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“UBJECT : BRIEFING DOCUMENT FOR THE ANNUAL CITIZEN’'S REPORT

1. PURPOSE

The purpose of this memorandum is to present to the MEC, the KZN COGTA Annual Citizen’s
Report for her noting and sign-off.

2. BACKGROUND

The White Paper on Transforming Public Service Delivery (WPTPS) (Batho Pele) of 1997, calls on
all national and provincial departments to make service delivery a priority and publish their Service
Standards in a statement of Public Service Commitment (Service Delivery Charter). The aim is to
make a clear commitment to the standard of service that citizens can expect, and how the
Department will fulfill each of the Batho Pele Principles. It also provides a framework to enable
.ational and provincial departments to develop departmental service delivery strategies to
promote continuous improvements in the quality and equity of service provision. The Annual
Citizen’s Report is a requirement in terms of the KPA 2 of MPAT. Reporting on this is in
accordance with the Service Delivery Improvement Plan (SDIP) Directive of 2009, done annually
through a prescribed template provided by DPSA.

The Public Service Regulations of 2016 directs that an Executive Authority shall establish and
maintain an operations management framework which shall include Service Standards for all
services, a Service Delivery Charter and a Service Delivery Improvement Plan that shall be
aligned to the Strategic Plan contemplated in Public Service regulation 25 for his or her
Department.

The Service Standards and Service Delivery Charter were approved both by the MEC and HOD
on the 05" of February 2015.
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3. CONTENT OF THE ANNUAL CITIZEN’S REPORT

The White Paper on Transforming Public Service Delivery (1997) requires departments to report
on how they have met the standards as published in the Service Delivery Charter. The report
indicates the achievements and challenges encountered during the implementation of the Service
Standards and Service Delivery Charter and provide for mitigating factors and recommendations
on how to improve the services identified for improvement.

The report covers the achievements of the following Service Standards per Programme:

‘rogramme One

Provision of performance monitoring support to the Department management and the MEC
on quarterly and annual basis.

Provide service delivery planning to the Department and the MEC annually.

Provide functional working space support (hard) when to the Department in order to enable
the Department to conveniently and safely conduct its business.

Provide financial planning and expenditure management to the Department as per norms
and standards.

Provide HRM & D (people) support to the Department in order to enable the Department to
carry out its service delivery functions.

Ensure compliance with relevant legal prescripts and policies.

Provide staff provisioning/recruitment and selection for the Department.

Programme Two

Providing support in financial disciplines to achieve sound financial management on annual
basis;

Monitoring the state of municipal finance and providing feedback with recommendations to
municipalities on quarterly basis;

Assess and Monitor municipal performance on quarterly basis;

Conduct annual evaluations of the overall performance of municipalities as per section 47
report;

Assist communities to access government services through CDWs on monthly basis;
Provide on-going support to functionality of municipal rapid response teams;

Monitor development and implementation of municipal mechanisms, procedures and
processes aimed at enhancing the efficacy of participatory democracy at local government
level on quarterly basis
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Programme Three

Provide access to spatial information processes to identified municipalities on quarterly
basis

Prepare, analyse and disseminate incidents maps quarterly to the Provincial Disaster
Management Centre

Monitor functionality of frontline service delivery points (Community Service Centres) on
quarterly basis

Support 10 District municipalities to implement Local Economic Development strategies
Maintain 30 500 employment opportunities through EPWP and CWP

Quarterly coordinate IGR Fora to promote coordination of service delivery

Conduct on-going community education and awareness campaigns on disaster risk
management

Programme Four

Ensure the establishment of functional Traditional Councils every five years.

Coordinate trainings to build capacity of institutions of Ubukhosi including Traditional
Council members to perform their developmental roles.

Monitor and report on sound and clean financial management systems especially of
traditional trust accounts annually

Traditional Institutions to promote cultural and customary way of life in accordance to the
constitution;

Dispute resolution in accordance with legislation, policies and frameworks;

58 municipalities with participation of Traditional Leaders

The following areas of improvement are proposed by the report:

Development of a Complaints Management System/Policy and the creating awareness in
respect of what procedure clients should follow when lodging a complaint and how they can
expect to have their complaint addressed.

The CSC Directorate in partnership with the Service Delivery Unit will need to embark on a
monitoring exercise on the implementation of the DPME Frontline Service Delivery
Monitoring Framework at CSCs.
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4. RECOMMENDATIONS

It is requested that the MEC note and approve the Annual Citizen’s Report for onward submission
to the Office of the Premier and DPSA.

Submitted by 5{ P Mwﬁ

Mr. Stefan Botha Date ' o oo
Acting General Manager SPsh /Oa qu u;ld's.

Strategic Planning, Monitoring & Evaluation

Supported/ Not-Supperted

Mr. Thandg Tubane Dafe !
Acting Head of Department

Approved/ Not Approved

*1/01/%

Ms. N a2 Dube-Ncube, MPL Date
MEC for Cooperative Governance and Traditional Affairs

flesse wole e Gued for, Mt s Hofle)
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introduction

The white paper on Transforming Public Service Delivery (WPTPS) (Batho Pele) of 1997,
established 8 principles that should be followed when delivering services to the people.
Those principles are known as Batho Pele Principles. These principles are a way to ensure
transformation and guarantee fairness in the manner in which services are delivered. These
principles guarantee citizens of their right to be consulted on the level and quality of services
they receive and to be told how much those service cost and about who is in charge of those
services.

The White Paper, calls on all national and provincial departments to make service delivery a
priority. It also provides a framework to enable National and Provincial Departments to
develop departmental service delivery strategies to promote continuous improvements in the
quality and equity of service provision. It further stipulates that the Executive Authority is
responsible for the publication of the Service Delivery Charter and the Service Delivery
Improvement Plan.

The Department of Cooperative Governance and Traditional Affairs developed a Service
Delivery Charter which was approved by the Executive Authority on the 05" of February
2015. The Service Delivery Improvement Plan (SDIP) was also developed and approved on
09" of September 2015. In accordance with the 2016 Public Service Regulations, the
Department is expected to provide a report on the implementation of the Service Standards
as well as the SDIP.

Presented is the Annual Citizens Report achievement in the implementation of Service
Standards and areas of improvement that must be effected.

This report is a contract with our citizens in the continuation of provision of better services
and a commitment to move South Africa forward.
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Who we are:
The mandate of the Department as cutlined by Cabinet is as follows:

To coordinate all organs of state to ensure maximum impact;

Interventionist approach;

Improved intemal and external cooperation and outcomes based Inter-
Governmental Relations Structures;

Ensure SINGLE window of coordination and regulation of national, provincial and
local government.

What we do:

LIST OF SERVICES AND STANDARDS

KZN COGTA offers the following services for our primary clients:

The administration branch offers the following services:

Professional advisory services

Policy development

Service delivery planning, performance monitoring and evaluation

Staff training & development, performance management and health & wellness
Staff provisioning/ recruitment and selection

Financial planning and expenditure management

Risk management and internal

Administrative Service

Corporate services

Local Government Services

Provide and coordinate support for community development and enhance
governance through public participation;

Provide and coordinate support to achieve good governance in municipalities;
Provide and coordinate support for municipal finances;

Provide and coordinate municipal development;

Monitor and evaluate municipal performance

Development and Planning Services

4|Page

Manage and coordinate municipal infrastructure development

Coordinate Local Economic Development within Local Governance Institutions
Coordinate provincial Disaster Management

Support the development of Spatial Development Frameworks



Traditional Institutional Management Services

Provide institutional support to traditional Institutions

Coordinate administrative and operational support to Traditional Houses and
Councils

Manage and coordinate Traditional Institutional Development

Our Stakeholders/Clients:

Sector Departments (Provincial and National)
Local Municipalities

Traditional Institutions

District Agencies

Auditor General

SITA

SALGA

Eskom

Legislature

The Public

Our Leadership:

The MEC for Cooperative Governance and Traditional Affairs is Ms. Nomusa Dube-Ncube,
who is 2 member of the KZN Legislature and the Executive Authority in terms of the Public
Service Act.

The acting Head of the Department is Mr. Thando Tubane, who is the Accounting Officer in
terms of the Public Finance Management Act.
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Situational Analysis

Local Government is the “crucible in which complex processes of development, governance,
transformation of life and living conditions is taking place daily” (COGTA National Assembly,
2014). This indicates that Local Government should be capable to deliver on development
and transformation. At the same time capability and poor performance in municipalities is a
serious concern which requires strategic interventions. This has been proven by the number
of service delivery protests that are taking place in our communities. Some of the key
challenges experienced include:

Lack of response to service delivery challenges by municipalities;
Inadequate public participation and dysfunctional ward committees:

Poor financial viability of municipalities and its impact on service delivery;
Lack of skilled staff at municipal level; and

High level of fraud and corruption within local government.

As per NDP, meeting the transformation agenda for Local Government requires a much
higher and more focused intergovernmental commitment towards the creation of more
functional municipalities and capable machinery at a local level. In responding to these
challenges, the Department supports the implementation of the Back to Basic programme
which reminds us that our people come first.

National COGTA initiated the Back to Basics programme in December 2014 by conducting a
desk top assessment of municipalities in all nine provinces and developed 3 categories of
municipal performance to initiate focused action. In KZN, 35 municipalities were found to be
functional, 18 challenged and 8 requiring intervention.

The priority for COGTA on Back to Basics is to get all municipalities in the requiring
intervention category out of a dysfunctional state; support all municipalities on the middle
path to progress to the top path and stay there; and support and incentivize all municipalities
on the top path to remain there. The following pillars are the priorities of Local Government
and are the thrust of Back to Basics:

Good Governance;
Institutional Capacity;
Financial Management;
Public Participation; and
Basic Services.

A Provincial Task Team (PTT) has been established to monitor the implementation of the
programme. This steering committee comprises of National Departments of COGTA, Water
Affairs and Sanitation, Energy, ESKOM, SALGA KZN and Provincial Human Settlements,
Treasury, Office of the Premier and COGTA representatives. The Provincial Task Team
meets quarterly.
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The Traditional Affairs business unit has also developed a Back to Basics programme for the
categorization of all the 296 Traditional Councils within the Province. This programme is
meant to ensure that the Traditional Councils, working with the municipalities, focuses on
issues of service delivery within the traditional areas.

In assisting the municipalities in progressing from one level to another, COGTA has been
focusing on the above pillars as the entry point. Given the successful execution of the first
phase of the Back-to-Basics programme, municipalities are currently implementing the
second phase of the programme based on the ten (10) point plan. The ten point plan seeks
to institutionalize back to basics in the governance of municipalities and in particular to
achieve the following:

¢ Improving performance through building effective systems and resilient institutions
of Local Government;

¢ Working smarter and innovatively to increase impact;

o Focusing on 20% of actions that will deliver 80% of impact;

» Moving municipalities at “risks” of dysfunctionality to the next level; halt “at-risk”
municipalities from becoming dysfunctional; and maintain well performing
municipalities at that level;

¢ Establishing programmes to address generic systemic problems — e.g. weaknesses
in human resource management, supply chain management, infrastructure
procurement and financial management;

¢ Mobilising multi-departmental teams at provincial and national levels to tackle
municipalities at risks of dysfunctionality; and

e Strengthening community engagement and local government accountability to
citizens through innovative platforms (e.g. social media, community radio)

In this province an eleventh point focusing on communication was added. Indeed
municipalities may be doing good work in the management of its finances, in the delivery of
services and so on, however if these achievements are not communicated they remain
unknown.

In terms of govemance, municipalities will be supported to have functional municipal
structures. The Department will intensify and support council meetings where there is
evidence of dysfunctionality, and facilitate political engagements to manage political tensions.
All oversight committees shall be in place and be able to perform their duties without any
interference.

Support to municipalities in key areas of institutional management and development is
important. Support will be provided in filling the vacant posts with competent staff, develop a
plan to attract scarce skills in rural areas and explore shared services at a district level in
respect of scarce skills; and implement and manage a performance management system.
Capacity building and enhancing the capability of councillors and municipal officials to
perform their functions will be promoted in order to sustain stability in Local Government.

Operation Clean Audit remains a key programme in ensuring that all municipalities display
good financial management and accountability. COGTA will support municipalities in
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implementing procurement plans; revenue raising strategies; debt collection; developing and
implementing Audit and post Audit action plans and act decisively against fraud and
corruption. The Department will also focus on revenue management and enhancement
through support in the second cycle of general valuation rolls in preparation by municipalities
in terms of the Municipal Property Rates Act.

In order to ensure that the communities are effectively engaged, the functionality of Ward
Committees and War Rooms will remain the priority for the Department. Support
programmes will be provided through the establishment of community based structures and
in the development of community participation plans. These programmes aim to strengthen
public participation and enhance governance, accountability and service delivery.

Process Mapping: (as per the SDIP of 2015/2016)

SERVICE DELIVERY PROTEST: PROCESS MAPPING

Service S COGTA would ™ ) Reports are Establish N
> Delivery ~ visit circulated to Response Team x
Protest in /) Municipality to / : to deal with the

- place receive a report / Busmers_s Unf:i/*/ Protest ,/

Once a service delivery protest takes place, COGTA will respond by visiting the municipality and
receive a report on the protest. Reports will then be circulated to business units for actioning.
The Rapid Response Team will provide a timeous and effective response to the complainants.

The representatives from the business units in the nerve centre will provide immediate support to
the municipality in terms of advice and assistance in resolving the complaint.

Part of the establishment of the nerve centre was to deal timeously with service delivery protests.
As there are representatives from the business units in the nerve centre, if early warning issues
or confirmed protests actions taking place, the RRT is able to garner immediate support from the
business units and able to respond to the municipality with advice and assistance.
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Nerve Centre/ Rapid Response Team: Process Mapping

Nerye Centre / Rapid Response provided
Response Team (RRT} within 7 days

RRT cansiders case
closed

RRT contact Municipality
to address issues befora
pratest

« Early Waming reports received from CDWs. Reports received from media briefings as well as
municipalities.

+ For EW reports, RRT contacts municipality and Public Participation and together, they address
the concems of community before protest.

» |f service delivery protest already in process, Rapid Response collects Memorandum/complaints

from protesting community together with relevant business unit and/or sector.

Nerve Centre receives reports every 48 hrs from RRT & Business Units and Sector Departments.

Rapid Response supports facilitation meetings with Municipality and stakeholders.

Within 7 days, responses are provided to community (through their reps).

Mayor/Speaker and Community Reps agree on date for Community meeting to give feedback.

Community and Municipality agree on Programmes to resolve matters/complaints.
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Our Standards and how we met them:

Administration Branch

Service Standard

Progress

Provision of performance monitoring
support to the Department management
and the MEC on quarterly and annual
basis.

The MEC and Departmental Management were
provided with performance monitoring support
on a quarterly basis. 5 Performance Monitoring
Reports were produced (x4 Quarterly and x 1
Annual Report)

Provide service delivery planning to the
Department and the MEC annually.

The Annual Performance Plan was developed
which is aligned to the Strategic Plan. A Service
Delivery improvement plan was developed.

Provide functional working space support
(hard) when to the Department in order
to enable the Department to conveniently
and safely conduct its business.

98% of the functional working environment is
aligned to the organizational structure and
08.8% of Departmental Buildings are compliant
with the Occupational Health and Safety Act.

Provide financial planning and
expenditure  management to the
Department as per norms and standards.

The Four Programmes were provided with
Financial Management support and achieved a
2% variance on expenditure.

Provide HRM & D (people) support to the
Department in order to enable the
Department to carry out its service
delivery functions.

100% of staff were capacitated in accordance
with the Departmental Training Plan.

Ensure compliance with relevant legal
prescripts and policies.

A compliance monitoring system has been
developed to monitor legal prescripts and
policies.

Provide staff provisioning/recruitment
and selection for the Department.

100% of staff with scarce skills were recruited in
accordance with the recruitment plan

Local Government Branch

Service Standard

Progress _

Providing support in financial disciplines
to achieve sound financial management
on annual basis;

61 municipalities were supported on financial

management within the financial year. 18
municipalites received clean audits, 35
unqualified, 7 Qualified and 1 Disclaimer

opinions

Monitoring the state of municipal finance

The Section 131 of MFMA Report was produced

and providing feedback with | and tabled at the legislature

recommendations to municipalities on

quarterly basis;

Assess and Monitor municipal | 61 municipalities = were  supported to
performance on quarterly basis; institutionalize performance management

systems. The Section 47 of MSA Report was
tabled at legislature.

Conduct annual evaluations of the overall
performance of municipalities as per
section 47 report,

61 municipalites were evaluated

administrative performance.

on
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Service Standard

Progress

Assist communities to access
government services through CDWs on
monthly basis;

Communities were provided access to
government services through war rooms where
CDWs are deployed

Provide on-going support to functionality
of municipal rapid response teams;

51 municipalities were supported to develop
ward level databases which contained
community concerns and remedial actions

Monitor development and implementation
of municipal mechanisms, procedures
and processes aimed at enhancing the
efficacy of participatory democracy at
local government level on quarterly basis

51 Municipalities were monitored on Community
Report Back Meetings convened by councilors
in each ward.

Development and Planning Branch

Service Standard

Progress

Provide access to spatial information
processes to identified municipalities on
quarterly basis

45 municipalities were provided with support on
a quarterly basis

Prepare, analyse and disseminate
incidents maps quarterly to the Provincial
Disaster Management Centre

100% of
disseminated to
Management Centre

incidents
the

were mapped and
Provincial Disaster

Monitor functionality of frontline service
delivery points (Community Service
Centres) on quarterly basis

45 Community Service centres were supported
for effective functionality. 1 CSC infrastructure
programme was implemented.

Support 10 District municipalities to
implement Local Economic Development
strategies

10 district municipalities supported to implement
Local Economic Development projects in line
with municipal LED strategies

Maintain 30 500 employment
opportunities through EPWP and CWP

34982 work opportunities were maintained
through EPWP and CWP

Quarterly coordinate IGR Fora to promote
coordination of service delivery

The joint service delivery forum was supported
on a quarterly basis to ensure coordination of
service delivery

Conduct on-going community education
and awareness campaigns on disaster
risk management

2 Seasonal Awareness campaigns(x1 Winter
and x 1 Summer) were conducted

Traditional Affairs Branch

Service Standard

Progress

Ensure the establishment of functional
Traditional Councils every five years.

This will take place in 2017 after the Traditional
Council Elections have been conducted

Coordinate trainings to build capacity of
institutions  of  Ubukhosi including
Traditional Council members to perform
their developmental roles.

20 Amakosi attended the UKZN Advanced
Leadership Programme.

Monitor and report on sound and clean
financial management systems especially

257 TACs were supported and have updated
Moveable Asset Registers. 267 TCs were
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of traditional trust accounts annually supported to implement Financial Management
Practice Notes.

Traditional Institutions to promote cultural | 100% of cultural platforms were supported
and customary way of life in accordance
to the constitution;

Dispute resolution in accordance with | 100% of disputes were finalised
legislation, policies and frameworks;

58 municipalities with participation of | 59 municipalites had Traditional Leaders
Traditional Leaders participating at municipal meetings

Areas for Improvement in the next Reporting Cycle

During the implementaticn of the Service Charter and Standards the following gaps/areas for
improvement were identified and will be addressed in the next reporting cycle:

1. Absence of a Complaints Management System/Policy and clients not aware of the
procedure to be followed when lodging a complaint and how their complaint will be
attended to.

2. No monitoring of Frontline services being rendered at Community Service Centres
as per the DPME Frontline Service Delivery Monitoring Framework.

Remedial Actions

1. Development of a Complaints Management System/Policy and the creating
awareness in respect of what procedure clients should follow when lodging a complaint and
how they can expect to have their complaint addressed.

2. The CSC Directorate in partnership with the Service Delivery Unit will need to
embark ona monitoring exercise on the implementation of the DPME Frontline Service
Delivery Monitoring Framework at CSCs.
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Our organization and staffing: total number of employees:
The Department is structured around four programmes.

Programme 1 is Administration and is the support service for the other three Programmes by
ensuring that they are capacitated to perform their functions.

Programme 2 is Local Governance responsible for supporting Local Government structures
in the municipalities on governance, administration, financial management, legislative
mandates of the municipalities, public participation, capacity building and monitoring the
performance of the municipalities.

Programme 3 is Development and Planning responsible to provide planning and
development support to the municipalities in KwaZulu-Natal through implementing
programmes to accelerate service delivery in the communities. This include providing support
related to disaster management, infrastructure for basic services, spatial planning and
enhancing Local Economic Development.

Programme 4 supports the Institutions of Traditional leadership on governance, conflict
management, partnerships and participation on Municipal Councils in terms of Section 81 of
the Municipal Structures Act 1998 (Act No.117 of 1998).

As of 31 January 2016 COGTA had a total of 1879 permanent posts in its employ. Males
constitute 44.67% (888) while females constitute 48.89% (972) of the workforce. At the
senior management level males constitutes 51.72% (16) and females is 48.33% (29). The
recruitment and selection processes of the Department will be categorically focused towards
achieving the employment levels in accordance with the DPSA Transformation targets.

Going forward, the Department will focus on the following areas of employment policy or
practice barriers, to drive the achievement of our employment equity targets as stipulated in
the Employment Equity Plan; recruitment procedures, appointments, training and
development, promotions, succession and experience planning, and retention of designated
personnel.
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Table 1: KZN COGTA WORKFORCE PROFILE AS AT 31 January 2016

Total
No' Fille | Vaca Peopl
Salar | of d nt& Male Female e with
y post | Pos | Actin disab
Level | s ts g ilities
A C [ w A C I W
16 1 1 0 0 0 0 0 1 0 0 0 0
15 7 4 3 4 0 0 0 0 0 0 0 0
14 16 14 2 6 0 0 1 6 0 1 0 0
13 45 42 3 11 0 2 7 15 0 4 2 1
12 116 | 106 10 37 1 8 11 33 1 12 1 2
11 73 61 12 24 0 4 3 23 1 4 2 0
10 91 85 6 24 0 5 7 35 2 7 3 2
9 64 59 5 14 0 4 1 30 4 4 1 1
8 393 | 389 4 270 1 4 3 79 5 9 15 3
7 211 | 179 | 32 39 0 4 0 110 2 10 10 4
6 618 | 610 8 236 0 2 1 357 1 2 10 1
5 208 | 192 | 20 72 1 3 1 105 0 4 2 4
4 27 25 2 20 0 0 0 4 0 0 0 1
3 61 58 3 42 0 0 0 16 0 0 0 0
2 57 54 3 15 0 0 0 39 0 0 0 0
187
Total | 1988 | 9 113 | 814 3 36 35 853 16 57 46 19
Total | 100.0 | 94.5 0.96
% 0 2 5.68 | 4095 0.15 1.81 | 1.76 | 42,91 | 0.80 | 2.87 | 2.31 :
EAP KZNP 40.8 40.1
% % 0.9% | 5.9% | 3.5% % 09% { 44% | 3.1% | 2%
GAP’ 0.15 - 409 | 1.74 | 281 | 010 | 153 | 0.79 -
s % % 0.75% % % % % % % | 1.04%
GAP'
s in
No’ 2 -16 -82 34 56 -2 -30 16 -21
Provin | Black | White | India | Colou | PWD
cial S S ns reds
EAP
KZNP 80.9| 6.58( 10.31 1.8 2
KZN
COGT
A 83.9 41| 47 1.0 1.0
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It is the responsibility of the Department to organise itself in a manner that will maximise
service delivery whilst fulfilling its mandate. The Department has examined its internal
organizational environment and agrees that it needs to reconfigure its working arrangement
to enhance the responsibility of co-ordination within and outside the Department. This
environmental change will have very significant impact in the next five years. With the new
reconfigured arrangement, the Department anticipates becoming more vigorously responsive
to the needs of its clients. In addition, filling of critical posts remains critical for COGTA.
Continuous capacitating of employees as per Personal Development Plan will work towards
improving the service delivery at COGTA.
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