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 1.
GLOSSARY OF TERMS:

In this Service Delivery Standards, unless the context otherwise indicates –

“AIM” means the Asset Investment Management branch within NDPW;
“C-AMP” means the Custodian Asset Management Plan;

“CB” means the Customer Billing unit within NDPW;

“CWIP” means Capital Works Implementation Programme;

“CIDB” means Contractor Industry Development Board;
“GIAMA” means the Government Immovable Asset Management Act, 2007 (Act No. 19 of 2007);

“HO” means Head Office;
“KAM” means the Key Account Management unit within NDPW;

“LIP” means Leasing Implementation Programme;
“MTEC” means Medium Term Expenditure Committee;
“NDPW” means the National Department of Public Works;

“PA” means the Portfolio Analysis unit within NDPW;

“PDIR” means Pre-design Information Request;

“PI” means Procurement Instruction;

“PM” means Property Management;

“PMBC” means Planned Maintenance Budget Committee;

“PMIP” means Planned Maintenance Implementation Plan;

“PPM” means the Portfolio Performance and Monitoring unit within NDPW;

“PS” means Professional Services;
“RO” means Regional Office;

“TP’ means the Town Planning unit within NDPW;

“TMC” means Top Management Committee;
“U-AMP” means the User Asset Management Plan;

2.
INTRODUCTION:

The Department provides land and accommodation to national government departments and institutions, manages such land and accommodation, is the custodian of national immovable assets, provides strategic leadership to the Construction and Property Industries, and coordinates the implementation of the Expanded Public Works Programme.
GOVERNMENT-WIDE IMMOVABLE ASSET MANAGEMENT ACT (GIAMA):
The management of public immovable assets is fragmented and their utilisation is not optimised.  A need exists to enhance and consolidate the Department’s custodial function and ensure that all three spheres of government and state-owned enterprises implement a best practice government-wide immovable asset management approach.  The Department has therefore developed the GIAMA, which contains the following principles:
· Requires government bodies to utilise immovable asset management (IAM) techniques.  It sets out minimum management standards for the four asset management processes of strategic planning, acquisition, maintenance and management, and disposal.

· It stipulates minimum diligent analytical methods for these four processes, including assessment of the possibility of non-asset solutions.

· Covers all forms of immovable assets.

· Applies to all spheres of government and to public entities.

· Sets requirements for the content of AIM plans, with the aim of establishing minimum norms and standards for AIM.

3.
SERVICE DELIVERY STANDARDS – NATIONAL DEPARTMENT OF PUBLIC WORKS:

The National Department of Public Works (NDPW) has developed Service Delivery Standards (SDS) as a fore-runner to the Service Level Agreement (SLA) with a view to ensuring that client expectations are met in an achievable manner.  The SDS document further seeks to:
· Enhance the relationship between clients and NDPW as the accommodation service provider.
· Determine the standard of service and timeframe for delivery.

· Ensure that areas of dissatisfaction are reduced.

· Eliminate unrealistic expectations.

· Introduce annual review of standards to effect improvements in consultation with clients.

The services listed are generic and the listing is not a definitive itemisation of the various activities/business processes NDPW performs to achieve the stated deliverables.
The reaction times provided are negotiated deliverables with existing internal units and capture the existing conditions.

There is a concerted effort by the Director-General to provide additional resources and capacity to ensure shortened delivery time-frames, especially in planning and executing of infrastructure related projects.  NDPW will make every effort to meet stated timeframes.  NDPW’s ability to meet timeframes as captured in the SDS is governed by factors that are beyond NDPW control, including ensuring that planning, U-AMP requirements, needs assessments, budgets, project scope and changes requested by clients impact on accommodation deliverables.

The SDS is compiled in alignment with the asset management life-cycle.

SDS will be reviewed on a quarterly basis to improve and enhance delivery timeframes.

NDPW has set out the following minimum operational standards:

4.
USER PLANNING FOR IMMOVABLE ASSETS (GIAMA);
U-AMP (3 years in advance)

	Deliverable
	Expected time-frames
	Actioning component and stakeholder

	U-AMP

Completion of templates and plan
	Jan - June
	User Department
NDPW (AIM)

	Match user requirements to Custodian Plan
	July – August
	NDPW (AIM)

	Conduct options analysis
	Sept – Dec
	NDPW (AIM)

	Submit to User costed projects/U-AMP to User Department
	Jan – Feb
	NDPW (AIM)

	Draft and submit Implementation Programmes to User Departments
	Nov- Jan
	NDPW (AIM and Finance)

	Revision of Implementation Programmes
	April/May

June/July
	NDPW (AIM and Finance)
User Department


5.
CUSTODIAN PLANNING FOR IMMOVABLE ASSETS (GIAMA):
	Deliverable
	Expected time-frames
	Actioning component and stakeholder

	Compilation of C-AMP with inputs from U-AMP and NDPW portfolio information
	Jan- June
	NDPW (AIM)

	Conduct option analysis
· Investment and disinvestment decisions
	Jul – Oct
	NDPW (AIM)

	Analyse and prioritise user accommodation requirements in C-AMP
	Nov – Mar
	NDPW (AIM)

	Submission to National Treasury (MTEC) to fund proposals
	Apr – Sept
	NDPW (AIM)

	Reprioritise C-AMP in accordance with budget
	Oct – Nov
	NDPW (AIM and Finance)

	Finalised Implementation Plans

· Capital 

· Maintenance
	Dec – Jan
	NDPW (AIM)

	Revision of Implementation Plans
	June/July
	NDPW (AIM and Finance)


6.
SUBMISSION OF APPROVED NEEDS ASSESSMENTS AND BUDGET:
	Deliverable
	Expected time-frames
	Actioning component and stakeholder

	Submit needs assessments aligned to CWIP/LIP
	Feb – Mar

	User Department

	Application of space and cost norms
	Apr – May
	NDPW (AIM)

	Issue PDIR to PS
	Apr –May
	NDPW (AIM)

	Issue PI’s to executing units
	Apr – May
	NDPW (AIM)


7.
LEASING NEW:

	Deliverable
	Expected time-frames
	Actioning component and stakeholder

	User Department confirms needs/specialised requirements and budget via KAM HO
	30 days
	User Department
NDPW (AIM)

	PI issued by KAM HO to Regional Office 
	5 days
	NDPW (AIM)

	Procurement strategy submitted to Bid Committee
	21 days
	NDPW 

	Tender and bid evaluation
	60 days
	NDPW

	Budget confirmation by User Department via KAM HO
	10 days
	User Department

	Final approval by Bid Committee
	7 days
	NDPW

	Sign lease agreement/contract
	20 days
	NDPW

	Refurbishment/tenant installation (dependent on extent of user requirements/extent of refurbishment) on new contract and extent and m²
	30 – 180 days
	NDPW

User Department

Lessor

	Inform User Department
	7 days
	NDPW

	Site handover
	7 days
	NDPW

	Management of leases:

Manage terms and conditions of lease
	Duration of the lease
	NDPW


8.
MANAGING OF LEASING CONTRACTS EXPIRING:

	Deliverable
	Expected time-frames
	Actioning component and stakeholder

	User Department and NDPW Regional Offices receive quarterly download of lease expiry report (leases expiring within 18 months)
	Quarterly
	NDPW (AIM)
NDPW (RO)

	User Department assesses all leases expiring within 18 months
	30 days
	User Department

	User Department to submit
	7 days
	User Department

	PI issued to RO (leasing procurement is initiated – see leasing new)
	
	NDPW


9.
EXECUTION OF IMPLEMENTATION PROGRAMMES:

9.1 TOWN PLANNING:

a)
Planning and alignment to Implementation Programmes:

	Deliverable
	Expected time-frames
	Actioning component and stakeholder

	Assess U-AMP/C-AMP to identify suitable sites as per options analysis reports (concurrent process with AIM)
	3 – 6 months
	NDPW (AIM and PS)

	Submit preliminary site investigation reports (possible sites) to AIM for submission to User with high level cost estimates.  Execute prioritised TP services (Town Planning Implementation Programme)
	1 month
	NDPW (PS)

	Compile site acquisition plan aligned to CWIP 
	1 week
	NDPW (PS)


b)
New sites:

· No restrictions (comply with existing land use and there is no need for development applications to be lodged):
	Deliverable
	Expected time-frames
	Actioning component and stakeholder

	Assess needs assessment/obtain additional information from User
	10 days
	NDPW (PS)

	Identify stakeholders per purpose
	7 days
	NDPW (PS)

	Locate and collect spatial data information about the site
	14 days
	NDPW (PS)

	Compilation and lodging of development applications, removal of restrictions, sub-divisions and consolidations and township establishments or changed in land use
	14 days
	NDPW (PS)

	Ensure tenure type and options
	7 days
	NDPW (PS)

	Conduct land – use inspections or site visits in respect of the area locally
	14 days
	NDPW (PS)

	Determine and recommend the potential use of a site to the User
	7 days
	NDPW (AIM and PS)

	User confirmation of site
	7 days
	User Department

	Facilitate (via AIM) procurement of site (private site)
	7 days
	NDPW (PS)

NDPW (AIM)

User Department

	Issue site clearance certificate to confirm compliance with TP laws/requirements
	2 days
	NDPW (PS)


NEW SITES:
· Restrictive conditions or change in land use

· Non-compliance to Town Planning legislation

	Deliverable
	Expected time-frames
	Actioning component and stakeholder

	Assess site and issue a report on resolving non-compliance with relevant Town Planning requirements
	30 days
	NDPW (PS)

	Identify relevant authorities and stakeholders to grant required approvals
	7 days
	NDPW (PS)

	Identify and determine scope of work, costs and time frames for appointment of service providers
	30 days
	NDPW (PS)

	Appointment of consultants (tendering)
	86 days
	NDPW (PS)

	Investigation of applications for town planning related issues
	180 days
	NDPW (PS)

	Approval of site by User Department
	10 days
	User Department


	Facilitate (via KAM) procurement o site
	14 days
	NDPW (AIM)

	Issue a clearance certificate to confirm compliance with Town Planning laws, requirements and site availabilities
	5 days
	NDPW (PS)

	Update Programme Management Schedules
	Monthly
	NDPW (PS)

NDPW (AIM)


9.2
ACQUISTION OF LAND (including buying in compliance to Legal and Municipal requirements:

One of these processes may apply to a site:

· Donation that has to be acquired (non-state owned site)
· Expropriation
· Prescription
· Common law
–
negotiated
-
Open tender

-
Quotation

· Exchange

	Deliverable
	Expected time-frames
	Actioning component and stakeholder

	Donation
	60 days
	NDPW 

	Expropriation
	120 days
	NDPW 

	Indigenous
	90 days
	NDPW 

	Prescription
	90 days
	NDPW 

	Common law

· Negotiated Procedure

· Open tender

· Quotation
	30 days

90 days

15 days
	NDPW 

	Exchange of property
	90 days
	NDPW 


9.3
NEW CONSTRUCT/REFURBISH/ UPGRADE/MAINTAIN:
	Deliverable
	Expected time-frames
	Actioning component and stakeholder

	PI issued to projects to schedule and appoint project managers
	4 days
	NDPW

	Project Managers:

· Develop and present procurement strategy including terms of reference for and appointment of consultants:

· Bids

· Roster system (limited instance)
	86 days

30 days
	NDPW

	Design and documentation

(size and complexity of project)
	30 - 130 days
	NDPW

	User Department approval of sketch plan
	14 days
	User Department
NDPW

	Documentation, Bid Committee approval and contractor appointment
	140 days
	NDPW

	Submission of guarantees and site handover
	35 days
	NDPW

	Project and programme management
	Duration of project
	NDPW


10.
DAY TO DAY MAINTENANCE:
· Services below R 30 000 (NDPW Data base)

· Services above R 30 000 (CIDB Data base)

· Term contract} 1 – 5 days

· Emergency work

	Deliverable
	Expected time-frames
	Actioning component and stakeholder

	Receive complaint from User Department via Call Centre
	Ad-hoc
	User Department

	NDPW assess the nature of service as per above categories to facilitate implementation
	
	

	Term/contracts – request contractor to execute
	10 – 30 days
	NDPW

	Services below R 30 000
	77 days
	NDPW

	Services above R 30 000
	77 – 136 days
	NDPW

	Emergency work
	1 – 5 days
	NDPW


The above is dependent on the nature of the repair/work and also the complexity in terms of built environment disciplines (mechanical/electrical/structural)

The Department embarking to have FM contracts per portfolio (subject to budget availability)
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