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INTRODUCTION AND BACKGROUND

• Over the last few years Government has reiterate the importance of improving

performance and promoting a culture of doing more with less, working

collaboratively has become even more crucial to ensure better service delivery

for all South Africans.

• The importance of intergovernmental relations as an approach for ensuring that

more is done with less through the sharing of resources to achieve the Medium

Term Strategic Framework (MTSF) priorities can not be overemphasised. The

Medium Term Budget Policy Statements (MTBPS) calls for better alignment and

coordination across government to improve programme effectiveness without

requiring additional funds.

• The budget cuts across government institutions calls for innovation, as this

resulted in the substantial reductions in the budget baselines of national,

provincial and local government.

• This requires thorough planning, coordination and collaboration to ensure that

government gets value for the money it spends and protects the poor and

vulnerable. 3



INTRODUCTION AND BACKGROUND

• The appearance of COVID-19 further highlighted the need for government

institutions to work together and as a collective be responsive to the needs of

the citizens.

• It further showed the disjunction between planning and execution of services

to the citizens and the need for government to stop working in silo’s which

generally results in the duplication of efforts.

• Coordination, collaboration and cooperation with key stakeholders at various

levels emerged as critical across all sectors in ensuring effective and efficient

service delivery.

• Departments across the clusters recognised the need to revolutionize

planning, remove bottle-necks and fast track service delivery. This include a

broad range of systems and measures put in place to mitigate the effects of

the pandemic on businesses, communities and individuals.
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PUBLIC SERVICE COMMISSION (PSC)

• The PSC is the only institution established in terms of

Chapter 10 of the Constitution, which derives its

mandate from sections 195 and 196 of the Constitution,

which sets out the principles governing public

administration that should be promoted by the PSC,

which every public servant should abide by, as well as

the powers and functions of the PSC.

• As a custodian of good governance, the PSC

continuously strives to contribute to the public

administration body of knowledge, with its premise of

the maintenance of effective and efficient public

administration and a high standard of professional

ethics in the public service.

• The PSC is vested with custodial oversight

responsibilities for the Public Service and monitors,

evaluates and investigates public administration

practices.
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CONSTITUTIONAL VALUES AND PRINCIPLES (CVPs)
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PSC ROLE IN SERVICE DELIVERY MONITORING

• The PSC is accountable to the National Assembly and interacts with

Parliament and Provincial Legislatures regularly, reporting on its activities

and the performance of its functions as required by sections 196(4)(e)

and 196(6) of the Constitution.

• The PSC’s main objective is to provide effective technical oversight over

the public service nationally and provincially.

• To this end, the PSC conducts evidence-based research, monitoring and

evaluation involving the gathering and collation of qualitative and

quantitative data on public administration for use by the Parliament and

the Executive.

• The PSC conducts inspections at service delivery points, citizens forums

and public hearings.
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PSC ROLE IN SERVICE DELIVERY MONITORING (2)

• All PSC service delivery interventions follows:

– participatory approach to ensure collective 

responsibility and accountability

– solutions driven focus (on-the-spot-

recommendations)

– continuous monitoring of the implementation 

of recommendations
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• Recent (during and after Level 5 Lockdown) approach followed with service 

delivery interventions is real time assistance to citizens to unblock service 

delivery blockages/challenges. 



SERVICE DELIVERY INSPECTIONS
• Section 9 of the Public Service Commission Act, 1997, provides that “the

Commission may inspect departments and other organizational

components in the Public Service and has access to such official

documents or may obtain such information from Heads of those

departments or organizational components as may be necessary for the

performance of the functions of the Commission under the Constitution or

the Public Service Act.”
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• In 2007 the PSC developed a Protocol on

Announced and Unannounced Inspections to

guide its inspection process.

• Inspections are onsite visits used to monitor compliance with policies and

ensure that service delivery continues to meet the standards and the needs

of people using the services.



OBJECTIVES OF INSPECTIONS
• Affords the PSC an opportunity to observe the extent to which services are

rendered to citizens and get a sense of what challenges are facing

departments (through its service points).

• Engender a sense of urgency and seriousness amongst officials regarding

service delivery and their duties in relation to the Constitutional Principles.

• Introduce objective mechanisms of identifying both weaknesses and

strengths in improving service delivery.

• Report serious concerns about and provide on-the-spot-recommendations

for the quality of service delivery and compliance with the Constitutional

Values and Principles, and the Batho Pele requirements.

• Carry out investigations of serious failures as found during the inspections,

including conduct in depth research on key matters that needs further

attention .

• Address service user care relations to improve a user-oriented Public

Service.
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APPROACHES TO INSPECTIONS
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 Notification is given in

advance and prior to the

actual date of inspection by

the PSC (minimum of 5

working days or at most 4

weeks before the inspection

takes place).

 To ensure quality results,

announced inspections focus

on a specific aspect of a

public service (e.g. core and

support services).

 The PSC provides no prior

notification of the actual date

of the inspection to the service

delivery site or notice is given

shortly before the scheduled

time of the inspection.

 Unannounced inspections

provide the most

representative picture of the

daily operations and practices

of service delivery site (i.e.

CVPs and Batho Pele).

ANNOUNCED AND UNANNOUNCED INSPECTIONS



INSPECTION PROCESS
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The relevant 
Commissioner of 

the PSC will issue a 
notification to all 

involved Executing 
Authorities and 

Accounting 
Officers indicating 
the PSC’ intention 

to conduct the 
inspection.

The inspection 
team members, 

led by a 
Commissioner will 

introduce 
themselves to key 

personnel at 
service delivery 
sites and explain 

the task to be 
completed. 

The final 
inspection report, 

approved and 
signed off by the 

relevant 
Commissioner,

should reach the 
relevant 

department within 
30 working days 

after the 
inspections.

The relevant 
department 
should be 

requested to 
develop an 

intervention plan 
with specific 
timelines to 
address the 

identified service 
delivery gaps and 

implementation of 
recommendations. 



CITIZENS FORUM TOOLKIT

• Since the dawn of South Africa’s democratic era, government has put emphasis

on public participation in service delivery.

• As a result, various pieces of legislation were put in place to support the concept

of public participation. These include, amongst others, the Constitution of the RSA

(1996), White Paper on the Transformation of Service Delivery (Batho Pele)

(1997) and the Municipal Systems Act (2000).

13

• To give effect to the legislative context, various

initiatives were undertaken to promote public

participation such as Izimbizo, ward committees

and community development workers

programme.

• The PSC has was pro-active in developing

participatory mechanisms. These include the

Citizen Satisfaction Surveys and the Citizens

Forum Toolkit.



CITIZENS FORUM TOOLKIT (2)

 improve citizen participation in decision making and

policy formulation (i.e. ownership of decisions/policies).

 evaluate service delivery and enable active

involvement of citizens (i.e. effectiveness and

efficiencies).

 assist institutions to assess policy outcomes (i.e. need

to review policy).

 assess whether the institution’s actions are having a

positive or negative impact on communities (i.e. is it

what the community needs).

 assist institutions to achieve their goals (i.e. Is it

delivering on its mandate).
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• The Citizens Forum (CF) is a distinctly South African method of engaging

citizens and it focuses on the delivery of a particular programme at a given point.

• It involves government working with citizens to propose practical measures to

improve service delivery.

• The CF was developed by the PSC in partnership with the Parliamentary

Portfolio Committee on Public Service and Administration

• It aims to:



METHODOLOGY

• The Citizens Forum follows a specific methodology:
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PREPARATION PHASE

• Consultation with stakeholders such the Implementing Agency (IA),
community members including non-profit organisations, youth and
religious groups, traditional leaders and ward committees.

• Presentations and briefings are conducted to advise the parties as to
what is intended and involved.

OUTPUTS:
• Identification of specific government programme.
• Agreed upon site for conducting the CF.
• Established steering committees briefed and agreed upon activities.



METHODOLOGY (2)
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HOLDING FORUM

• Stakeholders from the IA and community structures are invited.

• 1st Day of forum is dedicated to hearing submissions from community

members.

• A high degree of participation is encouraged from community members.

• 2nd Day of forum is dedicated to group discussions.

• Plenary report back session is held, where each group’s

recommendations are presented.

OUTPUTS:

• Onsite visit to obtain information.

• Identification of actions for service delivery.



METHODOLOGY (3)
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DRAWING UP OF THE CITIZENS FORUM REPORT

OUTPUTS:

• After conducting the CF, a report is compiled.

• Report sent to stakeholders for comments.

• Final report shared with the executive authority.



METHODOLOGY (4)
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IDENTIFICATION OF AGREEMENTS WITH THE IA

• Recommendations contained in the CF report are carefully considered

in a meeting (rejected or amended or accepted).

• Rejection of recommendations based on reasons, either due to policy

or mandate implications.

• Accepted recommendations are linked to timeframes and a

monitoring (implementation) plan is developed.

OUTPUT

A final agreement reached and a formal plan with specific time frames on

the recommendations to be implemented.



METHODOLOGY (5)

19

GIVING FEEBACK TO THE COMMUNITY

• Feedback to community members is provided.

OUTPUT
Recommendations to be implemented.

(Time will be permitted to allow service delivery to take place in line 
with the greed time frames).



METHODOLOGY (6)
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MONITORING AND EVALUATION 

• The PSC, Executive Authority and officials from the IA will monitor the

implementation of recommendations as agreed upon.

• The PSC, Executive Authority and officials should meet with

community members to report whether commitments have been kept

(monitoring and reporting).

OUTPUT

Report on implementation of the citizen forums recommendations and

the impact on service delivery.
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CONCLUDING REMARKS

• From an oversight perspective, the duplication of frontline monitoring by different

national departments at provincial level, creates reporting fatigue and results in

malicious compliance instead of providing critical information to inform decision

making and improve service delivery to the citizens.

– Furthermore, this negatively impacts the implementation of recommendations,

due to several recommendations coming from different institutions.

• Effective collaboration should be seen as a strategic alliance to ensure financial

survival given the current socio-economic environment and ever decreasing

operational budgets.

• Operating collaboratively will facilitate better use of available resources to reach and

achieve the developmental goals.

• In order to shape a developmental state that meets the specific needs of our country,

service delivery needs to improve significantly.

• The development of a strategy or guidelines or structures will not address the

challenges and limitations inherent in integration, coordination and collaboration. This

is evident from the findings pertaining to the Implementation Protocol Guidelines and

Guidelines on Managing Joint Programmes.
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