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There’s More Tech in 
Government than Meets 
the Eye 

In one of the past editions, SDR Vol. 
11 No. 3 of 2018, we covered the idea 
of technology-driven government service 
delivery, or electronic government 
(e-government), extensively. It is a topic 
which seems to crop up in each edition 
in varying degrees, which undoubtedly 
testifies to how vital technology is to 21st 
century life. However, until the COVID-
19 pandemic, technological disruption 
seemed to apply to everything else, but 
not to the way governments went about 
their business. The Uber and Airbnb 
internet technology platforms disrupted 
how millions of people moved around and 
where they slept, leaving a wasteland 

of business casualties in their wake. 
Meanwhile, talk of the Fourth Industrial 
Revolution (4IR) suggested radical 
ways through which governments could 
potentially deliver services to citizens 
in the future, but this largely remained 
in the realm of the fantastic. Ironically, 
the disruption that nudged governments 
into the “new normal” came not from the 
technological but the biological realm. 
 
Because of the need to reduce personal 
contact to a minimum, the COVID-19 
pandemic gave governments the much-
needed push to leverage the use of 
technology in carrying out some of their 
work, given the extent to which the 
pandemic continues to be a threat to lives 
and livelihoods. Worldwide, the stealth of 
the pandemic attack caught governments 
off guard. In the rush to ensure continuity 
of business in essential government 
services, it turned out that some of the 
crucial technologies that were needed 
were in plain sight and easily accessible, 
from the humble email to the WhatsApp 
social media platform. 

The mini-case studies featured in this 
edition seek to record how government 
service delivery in South Africa relies 
on technology to an extent which we 
often fail to acknowledge.  According 
to the eGovernment Strategy and 
Roadmap, gazetted in 2017 by the 
Department of Communications and 

FROM THE EDITOR’S DESK LETTER FROM BATHO PELE HOUSE

Digital Technologies, 150 services could 
potentially be digitised. However, a 
recent audit by the State Information 
Technology Agency (SITA) identified 
only 61 electronic services, with varying 
levels of sophistication. Of these, 43 were 
multi-channel, such as the South African 
Revenue Service’s e-filing. Ten of them 
targeted citizens.

What do these facts tell us of the state 
of e-government in South Africa? Are 
they just arbitrary pieces of information? 
Not really: another way of looking at 
them is that they reflect our disjointed 
e-government service delivery in South 
Africa. We have made progress, certainly, 
and what we have achieved points the 
way forward towards further innovation 
in this field. 

Yet we need a clearer and more 
systematic way of proceeding to unlock 
e-government’s full potential. In this spirit, 
the intention of the mini-case studies in 
this edition is not to evaluate the efficacy 
and effectiveness of investment in Public 
Service ICT. Rather, the studies are 
intended to point out valuable initiatives 
that could potentially be scaled up, given 
the right set of conditions. ■
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My office and the National School of 
Government (NSG) have long had the 
hard but satisfying task of grappling with 
the issues involved in putting the National 
Implementation Framework Towards the 
Professionalisation of the Public Service 
into effect. 
After approval by Cabinet, the Framework 
went through public consultations between 
December 2020 and February 2021. The 
feedback and inputs received from South 
Africans, the ultimate beneficiaries and 
arbiters of what ought to constitute a 
professional Public Service, have been 
enriching. It might seem redundant to 
ask why we need to professionalise the 
Public Service. 

After all, some might argue, the 
evidence that the Public Service is often 
unprofessional is pervasive.  What public 
servants do or don’t do is a critical thread 
that runs through the legal regime of the 
Public Service, from the Constitution itself 
to the Public Service Charter, which was 
endorsed by all participants at the Public 
Service Coordination Bargaining Council 
in 2013. 

However, what public servant do or don’t 
do is a matter of professionalism, or 
conduct, which is embodied in the “we 
serve” and “we care” of the Batho Pele 
ethos. 
On the other hand professionalisation, or 
the “we belong” of the Batho Pele ethos, 

is about the nature of the pipeline which 
supplies people for the Public Service.  
Unlike professions such as nurses, 
teachers and engineers who belong to 
professional bodies dedicated to their 
standards and interests, a majority of 
public servants enter the Public Service 
from different work streams, and with 
diffuse professional backgrounds. 

Though referred to as “public servants” 
for legal and practical purposes, the 
members of the Public Service are in 
fact a motley collection of individuals 
who happen to work in the same place. 
In the words of the Framework, they do 
not collectively make up a professional 

sector “subject to a single dispensation of 
professional registration and regulation, 
which is predicated on the view that they 
work for the State”. If the 27 years of 
the post-apartheid Public Service could 
be likened to smashing the walls that 
separated the disparate administrations 
and the people they served according 
to skin colour, then the National 
Implementation Framework Towards the 
Professionalisation of the Public Service 
seeks to create an esprit de corps and 
sense of belonging in ways that have 
previously been more talked about 
than achieved. The professionalisaton 
that the Public Service Framework 

”The National 
Implementation 

Framework towards the 
Professionalisation of the 

Public Service seeks to 
create an esprit de corps 

and sense of belonging 
in ways that have hitherto 

been more talked about than 
achieved.”

Senzo Mchunu

Minister for Public Service and

Administration, MP

LETTER FROM BATHO PELE HOUSE

refers to is intended to be implemented 
systematically, with reference to the 
following pillars in which the NSG would 
play a leading part: 

Pre-entry, recruitment and selection.
Induction and on boarding. Planning and 
performance management. Continuing 
learning and professional development. 
Career progression and career incidents.

 A 2013 Insight newsletter published 
by the Government Communication 
and Information System cited research 
conducted on behalf of the then newly 
established NSG. This research noted 
the high qualification levels of public 
servants employed by the State, but 
added that “the extent to which those 
qualifications are aligned to their daily 
work is debatable”. This issue remains 
crucial. Professionalisation of the Public 
Service as proposed in the Framework is 
moving towards correcting the mismatch 
between the current education, skills 
and qualifications of public servants and 
towards achieving a concomitant return 
on investment through impactful service 
delivery. ■

Towards the 
professionalisation of the 
Public Service
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Eastern Cape social worker 
nets Integrity Icon award

Uitenhage-based social worker Unathi 
Filita hoisted high the Eastern Cape 
province Department of Social 
Development flag when he was 
recognised with an Integrity Icon 
award for 2020. These annual awards 
are part of a global campaign by the 
Accountability Lab, an international 
non-governmental organisation (NGO) 
supporting governmental accountability, 
in recognition of the integrity of people 
making a difference in public service.

Filita is one of the five South African 
winners in diverse fields, including 
social development.  The accolade 
recognised his work as a probation 
officer responsible for skilling community 
Based Organisations and NGOs. Filita 
was applauded for having often gone 
beyond expectations, recently finding 
employment for 150 youth at Volkswagen-
SA in Uitenhage. In 2010, he won the 
Best Social Work Integrated Approach 
Award in the Nelson Mandela Metro 
District. 

“It is crucial to maintain integrity in the 
work that I am doing - as it fosters 
an ethical approach to decision making. 
Being an honest and dependable 
person, you gain respect and trust from 
my colleagues and management. I was 
nominated by Transforming Women in 
Social Transition,” says Filita. 
Unathi Filita says he is also working 
with Harambee, an organization that 
trains young people to take advantage 
of work opportunities. This was one of 
the achievements that led him to be 
nominated for the award. 
Social Development MEC Siphokazi 
Lusithi congratulated Filita on this 
important accolade. His efforts, said the 
MEC, went beyond the call of duty in 
service of the people.
Meanwhile, Nozuko Msizi, one of Filita’s 
colleagues, described him as one of 
the most dedicated public servants she 
had ever worked with. Filita, she says, 
“overstretches” himself in assisting those 

in need. Msizi went on to say that she 
is delighted by the Accountability Lab 
initiative in “naming and faming” honest 
civil servants. ■

Innovates with Veza tool, 
empowers public to hold SAPS 
accountable

Corruption Watch (CW), in response to 
the many whistle-blower complaints it has 
received on police corruption, and inspired 
by its engagements with communities 
experiencing police violence and abuse, 
has launched Veza, an interactive open 
data tool. Veza  is a colloquial term for 
‘reveal’ or ‘expose’. 

Unveiled in February 2021, this tool, the 
first of its kind in South Africa, is intended 
to improve transparency in policing, and 
places the power to hold the South African 
Police Service (SAPS) accountable in the 
hands of the public. The outstanding 
advantage of this innovative tool is its 
ability to equip a wide range of people, 
from researchers, journalists, activists 
and communities to the public at large, 
with the knowledge and insight to demand 
better and more accountable policing. 

Veza provides information at national, 
provincial and district level. It features 
interactive maps of police corruption 
trends and hotspots, information relating 
to the public’s rights when encountering 
the police in various situations, and data 
on all 1 150 police stations across the 
country, such as locations, resources, 
budget and personnel. It also enables 
users to rate and review police stations 
based on personal experience, to 
compare resources of up to four stations, 
to commend honest and ethical police 
officers, and to report incidents of 
corruption and police misconduct that are 
immediately geo-located through the tool.

“Since Corruption Watch’s inception in 
2012, innovation has always been central 
to our approach in addressing systemic 
and pervasive corruption in South Africa,” 
says Kavisha Pillay, head of stakeholder 
relations and campaigns at Corruption 

Watch. 
The launch of the Veza tool signifies 
a new era for Corruption Watch as we 
explore how transparency, big data and 
accessible technology can be used to 
combat corruption and advance broader 
social justice issues.

This technological offering was made 
possible by CW’s selection at the end 
of 2018 as one of four winners of the 
Google Impact Challenge, which aimed 
to encourage local innovators to solve 
a social problem using technology. The 
support from this grant and other donors 
enabled the CW team to develop the 
idea of addressing the specific problem 
of police misconduct and abuse of power. 
Veza is designed to encourage public 
participation in monitoring transparency 
in policing, while also providing access to 
key information about police operations. 
Its use will help to strengthen the role of 
the public and civil society in calling for 
change in the SAPS, and in reducing the 
power imbalance that exists between the 
SAPS and members of the public. 
The tool also provides an opportunity 
for the SAPS and other government 
structures to embrace the concept of open 
data and public access to information 
– this will go a long way to restoring 
public confidence in the vital role that 
they play in the country. Members of the 
police service can themselves benefit 
from using the geo-location feature that 
highlights corruption hotspots, and gain 
valuable insight into the allocation and 
use of the resources of their own police 
stations.

The data used to populate the Veza tool 
was obtained directly from the SAPS 
through the submission of a number 
of applications under the Promotion of 
Access to Information Act. The collection 
and verification of data is an ongoing 
process, and the team is continually 
working to address the current gaps 
in information from specific provinces, 
districts and individual police stations. 
The team does this in the public interest 
by applying pressure on the necessary 
bodies to disclose the relevant information.

NEWS IN BRIEF
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The power of the Veza tool is the extent 
to which it is adopted by the public. The 
more it is used and the more information 
is shared, the more involved citizens will 
become in how their communities are 
policed and protected around the country. 
■
-CorruptioNWatch-

Investment in research and 
development declines

The Department of Science and Innovation 
(DSI) has lauded local scientists and the 
research infrastructure that has played 
a significant role in fighting the COVID-
19 pandemic since the outbreak began, 
noting that the benefits being reaped 
stem from DSI’s past investments in 
Research and Development (R&D).  
However, given the immense benefits 
of these past investments, increased 
investment in R&D is now required across 
government and the private sector. “This 
is particularly critical now, as it is unclear 
for how long COVID-19 will continue to 
impact communities around the world,” 
the DSI emphasises.

According to the 2018/19 National 
Survey of Research and Experimental 
Development (R&D Survey), the Gross 
Domestic Expenditure on Research 
and Development (GERD) for 2018/19 
amounted to R36.784 billion at current 
rand values. This represents a decline 
of 5% (R1.941 billion) from the R38.725 
billion recorded in 2017/18 after seven 
consecutive years of year-on-year growth.
With support from Statistics South Africa, 
the Centre for Science, Technology and 
Innovation Indicators of the Human 
Sciences Research Council conducts 
this annual survey on behalf of the of 
the DSI. The department explained that 
GERD is an aggregated measure of 
in-house R&D expenditure performed 
domestically in five institutional sectors, 
namely government, science councils, 
higher education institutions, the business 
sector, and the not-for-profit sector. 
“South Africa’s R&D intensity, that is, 
GERD as a percentage of gross domestic 
product (GDP) at current prices, declined 

0.83% in 2017/18 to 0.75% in 2018/19”, 
the DSI states.

Meanwhile, slight growth in R&D 
expenditure by the higher education 
sector, of R173 million (1.3%), and by 
the not-for-profit sector, of R269 million 
(22.1%), were not enough to offset 
declines in government and business 
R&D expenditure. 

“The financial and manufacturing sectors 
experienced substantial year-on-year 
decreases in R&D expenditure, of 17.7% 
and 29.2% respectively,” said the DSI.

In contrast, R&D expenditure in mining 
and quarrying increased by 58.8%, from 
R1.101 billion in 2017/18 to R1.748 billion 
in 2018/19. While R&D expenditure by 
state-owned enterprises (SOEs) declined 
by R44 million, the contribution of SOEs 
to R&D expenditure in the business sector 
increased by 1.3 percentage points to 
17.3% in 2018/19. The proportion of R&D 
performed in Gauteng decreased from 
49.5% in 2009/10 to 42.9% in 2018/19.

South Africa’s total R&D personnel 
headcount declined from 84 262 
in 2017/18 to 84 036 in 2018/19, a 
slight decline of 0.3%. Meanwhile, the 
ratio of 1.8 full-time equivalent (FTE) 
researchers per 1 000 employed in 
2018/19 remained unchanged from the 
level reported in 2017/18. The number 
of female researchers increased from 
27 774 in 2017/18 to 28 401 in 2018/19. 
However, “the continued decline in the 
number of technicians supporting R&D, in 
terms of the headcount and FTE, remains 
a concern,” according to the department.
 
The main sources of funding for R&D in 
South Africa in 2018/19 were government 
(47.5%) and business (39.5%), with 
the government sector, which includes 
science councils and universities’ own 
funds, sponsoring 3.4% less R&D in 
2018/19 than in 2017/18. The business 
sector’s funding for R&D also declined, 
by 9.5% year-on-year. By contrast, R&D 
funding secured from foreign sources 
increased by 1.6% in 2018/19. The largest 

proportion of R&D expenditure in 2018/19 
was allocated to applied research at 
R19.316 billion (52.5%), followed by 
basic research at R10.364 billion (28.2%) 
and experimental development at R7.103 
billion (19.3%). By research field, R&D 
expenditure was concentrated in the 
social sciences (22.4%), followed closely 
by medical and health science (21.2%) 
and the engineering sciences (12.9%).

The R&D Survey offers important 
information for stakeholders across all 
sectors in understanding the trends in 
expenditure and in human resources 
devoted to R&D. The department has 
said it will conduct a deeper analysis of 
the 2018/19 R&D Survey results and 
facilitate stakeholder consultations to 
contribute to strengthening the country’s 
national system of innovation.
 -SAnews.gov.za-

EPWP creates over 500 000 
jobs in 2020

Between April 2020 and December 2020 
the Expanded Public Works Programme 
(EPWP) created 515 862 work 
opportunities for poor and unemployed 
South Africans. 

According to the Department of Public 
Works and Infrastructure (DPWI), all four 
sectors of the EPWP - Infrastructure, 
Environment & Culture, Social and Non-
State - contributed to these opportunities. 

The largest numbers, said the department 
in February 2021, came from Infrastructure 
with 208 505 work opportunities, followed 
by Social with 164 275. The Environment 
& Culture and Non-State sectors created 
108 762 and 34 320 work opportunities 
respectively.

NEWS IN BRIEF
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KwaZulu-Natal and the Eastern Cape 
continue to lead in the creation of EPWP 
opportunities, the department said. 
Between 1 April 2020 and December 
2020, the performance by all provinces 
was as follows:

Eastern Cape 108 279
Free State 29 343
Gauteng 50 917
KwaZulu-Natal  144 614
Limpopo 62 715
Mpumalanga 27 386
North West 31 754
Northern Cape 13 875
Western Cape 46 979

Despite challenges posed by COVID-19, 
the EPWP continues to create much-
needed work and training opportunities 
for poor and unemployed South Africans. 

EPWP acting Deputy Director General 
Carmen Joy-Abrahams indicated that the 

EPWP would continue with initiatives 
to stimulate employment opportunities 
and improve livelihoods beyond COVID-
19. The department said all spheres of 
government and state-owned entities are 
expected to implement the Programme.

EPWP beneficiaries work in different 
projects, such as the Community Work 
Programme, Early Childhood Development 
Programme, Home Community Based 
Care Programme, Extra School Support 
Programme, Working on Fire, Working 
for Water and road maintenance projects, 
among others. Through the skills training 
that participants receive from the EPWP, 
their chances of entering the formal job 
market and/or become entrepreneurs are 
improved. ■
 -SAnews.gov.za-

School of Government turns 
the corner

The year 2020 marked the culmination 
of the National School of Government’s 
(NSG) strategic refocusing after years of 
institutional challenges.  

Nonetheless,  between 2015 and 2020 
the government training institution had 
reached over 250 000 learners-trainees 
across the three spheres of government, 
according to the latest NSG annual report.

Compulsory and demand-led training 
covers a suite of 129 accredited and non-
accredited programmes and courses. The 
School’s hybrid training facilitation model 
uses the expertise of public servants 
themselves, combined with partnerships 
with higher education institutions and 
training consultants. 

While from March 2020 the start of the 
COVID-19 pandemic lockdown had an 
impact on contact learning and training, 
the NSG’s online training provided a 
measure of business continuity.  The 
pre-entry programme for the senior 
management service, Nyukela, which 
went live on 15 July 2019, was among the 
courses which picked up speed during 
the course of the pandemic. One hundred 
and sixty-one learners enrolled and 136 
completed the programme by the end of 
the 2019/20 financial year, according to 
the NSG annual report. 

NEWS IN BRIEF
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By creating minimum standards of 
entry, the Nyukela programme is key 
in promoting professionalisation in the 
Public Service and regularising the 
quality of individuals who enter the Senior 
Management Service. Moreover, during 
the strategic turnaround period the NSG 
launched the Africa Journal of Public 
Sector Development and Governance. 
This peer-reviewed scholarly journal is 
published in partnership with the African 
Management Development Institutes’ 
Network. Two editions have appeared 
so far. ■

India moves towards a single 
entrance examination for 
government jobs

By Prashant K. Nanda

In 2020, some 25 million aspirant 
public servants sat for the pre-entry 
examinations which are the gateway to 
coveted government jobs in the world’s 
second largest country. Now the Indian 
government hopes to pull these into a 
single entry examination for the federal 
civil service. The move will streamline the 
recruitment process for government jobs, 
which are hugely attractive to the youth 
for the security they offer. 

Towards the end of 2020, the government 
of India approved the establishment 
of a National Recruitment Agency 
(NRA) to institute a national entrance 
examination for non-gazetted vacancies 
in central government departments and 
public sector banks. The agency will 
conduct a single entrance examination 
for tens of thousands of positions that 
the government advertises every year. 
The current recruitment model comprises 
examinations set by different recruitment 
agencies including some by the Union 
Public Service Commission (UPSC). The 
UPSC, however, will continue to deal 
with top administrative examinations, 
including those enabling entry to the 
coveted civil service.
The NRA will be a multi-agency body 
encompassing the first level test currently 
conducted by institutions like the Staff 

Selection Commission (SSC), the Railway 
Recruitment Boards (RRBs) and the 
Institute of Banking Service Personnel 
(IBSP). Going forward it is expected that 
other recruitment agencies in the central 
government will adopt the central eligibility 
test (CET), said a cabinet statement 
towards the end of 2020. “Further, it 
would be open for other agencies in the 
public as well as private domain to adopt 
it if they so choose. Thus, in the long 
run, the CET score could be shared with 
other recruiting agencies in the Central 
Government, State Governments/Union 
Territories, Public Sector Undertaking 
and Private Sector. This would help such 
organisations in saving costs and time 
spent on recruitment,” it added.

The establishment of NRA will streamline 
the recruitment process for government 
jobs. The move will also help put in 
place a single national examination at 
one time for all government jobs, when 
employment or the rather lack of it is the 
subject of a huge debate.

Indians have been struggling with 
massive job losses in the aftermath of the 
coronavirus pandemic and the ensuing 
lockdowns which have hit economic 
activity. The country may lose 6.1 million 
jobs in 2020 if it fails to tackle the 
pandemic by the end of September, the 
International Labour Organisation and 
the Asian Development Bank said in a 
report on 18 August. The report also 
underlined that the unemployment rate 
among young people below the age of 25 
may touch 32.5% in 2020.

Currently, around 25 million aspirants 
sit for government jobs every year. And 
organizations like the SSC, the IBPS and 
the RRBs take the lion’s share of this 
burden. For example, in 2018-19, some 7 
million aspirants registered with the SSC 
for entrance to government jobs.

The union cabinet said the CET will 
work as a screening test, and based 
on the score level achieved, final 
selection for recruitment will be through 

NEWS IN BRIEF

separate specialised tier one and tier two 
examinations, which will be conducted by 
the respective recruitment agencies.

The cabinet said it will allocate Rs. 
1517.57 C.R.O.R.E to the NRA over a 
three year period. Apart from setting up 
the NRA, costs will be incurred in setting 
up examination infrastructure in the 117 
aspirational districts. The cabinet said 
the national entrance examination will 
be conducted in various languages for 
each of the three levels of graduate, 
higher secondary (12th pass) and the 
matriculate (10th pass) candidates and it 
will strive to have examination centres in 
all districts to reduce transport problems 
for candidates. ■
www.livemint.com
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An offender should be 
judged not by the nature 

of the offence but by his or 
her potential to emerge at 

the other end of the pipeline 
rehabilitated and ready to be

reintegrated into society, 
explains senior correctional 

services official, 
Gustav Wilson.

Part 1
It’s barely three days from the unusually 
muffled festivities which traditionally 
usher in the New Year. This time around 
the year in question is 2021. The weather 
around the regional Correctional Services 
headquarters in Bloemfontein in the Free 
State province is equally gloomy. Heavy 
rains were unrelenting in the dying days 
of 2020, the world’s annus horribilis. 
And if there are any doubts that 2020 
was a year most foul, the masks and 
the COVID-19 prevention rituals at the 
reception area settle the matter. 

Gustav Wilson, the overall winner of the 
2020 National Batho Pele Excellence 
Award has donned the clean uniform of 
a senior correctional services officer.  A 
sentinel of award certificates and plaques 
stand in a guard of honour as we enter his 
office. These include SA Man of the Year 
in 2016. My task today is to find out what 
is the big deal with all these accolades.  
Are they mere pieces of paper, chunks 
of polished wood and brass plates? Or 
do they represent second chances and a 
changing of the lives of offenders under 
his custodianship? 

But first, the “back story”. Who is Wilson 
the person? What “accidents” of history 
shaped him? What pathways has he 
taken or avoided in his life journey thus 
far? 

A so called “coloured” man born of a large 
family in Kimberley some five decades 
ago and raised under apartheid, Wilson’s 
back-story is a typical one. When he 
was three years old the family moved to 
Bloemfontein in search of a better life. 
His father passed away when Wilson was 
five years old, leaving his mother to raise 
nine children. The children include two 
adopted siblings, a boy and a girl who 
had been found abandoned. 

It is in his youth that characteristics worthy 
of recognition, and the accompanying 
accolades, began to emerge. His 
predisposition for initiative and leadership 
saw Wilson appointed as the first head 
boy of Heatherdale Secondary School, a 
position he occupied for three consecutive 
years.  No, Wilson explains, he didn’t fail 
Standard 10 (Grade 12) three times. The 
school was quite new, which meant that 
Wilson was a senior student when he 
entered standard 8, he says. Every year 
he was appointed to the position of head 
boy as the school added standards 9 and 
10. 

Part 2
Now a social worker by education and 
training, Wilson is Regional Director in 
charge of the Department of Correctional 
Services’ offender development and 
care programmes.  To date, he has 
clocked 26 years of work in government 
of which 16 have been in the Department 
of Correctional Services.   Before 
Correctional Services, he spent ten 
years between the departments of Social 
Development, Health and the South 
African Police Service. 
Wilson tells me that social work was 

not initially his career of choice in his 
formative years. A devout Christian, his 
earlier inclinations suggested a calling as 
a Man of God, while an interest in theatre 
(he was part of the successful Heidram 
drama group in his youth) hinted at acting 
as a profession.  

The path which led him to social work 
and a career as a public servant began 
in high school. It was while Wilson was 
in the middle of standard 10 in 1989 that 
he got an opportunity to be part of the 
American Field Service (AFS) exchange 
programme. The AFS programme gave 
student participants a chance to complete 
their schooling in the United States while 
participating in voluntary pastoral work 
among communities. Exchange students 
were typically hosted and mentored by 
an American family. Wilson spent a year 
with the Tanner family, residents of Lake 
Bluff, near Chicago, a village some 30 
kilometres from the metropolis. In the 
rustic environs of Lake Bluff Wilson might 
have found reprieve from the hustle 
and bustle of Heidedal Township on the 
outskirts of Bloemfontein, thousands of 
kilometres away. But, the idea of the AFS 
exchange was centrally about pastoral 
work among vulnerable (and at times 
dangerous) communities.   Like many of 
the big cities in the USA in the late 1980s 
and onwards, a large part of Chicago 
was renowned for its social ills. The toxic 
mix of racism, poverty, and drug-related 
social problems was most pronounced in 
Chicago’s Cabrini-Green housing project, 
which was among the communities in 
which Wilson did volunteer work as part 
of the AFS exchange programme. 

The low-cost Cabrini-Green housing 
complex was initially built for returning 
Second World War veterans. At the 
time, the mass housing project was 
lauded as an innovation in resolving 
the inner city housing crisis. However, 
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in subsequent decades and up to their 
demolition between 2000 and 2010, the 
Cabrini Green project had deteriorated 
into enclaves of poverty, grime and crime. 

Part 3
Adorned in a senior Correctional Services 
uniform in another time and space it is 
hard not to agree with Wilson’s belief 
that God has had a hand in him being 
in this office. Wilson ministered to the 
socially and spiritually wounded in the 
mean streets of Chicago. The regional 
Correctional Services director now helps 
offenders to rebuild trust in themselves 
and within the society that they have 
wronged.  

The regional Correctional Services 
director now helps offenders to rebuild 
trust in themselves and within the society 
that they have wronged. 

One can imagine Wilson’s current work in 
terms of a pipeline, albeit an unfortunate 
one. The operative principle is that an 
offender should be judged not by the 

nature of the offence but by his or her 
potential to emerge at the other end of 
the pipeline rehabilitated and ready to be 
reintegrated into society.  
Wilson explains the battery of assessments 
conducted once the offender has been 
formally sentenced. These are conducted 
successively at 6-hourly, 24-hourly 
and 21-day intervals to work through 
the needs and inclinations of each 
offender. The assessments are critical 
to determining the offender’s appropriate 
rehabilitation path during the sentence, 
Wilson explains. 

The operative principle is that an offender 
should be judged not by the nature of 
the offence but by his or her potential to 
emerge at the other end of the pipeline 
rehabilitated and ready to be reintegrated 
into society.

As we speak, he tells me that his region, 
which is made up of 48 correctional 
centres, hosts some 21 000 offenders, 
4 000 of whom are awaiting trial.  How 
many of these do you think are female, 
he quizzes me? The answer is 300. My 
guesstimate of something over 20 000 is 
far off the mark. 

Part 4
Wilson’s work with offenders makes him 
a trove of stories. Stories about personal 
triumphs, genuine redemption and great 
successes beyond prison life.  These are 
the stories behind the guard of awards 

and accolades that greets visitors on 
entering Wilson’s office.  However, his 
work is also full of dispiriting stories of 
which there are many compared to those 
that are uplifting. There is an extremely 
high rate of offender recidivism as they 
buckle under the weight of poverty, 
unemployment and inequality. 

Even one ex-offender who has turned into 
a model citizen is sufficient justification, 
says Wilson as he explains the many lows 
that seem to be his everyday work. He 
recounts the parable of a mass of starfish 
washed ashore in their thousands. A little 
girl picked up one at a time, throwing 
them back in the ocean.  When the 
apparent futility of her effort was pointed 
out, the girl picked up a star fish, threw 
it back into the ocean and responded … 
“You see, I have made one difference to 
that one”. ■
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Time magazine made the following 
observation: ‘the Covid-19 crisis is not 
just one of health and the economy, 
but also has other dimensions. Covid-19 
is already challenging our assumptions 
about humanity, about society, about 
greed and selfishness, about the need 
to cooperate’.  The pandemic has also 
brought the issue of trust to the centre of 
the general discourse.  Trust or the lack 
thereof, ‘among humans, among groups, 
among countries, between citizens and 
governments, and faith in many of our 
assumptions about life, not only beliefs 
and humanity, but also knowledge itself’. 

Of importance for us in the discipline of 
public administration and public service 
is to consider what the public sector and 
Public Service will be like post COVID – 
19.   As a country we are likely to oscillate 
between different lockdown levels for a 
while, depending on the intensity of the 
pandemic]. What are the implications 
of this for the Public Service?  Are 
there lessons we should draw from the 
response of the Public Service and more 
specifically essential service workers 
during these periods?

Truth be told, we will not and should 
not revert to ‘business as usual’ after 
this crisis.  We should also draw on the 
maxim from the UN 2030 agenda, the 
all inclusive ‘leave no one behind’ of the 
Sustainable Development Goals (SDGs), 
to achieve a more sustainable, equitable, 
inclusive, secure and peaceful future. 

In the words of Victoria Camp, 
Transformation Manager, Local 
Government in Wales: “we are living 
through change on an epic and 
transformative scale. Some organisations 
are managing. Some are not. And now, 
more than ever before, I believe the 
difference is one single factor — culture.”  

I would argue that we have an 
extraordinary moment in which to reclaim, 
‘re-invent’ or reimagine the Public Service 
and public administration. Simply put, this 
requires all public servants to embrace 
and realise the culture of Batho Pele/ 
People First now, more than ever.

The recognition of the role of government 
is expressed by IBM’s Tim Paydos, when 
he says, “The COVID-19 pandemic 
touches every aspect of business, 
technology and society. And stable and 
effective government is at the heart of 
managing through this crisis. What we do 
now will have longer-term implications for 
the health and safety of our families, our 
citizens, the economy, and even global 
stability”.

On 4 April 2020, the Financial Times (UK) 
editorial column stated that, “Radical 
reforms – reversing the prevailing policy 
of the last four decades – will need to 
be put on the table.  Governments will 
have to accept a more active role in the 
economy.  They must see public services 
as investments rather than liabilities, and 
look for ways to make labour markets 
less insecure. Redistribution will again 
be on the agenda; the privileges of the 
elderly and wealthy in question.  Policies 
until recently considered eccentric, such 
as basic income and wealth taxes will 
have to be in the mix.” 

So, the irony is that the voice of capital, 
through the business press editorials, 
may be advocating for more redistribution, 
bigger government and even a basic 
income grant. Professors Chester 
Newland and Demetrios Argyriades have 
worked over the years on the importance 
of government and the state.  In 2009 
Prof Argyriades argued that “allied to 
the implicit faith in the private sector 
capacity to drive the growth agenda, the 
concept of the ‘Shrinking State’ emerged 
as the critical element of the ‘Washington 
Consensus’, dominated the scene in the 
early nineties. The model still retained the 
aura of importance as the century draws to 
its close. After three-and-a-half decades 
of reduction, deconstruction and 
de-institutionalization of government, 
the time has surely come to revisit and 
rethink our field and our profession.

No one size fits all countries, but all must  
earnestly address the causes of disarray, 
as  well as look to the future  to forestall 
globally emerging challenges and try to 
take advantage of looming opportunities.  
In spite of soaring markets there is no 
doubt that political unrest in several parts 
of the world, lingering social crises and 
a rampant capacity deficit undermining 
trust in governance make it abundantly 
clear that broad segments of our field 
need to be reconfigured.

What have always been considered 
changes that would take decades before 
adoption have been implemented in 
weeks.

To  avoid  the  mistakes  of  the  past  to  
which  we have  referred,  tailor-made 
approaches  and  solutions  need to be 
applied  in  different  countries. There are, 
however, some commonalities, which, 
as we have suggested, ought not to be 
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overlooked.  Restoring public  trust  and  
public  service  professionalism  are  such 
shared  global “musts”, that ought to be 
high priorities, world-wide.

Who would have imagined a convergence 
in thinking between an editorial in the 
Financial Times and Prof Argyriades, 
but such is the humbling impact of 
COVID-19. As Emannuele D’Achon of 
France, member of the UN Committee of 
Experts on Public Administration (CEPA), 
mentioned at the nineteenth session 
of CEPA, “the low paid ‘street level 
bureaucrats’ , health workers, garbage 
collectors, care workers and cleaners  – 
these essential service workers – among 
others” have come to the foreground 
and “In recent weeks lists have been 
published all over the world … All of 
a sudden, it has become crystal clear 
who’s doing the truly important work in 
care and in education, in public transit 
and in grocery stores” (Charles Lewing, 
GovLoop contributor). 

With the advent of the COVID-19 
pandemic, the use of technology in public 
services has surged.  What have always 
been considered changes that would 
take decades before adoption have been 
implemented in weeks, for example the 
adoption of home-schooling and the use 
of technology to link pupils and students 
to each other and to their educators. 
As Charles Lewing says, “many parents 
would have never known that they 
prefer online homework or partial home-
schooling for their children, had it not 
been for COVID 19. Many universities 
are seeing a change in their customers’ 
needs as well. This will force massive 
changes as more students will now forgo 
expensive room and board for online 
learning. Once companies sort out their 
respective remote work HR policies, it 
will still not make financial sense to deny 
employees the option to work from home” 
(Charles Lewing).

we have an extraordinary 
moment in which to reclaim, 

‘re-invent’ or reimagine the 
Public Service and public 

administration. 

But let us remind ourselves that we 
should leave no-one behind: South 
African civil society organisations and 
social movements in the education field 
have appealed to the Department of 
Basic Education to focus its interventions 
on learners who are least likely to receive 
support other than from government: 
“The disruption to schooling has 
worsened pre-existing inequalities in our 
education system and our society. While 
some schools have been able to provide 
learners with printed learning materials, 
online resources and virtual lessons, other 
learners and caregivers are without any 
resources or support. Social inequalities 
are exacerbating education inequalities. 
Many learners lack data or access to 
devices to support online learning and 
access to electricity remains a problem. 
In some cases learners do not have a 
home environment conducive to learning 
and households are struggling to put food 
on the table.  

This is a reminder that COVID-19 may 
present opportunities but will also have 
devastating consequences beyond health 
if governments do not intervene decisively 
and sustainably.

As argued by Lewing, COVID-19 is 
showing employees and management 
alike that daily in-person meetings can 
be substituted by a few emails. The public 
sector will be changed by the workplace 
innovation spawned by the virus …who 
would have imagined? 

“Employees will want to forego the 
traditional commute and the 8a-5p 
workday, as remote work becomes a 
reality. The general public will want to 
forgo standing in line at city hall to pay 
a water bill, when a few clicks on the 
entity’s website will accomplish the same 
task. Council meetings will be held online 

via web media such as Zoom or GO TO 
meeting. All actions in the minutes will 
be recorded in real-time with extreme 
transparency”. Lewing further argues 
that: “The public sector will also have 
to become social media savvy so that 
constituents can be updated in real-time 
as well, as Twitter and Facebook replace 
the marquee on Main Street.”

Accenture, in a recent article observed 
that: “The COVID-19 pandemic is an 
unprecedented challenge. It threatens our 
health, livelihood and peace of mind—our 
very way of life. Both the public and 
private sectors have important leadership 
roles in developing a response. Citizens 
and businesses expect government to 
provide guidance they can trust, services 
that meet their needs and financial 
security. Public sector and private sector 
employees want leadership that stays 
the course, provides clear direction on a 
path forward and a working environment 
that ensures their safety. These interests 
are common in communities around 
the globe. They represent ways that 
organisations are already joining together 
on what must be done. It is critical to 
look both at the immediate response 
toward recovery and preparations for 
future scenarios”.

With sound leadership, trust 
in government, competence, 

sound public policy-making 
and understanding of the 

importance of ‘whole of 
government’ and ‘whole 

of society’ responses the 
pandemic could well be the 

catalyst for convergence in the 
attainment of the SDGs and 

overcoming COVID -19. 

I would like to conclude with an example 
from the South, specifically Kerala State 
in India. An article in The Guardian of 
14 May, 2020 titled something along the 
lines of “… COVID slayer…” mentions 
that on 20 January 2020, KK Shailaja, 
federal minister of Health, Kerala state, 
India, phoned one of her medically 
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trained deputies. “She had read online 
about a dangerous new virus spreading 
in China. “Will it come to us?” she asked. 
“Definitely, Madam,” he replied. And so 
the health minister of the Indian state of 
Kerala began her preparations…. Three 
days after reading about the new virus 
in China, and before Kerala had its first 
case of Covid-19, Shailaja held the first 
meeting of her rapid response team. The 
next day, 24 January, the team set up a 
control room and instructed the medical 
officers in Kerala’s 14 districts to do the 
same at their level. 

By the time the first case arrived, on 27 
January, via a plane from Wuhan, the state 
had already adopted the World Health 
Organisation’s protocol of “test, trace, 
isolate and support.”  Minister Shailaja 
had experience with an earlier outbreak 

of an even deadlier viral disease, Nipah, 
in 2018.  This prepared her “…for Covid-
19, “she says, “because it taught her that 
a highly contagious disease for which 
there is no treatment or vaccine should 
be taken seriously”.  

How the Indian state of Kerala responded 
to the pandemic is a grand example of 
the district model working effectively at 
multiple levels. We have seen public 
servants, especially essential workers, 
play amazing roles during this pandemic, 
whilst we have also seen major chasms 
in service delivery and the quality of 
services. In the voices shared in this 
article I trust that the principles of 
effectiveness; competence; sound policy 
making; collaboration; accountability; 
integrity; transparency; independent 
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oversight; inclusiveness; leaving no one 
behind; non-discrimination; participation; 
subsidiarity and intergenerational 
equity have been evident. With sound 
leadership, trust in government, 
competence, sound public policy-making 
and understanding of the importance 
of ‘whole of government’ and ‘whole of 
society’ responses the pandemic could 
well be the catalyst for convergence in the 
attainment of the SDGs and overcoming 
COVID -19. So, we look forward whilst 
handling the present. Social compacting 
is key.  In the end, the message is clear 
…. Government is back! ■

* Dr Geraldine Fraser-Moleketi is former Minister for Public Service 
and Administration is an edited version of her key-note address 
at the South African Association of Public Administration and 
Management online lecture in 2020. 
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Bureaucracies are the 
scaffolding needed to 

implement new ideas at scale. 
Just remember to dismantle 

them when the work is done, 
writes Theodore Kinni.

Some time ago, an intriguing tweet from 
business writer and consultant Tom 
Peters popped up on my phone. “Virtually 
all the popular improvement ideas — 
Continuous Improvement, 6-Sigma, 
MBO [management by objectives], Agile, 
Brainstorming, Strategic Planning, PPBS 
[planning, programming, budgeting 
systems], ZBB [zero-based budgeting] 
— develop hardening of the arteries, lose 
their youthful glow, and become one more 
burdensome, life-sucking bureaucratic 
practice,” he wrote.

This may sound glib to you. But like 
many of Peters’s observations, it’s got a 
strong foundation in reality. If you’ve been 
around for a while, you know that all sorts 

of business programmes ossify, become 
lifeless, after a few years. It happened 
with total quality management (TQM) and 
business process reengineering back 
in the 1990s. It’s happening with D&I 
(diversity and inclusion) and holacracy 
(which advocates free movement of staff 
among various teams and is defined by 
flat management structures) now.
One of Peters’s followers blamed leaders 
for this phenomenon. But Peters didn’t 
agree. “My experience is different,” he 

replied. “All ‘systems’ inevitably calcify, 
regardless of the leaders. [The] solution 
is to automatically throw out any such 
system after, say, 5 years.”

Many companies do exactly that. They 
deal with the organisational sclerosis that 
sets in as management programmes age 
by abandoning them for whatever has 
come along in the meantime: “Forget 
TQM, let’s do Six Sigma; forget Six 

Sigma, let’s do Lean.” Often, these 
moves follow a change in leadership. 
A new CEO points everyone in a new 
direction and cuts the old programme’s 
funding. That seems wasteful, at best. 
Presumably, there were benefits to be 
had from the programme (and almost 
certainly a substantial amount of money 
and effort was expended to establish and 
maintain it). And then these benefits are 
heedlessly abandoned.

But why do improvement programmes 
ossify? I once studied the reasons TQM 
implementations fail. These included 
skimpy budgets, ineffectual leaders, spotty 
managerial support, ill-defined strategies 
and objectives, poor programme and 
performance measurement, and a lack of 
training. In other words, a dearth of all the 
things that bureaucracies are designed 
to provide. Looking back, I realise that in 
my analysis of this phenomenon, I could 
have written, “If you want to embed TQM 
in your company, you need to build a 
TQM bureaucracy.” But that only holds 

true for implementation. The problem 
is that once an idea for improvement 
or a system become established in a 
large organisation, the bureaucracy 
that successfully established it usually 
becomes the agent of its ossification. The 
“centre of excellence” gets bloated and 
dictatorial; new layers of management 
slow decision making; the flow of work 
gets jammed up with new tasks and 
procedures; metrics yield reports that 
demand managerial attention and sap 
employee energy.

The problem is that once an 
idea for improvement or a 

system become established 
in a large organisation, the 

bureaucracy that successfully 
established it usually becomes 

the agent of its ossification.

Now, the idea that promised such 
rich rewards arrives squarely in the 
crosshairs of London Business School 
professor Gary Hamel, one of my favorite 
management radicals. “There’s no other 
way to put it: bureaucracy must die,” 
he wrote in a 2014 Harvard Business 
Review article, “We must find a way to 
reap the blessings of bureaucracy — 
precision, consistency, and predictability 
— while at the same time killing it.”

Hamel’s solution, which he and colleague 
Michele Zanini detail in their new book, 
Humanocracy, is self-management. 
There is a chapter in the book describing 
how Michelin is experimenting with a 
team-based, self-management system 
labeled MAPP — a French acronym 
for “autonomous management of 
performance and progress.” Instead 
of issuing a top-down mandate and 
appointing a czar to implement the 
system, MAPP is taking a voluntary, 
grass-roots approach to nurturing the 
transformation to self-management.
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The successful implementation of 
improvement ideas is not the end of 
the road, even though that’s where the 
literature of improvement usually stops. 
As you might imagine, it’s slow going: 
At the end of 2016, four years after the 
project was conceived, report Hamel and 
Zanini, “the pace of change is uneven, 
[but] everyone is committed to pressing 
on.” Michelin has 70 plants, and MAPP is 
being tested in six of them.

It’s terrific that Michelin is experimenting 
with self-management. But fundamentally 
restructuring the management system 
of a large enterprise in a way that not 
only doesn’t use but also eliminates 
bureaucracy seems like a quixotic quest 
to me. Nevertheless, if bureaucracies 
first nurture and then destroy systems, 
the view that bureaucracies and systems 
need not go hand in hand may provide 
the first glimmer of a solution to the 
problem of systemic ossification.

If bureaucracies first nurture and 
then destroy systems, the view that 
bureaucracies and systems need not 
go hand in hand may provide the first 
glimmer of a solution to the problem of 
systemic ossification. 

In this view, the successful implementation 
of improvement ideas is not the end 
of the road, even though that’s where 
the literature of improvement usually 
stops. There needs to be another step 
in which the bureaucratic infrastructure 
that allowed the company to implement 
an idea gets dismantled before the idea 
becomes, as Peters put it, one more 
burdensome, life-sucking practice.

That’s sure to be a challenge. It requires 
that bureaucracy be constructed like 
scaffolding — something that can be 
removed without the system it supported 
collapsing. It also requires that an 
improvement idea be truly embedded in 

the DNA of the organisation before the 
bureaucracy is cut away (think of how 
TQM was part and parcel of the operations 
of Japanese manufacturers compared 
with the more superficial way in which 
many U.S. manufacturers implemented 
it). Most of all, it requires the willingness 
of leaders to treat bureaucracies as tools 
to be used and discarded, rather than as 
their primary source of power.

Credit: Reprinted with permission from 
“Don’t kill bureaucracy, use it” from 
strategy+business.  © 2020 PwC. 
All rights reserved. PwC refers to the 
PwC network and/or one or more of 
its member firms, each of which is a 
separate legal entity. Please see www.
pwc.com/structure for further details. ■ 
www.strategy-business.com
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If we understand why attempts 
to exploit digital technology 

are often a let-down, we will 
build better principles that 

keep us and our organisations 
smart.

We need a new digital philosophy 
to keep people smart.

Designed right, digital technology can 
enhance the quality, efficiency and 
accessibility of service and build the 
capacity of customers and staff alike. 
Designed wrong, it makes us less efficient 
and dumber, while costing a huge amount 
of time and money. The key difference 
is not in the tech itself, but in thinking. 
This is not a 21st century Luddite rant, 
a call to break the digital frames. Rather 
the message is a hopeful one: if we 
understand why attempts to exploit digital 
technology are often a let-down, we will 
build better principles that keep us and 
our organisations smart.

How can we discriminate 
between smart tech and 

stupid tech?

At the Santa Fe Institute, Professor 
of Complex Systems David Krakauer 
describes technology in terms of its ability 
to help us think, reason and problem-
solve more effectively. The abacus is 
a ‘complementary cognitive artefact’, 
because using one regularly alters a 
user’s neural pathways to create a ‘virtual 
abacus’ in the frontal cortex, so that 
experts can perform calculations without 
needing the physical object to hand. The 
abacus makes people smarter.

Some technology has the opposite effect, 

reducing cognitive capacity and instead 
becoming a ‘competitive cognitive 
artefact’. Calculators erode the ability to 
do mental arithmetic and long division. 
Maps and sat-navs are respectively 
complementary and competitive 
navigational technologies – one builds 
intelligence, the other reduces it.

Stupid tech
The insight that technology can directly 
affect intelligence exposes some 
common problems in technology use in 
services and gives a clear direction for 
better design. As an example of stupid 
tech, consider a physiotherapist friend’s 
unhelpful and ill-tempered visit to A&E 
with a suspected broken ankle:
Nurse practitioner, studying script on 
computer screen: ‘I need to manipulate 
your ankle because I have to work out 
what pathway to put you in.’
Patient: ‘That will damage my ankle! I’m 

a physio, I know that I need an X-ray first 
to figure out whether my ankle is broken 
or not…’
‘But I need to manipulate your ankle. Are 
you refusing treatment?’
‘No, I’m trying to get my ankle fixed – 
please don’t touch it, just send me for 
X-ray.’
After the X-ray, happily with no sign of a 
break:
Nurse practitioner, still driven by IT 
pathway scripts: ‘So it’s not broken, now 
I need to manipulate your ankle to its full 
range so I know what pathway to put you 
on.’
‘Don’t touch my ankle, you will damage it 
even more if you do that! I could end up 
with a permanent problem. Now that we 
know it’s not broken, I know what to do 
to rehab myself – I told you I’m a physio.’
‘But I need to manipulate your ankle so I 
can put you in the right pathway – are you 
refusing treatment?’
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IT-driven assessment and pathway tools 
are common in UK health and social care. 
They have become a disabling technology 
because they cause professionals to act 
in ways that stop them understanding 
and absorbing the variety of demands 
that they encounter. The IT-driven 
scripts, standardised assessment tools 
and workflow timescales and rules make 
them more stupid. This has the perverse 
effect of increasing demand for services 
and damaging outcomes.

Smart tech

Here are two examples of complementary 
cognitive technology – tech that makes 
us smarter:
• In financial services a multimillion-
pound automated workflow management 
system was decommissioned and 
staff focused on improving the flow of 
mortgage applications through a physical 
process. Technology was then realigned 
to support the information capture and 
processing needs of the staff, so that they 
could understand what mattered to each 
customer and manage cases accordingly. 

Customer demands stemming from initial 
failure to respond appropriately and time 
from application to final offer halved, 
productivity went up by 50%, customer 
satisfaction doubled, revenue increased 
and staff morale improved. 

In one housing repairs organisation, 
focusing the physical flow of work on 
enabling a ‘one call, one visit, one fix’ 
response to incidents led to a 50% 
reduction in costs and dramatically better 
service. The technology was redesigned 
to display workers’ current location and 
estimated availability for the next job, 
enabling call takers to match workers 
to jobs and arrange mutually agreeable 
appointment times. The new IT system 
was orders of magnitude cheaper than the 
old one, and was deliberately designed to 
help tradespeople take responsibility for 
doing good work.
To a mindset that assumes that all 
tech is beneficial, these designs are 
counterintuitive. Yet in a complementary 
versus competitive perspective, the logic 
is clear. It is to design technology with 
the aim of enabling staff to do good 
work: to think, reason and problem-solve 
effectively.

We need a digital philosophy 
that keeps us smart and 

enhances not only the 
effectiveness of our service 
organisations, but also the 

human capacity of customers 
and staff. 

A new digital philosophy

It is very easy to create tech solutions 
that make performance worse and us 
stupider. We need a digital philosophy 
that keeps us smart and enhances not 
only the effectiveness of our service 
organisations, but also the human 
capacity of customers and staff.

The answer is simple and hard at the same 
time. Simple because all we need are new 
principles. Hard because these principles 
challenge received wisdom, disrupt long-
established custom and practice, and 
require us to re-wire and de-commission 
organisational structures and systems. 
The good news is that when people start 
the journey, improvement begins to flow, 
staff, managers and customers alike love 
the results, and momentum builds. ■

* Source: First published by Vanguard 
Consulting: https://vanguard-method.
net/2017/01/a-new-digital-philosophy/
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Market forces alone will not solve 
the problem. Too much data is 
already concentrated in the hands of 
the private sector, and government 
intervention is needed if we are 
to benefit — collectively — from 
the data revolution, writes Halfdan 
Lynge

Covid-19 has demonstrated how data 
can provide new sources of evidence 
for public policy-making. Internet search 
histories are being used to detect unknown 
Covid19 outbreaks and in many countries 
governments are using cellphone location 
data to track population movements and 
contain the spread of the virus. The 
pandemic has also reminded us that data 
“ownership” is heavily skewed in favour of 
the private sector. 

Capturing, organising and analysing 
data is a multitrillion-dollar business and 
the most valuable data — private (often 
high-frequency and geolocated) data 
— belongs to banks, mobile network 
operators (MNOs), and tech giants such 
as Facebook, Amazon and Google/
Alphabet.

In economic terms data is similar to 
roads, parks and clean air. First, it has 
high upfront costs and low marginal costs. 
It’s expensive to set up a data collection 
system, but once it’s in place it’s cheap 
to collect the data. Second, data is “non-
rivalrous”. It can be provided to additional 
users at little or even zero cost and it is 
not depleted as more people use it. This 
differs from other resources, such as 
oil or gas, where the use of one person 
prevents the use of the same oil or gas 
by another.

From a public policy 
perspective … we should treat 

data the same way we treat 
roads, parks, and clean air: as 

a public good.

Finally, data has “externalities”. The use 
of data by one person affects the costs 
and benefits of others. We tend to focus 
on the negative externalities of data, as 
when private firms harvest our data and 
sell to third parties without our knowledge 
or consent. The Facebook-Cambridge 
Analytica data scandal is a case in point. 
We forget that data also has positive 
externalities. When different data sets are 
combined, new knowledge is produced 
and new value is created.

Data for whom?
From a public policy perspective this 
suggests we should treat data the same 
way we treat roads, parks, and clean 

air: as a public good. To an extent we 
already do that. Most academic research 
is government-funded and national 
statistical services, such as Stats SA, 
collect and publish official socioeconomic 
and demographic data. However, the 
largest and fastest-growing repositories 
of data are held by private firms.

This gives them market advantage and 
allows them to expand beyond their core 
businesses. Google/Alphabet, through its 
Waymo subsidiary, is the market leader 
for autonomous vehicles, not because it 
knows how to build cars but because it 
has access to more location data than 
anyone else. Similarly, MNOs such as 
MTN and Vodacom, are making billions 
on banking and insurance, drawing on 
their knowledge about mobile phone 
users.

The concentration of data in the hands 
of private companies slows down 

FEATURES

It is time we start treating 
private data as a public good
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innovation and growth. When a few 
dozen companies have access to the 
most valuable data only a few dozen 
companies can contribute to inventing 
new things. A recent report by the 
Organisation of Economic Co-operation 
and Development suggests that if data 
were more widely shared many countries 
could enjoy gains worth 1%-2.5% of GDP.

Ironically, the technology and infrastructure 
upon which many of these companies 
base their success were developed with 
taxpayer money. Google’s algorithms 
were developed with funding from the 
US National Science Foundation. The 
internet, touchscreen displays and GPS 
came out of the US defence department. 
It seems fair that the data they collect is 
made accessible to all of us.

We must acknowledge that 
market forces alone will not 

solve the problem. Too much 
data is already concentrated 

in the hands of the private 
sector, and government 

intervention is needed if we 
are to benefit — collectively — 

from the data revolution

Some companies are already moving 
in the right direction. In April last year 
Microsoft launched an open data 
campaign and announced plans to create 
20 data-sharing groups by 2022. Similar 
steps have been taken by Spanish 

FEATURES

bank BBVA and British pharmaceutical 
company GlaxoSmithKline. However, 
they are the exception rather than the 
rule. Most companies still treat data as 
private property.

Where to from here?

Governments must adopt 
comprehensive policies that 

go beyond the protection 
of private information and 

promote equal access to data. 
No-one should be granted 

exclusive rights to 
public-sector data

So what needs to be done? First, we 
must acknowledge that market forces 
alone will not solve the problem. Too 
much data is already concentrated in 
the hands of the private sector, and 
government intervention is needed if we 
are to benefit — collectively — from the 
data revolution.

In concrete terms, this means 
governments must adopt comprehensive 
policies that go beyond the protection of 
private information and promote equal 
access to data. No-one should be granted 
exclusive rights to public-sector data. A 
recent report from the Bennett Institute 
of Public Policy at Cambridge University 
even suggests private companies should 
be obliged to make their data accessible 
to third parties and ensure interoperability 

between platforms. The reduced incentive 
to invest in the data economy could be 
offset by issuing time-restricted licences 
similar to patents.

Policymakers need to act, 
and it is urgent

Privacy concerns will also have to be dealt 
with in more innovative ways. Restricting 
access and aggregating data are not the 
solution. Computation and encryption-
based alternatives should be adopted. 
National statistical services could play 
a big role, which means their mandate 
should be expanded. In addition to their 
core functions, they could even serve as 
custodians of private data collected by 
others.

Covid-19 has made it evident that most 
governments are behind the curve. 
Their policies are inadequate and they 
do not have the mechanisms in place 
to  systematically incorporate data in 
their policy-making processes. While the 
private sector has generally responded 
responsibly to the pandemic by sharing 
data and offering analytical capacity, it is 
unsustainable that our collective interests 
are left at the mercy of profit-driven firms. 
Policymakers need to act, and it is urgent. 
■
* Halfdan Lynge is a Senior Lecturer, at Wits School
of Governance
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In 2020, the Department of 
Communications and Digital 
Technologies (DCDT) circulated an Audit 
Report that assessed the state of South 
Africa’s e-government and progress 
towards implementation of the National 
e-Government Strategy and Roadmap, 
gazetted at the end of 2017. The Audit 
Report is one of several work streams 
stemming from efforts to implement 
the Strategy and Roadmap. Likewise, 
this collection of mini-case studies of 
electronic government services seeks 
to highlight and signpost some of the 
existing interventions across the Public 
Sector. The information is largely drawn 
from the DCDT Audit Report itself, 
departmental annual reports and other 
publicly available sources. We do not 
give detailed references here, but the 
information is easily verifiable should 
the reader so wish. The objective is not 
to evaluate the efficacy of government’s 
electronic services interventions, but 
rather to serve as an accessible body 
of examples demonstrating that the road 
to smart government service delivery is 
essentially one of continuity rather than 
starting afresh.

eCabinet Lekgotla 
Although still at the conceptual stage, the 
electronic Cabinet (e-Cabinet) is meant 
to replace the paper-heavy workings 
of the nation’s executive. Once fully 
operational, the e-Cabinet system would 
rationalise the submission of documents 
to Cabinet, from agendas to memoranda 
and submissions. Zimbabwe, eSwatini 
and Estonia are among the countries 
that have adopted the e-Cabinet system. 
The countries that have fully embraced 
the e-Cabinet system report massive 
cost savings in printing and courier costs 

and similar dividends in efficiency and 
effectiveness. In Estonia, for example, 
the e-Cabinet system has reduced the 
number of hours that ministers typically 
spend in cabinet meetings from “4 or 5 
hours to between 30 and 90 minutes”, 
according to the Estonian government.

Virtual Parliament
At the height of the COVID-19 pandemic 
in May 2020, Parliament reported on 
its 100th virtual meeting. Still in the 
clutches of the pandemic at the start of 
2021, a combination of virtual and sittings 
of a limited number of the legislators 
continue to be safe, secure and effective 
platforms for public representatives to 
exercise oversight and accountability 
over the affairs of the nation. Going digital 
necessitated the amendment, adaptation 
and creation of specific rules for virtual 
meetings as well as the enhancement 
of enabling technology-based means of 
conducting the business of Parliament. 
Moreover, provincial legislatures and 
municipalities have also adopted the 
practice.

Wall to Wall Connectivity 
Broadband is like an electricity grid of 
digital networks, services, applications, 
content and devices that links every 
part of the country. Without broadband 
connectivity, the objective of digitally 
transforming how Government carries out 
its business would be beside the point. 
Consequently, the primary objective of 
SA Connect, government’s programme to 
deliver mass connectivity to the population, 
is ultimately to bridge the so-called digital 
divide by connecting every part of the 
country through accessible, reliable and 
affordable broadband. 

About 6 135 government buildings in 

eight districts, including health facilities, 
schools, post offices, police stations 
and Thusong Service Centres, have 
been prioritised in SA Connect’s digital 
development phase. The envisaged 
coverage corresponds to South Africa’s 
4 000 municipal wards. Data from the 
DCDT’s in 2020/21 noted that some 
570 government facilities had been 
connected and 154 were in the pipeline 
when implementation was disrupted due 
to the COVID-19 pandemic. 

MySAPS App
The South African Police Service’s 
(SAPS’s) use of technology goes beyond 
the familiar crackle of walkie-talkies. 
However, the men and women in blue are 
increasingly deploying ICT Infrastructure 
and end-user equipment in newly built 
polices stations as part of modernising 
delivery on their community safety and 
security mandate. Launched in 2019 in 
a partnership between the SAPS and 
Vodacom, the MySAPS mobile application 
is yet another tool in its technological 
arsenal for fighting crime. The app makes 
it possible for citizens to anonymously 
tip off police about suspected crimes 
in real-time, locating the nearest police 
stations and sending alerts instantly 
during an emergency. The first of its kind 
on the African continent, the MySAPS 
app attracted world-wide renown when it 
scooped an International Digital Award at 
the Crime Stoppers International Awards 
in Sydney, Australia, at the end of 2020.

Modernisation of the Criminal 
Justice System Value Chain
According to the Department of Justice 
and Constitutional Development (DOJCD) 
as many as 497 177 court cases were 
processed electronically during the 
2019/20 financial year. The increasing 
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use of technology in place of cumbersome 
paper-based processes is due to several 
years of effort in the implementation 
of the Integrated Justice System (IJS) 
programme, which seeks to modernise 
the entire value chain of the country’s 
Criminal Justice System. Several 
interlinked interventions are currently 
under way, electronically connecting the 
work of the DOJCD with that of the SAPS, 
the National Prosecuting Authority and 
the Department of Social Development 
(DSD) through the IJS’s Transversal Hub.

Mobile Probation Case 
Management Application
Linked to SAPS, the introduction and 
completion of the DSD’s Mobile Probation 
Case Management application sends 
alerts when a minor is arrested while 
under correctional probation. 

Remote Offender Remand System
Use of an audio-visual remand system 
not only proved useful in the management 
of the COVID-19 pandemic, but also 
continues to achieve cost and time 
saving from transportation of the accused 
between holding centres and the courts 
to more rapid processing of cases.

Mobile Probation Case 
Management Application
Moreover, the Department of Justice’s 
modernisation drive has seen the rollout of 
the Mobile Probation Case Management 
application. This has been sent to the 15 
master’s offices and 302 service points

Master’s Own Verification 
Information Technology
According to the DOJCD, the Master’s 
Own Verification Information Technology 
system has been rolled out to the 15 
Master’s Offices and 302 service points. 
This technologically enhanced service 
makes lodgement of applications for 
the deceased estate benefits easier 
and minimises the administrative and 
travel cost burden for families of the 
deceased. Similarly, the Paperless 
Estate Administration System has been 
implemented at 278 magistrates’ offices 

to localise the administration of estates 
not exceeding the value of R250 000. 

Third Party Management System 
(MojaPay)
Data from the Department of Justice and 
Constitutional Development shows that 
the R1 297 billion, some R108 million 
per month, allocated to maintenance 
beneficiaries in the 2018/2019 financial 
year, could have been collected at the 
courts through cash payments. MojaPay, 
the third party payment management 
system, mitigates the risk of holding 
large sums of money and results in 
administrative efficiencies. Now activated 
in 476 courts in nine regions, the solution 
reduces payment turnaround times from 
approximately 30 days to 1 or 2 days.

Court Scheduler
Although it is still fed by data from court 
books and diaries which determine the 
daily caseload, the Court Scheduler is 
yet another step towards a paperless 
court environment. The Court Scheduler 
application operates on the back of an 
Integrated Case Management System 
(ICMS) as an electronic database of 
court appearance information, commonly 
referred to as the “court roll” in paper-
based processes. In addition to reducing 
the use of paper, the Court Scheduler 
could be accessed after hours and away 
from the court. It is expected that further 
enhanced features of the ICMS and the 
Court Scheduler will include the capability 
to generate a digital charge sheet. 

SARs eFiling 
The South African Revenue Service 
(SARS) eFiling platform continues to be 
one of the better-known examples of 
government entering the digital service 
delivery space, especially for those 
entities with compliance and enforcement 
mandates. Having started as a web-
based facility on which taxpayers could 
register as users, in 2012 the tax collector 
introduced a mobile platform on which 
tax payers use their cellphones or tablet 
to submit their tax return using the SARS 
eFiling mobisite or App. However, the 

mobile channel also requires users to first 
register on www.sarsefiling.co.za though 
a computer or laptop. The digital channels 
are available 99.7% of the time and have 
the capability to process some 25 000 
returns daily and 3 million transactions, 
according to the agency’s 2018 media 
statement on the matter.  According to 
the SARS Annual Performance Plan 
for 2020/21, the plan is to increase 
the number of taxpayers and traders 
using digital platforms by 90% by 2024, 
according to SARS.

Home Affairs Identification 
System 
Over the past 25 years the Department 
of Home Affairs (DHA) had embarked 
on a modernisation programme which 
has sought to catapult previously 
moribund operations into the digital age. 
Dating back to the mid-1990s, continual 
upgrading of the Home Affairs National 
Identification System forms the backbone 
of the National Population Register, 
which houses the identity information of 
all South Africans, living and deceased. 

Smart ID Card 
Introduced in 2013 gradually to replace 
the green bar-coded ID books, some 
13 million Smart ID Cards of the 38 
million launch target have been issued, 
according to DHA data at the end of 
2020. Operationally, the Smart ID Card 
differs from its predecessors in that the 
application process is almost entirely 
electronic and uses a system of live 
capture of biometric information, such as 
fingerprints and photographs. This has 
resulted in a shortened turnaround time 
of a week compared to as long as six 
months in the past. Moreover, the Smart 
ID Cards have robust security features 
and are more fraud proof than the green 
bar-coded ID books. 

eHome Affairs
Of the 412 offices nationally, only 193 
are equipped to issue Smart ID Cards. 
Nonetheless, the DHA is also using other 
channels to expedite their rollout, such as 
online applications on eHome Affairs, as 
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well as through partnerships with banks. 
At the time of writing, DHA reported that 
13 bank branches in South Africa are 
providing this service, 12 in Gauteng 
Province and 1 in the Western Cape 
Province, with future plans for rolling out 
95 in other parts of the country. 

Digitisation of cradle to grave 
records 
In 2016 the DHA, working in partnership 
with Statistics South Africa, launched an 
ambitious Digitisation of Civic Records 
(DCR) project. Starting from 2000, the 
DCR project aims to digitise 286 million 
paper-based civic records, from birth to 
death certificates, some of which date 
back to the 1800s. At the time of writing, 
some 5,6 million records have been 
migrated from paper to digital format thus 
making it easier for officials to access 
them electronically. As is the case with 
other interventions designed to modernise 
the DHA programme, DCR is yet another 
part of the scaffolding designed to enable 
the creation of a paperless department. 

e-Schooling
Perhaps due to its sheer size, the 
education sector features prominently in 
the use of technology for administrative 
and back-office functions, as well as 
for its core business of teaching. The 
two provinces with dedicated electronic 
government departments, the Western 
Cape and Gauteng, continue to be 
trailblazers in the implementation of 
innovative education solutions. 

In April 2016, the Gauteng Department of 
Education launched a bold and ambitious 
online admission system for the orderly 
placement of children in grades 1 and 8. 
Now in its fourth year, the online admission 
system is at www.gdeadmissions.gov.za. 
It is supported by a network of help-desks 
located across the province’s school 
districts serving parents without access 
to the Internet. 

In a province characterised by high 
rates of internal and external movement, 

the online admission system is meant 
to manage the flurry of activities once 
typical of the start of the school year. 
Moreover, it optimises the allocation of 
resources and ultimately ensures that 
classes start on the first day of the 
academic year. As many as 283 823 
unique applications were processed in 
2018 ahead of the 2019 academic year.  
Steady progress in e-learning is being 
made in the provinces of Gauteng and 
the Western Cape.  Among the initiatives 
in Gauteng was the launch in 2014 of the 
“Schools of the Future” project, which 
seeks to modernise teaching with the 
aid of technology.  In its 2018/19 annual 
report, the provincial Department of 
Education reported that in the year under 
review out of the targeted 500 digital 
classrooms 375 had been equipped with 
connected multimedia resources. These 
included educator laptops, smart boards 
and learner tablets. 

Similarly, the Western Cape Department 
of Education has made impressive 
strides in e-learning. The latest available 
information reveals that:

• 338 schools are connected to local 
area networks and a further 1 243 
schools have easy access to central 
internet points

• 28 871 devices have been delivered 
and are being used by learners

• 6 421 smart classrooms have been 
rolled out and are in action

• The ePortal of 12 000 digital resources 
is available online 

• 2 000 teachers have participated 
in ICT skills and empowerment 
programmes. 

MomConnect
MomConnect, an initiative of the National 
Department of Health, has been running 
for several years. It aims to use cell 
phones to register each pregnancy in 
South Africa. The primary objective of 
the platform is to provide maternal health 
services to mothers in South Africa 
through enabling WhatsApp and free 

text messages to medical professionals. 
Adopted by about 3 million women, 
MomConnect has also been used 
effectively in the distribution of a once-off 
cash voucher to mothers who have been 
directly impacted by the current COVID-
19 pandemic, according to Praekelt.org, 
the developer of the mobile platform. 

ATM Pharmacy 
First piloted at a mall in Alexandra 
Township, the Pharmacy Dispensing 
Unit (PDU), also known as he “ATM 
Pharmacy”, now operates 18 units in the 
Gauteng and Free State provinces. The 
tech-powered pharmacy unit services 
patients from primary facilities as well as 
chronic medication patients referred from 
tertiary and district hospitals. It is run and 
supported by qualified pharmacists and 
pharmacy assistants, and integrates with 
the clinical management of patients with 
chronic conditions at public facilities. 

The PDU dispenses medicine when the 
patient scans the barcode on his or her 
pharmacy card and enters a PIN. The 
PDU is a concept of Right ePharmacy, 
a medical innovation company that 
works closely with public sector health 
institutions. The unit served 2 210 800 
patients and dispensed 12 216 749 
prescriptions by mid-2020, according to 
the company. ■
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KNOWLEDGE MANAGEMENT FORUM

In the “new normal” arising from 
the ongoing threat of the COVID-
19 pandemic, the annual National 
Knowledge Management Forum held its 
first virtual meeting in October 2020. 
This forum of knowledge management 
(KM) practitioners from across the Public 
Service drew 82 online participants. The 
programme had the following objectives: 

• To reflect on the state of KM in 
the Public Service prior to Covid-19 
and on lessons emerging from the 
different lockdown levels.

• To share progress made in 
implementation of KM improvements 
as identified by the Maturity 
Assessment Tool.

• To share innovations, experiences, 
learnings and various digital platforms 
used in institutionalising public sector 
KM during COVID-19 and beyond.

In her opening remarks, Chief Director 
for Knowledge Management and 
Innovation (KM&I) at the Department 
of Public Service and Administration 
(DPSA), Veronica Motalane, praised the 

National Knowledge Management 
Forum goes virtual

role that the forum continues to play in 
institutionalising and driving KM in the 
Public Service. She emphasised that 
the existence of a KM forum ought not 
to be an end in itself, but that it should 
continuously strengthen itself by striving 
for relevance and the addition of value in 
public service and administration. 

According to Ms Motalane, the 
institutionalisation of KM practices offers 
the hope of sustainable and continuous 
service delivery improvement across the 
Public Service. She added that the KM 
forum plays a crucial role in cementing 
a common and integrated approach 
towards KM practices in the Public Service 
through standardised implementation and 
the use of impact assessment tools.

DPSA KM specialist, Sebenzile Zibani, 
updated participants on the ongoing 
validation of how the Knowledge 
Management Maturity Assessment Tool 
is being implemented in departments.  
Notably, she introduced a draft KM 
implementation template. This monitoring 
tool is available for adoption by delegates. 

KNOWLEDGE MANAGEMENT FORUM CASE STUDY

She explained that it would go a long 
way towards helping KM practitioners to 
track progress in implementation in their 
respective departments systematically by: 

• Outlining activities/actions to be taken 
to improve on achieving the objectives 
targeted over a 3-year period

• Indicating how these actions will 
contribute towards the delivery 
of services in their respective 
organisations in line with their 
mandate.

Several case studies were also presented 
for discussion. For example, one case 
study looked at how the systematic review 
methodology and evidence maps could 
be leveraged to ensure that KM enriches 
policy development. Another case study: 
“How EPWP maintained COPs during 
lockdown: DPW/EPWP programme” 
delved into the lived experience of public 
servants in the midst of the COVID-19 
pandemic.  ■ 
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Background
Evidence Informed Decision Making 
(EIDM), also called Evidence Based 
Policymaking, has been gaining traction in 
the world of public policy. Stewart, Dayal 
and Langer (2017) define it as “a process 
whereby multiple sources of information, 
including the best available research 
evidence, are consulted before making a 
decision to plan, implement and (where 
relevant) revise policies, programmes and 
other services”. It has been adopted and 
applied in many contexts and continues to 
be supported and strengthened with the 
aim of bridging the divide between those 
producing evidence and knowledge and 
those expected to use it. While there are 
constant improvements in EIDM theory 
and practice, there are also some inherent 
challenges for low and middle income 
countries. In South Africa, for example, 
many experts, policy makers and those 
implementing policy are calling for policy 
development and decision making to 
be evidence-based, with many activities 
and processes in place to facilitate 
EIDM in the public sector. However, the 
availability and accessibility of the best 
possible evidence to inform public policy 
is a crucial issue, as is sourcing, storing 
and curating the evidence for sustained 
use. Capacity to critically appraise the 
evidence is a further challenge. . 

Approach and method of EIDM 
in DPME

The Department of Planning Monitoring 
and Evaluation (DPME) in the Presidency 
has championed EIDM since 2004, 
particularly through the Programme to 
Support Pro-poor Policy Development. 
The Research and Knowledge 
Management Unit (RKM) continues to 
promote the approach and works with a 
wide range of universities and science 

councils nationally and internationally to 
develop an EIDM co-production model. 
In addressing the scarcity of policy-
relevant research, the RKM has piloted, 
tested and developed a methodology 
for implementing EIDM. Since 2014, it 
has undertaken evidence synthesis using 
mapping methods to facilitate evidence 
use in high level policy areas consistent 
with developmental priorities. 

Evidence synthesis is “the review of what 
is known from existing research using 
systematic and explicit methods in order 
to clarify the evidence base” (Gough, et 
al, 2020). The method is put into effect 
through an evidence map (EM) which is 
a KM tool within the DPME server. It uses 
methods adopted from systematic reviews 
- that is, the collection and systematic 
review of secondary data - to source, 
extract and generate findings for decision-
making from a body of knowledge. The 
approach is collaborative, systematic and 
responsive to policy needs. It is therefore 
suited to a rapidly changing environment, 
characterised by dynamic interaction 
between politics, policy and research, 
where responsiveness and accountability 
is demanded by all relevant stakeholders. 
 

Implications for Knowledge 
Management in the public 
sector

Policy relevant research in DPME over 
the past 5 years includes review of the 
policy transition from housing to human 
settlements; attributes of a capable and 
developmental state; scoping the impact 
of early grade mathematics interventions; 
spatial transformation; supporting the 
Presidential Advisory Panel on Land 
Reform; and, currently, undertaking a 
long term approach to building a health 

systems evidence base. Collectively, 
these initiatives have generated an 
outstanding knowledge base to support 
decision-making, yet the challenge of 
organisational capacity to manage this 
store of information consisting of over 
2 000 evidence reports, more than 500 data 
sets and a growing stakeholder database, 
remains. EMs require researchers, sector 
experts, advisors and decision makers to 
work seamlessly with KM practitioners, 
communications professionals and IT 
units within departments. This has not 
always been easy, and silo approaches 
have often persisted to the detriment of 
organisational effectiveness.  EMs are 
none the less recognised as a powerful 
innovation in the public sector, facilitating 
evidence use and meeting policy makers’ 
needs. We argue emphatically that EMs 
have demonstrated the potential for 
building the capacity of public officials and 
for professionalising the public sector’ 
enabling officials to undertake effective 
and efficient policy analysis that ensures 
maximum impact. ■

* By Harsha Dayal, Department of Planning 

Monitoring and Evaluation (DPME)
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Managing Public Sector Knowledge 
Resources For Policy Responsiveness

Systematic review methodology and evidence maps as a KM tool
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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.


