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NARRATIVE ON BRIEFING TO THE PORTFOLIO COMMITTEE ON THE BATHO PELE PROGRAMME OF THE DPSA
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President Jacob Zuma said at his meeting with top managers in the public service held on 23 April 2010 that” What we need is a different type of public servant; a public servant who respects the citizens he or she serves. A public servant who values the public resources she has been entrusted to manage. We need a public servant who comes to work on time and performs his or her duties diligently”
The DPSA has embarked on many initiatives (collectively called Batho Pele) to try to achieve exactly what the President spoke about but before we speak of these initiatives it is important to understand the legislative frameworks that are in place.
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Batho Pele has its roots in a series of policies and legislative frameworks. 
Overarching/transversal legislative frameworks: 
	The Constitution of the Republic of South Africa of 1996 (as amended). 

Section 32 of the Constitution provides for the universal right of access to information held by the State to facilitate the exercise or protection of any right by citizens. E.g. the right to access public services in an equitable, convenient and cost-effective manner.
	The White Paper on the Transformation of the Public Service of 1995 (WPTPS) 

The Public Service Regulations
These prescripts seek to transform a culture of Public Service delivery from prescribing service packages to citizens, to putting citizens at the centre of service delivery. Accordingly, all government departments both national and provincial are compelled to align their service delivery mandates and service delivery improvement plans with the overall service delivery priorities of the government based on the needs of the citizens.
They call for the setting up of service standards, defining outputs and targets, and benchmarking performance indicators against international standards. Similarly, it also calls for the introduction of monitoring and evaluation mechanisms and structures to measure progress on a continuous basis. 
Transforming Public Service Delivery 
These legislative prescripts provide for the progressive increase of access to public services and promote efficient administration and good governance in the public sector. They include:
	White Paper on Transforming Public Service Delivery of 1997 

Promotion of Administration Justice Act (AJA) of 2000 
Public Finance Management Act of 1999 
These legislative prescripts also cover the creation of a culture of accountability, openness and transparency in public administration. The AJA prescribes that in order to give effect to the right to procedurally fair administrative action, the public should be consulted. It also emphasizes the citizens' rights to redress.
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The rationale for the development of a Batho Pele programme was born from a need for commitment to service excellence in how public servants delivery services everyday to citizens. It is not an additional task but integrated in the manner we approach our daily tasks in a professional and organized way which ensures excellent service delivery to citizens each and every time. Batho Pele is about real professionals doing real jobs addressing real issues which affect real people.
Batho Pele, a Sotho translation for 'People First', is an initiative to get public servants to be service orientated, to strive for excellence in service delivery and to commit to continuous service delivery improvement. It is a simple and transparent mechanism, which allows citizens to hold public servants accountable for the level of services they deliver.
Batho Pele is not an "add-on" activity. It is a way of delivering services by putting citizens at the centre of public service planning and operations. It is a major departure from a dispensation, which excluded the majority of South Africans from government machinery to the one that seeks to include all citizens for the achievement of a better-life-for-all through services, products, and programmes of a democratic dispensation.
Batho Pele Strategy on service delivery is developed to meet the following strategic objectives:
	To introduce a new approach to service delivery which puts people at the centre of planning and delivering services; 

To improve the face of service delivery by fostering new attitudes such as increased commitment, personal sacrifice, dedication; 
To improve the image of the Public Service; 
It has been noted that many public servants have not yet internalised Batho Pele as part of their day-to-day operation while providing services to members of the public. In order to deal with this, the Department of Public Service and Administration has developed a" Batho Pele revitalisation strategy" whose aim it is to inculcate the Batho Pele culture among the public servants and improve service delivery in the public service.
The eight Batho pele principles that have been coined are a commitment to continuous improvement. Further more it also enhances more innovative approaches to deliver services to citizens through a dedicated service delivery improvement programme. It further endavour to build effective relationships with the citizens as end users of public services.
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Consultation 
All national and provincial departments must, regularly and systematically, consult not only about the services currently provided but also about the provision of new basic services to those who lack them. Consultation will give citizens the opportunity of influencing decisions about public services, by providing objective evidence which will determine service delivery priorities. Consultation can also help to foster a more participative and co-operative relationship between the providers and users of public services. There are many ways to consult users of services, including customer surveys, interviews with individual users, consultation groups, and meetings with consumer representative bodies, NGOs and CBOs, including bodies representing previously disadvantaged groups. The method or methods adopted must be chosen to suit the characteristics of the users and consumers concerned. Whatever method is chosen, consultation must cover the entire range of existing and potential customers. It is essential that consultation should include the views of those who have previously been denied access to public services. Particular effort must be made to include the views of those who have been previously disadvantaged or who, due to geography, language barriers, fear of authority or any other reason, have previously found it hard to make their voices heard. The consultation process should be undertaken sensitively; for
example, people should not be asked to reveal unnecessary personal information, and
they should be able to give their views anonymously if they wish. Often, more than one method of consultation will be needed to ensure comprehensiveness and representativeness. The results of the consultation process must be reported to the relevant Minister/MEC/ executing authority and the relevant Portfolio Committee, and made public, for example through the media The results should also be widely publicized within the organisation so that all staff are aware of how their services are perceived. The results must then be taken into account when decisions are made about what services are to be provided, and at what level. Consultation must be conducted intelligently. It should not result in a list of demands that raise unrealistic expectations; rather, it should reveal where resources and effort should be focused in future to meet the public's most pressing needs. The outcome should be a balance between what citizens want and what national and provincial departments can realistically afford - and have the resources and capacity to deliver. 
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Setting service standards

 National and provincial departments must publish standards for the level and quality of services they will provide, including the introduction of new services to those who have previously been denied access to them. In the case of certain services, such as health, or education, national departments, in consultation with provincial departments, may set standards which will serve as national baseline standards. Individual provinces may then set their own standards, provided these meet or exceed the national baseline. Provincial departments may also set additional standards for aspects of service not covered by national norms. Similarly, departments may set intra-departmental service standards which will serve as minimum norms for their institutions and components. These internal institutions and components may also set additional service standards for aspects not covered by intra-departmental norms. Service Standards must be relevant and meaningful to the individual user. This means that they must cover the aspects of service which matter most to users, as revealed by the consultation process, and they must be expressed in terms which are relevant and easily understood. Standards must also be precise and measurable, so that users can judge for themselves whether or not they are receiving what was promised. Some standards will cover process, such as the length of time taken to authorize a housing claim, to issue a passport or identity document, or to answer letters. Other standards will be about outcomes. In the health area, for example, standards might be set for the maximum time a patient should have to wait at a primary health care clinic, or for a non-urgent operation; or for the information they are entitled to receive about their treatment, and about who is responsible for their case. Service Standards must be set at a level which is demanding but realistic. This means that they should reflect a level of service which is higher than that currently offered but which can be achieved with dedicated effort, and by adopting more efficient and customer-focused working practices. To achieve the goal of making South Africa globally competitive, standards should be benchmarked against international standards, taking into account South Africa's current level of development.
The overall responsibility for decisions about what services are to be provided and at what level, rests with elected representatives - Ministers/ MECs/ other executing authorities - who are accountable to the legislature for implementing Government policies and for the proper use of public money. Service Standards must therefore have the approval of the relevantMinister/MEC/ executing authority before they are adopted. This need not require Ministers/ MECs/ other executing authorities to be personally involved in the detail of service delivery programmes. The process will normally be conducted by presenting the Minister/ MEC/ executing authority with the results of the consultation exercise, and proposing for his or her approval, the key standards to be set in priority areas together with a strategic plan for achieving them.
Once approved, Service Standards must be published and displayed at the point of delivery and communicated as widely as possible to all potential users so that they know what level of service they are entitled to expect, and can complain if they do not receive it. Publishing standards is not enough, however. Performance against standards must be regularly measured and the results published at least once a year, and more frequently where appropriate. These steps form an essential mechanism to enable the public to hold national and provincial departments to account for their performance. They are also essential tools to track improvements in services from year to year, and to inform subsequent decisions about the levels to which standards should be raised in future.
Performance against standards must be reviewed annually and, as standards are met, so they should be progressively raised, year on year. Once set and published, standards may not be reduced If a standard is not met, the reasons must be explained publicly and a new target date set for when it will be achieved Increasing access One of the prime aims of Batho Pele is to provide a framework for making decisions about delivering public services to the many South Africans who do not have access to them. Batho Pele also aims to rectify the inequalities in the distribution of existing services. Examples of initiatives by government to improve access to services include such platforms as the Gateway, Thusong centres, CDWs and Call Centres. 
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Access

While some South Africans enjoy public services of first world quality, many others live in third world conditions. One of the prime aims of Batho Pele is to provide a framework for making decisions about delivering public services to the many South Africans who were and still are denied access to them. Batho Pele also aims to rectify the inequalities of distribution in existing services. All national and provincial departments are required to specify and set targets for progressively increasing access to their services for those who have not previously received them. In setting these targets, institutions which promote the interests of previously disadvantaged groups, such as the Gender Commission, and groups representing the disabled should be consulted.
One significant factor affecting access is geography. Many people who live in remote areas have to travel long distances to avail themselves of public services. In drawing up their service delivery programmes, national and provincial departments must develop strategies to eliminate the disadvantages of distance, for example, by setting up mobile units, and redeploying facilities and resources closer to those in greatest need. Another significant factor is the lack of infrastructure, which exacerbates the difficulties of communication with and travel to remote areas. There are other barriers to access - social, cultural, physical, communication and attitudinal, for example - which need to be taken into account. Service delivery programmes should therefore specifically address the need to progressively redress the disadvantages of all barriers to access.
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Ensuring courtesy 

The concept of courtesy goes much wider than asking public servants to give a polite smile and to say 'please' and 'thank you', though these are certainly required. The Code of Conduct for Public Servants issued by the Public Service Commission, makes it clear that courtesy and regard for the public is one of the fundamental duties of public servants, by specifying that public servants treat members of the public "as customers who are entitled to receive the highest standards of service". Many public servants do this instinctively; they joined the public service precisely because they have a genuine desire to serve the public. The Principles of Batho Pele require that the behaviour of all public servants is raised to the level of the best. National and provincial departments must specify the standards for the way in which customers should be treated. These are to be included in their departmental Codes of Conduct. These standards should cover, among other things: 
·  greeting and addressing customers;
·  the identification of staff by name when dealing with customers, whether in person, on the telephone or in writing;
·  the style and tone of written communications;
·  simplification and 'customer-friendliness' of forms;
·  the maximum length of time within which responses must be made to enquiries;
·  the conduct of interviews;
·  how complaints should be dealt with;
·  dealing with people who have special needs, such as the elderly or infirm;
·  gender; and
·  language.

The performance of staff who deal with customers must be regularly monitored, and performance which falls below the specified standards should not be tolerated. Service delivery and customer care must be included in all future training programmes, and additional training should be given to all those who deal directly with the public, whether face-to-face, in writing or on the telephone. This should not require the injection of large amounts of additional resources: it is more a case of reorienting existing training courses to focus on service delivery. Of equal importance to formal training, is the example set by senior managers, and the day-to day guidance of immediate supervisors. Junior staff quickly pick up the unspoken messages about an organisation's values from the way their seniors behave. All managers have a duty to ensure that the values and behavioural norms of their organisations are in line with the Principles of Batho Pele. An important aspect of encouraging customer-focused behaviour is to provide staff with opportunities to suggest ways of improving service and for senior managers to take these suggestions seriously. This applies particularly to staff who come into regular contact with the public because they usually have an accurate appreciation of their needs and concerns. All managers should ensure they receive first-hand feedback from front-line staff, and should personally visit front-line staff at regular intervals to see for themselves what is happening
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Providing information  

Information is one of the most powerful tools at the customer's disposal in exercising his or her right to good service. National and provincial departments must provide full, accurate and up-to-date information about the services they provide, and who is entitled to them. This must be done actively, in order to ensure that information is received by all those who need it, especially those who have previously been excluded from the provision of public services. The consultation process should also be used to find out what customers and potential customers need to know, and then to work out how, where and when the information can best be provided. Implementing Batho Pele will require a complete transformation of communication with the public. Information must be provided in a variety of media and languages to meet the differing needs of different customers. This is essential to ensure the inclusion of those who are, or have previously been disadvantaged by physical disability, language, race, gender, geographical distance or in any other way.
Written information should be plain and free of jargon, and supported by graphical material where this will make it easier to understand. There should always be a name and: contact numberfor obtaining further information and advice. All written information should be tested on the target audience for readability and comprehensiveness. However, it should not be assumed that written information alone will suffice: many people prefer to receive information verbally, so that they can ask questions and check their understanding. As a minimum, information about services should be available at the point of delivery, but for users who are far from the point of delivery, other arrangements will be needed. Schools, libraries, clinics, shops, and local NGOs and CBOs are all potential distribution points; information notices on trees in rural areas, and toll-free telephone helplines, in a variety of languages, where needed, can be extremely
effective. Service providers should also make regular visits to remote communities to
disseminate information.
Slide 19
Openness and transparency 

Openness and transparency are the- hallmarks of a democratic government and are fundamental to the public service transformation process. In terms of public service delivery, their importance lies in the need to build confidence and trust between the public sector and the public they serve. A key aspect of this is that the public should know more about the way national and provincial departments are run, how well they perform, the resources they consume, and who is in charge. The mechanism for achieving this will be an Annual Report to Citizens published by each national and provincial department setting out, in plain language:
·  staff numbers employed, and the names and responsibilities of senior officials;
·  performance against targets for: improved service delivery, financial savings, and increased efficiency;
·  resources consumed, including salaries and other staff costs, and other operating expenses;
·  any income, such as fees for services;
·  targets for the following year; and
·  a name and contact number for further information.

These Reports to Citizens are not a substitute for national and provincial departments' formal annual reports. Their aim is, in one or two pages of straightforward language, to provide the public with key information which they are entitled to know. Reports to Citizens should be publicised as widely as possible and should also be submitted to national and provincial legislatures in order to assist the relevant Portfolio Committees in scrutinising and monitoring departmental activities. Additionally, national and provincial departments may utilise events such as open days, preferably not during normal working hours, to invite citizens to visit the department or institution to meet with all levels of officials to discuss service delivery issues, standards, problems, etc. These events can also provide the department or institution with an opportunity to advertise their services to citizens.
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Redress 

The capacity and willingness to take action when things go wrong is the necessary counterpart of the standard setting process. It is also an important constitutional principle. There are a number of institutions, such as the Public Protector, the Human Rights Commission and the Auditor-General, which serve to protect the public from maladminstration and impropriety by government departments. However, such institutions should be seen as a last resort by citizens after exhausting departmental remedies, and are not a substitute for swift, effective action by service deliverers when services are falling below the promised standard. The Batho Pele principle of Redress requires a completely new approach to handling complaints. Complaints are seen by many public servants as a time consuming irritation. Where complaints procedures exist, they are often lengthy and bureaucratic, aimed at defending the department's actions rather than solving the user's problem. Many departments have no procedures for regularly reviewing complaints in order to identify systemic problems. Indeed many organisations do not collect any statistics about the number and type of complaints they receive. Often, 'complaints' are counted as such only when they are submitted in writing through the formal channels. Yet many members of the public do not bother using these channels because they have no confidence in their effectiveness, and because they find the process time-consuming and sometimes daunting. As a result, public sector organisations frequently underestimate the level of dissatisfaction which exists. The first steps, therefore, are to acknowledge that all dissatisfaction, expressed in writing or verbally, is an indication that the citizen does not consider that the promised standard of service is being delivered; and then to establish ways of measuring all expressions of dissatisfaction. Staff should be encouraged to welcome complaints as an opportunity to improve service, and to report complaints so that weaknesses can be identified and remedied. The head of each depar~nent should regularly and personally review complaints, and how they have been dealt with. National and provincial departments are required to review and improve their complaints systems, in line with the following principles: 
Accessibility.
Complaints systems should be well-publicised and easy to use. Excessive formality
should be avoided. Systems which require complaints to be made only in writing may
be convenient for the organisation but can be off-putting to many customers.
Complaints made in other ways, such as face-to-face, or by telephone, should
therefore also be welcomed.
Speed.
The longer it takes to respond to a complaint, the more dissatisfied customers will
become. An immediate and genuine apology together with a full explanation will
often be all that they want. Where delay is unavoidable, the complainant should be
kept informed of progress and told when an outcome can be expected.
Fairness.
Complaints should be fully and impartially investigated. Many people will be nervous
of complaining to a senior official about a member of their staff, or about some aspect
of the system for which the official is responsible. Wherever possible, therefore, an
independent avenue should be offered if the complainant is dissatisfied with the
response they receive the first time round.
Confidentiality.
The complainant's confidentiality should be protected, so that they are not deterred
from making complaints by feeling that they will be treated less sympathetically in
future.
Responsiveness.
The response to a complaint, however trivial, should take full account of the
individual's concerns and feelings. Where a mistake has been made, or the service has
fallen below the promised standard, the response should be immediate, starting with
an apology and a full explanation; an assurance that the occurrence will not be
repeated; and then whatever remedial action is necessary. Wherever possible, staff
who deal with the public directly should be empowered to take action themselves to
put things right.
Review.
Complaints systems should incorporate mechanisms for review and for feeding back
suggestions for change to those who are responsible for providing the service, so that
mistakes and failures do not recur.
Training.
Complaints handling procedures should be publicised throughout the organisation and
training given to all staff so that they know what action to take when a complaint is
received.
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Value for money 

Improving service delivery, and extending access to public services to all South Africans must be achieved for reducing public expenditure and creating a more cost-effective public service. The Batho Pele initiative must be delivered within departmental resource allocations, and the rate at which services are improved will therefore be significantly affected by the speed with which national and provincial departments achieve efficiency savings which can be ploughed back into improved services. Many improvements that the public would like to see often require no additional resources and can sometimes even reduce costs. A courteous and respectful greeting requires no financial investment. Failure to give a member of the public a simple, satisfactory explanation to an enquiry may result in an incorrectly completed application form which will cost time and money to put right. A few hours each month of a senior manager's time spent talking to their customers - and the staff who serve them - may be worth hundreds of rends in research fees. One of the key aims of Batho Pele will therefore be to search for ways to simplify procedures and eliminate waste and inefficiency. All national and provincial departments will be required, as part of their service delivery improvement
programmes, to identify areas where efficiency savings will be sought, and the service
delivery improvements which will result from achieving the savings.
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In order for the revitalization of Batho Pele to succeed, organizational culture has to be changed to accommodate Batho Pele as a way of life. This means that departments should take stock of their values, as well as behaviours and attitudes of employees. Departments would then be able to take necessary steps to prepare public servants for the revitalized Batho Pele Culture of responsiveness, efficiency and effectiveness in delivering services to the public.
The New Belief Set namely "we belong, we care, we serve" clearly captures the revitalized Batho Pele culture. The Belief Set is intended to endorse the eight Batho Pele Principles. A belief set is a value system, which serves as a relatively permanent ideal that should influence and shape the general nature of public servants' behaviour. For it to have maximal impact, a Belief Set should be an integral part of any service delivery operations, strategic planning and implementation strategy of all programmes and not an "add-on".
We belong - Public servants are social-beings whose needs should be recognised and fulfilled. This recognition of needs will instil a sense of belonging to the public service family. We belong because we are recognized and rewarded for living Batho Pele. Citizens who feel satisfied, will certainly develop a spirit of patriotism towards the country and will also feel a sense of belonging. In practical terms, this part of the belief set underscores the importance of the human resources function. It is their responsibility to ensure that practices, processes, systems such as conditions of service, rewards and recognition as well as training and development among others, foster a sense of belonging among public servants.
Furthermore, this Belief Set is also about:
	Encouraging a spirit, culture and practice of collaboration, teamwork and collegiality among all public servants thereby fostering effective intergovernmental relations. 

Building a learning Public Service. 
Fostering partnerships with the recipients and beneficiaries of public services and thus ensuring that the public service is responsive to people's needs in line with the notion of "Putting People First". 
We care - Public servants should be courteous when providing services to the public by listening to their problems, apologising when necessary, and serving people with a smile. We care because we are devoted to doing a job to the end, ensuring that we deliver beyond customer expectations. Public servants should respect all citizens irrespective of background, gender, colour or creed.
We serve - In order to have a sense of service; the public service should develop service standards, provide information, seek service delivery solutions and go beyond the call of duty -. We serve by delivering quality services and making citizens look forward to receiving world-class integrated service delivery. This could be achieved by:
	Anticipating customer needs through the introduction of regular customer surveys on the type of services citizens would want to receive. 

Offering integrated service delivery through institutions like thusong centres and other innovative forms of service delivery in communities. 
Going beyond the call of duty even under difficult circumstances where there are limited resources. 
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A 2003 Public Service Commission Survey found there were differential levels of implementation of the 8 Principles of Batho Pele and highlighted the following challenges which are being addressed by the introduction of the Batho Pele Revitalisation Strategy in order to ensure compliance
“Public Servants lack practical skills to apply the Batho Pele principles”
“Narrow and uneven interpretation of Batho Pele”
“ No service standards are set to mediate citizen expectations of service delivery”
“Service Delivery Improvement programmes are not aligned with service delivery capacity and resources in departments”
“Service Improvement is seen as a separate campaign and not integrated into the daily core business of departments” 
“Service Delivery Improvement programmes were merely listing procedures without necessarily indicating how an improvement of quality, quantity or efficiency level  will be attained by departments” 
“Batho Pele principles had to change the historical attitudes of how frontline personnel work and behave towards the public in the delivery of services” 
“Lack of adherence to basic Public Administration practices”
“Batho Pele principles had to be incorporated into the Performance Management System of all departments” 
“Absence of basic requirements in departments, e.g. service standards, service delivery improvement plans, signage, redress mechanisms”
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The responsibility for developing and implementing a service Delivery Charter vests with the institutions or bodies responsible for delivering services to the public. Operational managers must involve their frontline staff in the process of developing a Service Delivery Charter. They must be encouraged to take ownership of the values and principles expressed in the Charter. In the final analysis, the responsibility of implementing the Charter vests with the individuals who are at the coalface, namely, the frontline staff. Without their commitment and support, improving service delivery will remain a distant, idealistic dream.

A Service Delivery Charter is a statement of commitment that a department or component makes towards service delivery. It should be developed to suit the needs of individual departments or components. 

There is no rigid format, but it should address the following: 

The name of the department or component. 

The physical, postal and e-mail addresses of the department/component. 

The days and times that the department/component is open to the public. 

A list of the services provided. 

A statement of the service standards that customers can expect. 

An explanation of how queries and/or complaints will be dealt with. 

A statement of the customer’s rights. 

A statement of the customer’s obligations. 

A pledge to maintain service delivery standards. 


Developing a Service Delivery Charter is a consultative process and affords managers an opportunity of learning about the organisation itself and communities it serves. 

Consultation as such lends to the following learning opportunities: 

 understanding the circumstances of your customers 

 knowing what your customers need and expect; 

 understanding one’s own shortcomings; 

 understanding one’s own limitations; 

 realising what is realistic and “doable” and what is not; and 

 coming to a deeper understanding of Batho Pele or putting “people first”. 

Improving service delivery is a continuous, progressive process, it is never complete and as standards are met, new standards should be set. This on-going process allows for learning and improvement. 

The following guidelines should be borne in mind developing a Service Delivery Charter: 

 get buy-in and commitment; 

 set realistic targets; 

 communicate widely; and 

 reward staff. 

 
The objectives of developing a Service Delivery Charter are many. However, in the main, the purpose of such a Charter is to express a commitment to service delivery in which: 

 published standards of service delivery are maintained; 

 the treatment of all end-users as customers is encouraged; 

 customers’ rights are protected; 

 relationships with customers are enhanced; and, finally, 

 the transformation of the public service from a rules bound bureaucracy to a results driven organisation is accelerated. 


The Batho Pele principles have already been listed. It is clear that a Service Delivery Charter embodies most, if not all of these principles, in that it must: 

 Specify the services provided, which must be decided in consultation with the customers. 

 Provide information on where the services may be accessed. 

 State the customer’s rights and obligations to facilitate courtesy. 

 Provide full information on what services are provided and where they can be accessed. 


Before Service Standards are considered, it must be  understood what is meant by a standard. The dictionary defines a standard as “a basis of measurement” and “a definite level of excellence”. For example, a metre is an accepted unit of measure, so when someone says that the standard length of a particular object, say a soccer field is 75 metres, we make sure that when we build a soccer field it complies with the standard and is 75 metres long. 100. Another example of applying standards is to define a distinction in a subject at school or university as a mark of 75% or better. All students then know that in order to achieve a level of excellence they have to get a distinction, which means they must get a mark of at least 75%. 

The above examples illustrate two important characteristics of standards, namely that they must be: 

 specific and measurable. The statement that a soccer field must be 75 metres in length and not 73 or 78 metres, is specific and it is measurable; and 

 agreed by all users of the standard, for example, everyone must agree that a soccer field must be 75 metres in length and not 1000 yards or 2580 feet. If there is no agreement or consensus, the standard cannot be applied because the result of the measurement will not be accepted by all parties. 

Other characteristics of standards are that they must be achievable, realistic and time-bound. In other words it is no use setting standards that cannot be achieved. For example, stating that in order to qualify for the South African Olympic team sprinters must record three times of under 9,5 seconds for the 100 metre sprint in the past three months. As no one has ever run the 100 metres in under 9,5 seconds, the standard would not be “achievable” and, in fact, it would not even be realistic, even if it is “time-bound”. 
A simple guide in setting standards is to remember that they must be S.M.A.R.T.E.R In other words they must be: 

 Specific; 

 Measurable; 

 Achievable; 

 Realistic;  

 Time-bound; 

 Evaluated; and  

 Reviewed. 


Service standards are specific, measurable statements of the level of performance required and promised, containing characteristics associated with excellence. These characteristics are used for measuring or evaluating actual performance or service delivered. This enables customers to judge whether or not they are receiving the standard of service that was promised. 
Fundamentally there are four basic categories or types of standards, namely: 

 Quantity; 

 Quality; 

Time; and 

Cost. 

In other words: “How much has to be done or how many have to be produced, complying with what quality standard, for example SABS compliant or in accordance with the specifications of the Public Service Regulations, etc, by when and at what cost or within what budgetary constraints. 
The eight Batho Pele principles are sometimes regarded as being values that describe a desired attitude to service delivery, rather than standards. While we would not want to take issue with this point of view, we prefer to regard the Batho Pele principles as a “Quality” standard. We believe one of the essential tests of good service delivery should be whether it complies with the eight principles of Batho Pele.
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Batho Pele Revitalization Programme Cabinet approved that Batho Pele be cascaded to all spheres of government including local government as part of the strategy to revitalise the implementation through the following four themes with various flagship projects: 
	Taking Public Services to the People;

Know your Service Rights Campaign;
Putting People first; and
Mainstreaming, institutionalising, sustaining and fostering accountability for the implementation of Batho Pele. 
Many public servants have not yet internalised Batho Pele as part of their day-to-day operation while providing services to members of the public. In order to deal with this, the Department of Public Service and Administration has developed a “ Batho Pele Revitalisation Strategy” whose aim is to inculcate the Batho Pele culture among the public servants and improve service delivery in the public service. This Revitalization strategy was endorsed by Cabinet in 2004.
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Access strategy To address the challenges that communities face in accessing government services, government developed the Government-Wide Access Strategy, which aims to facilitate a more people-centric approach to service delivery. The aim of this initiative is to bring government closer to the people through the development of different integrated service delivery access mechanisms and channels. During the 21 months, the DPSA has piloted the concept of an integrated service centre in an urban mall environment.
Geographic Information System The DPSA has developed a Geographic Information System that includes spatial data on the location of service delivery points of departments. The aims of the GIS are to provide people with a view of where the service points of different government departments are located geographically across the country. It will also provide a geographic perspective of the distribution of public servants across the country. Currently the DPSA is developing a step-by-step guideline that will assist departments to develop geographic access norms for their service delivery points and to conduct accessibility studies. A process is also being developed to geo-codify information on PERSAL. The aim is to depict geographically where public servants are employed across the country and to determine whether service delivery points are adequately resourced to provide quality services to people.
Community Development Workers The purpose of community development workers is to work with government and other stakeholders in order to help bridge the gap between government and community, and strengthen integration and coordination  between services  provided by government  and access to these services by communities. The programme was revived in 2009 for more
	Effective  implementation of Access Strategy

Support to Developmental Local Government 
Strengthened role in war on Poverty Campaign
Currently around 3000 CDWs have been appointed.
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Know your service rights campaign (KYSR) The KYSR campaign seeks to create a platform that will enable citizens to interact directly with the public service and its services through relevant, but effective mechanisms that promote co-orporation. This drive reinforces the public service's commitment to realizing its vision of creating a better life for all by improving the manner in which services are delivered to people of this country. To date two publications of the booklet have been developed and distributed. The publications deal with the social sector and the criminal justice cluster. In total 274 000 booklets have been distributed. 
Slide 44
Service delivery Improvement Plans Only 60% of all departments submitted SDIPs. Training of practitioners is taking place through PALAMA where 20 consultants were trained on the train the trainer basis and 337 departmental functionaries had been trained to develop SDIPs. Departments are required to publish their service standards in an annual Statement of Public Service Commitment or Service Charter. These service standards must specify the level (quantity) and quality of services, and they may cover processes, outputs and outcomes. They must be set at a demanding but realistic level to be reached by adopting more efficient and customer-focused working practices. Two surveys are being conducted to establish the baseline for the publishing of service standards by way of service charters. A drive is also taking place to determine how departments go about developing service standards to establish if there is a need for a common methodology in government to develop service standards.
Slide 45
Project Khaedu Cabinet decided in August 2004 that all SMS members must, during every performance review cycle, be deployed to the coalface of service delivery and that this must be incorporated into their Performance Agreements as one of their Key Performance Areas. The DPSA has therefore, developed and piloted Project Khaedu as a process to facilitate and ensure successful deployments to the coalface.
Slide 46
Batho Pele Change Management Engagement Programme The dpsa continue to roll-out and cascade Batho Pele through the Batho Pele Change Management Engagement Programme across the 3 spheres.   The change engagement programme seeks to orientate officials to the spirit and practice of Batho Pele ethos.
Slide 47
Public Service Week intends  to:
	Expose senior and middle managers to service delivery challenges by deploying them to the coalface of service delivery; 

Identify frontline challenges and develop plans for corrective action; and 
Encourage Senior Managers of all departments to interface with the citizens. 
These objectives are achieved by implementing the Batho Pele Cabinet themes like "Service User Relations Management"  and to ensure that all Senior Management Service (SMS) members undergo a compulsory deployment to service delivery points during every performance cycle. The compulsory annual deployments over and above the initial deployment with the Khaedu course have not always taken place.
The deployment week holds promise as it could be used as a showcase of all the service delivery improvement initiatives that take place in government and should continue.
Slide 48
Africa Public Service Day is now an entrenched strategic event on the African Union calendar. The fundamental objective enshrined in the APSD is the provision and delivery of value and quality public services to Africa’s citizens. It furthermore gives due recognition to the working conditions and the quality of officials who devote their lives to diligently serve the various citizens. Another equally important consideration is the facilitation of positive service outcomes and the quality of interaction between citizens and the public service. APSD serves as a platform for the Public/ Civil Service to showcase and reward good initiatives and achievements in the public sector. It also provides an invaluable opportunity for public servants to promote values such as professionalism, accountability, responsiveness, ethics and performance in the delivery of public services. Unannounced site visits Unannounced site visits seeks to improve service delivery by identifying areas of deficiency in delivering services to our citizens. Currently DPSA is planning site visits for the Minister and Deputy Minister during the required ten Imbizos.
Slide 49 – 55
The Batho Pele Impact Assessment (BPIA) approach was launched by the Minister for Public Service at the 8th Batho Pele Learning Network held in November 2009 at KZN.  Implementation is set to take place across the three spheres of Government is realize the intended impact of Batho Pele towards continuous service delivery improvement.   The main purpose of the BPIA is to demonstrate the practical integrated implementation and impact of Batho Pele principles to achieve measurable improvements in the level of quality of service delivery.
The Minister further pronounced that, implementation of this approach should be informed and supported by the following key elements:
	Identification of key service delivery issues;

Strengthening / development of appropriate; structures to support implementation;
Strategies to inform;
Monitoring and evaluation measures;
Reporting and Accountability.

The above meant the need put in place the following measures to kick-start the process:
	Identification of outcome indicators.

Development of output measures.
Development and implementation of a set of activities to support the roll-out.
Follow-up process that will allow each of the province/department/municipality to work on their assigned principle. 

Progress made towards Batho Pele Impact Assessment across the three spheres is as follows:
A draft concept document of BPIA was developed to inform and support implementation as well as a communication strategy to create awareness and popularize the approach.  
Furthermore, there were two strategic workshops of the National Batho Pele Co-ordinators which incorporate the three spheres in January and March 2010. 
The first workshop took place in January 2010 and the main purpose thereof was to share and have a common understanding of the Minister’s pronouncement during the BPLN.  This was a facilitated workshop.  There were three commissions which looked at the following:
The implementation plan:  This covered all aspects of implementation which included the need for a robust communication and a creation of awareness of the approach through a high level national launch.  This work also assisted the team in finalise the logical framework for the programme.

 Stakeholder analysis:  The other commission looked at the stakeholder analysis across the three spheres, the ranking and importance thereof.

Monitoring and evaluation: The commission discussed the approach towards monitoring and evaluation.  The discussion and input took into account what is available across the three spheres and how that information will be used to enable the monitoring and evaluation process.  The issue of the baseline and consensus around that was broadly agreed upon, however, there is a need to explore it further to enable the move towards national baseline which will enable the dpsa to finalise generic indicators of BP principles. 

General consensus was reached to move towards the development of integrated impact assessment plans that cut across provinces.  National Departments and provinces should support the implementation of principles in provinces where they are based.

Presentations were also done to strategic provincial service delivery transformation structures on request in the Provinces of Limpopo and Kwa-Zulu-Natal and North West to have a common understanding of the approach and agree on the roles and responsibilities with the support of the Office of The Premiers. 

Presentation to the dpsa MANCO and the formation of a departmental task-team to inform an integrated approach.

The second workshop took place in March 2010 and it was a follow-up on the January proposals which included the discussion and sharing of the various integrated workplan.   

The dpsa team made a presentation that integrated the Minister’s outreach programme (dates which were obtained from Ministry have since been changed; however, all the role players have been updated accordingly).

Five of the nine provinces made formal power-point presentations of their integrated impact assessment plans which incorporated monthly themes.

Four of the remaining made verbal input in terms of how their provinces were going to implement the BPIA approach.  Some national departments like Correctional Service and SAPS also made their presentations.  A plea was made for a formal intervention on the national departments as they are the weakest link towards implementation of the new approach.  The national departments may also affect provincial implementation plans if they are not organized.

Provincial presentations also provided the status quo in terms of the recognition and awarding of excellence.  All provinces do have the Premier’s/Batho Pele Excellence Awards as well as separate departmental awards.  Implementation and consistency differ.  Most of these awards are supposed to be annual, except in exceptional cases, e.g. Limpopo and KZN only had their 2009 Excellence awards during 2010. 

The March meeting also led to the discussion and finalization of the forum’s annual work plan which incorporated the BPIA and the Minister’s outreach programme.

The urgent need to strengthen implementation through the integrated approach by the Minister’s Portfolio led to the formation of the MinPort task team to drive the integrated approach of the Minister’s outreach programme in the context of the BPIA.  The draft terms of reference to support the work of the team was developed and is attached.  The terms were utilized to plan and drive the recent outreach programme of the Minister in Limpopo on 10 May 2010.

Slide 56 – 60
The BPIA links directly to output one of outcome twelve by taking forward various initiatives to support the activities mentioned under output one. 
For the outcome “An efficient and development oriented public service” the Implementation Forum must focus on the following outputs: 
Output 1: Service delivery quality and access
Output 2: Human resource management and development
Output 3: Business processes, systems, decision rights and accountability management
Output 4: Tackling corruption in the public service
 
Output 1: Service delivery quality and access
Service-user satisfaction 
Satisfaction surveys of public services are an important way to assess if we are improving. The current satisfaction level of 58% is targeted for improvement to 75% by 2014. In addition we would like your Implementation Forum to develop citizen scorecards for a sample of communities and begin tracking with 2010 as the base year.
Responsiveness
Public services are experienced in a number of face to face environments. We need to develop a set of measures to assess if we being responsive and improving turnaround times. I would like to see a range of reports that measure waiting times at hospitals, home affairs offices and vehicle licensing offices amongst others. More specifically, I would like to see reports on the extent to which services are reaching targeted populations. For example, the percentage of 16 year olds with identity documents could be measured. 
Value for money
With regard to increasing value for money (or unit cost for a defined level of service), I would like your Implementation Forum to develop baseline information on the unit cost of services, to set realizable targets for improvements in the unit cost of services, to develop plans for how these improvements will be achieved, and to produce reports on the degree to which these targets are being achieved.
Access
With regard to access, I would like your Implementation Forum to develop targets for the maximum distance to be travelled by citizens to obtain access to key government services, to develop plans for the progressive realization of these targets, and to produce reports on progress with the achievement of these targets.

Slide 61 – 63
Batho Pele as a centrally driven program will not have the necessary impact and therefore it needs to be a collaborative program across the three spheres of government to ensure continuos service delivery improvement. The following are examples of collaborative engagements that need to take place:
Utilisation of CDWs as foot soldiers for public service access
Utilisation of  the Thusong service centers as key service delivery points
Focus on frontline institutions as interface with citizens regarding 5+2 priority areas 
Utilisation of the AG to enforce BP implementation through reporting mechanisms 
Collaborate with local government  on service delivery challenges and work to deliver integrated services to citizens
Improve communications with stakeholders and general public to identify service delivery gaps and improve excellence
The following compliance measure is also important
Implement Compulsory Compliance measures through performance instruments indicating specific success and failure indicators and corrective action
Anti-Corruption initiatives to be implemented in line with the Anti-corruption strategy to protect efficient utilisation and distribution of resources  
Slide 64 -65
Most departments have appointed Batho Pele Coordinators. A Batho Pele co ordinators forum was established at national level and it is also replicated at provincial sphere of government. The Batho Pele programme is being rolled out through these forums. Every forum develops a workplan to execute on an annual basis. These workplans are in line with the DPSA initiatives planned for the year. The emphasis to establish BP Coordinators and BP Forums is not to overburden the departments with extra duties or to employ extra personnel. The intervention is meant to enable departments to be more customer centric, focus more on improving service delivery and ultimately, deliver correct services to the right people at the right places at the right time, using the correct service delivery mechanisms and methods.



