Pele policy in public 

institutions. The findings of these studies confirmed the significance of the Batho 

Pele policy in transforming public service delivery in South Africa. The findings 

also pointed towards the public service’s failure to implement the Batho Pele policy 

due to a lack of skills, the absence of Batho Pele standards, and a general failure 

to link Batho Pele with organisational strategy.  

 

1.7. In 2012, the PSC released a report entitled: Report on the Assessment of the 

Effectiveness of the Batho Pele Policy in Public Service Delivery. This report went 

beyond Batho Pele compliance issues, and examined whether the implementation 
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of the Batho Pele policy by public institutions had made a difference in the lives of 

citizens. One of the key findings of the report is that the implementation of the 

Batho Pele policy did not make a significant difference in the lives of citizens. The 

recommendations of the PSC report, including those of other similar studies on 

the efficacy of the Batho Pele policy conducted by research institutions and 

scholars of Public Administration, specifically refers to a need to re-design, 

strengthen, and revitalise the Batho Pele implementation approach.  

 

1.8. Generally, the revitalisation of a programme is a strategy adopted when the 

programme is considered essential, but has reached the maturity stage of its life-

cycle, and its impact has fallen drastically. Based on the empirical evidence from 

the PSC assessments – and other research studies – the Batho Pele programme 

that emerged from the 1997 Batho Pele policy had indeed reached its maturity 

stage after 24 years of existence (1997-2021); and the programme’s impact had 

fallen significantly.  

 

1.9. The Batho Pele Revitalisation Strategy is therefore a re-designed implementation 

approach to the Batho Policy. The Strategy is underpinned by five (5) inter-

connected pillars, namely: 

a) Taking the Lead; by building capacity and learning from past and current 

Batho Pele implementation practices. 

b) Development; of context-specific Batho Pele standards and communication 

approaches in consultation with a diversity of stakeholders. 

c) Fostering Compliance; with agreed to and publicised Batho Pele standards 

through appropriate monitoring of compliance tools. 

d) Reinforcement; of Batho Pele standards through appropriate measures 

where there is evidence of poor or non-compliance with publicised standards. 

e) Redress; for citizens who are the centre of government’s constitutional 

obligations. 

 

1.10. Overall, the Batho Pele Revitalisation Strategy seeks to re-affirm the significance 

of Batho Pele in transforming public service delivery whilst securing maximum 
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benefits for citizens in line with their constitutional rights to be treated with dignity, 

courtesy, and to receive quality and sustainable public services. 

 

1.11. It is anticipated that the operationalisation of the Batho Pele Revitalisation Strategy 

will bring about a public administration that personifies the democratic values and 

principles enshrined in the Bill of Rights and Section 195 (1)(a-i) of the 

Constitution; and a timeous response to the voices of citizens calling for a public 

administration system that puts their needs and aspirations FIRST! 

 

2. INTRODUCTION 
 

2.1. Representing the inner core of the White Paper on Transforming Public Service 

Delivery, Batho Pele (‘People First’) was a adopted in 1997 as the framework to 

establish a new service delivery ethic in the public sector in line with South Africa’s 

constitutional ideals for public administration, which includes delivering on the 

democratic values and principles enshrined in the Constitution, as well as the 

principles listed in section 195 (1)(a-i) thereof.  

 

2.2. From the onset of this approach, the imperative for behavioural change was clear 

in that Batho Pele required public service delivery officials to “strive for excellence” 

in executing their public mandates and to “commit to continuous service delivery 

improvement” (DPSA, 1997: 8). Administratively, the embeddedness of Batho 

Pele was “embraced as an integral part of all management activities to ensure that 

every operational process is aimed at improved service delivery and customer 

[citizen] satisfaction” (DPSA, 1997: 9).  

 

2.3. Furthermore, the transformative philosophy that underpins Batho Pele and the 

constitutional values and principles that govern South African public administration 

have been integrally linked since 1997. This important nexus necessitates a 

deeper understanding of the degree to which the Batho Pele policy, and in 

particular Batho Pele standards, have been internalised and implemented in the 

public administration system because it is generally accepted that the 

development and systematic adherence to defined standards promotes 

accountability, which demonstrates a high propensity for realising the 
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constitutional values and principles that govern public administration in the country 

(DPSA, 2019). 

 

3. THE REGULATORY FRAMEWORK  

 
3.1. The Bill of Rights of the Constitution (108 of 1996) is the cornerstone of 

democracy in South Africa. It enshrines the democratic values and principles of 

our society and affirms the rights of all people in relation to these values and 

principles that include the right to human dignity, equality, and freedom. All organs 

of State, their employees, and public enterprises are obligated to respect, protect, 

promote and fulfill the democratic rights enshrined in the Bill of Rights. Chapter 3 

of the Constitution furthermore alludes to the provision of services to communities 

across the three spheres.  

 

3.2. Additionally, Chapter 10 of the Constitution (section 195) stipulates that public 

administration (which include all three spheres of government) must be governed 

by the values and principles of the Constitution, including the democratic principles 

listed in sub-sections 195(1)(a-i) that relate to imperatives for accountability, a high 

standard of professional ethics , transparency, public participation, unbiased and 

equitable service delivery, a developmental orientation, responding to people’s 

needs, timely access to accurate information, efficiency, effectiveness, and the 

economic use of public resources.  

 

3.3. In furtherance of these constitutional provisions, the Public Service Act (1994) 

mandates the Minister for Public Service and Administration (MPSA) with the 

responsibility to set norms and standards relating to the transformation, reform, 

innovation and any other matter to improve the effectiveness and efficiency of the 

public service and its service delivery to the public [Chapter 3(1)(a-i)] This 

provision is also included in the Public Administration Management Act of 2014 

[Chapter 7 section 16(1) (f)] to ensure that the whole of the public administration 

system is geared towards improved service delivery to the public, including local 

government. 

 

3.4. In 1997, government released the White Paper on Transforming Public Service 

Delivery (WPTPSD), commonly known as the Batho Pele policy. The intention of 
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the policy is to direct all public service delivery institutions to transform and 

improve their service delivery so that it is aligned to the Batho Pele principles which 

seek to put people first and optimise access to the services offered by government. 

“Transformed service delivery”, as per the Batho Pele policy, implies that public 

services should be provided:  

a) in a courteous, open and transparent way to build confidence and trust with 

service users; 

b) in line with clear service standards which must be developed after consultation 

with service users and which must be clearly communicated to service users; 

c) in innovative ways to improve access to services; 

d) together with a complaints handling system to ensure effective redress of 

complaints; and 

e) with a conscious focus on offering value for money to citizens and public 

institutions. 

 

3.5. Hand-in-glove with the WPTPSD, the Batho Pele Handbook was published in 1997 

as guide to encourage public sector officials to strive for excellence in executing 

their service delivery mandates and to purposefully commit themselves to 

continuous service delivery improvement. The Public Service Charter (2013) 

supports the Batho Pele policy as a contract between the employer (the State) and 

employees (labour) in ensuring quality service delivery to citizens. 

 

4. MOVING FROM PRINCIPLES TO VALUES AND STANDARDS, THE BATHO 

PELE JOURNEY  

 

4.1. The first fifteen years (1997-2012) of implementing the Batho Pele (BP) policy 

focused largely on promoting and monitoring public sector compliance with 

implementing this transformative policy framework. Between 2005 and 2009, a 

total of eight studies were undertaken by the Public Service Commission (PSC) to 

assess such compliance. These studies highlighted the public service’s “... failure 

to implement the Batho Pele principles” due to “...a lack of skills, the absence of 

... standards and a general failure to link Batho Pele with organisational strategy” 

(Parliamentary Monitoring Group, 2007).  
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4.2. It was only in 2012 that the PSC conducted a comprehensive evaluation of the 

effectiveness of the Batho Pele policy in improving public service delivery. This 

Report on the Assessment of the Effectiveness of the Batho Pele Policy in Public 

Service Delivery (2012) was timeous and well-accepted within the public sector 

and specifically the Public Service and Administration Portfolio Committee. It 

managed to diagnose the crucial shortcoming of the Batho Pele Policy, in that it 

focused solely on the implementation of principles by public institutions, with no 

reference whatsoever to the importance of developing, and monitoring, the 

implementation of a context-specific Batho Pele standards for each institution. 

 

 

 

4.3. From an accountability perspective, which is a key dimension of effective service 

delivery, the distinction between Batho Pele principles and standards are crucial 

given that standards are specific, measurable, and agreed to by the users of the 

standard; whereas principles are not. Principles are merely general guides on how to 

act in a given context or situation. At best, therefore, the Batho Pele principles only 

guide public service officials in terms of their behaviour when executing their public 

service delivery functions. The PSC evaluation report (2012) therefore recommends 

a number of guidelines as ‘indicators’ that can be used to assess the implementation 

of Batho Pele principles in public institutions. These ‘indicators’ (see Box 1) are, in 

fact, mere guidelines or “...values that describe a desired attitude to service 

delivery...” – they are not standards (DPSA, 1997: 103). Standards are much more 

Schematic representation: principles - 

to values and standards 
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definitive than principles in that they are specific, measurable, achievable, realistic, 

and time-bound (DPSA 1997: 105).  

 

Box 1: ‘Indicators’ recommended by the PSC, 2012 

Batho Pele Principle                     ‘Indicator’/Guide’ 

Consultation Regularly conduct meetings with service users to identify 

their service needs and provide them with an opportunity to 

give feedback on the quality of services rendered.  

Service standards Service standards are displayed at all service points and 

reflect the needs of service users. 

Access Increase the number of service points and report on the 

rationale for such changes. 

Information Monitor what information is provided through which means 

to service users. 

Courtesy Monitor on a regular basis how frontline officials treat 

service users. 

Openness and 

Transparency 

Provide ‘Annual Reports to Citizens’ to inform service users 

about the management of departments with regard to: Who 

is in charge; departmental service standards; service 

delivery improvement plans; organisational structure; and 

department budget plans. 

Redress Regularly report on service users’ complaints and how 

these were addressed. 

Value for Money Monitor on a regular basis whether services offered are in 

line with service users’ needs. 

 

4.4. As valuable as the overriding focus on promoting and monitoring public sector 

compliance with implementing Batho Pele principles has been, the PSC evaluation 

report (2012) recommended that the time has arrived for DPSA to take the lead in 

terms of the re-design, strengthening, and revitalisation of the Batho Pele 

implementation approach. 

 

4.5. The PSC evaluation report specifically found that the DPSA was not fulfilling the 

leading role the WPTPSD allocated to it, namely to “provide leadership and 

expertise on an ongoing basis to guide and support national and provincial 

departments’ implementation programmes, and to assist in capacity building” 
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(PSC, 2012: 114). The report further noted that the DPSA had failed to 

communicate the aim and objectives of the Batho Pele programme (and the 

benefit it holds to service users) in a consistent manner. The PSC evaluation report 

specifically recommended the development of context-specific measures 

(standards) for determining the effectiveness of Batho Pele in public service 

delivery in consultation with stakeholders. It also noted the importance of regular 

monitoring by the DPSA of the implementation efforts by public institutions, stating 

that without standards and monitoring instruments the Batho Pele programme 

would not be prioritised by public institutions and that the impact of this important 

policy would be compromised (PSC, 2012: 114-116).  

 

4.6. In response to the PSC evaluation report findings and recommendations – 

including those of other similar studies on the efficacy of the Batho Pele policy 

conducted by research institutions and scholars of Public Administration – the 

DPSA has taken the lead in developing the Batho Pele Revitalisation Strategy to 

ensure the overall effectiveness of the Batho Pele policy in affecting behavioural 

changes that would guarantee that citizens receive the quality services they are 

lawfully entitled to, and expect from government.  

 

5. BATHO PELE REVITALISATION STRATEGY PILLARS 

 

5.1. The Batho Pele Revitalisation Strategy is anchored in five (5) inter-connected 

pillars that support the realisation of the aim and objectives of the Batho Pele policy 

as outlined in the WPTPSD of 1997. 

 

5.2. These five pillars are: 
 

(1) Taking the Lead – by building capacity and learning from past and current 

Batho Pele implementation practices; 

(2) Development – of context-specific Batho Pele standards and communication 

approaches in consultation with a diversity of stakeholders; 

(3) Fostering Compliance – with agreed to Batho Pele standards through 

appropriate monitoring of compliance tools; 

(4) Reinforcement – of standards through appropriate measures where there is 

evidence of poor or non-compliance with Batho Pele standards. 
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(5) Redress for Citizens – who are the centre of government’s constitutional 

obligations. 

 

Five Pillars of the Batho Pele Revitalisation Strategy: 

 

 

 

 

 

 

 

 

 

 

 

 

 

Each of the five pillars are implemented through programmes designed to 

generate positive service delivery experiences and outcomes for citizens as 

indented by the WPTPSD of 1997. 

 

 

5.2.1. Taking the Lead 

 

Taking the lead involves implementing the following programmes, each with their 

own scope. 

 

Programmes Scope 

(a) Building capacity 

and learning from 

past and present 

Batho Pele 

implementation 

practices. 

After 24 years of implementing the Batho Pele 

policy there exist a vast body of knowledge on good 

implementation practices. These practices will be 

collated and disseminated through an electronic 

Batho Pele Knowledge hub. Also, Batho Pele 

(1) TAKING THE LEAD (3) FOSTERING COMPLIANCE 

(2) DEVELOPMENT (4) REINFORCEMENT 

 
(5) REDRESS FOR CITIZENS 

 

BEHAVIOURAL 

CHANGE FOR 

IMPROVED SERVICE 

DELIVERY 
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capacity-building initiatives will be informed by 

these documented good practices.   

(b) Developing a new 

social compact to 

build citizen trust. 

Partnerships between Government, the private 

sector and communities can build trust and produce 

innovative solutions to service delivery challenges. 

The KwaZulu-Natal Sukuma Sakhe (war room) 

approach, which has been replicated in several 

provinces, is an example of such a service delivery 

improvement partnership or social compact. In the 

Gauteng province, this type of social compact is 

named Ntirhisano, whilst in the Free State province 

it is called Setsokotsane. The reported benefits of 

such social compacts include: an increase in trust 

between Government and citizens, and greater 

transparency and accountability in public service 

delivery. The development of social compacts for 

improved service delivery and trust-building will be 

actively promoted, especially in the context of the 

District Development Model.    

(c) Service planning that 

aligns Batho Pele to 

organisational 

strategies and plans. 

The development of strategic outcomes and 

indicators reflected in organisational strategic and 

annual performance plans should be aligned to the 

Batho Pele standards. Organisational plans should 

reflect how Batho Pele standards will be developed, 

implemented, and monitored. In the technical 

indicator description of the strategic plans, there 

should be a clear indication as to which of the Batho 

Pele principles (and related standards) will be 

promoted, and how implementation will be 

measured.  

(d) Aligning 

organisational 

The Batho Pele principles are central to the 

Operations Management Framework (OMF) for the 
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operations to Batho 

Pele standards and 

people’s needs. 

public service. The OMF ensures that behavioural 

aspects are incorporated with operational systems 

and processes to ensure effective and efficient 

service delivery. The following will be required: 

 Organisational Service Delivery Models should 

reflect how Batho Pele principles and standards 

were considered in determining the modes of 

delivery. 

 Business Process Mapping should reflect on 

how and which Batho Pele principles and 

standards have been considered, improved and 

can be incorporated in the application of the 

business process improvement wheel. 

 The Standard Operating Procedures should 

reflect the incorporation of Batho Pele principles 

and standards. 

 Batho Pele principles must be incorporated in 

the quality element of all service standards. 

 

The guideline on the OMF is currently under review 

and will take the aforementioned proposals into 

account.  

 

(e) Pledges by public 

service delivery 

officials about the 

effective 

implementation of 

the Public Service 

Charter. 

The Public Service Charter facilitates the delivery of 

quality services to the people. A statement of 

commitment (pledge), based on the aims and 

objectives of the Charter was developed by officials 

across the three spheres of government. The 

pledge will be popularised as part of a 

comprehensive communication strategy to be 

developed in partnership with GCIS.  Also, all public 

service delivery officials will be required to include 
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Batho Pele principles and standards in their 

Performance Agreements. 

(f) Empowering 

communities and 

citizens through 

social compacts. 

Social compacts facilitate the collective resolution of 

socio-economic challenges and enables public 

participation in processes of planning, 

implementation, monitoring and accounting. A 

guide will be developed to regulate the 

establishment and operationalisation of 

Community Development Forums in partnership 

with civil society. 

(g) Coordinate virtual 

Batho Pele Forum as 

a learning and 

sharing platform.  

A virtual Batho Pele Forum will be convened on a 

quarterly basis. The national Forum will serve as a 

learning and sharing platform that will be guided by 

a Batho Pele knowledge management framework 

(with repositories to an electronic Batho Pele 

Knowledge hub).  

 
 

5.2.2. Development 

 

The Development pillar is underpinned by the following programmes, each with 

their own scope. 

 

Programmes Scope 

(a) Development of 

context-specific 

Batho Pele 

standards in 

consultation with 

stakeholders. 

 

Public institutions should develop context-specific 

Batho Pele standards in consultation with relevant 

stakeholders. These standards should be published 

online and should also be visible in public buildings. 

Citizens should be provided with the contact details 

of officials responsible for the coordinating the 

implementation of these Batho Pele standards. 
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(b) Development of 

compulsory 

induction course (e-

learning) aligned to 

Batho Pele values, 

principles, 

standards, and 

compliance 

measures in 

partnership with 

NSG. 

 

The NSG has a Compulsory Induction Programme 

(CIP) through which newly recruited officials are 

inducted into the public service. Public institutions 

have their own customised induction programmes, 

which need to be aligned to the CIP to ensure that 

public officials have the requisite skills to render 

quality services to the public at all times. The CIP 

should be based on e-learning to ensure that public 

officials across the country are benefiting equally 

from the NSG capacity-building initiatives linked to 

Batho Pele.  

(c) Work with DBE for 

the inclusion of 

Batho Pele in life 

orientation 

curriculum 

 

Conduct targeted inter-sectoral and inter-

governmental campaigns to promote the Batho 

Pele policy. In addition to the NSG offerings, it is 

proposed that the Basic Education department is 

engaged to include Batho Pele awareness in the 

Life Orientation part of the school curriculum. The 

aim is to introduce the desired cultural and 

behavioural approaches that impact on society at 

an early age.  

(d) Development of 

appropriate 

communication 

approaches and 

rollout of targeted 

campaigns and 

advocacy in 

partnership with 

GCIS. 

Good communication and messaging mechanisms 

are critical to keep employees and citizens informed 

about Government policies and programmes. 

Informed employees are more productive as they 

not only understand, but are able to engage with the 

policies and programmes of Government. Informed 

citizens are more likely to trust Government. It is 

therefore important to develop appropriate 

communication strategies on Batho Pele in 

partnership with GCIS.  
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(e) Develop of an 

electronic Batho 

Pele standards 

compliance 

assessment tool. 

An electronic Batho Pele compliance assessment 

tool will be developed in consultation with 

stakeholders.  

 

 

5.2.3. Fostering Compliance 

 

Fostering Compliance involves implementing the following programmes, each with 

their own scope. 

 

Programmes Scope 

(a) Monitoring and 

Evaluation  

reporting on 

Batho Pele 

implementation. 

 

Public institutions will be required to submit annual 

Batho Pele compliance reports to the DPSA in a format 

that will be determined by the DPSA in consultation with 

stakeholders. These reports should also be made 

available to the public in the form of a Batho Pele 

Citizens Report. These reports should highlight 

successes (and failures) regarding the implementation 

of Batho Pele standards. It should also include data on 

citizen and employee satisfaction findings. 

 

(b) Re-design of 

Batho Pele 

instruments 

based on 

stakeholder 

feedback. 

 

Based on the feedback received through the Batho Pele 

compliance reports the Batho Pele compliance 

assessment tool and related instruments may be 

adjusted or re-designed if the need exists. 

 

 

 

 



Batho Pele Revitalisation Strategy 2021 
 

    21 

 

5.2.4. Reinforcement 

 

Reinforcement involves implementing the following programmes, each with their 

own scope. 

 

Programmes Scope 

(a) Reinforcement of 

Batho Pele 

standards 

through 

appropriate 

measures  

In instances where poor or non-compliance with the 

implementation of Batho Pele standards is reported, 

appropriate measures will be introduced. This could 

include further capacity-building or formally reporting 

institutions to the Public Service Commission or 

Parliament. 

(b) Minimal impact 

site visits that 

include 

unannounced 

visits and 

‘mystery clients’  

Service delivery site visits in partnerships with public 

sector institutions and other stakeholders will be 

conducted to assess the quality of services provided to 

citizens. Fewer than six officials will be deployed per 

visit in order to minimise possible service disruptions. 

This approach can include visits by ‘mystery clients’ 

who will be required to rate their service experience 

based on a standardised rating-instrument.  

(c) Recognition of 

innovative 

service delivery 

improvements 

and Batho Pele 

implementation 

successes.   

Batho Pele compliance reports will be used to identify 

innovative service delivery improvements and Batho 

Pele implementation successes. Recognition will 

include acknowledgements in the electronic Service 

Delivery Review (SDR) magazine and other forms of 

recognition tabled for discussion at the quarterly Batho 

Pele Forum virtual meetings.    

 

 

5.2.5 Redress for Citizens 

 

Programmes Scope 

(a) Demonstrating to 

citizens that 

Public institutions should demonstrate to citizens that 

government is putting citizen needs and expectations 



Batho Pele Revitalisation Strategy 2021 
 

    22 

 

government is 

putting their 

needs and 

expectations 

first.   

first through continuous improvements in their redress 

standard. This will reduce instances of service delivery 

break-downs and/or inefficiencies in how public 

institutions deal with service delivery complaints and 

appeals. 

(b) Systematic 

collection of 

information on 

complaints and 

appeals. 

 

Public institutions should methodically collect (and 

report on) information about complaints and appeals by 

citizens to improve their own service delivery and avoid 

those complaints and appeals in the first place. 

 

 

6. EXPECTED OUTCOMES OF THE STRATEGY 

 

6.1. The implementation of the Batho Pele programmes within each of the five pillars 

is expected to achieve the following outcomes: 

a) Visible leadership by the DPSA and expert technical assistance on the 

operationalisation of Batho Pele as envisioned by the WPTPSD, and as 

recommended by the PSC.  

b) Greater awareness of the Batho Pele policy and its benefits for citizens and 

other service recipients, as recommended by the PSC. 

c) Increased compliance with the constitutional principles of public accountability 

and transparency in that citizens would know the levels of success (and failure) 

of the implementation of Batho Pele standards by public institutions. 

d) Targeted capacity-building (and other interventions) in accordance to the 

needs of institutions. 

e) An accessible and cost-effective platform for acknowledging public service 

delivery innovations and other good practices. 

f) Improved citizen trust in government service delivery and a decline in the cost 

of service delivery through reduced spending on complaints and appeals 

handling. 

 
 



Batho Pele Revitalisation Strategy 2021 
 

    23 

 

 

6.2. Overall, the implementation of the identified Batho Pele programmes connected 

to the five pillars of LEADING, DEVELOPMENT, FOSTERING, 

REINFORCEMENT, and REDRESS is expected to generate positive service 

delivery experiences and outcomes for citizens as indented by the WPTPSD of 

1997. 

 

7. IMPLEMENTATION MASTER PLAN 

 

7.1 The implementation of the five (5) pillars of the Batho Pele Revitalisation Strategy 

will be streamlined through the following implementation master plan that 

addresses the following areas: 

 

 What will be done – Objective 

 Why will it be done – Descriptor 

 How will it be done – Activities/Tasks 

 

 

  



OBJECTIVE: Development, Implementation, and Reporting on Batho Pele Standards 

DESCRIPTOR: The development, implementation, and reporting on the implementation of Batho Pele standards by departments is a key measure towards complying with the constitutional principles of 

accountability and transparency in that citizens would know the levels of success (and failure) of the implementation of BP standards by public institutions.  

Activities/Tasks   

Building capacity on the setting of Batho Pele standards    

Development of context-specific BP standards   

Approval of context-specific BP standards   

Development and approval of BP standards compliance monitoring tool   

Compliance monitoring and reporting on the implementation of BP standards by departments (Pilot)   

Reinforcement of BP standards through appropriate measures in departments with poor or non-compliance with implementation of Batho Pele standards.   

OBJECTIVE: Developing a new Social Compact to build citizen trust 

DESCRIPTOR: Partnerships between Government and communities can build trust and produce innovative solutions to service delivery challenges. 

Activities/Tasks   

Develop a Batho Pele framework for a new social compact to build citizen trust that includes: (a) outreach activities aimed at empowering communities about their service delivery 

rights and responsibilities in partnership with GCIS; (b) inclusion of Batho Pele principles in the basic education school curriculum; (c) minimal impact site visits in partnership with 

community stakeholders; and (d) standardised citizen satisfaction surveys. 

  

Approval of the Batho Pele framework for a new social compact to build citizen trust.   

Implementation and reporting on the Batho Pele framework for a new social compact to build citizen trust.   
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OBJECTIVE: Enhanced Batho Pele learning and institutional development 

DESCRIPTOR: Building the capacity of people and institutions based on the lessons from past practices is key to fostering a public administration system that is development-orientated and people-

focused. 

Activities/Tasks   

Redesign and coordinate the Batho Pele Forum as a learning and sharing platform governed by an appropriate knowledge management framework.   

Development of compulsory induction course (e-learning) for public servants aligned to BP values, principles, standards, and compliance measures in partnership with 

NSG. 

  

Re-design of Batho Pele standards compliance monitoring tools based on institutional learning and citizen feedback.   

Recognition of innovative service delivery improvements by public service institutions.     

OBJECTIVE: Improved Redress for Citizens 

DESCRIPTOR: A continuous improvement of redress for citizens will increase citizen trust in government service delivery and reduce the cost of service delivery through less spending on complaints and 

appeals handling. 

Activities/Tasks   

Directive to public institutions to continuously improve performance on their redress standard (and collect information about complaints and appeals by citizens).   

Establish a national database on the performance of public institutions on the improvement of the redress standard (including information about complaints and appeals 

by citizens). 

  

Systematic reporting on the performance of public institutions on the improvement of the redress standard (as well as on information about complaints and appeals by 

citizens). 
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