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ANNUAL PERFORMANCE PLAN: 2013-2014

Accountability Integrity Responsiveness


 STRATEGIC OBJECTIVE 1: ACCESSIBLE TO AND TRUSTED BY ALL PERSONS AND COMMUNITIES
	Strategic Objective 1 : Accessible to and trusted by all Persons and Communities

	strategies

	Performance indicator
	REPORTING PERIOD
	2013/14 ANNUAL Target
	QUARTERLY TARGETS

	
	
	
	
	QUARTER
1 
	QUARTER
2
	QUARTER
3
	QUARTER
4

	S1. To extend, communicate and take the services of the Public Protector to 30 million persons
	Number of MOPP clinics conducted per outreach officer in each province per month
	Monthly
	8 MOPP clinics per outreach officer in each province per month
	8 MOPP clinics per outreach officer in each province per month
	8 MOPP clinics per outreach officer in each province per month
	8 MOPP clinics per outreach officer in each province per month
	8 MOPP clinics per outreach officer in each province per month

	
	Number of information sessions conducted per outreach officer in each province per annum (focusing on organs of state)
	Monthly
	8 information sessions per outreach officer in each province per annum (focusing on organs of state)
	2 information sessions per outreach officer in each province per quarter (focusing on organs of state)
	2 information sessions per outreach officer in each province per quarter (focusing on organs of state)
	2 information sessions per outreach officer in each province per quarter (focusing on organs of state)
	2 information sessions per outreach officer in each province per quarter (focusing on organs of state)

	S1. To 
extend, communicate and take the services of the Public Protector to 30 million persons
	Number of  radio slots used per Province per annum
	Monthly
	6 radio slots per Province per annum
	2 Radio Slots per Province
	2 Radio Slot per Province
	1 Radio Slot per Province
	1 Radio Slot per Province

	
	Number of  newspaper articles published per province per annum
	Monthly
	6 newspaper articles per province per annum
	2 Newspaper Articles per Province
	2 Newspaper Articles per Province
	1 Newspaper Articles per Province
	1 Newspaper Articles per Province

	
	Number of national events conducted per annum
	Quarterly
	5 national events per annum
	Celebration of Youth month
	Celebration of:
 Heritage month 
Women’s month 
	Celebration of 16 Days of Activism of no violence against Women and Children 
	Celebration of Human Rights month

	5.1.1.1 
	Hosting of Good Governance week per Province per annum
	Quarterly
	Good Governance week per Province per annum
	Development of Good Governance project plans  
	Submission and approval of Good Governance project plans
	Good Governance Week activities held in all provinces and nationally 17 – 21 October 2013
	Submission of Good Governance report

	5.1.1.2 
	Hosting Annual Good Governance Conference
	Quarterly
	Annual Good Governance Conference in October 2013
	Development of Good Governance project plans  
	Submission and approval of Good Governance project plans
	Annual Good Governance Conference in October 2013
	Submission of Good Governance report

	
	Number of people reached through outreach, communication and education activities
	Quarterly
	Reach out 10 million persons  per annum through outreach, communication and education activities
	Reach out 2.5 million persons  per annum through outreach, communication and education activities
	Reach out 2.5 million persons  per annum through outreach, communication and education activities
	Reach out 2.5 million persons  per annum through outreach, communication and education activities
	Reach out 2.5 million persons  per annum through outreach, communication and education activities

	
	Number of regional offices established and launched
	Quarterly 
	Establish and launch Regional offices in Thohoyandou, Port Elizabeth and  Pietermaritzburg 
	N/A
	Launch Thohoyandou regional office
	Launch of Port Elizabeth  and Pietermaritzburg Regional offices
	Port Elizabeth  and Pietermaritzburg Regional offices operational

	
	Number of regional offices relocated
	Quarterly 
	Relocate Siyabuswa office to Emalahleni; relocate Vryburg office to Klerksdorp and open relocated office from Mabopane to Germiston) 
	Relocate Vryburg to Klerksdorp Regional Office
Launch Germiston office 
	N/A
	N/A
	N/A

	
	Number of social networks utilised
	Quarterly 
	Utilisation of Public Protector Facebook and Twitter
	Utilisation of Public Protector Facebook and Twitter
	Utilisation of Public Protector Facebook and Twitter
	Utilisation of Public Protector Facebook and Twitter
	Utilisation of Public Protector Facebook and Twitter

	
	% of Public Protector buildings on which signage  is put up 
	Quarterly 
	Put up signage on at least 50% of Public Protector buildings
	Finalise specifications for appointment of service provider
	Appoint service provider 
	Put up signage on at least 10% of Public Protector buildings
	Put up signage on at least 50% of Public Protector buildings

	
	Application for permission to erect Public Protector signage on roads and  erection of road signage
	Quarterly 
	Submit applications to relevant authorities to erect Public Protector signage on roads.
Erect Public Protector road signage for all approved applications
	Submit applications to relevant authorities
	Finalise specifications for appointment of service provider
	Appoint service provider 
	Erect signage on approved applications

	
	Production and distribution of corporate video by 31 March 2014
	Quarterly 
	Produce and distribute corporate video by 31 March 2014
	N/A
	Appoint service provider 
	Begin with production of video
	Produce and distribute corporate video by 31 March 2014


	Strategic Objective 1 : Accessible to and trusted by all Persons and Communities

	strategies

	Performance indicator
	REPORTING PERIOD
	2013/14 Target
	QUARTER
1 
	QUARTER
2
	QUARTER
3
	QUARTER
4

	S2. Increase the no of people reached through effective engagement with all stakeholders and partners
	Number of National Stakeholder consultations and engagements by the Public Protector in all Provinces
	Quarterly
	10 National Stakeholder consultation and engagement by the Public Protector in all Provinces
	a) Develop Stakeholder Consultation and engagement Project Plan 
b) Develop Stakeholder Consultation and engagement Media plan
c) Submission to EXCO  for approval 
	a) Arrange and
co-ordinate 
   1 national 
Stakeholder consultation and engagement
   Forum
b) Arrange and co-ordinate 
2 Stakeholder  consultation and engagement forums per province 
	Draft Stakeholder consultation and engagement
Report and submit for approval 
        
	Implementation of the recommendations of the Stakeholder consultation and engagement
Report


	
	Number of stakeholder forums established per province per annum
	Quarterly
	1 stakeholder forum established per province per annum
	1 stakeholder forum established per province per annum
	1 stakeholder forum established per province per annum
	1 stakeholder forum established per province per annum
	1 stakeholder forum established per province per annum

	
	Number of quarterly reports on implementation of activities of MOUs signed during previous financial years
	Quarterly
	4 quarterly reports on implementation of activities of MOUs signed during previous financial years
	1 quarterly report on implementation of activities of MOUs signed during previous financial years
	1 quarterly report on implementation of activities of MOUs signed during previous financial years
	1 quarterly report on implementation of activities of MOUs signed during previous financial years
	1 quarterly report on implementation of activities of MOUs signed during previous financial years

	S2. Increase the no of people reached through effective engagement with all stakeholders and partners
	Number of engagements/ collaborations with stakeholders including organs of state per Province per annum
	Quarterly
	8 engagements/ collaborations with stakeholders including organs of state per Province per annum
	2 engagements/ collaboration with stakeholders including organs of state per Province
	2 engagements/ collaboration with stakeholders including organs of state per Province
	2 engagements/ collaboration with stakeholders including organs of state per Province
	2 engagements/ collaboration with stakeholders including organs of state per Province

	
	Number of external newsletters published per annum
	Quarterly
	2 External Newsletters published per annum
	Content approval, gather information, write and edit articles 
	Design and layout approval, Printing and Distribution of External Newsletter
	Content approval, gather information, write and edit articles 
	Design and layout approval, Printing and Distribution of External Newsletter

	
	Number of internal newsletters published per annum
	Quarterly
	4 Internal newsletters published per annum
	Gather information, write and edit articles, and design and layout
Approval and Distribution of Internal newsletter
	Gather information, write and edit articles, and design and layout
Approval and Distribution of Internal newsletter
	Gather information, write and edit articles, and design and layout
Approval and Distribution of Internal newsletter
	Gather information, write and edit articles, and design and layout
Approval and Distribution of Internal newsletter

	
	Number media briefings held per annum
	Quarterly
	4 Media briefings per annum
	1 Media briefing per quarter
	1 Media briefing per quarter
	1 Media briefing per quarter
	1 Media briefing per quarter

	S3. Build 
trust, confidence and faith with stakeholders
	Number of media houses visited by the Public Protector
	Quarterly
	Visit 4 media houses per annum
	Visit 1 media house per quarter
	Visit 1 media house per quarter
	Visit 1 media house per quarter
	Visit 1 media house per quarter


	Strategic Objective 1 : Accessible to and trusted by all Persons and Communities


	strategies

	Performance indicator
	REPORTING PERIOD
	2013/14 Target
	QUARTER
1 
	QUARTER
2
	QUARTER
3
	QUARTER
4

	S3. Build 
trust, confidence and faith with stakeholders
	Number of periodic surveys on Stakeholder trust, confidence and faith conducted
	Quarterly
	1 Survey on 
Stakeholder trust, confidence,  faith
and satisfaction

	a) Appoint a service provider 

	a) Conduct survey 
	Submission of survey results
	a) Implementation of recommendations

	
	Time taken to finalise reviews
	Quarterly
	Finalise reviews within 2 months after receipt of the request
	Finalise reviews within 2 months after receipt of the request
	Finalise reviews within 2 months after receipt of the request
	Finalise reviews within 2 months after receipt of the request
	Finalise reviews within 2 months after receipt of the request

	
	Development of Automated Electronic Customer Survey 
	Quarterly
	Develop Automated Electronic Customer Survey by 31 March 2014
	N/A
	N/A
	Design a questionnaire 
	Develop Automated Electronic Customer Survey by 31 March 2014

	
	Conduct a survey on the institution’s compliance with our Customer Service Charter
	Quarterly
	Conduct a survey on the institution’s compliance with our Customer Service Charter
	N/A
	Design a questionnaire 
	Conduct the survey 
	Finalise a report on results of the survey


STRATEGIC OBJECTIVE 2: Prompt JUSTICE INCLUDING Remedial Action

	Strategic Objective 2 :  Prompt JUSTICE INCLUDING Remedial Action

	Strategies
	Performance indicator
	REPORTING PERIOD
	2013/14 Target
	QUARTER
1 
	QUARTER
2
	QUARTER
3
	QUARTER
4

	S4. Perform required Business Process Reengineering programme
	Date of completion of mapping, engineering and automation of identified business processes 
	Quarterly
	Map, re-engineer and automate all identified business process by 31 March 2014, with a special focus on improving efficiency in our key processes
	Draft specifications on the re-engineering of the institution 
	Appoint a service provider 
	Conduct research 
	Final report on the project

	
	
	Quarterly
	Develop, conduct training and implement Customer Service procedure manual
	Customer Service Charter  reviewed an aligned  according to survey findings 
	Provincial Workshops on customer service charter

	Provincial Workshops on customer service charter

	Monitor and evaluate  compliance and implementation of customer service charter standards

	
	
	Quarterly
	Quarterly reporting on Customer Service incidents
	Report on 
Customer Service incidents
	Report on 
Customer Service incidents
	Report on 
Customer Service incidents
	Report on 
Customer Service incidents

	
	Time taken to resolve complaints allocated to the Early Resolution Unit 
	Monthly 
	Investigate and resolve complaints allocated to Early Resolution units within the following time periods:
a)50% of the complaints resolved within 3 months;
b)30% ) of the complaints resolved within 4 months
c) 20% of complaints resolved within 6 months.
	Investigate and resolve complaints allocated to Early Resolution units within the following time periods:
a)50% of the complaints resolved within 3 months;
b)30% ) of the complaints resolved within 4 months
c) 20% of complaints resolved within 6 months.
	Investigate and resolve complaints allocated to Early Resolution units within the following time periods:
a)50% of the complaints resolved within 3 months;
b)30% ) of the complaints resolved within 4 months
c) 20% of complaints resolved within 6 months.
	Investigate and resolve complaints allocated to Early Resolution units within the following time periods:
a)50% of the complaints resolved within 3 months;
b)30% ) of the complaints resolved within 4 months
c) 20% of complaints resolved within 6 months.
	Investigate and resolve complaints allocated to Early Resolution units within the following time periods:
a)50% of the complaints resolved within 3 months;
b)30% ) of the complaints resolved within 4 months
c) 20% of complaints resolved within 6 months.

	
	Time taken to resolve other complaints received by Public Protector 
	Monthly 
	Investigate and resolve all other complaints allocated (not Early Resolution complaints) within the following time periods: 
a) 50% of the complaints investigated and resolved within 3-6 months; 
b) 50% of the complaints investigated and resolved within 7-12 months; 
	Investigate and resolve all other complaints allocated (not Early Resolution complaints) within the following time periods: 
a) 50% of the complaints investigated and resolved within 3-6 months; 
b) 50% of the complaints investigated and resolved within 7-12 months; 
	Investigate and resolve all other complaints allocated (not Early Resolution complaints) within the following time periods: 
a) 50% of the complaints investigated and resolved within 3-6 months; 
b) 50% of the complaints investigated and resolved within 7-12 months; 
	Investigate and resolve all other complaints allocated (not Early Resolution complaints) within the following time periods: 
a) 50% of the complaints investigated and resolved within 3-6 months; 
b) 50% of the complaints investigated and resolved within 7-12 months; 
	Investigate and resolve all other complaints allocated (not Early Resolution complaints) within the following time periods: 
a) 50% of the complaints investigated and resolved within 3-6 months; 
b) 50% of the complaints investigated and resolved within 7-12 months; 

	S6. Implement Alternative Dispute Resolution procedures, processes and competencies
	Implementation and resolution of   Alternative Dispute Resolution procedures and processes
	Quarterly
	Implement and review approved Alternative Dispute Resolution procedures and processes
	Implement and review approved Alternative Dispute Resolution procedures and processes
	Implement and review approved Alternative Dispute Resolution procedures and processes
	Implement and review approved Alternative Dispute Resolution procedures and processes
	Implement and review approved Alternative Dispute Resolution procedures and processes

	
	Identification of training needs and conducting of training on approved Alternative Dispute Resolution procedures and processes 
	Quarterly
	Identify training needs and conduct training on approved Alternative Dispute Resolution procedures and processes 
	Identify training needs and conduct training on approved Alternative Dispute Resolution procedures and processes 
	Identify training needs and conduct training on approved Alternative Dispute Resolution procedures and processes 
	Identify training needs and conduct training on approved Alternative Dispute Resolution procedures and processes 
	Identify training needs and conduct training on approved Alternative Dispute Resolution procedures and processes 

	
	Frequency of reports on Alternative Dispute Resolution cases resolved
	Quarterly
	Quarterly report on Alternative Dispute Resolution cases resolved
	Quarterly report on Alternative Dispute Resolution cases resolved
	Quarterly report on Alternative Dispute Resolution cases resolved
	Quarterly report on Alternative Dispute Resolution cases resolved
	Quarterly report on Alternative Dispute Resolution cases resolved


	Strategic Objective 2 :  Prompt JUSTICE INCLUDING Remedial Action

	Strategies
	Performance indicator
	REPORTING DATE
	2013/14 Target
	QUARTER
1 
	QUARTER
2
	QUARTER
3
	QUARTER
4

	S7.  Improve the level of responsiveness and cooperation from organs of state with regards to investigations that fall under Public Protector’s scope and mandate

	% of state organs on the approved priority list with whom response protocols were  signed 

	Quarterly
	Response protocols
signed with
70% of state
organs on the
approved priority
list 
	Enter into negotiations with state organs on priority list
	Enter into negotiations with state organs on priority list
	Enter into negotiations with state organs on priority list
	Response protocols
signed with
70% of state
organs on the
approved priority
list 

	
	Quarterly review and reporting on implementation of response protocols established during the previous financial year
	Quarterly
	Review and report quarterly on implementation of response protocols established during the previous financial year
	Review and report quarterly on implementation of response protocols established during the previous financial year
	Review and report quarterly on implementation of response protocols established during the previous financial year
	Review and report quarterly on implementation of response protocols established during the previous financial year
	Review and report quarterly on implementation of response protocols established during the previous financial year

	
	Report on evaluation of compliance with Public Protector Rules
	Quarterly
	Promulgate, pilot, train and monitor the implementation of the Public Protector  Rules
	N/A
	Promulgate, pilot, train and monitor the implementation of the Public Protector  Rules
	Train and monitor the implementation of the Public Protector  Rules
	Train and monitor the implementation of the Public Protector  Rules

	
	Number of workshops with organs of state
	Quarterly
	Conduct training for organs of state on the Public Protector Rules
	Conduct training for organs of state on the Public Protector Rules
	Conduct training for organs of state on the Public Protector Rules
	Conduct training for organs of state on the Public Protector Rules
	Conduct training for organs of state on the Public Protector Rules


Strategic Objective 3:  Promotion of Good Governance in the Conduct of all State Affairs
	Strategic Objective 3:  Promotion of Good Governance in the Conduct of all State Affairs

	Strategies
	Performance indicator
	REPORTING DATE
	2013/14 Target
	QUARTER
1 
	QUARTER
2
	QUARTER
3
	QUARTER
4

	S8. Effectively resolve systemic administrative deficiencies
	Number of 
systemic administrative deficiencies or interventions relating to  service delivery and incidents of maladministration and corruption identified and resolved 
	Quarterly
	Identify and resolve 1 systemic administrative  investigations or interventions relating to  service delivery,    maladministration and corruption per Branch  and per province
	Identify and submit project plans for systemic investigation / intervention
 
	Conduct systemic investigation / intervention 
 
	Finalise systemic investigation / intervention and  draft investigation and/or intervention reports
	Submit final reports for approval

	 S9. Effectively resolve own initiative investigations
	Number of own initiative investigations identified, investigated and concluded
	Quarterly
	Identify, investigate and resolve 1 own initiative investigation per branch
	Identify own initiative and submit for approval
 
	Conduct own initiative investigation 
	Finalise and draft own initiative investigation report. 
	 Submit final reports for approval. 

	S10. Investigate and handle all complaints relating to the Executive Members Ethics Act
	Compliance with the  Executive Members Ethics Act
	Quarterly
	100% compliance
with the  Executive Members Ethics Act
	Conduct investigations and comply 100% with sect 3 & 4 of the  Executive Members Ethics Act
	Conduct investigations and comply 100% with sect 3 & 4 of the  Executive Members Ethics Act
	Conduct investigations and comply 100% with sect 3 & 4 of the  Executive Members Ethics Act
	Conduct investigations and comply 100% with sect 3 & 4 of the  Executive Members Ethics Act

	S11. Ensure implementation of remedial action and the impact thereof
	Report on monitoring and management of investigations and implementation of remedial action  and the impact thereof
	Quarterly
	Quarterly report on implementation of remedial action and impact thereof
	Quarterly report on implementation of remedial action and impact thereof
	Quarterly report on implementation of remedial action and impact thereof
	Quarterly report on implementation of remedial action and impact thereof
	Quarterly report on implementation of remedial action and impact thereof

	S12. Leverage stakeholder and international relations for improved organisational performance 
	Date of hosting the general assembly
	Quarterly
	Host General Assembly by July 2013
	N/A
	Host General Assembly by July 2013
	N/A
	N/A

	
	Number of EXCO meetings held
	Bi-annual
	2
	0
	1
	0
	1

	
	% of planned AORC/AOMA courses performed
	Quarterly
	50%
	0%
	10%
	25%
	50%

	
	% of AORC/AOMA research outputs performed
	Quarterly
	50%
	0%
	10%
	25%
	50%

	
	Date of attendance of World Justice Forum and using the opportunity to network and benchmark
	Annual 
	Attendance of World Justice Forum in June 2013 
	Attend World Justice Forum in June 2013 
	N/A
	N/A
	N/A

	
	Date of appointment of international relations manager, director and other AORC staff
	Annual 
	31 March 2014
	Create job specifications
	Advertise the position of International Relations Manager
	Interview candidates
	Appoint International Relations Manager

	
	Public Protector contribution to ombudsman research and training through collaboration with the IOI and AORC/AU
	Bi-annual
	Conduct at least 2 workshops on AU shared values with identified African states
Create a database on Ombudsman/Public Protector jurisprudence 
	
	Create a database on Ombudsman/Public Protector jurisprudence
	Conduct 1 workshop on AU shared values with identified African states

	Conduct 1 workshop on AU shared values with identified African states



Strategic Objective 4: An Efficient and EFFECTIVE ORGANIZATION

	STRATEGIC OBJECTIVE 4: AN EFFICIENT AND EFFECTIVE  ORGANISATION

	Strategies
	Performance indicator
	REPORTING PERIOD
	2013/14 Target
	QUARTER
1 
	QUARTER
2
	QUARTER
3
	QUARTER
4

	S13.
Align all strategic objectives to the allocated budget for the financial year 

	% of strategic objectives within budget expenditure in the financial year
	Monthly 
	80% of strategic objectives achieved within 5.1% budget variance
	80% of strategic objectives achieved within 5.1% budget variance
	80% of strategic objectives achieved within 5.1% budget variance
	80% of strategic objectives achieved within 5.1% budget variance
	80% of strategic objectives achieved within 5.1% budget variance

	S14.
Improve governance controls
	Obtain unqualified audit report and compliance with zero significant findings
	Quarterly 
	Unqualified audit report with zero significant findings by 31 March 2014
	Address audit findings
	Address audit findings
	Address audit findings
	Unqualified audit report with zero significant findings by 31 March 2014

	
	Date of approval of 3-year ICT strategy 
	Quarterly 
	Develop and approve 3-year ICT strategy by 31 July 3013
	Develop 3-year ICT strategy 
	Approve 3-year ICT strategy by 31 July 3013
	Implement the approved ICT strategy 
	Implement the approved ICT strategy 


STRATEGIC OBJECTIVE 5: OPTIMAL PERFORMANCE AND SERVICE FOCUSED CULTURE
	STRATEGIC OBJECTIVE 5: OPTIMAL PERFORMANCE AND SERVICE FOCUSED CULTURE

	Strategies
	Performance

 indicator
	REPORTING PERIOD
	2013/14
	QUARTER

1 
	QUARTER

2
	QUARTER

3
	QUARTER

4

	S15. Ensure that the institution has the human capability to deliver on its mandate
	Date of approval of Human Resources  Capability Strategy that is aligned to organisational strategy 
	Annually 
	Approved Human Resources  capability strategy that is aligned to organisational strategy by 30 April 2013
	Approve Human Resources  capability strategy that is aligned to organisational strategy by 30 April 2013
	N/A
	N/A
	N/A

	
	% of approved and funded vacancies filled
	Monthly 
	95% of all approved and funded vacancies filled at all times
	95% of all approved and funded vacancies filled at all times
	95% of all approved and funded vacancies filled at all times
	95% of all approved and funded vacancies filled at all times
	95% of all approved and funded vacancies filled at all times

	S16. Improve on employee engagement 
	Number of surveys on employee behaviour conducted per  annum 
	Quarterly 
	1 survey on employee behaviour per annum 
	Prepare questionnaires 
	Conduct 1 survey on employee behaviour
Analyse the survey results and submit a recommendation for approval
	Implementation of the recommendations
	Implementation of the recommendations

	S17. Ensure that the institution is a high performing organisation
	Date of approval of Business Unit Scorecards 
	Annually 
	Approve 2014/2015 Business Unit Scorecards by 31 March 2014
	N/A
	N/A
	Develop draft strategic plan and business unit scorecards
	Approve 2014/2015 Business Unit Scorecards by 31 March 2014

	
	Date of approval of Individual scorecards
	Annually 
	Approve Individual scorecards by 30 April 2013
	Approve Individual scorecards by 30 April 2013
	N/A
	N/A
	N/A

	
	Date of completion of individual bi-annual performance discussions
	Bi-annually 
	31 October 2013
	Prepare for the individual bi-annual performance discussions 
	31 October 2013
	N/A
	N/A

	
	Number of quarterly performance reports on monitoring of business performance produced within a month after the end of a quarter
	Quarterly 
	4
	1
	1
	1
	1

	
	Date of roll-out of PP values and higher purpose statement 
	Bi-annually 
	Roll-out PP values and higher purpose statement by 31 March 2014
	Roll-out PP values and higher purpose statement to 6 provinces 
	Roll-out PP values and higher purpose statement to 3 provinces and head office
	N/A
	N/A

	
	Number of co-operative and stakeholder engagement activities
	Bi-annually 
	Benchmarking visits and joint ventures with 2 identified high performing  institutions 

	Benchmarking visits and joint ventures with 1 identified high performing  institution

	Planning for the visit
	Planning for the visit
	Benchmarking visits and joint ventures with 1 identified high performing  institution


	S18. Ensure that the institution is a service focussed organisation
	Date of approval of Customer Service policy 
	Quarterly 
	Develop and approve Customer Service policy by 30 March 2014
	Develop Customer Service policy 
	Develop Customer Service policy 
	Solicit comments on the draft policy
	Approve Customer Service policy 

	
	Number of quarterly reports produced relating to tracking and monitoring provincial performance against the Service Charter
	Quarterly 
	3
	0
	1
	1
	1
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