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FOREWORD BY THE CHAIRPERSON OF THE
PUBLIC SERVICE COMMISSION

It gives me pleasure to present the findings of the survey which was undertaken by the Public Service
Commission on the impact of MPCCs, on service delivery acceleration, human resources development,
government programs information dissemination and the use of other resources within the MPCCs. The report
also addresses the issue of administration and personnel practices of the public service within the MPCCs. 

According to the white paper on “Transforming Service Delivery, (Batho Pele), 1997”, “Citizens should have
equal access to the services to which they are entitled”. The South African Government in its effort to build a
better life for all, is driving a number of exciting initiatives aimed at promoting access to the services that the
communities are entitled to.  

MPCCs have been identified as the primary approach for the implementation of development communication
and information as they can offer a wide range of services that communities can use for their own
empowerment. It is important that the MPCCs should be responsive to the needs of the communities and they
should allow feedback from them to accommodate improvements on the delivery of services. MPCCs should
empower the poor and disadvantaged through access to information, services, resources and technology, from
both government and non-governmenmental sources.

The report is intended to provide information and necessary recommendations to our legislators, policy makers,
the Government Communication and Information System (GCIS) which has been mandated by Cabinet to co-
ordinate this important initiative on the level of National Government, Provincial Departments, Multi-Purpose
Community Centres and the public in general.

In conclusion I wish to record my thanks and the Public Service Commission’s appreciation to GCIS,
Department of Public Service and Administration (DPSA) for their willingness to work with our team from the
initial phase of the project to the final phase of study. I also want to thank the relevant offices of the Premier and
GCIS officers in relevant MPCCs for availing themselves during our interaction with the communities. It would
have been difficult for us to finalise this project without your extended assistance. We hope that you will find the
information and recommendations in this report useful. 

Professor Stan S. Sangweni
Chairperson: Public Service Commission



GLOSSARY

GLOSSARY OF THE TERMS USED IN THE REPORT

ABET Adult Basic Education and Training

Batho Pele White Paper on Transforming Public Service Delivery

CV Curriculum Vitae

DBSA Development Bank of South Africa

DPSA Department of Public Service and Administration

FAMSA Family and Marriage Association of South Africa

GCIS Government Communication Information System

GITOC Government Information Technology Officers Council

HIV/AIDS Human Immunodeficiency Virus/Acquired Immune Deficiency Syndrome

ID Identity Document

MPCC Multi Purpose Community Centre

NAPWA National Association for People with Aids

NISSC National Inter-sectoral Steering Committee

NGO Non Governmental Organisation

NICRO National Institution for Crime and Rehabilitation Organisation

OPSC Office of the Public Service Commission

PISSC Provincial Inter-sectoral Steering Committee

PIT Public Information Terminal

POWA People Opposed to Women Abuse

PRC Presidential Review Commission

PSC Public Service Commission

RDP Reconstruction and Development Programme

SAFA South African Football Association

SAMDI South African Management Development Institute

SBD Small Business Development

SITA State Information Technology Agency

TEDC Tombo Entrepreneurial Development Centre
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1. INTRODUCTION

Government is concerned about improving service delivery in the public service. To achieve the government’s
service delivery improvement objectives, emphasis is placed on efficient, economic and effective use of
resources.

The Presidential Review Commission (PRC), in view of the existing shortcomings in the public sector,
recommended that serious consideration be given to service delivery innovations. President Thabo Mbeki, in his
speech during the opening of Parliament in July 1999, emphasized the need to accelerate the delivery of services.
He stated that there should be an exploration of new and innovative mechanisms to deliver services effectively,
efficiently and economically to citizens of South Africa. Cabinet resolved in Memorandum 15 of 1999 to provide
communities across South Africa with information and services they can use through the establishment of Multi-
Purpose Community Centres (MPCCs).

The Public Service Commission has been mandated by the Constitution of the Republic of South Africa, 1996 to,
among other things, monitor, evaluate and investigate adherence to applicable procedures in the public service.
To fulfil its mandate, the Public Service Commission decided to evaluate the impact of the use of MPCCs as an
alternative way of accelerating service delivery. Only the MPCCs that have been in operation for at least a year
were included in the study.  

2. METHODOLOGY

Interviews were based on a questionnaire compiled by OPSC with the help of a team from GCIS and DPSA.

Interviews were held with the following:
MPCC managers;
MPCC personnel; and
MPCC service users

3. KEY FINDINGS

3.1 Success Factors

Based on the findings of the survey, each MPCC has a Government
Communication and Information System Office which provides the community with
government information which people need for their own development. The
information brochures are printed in languages predominantly used by the
communities.
With the MPCCs, communities now have the advantage of receiving a wide range
of services that were previously difficult to access, for example, a multitude of
government services have been brought to rural and under-serviced communities.

The MPCCs contribute to personnel development of the community and SMMEs,
enabling more participation in the national economy.

3.2 Challenges 

● Shortage of staff, especially in the Department of Social Welfare.
● Lack of resources in the offices. For example, there is a shortage of computers, fax machines, furniture, 

copier machines and cars.
● Government departments are not consistent with their service delivery time schedule.
● Lack of budgeting for the MPCC initiatives by government departments.
● Inconsistency in the appointment of Centre Managers.
● Lack of commitment by government departments in performing services at 

the MPCCs. 

EXECUTIVE SUMMARY
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4. RECOMMENDATIONS

The recommendations are outlined following the findings at the seven MPCCs visited.

● There is a high demand for government services from communities; government departments should therefore
relocate enough staff to the Centres on a permanent basis in line with community needs. 

● Departments should budget for MPCC initiatives such as personnel expenditures and office equipment. 

● The Department of Public Works should be urged to budget adequately for renovations, expansion and 
additional buildings to MPCCs suitable for permanent existence.

● The clustering of government services in the MPCCs should be promoted so that clients receive almost all 
the required services in one Centre.

● It is recommended that uniformity be promoted in the appointment of Centre Managers and that Municipalities
be given the responsibility of appointing Centre Managers for the purpose of allowing the Municipalities to be
the legal persons of MPCCs.

● Staff members who work in MPCCs should be well-trained to enable them to transfer their skills for the benefit
of the community.

● It is recommended that the preparations for the proper functioning of the MPCC should be finalised before a 
Centre is launched because after launching the MPCC, the community expects sustainable service delivery.

● Clear-cut regulations about the formation and structure of MPCCs should be established for the purpose of 
limiting conflict.

● In the case where an MPCC involves a partnership between government, NGOs and other institutions, the 
MPCC can be established as a Section 21 company.

● It is recommended that the service standards, i.e. the agreed level of performance appropriate to customers of
MPCCs be formulated by the Provincial Intersectoral Steering Committees in agreement with Centre 
Managers.

5. Conclusion

The survey revealed that the establishment of MPCCs is conducive to the needs of the community. Communities
with access to MPCCs benefit materially by receiving a wide range of services that were previously difficult to
obtain. 

The effective monitoring and evaluation of MPCCs should always be performed by the National Inter-sectoral
Steering Committee (NISSC) and the Provincial Inter-sectoral Steering Committee (PISSC) for the purpose of
promoting service delivery and ensuring the sustainability and maintenance of MPCCs.
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1. INTRODUCTION

Between October 2001 and March 2002, the Public Service Commission conducted a survey on the operations
of  the Multi Purpose Community Centre (MPCCs). The aim of the survey was to assess the impact of the MPCCs
on human resources, customers, finance and resources.

An MPCC is a one-stop, integrated community Centre which, through community participation in the needs of
services required, empowers poor communities by providing access to government information and resources for
development.

MPCCs are a collaborative venture between the three spheres of government (national, provincial and local
government), communities, parastatals, organs of civil society such as NGOs and the private sector. Cabinet gave
the Government Communication and Information System (GCIS) the mandate to co-ordinate this important
initiative at national government level.

The objectives of the project were to:
● Monitor and evaluate the impact of the use of shared service delivery initiatives.
● Evaluate the availability and utilisation of services provided.
● Evaluate client satisfaction.
● Contribute to the development of a learning network by the compilation of an evaluative report 

on the shared services initiatives through MPCCs.
● Inform Parliament on the progress and benefits of using shared service delivery initiatives.
● Recommend whether the establishment of MPCCs is the right channel for service delivery acceleration.
● Recommend policy and or legislative amendments which can enhance the functioning of  the approach.

The summary highlights the findings as related to the objectives as outlined above.

The survey´s findings are described in this report in relation to the above-mentioned objectives.

2. METHODOLOGY

It was agreed with the GCIS that only seven (7) out of thirteen (13) MPCCs be monitored for the purpose of this
report. Table 1 below shows the list of MPCCs included in the study.

PROVINCE MPCC DATE URBAN/RURAL AREA

Northern  Cape Galeshewe 

(Kimberly) (Rethusaneng)and Pescodia 10-11 October 2001 Urban

Gauteng Vaal-Sebokeng 14 November 2001 Urban

NorthernProvince

(Limpopo) Kgautswane 21-22November 2001 Rural

Western Cape Unobuntu (Worcester) 28 November 2001 Urban

Eastern Cape Tombo 6 December 2001 Rural

Mpumalanga Matsamo 5 March 2002 Rural

The six sites were chosen using two main criteria:
● To represent a balance between MPCCs located in urban and rural areas.
● MPCCs which have been in operation for more than a year.

Interviews were held with the following:
● MPCC managers;
● MPCC personnel; and
● MPCC service users

Interviews were based on a questionnaire compiled by OPSC with the help of a team
from GCIS and DPSA, see the attached Annexure. 
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3. LIMITATIONS OF MONITORING AND EVALUATION OF MPCCs

The MPCC business plan indicates that the project on MPCC involves stakeholders from local, provincial and
national government, with local municipalities being the primary implementing agencies. An MPCC is also ideal
to foster public-private partnerships. Participation by  communities, business and NGOs is critical to the
sustainability and success of MPCCs.

During the monitoring and evaluation process, it was found that NGOs fully participated in MPCCs. Since NGOs
are privately owned service providers, it is not possible for the Public Service Commission to come up with
wholesome recommendations on their functioning. The recommendations will address the possibility of increased
involvement of government departments in MPCCs and the functions performed to promote the vision and the
sustainability of MPCCs.

4. THE SUCCESSES AND CHALLENGES OF THE MPCCs

The outcome of the monitoring and evaluation process of each MPCC will be discussed. Focus will be on each
MPCC’s structure during the survey, its successes and challenges and recommendations thereof.

Addressing the challenges and constraints is not intended to induce pessimism or hopelessness. Instead, it is
designed to provide a clear picture of the problem areas that must be tackled for the purpose of fulfilling the vision
of MPCCs. The MPCC business plan emphasises the issue of participation of the community in the process of
integrated community development. Participation involves making plans and taking action. It is inevitable that
mistakes will occur during this process. However, a lot can be learned from such glitches to make sure that future
projects go smoothly.

The strengths and achievements of MPCCs indicate that they play a vital role in enabling communities to
participate in government decision-making and, by extension, in the national economy.

4.1 GALESHEWE (RETHUSANENG)
The Rethusaneng MPCC at Galeshewe township, in
Kimberly, Northern Cape, was launched in 2000.

This MPCC operates in a Cluster Approach Functional Model.
The service providers are housed in a stand-alone capacity
within a radius of about 500m. Rethusaneng accommodates
six institutions, including government departments. The
services offered are as outlined in Table 2 below.

TABLE 2
MPCC:  (i) Galeshewe (Rethusaneng Centres) - Centre Manager: Anastasia Ndabula

Services offered How often  

1. Home Affairs Twice a week  

2. Labour Once a week  

3. GCIS Full time  

4. RDP Full time  

5. Social Development Full time

(social assistance, social security, social development and social services). 

6. Family Marriage Association of South Africa (FAMSA) (NGO) Full time   

Cabinet members such as Ministers Stella Sigcau
and Mangosuthu Buthelezi, visit the MPPCs as a
monitoring measure
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4.1.1 Organisational Structure

Management of the Centre is based on the Provincially Appointed Manager Model. This means that the Office of
the Premier appoints the Centre Manager. The Centre Manager is responsible and accountable for the activities
at the Centre.

A project manager attached to the Office of the Premier co-ordinates all the activities of MPCCs in the province.
He also receives reports on the performance of Centre Managers. 

A community advisory committee comprised of diverse groups including church groups and other interest groups
advises the Centre Manager on the addition of new services and the perceptions of the community about the
Centre.

4.1.2 Successes

Customer care training was offered to all the service providers at the Centre.

Commitment from government officials is demonstrated by personnel working there even after hours and without
demanding remuneration. This means clients are attended to no matter how late.

They exercise good accountability measures because each service provider is expected to write a bi-monthly
service delivery report.

Managers in Social Welfare perform weekly monitoring sessions, which contribute to higher productivity, efficiency
and effectiveness.

The Home Affairs personnel have mobile units. Births are registered at hospitals and birth certificates are
processed immediately. The personnel do consultations in nearby hospitals and thereby impress clients. When
marriages are conducted, the Department processes marriage certificates instantly.

Suggestion boxes are available and clients are at liberty to submit their views and/or grievances.

All personnel have clearly spelt-out job descriptions.

As a monitoring measure, cabinet members sometimes visit the Centre, which is an advantage for the community
because cabinet is kept abreast of developments at the Centre.

4.1.3 Challenges

Personnel have transport problems. There is only one car available for social workers to use for home visits
making it difficult for them to make home visits. 

There is a lack of basic resources, such as computers. Social workers are forced to write their reports manually.
They also depend on typists to type their reports - a process that can take up to two months and delays them in
their submission of the bi-monthly performance reports as required. 

Staff members redeployed to the Centre from other departments such as social development are few and they
have problems meeting the needs of the clients timeously.

The working facilities are often inadequate, for example, there is a lack of photocopiers. Personnel therefore
depend on RDP facilities.

Multi-lingualism is sometimes a problem. Clients speak Sesotho, isiXhosa, Shangaan and Afrikaans. In some
cases, workers at the Centre look for interpreters to help clients and the concerned service provider.

4.1.4 Recommendations

The departments operating in Rethusaneng Centre, for example, HomeAffairs,  Labour and Social Development,
should re-allocate resources such as computers and vehicles to relevant personnel.

Departments should consider permanent appointment of staff at the Centre and consideration should be given to
appointing or relocating people who can speak the languages spoken in the area for
the purpose of reducing language problems.
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4.2 PESCODIA (MANNE DIPICO)

The Pescodia MPCC is in Kimberly,
Northern Cape. The Centre started
operating in 1994, offering municipal
and social services and broadened its
services to six when it was launched in
2000. 

The MPCC comprises of one building
with a number of offices. It uses a
Service Counter Model, where there is a
waiting room and departments are
allocated service counters. There are
back offices for staff members who
occasionally visit the Centre on
scheduled days. The services offered
are as outlined in Table 3 below.

TABLE 3
MPCC: (ii) Pescodia (Manne Dipico) - Centre Manager: Vernon Patrick

Service Offered How Often  

1. Social Development Full time  

2. Home Affairs Every second week  

3. Municipality Full time  

4. Labour Once a month  

5. Family Marriage Association of South Africa (FAMSA) (NGO) Once a month  

4.2.1 Organisational Structure

The Centre is managed through a Provincially Appointed Manager Model. This means that the Office of the
Premier appoints the Centre Manager, who is responsible and accountable for the activities at the Centre.

A project manager attached to the Office of the Premier co-ordinates all the activities of MPCCs in the province.
He also receives reports on the performance of Centre Managers. 

A community advisory committee comprised of diverse groups including church groups and other interest groups
advises the Centre Manager on the addition of new services and the perceptions of the community about the
Centre.

4.2.2 Successes

By not having to spend money and time going to town for services, clients say the Centre is a benefit to the
community.
Service providers receive training from personnel from the Premier’s Office. The Departments of Social Welfare
and Home Affairs sometimes train their personnel.

4.2.3 Challenges

There is a shortage of staff. All the clients interviewed complained about queuing for a long time for services. It is
common for some clients to queue from 8am to 3pm. Due to the lengthy waiting periods, some clients even give
up and leave without getting any help.

4.2.4 Recommendations

More staff should be relocated to the Centre, especially those in the Departments of Social Welfare and the
Municipality. 

MPCCs provide communities with government information they
can use for their development
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4.3  VAAL - SEBOKENG

The Vaal Sebokeng MPCC is in Sebokeng
township,  Gauteng. Although launched in 2000 as
an MPCC, the municipal services, for example,
paying of housing rental and provincial services,
have been in operation since 1971. 

The MPCC operates in a Cluster Approach
Functional Model. The service providers are
housed in a stand-alone capacity within a 1km
radius. The Centre accommodates 26 service
providers including government departments and
NGOs. The services offered are as outlined in
Table 4.

TABLE 4
MPCC : Vaal-Sebokeng – Acting Centre Manager : Busi Mdaka (GCIS officer)

Services How often  

Social Welfare Full time  

Labour  Full time  

Local Government (housing, engineering unit, cleansing services, town Planner (city engineer)) Full time

Health (Hospital Services) Full time  

Home Affairs Full time  Justice Full time  

South African Police Services Full time  

GCIS Full time  

TeleCentre Full time  

People Opposing Women Abuse (POWA) Full time  

National Institution for Crime and Rehabilitation of Offenders (NICRO) Full time

Family and Marriage Society of South Africa (FAMSA) Full time

South African Football Association (SAFA) Full time  

Taxi Association Full time  

Lesedi Legal Aid Centre Full time  

Vaal Small Business Development Association Full time  

Vaal Networking Committee (computer training) Full time  

Local Arts Promotion Full time  

South African Revenue Services Once a week  

Association For The Aged Full time  

4.3.1 Organisational structure

The Vaal-Sebokeng MPCC is managed through the Government-led Implementation Management Model (co-
ordinated by the Department of Public Works). The Centre Manager is supposed to be appointed by the
Department of Public Works, but has not yet been appointed. There is, however, an acting Centre Manager, who
is attached to the Department of Social Welfare. A GCIS officer helps co-ordinate functions and activities in the
Centre. Each component designs its own training programmes.

The service providers do not have scheduled meetings to discuss their experiences in service delivery in the
Centre as there is no communication structure for such discussions.

Service providers include NGOs. However, the vast majority of these NGOs are not
legally allocated to the structure of the MPCC as they did not enter into contracts and
they do not pay rentals for the space provided to them.

Communities receive government information from the MPPC
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4.3.2 Successes

Because the MPCC is close and offers a wide range of services, the community no longer has to spend a lot of
money going to town for services.

Documents are distributed to inform the clients on how to lodge complaints in respect of service delivery in the
Centre.

Clients are impressed because they are consulted about services offered in the MPCC. They are also impressed
with the friendliness and the efficiency of the officials working in the MPCC.

There is a good combination of government departments and NGOs to give a wide range of services.

The Information Telecommunication Technology (TeleCentre) has been brought closer to the community. 

Courses on small business development are offered and a joining fee of R100 per client is paid. An additional
advantage of this course is that it teaches clients on how to manage their businesses. 

4.3.3 Challenges

The acting Centre Manager concentrates much on the activities of the Department of Welfare instead of those of
the Centre as a whole. There is, therefore, a problem in the management of the Centre because the GCIS official
cannot fully manage the Centre as she also has her component’s responsibilities. 

The NGOs which are not legally allocated to the structure do not pay rentals and they have not signed any
contracts.

Clients have difficulty finding their way around the Centre because services are situated far from each other and
there are no sign posts.

There is a shortage of manpower in the Department of Social Welfare. The social workers cannot cope with the
workload at the MPCC.

There is a lack of resources in the offices of Social Welfare. For example, there are shortages of computers, fax
machines, furniture and cars. This creates numerous problems for personnel including delays in the typing of draft
reports, the use of borrowed furniture and at times, local government officers use their own vehicles without
getting travel allowances.  

The NGOs cannot further develop because there is a shortage of finance. Small Business Development
Association needs more money to train more people. It is hoped that such training could act as a deterrent to
crime as would-be criminals would play a meaningful role in the local economy by being self-employed.

The Centre’s premises are not clean because there is no one appointed for that task.

4.3.4 Recommendations

The NGOs should enter into contracts with the management of the MPCC to ascertain their future in the MPCC.
They will also be bound to pay rentals for the space they use to deliver their services. 

A Centre Manager has to be appointed to manage the activities of the MPCC. This will hopefully, solve the
Centre’s many problems.

Within the Centre, there should be a proper directory and information signage of where specific services are so
that clients could find help easily.

Generally, there is a shortage of staff at the MPCC. Departments that offer services at the MPCC should increase
the number of officials who work there. For example, the Department of Social Welfare needs more staff to relieve
them from the huge workload, which, if not checked, could lead to low morale.

Cleaners should be appointed to clean the Centre.

Resources, such as computers, should be provided to improve workers’ speed and efficiency.
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4.4 KGAUTSWANE

Kgautswane MPCC was
established in the
Kgautswane Region at
Greater Tubatse
Municipality in Limpopo
(Northern Province). The
Centre was established in
1992 as a Community
Development Centre and
was later launched as an
MPCC in 2000. Seeing a
variety of socio-economic
problems around them,
the present Centre
Manager and a group of
women in Kgautswane
established the
Kgautswane Community
Development Centre.
Such participation is an

essential part of human growth as it constitutes the area of self-transformation through which people grow and
participate in the process of self-confidence, initiative, creativity, responsibility and cooperation. Without such
development within the people themselves, all efforts to alleviate their poverty will be immensely more difficult. 

A number of service providers are housed in separate buildings at the Centre. The services offered are outlined
in Table 5 below.

Table 5
MPCC: Kgautswane - Centre Manager: Clara Masinga

Services Offered How Often  

1. Sewing Full time  

2. Art &Craft Full time  

3. Farmers corporation Full time  

4. Village bank Full time  

5. Library Full time  

6. Computer Full time  

7. Farmers corporation Full time  

8. Community gardens Full time  

10. Juice making Twice a week  

11. Adult education, sewing, cooking and baking Full time  

12. Disabled (ABET, physical activities, sewing, 

gardening, cooking &  baking) Full time

13. Hippo water rollers Twice a year  

14. Traditional catering (African food) Occasionally  

15. Piggary Full time  

16. Tourism Full time  

17. Carpentry Twice a week  

18. Health and Welfare Full time  

19. Agriculture Three days a week  

20. Economic Affairs/Tender board members Once a week  

21. Safety and Security Full time  

22. Office of the Premier Occasionally  

23. Home Affairs Once a month  

24. Education Full time  

25. GCIS Full time  

26. Justice Thrice a month  

The community in Kgautswane is highly involved in the development 
of the Centre
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4.4.1 Organisational Structure

Kgautswane MPCC is managed along the Community-led Implementation Management Model. With this type of
MPCC, there is a board, which appoints the Centre Manager. Kgautswane’s Centre Manager was appointed by
the Community Development Centre’s Board of Directors in 1992. 

The Board consists of representatives of:
● The community 
● Old Mutual and
● DBSA

The MPCC has a Steering Committee comprising of representatives of:
● The community 
● Service providers (including the government departments) and

Parastatal institutions

This committee holds monthly meetings for the purpose of planning and evaluating projects.
This means that there are currently two structures at the Kgautswane MPCC - the Board and the Steering
Committee, which creates conflict in the management of the Centre.

4.4.2 Successes

The community is extremely dedicated to the development of the Centre. Members of the community not only
sometimes hold decision-making meetings but they also, spend time working in projects such as creches, the
village bank and old age home, without remuneration. That promotes the spirit of togetherness in improving the
lives of the community.

There is small business development which promotes job creation. This development contributes to poverty
alleviation as the community earn a living through creating their own businesses. 

Through the Centre, local primary school educators receive training in mathematics, which is funded by Old
Mutual. Local educators are also able to teach learners about arts and crafts and computers because of the
training they receive from the Centre.

The sewing club sells good quality clothes at affordable prices.

The Centre Manager was praised for her ability to market and raise funds for the Centre. This can be seen in the
number of donations made towards the development of the Centre. Donors include Old Mutual, Land Bank, De
Beers Fund, DBSA and churches.

The community is happy because it receives valuable government information, which it can use for its own
development.

Government services have been brought to poor rural communities.

4.4.3 Challenges

The supply of basic resources is insufficient. Essential resources that are missing include transport, tables and
chairs. Computers do not function because there is no electricity.

The Centre does not have sufficient financial resources. It depends on fund-raising and donations from local
businesses, NGOs and the private sector. It does not have enough money to improve income-generating projects
such as poultry, juice-making and sewing. 

Only the GCIS office pays rent. The other governmental departments have indicated that they had not budgeted
for rent. 

The Departments of Home Affairs and Justice have not lived up to their promise of offering services. Clients find
them unreliable.

Clients complained about the Centre being politicised due to an alleged conflict between the Centre Manager and
the municipality.



13

4.4.4 Meeting with the Municipal Council

The meeting with the Municipal Council was held following a suggestion from members of the Provincial Inter-
Sectoral Steering Committee, that the Municipal Council must first be met before a report on the MPCC is
compiled. The meeting was held on February 8 2002 at the Tubatse Municipal Authority’s boardroom. It was
attended by representatives from the following institutions:

● Municipal Council 
● National and Provincial offices of the PSC
● GCIS 
● Office of the Premier

During the discussion, representatives of the Municipality said they were not involved in the running of the MPCC
because there was no role clarification on the functioning of the MPCC. They committed themselves to taking part
in running the Centre if mandated to do so. The meeting also decided that a clear picture on the functioning of the
Centre would help attract sponsors. On the issue of installing electricity, representatives of the Municipality said
they had contacted Eskom, but were told that it was difficult to install connection lines.

The meeting resolved that there should be:
● Role clarification on the participation of the Municipality.
● A management structure.
● A clear procedure on the appointment of board members.

4.4.5 Recommendations

The following is recommended:

● The current conflict, which is created by the existence of two management structures running the Centre, 
needs to be resolved urgently. It is advisable that the following interventions be made:
● The old and the new structure of the MPCC should be integrated and a single board of directors should 

be formed. 

● The integration should be driven by the Premier’s Office, community structures, the Department of Local 
Government and other service providers at the Centre. Thereafter, a memorandum of understanding 
should be drawn up, clearly indicating that the involvement of the new stakeholders is not to take-over but
to add value to the Centre.

● This board will consist of members from the two boards. The current Centre Manager should remain in her
position to ensure that the sense of innovation among communities continues. For the sake of good 
governance, another member should be appointed as the chairperson of the board and the Centre 
Manager be the vice-chairperson. The involvement of the Municipality is crucial for proper maintenance of
the Centre. 

● The service providers that have just joined should pay rentals to the Centre Manager and should abide by the
rules of the Centre. Some form of representation in the management committee should be afforded to those 
offering their services through the Centre, especially the new members of the MPCC.

● The Department of Public Works should consider renovating buildings at the Centre.

● The Centre Manager should urge departments to write their service standards as a form of commitment to the
community.

● Resources, including furniture and transport facilities, should be provided.
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4.5 UNOBUNTU (WORCESTER)

The Unobuntu MPCC was established in the
Worcester township in Western Cape in 1997 and
launched in 2000. The Centre comprises of one
building with a number of offices. The Centre has
public facilities such as a gymnasium and a
community hall. Services offered are outlined in
Table 6 below.

Table 6
MPCC: Unobuntu MPCC - Centre Manager: Mawethu Bikani

Services Offered How Often  

Unemployment projects e.g. skills development projects Full time

NGO counselling

Raped children & advising women on home based issues Full time

Women development programme Full time

Soup kitchen: women assisting people with food Once a month

Post Office Three days a week  

Social services Three days a week  

Home Affairs Two Fridays a month  

Municipality Full time  

4.5.1 Organisational Structure

The management of the Unobuntu MPCC is based on the Local Government-led Implementation Management
Model. This means that the municipality appoints the Centre Manager. The Centre Manager is responsible for the
activities at the Centre.

A management committee comprising of managers of service providers (as listed in Table 6 above) and
community representatives make decisions on service delivery at the Centre.  

There is no receptionist to attend to queries and direct them to relevant offices within the Centre. At the moment,
this function is performed by a GCIS official despite it being outside the scope of his job description.

The Centre Manager’s secretary finds herself performing additional duties such as helping clients photocopy, type
CVs and fax. Undertaking these extra tasks poses a problem as she is left with no time for her secretarial duties.

4.5.2 Successes

Citizens at Worcester are happy that they have access to government information in a language familiar to them.
In addition, services are offered at times convenient to them. Lastly, getting services locally saves them time and
the money of going to town.

The Centre offers valuable municipal services such as, payment of rental and electricity services. Citizens
interviewed were happy to receive these services locally.

The Centre enables the Worcester community to hold meetings to discuss ways of improving their lot.

The Centre also offers valuable facilities such as a gymnasium.

A choir from the local community sings at the launch 
of the Unobuntu MPPC
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4.5.3 Challenges

Mechanisms to solicit views of community members about service delivery, such as suggestion boxes, have not
been established. It is, therefore, difficult for clients to lodge complaints.

There is lack of resources. For example, there is a need for an additional photocopier and a fax machine, to help
the community. At present there is one of each of these machines.

Government departments are not reliable in offering their services at the MPCC. The services offered by few
departments as indicated on table 6 are still insufficient.

There is also a dire need for the services of the Departments of Justice and Labour, as well as that of the police.

4.5.4 Recommendations

As a matter of urgency, a receptionist should be appointed to attend to queries and direct community members
to relevant offices within the Centre, and improve workflow.

A person should be employed to help clients photocopy documents, type CVs and fax. 

There is a dire need for the full time service of the Departments of Home
Affairs, which currently avails its services on only two Fridays a month, and Welfare, which offers its services on
only three days a week.

The Departments of Justice, Labour, and Police Services should be further requested to avail their services in the
Centre because these services are most valuable.

4.6 TOMBO
The Tombo MPCC is situated at Port St Johns, in the
Eastern Cape. The MPCC was launched in 1999.

Before representatives of service providers were
interviewed, a meeting was held to discuss issues of
common interest. The meeting focused on the
successes and shortcomings of the MPCC in
addressing community needs. It also addressed the
challenges faced by the MPCC since its establishment.

The Tombo MPCC comprises of one building with a
number of offices. It accommodates 12 institutions,
which include government departments, the Port St
John’s Municipality and NGOs. 
The services provided are outlined in Table 7 below.

Table 7
MPCC : Tombo – Acting Centre Manager: Butsha Bomela (GCIS officer)

Services Offered How Often  

Umtata child abuse Twice a week  

Tombo Entrepreneurial Development Centre (TEDC) Full time  

Amapondo Art Centre Full time  

Partnership between the Department of Sport Arts and Culture and Amapondo Once a month  

Consumer Affairs Twice a month  

TeleCentre Full time  

Health (clinic) Full time  

Agriculture Twice a week  

Welfare Twice a week  

Home Affairs Twice a week  
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4.6.1 Organisational Structure

The management of the Tombo MPCC is based on the Local Government-led Implementation Management
Model. With this type of management model, the Centre Manager is usually an employee of local government.
The critical observation, which needs urgent attention, is the appointment of a Centre Manager, who is supposed
to co-ordinate and manage the activities of the MPCC. The local GCIS official is responsible for managing the
Centre and it has been noted that she cannot manage the Centre successfully owing to her GCIS engagements.

It was discovered that the co-ordinating function of the official in the Office of the Premier situated at Bisho, about
300km away from the Centre, was ineffective. He spends a long time without communicating with officials at the
Centre.

Service providers said management meetings at the Centre were ineffective.

The MPCC is still under the responsibility of the district municipality. Talks are under way to hand over the MPCC’s
responsibility to the local municipality. 

4.6.2 Successes

The ideal location makes the Centre accessible to community members, thus helping a great deal in delivering
key services to the poor rural community.

The community receives relevant government information in their own language.

4.6.3 Challenges

The Centre faces a shortage of accommodation for existing institutions. Lack of private offices, for instance,
makes social workers battle to counsel clients in a manner that guarantees confidentiality.

There is a lack of transport facilities. For example, there is no ambulance for the health centre’s patients. In
emergency cases, a taxi is hired.

The people use pit toilets, some of which are often full. The Centre needs to be cleaned.

The security guard employed by the municipality is not appropriately armed. This negatively affects the functioning
of the health centre, as personnel fear working 24 hours due to insufficient security.

There is no water at the Arts Centre and the officer responsible for the section carries drinking water from home-
15km from the Centre.

4.6.4 Recommendations

A Centre Manager should be appointed. In the absence of a Centre Manager, a representative management
committee for the Centre should be established and the local authority can assign the responsibility of co-
ordinating the functions of the committee to a person already in its employ.

The departments offering their services at the MPCC should work five days a week because clients need their
services daily.

A fully-fledged structure should be established to accommodate the existing and envisaged institutions.

The district municipality should hand over the authority of the Centre to the local municipality for the purpose of
effecting good management of the Centre and appointment of the Centre Manager.

Security systems, including the appointment of armed security guards, should be set up on the premises for the
purpose of safeguarding valuable assets such as equipment and files. 
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4.7 MATSAMO

The Matsamo MPCC was established in the Nkomazi Municipality at
the Ehlanzeni District Council of Mpumalanga. The Centre has been
operational since 2000 and the structures are controlled by the Local
Tribal Authority (Matsamo), which is responsible for the welfare of
over 40 000 people from 12 villages. The MPCC shares the same
premises with the Matsamo Tribal office. 

A number of service providers are housed in separate buildings in one
Centre. In this functional model, communal facilities are stand-alone.
The Centre accommodates 11 institutions, including government
departments and NGOs. The services offered are outlined in Table 8
below.

Table 8
MPCC : Matsamo  - Acting Centre Manager: Meshack Hlongwane (GCIS officer)

Services How Often  

Social Services Full time  

Education (district office) Full time  

Agriculture Full time  

Government Communications Full time  

Health Full time  

Home Affairs Once a week  

Lusito Lwethu Peer Educators (HIV/AIDS NGO) Once a week  

National Association for People with AIDS (NAPWA) Full time

SA Council for the Aged Full time  

Tribal Office Full time  

Flea Market Once a week  

4.7.1 Organisational Structure

The management of Matsamo MPCC is based on the Traditional Leadership Structure Model and is controlled by
the Local Tribal Authority. The highest authority is the traditional leader or his/her appointed manager. At present,
there is no Centre Manager appointed at the Matsamo MPCC. A local GCIS officer at the Centre is the one
responsible for the co-ordination of some activities among departments at the Centre. While the GCIS official may
attend to issues and problems only affecting departments directly, the Traditional Authority is in full control of the
structure. 

There is no consistency in the payment of rental by departments to the Traditional Authority. Out of all
departments, only two, the Departments of Agriculture and Education, pay monthly rentals. No contract has been
signed or entered into between departments and the Traditional Authority, resulting in some departments not
paying their monthly rentals.

There is no co-ordination of activities at the Centre. Departments work in isolation, only
focusing on the needs of their clients.

With regard to training, each department and NGO rendering services at the Centre is

A vibrant flea market on Fridays
provides entrepreneurial  prospects
for the community
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responsible for designing and offering training needs to its clients. The Department of Social Services is not
offering training to its personnel owing to a shortage of staff at the MPCC. Only one officer, who said she attended
a computer course since her appointment in 1997, offers such services in her department.

4.7.2 Successes

The Centre satisfies the needs of the community. Interviews with various stakeholders at the Centre revealed that
the opening of the Centre has improved the lives of the people. Before the Centre opened, people had to travel
more than 50km to receive services. The Centre is accessible and has made the lives of people easier as there
is no longer a need to travel long distances to nearest towns like, Komatipoort and Malelane. Both towns are
situated more than 60km from the Centre.

The MPCC is situated next to a road that is less than 2km away from the Swaziland border post. People from the
neighbouring country are also benefiting from the Centre. They come to buy and sell their products to the local
people.

The Department of Home Affairs is in the process of installing a container office consisting of a large office and a
smaller office or interview room in an effort to improve its service to the community. Two officials, who are
employed permanently, will man the office, which is built from shipping containers. In addition it has equipment
that will enable clients to lodge their applications and get their certificates instantly. 

The MPCC is responsible for advising and encouraging the community to make good use of a Public Information
Terminal (PIT) machine that has been installed at the post office, 200m away from the MPCC.  The PIT machine
can be used for processing applications for passports and ID books. In addition, circulars for government job
vacancies can be shown on the machine.

The MPCC is very busy because there is a cluster of services comprising the Tribal office and the Departments
of Social Services and Home Affairs. Community members get letters to prove that they are residents of Matsamo
and thereafter are able to apply for social grants or ID books or death certificates. Because they receive proof of
residence from the Tribal office, they no longer travel long distances to submit applications. Through this
arrangement,  inter-related services are clustered together.

There is a flea market every Friday which sees people from different sectors of the community coming to the
Centre to sell their products. In this way, job opportunities are created.

4.7.3 Challenges

The MPCC does not have a Centre Manager. The matter has not been resolved for a long time. It is not easy for
the GCIS official to assume the duties of a Centre Manager as he has other responsibilities at the GCIS office.
He attends to logistical issues affecting departments within the Centre and reports to the Traditional Authority. This
includes logistical problems such as lack of water and lack of office accommodation.

The shortage of water is a major problem at the MPCC. Facilities like toilets remain unused and those that are
used are dirty because there is no water to clean them. The matter has been discussed with the chief  in the local
council and he said he wrote a letter to the Department of Water Affairs sometime ago and telephoned to bring a
tank, but they were still waiting. However, the report obtained from the acting Centre Manager is that the local
Traditional Authority claims ownership of the land and is, therefore, not prepared to lodge a complaint about lack
of water through the municipal council.

There is a lack of resources at the Centre. Generally, all offices are without proper furniture. In some of the offices
there are no telephones, computers, fax machines and copier machines. Sometimes people are sent to the
nearest police station, 1 km away from the MPCC, to make copies.

The MPCC has a shortage of staff. The Department of Social Services is experiencing problems owing to
shortage of staff. During monthly pension pay-outs, the office is run by one official who attends to a number of
people who come to register or to make applications for old age pensions, disability, foster care grants and child
support grants. Sometimes officials sacrifice their lunch and tea breaks to attend to people. 

There are no cleaners. There is only one elderly person who has volunteered to clean up the premises in the
Department of Education. Some of the officers take it upon themselves to ensure that they clean their offices on
a daily basis. Generally the premises at the MPCC are not well looked after.

The MPCC structure is under the control of the Traditional Authority. There is no security guard to look after the
structure. People move freely in and out of the Centre. This undermines the security of state property such as
office furniture, computers and confidential files.



All the application forms used at the MPCC are in English and it becomes difficult for officials to interpret English
and make ordinary clients understand, especially the elderly. To avoid this scenario, provision should be made to
have these forms written/translated into Siswati.

4.7.4 Recommendations

The Office of the Premier should intervene and ensure that the traditional leader who is currently managing the
MPCC on an ad hoc basis to speed up the process of appointing a Centre Manager.

There should be a receptionist appointed who will attend to queries and direct them to relevant offices within the
Centre.

With regard to the payment of monthly rentals, contracts should be signed between the service providers in the
MPCC and the Traditional Authority. The Traditional Authority should then standardise the rates for rental for all
service providers.

All personnel at the MPCC need training. 

There is a critical need for water supply at the MPCC. The supply of water has become a major issue, which must
be addressed appropriately between the municipal council and the Traditional Authority as a matter of urgency.
The Office of the Premier should handle this for the purpose of improving the Centre and satisfying the needs of
the citizens.

Departments that have not yet moved into the Centre should be encouraged to speed up the process. It is further
proposed that both the SAPS and the Nkomazi Municipal Council be housed within the MPCC as well. 

5. OVERALL RECOMMENDATIONS

The following recommendations are based on the findings from the monitoring and evaluation of six (6) MPCCs
visited between October 10 2001 and March 5 2002. The recommendations have been provided for the purpose
of promoting the sustainability and improving service delivery of the MPCCs.

5.1 Relocation of government services to the Centres

It is of utmost importance that government services/government departments relocate permanently to the Centres
and also redirect their operational budgets to this task. There is a great need for government services by
communities. The presence of government services provides a sense of permanence that appeals to community
organisations and commercial ventures. The following factors on the relocation of government services to the
Centres could enhance the sustainability of MPCCs:

5.1.1 Human Resources

The Office of the Premier in all the provinces should be a lead department in co-ordinating government activities
of the MPCCs. An officer should be appointed in each Office of the Premier to be responsible for government
activities in the MPCCs.

The NISSC as well as the PISSC should perform the task of monitoring and evaluating the effectiveness of
government activities in the MPCCs. This will help in keeping track of the progress on service delivery in MPCCs.
To fulfil its monitoring and evaluation mandate, the PSC would work closely with the NISSC and the PISCC in this
function. 

Government departments should relocate enough staff and resources to the MPCCs.

Because the MPCCs are cross-sectoral, the project team needs to explore deepening partnerships with NGOs
and other agencies of civil society who are already in MPCCs in order to promote the value of vukuzenzele (doing
things for yourself).

All MPCCs should establish container offices for the Department of Home Affairs. These offices, which are built
from shipping containers, consist of a larger general office and a smaller office or
interview room. They are comfortable for employees and convenient  for  clients as they
are equipped with equipment that can provide good quality service - people can lodge
their applications and get their certificates instantly. 
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5.1.2 Finance

Departments should budget for MPCC initiatives such as personnel expenditures and office equipment. This will
promote the efficiency of government departments in the MPCCs.

The Department of Public Works should be urged to budget adequately for renovations, expansion and additional
buildings  to MPCCs seen to be suitable for permanent existence.

The management of MPCCs need to enforce the payment of rentals by service providers so as to ensure that the
day-to-day running costs of the MPCC, such as for cleaning facilities, electricity, security, and so on, are
sustained. 

Centre Managers should be encouraged to look at alternative ways of securing funds. One such way would be to
properly market the MPCC to secure donor and other sources of funding.

5.1.3 Clients

The clustering of government services should be promoted in the MPCCs so that clients could receive almost all
the required services in one Centre. For example, the Departments of Home affairs, Social Welfare, Labour, and
Education, the local municipality, and a library to supplement GCIS should all be in one Centre.

Community radio stations should also be established in association with MPCCs to inform citizens about local
news and marketing the Centre itself.

Suggestion boxes should be placed in all MPCCs so that clients can lodge their complaints in respect of service
delivery in the Centre.

Citizens’ participation in decision-making about service delivery should be encouraged. Service providers could
co-ordinate citizens’ forums, participatory forums and user surveys as a way of achieving this.

5.2 Management of MPCCs

Centre Managers should be well-trained in management skills to empower them to co-ordinate the activities of
service providers housed in MPCCs. MPCC management adds to the sustainability of the Centres by providing
security measures, administration, reception as well as guidelines for Centre management. Lessons learnt from
the evaluation process revealed that MPCCs without Centre Managers lacked proper management. 

The role of a Centre Manager should be clearly defined since he/she is the strategic contact point between the
Centre and the local, provincial, national departments and other participating agencies. The study has shown that
the best practice model is where the local municipalities handle the management and administrative functions at
the MPCCs. It is therefore, recommended that uniformity be promoted in the appointment of Centre Managers
and that municipalities be given the responsibility of appointing Centre Managers. This will enhance the
sustainability of the MPCCs, improve maintenance and allow the municipalities to be the legal persons of the
MPCCs.

It is recommended that the local municipalities, through appointed Centre Managers,  should handle the
responsibilities of cleaners and security guards. Municipalities are seen to be the most suitable structures for
these activities because they are closely located to the MPCCs and have existing working relations with local
communities.

For MPCCs to be effective and to deliver desired results, their management should be a-political. For good
governance, management should allow or encourage the community (regardless of political background) to give
recommendations on what is believed to be the efficient running of an MPCC.

5.3 Capacity Building

Staff members who work in MPCCs should be well-trained to enable them to transfer their skills for the benefit of
the community.  Training which is quite crucial for MPCCs, will involve the following:

●  Batho Pele (people first)
●  Customer care
●  Computer literacy
●  Communication (including marketing especially for Centre Managers)

Well-trained personnel are able to offer their services to the community with confidence. It is recommended that
SAMDI offer the above training to officials working in the MPCCs.
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In each MPCC there should be a skills development section to provide training to communities. The skills of
communities will also be enhanced through access to technology and training to use the new technologies for
better access to the job market or for self-employment.

One of the aims of MPCCs is to enhance the quality of life of the people. This would involve job creation
programmes and dealing with illiteracy.  It is advisable that each MPCC include education and training
programmes, for instance ABET, Small Business Development advice, entrepreneurship, training job seekers and
other capacity-building programmes. Although this is a desirable situation, it would depend on the needs of the
community where the MPCC is located.

5.4 After care and sustainability of MPCCs

After launching the MPCC, the community expects sustainable service delivery. It is recommended that the
preparations for the proper functioning of the MPCC should be finalised before a Centre is launched, for example:

● feasibility study to be done to determine priority needs of the community.
● to finalise a budget for the MPCC.
● to finalise the recruitment of departments which should offer their services at the MPCC.
● to install telephone and electricity lines, and
● provide resources such as computers, furniture and so on.

5.5 Proper directional and information signage/receptionist

To help clients access services easily, MPCCs need to have clearly marked directional and information signage.
This is especially true at MPCCs where a number of service providers are housed in separate buildings in a
locality such as the one at Matsamo.

In MPCCs where there is one building with a number of rooms or offices, such as at Worcester, a receptionist
should be employed to direct clients to relevant offices and also attend to queries. Such a receptionist should be
knowledgeable and reliable. He/she should be cross-trained in the information and services of participating
service providers. The above could assist in limiting confusion within MPCCs about where relevant services are
situated.

5.6 Access Control Officers

MPCC facilities need proper security. MPCC offices house valuable assets such as computers and faxes, which
need protection. The access control officers at the Tombo MPCC are not well armed and it is difficult for the health
centre personnel to work 24 hours as stated in the policy. At the Kgautswane MPCC, there is a computer training
room full of computers and yet there are no guards. Armed guards should be appointed to secure the MPCC
facilities.

5.7 Clear-cut regulations about the formation and structure of MPCCs

To limit conflict and promote efficient and effective service delivery, considerations should be given to the
establishment of clear-cut regulations about the formation and structure of MPCCs. Such regulations should
clarify the following:

● Identification of roles. For example, which department is responsible for co-ordinating the activities in the 
Centre. Is it the Office of the Premier or the Department of Local Government which controls the MPCCs?

● The role of community development leaders and municipalities, especially where the facility was 
previously used as a Community Development Centre.

● Budget for maintenance of premises and buildings.
● Relocation of government departments to the Centres.
● Supply of resources and facilities to the Centres.
● Reporting structure.
● Establishment and role of the board of directors.
● Setting up of permanent legal entities to ensure continuity and permanency.

The overall institutionalisation of the MPCCs cannot be left to voluntary informal
integration and departments being involved on a semiformal basis. It is recommended
that the MPCC programme be institutionalised by legislation and policy.
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In the case where an MPCC involves a partnership between government, NGOs and other institutions, the MPCC
can be established as a Section 21 company with the following as advantages:

● Many funders prefer to deal with groups who are registered and follow strict rules.
● Service providers are forced to work openly and keep proper records to promote better accountability.
● Financial and annual reports are kept according to specifications.

5.8 Information and Technology

Most service providers, especially those in the rural areas, do not have computers and therefore have to complete
all forms manually. The forms have to be taken to the sub-regional offices to be entered on the computer systems
of the government Information Technology system.

It is recommended that the State Information Technology Agency (SITA) and the Government Information
Technology Officers Council (GITOC) roll out Information and Technology systems to service providers at MPCCs,
thus connecting them to online facilities which government already has at national and regional levels. This will
eradicate manual service provision, reduce unnecessary paper work and therefore improve government efficiency. 

5.9 Service Standards

In terms of section 4.2.1 of the White Paper on Transforming Public Service Delivery (Batho Pele White Paper)
1997, 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 been previously denied access to some
services. Provincial departments may also  set additional standards for aspects of services 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 are the agreed level of performance appropriate to the customer, and measurement can be
made against such standards.

It is recommended that service standards for MPCCs be formulated by the provincial inter-sectoral steering
committees in agreement with Centre Managers. In terms of section 4.2.4 of the White Paper on Transforming
Public Service Delivery (Batho Pele White Paper) 1997, the standards must be published and displayed at the
point of delivery and communicated as widely as possible to all potential users so that they may know what level
of service delivery they are entitled to. They can also complain if they do not receive this service. The Department
of Public Service and Administration and/or SAMDI could be contacted for giving guidance on how to formulate
service standards.

6. CONCLUSION

The discussion on the monitoring and evaluation of MPCCs revealed that the establishment of MPCCs is a wise idea
and conducive to the needs of communities. These institutions can accelerate service delivery, especially to those
who have been previously deprived from receiving such services. Before MPCCs opened, people travelled long
distances to get services. The accessibility of Centres has helped improve people’s lives. Communities with MPCCs
benefit materially by receiving a wide range of services and information previously difficult and/or expensive to obtain.
To sustain the MPCCs’ achievements, all stakeholders need to join hands and protect their development. The
stakeholders should not be distracted by challenges. They should, instead, maintain their commitment to serving
the people.
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ANNEXURE

OFFICE OF THE PUBLIC SERVICE COMMISSION

QUESTIONNAIRE

PROVINCE ..................................................................................................................................................

CENTRE ......................................................................................................................................................

PROVINCIAL CONTACT...................................................E-MAIL ADDRESS.............................................

CENTRE/FACILITY MANAGER:.......................................EMAIL ADDRESS..............................................

TEL.NO: ......................................................................................................................................................

FAX.NO: ......................................................................................................................................................

PERIOD (HOW LONG HAS THE CENTRE BEEN IN THE OPERATION)..................................................

SERVICES OFFERED IN THE CENTRE ....................................................................................................
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SHARED SERVICE DELIVERY: MULTI-PURPOSE COMMUNITY CENTRE.

A. CENTRE MANAGER

1. HUMAN RESOURCES
1.1 How are the roles of staff members clarified?

............................................................................................................................................................

1.2 Are you in a position to make decisions about service delivery demands from clients?
............................................................................................................................................................

1.3 At what level are decisions about service delivery made?
............................................................................................................................................................

1.4 How does this impact service delivery in the Centre?
............................................................................................................................................................

1.5 Is time invested in the coaching and guiding of staff through: 
* training? 
............................................................................................................................................................
* who offers training?
............................................................................................................................................................

*how is training offered?
............................................................................................................................................................

1.12 Does the Centre have  a receptionist who attends to queries and directs them to relevant offices 
within the Centre.
............................................................................................................................................................

1.13  Do service providers working in this MPCC comply with the agreed working hours/days of service 
delivery?
............................................................................................................................................................

* If deviations occur, provide reasons for this.
............................................................................................................................................................

2. CLIENTS

2.1 List two principles of "Batho Pele" which need to be promoted in this Centre.
............................................................................................................................................................
............................................................................................................................................................

2.2 List four activities that you have done in this Centre to promote "Batho Pele" principles.
............................................................................................................................................................
............................................................................................................................................................

2.3 Have you experienced any social, cultural and linguistic barriers to service delivery in the Centre?
* Please elaborate.
............................................................................................................................................................
............................................................................................................................................................

2.4 In your view are the MPCC's operating hours suitable to the needs of the clients? 
* If yes, please motivate
............................................................................................................................................................
............................................................................................................................................................

2.5 Do you think the opening of this Centre has improved the lives of the community around here?
* If yes indicate the major areas where you think this improvement has been seen.
............................................................................................................................................................
* If no, what are the constraints?
............................................................................................................................................................

2.6 Does the Centre have service standards in place that prescribe the expected service delivery to
customers?
............................................................................................................................................................
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* If so, please list the standards that you regard as important in your work.
............................................................................................................................................................
............................................................................................................................................................

2.7 What mechanisms are available in the Centre to assist clients to lodge their complaints in respect of 
service delivery in the Centre?
............................................................................................................................................................

2.8 In your view, has the opening of the MPCC helped clients reduce costs & time to access services?
* If so, please elaborate.
............................................................................................................................................................
............................................................................................................................................................

3.   FINANCE

1.6 Does the MPCC's require more money for improvements of:
(1) Operational systems (i.e. computers, copiers etc) 
(2) Training
(3) Structure (building, toilets, signage, etc)
(4) Other
* If so, what are the new systems required?
............................................................................................................................................................
............................................................................................................................................................

1.7 What are the cost implications for your department to offer services through the MPCC?
............................................................................................................................................................
............................................................................................................................................................

4.   RESOURCES

1.8 Please comment on resources available for you to provide services at this MPCC.
............................................................................................................................................................
............................................................................................................................................................

1.9 Has this initiative impacted on how your resources are used? * If so, please elaborate.
............................................................................................................................................................
............................................................................................................................................................

5. GENERAL EVALUATION

1. Are meetings held with the managers/management structures of service providers in the MPCC, e.g. 
Regional manager of the department of Home  Affairs, et cetera? 
* If so, what is the nature of these meetings?
............................................................................................................................................................
............................................................................................................................................................

* List three lessons, which have come out these meetings?
............................................................................................................................................................
............................................................................................................................................................

2. Briefly describe the most pressing problems, deficiencies and/or constraints that impact negatively on 
the Centre's capacity to deliver services efficiently.
............................................................................................................................................................
............................................................................................................................................................
* In your view, what could be the possible solutions to such problems,
deficiencies and/or constraints?
............................................................................................................................................................
............................................................................................................................................................

3. Please provide any concluding remarks especially regarding the service delivery capacity of the
MPCC, which could have a bearing on this monitoring process?
..........................................................................................................................



B. STAFF/PERSONNEL

1.    How are your roles as staff members clarified?
............................................................................................................................................................

2. At what level are decisions about service delivery made?
............................................................................................................................................................

3. Are you empowered to make decisions concerning service delivery demands from clients?
* If so, please motivate.

............................................................................................................................................................

............................................................................................................................................................

4. Is time set aside for training?
* If so, who offers training?

............................................................................................................................................................

............................................................................................................................................................

* How is such training offered?
............................................................................................................................................................
............................................................................................................................................................

* In your opinion, what line of training needs to be improved?
............................................................................................................................................................
............................................................................................................................................................

5. Briefly describe the most pressing problems, deficiencies and/or constraints that impact negatively on 
the Centre's capacity to deliver services efficiently .

............................................................................................................................................................

* In your view, what could be the possible solutions to such problems, deficiencies and/or constraints?
............................................................................................................................................................
............................................................................................................................................................

C. CLIENTS

1. Are you serviced in the language that you are familiar with? * If so, Please motivate.
............................................................................................................................................................
............................................................................................................................................................

2. Indicate aspects of service delivery at the MPCC that you feel satisfied with.
............................................................................................................................................................
............................................................................................................................................................

3. Are services offered at times convenient for you? If no, please motivate.
............................................................................................................................................................

4. Do you find services offered by the Centre valuable to you? If so, please motivate.
............................................................................................................................................................
............................................................................................................................................................

5. Does the Centre provide you  with valuable information on the Public Service? For example, does the 
Centre have many Government publications and products to keep you up to date about government 
programmes and activities? If so, please motivate.

............................................................................................................................................................

............................................................................................................................................................

Indicate aspects of service delivery at the MPCC that need improvement.
............................................................................................................................................................

6. Has the Centre been able to help you to achieve a better life? If so, please motivate.
............................................................................................................................................................
............................................................................................................................................................

7. What is your overall view about the Centre?
............................................................................................................................................................
............................................................................................................................................................
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