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Indicator title 

 

Publish an annual report that sets out the compliance 

status of all HEs and summarises the number and nature 

of the compliance notices issued. 

Definition  Publishing an annual report that sets out the compliance status 

of all HEs and summarises the number and nature of the 

compliance notices issued. 

Source of data Individual health establishment inspection report and provincial 

reports. 

Method of calculation / 

assessment 

A simple count of approved annual report that sets out the 

compliance status of all HEs and summarises the number and 

nature of the compliance notices issued. 

Means of verification 

 

Inspection register 

Approved annual report  

Assumptions Inspection reports will be published as required by the 

regulations.  

Disaggregation of 

beneficiaries (where 

applicable) 

N/A 

 

Special transformation 

(where applicable) 

N/A 

Calculation type 

 

Cumulative 

Reporting cycle 

 

Annually  

Desired performance 

 

1 

Indicator responsibility 

 

Executive Manager: Compliance Inspectorate 
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Programme 3: Complaints Management and Office of the Ombud 

Indicator Title 
 

Percentage of low risk complaints resolved within twenty-
five working days of lodgement in the call centre 

Definition Low risk complaints received through the Call Centre, logged on 
the OHSC Complaint Management System and responded to 
within 25 working days from date of logging. A complaint is 
resolved when it was signposted to the health establishment for 
action, an acknowledgement received from the health 
establishment and complainant informed OHSC of his/her 
satisfaction to the signposting. 

Source of Data Request Details input form. 
Method of 
Calculation / 
Assessment 

 

 

 
Means of Verification Complaints Register  

 
Assumptions Full human resource capacity within the Call Centre.  

Performance is predicated on the continued employment of the 
contract workers. 
 
The unresolved complaints carried over from the previous 
reporting period are included in the complaints register. 

Disaggregation of 
Beneficiaries (where 
applicable) 

Target for women: N/A 
Target for youth: N/A 
Target for people with disabilities: N/A 

Spatial 
Transformation 
(where applicable) 

N/A 

Calculation Type Cumulative (year- to-date) 
Reporting Cycle Quarterly 
Desired Performance Achievement of the target of 90% desirable 
Indicator 
Responsibility 

Director: CC&A 
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Indicator Title Percentage of user complaints resolved through assessment 

within 30 working days of receipt of a response from the 
complainant and/or the health establishment 

Definition Complaints assigned to assessors for screening and a final report 
tabled with appropriate decision within 30 working days from date 
of receipt of response to complaint request from the complainant 
and/or health establishment. The decision may be either to 
dispose, investigate or refer to external stakeholders in 
accordance with regulation 38 of the Procedural Regulations 
Pertaining to the Functioning of the Office of Health Standards 
Compliance and Handling of Complaints by the Ombud. 

Source of Data Request Details input form 
Method of 
Calculation / 
Assessment 

 

 

 
 

Means of Verification Screening SLA Report 
Assumptions Full human resource capacity of Assessors. Performance is 

predicated on the continued employment of the contract workers. 
 
The unresolved complaints carried over from the previous 
reporting period are included in the complaints register. 

Disaggregation of 
Beneficiaries (where 
applicable) 

Target for women: N/A 
Target for youth: N/A 
Target for people with disabilities: N/A 

Spatial 
Transformation 
(where applicable) 

N/A 

Calculation Type Cumulative (year- to-date) 
Reporting Cycle Quarterly 
Desired Performance Achievement of the target of 75% desirable. 
Indicator 
Responsibility 

Director: CC&A 
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Indicator Title 
 

Percentage of complaints resolved within 6 months through 
investigation 

Definition Complaints that are investigated within 6 months from date of 
assignment from Complaints Assessment Centre to the 
Complaints Investigations Unit. A final report, referral report to 
other entities and close out reports are produced.  

Source of Data Investigation register, Investigation Service Level Agreement 
(SLA) and final Investigation Report, Close out report and Referral 
to other entities report. 

Method of 
Calculation / 
Assessment 

 

 
Means of Verification A final report, referral report to other entities and close out report. 

 
A register of assigned complaints including the status of each 
complaint. 

Assumptions 100% funding of the vacant posts in the Complaints Investigation 
Unit. Performance is predicated on the continued employment of 
the contract workers. 
 
Cooperation from Health Establishment on submission of 
requested documents.  Availability of Quality Assurance system for 
the report. Established system for legal vetting of report. 
Appointment of expert/panel for expert opinion. 
 
We consider the open complaints at the beginning of the period 
under review plus unresolved complaints referred for investigation 
during the previous period. 

Disaggregation of 
Beneficiaries (where 
applicable) 

Target for women: N/A 
Target for youth: N/A 
Target for people with disabilities: N/A 

Spatial 
Transformation 
(where applicable) 

Private and public health care establishments across the 9 
provinces 

Calculation Type Non-cumulative 
Reporting Cycle Quarterly,  
Desired Performance 10% 
Indicator 
Responsibility 

Senior Investigator: Health Care Cases 
Executive Manager 
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Indicator Title 
 

Percentage of complaints resolved within 12 months through 
investigation 

Definition Complaints that are investigated within 12 months from date of 
assignment from Complaints Assessment Centre to the 
Complaints Investigations Unit. A final report, referral report to 
other entities and close out reports are produced.  

Source of Data Investigation register, Investigation Service Level Agreement 
(SLA) and final Investigation Report, Close out report and Referral 
to other entities report. 

Method of 
Calculation / 
Assessment 

 

 
Means of Verification A final report, referral report to other entities and close out report. 

 
A register of assigned complaints including the status of each 
complaint. 

Assumptions 100% funding of the vacant posts in the Complaints Investigation 
Unit. Performance is predicated on the continued employment of 
the contract workers. 
 
Cooperation from Health Establishment on submission of 
requested documents.  Availability of Quality Assurance system for 
the report. Established system for legal vetting of report. 
Appointment of expert/panel for expert opinion. 
 
We consider the open complaints at the beginning of the period 
under review plus unresolved complaints referred for investigation 
during the previous period. 

Disaggregation of 
Beneficiaries (where 
applicable) 

Target for women: N/A 
Target for youth: N/A 
Target for people with disabilities: N/A 

Spatial 
Transformation 
(where applicable) 

Private and public health care establishments across the 9 
provinces 

Calculation Type Non-cumulative 
Reporting Cycle Quarterly,  
Desired Performance 10% 
Indicator 
Responsibility 

Senior Investigator: Health Care Cases 
Executive Manager 
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Indicator Title 
 

Percentage of complaints resolved within 18 months 
through investigation 

Definition Complaints that are investigated within 18 months from date of 
assignment from Complaints Assessment Centre to the 
Complaints Investigations Unit. A final report, referral report to 
other entities and close out reports are produced.  

Source of Data Investigation register, Investigation Service Level Agreement 
(SLA) and final Investigation Report, Close out report and 
Referral to other entities report. 

Method of Calculation / 
Assessment 

 

Means of Verification A final report, referral report to other entities and close out 
report. 
 
A register of assigned complaints including the status of each 
complaint. 

Assumptions 100% funding of the vacant posts in the Complaints 
Investigation Unit. Performance is predicated on the continued 
employment of the contract workers. 
 
Cooperation from Health Establishment on submission of 
requested documents.  Availability of Quality Assurance 
system for the report. Established system for legal vetting of 
report. Appointment of expert/panel for expert opinion. 
 
We consider the open complaints at the beginning of the 
period under review plus unresolved complaints referred for 
investigation during the previous period. 

Disaggregation of 
Beneficiaries (where 
applicable) 

Target for women: N/A 
Target for youth: N/A 
Target for people with disabilities: N/A 

Spatial Transformation 
(where applicable) 

Private and public health care establishments across the 9 
provinces 

Calculation Type Non-cumulative 
Reporting Cycle Quarterly 
Desired Performance 10% 
Indicator Responsibility Senior Investigator: Health Care Cases 

Executive Manager 
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Programme 4: Health Standards Design, Analysis and Support 

Indicator title 
 

Number of recommendations for improvement in the 
healthcare sector made to relevant authorities 

Definition  The indicator will track the number of reports submitted to 
relevant authorities on an annual basis 
 

Source of data EWS, Annual returns and Inspection findings analysis reports 
Method of 
calculation / 
assessment 

A simple count of recommendations reports developed by 
HSDAS 
 

Means of 
verification 

Register to track reports developed and submitted to relevant 
authorities  

Assumptions Relevant authorities will cooperate and provide data for annual 
returns and EWS from health establishment 
 

Disaggregation of 
beneficiaries 
(where applicable) 

Target for women: N/A 
Target for youth: N/A 
Target for people with disabilities: N/A 

Special 
transformation 
(where applicable) 

N/A 

Calculation type Non-cumulative 
 

Reporting cycle Annual 
 

Desired 
performance 

3 Recommendation reports 

Indicator 
responsibility 

Executive Manager: HSDAS 
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Indicator title 

 

Number of guidance workshops conducted to facilitate 

implementation of the norms and standards regulations 

Definition  At least two training sessions to be provided to each province 

and each private health care organisation on an annual basis. 

 

Source of data Agendas, Attendance Registers, Presentations and Reports 

for each training session provided 

Method of calculation / 

assessment 

A simple count of the number of training sessions delivered. 

 

Means of verification Agendas, Attendance Registers, Presentations and Reports 

for each training session provided. 

Assumptions Health care personnel to be trained are made available for 

training. 

 

Disaggregation of 

beneficiaries (where 

applicable) 

Target for women: N/A 

Target for youth: N/A 

Target for people with disabilities: N/A 

Special transformation 

(where applicable) 

N/A 

Calculation type Cumulative 

Reporting cycle Quarterly 

Desired performance 24 

Indicator responsibility Executive Manager: HSDAS 
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Programme 5: Certification and Enforcement 

Indicator title 

 

Percentage health establishments issued with a certificate of 

compliance within 15 days from the date of the final 

inspection report 

Definition  Certified health establishments are health establishment found to 

be compliant with the norms and standards and are 

recommended for certification in the final inspection report. A final 

inspection report is an inspection report which would have been 

processed through preliminary, review and final stages. The 

report will also state the compliance status of a health 

establishment, grading level and will be accompanied by an 

 

Source of data Final Inspection report 

Method of calculation 

/ assessment 

 

 

 

Means of verification Inspection Register 

Assumptions HEs will comply with the norms and standards 

Disaggregation of 

beneficiaries (where 

applicable) 

N/A 

Special 

transformation (where 

applicable) 

N/A 

Calculation type Non-cumulative 

Reporting cycle Quarterly 

Desired performance 100% 

Indicator 

responsibility 

Director: Certification and Enforcement 
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Indicator title 

 

Percentage of health establishments against which 

enforcement action is initiated within 10 days from the date 

of the final inspection report 

Definition  Non-compliant health establishments referred for enforcement in 

the final additional inspection report. The final additional 

inspection report is report emanating from an additional 

inspection conducted in a health establishment which was found 

to be non-compliant with norms and standards during a routine 

inspection. The report will also state the compliance status of a 

health establishment, grading level and will be accompanied by 

 

Source of data Final Additional Inspection report 

Method of calculation / 

assessment 

 

 

Means of verification Inspection Register 

Assumptions HEs will not comply with the norms and standards 

Disaggregation of 

beneficiaries (where 

applicable) 

N/A 

Special transformation 

(where applicable) 

None  

Calculation type Non-cumulative 

Reporting cycle Quarterly 

Desired performance 100% 

Indicator responsibility Director: Certification and Enforcement 
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Indicator title 

 

Number of health establishment compliance status reports 

published every six months 

Definition  Compliance status report prescribed by Regulation 31 (1) (b) (ii) 

and (iii) is published every six months. The compliance status 

report will include the compliance certificates issued and 

enforcement hearings conducted, outcome of the hearing as 

well as the names and location of the health establishments. 

Source of data Certification and Enforcement Register 

Final inspection report 

Final additional inspection report 

 

 

Method of calculation / 

assessment 

A simple count of reports health establishment compliance 

status reports published every six months 

Means of verification Inspection Register 

Assumptions Inspections will be conducted 

Disaggregation of 

beneficiaries (where 

applicable) 

N/A 

Special transformation 

(where applicable) 

None  

Calculation type Cumulative 

Reporting cycle Bi-Annually 

Desired performance 2 

Indicator responsibility Director: Certification and Enforcement 

 

 
 


