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From the Editor’s Desk

In a few weeks, the Public Service will be 

closing what has undoubtedly been a jam-

packed calendar and opening another for 

the 2023/4 financial year. Apart from regular 

calendar events that kick-started with the 

State of the Nation (SoNA), the 2022 round-

up might include the Public Service Summit 

on the Future of Work, which the Department 

of Public Service and Administration (DPSA) 

hosted in early 2022.

Along with the ongoing review of the relationship 

between the imagined Future of Work,  the 

implications of the current Human Resources 

Management regime (and matching the 

demands of evolving needs of the society that 

the Public Service serves) were re-occurring 

themes throughout the year. 

Closely related were four other significant 

events in the 2022 Public Service Calendar. The 

Batho Pele Indaba marked the 20th anniversary 

of the White Paper on the Transformation of the 

Public Service, which is better known as the 

Batho Pele White Paper and released back in 

1997. 

Linked to the Batho Pele Indaba, public 

servants also noted the 20th anniversary of 

the National Development Plan (NDP). This 

milestone was marked through a special 

conference where delegates from government, 

civil society and academia reflected on the 

achievements and lessons learned since 2012, 

when the NDP came into effect. Notably, the 

delegates explored interventions for ensuring 

that the Public Service is as close as possible 

to the vision of the society that the NDP had set 

out to achieve by 2030.

Meanwhile, part of the activities for 

commemorating Public Service Month in 

September 2022 was launching the third 

edition of the 2022 Public Sector Ethics 

Survey (PSES) report. The PSES report 

provided timely insights into the state of ethics 

in the Public Sector, adding another layer to 

understanding the nature of an Ethical, Capable 

and Developmental State. At the same time, a 

series of discussions followed the official launch 

and adoption of the National Implementation 

towards the Professionalisation of the  

Public Sector in October 2022. The Framework 

is a game-changer and represents the point 

of convergence of thematic areas that pre-

occupied the Public Service for most of 2022. 

Inspired by what was surely a content-rich 

year, this edition attempts to capture the 

discussions, insights and lessons learned in 

2022. As slim as it is, and for want of space, 

what Service Delivery Review (SDR) vol. 15 

no. 2 of 2022/2023 offers is a glimpse of the 

remarkable body of knowledge generated by 

the year’s close. 

Apart from the aforementioned thematic areas, 

this edition also carries an assortment of pieces 

ranging from the linkages between knowledge 

management and the NDP to the latest United 

Nations E-government survey results. The 

edition closes off the round-up of 2022 with 

a visit to the Maponya Mall Thusong Service 

Centre in Soweto, which is still regarded 

as one of the ground-breaking government 

experiments in integrated service delivery. 

Dudley Moloi 

A Knowledge-intensive closure to 2022
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Deputy Minister Chana Pilane-Majake addresses 
the OECD Working Group on Bribery

News in Brief

The Deputy Minister for Public Service and 
Administration, Dr. Chana Pilane-Majake, addressed 
the Organisation for Economic Cooperation and 
Development (OECD) Working Group on Bribery 
(WGB) meeting, which took place  mid-December 
2022 during the OECD Conference Centre in Paris, 
France.

Accompanying the Deputy Minister were officials from 
the Department of Public Service and Administration 
– Dr. Salomon Hoogenraad-Vermaak (Technical 
Team leader), along with Thabang Molobela and 
representatives from the National Prosecuting 
Authority, Adv Grace Mosetlha and Directorate for 
Priority Crime Investigation’s Brigadier John Matroos 
and Brigadier Johan du Plooy.

In her address, the Deputy Minister expressed 
gratitude for the opportunity to address the WGB 
report on the Technical Mission to South Africa, 
which took place in July 2022. The Deputy Minister 
reaffirmed South Africa’s commitment to fighting 
foreign bribery while expressing the hope that 
Mauritius’ application to join the WGB will open doors 
for more  African nations to join the WGB.

According to the Deputy Minister, the WGB’s 
meticulous evaluation procedures have made it 
possible for South Africa to modify and develop 

several pieces of law to address foreign bribery. 
The Deputy Minister reported that South Africa had 
established a Task Team with the participation of 
prosecutors and investigators and support structures 
such as the Financial Intelligence Centre. The Task 
Team holds monthly meetings where progress reports 
and strategies are presented and discussed. This 
platform has greatly enhanced communication and 
cooperation among law enforcement agencies.

Finally, the Deputy Minister thanked the Secretariat 
for agreeing to organise a workshop on non-trial 
resolutions, which would be an innovation in the fight 
against corruption in South Africa. Moreover, the 
Deputy Minister assured the WGB that South Africa 
remains resolute in implementing the Anti-Bribery 
Convention.  

By Thabang Molobela - an Ethics and Anti-
Corruption Specialist positioned in the Public 
Administration Ethics, Integrity, and Disciplinary 
Technical Assistance Unit at the DPSA.

www.dpsa.gov.za/thepublicservant

Deputy Minister for Public Service and Administration, Dr. Chana Pilane-Majake, was part of the South African delegation 
at the OECD anti-bribery meeting in Paris, France. 
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News in Brief

Local Government must improve lives
– President Ramaphosa

President Cyril Ramaphosa says although government 
has made significant strides in improving the living 
conditions of South Africans, more needs to be done 
to ensure a better quality of life for all.

The President was addressing a sitting of the 
National Council of Provinces (NCOP) during the 
Taking Parliament to the People (TPTTP) programme 
held in KwaZulu-Natal’s Ugu District Municipality in 
November 2022.

“We have expanded basic services like water … 
we’ve also expanded electricity distribution and built 
homes. We have provided access to free primary 
healthcare, quality basic education and free tertiary 
education. Since 1994, the progressive and pro-poor 
policies of successive democratic administrations 
have lifted millions of people out of extreme poverty 
and improved their lives.

“And yet we know that we can no longer rely on 
these past glories as we witness severe challenges 
at local government, which is where service delivery 
happens,” he said.

Building ideal municipalities
The President reflected that much time has been 
spent on “diagnosing the problem” with poorly run 
municipalities and that the time has come to focus on 
an ideal municipality and “build such municipalities”.
“An ideal municipality should have a vibrant economy. 
It should have places where tourists want to visit. It 
must be inter-connected in many ways digitally and 
it must have people who are well trained and it must 
offer the best living conditions for our people. Such 
municipalities … should provide good access to 
health, education as well as recreational facilities.

“In such an ideal municipality not only are residents 
able to lead lives of quality and dignity, they are 
magnets for investment. In short, an ideal municipality 
is a place that people want to live in, that people want 
to work in and people want to bring their business 
and investment and people want to visit,” he said.

The President highlighted that one of the steps 
Government is taking to fight “inefficiency, 
maladministration, lack of financial controls and poor 
governance” at local municipality level, is the new 
Local Government Municipal Systems Amendment 
Act.

Making changes
“Amongst other things, [the Act] disallows municipal 
officials from also holding political office, defines 
competency criteria for the appointment of municipal 
managers and strengthens the performance 
evaluation process.

“This should be viewed alongside the process that we 
are embarking upon of professionalising the public 
sector, which was adopted by Cabinet last month. 
This makes specific proposals to ensure merit-
based recruitment and promotion and more effective 
consequence management for all public servants.

“This is going to have a big 
impact on how government 
works at all levels,” he said. 

SAnews.gov.za

President of South Africa – Cyril Ramaphosa
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News in Brief

The South African Revenue Service (SARS) has 
welcomed the seven-year prison sentence handed 
down to one of its employees by the Palm Ridge 
Magistrates Court – after being found guilty of 
corruption.

The sentencing stems from an incident in which the 
accused Malatse Kolokoto assisted a traveller to leave 
the country with goods without proper declaration.

Unbeknown to the officer, the CCTV footage caught 
him accepting a bribe to assist the traveller to 
circumvent the declaration process, which is contrary 
to the provisions of Section 15 and Rule 15 of the 
Customs Act.

The traveller was apprehended by a customs official 
as he was about to leave on an international flight.

He was requested to declare all goods at his disposal 
whereupon he produced six Rolex wrist watches 
from his backpack without any declaration form. The 
traveller was arrested, which later led to the arrest of 
the accused SARS official.

SARS Commissioner, Edward Kieswetter, 
commended the honest and courageous customs 
officer for not only his vigilance, but for also facilitating 
the arrest of Kolokoto.

“True to SARS values of honesty, integrity and acting 
without fear, favour or prejudice, the SARS Customs 
Officer resisted to collaborate with criminality or look 
the other way when one of his fellow officers acted 
contrary to these values.

“SARS is placed in a position of trust to ensure that 
the laws we administer are laws scrupulously and 
diligently implemented, and anyone who abuses this 
position of trust, deserves the heaviest sentence,” he 
said. 

SAnews.gov.za

SARS welcomes prison sentence of employee

In mid-November 2022, the National School of 
Government (NSG) and the City of Tshwane signed 
a Memorandum of Agreement (MoA) to contribute 
to the training and skilling of municipal officials in a 
range of areas.  The MoA was signed by the Principal 
of the NSG, Professor Busani Ngcaweni, and the City 
Manager of the Metropolitan Municipality, Mr. Johann 
Mettler at the City’s headquarters, Tshwane House, 
Pretoria.

The identified areas of cooperation include amongst 
others, governance and leadership programmes, 
learning and development interventions, knowledge 
and information management, joint research on areas 
of mutual interest, impact assessments for training 
programmes as well as innovation programmes.

Professor Ngcaweni said that the NSG is pleased to 
conclude the Agreement with the City of Tshwane. 
“We look forward to a stronger relationship with the 
City and closer cooperation in building a professional, 
ethical, and efficient public service. This will benefit 

members of the public who desire an improved 
delivery of basic services from the public sector, 
especially municipalities,” he said.

The City Manager, Mr. Mettler said: “We welcome 
this important Agreement as we believe that it is vital 
for Government partners to create and hold spaces 
for reflection, learning, and joint problem-solving. 
This will indeed capacitate our workforce to execute 
the City’s development agenda and solve stubborn 
service delivery challenges.” 

Both institutions already enjoy longstanding 
cooperation with officials from the City having 
participated in various NSG conferences and training 
programmes. The NSG has also assisted the City 
by assessing its knowledge management capability. 
These collaborative activities resulted in the intent to 
formalise the relationship for greater impact.

www.thensg.gov.za

School of Government and City of Tshwane Metropolitan 
Municipality sign Memorandum of Agreement
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News in Brief

“The Western Cape Department of Agriculture’s 
(WCDoA) Cape Farm Mapper (CFM) application 
has become synonymous with evidence-based and 
spatially informed decision-making in the Western 
Cape Department of Agriculture,” said the Western 
Cape Minister of Agriculture, Dr. Ivan Meyer, as the 
world celebrated Geographic Information Systems 
(GIS) Day mid-November 2022.

GIS Day is an annual event held worldwide to celebrate 
the rapidly evolving technology of GIS. Initiated by 
spatial analytics world leader, the Environmental 
Systems Research Institute (Esri), the first GIS Day 
took place in 1999.

According to Dr. Irvin Meyer, the Western Cape 
Department of Agriculture has been active in GIS for 
several years. 

Dr. Meyer said, “During that time, we have developed 
a vast resource of spatial information related to 
agriculture in the province. Analysis of the data 
regularly helps provide information to support 
decision-making amongst stakeholders. 

According to the WCDoA’s GIS specialist scientist, 
Dr. Mike Wallace, GIS allows us to integrate various 
data types from multiple sources.

Dr. Wallace said, “GIS is used in almost every sector 
of the economy, science and Government. But, more 
specifically in agriculture, it can be used for many 
applications. These range from simple farm mapping 
to monitoring agricultural production with the aid of 
satellites, complex modelling of crops in response to 

natural resources, and support management of natural 
disasters. In addition, GIS helps us understand how 
climate change will affect our world and keep tabs on 
agriculture’s dynamic ‘footprint’ in our province.”

The footprint is supported by a 4-yearly airborne 
census of agriculture (the so-called “Flyover”) which 
places a wealth of information at the fingertips of our 
administrators, regional planners, agribusinesses, 
researchers and producers.

Dr. Wallace highlighted the popularity of the WCDoA’s 
innovative web application, CFM. The application 
allows free access to local data to non-specialist 
users – even facilitating production of report-quality 
maps.

According to Dr. Wallace, “GIS technology helps 
organisations track and visualise data in a way 
that has never been done before. As a result, it has 
become much more integrated into the mainstream IT 
infrastructure and architecture of many organisations 
– including the WCG”.

“Our department is committed to mainstreaming GIS. 
We recognised the value of recording geographic 
location for its activities to facilitate spatial analysis 
and decision-making, “concluded Dr. Meyer.

Western Cape Agriculture and Rural Development

The Western Cape is committed to the 
mainstreaming of GIS Technology
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News in Brief

South Africa is at the forefront of promoting good 
governance, says Acting Public Service and Ad-
ministration Minister, Thulas Nxesi during his open-
ing address at the 41st  three-day conference of the 
African Association for Public Administration and 
Management (AAPAM) in Cape Town in early Decem-
ber 2022. The AAPAM conference, which was host-
ed under the theme: “Africa’s Renewal in the Era of 
Sustainable Development: Shared Responsibility for 
Strengthening Institutions” was meant to propose av-
enues for investment in sustainable development for 
the African continent.

Minister Nxesi said the theme correctly describes 
the need for Africans in the public service to have 
a shared responsibility in strengthening the institu-
tions. He further expressed South Africa’s continued 
commitment to the goal of integrating the African 
continent. Acting Minister Nxesi said the conference 
flags the need for collective responsibility as the driv-
ing force of developmental efforts on the continent, 
which he further described as a good initiative.

“Well-functioning institutions can promote growth 
and reduce poverty in Africa by providing a condu-
cive environment for the implementation of the Agen-
da 2063 and Sustainable Development Goals (SDGs). 
Therefore, African countries should endeavour to 
establish effective, responsive and democratic insti-
tutions that will promote accountability, transparent 
governance, and sustainable socio-economic devel-
opment. This conference fits well with the current crit-
ical issues where public servants are all called upon 
to meet citizens’ demands and the need to improve 
their lives,” said Minister Nxesi, adding that the effi-
ciency and effectiveness of Government to discharge 
its responsibility is largely dependent on the calibre of 
public servants.

Introducing the Acting Minister to the conference 
delegates, the DPSA Director-General, Ms. Yoliswa 
Makhasi said: “The Acting Minister for Public Service 
and Administration is responsible for establishing 
norms and standards relating to the optimal function-
ing of the whole public service.

“Minister Nxesi capably and passionately promot-
ed the Professionalisation Framework through the 
Cabinet process and is a key proponent of contin-
uous professional development in the public service 
through the delivery of the identified compulsory pro-
grammes.”

She said the department plays a critical role in ensur-
ing that the public service is run efficiently and that 
there is a return on investment for every public rand 
that is spent on salaries, benefits and service deliv-
ery. The renewal and rebuilding programme requires 
strong partnerships with professional associations 
such as AAPAM. The Department is therefore com-
mitted to this partnership.”

The DPSA and AAPAM have a good relationship and 
have jointly hosted a series of seminars over the last 
five years. The annual seminars have always created 
a platform for all to share and exchange knowledge 
and discuss cross-cutting areas. South Africa con-
tinues to host such seminars and workshops to en-
hance regional and continental integration and help 
realise the achievement of the two global goals that is 
the SDGs and AU Agenda 2063.

By Nthambeleni Gabara
www.dpsa.gov.za/thepublicservant

Minister Nxesi opens African Association for Public 
Administration and Management Conference  

Acting Public Service and Administration Minister, Thulas Nxesi photographed with delegates at the AAPAM conference
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Towards the Professionalisation of the Public Sector Framework

It is not the intention of this presentation to get into 
the specifics of the content of the National Frame-
work towards the Professionalisation of the Public 
Sector. The Ministerial Review Panel has thoroughly 
examined the Framework. It has ensured that the re-
view process benefited from inputs from various pro-
fessional organisations, from the South African Local 
Government Association (SALGA) to the South Afri-
can Institute of Chartered Accountants (SAICA).

However, I would want to focus on some of the points 
we might have  overlooked with the official release 
of the National Implementation Framework towards 
the Professionalisation of the Public Sector. It is my 
contention that the adoption of the Framework rep-
resents a momentous occasion in the history of the 
Public Sector that has received scant attention in the 
barrage of daily news headlines. 

A straightforward explanation of why this critical 
Framework seems to slip through the media and 
public mind is that the nation is currently facing more 
pressing political crises. There is an overwhelming 
sense of a country whose institutions are tearing 
apart and deteriorating at all levels of society. It is a 
sense of foreboding that several commissions of in-
quiry confirm. 

From the Zondo Commission, the Nugent Commis-
sion, the High-Level Panel on State Security, or any 
other investigation, their conclusions point to the 
weakening of state institutions. Similarly, the reports 
of the Auditor General (AG) consistently highlight the 
problem of weakening state institutions, which ac-
counts for poor policy implementation and protests 
over service delivery. These, along with rampant cor-

ruption, are not helped by the fact that we do not have 
a professionalised and meritocratic Public Service. 

There are several root causes and possible solutions  
to the deterioration in the State’s capacity. Howev-
er, reforming the Public Service emerges as the most 
obvious and immediate of many possible solutions to 
the challenges of state incapacity. While one might 
find it difficult to change the political environment 
within a short space of time. However, it is possible 
to undertake initiatives that can begin to turn the situ-
ation around by reforming the Public Service quickly. 

For that reason, Chapter 13 of the NDP strongly 
pushes the imperative to develop an Ethical, Capable 
and Developmental State. However, I believe Chapter 
13 should have been made the first chapter of the 
NDP because much of what the plan talks about in 
subsequent parts of the document is dependent on 
the existence of a capable state. In other words, with-
out an Ethical, Capable and Developmental State, 
everything else is bound to fail at the level of imple-
mentation. 

Now that the Framework has been adopted and 
launched, it becomes incumbent on us to follow 
through the story that underpins the relationship be-
tween the National Framework toward the Profession-
alisation of the Public Sector and the development of 
an Ethical, Capable and Developmental State. This 
means keeping an eye on the legislation that is likely 
to be passed to give effect to the implementation of 
the National Framework toward the Professionalisa-
tion of the Public Service. 

The PSC features prominently in the Framework in 
terms of the role it is envisaged to play in ensuring 
that it is successfully implemented. However, such 
support would hinge on the ability of the PSC to repo-
sition itself in such a way that it can assume a higher 
role and purpose. The ability of the PSC to perform 
at a higher level would require simultaneous changes 
within the commission itself.

Finally, the most difficult of the expected changes 
in the wake of the Framework would not be about 
changes at the level of institutions nor about intro-
ducing policy reforms. Instead, the most challenging 
change revolves around changing the consciousness 
of public servants to embrace Chapter 10, section 
195 of the Constitution. As public servants, perhaps 
we have over-invested in a system that heavily relies 
on rules rather than intrinsic values, which makes un-
learning the old and relearning a new value system 
difficult. 

Realigning the Public Service Commission (PSC) for 
the Professionalisation of the Public Sector 

By Professor Somadoda Fikeni, Chairperson of 
the Public Service Commission (PSC) and a National 
Planning Commission (NPC) member.
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If I were asked, with an eye on the future, 

“What does the Department 
of Public Service and 
Administration (DPSA) do?” 

I might simply say that the DPSA sets norms and 
standards for the Public Service. Perhaps, adding 
that the DPSA’s areas of work range from Human 
Resources, Labour Relations and Service Access to 
Information Communication Technology (ICT). The 
answer would be close enough, yet far from giving 
the sense of scale and complexity that the mandate 
of the DPSA carries. 

What the above answer misses in terms of scale are 
the over 1.2 million people who make up the ranks 
of Public Service. Added to this figure are the million 
or more people who have to be considered as the 
provisions of the Public Administration Management 
Act (PAMA) kick-in and the reality of a Single Public 
Service is being slowly realised. And beyond these    
2.2 million “warm bodies” is the institutional landscape 
of some 161 national and provincial departments and 
their local Government counterparts.  

Now that the issue of scale has been dealt with 
above, what of the complexity? The complexity is 
transforming this motley of people and institutions 
into a professional army for an Ethical, Capable and 

Developmental State in line with Chapter 13 of the 
National Development Plan (NDP) and Priority 1 of 
the Medium Term Strategic Framework (MTSF). For 
this reason, the DPSA views the Framework towards 
the Professionalisation of the Public Sector as an 
opportunity to rethink the Public Service in light of its 
size and complexity today.

Ageing Public Service

A discussion on a capable developmental state and 
the future of the Public Service would be remiss if it 
did not touch on the thorny issue of an ageing Public 
Service. There are several factors which drive the 
debate on the age profile of the Public Service. Firstly, 
the changing demographic profile of the society that 
the Public Service sets out to benefit is increasingly 
made up of youth. Secondly, a significant portion of 
the current crop of public servants has one foot in 
their current jobs and another on retirement, which 
raises questions about investing efforts into a future 
public service without them. Thirdly, those public 
servants in their 50s, and with few years of work left 
to them before their planned retirement, might find 
it difficult to self-commit to change efforts, let alone 
reskilling. 

The latest PERSAL data shows that the average age 
of public servants in 2013 was 42 years and kept 
growing, reaching 43 years in 2021, which is worrying. 
A breakdown of the current age profile further reveals 
the following: 

§	 54% of public servants are 45 years old and 
younger.

§	 That 43% of public servants are between the 
ages of 46 and 60 is of considerable concern 
as once people reach 55 to 65 years, they start 
preparing for retirement.

Meanwhile, the employee profile shows the following 
on the management echelons of the Public Service: 

Senior Management Service (SMS) 

§	 1.4% of SMS are 35 years old and below.
§	 71% of SMS are between 36 and 55 years old.

Middle Management Service (MMS)

§	 7.5% of MMS are 35 years old and below.
§	 74% of MMS are between 36 and 55 years old.

Below MMS 

§	 23% are 35 years old and below.
§	 63% are between 36 and 55 years old.

Creating An Enabling Environment for the 
Professionalisation of the Public Sector

Towards the Professionalisation of the Public Sector Framework

Yoliswa Makhasi, Director General of the 
Department of Public Service and 
Administration (DPSA). 
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The lack of representation below the MMS grouping 
is of concern as the expectation has been that more 
young people would swell the pre-management ranks 
and certainly the specialist layers. 

Moreover, the showing in this category is disappointing 
given the attention youth unemployment continues 
to get through various interventions including 
amendments to the Public Service Regulations and 
the Public Service Graduate Recruitment Scheme, 
amongst others. 

Twenty-three (23) percent is not a good enough 
representation of young people below MMS, and the 
ideal remains to move the figure upwards of 40%. 
Achieving this target recognises the need to create a 
recruitment pipeline that attracts youth into internship 
and learnerships programmes in their early 20s and 
provides them with opportunities to work their way 
up to the Public Service decision-making structures. 

The State of ICT in the Public Service

Information Communication Technology (ICT) remains 
a critical instrument for transitioning the current pool 
of public servants to the demands of an increasingly 
digitised world of work. Yet despite the R20 billion that 
Government invests in ICTs annually, the potential of 
technology in bringing about the modernisation of the 
Public Service remains under-exploited for several 
reasons. 

According to the Annual Review of ICT Expenditure 
data, the single most significant disability to adopting 
technology in the Public Service is how thinly spread 
(if not non-existent) the ICT function is within national 
and provincial departments. Out of the 1 234 442 

public servants, a meagre 4 523 (or 0.3% of the total) 
employees are responsible for indeterminate ICT 
tasks in their departments. 

The Public Service needs to increasingly embrace the 
so-called “gig economy” along with the lessons and 
insights on how the Public Service could digitise its 
processes to aid internal efficiencies and interfacing 
with members of the public. Technology provides 
us with the single most leverage for catapulting the 
Public Service into the digital age. For this reason, 
there is a need for an HR forecast on the digital skills 
required to keep up with the rapid changes that will 
likely confront the Public Service of the future. 

What is professionalism?

The Framework puts a high premium on the 
individual’s agency in driving professionalism in the 
Public Service. To the DPSA, which is the guardian 
of norms and standards in the Public Service, 
a professional is a person whose orientation is 
towards the public good. It is the kind of person 
who displays effective leadership skills and a keen 
sense of distinguishing right and wrong in line with 
the public administration values of Chapter 10 of the 
Constitution of the Republic of South Africa.

Navigating the minefield of a bureaucratic environment 
requires a collaborative mind-set and the ability to 
break down the silos that are a creation of a rules-
bound public service. Additionally, several other traits 
define the ideal public servant of the future. Most 
significant is being tech-savvy and comfortable with 
technology’s many possibilities. 

Towards the Professionalisation of the Public Sector Framework
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Enablers for professionalisation

Beyond personal agency – the professionalisation 
of the Public Service would be significantly aided by 
creating an environment in which professionalism 
would thrive. In this regard, the critical enablers to 
the professionalisation of the Public Service include 
interventions in the following:
 

Integrated Service Delivery Handbook

§	 The official launch  and adoption 
of the National Framework for the 
Professionalisation of the Public Sector is 
an opportunity to work in an integrated way. 
One of the quick-wins is the development 
of an integrated public service handbook. 
The handbook would be crucial to forging 
a singular understanding and interpretation 
of the norms, standards and prescripts that 
arise from the Framework. 

Reducing the administrative burden 

§	 To address the complaints of departments 
over the administrative burden placed 
on them, particularly on HR Compliance 
reporting, the DPSA is working on 
streamlining all compliance reporting 
requirements to introduce efficiencies, 
effectiveness and to make it easy to comply 
with Directives, Regulations, Circulars and 
Norms and Standards. 

§	 The DPSA is currently reviewing those 
sections of the Public Service Regulations 
(PSRs) that put an unnecessary administrative 
burden on departments. These proposed 
amendments would be submitted to Cabinet 
at the end of the current financial year. 

§	 The devolution of most Human Resource 
Management and Development (HRMD) 
functions away from the  Executive 
Authorities (EAs) to the Head of Departments 
(HoDs) would promote administrative 
efficiencies and mitigate the potential for 
undue political interference in the running of 
departments. 

Standard Operating Procedures
 
§	 The Development of Standard Operating 

Procedures (SOPs) for the Public Service 
is vital in implementing the Framework 
towards the Professionalisation of the Public 
Sector. Currently, Government processes 
are highly individualised. The result is the 
lack of institutionalisation of departmental 
business processes and SOPs, which poses 
a significant risk in terms of sustainability, 
especially when the responsible officials 
leave the employment of departments.

Knowledge Management
 
§	 Linked to the SOPs is the importance of 

Knowledge Management (KM) in the Public 
Service. The business of Government is 
knowledge-intensive and, therefore, cannot 
be divorced from the knowledge economy 
within which it operates. Consequently, it 
is necessary to develop the capabilities of 
the Public Services in managing the data it 
generates from operations and its translation 
into lessons learned on best practices and 
evidence-based decision-making. 

Towards the Professionalisation of the Public Sector Framework
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Milestone in the evolution of the 
post-apartheid state 

The National Implementation Framework on 
the Professionalisation of the Public Sector is a 
significant development in the evolution of the post-
apartheid state. Leading up to the development of the 
Framework, we were constantly reminded of how the 
Framework underscored the importance of developing 
the capacity of the state. This is because we cannot 
expect to develop as a country without paying close 
attention to the development of the state’s capacity. 
This pre-condition is also emphasised by the National 
Development Plan (NDP).

In his remarks, the Chairperson of the Public Service 
Commission (PSC), Professor Somadoda Fikeni, had 
already argued that Chapter 13 of the NDP should 
have been Chapter 1 of that document. This is for 
the simple reason that Chapter 13 provides the 
foundation for all that the country has set out to 
achieve, from fighting poverty to many other aspects 
that are key to the development of a nation. 

Humanity’s most precious possession 

An English economist once said that the state 
is one of humanity’s most valuable possessions 
and that no care can be too great to enable it to 
accomplish its function in the greatest way. This 
statement echoes the importance of the state’s 
capabilities. Consequently, our approach towards 
the development of the Framework was essentially 
informed by this thinking. It was, in many ways, an 
attempt to respond to Chapter 13 of the NDP. 

What type of public service do we need to drive 
South Africa’s democracy?

If we recall, when we were talking about the future 

of South Africa just before 1994, we put together a 
set of principles that were to shape our constitutional 
democracy. The significance of a professional 
public service was among these. This point was 
subsequently highlighted by South Africa’s first 
democratically elected President, Nelson Mandela, 
when he asked the following question to the then 
head of the Presidential Review Commission (PRC) of 
the Public Service, Dr. Vincent Mapai, in 1996: “What 
type of public service do we need to drive South 
Africa’s democracy?” 

The answer to President Mandela’s question 
eventually came out in the form of the PRC report,  
simply that a professional public service is critical in 
driving South Africa’s democracy. Years later, the NDP 
similarly emphasised the centrality of a professional 
public service in driving the development agenda of 
the country. Fortunately, the sixth administration had 
committed itself to the necessity of professionalising 
the Public Service in tangible terms, hence the 
Framework. 

Now is the time for action 

There is no doubt that South Africa has come up 
with excellent ideas and policies since the advent 
of democracy in 1994, but what has been lacking 
throughout is the sense of urgency to follow up on 
our ideas and policies. As the panel that worked 
on the Framework, we are happy that Cabinet has 
finally approved it. Moreover, the NPC pressed on 
the necessity for action to ensure that the Framework 
is implemented now that it has been approved by 
Cabinet. This time around, however, there seems to 
be a lot happening, particularly around the question 
of enhancing the state’s capacity. Moreover, the 
DPSA has already started putting in place some of 
the instruments for implementing the Framework. 

Professor Mashupye Maserumule was the 
Chairperson of the Ministerial Advisory Panel on the 
National Implementation Framework towards the 
Professionalisation of the Public Service. He also 
serves as a commissioner at the National Planning 
Commission, which oversees the implementation of 
the National Development Plan (NDP). Below is a 
summary of his remarks at the recent Editor’s Breakfast 
Engagement, which the Government Information 
and Communication System (GCIS) had organised 
to brief the media on the National Implementation 
Framework towards the Professionalisation of the 
Public Sector.

Towards the Professionalisation of the Public Sector Framework

Professionalisation is the Centre of 
the Wheel of State Capability
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2022 Public Service Ethics Survey

Introduction
After the initial assessment of the state of ethics in the Public Sector in 2015, the 2022 Public Sector Ethics Survey 
(PSES) is the third in a series. The 2022 edition of the PSES skipped a year because of the limitations imposed by 
the Covid-19 epidemic, although the 2018 edition was published within the intended three-year cycle. Over 8 803 
answers from the national, provincial, and local levels of government were received for the 2022 PSES, which has 
improved on the success of earlier editions.

This high response rate as surveys go is mainly attributable to the partnership between the Department of Public 
Service and Administration (DPSA), the Department of Cooperative Governance, the South African Local Gov-
ernment Association and the Ethics Institute. Without the weight of the government partners, The Ethics Institute 
would have found it challenging to have both the reach and the number of respondents. Moreover, their combined 
credibility ensured that the data from the survey would be useful and contribute towards improving ethics man-
agement in the Public Sector. 

The graphic above provides an overview of the respondents who constituted an extensive 2022 sample of 8 803, 
as previously mentioned. In it could be seen the relative sample contributions of the different government spheres, 
and the provinces making up a more significant share of the total, followed by national and local government. It, 
therefore, provides a good sense of the scale of the Public Sector in its totality. Within this terrain, the survey deep-
dives to understand what behaviours frequently occur across the public service and administration system. The 
other pertinent questions revolve around how the ethical culture manifests itself and whether there is a supportive 
ethical environment, such as awareness of ethics management interventions, as well as perceptions of whether 
there is the organisational will to tackle lapses in ethics.  

The 2022 Public Sector Survey covers four key areas:
§	 Occurrence of ethical behaviour 
§	 Ethical culture risk
§	 Awareness of ethics management interventions, and 
§	 Perceptions of misconduct reporting/whistle-blowing. (New addition in 2022). 

There was also a section where participants could make verbatim suggestions for improving ethical culture. 

The State of Ethics – A synopsis of the 
2022 Public Sector Ethics Survey
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2022 Public Service Ethics Survey

Key findings 
The 2022 Public Sector Ethics Survey give a great deal of data about the state of ethics in the Public Sector. 
However, the challenge is to read the patterns in the data and extract the key messages that will assist most in 
improving the state of ethics in the Public Sector. 

§	 Regarding the ethical culture indicators - more than half of the respondents indicated concern around an 
unsupportive ethical culture, especially what they thought to be a pervasive culture of fear in the Public 
Sector.

§	 Considering the above culture, it was unsurprising that several indicators show counterproductive work 
behaviours that include abuse of time, being at work but not working, and abusing resources for personal 
matters. While the extent of these behaviours is cause for concern, they likely stem from the hiring and 
management practices that do not place sufficient value on professionalism.

§	 In terms of ethics management interventions, the results indicated relatively high levels of awareness of 
the Code of Ethics and policies regulating gifts and conflicts of interest, despite the less-than-ideal inter-
ventions on culture change and ethic training. 

§	 However, when the 2016 Public Service Regulations introduced ethics officers into the Public Sector, 
awareness of ethics officers was considerably increased in subsequent years, as indicated in the 2022 
survey at 43%. 
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§	 At 47%, awareness of the existence of a hotline to report unethical behaviour anonymously is relatively 
low, which is worrying since more than half of respondents indicate that they would prefer to report mis-
conduct anonymously. 

§	 Also of concern is that there is still considerable mistrust in processes for reporting misconduct, let alone 
the willingness to act on such reports. The survey suggests that 59% of people who observed miscon-
duct did not report it. Again, this seemed to ride on the fear of victimisation and the general lack of con-
sequence management, all pointing to the need for improvements in these areas. 

§	 On the positive side, there have been marginal improvements in all three areas of the survey that have his-
toric data (i.e. ethical behaviour, ethical culture, and ethics management). While this might be partially due 
to differences in sampling, other messages show the growing positive influence of ethics management 
over the years. For one, there is a correlation between departments having stronger ethics management, 
stronger ethical cultures, and less misconduct. This improvement is also linked to improved audit out-
comes and improved service delivery.

§	 A new addition to the 2022 Public Sector Ethics Survey is the section on lifestyle audits. In this regard, 
most respondents believe that a lifestyle audit will effectively reduce corruption, and almost 90% of 
respondents said they would be open to undergoing a lifestyle audit themselves. This result shows that 
public servants are willing to play their part in reducing corruption. Therefore, the work of ethics officers is 
likely to be welcomed, giving them a better chance of being change agents in their organisations.

2022 Public Service Ethics Survey
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Where respondents were asked for their verbatim recommendations for improving ethics in the public sector, the 
following themes emerged: 

§	 Strengthen accountability and governance
This theme expressed the belief, usually in emphatic terms, that consequence management and disciplinary action 
– more of it and more visibility of it – would improve the ethical culture in the Public Sector. In this sense, conse-
quence management is understood within the broader context of accountability. Accountability requires transpar-
ency and consistency in implementing, monitoring and enforcing processes, systems, structures and governance 
to eliminate corruption. These may include lifestyle audits, rotating staff and revamping tender policies.

§	 Improve ethical leadership and management competence
This theme centred on the belief that ethical and exemplary leaders in general, and management in particular, 
could improve the ethical culture in the Public Sector. This included calls for competent leaders and managers 
who do not abuse their powers. Political interference and cadre deployment are seen as the main impediments to 
ethical and exemplary leadership and management.

§	 Higher ethical standards
This theme focused on the roles played by individuals and their values and beliefs in improving the ethical culture 
of the Public Sector. In other words, individual public servants need to take personal responsibility for the Public 
Sector’s ethical culture through their dedication, attitude and adherence to its policies and principles. Values such 
as honesty and integrity were singled out, as was a commitment to public and customer service as contained in 
the Batho Pele principles.

§	 Improve treatment of employees
This theme centred around the well-being, care for, and improved treatment of the employee. The respondents 
wanted fairness and equality; and improved communication which requires more openness, engagement, and 
consultation with employees. It also means better remuneration, working conditions, resources and career devel-
opment. Recognition, appreciation and rewards for good work and ethical behaviour, together with a positive work 
environment, were also cited as things that would improve the ethical culture in the Public Sector.

§	 Ethics awareness and training and ethics infrastructure
This theme focused on promoting ethics through training, education, workshops, awareness, and institutionali-
sation. The need for ethics infrastructure, such as an ethics officer/committee and codes, was also highlighted, 
including ethics training and awareness in orientation and induction. A critical sub-theme raised the issue of estab-
lishing and strengthening reporting/whistle-blowing hotlines and the need to support and protect those reporting 
illegal and unethical behaviour. There was a palpable sense of fear conveyed in the plea to stop victimisation and 
intimidation.

§	 Recruit on merit to promote professionalism
This theme expressed the belief that ethics would never improve without professionalism in the Public Sector. Key 
to achieving this was recruiting, appointing and promoting people, including management and leadership, based 
on suitable qualifications, skills and experience. Adequate vetting and screening would greatly assist efforts to 
professionalise the Public Sector. 

Key recommendation
The report makes the following single recommendation:

§	 Review the appointment processes for top managers to ensure stable, capable, and ethical leadership 

It finds that inappropriate leadership and management appointments are a root cause of many public sector ethics 
challenges and, as such, should take precedence in being addressed. The other ethics interventions that are on-
going should be strengthened and continued, but their success depends on appointing the right leaders. 

An electronic copy of the 2022 PSES can be accessed at: www.tei.org.za/surveys/

2022 Public Service Ethics Survey
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Government’s Anti-Graft 
Programme Gains Ground 

The launch of the latest Public Sector 
Ethics Survey provides an opportunity 
to share and reflect on the progress 
made in the management of ethics 
within Government, reports Dr. Salmon 
Hoogenraad-Vermaak, who heads the 
Public Administration Ethics, Integrity and 
Disciplinary Technical Assistance Unit 
(TAU), at the DPSA,  in this edited version 
of his speech. 

That a whole week of the annual Public Service 
Month (PSM) programme was devoted to engaging 
in ethics signalled the attention that anti-corruption is 
receiving across Government. Around the same time, 
the National Director of Public Prosecutions (NDPP), 
Advocate Shamila Batohi, made the statement that 
“one cannot investigate and prosecute [one’s way] 
out of corruption” while speaking at the introduction 
of the Local Government Anti-Corruption Strategy. 
In other words, investigations and prosecutions 
are mere tools in the fight against corruption in the 
Public Sector. Consequently, the tools should not 
be misconstrued with systemic and sustainable 
interventions, such as the institutionalisation of ethics 
in government. 

Ethics matter across the board 
 
In Advocate Batohi’s words, ethics should permeate 
all aspects of the work of Government and inform 
the kind of ideas generated and the projects and 
innovations adopted. For example, the need to 
“revise and revitalise” the Batho Pele Strategy 
identified during PSM would come to naught without 
a sound ethical foundation in the Public Service. 

Similarly, the impact of corruption on service delivery 
is well-documented, and the need to ground the 
Public Service in ethical conduct has been routinely 
recommended. 

A footprint of ethics officers

An essential part of the institutionalisation of ethics in 
the Public Sector was the launch in 2015 of the first 
Ethics Officers’ Forum. The Ethics Officers’ Forum 
marked its 7th anniversary in 2022 and has been 
consistently hosted annually, except for 2020, due to 
Covid-19 restrictions. To date, there are 159 Ethics 
Officers in 41 National Departments, two government 
components, and 325 Ethics Officers in 113 Provincial 
Departments.

Ethics Officers are the footprint of the DPSA’s 
Technical Assistance Unit (TAU) in departments. 
They are directly responsible for driving the ethics 
programmes of the Government. In addition to their 
“normal jobs”, Ethics Officers are also in charge of 
various activities that are aimed at institutionalising 
ethics in their respective departments. Ethics Officers 
are, therefore, the first line of defence against the 
corroding effects of corruption on the ability to deliver 
services.  

The critical role that ethics officers play in 
implementing the norms and standards set out by TAU 
is credited for public servants’ uptake and coverage 
of the eDisclosure of financial interests. Currently, the 
compliance rate for Senior Management Service level 
staff stands at 98%. The process comprehensively 
includes capturing and verifying resubmitted financial 
disclosures, managing remunerative work outside the 
Public Service and undertaking lifestyle audits. 

2022 Public Service Ethics Survey
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In all of this, the National Ethics Officers Forum 
continues to provide a platform for entrenching 
ethics in the Public Sector in partnership with a 
variety of stakeholders. On the occasion of the 7th 
National Ethics Officers’ Forum, the Public Service 
Commission provided fresh insights on verifying 
Financial Disclosure Forms, identifying and managing 
conflicts of interest and studying the nuts and bolts 
of conducting lifestyle audits. In addition to finalising 
a Conflict of Interest Guide for the Public Service, 
other stakeholders similarly shared best practices, 
with the Department of Communications and Digital 
Technologies and the Gauteng Department of 
Agriculture sharing their successes on establishing 
fully effective Ethics Committees.  

Ethics survey

It is often said that if you can’t measure it, you 
can’t change it. For this reason, the outline of 
the successes of TAU sought to provide a sense 
of measurement of the work done thus far. The 
production and dissemination of the Ethics Survey, 
which is conducted in partnership between the TAU 
and The Ethics Institute, continues to be a big part 
of efforts to strengthen Government’s Ethics and 
Integrity Programme. 

2022 Public Service Ethics Survey
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Vuyokazi Jezile, Director of Knowledge 
Management and Innovation (KM&I) at the 
Department of Public Service and Administration 
(DPSA), delivered the opening keynote speech 
at the Knowledge Management Forum (KMF) 
at the end of August 2022. This is a condensed 
version of the presentation she gave to discuss 
the forum’s theme of knowledge management 
and business strategy.

Knowledge matters

Since its re-launch in August 2017, the KMF has 
grown from strength to strength in the quality and 
quantity of the work done so far. The annual KM 
event continues to attract the most knowledgeable 
and insightful practitioners in this still budding field. 
Likewise, the growing number of delegates at each 
of these platforms bears testimony to the relevance 
of their work and commitment to the cause of KM in 
the Public Service.  

The cause of KM stretches far, so we need to continue 
engaging robustly in the cause for knowledge 
management. This is the only way to ensure that 
we have a seat at the table and thus better position 
ourselves for enhancing and mainstreaming KM and 
putting it on the agenda of all state institutions and 
Government.

As we think knowledge matters, most of us continue 
to be dedicated. The fifth iteration of the KM Forum, 
which took place on August 29 and 30 of 2022, 
focused more on establishing the kind of atmosphere 
that encourages co-creation, learning, and sharing as 
we strategically employ the collective intelligence at 
our disposal for better outcomes. For this reason, an 
easy way to define knowledge: To improve decision-
making and improve service delivery in addressing 
current and future difficulties; management is the 
capacity to offer the appropriate information at the 
appropriate moment.

KM in the NDP

In its vision statement, the NDP puts a lot of faith in 
our capacity to use information and knowledge to 
reimagine the future that we want. The NDP states 
that, we will live in a country that we have remade 
and feel loved, respected, and cared for at home, 
in our community, and in the public institutions we 

have established. The statement continues, “We feel 
informed; we feel resourceful and imaginative, we 
learn together, we share our work and are stimulated 
by sharing our resourcefulness,” and this is feasible if 
we have a knowledge-driven state or economy.

The NDP further advocates for all South Africans to 
be able to acquire and use knowledge effectively, and 
South Africa, as a developing and middle-income 
country, should be able to use knowledge and 
innovative products to compete on different levels. 
In Chapter 13 of the NDP, the DPSA is responsible 
for identifying the kind of critical interventions that 
would help build a professional public service as 
it contributes to the realisation of a capable and 
developmental state in our lifetime. 

Sadly, just over ten years since the adoption of the 
NDP in 2012, we appear to be far from plans to 
professionalise the Public Service and even further 
from realising a developmental and capable state, 
despite the best of efforts. Positively, platforms 
such as the KM Forum and others demonstrate our 
continuing resolve to push towards the realisation of 
the future that is so eloquently imagined in the NDP.  
The variance in what the NDP required of us in 
the first decade of implementation and our actual 
achievements should not be discouraging. Instead, it 
should reinforce our resolve as knowledge workers in 
the Public Service to reflect and take stock as well. 
As we strive to build a capable and developmental 
state, knowledge management should assist the 
public service in achieving targets in the NDP and the 
various Government sector plans.

Key KM issues in the last decade of the NDP?

The critical role that knowledge management 
would continue to play in the final decade of the 
implementation of the NDP is clearly defined. The 
two-day Forum programme was anchored around the 
two main themes below, which should also define our 
approach in the future:

Strategic relevance of KM

There is a need to strengthen the strategic relevance of 
knowledge management by effectively implementing 
strategies that contribute to improving organisational 
performance. What this means is that the debates and 
discussions on the current successes and challenges 
in implementing KM in the Public Sector ought to 

Aligning Knowledge Management with the 
National Development Plan

Knowledge Management
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Knowledge Management

increasingly be framed in such a way that they also 
reflect our daily experiences in operationalising KM 
activities in departments. 

Leveraging ICTs

The need to leverage Information Communication 
Technology to drive knowledge management within 
departments is also emerging as a significant theme. 
At the same time, the emergence of new technologies 
has driven mainly this in the context of the 4th 
Industrial Revolution (4IR). Technology’s important 
role was made more apparent during Covid-19 when 
the whole country had to go into lockdown, resulting 
in significant shifts in how Government did its work, 
such as the practice of remote working. There is 
undoubtedly a large body of lessons learned from 
the constraints of the various national lockdown. The 
most significant part of these experiences and related 
lessons learned, relate to how departments managed 
to carry out their work using available technological 
tools. This is an area where the most significant 
impact needs to be made in terms of influencing, 
leading and advising on appropriate technologies that 
organisations should utilise to enhance information 
and knowledge sharing.

State of KM in the Public Service

The August 2022 KM Forum was also held against the 
backdrop of finalising the Knowledge Management 
Maturity Assessment (KMMA) across the Public 
Service. Its purpose was to assess and evaluate the 
state of implementing KM policies and practices in 
departments in order to develop better supportive 
interventions. The KMMA found revealed the following 
issues would require ongoing attention in the coming 
years:

• A clearer value proposition for KM
The results showed us that knowledge 
management is unplanned, and random, and 
activities are ad-hoc rather than systematic in 

most departments. It is a state of affairs that 
make it even harder to develop a clearer value 
proposition for KM in the Public Service, let 
alone advocate for KM as a strategic enabler in 
Government institutions. 

• KM activity indicators 
The lack of alignment between KM and 
departmental business plans provides a strong 
argument for such alignment and the creation of 
particular performance metrics for KM-related 
operations. To do this, knowledge managers 
must urge that knowledge management 
indicators be included in departmental plans 
for continuous reporting; however, the extent to 
which this can be done will mainly rely on the 
knowledge management maturity level of the 
various organisations.

• KM strategy tools
Continuous assessment of KM maturity is not an 
end in itself. It merely indicates a department’s 
progress during the long process of trying things 
out and readjustments based on feedback. In 
this journey, the development of strategies could 
use various environmental scan and analysis 
techniques, such as the McKinsey 7s, which list 
the factors that must be taken into account for 
any organisation to flourish. The 7-S Framework 
include staff, structure, strategy, systems, skills, 
and shared values. To accomplish innovation 
that will benefit service delivery, all of these 
must be smoothly incorporated into knowledge 
management.

The most important lesson to be learned from 
the August 2022 Knowledge Management 
Forum and beyond is the necessity of continuing 
to reflect on and share our changing experiences 
as we connect KM with the NDP’s 2030 vision.
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Knowledge 
Management Road Map
– How far are we?
By Sebenzile Zibani - DPSA KM specialist

As KM practitioners, we are already familiar with the KM Roadmap towards 
reviewing and evaluating the KM Strategy in 2025. The Roadmap describes 
our journey through a series of milestones, from creating awareness of the 
current KM Strategy to setting up systems for its implementation.

Where it all started?

The KM Roadmap starts with the Knowledge Management Maturity Assessments (KMMA) of national and provincial 
departments. These were undertaken between 2018 and 2021 to achieve the following: 

§	 Assess the level of knowledge management practices understanding and application within the relevant 
public service organisations.

§	 Assist the Department of Public Service and Administration (DPSA) in identifying those departments whose 
KM maturity levels could be used to benchmark best practices and lessons learned on implementing KM 
in the Public Service.

§	 The Benchmarking of lessons learned will help ensure comparable maturity levels are attained throughout 
the Public Service.

Getting started – KM Implementation Plan Template

As stipulated in the DPSA’s communication, the KM planning process requires that departments submit approved 
three-year KM implementation plans to the DPSA, which kicked-started in mid-June 2022. The communication 
instructed each department to fill in their respective electronic implementation plan templates using appropriate 
fields per the guidelines. Moreover, the planning had to be supplemented by the outcomes of extensive (Strengths, 
Weaknesses, Opportunities, and Threats (SWOT) analyses, with an indication of a way forward in terms of the 
“High/Low” Scenarios.  

The KMMA process has helped departments focus on the seven dimensions of the National Knowledge Management 
Strategy Framework (NKMSF) of 2019. It is hoped that this approach could potentially help in foregrounding the 
necessary KM interventions of departments in terms of the following seven KM Maturity Assessment areas:

§	 Leadership and Governance

§	 Business Alignment

§	 People and Culture

§	 Technology

§	 Knowledge Processes

§	 Learning and Innovation, and 

§	 Monitoring and Evaluation. 

Update on the implementation of KM plans 

Knowledge Management
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Knowledge Management

Submission criteria

Some of the challenges that departments faced as they worked on their KM implementation plans and templates 
were noted earlier in the process. For example, several departments had set targets for developing KM strategies 
without the accompanying activities or timeframes. Moreover, it appeared that departments were not following the 
requisite planning criteria, which include the  following: 

§	 That the SMART (Specific, Measurable, Attainable, Realistic and Timebound) principles are applied 
when setting targets and identifying activities.

§	 That the planned KM activities are aligned with quarterly deliverables.
§	 That milestones are considered as targets and activities being crafted. 
§	 That the KM Implementation plans are signed off by the Head of Department (HOD) before they reach 

the DPSA.
§	 That KM Plan reports are accompanied by Proof of Evidence (POE) and that POE should also be 

attached to those reports that show an “on target” status.

Update on the submission of KM plans  

A departmental nominee is responsible for overseeing the KM planning and eventual sign-off by the Accounting 
Officer before it gets sent off to the DPSA in PDF and Excel format. Then after, biannual progress reports on the 
implementation of the KM plans were to be submitted on the 1st of September 2022 and the 1st  of March 2023. 
Unfortunately, the submission rates were lower than expected. As of the 1st of September 2022, of the 41 national 
departments and Government components, only 12 had submitted their KM plans for the next three years. While 
in the provinces, of the 114 departments, only 24 had done so by the 1st of September 2022 reporting deadline. 
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The latest available information on the relationship between KM Maturity Assessment results and implementation 
plans shows that 38 departments had submitted the results of the maturity assessments. In contrast, 81 had 
submitted plans that were based on the outcomes of the KM Maturity Assessments:

Of the 38 KM plans that had been submitted at the time of compiling this update, 21 of these were backed up 
through the submission of half-yearly reports, the first of which was due on the 1st of September 2022:

Knowledge Management
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The KM Development Plans that the national departments submitted give a sense of what they think should pre-
occupy their KM activities during the three-year implementation cycle. The data shows that most departments 
planned on focusing on the “Leadership and Governance” KM dimension, followed by “Business Alignment” and 
“People and Culture”. In contrast, the “Knowledge Process” dimension appeared to receive the least attention:

At provincial levels, the emerging picture of priorities - in terms of Dimensions - varies. A large number of 
departments from the Western Cape show preference for focusing on “Leadership and Governance” issues. In 
this dimension, the Western Cape is followed by Limpopo province. While Gauteng Province seems to straddle 
between the “Technology” and the “KM Process” dimensions:

Request for Extensions
While the KM planning, submission and reporting process has specific deadlines and timeframes, there is some 
flexibility which allows for requests for extensions. However, only four requests for extensions have been received 
from national departments thus far:

§	 Two national departments expressed a wish to submit their KM plans in the second quarter but have not 
done so yet. 

§	 One department requested an extension for the third quarter but has not done so by the end of the 
quarter, while one department asked to submit its KM plan in the fourth quarter. 

§	 No KM implementation reports were received from these national departments at the time when this 
report was compiled.

Way Forward
While teething problems are expected as departments try KM Planning processes, it is essential to note that 
open-ended extensions are unacceptable. It is also important to note that requests for extensions cannot be made 
willy-nilly. They should be made to the Director-General of the DPSA via the Director General of the requesting 
department. 

Knowledge Management
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Released at the tail-end of September 2022, the 
latest edition of the United Nations E-Government 
Survey – The Future of Digital Government shows 
improvements in online connectivity to how countries 
have marshalled resources to mitigate the impact 
of the COVID-19 pandemic. The survey report also 
notes that digital inclusivity continues to be a cause 
for concern worldwide. According to the survey, 
many countries and municipalities sought to navigate 
the multiple crises of the past two years by staying 
committed to pursuing digital government strategies 
— many implemented specifically to address the 
impacts of the COVID-19 pandemic. Yet, many have 
fallen short of providing adequate online services.

Overall improvements

Denmark, Finland and the Republic of Korea lead the 
2022 digital government ranking of the 193 United 
Nations Member States. The runners-up are New 
Zealand, Sweden, Iceland, Australia, Estonia, the 
Netherlands, the United States, the United Kingdom, 
Singapore, the United Arab Emirates, Japan and 
Malta. The scope and quality of online services, 
the status of telecommunication infrastructure and 
existing human capacity are considered in scoring 
the surveyed countries.

On average, the survey shows improvements in 
the E-Government Development Index (EGDI), 
which tracks improvements in telecommunications 
infrastructure and human capacity development. 
Overall, 68.91 per cent of Member States are at the 
high or very high EGDI level, with eight countries 
moving to the high EGDI group for the first time: 
Belize, Côte d’Ivoire, Guyana, Lebanon, Nepal, 
Rwanda, Tajikistan and Zambia. 

Leaving no one offline

While the data shows general increases in online 
services for vulnerable groups, evidence of pervasive 
digital divides is stark. The countries with the lowest 
EGDI rankings are those in special and developing 
situations. A range of human-centred issues related 
to access, affordability, general abilities, digital 
literacy and language are explored in the 2022 
Survey. The recent Transforming Education Summit 
also highlighted the role of digital learning. The 
2022 Survey shows that the number of countries 

providing digital services in the education sector has 
increased by 22 per cent, from 104 to 114 countries. 
Widespread adoption of digital solutions in response 
to the COVID-19 pandemic has paved the way for 
this development, albeit with uneven progress across 
different regions and income levels.

“The Survey results highlight that 
Governments have remained focused 
on developing digital services and 
infrastructures, despite the global 
challenges of recent years. Fulfilling 
our vision for leaving no one behind 
will require us to leave no one offline 
in the hybrid digital future,” 
said Mr. Li Junhua, United Nations Under-Secretary-
General for Economic and Social Affairs.

The 2022 Survey shows that digital technologies 
allowed governments to play a critical role in 
addressing the challenges surrounding the COVID-19 
pandemic. All regions implemented digital measures, 
with a majority focusing on distance learning and 
vaccination services and others also providing 
telehealth and online scheduling for medical tests. 
The proportion of countries offering all four types of 
services is highest in Europe (90 per cent), followed 
by Asia and the Americas (71 per cent each), Oceania 
(65 per cent) and Africa (40 per cent).

South Africa’s ranking

While still in the lead in the African region, South 
Africa shows a decline in the three indices over 
the twelve-year period that is covered by the 2022 
E-Government Survey. The latest edition of the 
survey puts South Africa at 65 out of the total of 193 
countries in terms of the EGDI (which is inclusive of 
Human Capital Development, Online Service and 
Telecommunications measures) and is ranked at 61 
for the E-Participation Index. In 2003, South Africa 
was respectively ranked at 45 and 41 in the EGDI and 
EPI. 

Connectivity Improves Amid Digital 
Divides, Shows UN E-Government Survey  

E-Government
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E-Government

Cities show improvement in LOSI scores

The 2022 Survey also continued its study of 
e-government development at the local level. Despite 
a digital performance gap between city portals and 
their national counterparts, most cities have improved 
their Local Online Service Index (LOSI) scores through 
greater access to essential resources such as a highly 
skilled workforce, a broad knowledge and skill base, 
and a dedicated public budget. The 2022 Survey 
calls on Governments to strategise and invest more 
in long-term national digital transformation plans. 
Meaningful connectivity must be guaranteed for all to 
help prepare for future crises and shocks. Advances 
in technology and e-government must ultimately 
serve the broader goal of supporting sustainable 
human development – and leaving no one behind.

Key takeaway issues

In her statement at the launch, Assistant Secretary-
General for Policy Coordination and Inter-Agency 
Affairs, Ms. Maria-Francesca Spatolisano, highlighted 
the following arising from the UN E-Government 
Survey: 

§	 The digital government evolution has 
contributed to an irreversible transformation 
of institutions and public administrations.

§	 Technology is also blurring the lines between 
the physical and digital spheres. There is 
no longer a clear distinction or separation 
between what is Government and what is 
e-government.

§	 The global E-Government Development 
Index has increased overall, and that’s good 
news. Still, deep divides remain, especially 
in Sub-Saharan Africa, the least developed 
countries and the small island developing 
states.

§	 The pandemic has forced Governments to 
rethink the role of digitalization, and has 
compelled them to deliver innovative digital 
solutions for more responsiveness, agility 
and resilience.

§	 The future is not digital but hybrid – Digital 
divides are not only persistent, but have 
been amplified because of the pandemic, 
including gender divides, urban versus rural 
divides, and the digital age divide – the 
young versus the older, and persons with 
disabilities.

§	 Digital Government is key to the future of 
Government – in preparing for crises and 
shocks that we anticipate or have not yet 
foreseen, and wars and emergencies as 
we witness how e-government plays a role 
in Ukraine. 
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Gauteng Looks at R&D 
to Reboot eGovernment 
Services Offering

Gauteng E-Government Department

A shift in leadership and priorities

The Department of e-Government, unique in this 
country, has a track record of providing excellent ICT 
services for the province of Gauteng. The province 
has recently experienced a shift in leadership to 
ensure that service delivery is realised, particularly 
in Townships, Informal Settlements and Hostels. It is 
within this context that the mandate of the Department 
of e-Government has been expanded to include 
Research and Development (R&D). The Department 
is tasked with ensuring that all government services 
are digitised. 

There are many tools essential for digitising 
government services. One of them is the importance 
of R&D. Whilst there has been some progress 
concerning digitising government services, the 
department has been facing challenges with obtaining 
critical information on frontline service delivery 
needed for decision-making and community impact. 
According to MEC Khumalo, the department must 
align its strategic focus to include R&D to address the 
challenges faced by the province.

“The department aims to ensure that government 
services are within reach for citizens located in 
Townships, Informal Settlements and Hostels. 
[However], we are not very sure about how our 
interventions impact citizens and how or where our 
interventions should be implemented. Therefore, 
Research and Development is critical in determining 
the right interventions, who should be the beneficiaries 
of these interventions and when would be the most 
appropriate time for implementing,” said the MEC.

Finding Smarter Ways

Gauteng Premier, Mr Panyaza Lusufi, has 
spoken about how crime rates have escalated to 
unmanageable levels in the province of Gauteng. For 
this reason, the mandate of e-Government has been 
refined to include fighting crime through technology. 
This entails deploying cutting-edge technology to 
enhance the garnering of crime intelligence. These 
will be essential to combat crime and assist law 
enforcement personnel. 

This edited address given at the ICT Indaba 2022, 

newly appointed Member of the Executive Council 

(MEC) for Cooperative Governance and Traditional 

Affairs, e-Government, Research & Development, 

Mr. Mzikayifani (Mzi) Khumalo, outlined the 

provincial Government’s plan to leverage the use 

of technology to expand services to Gauteng 

communities.
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Gauteng E-Government Department

“We will establish an integrated intelligence operations 
centre, including an e-Panic Button solution. This 
button will link to law enforcement officers, meaning 
when a resident is in distress, press it and immediately 
alert the police,” the MEC said.

“We are in the midst of the 5th Industrial Revolution 
where technology such as Closed-Circuit Televisions 
are used to track criminals and assist police in 
apprehending them. In other countries, police are 
already using body cams to fight crime and monitor 
how criminals carry out their deeds. Amongst these 
new interventions, the Department will develop 
various high-tech equipment to be utilised by law 
enforcement, including high-calibre face recognition 
apparatus and high-quality drones, centred on 
crime-fighting around motor vehicles and weapons 
tracking,” added the MEC. 

MEC Khumalo also mentioned that the department 
aims to install face recognition technology on all 
major roads and business centres. This will assist in 
tracking individuals committing crimes. Furthermore, 
the department will use drones in several areas to 
fight crime.

“For all these interventions to work effectively and be 
fully implemented, Research and Development plays 
a significant role in ensuring value for money and 
effective technology-driven solutions are developed 
and implemented accordingly”, the MEC indicated.

The advent of the 4th industrial Revolution has 
disrupted every industry. Citizens across nations 
expect their governments to offer smarter ways to 
communicate and access Government 2 Citizens 
services. The Gauteng government has hosted 
engagements in the modernisation programme of 
public services to meet this expectation. This was in 
the areas of the economy, human settlements & urban  
development, public transport infrastructure, etc., 
which is in line with the province’s transformation, 
modernisation and re-industrialisation programme. 

The Department has adopted the 4th Industrial 
Revolution (4lR) strategy to ensure that Gauteng 
is at the forefront of South Africa’s effort to be 

the continent’s hub of innovation and digital 
transformation. The development of this 4IR strategy 
is an important milestone reached by the province. 
Its focus is on the following areas: Digital and 
Infrastructure technologies; Growth and Strategy; 4lR 
Research, Development and Innovation; 4lR Skills 
Development and 4IR Governance. These will result 
in the attainment of an innovative and connected City 
Region envisaged in years to come. 

Amongst the main issues that the strategy seeks to 
address is the need to connect communities to the 
broadband network. There are still many unconnected 
government institutions (schools, clinics) and 
underserved communities (mainly provincial rural 
areas). Furthermore, the strategy seeks to address 
the notion that there is also a lack of a single view of 
public and private telecommunications infrastructure, 
as a result, more and more collaborations must be 
promoted.

In addition, some issues are barriers to effective 
broadband implementation and must be resolved. 
These include lengthy wayleave approvals, 
unreasonable and way-leaves fees and community 
outrage (especially on tower erection). Many of us 
have witnessed the situation in which projects are 
brought to a standstill because the community was 
not sufficiently consulted, especially when local 
businesses lack involvement. 

The MEC said, “I am really hoping that these will be 
resolved now that e-Government and COGTA are 
merged. This is to ensure clarity of the prioritisation 
of the #TISH (township, informal settlement and 
Hostels) in the day-to-day agenda of the province”.

Therefore, R&D is added to the mandate of the 
department of e-Government to ensure that 
the province creates an enabling framework for 
advancing Digital Transformation that would provide 
more effective implementation and realisation of the 
identified key priorities of the province. Through R&D, 
innovation with the potential to grow the economy 
and accelerate job creation in the Gauteng Province 
can be unlocked.
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Integrated Service Delivery: Maponya Mall Urban Thusong Service Centre

Maponya Mall and the Thusong Service Centre it hosts 
are an enduring symbol of self-made entrepreneur 
Dr. Richard Maponya’s vision to create more than a 
marketplace for the residents of Soweto and beyond. 

The conspiracy of wet weather, loadshedding, faulty 
traffic lights, and the perennially snarled-up highway 
to Soweto add to the fraying of nerves on this Monday 
morning at the end of the month. 

Even the usually helpful, calm and maternal WAZE 
GPS voice (Jane) seemed out of sorts this morning 
as she directed me to the Thusong Service Centre 
in the Maponya Mall. The WAZE lady had somehow 
neglected to warn of the toothpaste-like squeeze 
at the Chris Hani Academic Hospital t-junction as 
minibus taxis, cars, and pedestrians jostled to be first 
to cross a load-shed robot. Neither did Jane warn of 
the elephant that stands guard at the entrance of the 
Maponya Mall.

The elephant is the Maponya family’s totem animal 
and represents grit and tenacity. It concretely tells of 
how Dr. Richard Maponya, a self-made businessman, 
successfully turned the Maponya Mall into a one-
stop shop for goods and services for the residents of 
Soweto and visitors alike. 

A 2014 Forbes Africa article aptly refers to the iconic 
mall as the veteran businessman’s “holy grail” and 
the quest that Dr Maponya had pursued with the 
single-mindedness of an elephant. 

“It took Maponya $62.8 million, 28 years, and a string 
of lawsuits to carve out the first shopping mall in the 
bustling Soweto”, reports the Forbes Africa article.

Toeing the line 

The multi-service Thusong Service Center was 
established in 2011 and is safely set back from the 
enormous elephant. Before the Maponya Thusong 
Service Centre’s scheduled opening time, many 
lines of people had already start to develop near the 
door. Choosing which line to join without signage is 
difficult, but the key is to choose one and stay in it. 
In the same way that grapevine gossip travels up and 
down the line, the information travels in snatches of 
conversations.

Between the long waits and help desk of the Maponya 
Thusong Service Centre, customers are rich pickings 
for a motley crew of hustlers and information peddlers. 
Their services range from paid-for-queue-jumping to 
a bit of help navigating the demands of officialdom. 
To first-time visitors, any information is helpful. Still, 
because there is no official queue management staff 
in the vast parking area, it can be difficult to tell when 
someone is helpful or harassing you.

The Elephant 
at the Mall
A Day in the Life of Maponya 
Urban Thusong Service Centre



SERVICE DELIVERY REVIEW | Volume 15 • No. 2 of 2022/2023 33

Integrated Service Delivery: Maponya Mall Urban Thusong Service Centre

A Bird’s eye view

Inside, up a flight of stairs, is the centre manager’s office, Daniel Ndzula. The tiny office feels as though it is nestled 
on the ceiling, providing a bird’s eye view of operations below. Occupying a sizeable portion of the Mall’s southern-
west tip, the Maponya Thusong Service Centre’s floor layout divides into five sections according to the governmental 
tenants. The Department of Home Affairs (DHA) has the largest share of the space allocation, followed by the 
Departments of Labour, Transport, Gauteng Enterprise Propeller and the National Youth Development Agency. 
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Customer traffic

Watching the hive of activity from the office high up, Ndzula’s description of the MTSC at work as “the City” is apt. 
According to the centre manager, as many as 100 people are on duty at a given time. They range from security 
officials at the entrance to those processing transactions on behalf of the tenant departments and agencies. He 
estimates the monthly customer traffic to the MTSC at about 25 000 people, roughly four times the annual fan 
capacity of the nearby Orlando Stadium. 

Integrated Service Delivery Programme – the Big Picture 

The Maponya Thusong Service Centre has existed since 2011 and is part of a network of 187 similar centres 
countrywide under the Thusong Services Centre Programme, launched in 1999. These centres were previously 
known as Multi-Purpose Community Centres (MPCCs). They formed part of the government’s efforts at bringing 
services nearer to where citizens reside and in an integrated fashion.

It has been more than ten years since the Urban Mall Thusong Service Centre integrated service delivery model 
was piloted. However, a typical day at the Maponya Thusong Service Centre shows none of the rustiness of being 
a pioneer and an early adopter.

The Maponya Thusong Service Center has had to reinvent itself to keep up with the times, just like its counterparts 
everywhere in the nation. Under the direction of the National Inter-Sectoral Steering Committee (NISSC), the 
Government Communication and Information System (GCIS) has been leading conversations to reimagine new 
operating models for TSCs.

GCIS Deputy Director-General responsible for the programme, Michael Currin, has chaired a series of strategic 
sessions aimed at the following:

•	 Benchmarking and sharing good practices with delegates from all nine provinces, focusing on two 
models/typologies of Thusong Service Centres in eThekwini Local Municipality. 

•	 Sharing a status report on the progress made thus far by the Thusong Service Centre programme and 
implementation of the Thusong Service Centre communication strategy. 

•	 Sharing draft resolutions on the improvement plan of the programme in terms of functionality. 

During these sessions, the State Information Technology Agency and the Department of Communications and 
Digital Technologies continue to provide insights into how the digitisation of all Thusong Service Centres could 
align with the Fourth Industrial Revolution requirement.

Integrated Service Delivery: Maponya Mall Urban Thusong Service Centre



SERVICE DELIVERY REVIEW | Volume 15 • No. 2 of 2022/2023 35

Service Delivery Review is published by the
Department of Public Service and Administration

Each one of us is a knowledge worker and a learning champion in this knowledge
economy. We all have a role to play in turning the Public Service into a learning 
public service for quality service delivery. Let us pursue this idea by using the 
Service Delivery Review as a platform for sharing our experiences, successes, 

mistakes and methodologies and for growing our own intellectual capital.


